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Abstract: In comparison to any other International crisis, Covidl9 was sudden and did not leave muchtime
for individuals or Governments to prepare in terms of the impact it had on healthcare infrastructure or
trade-in various sectors. The modern world is highly connected and stopping the inter-country movement of
people is very difficult. Given the rapid increase ofcases, Covidl9 was declared as a pandemic and for lack
of any other viable option, most Governments chose the way of locking down the economy. There was little
information on how Covidl9 spreads mortality rate or recovery rate, etc. Impetus on social distancing
Jforced people to get wary of any contact including the exchange of cash which in turn resulted in the rapid
adoption of alternate measures such as digital payments. Supply chain management was badly hit and
demand for essential products and services increased significantly. Although overall volumes of digital
payments went down due to adverse impact on several sectors, its usage as a replacement of cash increased
significantly. This sudden increase and adoption by people who are not technology-savvy gave rise to
frauds and cyber-attacks. Thus there arose a need for stringent regulations, the evolution of technology,
and enhanced user education. There has been a significant push by the Government for achieving a
cashless economy and digital payments surely will provide robust support for this objective. RBI has also
proposed a self-regulatory body for digital payment and has taken initiatives like making NEFT available
24*7 and removing applicable charges. There are rising impetus and applications of digital payment
technologies in day-to-day and business-related trade transactions
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I. INTRODUCTION

The unprecedented and rapid onset of Covid-19 across the world left almost everyone unprepared for an adequate
response be it on healthcare, travel, education, or international trade. World Health Organisation, as of May 27, 2020,
reported a total of ~5.5 Mn confirmed Covid-19 cases across 217 countries with a death toll of ~0.35 Mn.In absence of
reliable information and understanding of the fatality rate of Covid-19, most governments took measures such as
lockdown of economy, movement restricted to essential goods and services, focus on improving infrastructure for
healthcare, directtransfer schemes for the poor, etc. Continued lockdown resulted in a significant drop ineconomic
activity and many companies announced a significant cut in their manpower,salary cut for top management, and work
from home measures for the staff.

As per World Trade Organisation (2020), trade was already taking a hit in 2019 and with Covid-19, double-digit
declines are expected in both exports and import volumes. Restricted movement and concerns around the spread of
Covid-19 have affected the availability of labor, hotels and hospitality, non — essential retail trade, manufacturing,
tourism, etc. Supply chain management is adversely hit in almost all sectors. As per thereport by Ficci (2020), India was
already witnessing a slowdown for the last few quarterswith an economy growing at a six-year low rate of 4.7% and
expectations of recovery in the last quarter of FY 2019 & first quarter of FY 2020 were not met in wake of Covid-10.
RBI has been pushing contactless card payments (The Hindu 2020) and due to concernsregarding visiting branches and
ATMs due to Covid-19, consumers across urban and rural India started using smartphones to make payments. UPI
transactions touched a record high of 221 crore transactions with a volume of Rs 3.9 Lakh crores in November2020. The
results towards having a digital economy that was targeted to be boosted by demonetlzauon got an impetus due to
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Nelito.com (2021) mentions that due to Covid19 several factors gave a push for the adoption of digital payments such
as P2P payments, use of vending machines, toll payments, cashless payments at gas stations, home delivery of
groceries, usage of OTTplatforms, etc. As per a Capgemini survey of 11 countries, India emerged as a leader indigital
payment adoption during the pandemic. Several organizations worldwide are working on developing Self Service
technologies to enable touchless self-serving aspect of digital payments such as biometric scanner, voice recognition,

face recognition, etc. (Ron Shevlin 2020).

Figure 1 and 2 displays various digital payment methods have been followed in India. Table 1 highlights the features,

advantages, and disadvantages of payment method:

s followed in India

Table 1 Features of Digital Payment Methods

IPayZapp, Phonepeetc

Method Provider |Advantage IDisadvantages
Debit/CreditCard |All major banks [Eliminates need tocarry cash [Not completely contactless given the
/Accepted at most merchantneed of entering a pin.
establishments IProne to phishing given lack of]
Most banks offer globallyknowledge of users
acceptedcards
INEFT/IMPS IAll major banks throughiContactless transfer offunds [The performance of net-banking and|
net-banking and mobileMost billers can be imobile application for many banks is
apps added for recurringpayments [far from satisfactory
Digital Wallets |Companies like Paytm,Convenient to use IDependent on mobileusage
Ola Money, Amazon Pay,|Offers & Discounts onNeeds a password thus subject to|
Google Pay, Mobiquik,purchases and payments phishing

Increasing acceptability

IPoint of Sales IAmerican Express, HDFC|
Bank, Axis Bank, IDBI

IBank, etc

[Eliminates need tocarry cash
|Available at mostmerchant
establishments

IAdd to the costs oftransactions
Needs swiping of card and entering
IPin

[Unified PaymentBHIM, My Airtel,

Instant transfer offunds

IDependent on mobileusage

Interface (UPI)  |Digibank, FinoBpayetc  [Uses Virtual PaymentNeeds entering of Pin
\Address, Aadhar, or QR|
Code rather than
an account number
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Source: RBI Data
Figure 2 Digital Payment — Volume (in Crore) in India (2014-2019)

It can be seen here that while UPI leads in Digital payment volumes, IMPS & NACH are the leaders when it comes to
the value of the transactions.
This demonstrates that digital payments were making their mark in the trade transactions and were on track to cover a
substantial portion of transactions. It would be interestingto see the impact Covid19 had on this trajectory.
National Payment Corporation of India (NPCI) has covered a lot of distance in retail payments and settlement systems
in India. They introduced products like RuPay card, Immediate Payment Service (IMPS), Unified Payments Interface
(UPI), Bharat Interface for Money (BHIM), BHIM Aadhaar, National Electronic Toll Collection (NETC FASTag), and
Bharat BillPay for boosting usage of digital payments and restricting cash movement in the economy. After the
outbreak, NPCI urged citizens to use contactless methods of payments and pushed the usage of UPI. As per the latest
databy NPCI, Given the Covid19 outbreak, UPI transactions fell from 1.25 Bn in March 2020 to 990 Mn in April 2020
thereby registering a de-growth of over 19%. This was mostly contributed by sectors like logistics (96%), travel (87%),
food & beverages (68%), and groceries (54%). For rebooting the transactions, NPCI is exploring options like bringing
recurring payments such as loan EMI on the UPI platform. Vodafone Ideapartnered with Paytm for UPI based recharge
method. World’s largest messaging service Whatsapp is also looking to launch Whatsapp Pay in India which is planned
to be a UPI-based payment method.
Both the Industry and the Government had envisaged a growth path for the adoption ofdigital payments and the
infrastructure being created for handling the growth in the number of transactions and users both in rural and urban
India. However, given Covid 19, the process of adoption got accelerated thereby pushing both the Companies and the
Governments to push initiatives for supporting the momentum (Tim Robbins, Sarah Hudson and Pijush Ray et.al,
2020).
The different channels of Self-service technology promote usage of cashless transactions among the public which has a
positive impact on consumer behavior and attitudes. Consumers payment behavior is continuously changing in the
event of covid-19 outbreak This accelerate usage of E-Wallets and contactless cards which influences more online
payments.
Research has been done with prior contexts identifying the trends in digital payments however there is a need for
identifying new patterns and factors which are leading to greater adoption and how it is changing the face of the
business. Some of the factors mentioned in the paper have been addressed by researchers on a standalone basis and not
their impact on each other. This paper aims as studying the factors together thereby

II. REVIEW OF LITERATURE
The Hindu Business Line (2021) mentioned that most banks barring the State Bank of India and some private banks,
will not be able to take benefit from rapid digitalization in consumer payment behavior. Payment should be the core of
any bank's processes since it helps to build a brand and retaining the customer.
Copyright to IJARSCT (| 29819429 )y 48
www.ijarsct.co.in R 7




IJARSCT ISSN (Online) 2581-9429

Y International Journal of Advanced Research in Science, Communication and Technology (IJARSCT)
IJARSCT International Open-Access, Double-Blind, Peer-Reviewed, Refereed, Multidisciplinary Online Journal
Impact Factor: 5.731 Volume 12, Issue 4, December 2020

The World Economic Forum (2021) states that strong complaint and feedback channels must be created so that low
literacy users can use the services effectively. The government should work towards increasing financial literacy,
launch campaigns for enhancing inclusivity, and take care that customers do not have to pay unreasonably forusing
payment services.

CMS Wire (2021) mentions the evolution of payment systems into self-serving technologies such as robotic click and
collect systems in retail, payment volumes in online ordering, adoption of chatbots for solving queries, etc.

Asheeta Regidi (2021) stated that the Government and Reserve Bank of India took various initiatives to enhance the
adoption of digital payments in 2020. Zero MerchantDiscount Rate (MDR), relaxing additional factor of authentication,
permitting additionalescrow accounts for payment aggregators, 24*7 RTGS, etc are expected to have a lastingimpact on
digital payments in India.

Riya Pahuja (2020), mentions the usage of Bots for providing banking services to userson a self-serving basis. Banks
are using Al-powered voice-based transaction systems for giving a seamless experience for various banking and
investment services.

Suchintan Chatterjea, Shreya Sarkar (2020) conducted a survey in which 96% of the respondents mentioned that they
will use digital technologies for fulfilling their regular financing needs. 72% of the respondents were open to using
online technologies for investment purposes. There is a requirement for financial organizations to rethink their
marketing strategies keeping in mind that more and more users are getting comfortable with digital tools for banking
and investment requirements.

Arner (2020), identified strategies to address the impact on the financial world. This includes liquidity management,
transparency on data, use of digital finance and payment options, directing financial resources to essential services, and
boosting digital infrastructure in sectors like education, healthcare, finance, etc. It mentions the importance of
minimizing physical contact while making payments. Digital wallets and other methods of contactless payment should
be used more aggressively.

NPCI (2020), urges Indian’s to use digital payments to reduce social contact and contain the Covid-19 outbreak, NPCI
in a press release urged usage of digital payment systems for reducing social contact. Dilip Asbe, NPCI MD & CEO
requested service providers of essential services to avail digital payment methods. NPCI provided support by fast-
tracking vendors on United Payments Interface (UPI) platform.

Accenture (2020), 10 ways Covid-19 is impacting payments mentions that in major geographies like the USA (31%
global payment share), China (20% global payment share), and Europe (14% global payment share) spending is
dominated by consumers using cards as a method of payment. Due to lockdown and isolation, demand has suddenly
gone down for consumer goods. Banks are trying to boost payment by solutions like waiving fees, increase payment
limits, increase overdrafts, loan moratoriums, cash-to-door, prepaid cards, etc. Banks are also pushing payment methods
like digital wallets to improve the experience on peer-to-peer, point of sales, and e-commerce payments.

Raphael Auer (2020), Giulio Cornelli, and Jon Frost highlights how people over the world are concerned about the role
of cash in spreading Covid19. While many banks have done got studies done and announced that the risk associated
with usage of cash is very low in spreading the virus, this could change the transaction pattern for the consumers since
the nonacceptance of cash may result in a ‘payments divide’. Several digital payment options still require physical
contacts like entering a pin or signatures.

Asger Lau Andersen (2020), used bank transaction data in Denmark to estimate the change in consumer habits post
Covid19. It was found that the spending was down by 27% and mostly related to the goods and services whose supply
was adversely affected due to lockdown. It was found that even the goods and services which were available were
impacted due to fear of contracting the virus while availing these.

Mckinsey & co. (2020), analyses immediate challenges and long-term implications on economies & the payment
industry. Analysts project a reduction in global payments by 8-10% as against an expected increase of 6% earlier. Cash
usage is badly hit despite several sterilization measures being undertaken. Contactless payment adoption is on a rise
because of perceived hygiene advantages. The efforts by payment operators to re-boosting the business in the short term
will also require a new framework between such operators and regulators to make the model sustainable.

Daniel Shu Wei Ting, Lawrence Carin, Victor Dzau, and Tien Y. Wong (2020), calls fo lvancement of digital
technologies in various fields to tackle the crisis caused by Covid19. Technologies like th#/ Inj X Things, Big data
Copyright to IJARSCT ; 49
www.ijarsct.co.in

23[OTITLS:




IJARSCT ISSN (Online) 2581-9429

® International Journal of Advanced Research in Science, Communication and Technology (IJARSCT)
IJARSCT International Open-Access, Double-Blind, Peer-Reviewed, Refereed, Multidisciplinary Online Journal
Impact Factor: 5.731 Volume 12, Issue 4, December 2020

analytics, Artificial Intelligence, Blockchain, etc may work independently or together to throw solutions in healthcare
and healthcare logistics. These technologies can play a major role in the detection and tracking of the spread of the
virus. They can also help in the delivery of essential services and transactions related to it.

Impact of the COVID-19 outbreak on digital payments PwC (2020), mentions that while digital payment volumes have
declined in sectors like manufacturing, auto, retail, travel, aviation, hospitality, etc, there has been an uptick in fields
like online grocery, OTT players, Edutech, online gaming, utility bill payments, etc. Government initiatives of direct
transfer have also boosted the payment volumes. While usage of ATMs & POS is expected to be low, methods like
contactless cards, digital wallets, payment gateways, UPI, etc will see a rise.

Marcello Ienca and E Y Vayena (2020), emphasize big data collection and processing for tackling the spread of
Covid19 and raises concerns surrounding privacy. The government may choose to override the privacy policies and
consents however it will lead to distrust and may turn to be counter-productive. Thus there is a need for transparency in
data collection policies.

Nets Innovation Hub Payments Outlook (2020), Nets mentions that majority of merchants expect an uptick in mobile
payments and will continue to invest in infrastructure related to mobile payments. Advancements are expected in the
field of facial recognition, biometric verification, geo-fencing, AR/VR, etc.

Payments shift with COVID-19, Oliver Wyman (2020), states that some fields of e-commerce are witnessing growth as
compared to others. As the transaction increase, frauds are also increasing. Payment operators must revisit their
strategies to ensure engagement with their users and the safety of transaction data.

Objectives of the Study
To study the buying and consumption patterns and its effect on digital paymentsduring COVID-19 outbreak
To discuss the growth of digital payments as a Self Service Technology (SST) duringCOVID-19.

Statement of the Problem

The government of India has been pushing the adoption of digital payment methods formany years now. However, India
being traditionally a cash dominant economy, it will still take many more years for significant adoption of these
methods. Having said that, Covid19 has pushed adoption rates significantly. Whether the existing regulatory and
Information Technology infrastructure is robust enough to handle the increased volumesremains to be seen.

Scope of the Study

This paper is based on secondary research focused on understanding the rise of digital payments in India. It goes on to
study the impact of Covid19 on consumer buying and payment behavior and how it has affected the adoption of digital
payments. Forunderstanding this, research papers, industry reports, media reports, Government published reports were
studied to understand the factors and gaps in the study done. Figure 3 displays the conceptual model constructed by the
researchers and Figure 4 displays various digital payment methods followed in India.

Conceptual Framework

Independent Factors | | Dependent Factors | | Research Outcome

Impact of Covid19 on:

Buying and Rising frauds

consumption patterns L Rise of Digital Payments
Evolution in safety ’
) as a self-serving
Consumer behavior measures
technology
w.r.t. payment methods
Regulatory Changes
Disposable Income &
change in Spending
Priorities
Figure 3 Effect of COVID-19 on buying and consumption pa
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Figure 4 Various Digital Payment Methods followed in India
Source: RBI, 2020

Paradigm Shift in Consumer Buying and Consumption Patterns

According to the NRF survey report, 9 out of 10 consumers have transformed their traditional shopping behaviors and
50% of consumers purchased their online. These transformation has driven the consumers to adopt digital payment
which is progress andpermanent

A consumer sentiment survey conducted by Boston Consulting Group in May 2020, found that 79% of the respondents
believed that the world was in danger, 82% believedthat there will be an economic recession, 85% were avoiding public
places, ~50% werereducing spending in malls and increasing spending on local shops and online stores.

As per the study done by EY in April 2020, it was found that consumers have put plansfor travel and leisure activities
on hold for an indefinite time. Also spending avenues like going out for meals, clothing, big-ticket items, sporting
equipment, appliance & electronics are expected to remain badly hit for near future. There would be a sea changein the
way people travel, the way they socialize, spend time with family, buy things, etc.It is important to note here that as per a
research report by Eurostat, pre Covid19, the majority of spending on online buying was on clothes, sporting goods,
travel, hotel, household goods, event tickets, books, music, video games, etc. This spending pattern is expected to
completely change towards essentials and health going forward (Sirina Keesara et.al, 2020).

According to Mckinsey's study in China, advocates that consumers desire to go for online shopping even after the
COVID-19 outbreak, predominantly for groceries and personal care products which accelerates self-servicing
technology. Figure 5 displays a paradigm shift in Consumer behavior decide retailers dependency more on online
orders.
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L 3
New users are turning to ecommerce,
- - - -
with long-lasting implications
Proportion of purchases made online by infrequent ecommerce users

Frequency of online purchasesfor consumers wheo used online channels

for fewer than 25% of purchases prior to the cutbreak prior [l Current [l Future
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care items and footwear and electronics
materisls  acoessories

Figure 5 Worldwide Proportion of Purchases made Online by Infrequent e-commerceusers
Source: 2020, Accenture

Impact of Covid 19 on Consumer Behavior Concerning Payment Methods

Covid-19 pandemic has changed the payment mode among consumers. Ever since the advent of Covid19, there have
been concerns about which surfaces are more conducive for the survival of the virus. Naturally, there was increasing
apprehension on the usageof cash be it in paper, metal, or polymer form.

Several governments around the world took measures for allaying such fears bypublishing reports which proved there
was minimal risk of transmission of the virus through banknotes (Raphael Auer, Giulio Cornelli, and Jon Frost, 2020).

Limiting food waste and shopping more health consciously are the top two priorities for consumers
Proporticn that agree or significantly agree with statement and are likely to sustain this post-outbreak

6T% 68%

M Merchi9-25

W Aol 2-6

54% 54%

41% 4% 39%

Limiting Shopping Making Shopping Shopping Only buying  Doing fewer  Doing larger Shopping
tood waste  more health more more cost in closer brands | shaps shops mare for
consciously sustainable consciously nesighborheod  know and others
choices stores trust

Figure 6 Shopping Preference among ConsumersSource: Accenture 2020
Central Banksalso took steps such as sterilizing banknotes and refuting the rumors that
circulation. More significant steps have been taken for promoting acceptance of cas
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methods (2020, European Parliamentary Research Service). Popular digital payment methods such as credit cards,
ATMs, etc are not entirely contactless whereas methods such as QR-based payments ordigital wallets are completely
contactless (2020, Vincenzo Gringoli, Glen Williams,

John Ott, Thomas Olsen). A large part of the population either still prefers cash or doesnot understand digital payment
methods. Thus, the transition becomes important to avoid a payment divide. The growth of Smartphone diffusion,
universal connectivity, and cloud computing, and the IoT are the most influential factors. Through better service, the
download speed of the websites and perceived speed increase usage of mobile technology and the user's satisfaction (K.
Vinitha, S. Vasantha, September 2017, March 2018, December 2018). Figure 6 displays the worldwide shopping
preferences among consumers for health consciousness.

Impact of Covid19 on Disposable Income

As per a survey conducted on 1124 Indian corporate by MyHiringClub.com & Sarakari-Naukri.info on layoffs (May
2020), 68% of the participants stated that they have either started the layoff process or the same is under planning. 73%
said they have plans to reduce the salary of the employees. Only 57% corporate think that this cut is temporary.
Industries like aviation, hospitality, travel, retail, FMCG, automobile, and manufacturing are the worst-hit sectors. The
layoff in retail and FMCG is highest at 49%followed by hospitality & aviation at 48%, Real estate at 39%, and power at
38%.

India is witnessing a major layoff drive with several reputed companies laying off a significant part of their staff. Some
of these companies are Ola (1,400), Swiggy (1,100), Zomato (520), Cure. fit (500), Uber (500-700). Cognizant is
planning to let go of 400 senior executives. Companies like Kotak Mahindra Bank, Reliance Industries, The Indian
express were the frontrunners in cutting down salaries for staff and seniorJohn Ott, Thomas Olsen). A large part
of the population either still prefers cash or doesnot understand digital payment methods. Thus, the transition becomes
important to avoid a payment divide. The growth of Smartphone diffusion, universal connectivity, and cloud
computing, and the IoT are the most influential factors. Through better service, the download speed of the websites and
perceived speed increase usage of mobile technology and the user's satisfaction (K. Vinitha, S. Vasantha, September
2017,March 2018, December 2018). Figure 6 displays the worldwide shopping preferences among consumers for health
consciousness.

Limiting food waste and shopping more health consciously are the top two pricrities for consumers
Proportion that agree or significantly agree with statement and are likely to sustain this post-outbreak

BT% BBY
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Figure 6 Shopping Preference among ConsumersSource: Accenture 2020
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Impact of Covid19 on Disposable Income

As per a survey conducted on 1124 Indian corporate by MyHiringClub.com & Sarakari-Naukri.info on layoffs (May
2020), 68% of the participants stated that they have either started the layoff process or the same is under planning. 73%
said they have plans to reduce the salary of the employees. Only 57% corporate think that this cut is temporary.
Industries like aviation, hospitality, travel, retail, FMCG, automobile, and manufacturing are the worst-hit sectors. The
layoff in retail and FMCG is highest at 49%followed by hospitality & aviation at 48%, Real estate at 39%, and power at
38%.

India is witnessing a major layoff drive with several reputed companies laying off a significant part of their staff. Some
of these companies are Ola (1,400), Swiggy (1,100), Zomato (520), Cure. fit (500), Uber (500-700). Cognizant is
planning to let go of 400 senior executives. Companies like Kotak Mahindra Bank, Reliance Industries, The Indian
express were the frontrunners in cutting down salaries for staff and senior executives. Globally situation is not
any different with several companies such as Boeing (16,000), Uber (6,700), Lyft (982), Virgin Atlantic (3,150),
Airbnb (1,900) making major cuts to their workforce.

As per CMIE, as of May 27, 2020, the unemployment rate in India shot up to 24% with26% in urban and 23% in rural
areas. Highest unemployment is being seen in states likeBihar (46.6%), Haryana (43.2%), Tamil Nadu (49.8%), Tripura
(41.2%) and Puducherry (75.8%).

S. Mahendra Dev and Rajeswari Sengupta (2020) mention that the informal sector of India, which contributes of
approx. 45% of its overall GDP, was already badly hit sincethe implementation of demonetization and GST in 2016 &
2017 respectively. Covid19has significantly worsened the situation due to the absence of both demand and supply. Agri
Sector& Dairy is also severely hit due to disruption of supply chain leading to wastage of food and loss for the farmers.

Rising Frauds
One major concern regarding the adoption of digital payments is a surge in frauds bothon merchant and transaction
levels (Oliver Wyman, 2020). There has been a significantincrease in phishing attacks recorded by cybersecurity firms.
Attackers are playing on the fears of users and disguise the malicious links as important messages from WHO, National
Health Service, etc. Businesses are not able to handle the sudden increase in transactions and thus transaction-level
fraud is increasing. Concerns regarding contracting the virus at merchant establishments have reduced the usage of
credit or debit cards since they are not completely contactless. This has led to increasing usage of UPI, Digital wallets,
etc. Various companies around the world are working on next-level solutions. In India, the adoption of digital payments
is still limited to urban cities since only 20% of rural India has access to the Internet. Several banks and fintech
companies are working on technologies for making digital payments convenient and safer. Perceived security, privacy,
trust, Perceived credibility, and Perceived benefits play an important factor in the adoption of e-payment, and
protection of online transaction against online fraud enhances users satisfaction.

In a study done by Aite Group Research Team (2020), some major methods & avenues of frauds & gaps in
cybersecurity were identified as follows:

Phishing — in midst of millions of genuine emails being sent by corporate and institutions to users, attackers are
masquerading as important messages and information which captures sensitive information from the user.

Malware — Fake sites offering malware infection kits under the fagade of Covid19tracking data.

Remote working — With the exponential increase in employees working from home on either the system given by the
organization or personal laptops, several concernsregarding cybersecurity and data privacy have come up.

The use of Biometric authorization is one important step in the direction. Since Government already has biometric
information for all citizens, integration on the digital payments platform can help to avoid a lot of phishing attacks.
Network tokenization, which converts bank account numbers into a string of random numbers is another such
technology. We are yet to see large applications of technologies like Blockchain and Artificial Intelligence in the field of
risk management when it comes to digital payments. Any technological advances will have to be combined with
consumer education to ensure early adoption and avoiding frauds.

Change in rules & regulations and Budgetary push

There are several initiatives taken under The Payment and Settlement Systems Vision 2019
payment experience to users. Some of them are as follows:
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NEFT timing was made 24*7 from December 16, 2019

Mandated banks to not charge saving account customers for NEFT from Jan 2020

Linkages of all authorized payment systems with National Electronic TollCollection FAS Tags

Processing of transactions through UPI

Given the impetus of boosting digital payments and a cashless economy especially in the Covidl9 scenario, RBI &
Government has announced several measures in 2020.

RBI has proposed a self-regulatory body to take care of security issues, consumer protection, and transparency in
pricing wrt digital payments. This has become imperative due to rising digital payment frauds which now contribute to
50% of all banking frauds. For ATM/Debit card transactions of over Rs 1 Lacs, frauds have increased over 1400
instances in FY 19. The self-regulatory body will play a two-way communication channel between digital payment
companies and the regulator.

Reserve Bank of India (RBI) also announced the launch of the Digital Payments Index starting July 2020 which will
assess and capture the extent to which payments have beendigitalized. To arrive at the index, RBI has considered five
factors namely Payment Enablers (25%), Demand side Payment Infrastructure (10%), Supply Side Payment
Infrastructure (15%), Payment Performance (45%), and Consumer Centricity (5%).

Taking the base at 100 as of March 2018, the index was measured to rise to 153.47 and

207.84 in March 2019 and March 2020 respectively denoting the rising adoption ofdigital payments in India.

The government announced the discontinuation of the Merchant discount rate from several digital payment methods
such as BHIM UPI, UPI-QR Code, Aadhaar Pay, certain Debit cards.

Central board of direct taxes announced on Jan 1, 2020, that all shops, establishments, business firms, and companies
having turnover of more than Rs 50 Crs are required to put in infrastructure and offer digital payment facilities to
customers by Feb 1, 2020. Failing this, a penalty of Rs 5,000 per day applies to such defaulters.

Finance Minister Nirmala Sitaraman announced a fund of Rs 1500 Crs to compensate losses on account of waiver of
Merchant Discount Rates (MDR) which was applicable on UPI and Rupay transactions. This waiver was announced by
the Finance Minister inthe budget in 2019. (2021, The Economic Times)

Rise of Digital payment as Self Serving Technology
The term Self - Serving technologies (SST) is clear in itself. There are two componentsto it — technology interface and
Self-service capability. Technologies such as ATM, PoS, Self-Check-in& Check-out, ticket bookings online are some
examples of SSTs. SSTs can be both offline and online although in general parlance online services are considered
more self-serving. With the growing population and efforts to decrease costs, businesses such as retail, eCommerce,
travel, banking, etc have been striving for a longtime to replace manpower with Self Service by consumers. This presents
issues for userswho are not comfortable with technology and would rather avail traditional methods such as speaking
with an individual for support services, having an attendant at a petrolpump or hotel, etc.

Similarly, in the case of payments, there is a large population comfortable only with cash. They may or may not
understand the conveniences associated with digital payment, however, either they rely on the younger generation to
make transactions for them or avoid it altogether due to security concerns.

Having said that, younger generations are very comfortable with and prefer self-serviceover interacting with a human
for availing services. They have quickly adopted digital payment systems and most of them would never have seen
inside of a bank for any financial transactions. The advent of digital wallets coupled with offers they bring for
shopping, ticketing, cashback, etc. has added to the popularity. Efforts of integrating social media with payments
such as Whatsapp pay is expected to further increase the volumes.

Acceptance of SST largely depends on factors like ‘Perceived Usefulness’, ‘Perceived Control’, ‘Perceived Ease’ &
‘Perceived Enjoyment’ (2017, Mohammad Sedighimanesh, Ali Sedighmanesh, Neda Ashghaei). Although users actively
use onlineshopping options at the same time they are looking for some satisfaction levels as that of shopping in a mall.
Many online retailers are combining Augmented Reality & Virtual Reality to combine online & offline experiences.
Companies are working in the fields of Biometric verification-based payment methods.Also, voice-based payments will
enhance the convenience and avoid the need for learning the technology for making Py HIeTitS, QR-based payment
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systems eliminate theneed to knowing account numbers or phone numbers for making payment of use of cardsat PoS.
These are easy-to-learn methods and will lead to early and enhanced adoption of digital payment methods.

While there is a lot of innovation happening in fintech startups, platforms, banks, etc; there is a growing need for having
a simpler solution that can cater to all payment-relatedrequirements for a consumer (2021, Anant Patel). This has led to
the rapid adoption of white-labeled products between fintech startups, payment platforms, and traditional businesses.
Businesses will need to constantly evolve and offer the latest payment solutions to both B2B & B2C customers.

2021, TCS mentions that the businesses should look to address immediate-term needs by ensuring availability and
stability of the systems, short term needs by analyzing customer behavior, medium-term needs by leveraging the power
of open banking, and long term needs by continuous improvements. However, Banks must also increase the
surveillance to protect users against cyber threats by identifying and managing risks effectively.

II1. FINDINGS & DISCUSSION
In this paper impact of Covid19 on various sectors was reviewed be it positive or negative. Fall inactivity of sectors has
directly impacted the payments volumes. While volumes of digital payments have reduced overall due to a fall in
economic activity, it'sbeing a replacement of cash has helped in some manner and is expected to add further to volumes
going forward.
The efforts being made by the Government of India and other countries in pushing digital payments as a method of
ensuring social distancing were also reviewed. India has been pushing to be a cashless economy and the Covid19 crisis
will only help in this cause by bringing more users and services under the umbrella. An independent self- regulatory
body will help to put policies and regulations in place to tackle user safety- related concerns and will provide a platform
for the service providers to offer an enhanced and wholesome experience (RBI, 2020).
The current research findings can be used by various digital payment companies to assess the potential size of the
opportunity in India and that they should customize theiroffering to make them more user-friendly and secure for Indian
users. Focus is needed to work on the Self Service aspect of digital payments. Arner (2020) has mentioned the
importance of minimizing physical contact while making payments. Digital wallets and other methods of contactless
payment should be used more aggressively.
Further research is required on the fields of how internet connectivity can be enhanced in rural areas to boost digital
payments for making policy suggestions to the Government. Also, the study on what features and offers can be added
for expediting the adoption of the methods by the population at large must be undertaken with primary survey and
quantitative analysis. Oliver Wyman (2020), states that some fields of e- commerce are witnessing growth as compared
to others. As the transaction increase, frauds are also increasing. Payment operators must revisit their strategies to
ensure engagement with their users and the safety of transaction data.
There are several steps needed to be taken by the Government and digital payment service companies & merchants to
access digital payments for rebooting the trade. Companies have to re-engage with the users in a better manner by
giving themconfidence, putting the supply chain back in place, and delivering on their commitments.They have to provide
a secure environment for making payments and quick resolution of any disputes that may arise.
Going forward, the world is expected to work on local partnerships more than anythingelse. Banks, technology firms,
merchants have to come together to set up hyper-local systems for ensuring supply chain consistency and payment
convenience to users. Companies have to look towards the long-term benefits of onboarding users and have to let go of
service charges or transaction fees to make this a perfect replacement of cash. Offers and Loyalty points which can be
redeemed in local stores or online shops will be a good way to keep your loyal customers engaged. Riya Pahuja (2020)
has stated that various sectors of e-commerce are attained significant growth as compared to other fields. When the
number of transactions increases, the occurrences of frauds also increases. The payment operators should readdress
their methodologies to ensure their users’ engagements and data security.
Need for branded apparels, vehicles, cab aggregators, eating out are expected to go down and consumption of
essentials, relax-wear, and healthcare is expected to go up. Digital payment companies must make their business model
around this change. Rather than waiting for the world to go back to the old normal, efforts must be made to accept the
new normal as quickly as possible. Niazi, et.al (2020), have highlighted that there exists 40Z5%ifgtease in online sales
for needed items during post lockdown.
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There will be a sharp decline in disposable income both for the formal and informal sector. Many companies will
change their business models making a large part of this workforce redundant. A large part of the workforce is qualified
and experienced. Digital payment companies must use this pool for capturing the market, strengthening the supply
chain, and getting into partnerships in local communities.

There is an increasing demand for protecting users especially those who are not technologically literate against phishers
and cyber-attacks. As much as we educate the users, a system secured by the latest technologies like biometric
verification, voice- based commands, tokenization, blockchain, etc. will go a long way in tackling this issue. The
government must allocate fund and encourage the companies working in this field to develop indigenous technologies.

IV. CONCLUSION

Digital payment is an effective way to ensure both social distancing and rebooting the economy. Constant and
significant efforts are being made for encouraging users to adopt various methods suitable for them in their daily lives
to make payments to vendors, bill payments, etc. Major population of India still does not have internet access to achieve
cashless economy. Severe initiatives have to be taken by the Government for inclusive growth. Digital payment
companies must focus on engaging with users and providing them a safe and secure environment for boosting
confidence and early adoption. However, a fall in economic activity and disposable income will pose a significant
challenge. As India exits lockdown in a phased and gradual manner, it would be interesting to see which sectors are
picking up faster than others so that the digital payment companies may adapt and customize their offerings
accordingly. For digital payments to become a truly self-serving technology, the focus has to be made on the user
interface, perceived benefits & offerings, and perceived security of the platform. In a world with Covid19, it would be
difficult to survive alone and emphasis has to be on local partnerships to attain a functional supply chain.
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