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ABSTRACT: FinTech (Financial Technology) innovations have significantly transformed the traditional banking sector by 
introducing advanced digital solutions that improve efficiency, accessibility, and customer experience. This study focuses on two 
major FinTech components: digital payments and digital lending. Digital payment systems such as mobile wallets, UPI, and online 
banking have made financial transactions faster, safer, and more convenient for users. 
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INTRODUCTION  
Financial Technology, commonly known as FinTech, 
refers to the use of modern technology to improve and 
automate financial services. In recent years, FinTech 
innovations have transformed the traditional banking 
sector by making financial services faster, more 
accessible, and customer-friendly. Among these 
innovations, digital payments and digital lending have 
emerged as key drivers of change. Digital payments 
include online transactions made through mobile 
banking, UPI, debit/credit cards, and digital wallets. 
These methods have reduced the need for physical 
cash and made transactions more convenient, secure, 
and time-saving. In India, the growth of digital 
payment platforms has been significant due to 
increasing smartphone usage, internet penetration, 
and government initiatives like Digital India. Digital 
lending, on the other hand, refers to the process of 
providing loans through online platforms without the 
need for physical documentation or visits to banks. It 
uses advanced technologies such as artificial 
intelligence and data analytics to assess 
creditworthiness and provide quick loan approvals.  
 
OBJECTIVES OF THE STUDY  

1. To study the concept and growth of FinTech 
innovations in banking. 

2. To analyze the usage and effectiveness of 
digital payment systems. 

3. To examine the role of digital lending in 
improving access to credit. 

4. To identify the benefits and challenges of 
FinTech services among customers. 

5. To evaluate customer satisfaction towards 
digital banking services. 

 
SCOPE OF THE STUDY  
The scope of this study is limited to analyzing 
FinTech innovations in the banking sector, 
particularly focusing on digital payments and digital 

lending services. It covers the usage patterns, benefits, 
and challenges experienced by customers using these 
services. The study mainly focuses on understanding 
customer perception and satisfaction. It does not 
include all FinTech services and is restricted to 
selected areas and respondents. 
 
STATEMENT OF THE PROBLEM  
Despite the rapid growth of FinTech innovations in 
banking, many customers still face issues in adopting 
digital payments and digital lending services. 
Problems such as lack of awareness, security 
concerns, technical difficulties, and trust issues affect 
the usage of these services. Additionally, not all 
sections of society have equal access to digital 
infrastructure. Therefore, it is necessary to study the 
effectiveness, challenges, and customer satisfaction 
related to FinTech innovations in banking. 
 
RESEARCH METHODOLOGY: 
The main objective of this research is to know the 
customer satisfaction towards luxury cars, a study 
with reference to Coimbatore city. 
 
PERIOD OF STUDY : 
The study has been conducted from December 2025 
to April 2026 . 
 
AREA OF THE STUDY: 
The study was undertaken in Coimbatore city. 
 
SOURCE OF DATA: 
PRIMARY DATA 
The data that are collected as a fresh first time and 
happen to be original  in character are called primary 
data. Primary data collected through questionnaire. 
 
SECONDARY DATA 
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Secondary data consist of information that already 
exists somewhere, and has been collected for another 
purpose. 
Secondary data are collected from 
• Website 
• Books 
 
SAMPLE SIZE: 
The expected sample size for this study was 125 
respondents, but only 110 respondents participated 
and provided valid responses. 
 
DATA ANALYSIS: 
The collected data are analyzed by percentage 
analysis, Ranking analysis, Correlation analysis 
responses. 
 
SAMPLING TECHNIQUE: 
The sampling technique used in the study is 
convenience sampling. 
 
TOOLS: 

● Percentage analysis 
● Chi square  

 
SIMPLE PERCENTAGE: 
Simple Percentage Analysis refers to a special kind of 
rate or percentage (%) used in making comparisons 
between two or more series of data. A percentage is 
used to determine the relationship between the series. 
Simple percentage analysis= Actual Response x100               
                                    Total number of respondents 
CHI – SQUARE:  
The chi-squared test is done to check if there is any 
difference between the observed value and expected 
value. 
Chi square formula χ²= ∑(Oi – Ei)2/E 
 
LIMITATIONS OF THE STUDY  

1. The study is limited to a small sample size of 
respondents. 

2. The study focuses only on digital payments 
and digital lending, excluding other FinTech 
services. 

3. The data collected may be subject to 
respondent bias. 

4. The study is limited to a specific 
geographical area and may not represent the 
entire population. 

 
REVIEW OF LITERATURE  
1. Kou & Lu (2025) 
Kou and Lu conducted a comprehensive review on 
emerging financial technologies and highlighted how 
FinTech innovations such as artificial intelligence, 
machine learning, and mobile technologies are 
transforming the financial sector. Their study 
emphasized that digital payments and digital lending 
are key components driving this transformation by 
improving efficiency, speed, and customer 

experience. The authors observed that FinTech creates 
a customer-centric financial ecosystem where users 
demand faster and more secure services. However, the 
study also pointed out challenges such as regulatory 
complexities and technological risks that may hinder 
adoption.  
 
2. Ghosh & Golder (2026) 
Ghosh and Golder conducted a systematic literature 
review to analyze the impact of FinTech on traditional 
banking systems. Their findings revealed that FinTech 
innovations significantly enhance banking 
performance, customer satisfaction, and operational 
efficiency. Around half of the reviewed studies 
indicated a positive impact of FinTech adoption, 
especially in digital payments and lending services. 
However, the authors also noted mixed outcomes due 
to issues like cybersecurity risks and regulatory 
concerns, suggesting the need for a balanced approach 
in implementation.  
 
3. Agarwal & Zhang (2020) 
Agarwal and Zhang reviewed the development of 
FinTech with a focus on digital lending and payment 
systems. Their study highlighted how FinTech has 
revolutionized traditional banking by digitizing credit 
supply and payment mechanisms. Digital lending 
platforms have simplified loan processing, while 
digital payments have improved transaction 
efficiency. The study concluded that FinTech 
innovations are reshaping the financial ecosystem by 
reducing dependency on physical banking 
infrastructure and enhancing accessibility.  
 
OVERVIEW OF THE STUDY  
Financial Technology (FinTech) has emerged as a 
revolutionary force in the banking sector, 
transforming the way financial services are delivered 
and consumed. The integration of advanced 
technologies such as mobile applications, artificial 
intelligence, and data analytics has enabled banks to 
offer faster, more efficient, and customer-friendly 
services. Among various FinTech innovations, digital 
payments and digital lending have gained significant 
importance due to their widespread usage and impact 
on daily financial activities. 
 

 
 
FinTech refers to the use of technology to improve 
financial services. It includes various applications 
such as mobile banking, digital wallets, online lending 
platforms, and blockchain-based systems. In the 
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banking sector, FinTech plays a crucial role in 
enhancing service delivery, reducing operational 
costs, and improving customer satisfaction. 
Banks are increasingly adopting FinTech solutions to 
stay competitive in the digital era. The shift from 
traditional banking to digital banking has created new 
opportunities as well as challenges for financial 
institutions. 
 
TABLE NO :4.1 
AGE DISTRIBUTION OF RESPONDENTS 
 

S.no PARTIC
ULAR  

NO.OF 
RESPON

DENT  

PERCEN
TAGE  

1 Below 25 27 24.50% 

2 25-35 65 59.10% 

3 36-45 12 10.90% 

4 Above 44 6 5.50% 

 Total 110 100 

 
INTERPRETATION 
 The above table shows that 59.1% of the respondents 
belong to the age group of 25–35 years, 24.5% of the 
respondents belong to the age group below 25, 10.9% 
of the respondents belong to the age group of 36–45 
years, and 5.5% of the respondents belong to the age 
group of above 44. 
➤ Majority 59.1% of the respondents belong to 
the age group of 25–35 years. 
 

 

TABLE NO :4.15 
TRUST IN DIGITAL BANKING VS 
TRADITIONAL BANKING 
 

S.no PARTIC
ULAR  

NO.OF 
RESPON

DENT  

PERCEN
TAGE  

1 Trust both 51 46.40% 

equally 

2 Trust 
traditional 
bank more 30 27.30% 

3 Strongly 
trust 

digital 
more 23 20.90% 

4 Do not 
trust 

digital 
banking 6 5.50% 

 Total 110 100 

 
INTERPRETATION 
The above table shows that 46.4% of the respondents 
Trust both equally, 27.3% of the respondents Trust 
traditional banks more, 20.9% Strongly trust digital 
more, and 5.5% Do not trust digital banking. 
➤ Majority 46.4% of the respondents Trust both 
equally. 
 

 

CHI-SQUARE TEST 
Table 1.1: Observed Frequencies (O) 
 

Age 
Group 

Trust 
Both 

Equally 

Trust 
Traditio
nal More 

Strong
ly 

Trust 
Digital 

Do Not 
Trust 

Digital Total 

Below 
25 15 3 10 3 31 

25–35 31 15 10 3 59 

36–45 3 10 1 0 14 

Above 
44 4 2 0 0 6 
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Total 53 30 21 6 110 

 
 
INTERPRETATION 
H_0 (Null Hypothesis): Age and trust in digital 
banking are independent (no relationship). 
H_1(Alternative Hypothesis): Age and trust in digital 
banking are significantly related. 
 

Catego
ry (Age 
- Trust 
Level) 

Observ
ed (O) 

Expecte
d (E) 

(O-
E)^2 

(O-
E)^2/E} 

Trust 
Both 15 14.936 0.004 0 

Trad 
More 3 8.455 29.752 3.519 

Digital 
More 10 5.918 16.661 2.815 

Do Not 
Trust 3 1.691 1.714 1.013 

Trust 
Both 31 28.427 6.619 0.233 

Trad 
More 15 16.091 1.19 0.074 

Digital 
More 10 11.264 1.597 0.142 

Do Not 
Trust 3 3.218 0.048 0.015 

Trust 
Both 3 6.745 14.028 2.08 

Trad 
More 10 3.818 38.215 10.009 

Digital 
More 1 2.673 2.798 1.047 

Do Not 
Trust 0 0.764 0.583 0.764 

Trust 
Both 4 2.891 1.23 0.425 

Trad 
More 2 1.636 0.132 0.081 

Digital 
More 0 1.145 1.312 1.145 

Do Not 
Trust 0 0.327 0.107 0.327 

TOTA
L 110 110   23.689 

 
RESULT 
Calculated Chi-Square Value : 23.689 
Degrees of Freedom (df): (4 - 1) \times (4 - 1) ={9} 
Critical Table Value (df=9, \alpha=0.05): 16.919 
The Calculated Chi-Square value (23.689) is greater 
than the Critical Table value (16.919). 
We reject the null hypothesis {H_0}. There is a 
statistically significant relationship between age and 
banking trust. 
 
FINDINGS  

1. Majority 59.1% of the respondents belong to 
the age group of 25–35 years. 

2. Majority 50.9% of the respondents are 
Female. 

3. Majority 46.4% of the respondents are 
Undergraduates. 

4. Majority 54.5% of the respondents are 
Employees. 

5. Majority 60.9% of the respondents are aware 
of Fintech services. 

6. Majority 45.5% of the respondents are using 
Mobile wallets as their primary digital 
payment method. 

7. Majority 41.8% of the respondents are using 
digital payments on a Weekly basis. 

8. Majority 40% of the respondents are using 
digital payments primarily for Speed. 

9. Majority 59.1% of the respondents believe 
that digital payments are secure. 

10. Majority 46.4% of the respondents are 
identifying Delay in payment as the main 
issue faced. 

11. Majority 61.8% of the respondents are aware 
of digital lending platforms. 

12. Majority 40% of the respondents have used 
Personal loans. 

13. Majority 46.4% of the respondents are 
preferring digital lending because of the Easy 
process. 

14. Majority 54.5% of the respondents are 
Satisfied with digital banking services. 

15. Majority 46.4% of the respondents are 
Trusting both digital and traditional banking 
equally. 

16. Majority 52.7% of the respondents are 
identifying Lack of knowledge as the biggest 
challenge in using FinTech. 

17. Majority 41.8% of the respondents are 
finding digital banking applications Easy to 
use. 
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18. Majority 40% of the respondents are 
influenced by Security features to use digital 
payment apps. 

19. Majority 48.2% of the respondents are 
feeling that digital loans are Somewhat faster 
compared to traditional loans. 

20. Majority 54.5% of the respondents are 
wishing to see Faster transactions as an 
improvement in FinTech services. 

 
SUGGESTIONS  

● Banks should increase awareness programs 
to educate customers about the use and 
benefits of digital payments and digital 
lending services. 

● Financial institutions must strengthen 
security measures to protect customer data 
and build trust in digital platforms. 

● User-friendly mobile applications and 
interfaces should be developed to encourage 
easy adoption among all age groups. 

● Proper regulations and monitoring should be 
implemented to prevent fraud and unethical 
practices in digital lending. 

● Banks should focus on improving digital 
infrastructure in rural areas to promote 
financial inclusion. 

 
CONCLUSION 
FinTech innovations have brought significant changes 
to the banking sector, particularly through digital 
payments and digital lending. These technologies 
have made financial services more convenient, faster, 
and accessible to a larger population. Digital 
payments have reduced the dependence on cash and 
improved transaction efficiency, while digital lending 
has simplified the borrowing process and increased 
access to credit. 
However, despite these benefits, challenges such as 
security risks, lack of awareness, and limited digital 
literacy still exist. To overcome these issues, banks 
and financial institutions must focus on improving 
security, enhancing customer education, and ensuring 
proper regulation. Overall, FinTech plays a vital role 
in modern banking, and its continuous development 
will further transform the financial landscape in the 
future. 
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