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Abstract:

Financial Technology (FinTech) has transformed the financial services industry by changing the way
consumers access banking services, make payments, and manage their finances. The rapid adoption of
digital payment systems, mobile banking, digital wallets, and online financial services has improved
convenience, speed, accessibility, and cost efficiency compared to traditional banking methods. This study
examines the role of FinTech in transforming banking and payment habits while assessing its impact on
consumer behavior, financial inclusion, and the banking sector.

The study adopts a mixed-method research approach using both primary and secondary data. Primary data
were collected through a structured questionnaire administered to 100 respondents, while secondary data
were obtained from research journals, reports, and other credible sources. Descriptive statistical tools and
the Chi-square test were used to analyse consumer preferences and the relationship between age and digital
payment adoption.

The findings reveal that UPI and digital wallets are the most preferred payment methods due to their
convenience, speed, and security. Younger consumers demonstrate higher adoption of FinTech services
than older users. However, concerns related to cybersecurity, transaction charges, technical issues, and
data privacy continue to affect consumer trust. The study also highlights FinTech's contribution to financial
inclusion by expanding access to digital financial services and encouraging collaboration between
traditional banks and FinTech firms.

The study concludes that FinTech has become a key driver of innovation and digital transformation in the
financial sector. Strengthening cybersecurity, consumer trust, regulatory frameworks, and technological
infrastructure will be essential for the sustainable growth of FinTech and the future development of digital
financial services.

Keywords: Financial Technology (FinTech), Digital Banking, Digital Payments, UPI, Mobile Wallets,
Financial Inclusion, Consumer Behavior, Banking Innovation.

Introduction

Financial Technology (FinTech) has transformed the financial services industry by integrating advanced
digital technologies into banking and financial operations. Technologies such as artificial intelligence (Al),
blockchain, cloud computing, mobile applications, and digital payment systems have made financial
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transactions faster, more secure, and easily accessible. These innovations have significantly changed the
way consumers access banking services, make payments, invest, and manage their finances.

The rapid growth of FinTech has been particularly evident in India due to increasing smartphone
penetration, affordable internet services, and government initiatives such as Digital India, Jan Dhan
Yojana, and the Unified Payments Interface (UPI). Digital payment applications such as Google Pay,
PhonePe, Paytm, and BHIM UPI have become widely accepted, encouraging consumers to shift from
cash-based transactions to digital payment methods.

Apart from improving convenience and efficiency, FinTech has also contributed to financial inclusion by
providing affordable financial services to underserved populations. However, concerns related to
cybersecurity, fraud, data privacy, technical failures, and consumer trust continue to affect the widespread
adoption of digital financial services. Traditional banks are increasingly collaborating with FinTech
companies to enhance customer experience and remain competitive in the evolving financial landscape.
In this context, the present study examines the role of FinTech in transforming consumer banking and
payment habits. It analyses consumer preferences, factors influencing digital payment adoption,
challenges associated with FinTech usage, and its overall impact on the banking sector. The study also
investigates the relationship between age and digital payment preferences to understand changing
consumer behaviour in the digital economy.

Problem Statement

The rapid growth of Financial Technology (FinTech) has transformed banking and payment systems by
offering faster, more convenient, and technology-driven financial services. Although digital payment
platforms and mobile banking applications have gained widespread popularity, consumer adoption
continues to be influenced by concerns such as cybersecurity, data privacy, technical reliability, and fraud
risks. Moreover, differences in age and technological awareness affect the acceptance of FinTech services
among consumers.

Traditional banks are also facing increasing competition from FinTech companies, compelling them to
adopt digital innovations and collaborate with technology providers. Despite the growing importance of
FinTech, limited empirical research has comprehensively examined its impact on consumer banking
behaviour and payment habits within the Indian context. Therefore, this study seeks to analyse the role of
FinTech in transforming banking and payment behaviour, identify the factors influencing its adoption, and
evaluate its impact on both consumers and the banking industry.

Research Objectives

The study has been undertaken with the following objectives:

To examine the role of FinTech in transforming consumer banking and payment habits.
To identify the factors influencing the adoption of digital payment methods.

To analyse the key drivers and barriers affecting FinTech adoption.

To evaluate the impact of FinTech on traditional banking services.

To assess consumer trust and satisfaction towards FinTech services.

To examine the relationship between age and digital payment preferences.

To suggest measures for improving FinTech adoption and strengthening consumer trust.

NN hAE WD =

IJSAT250211382 Volume 16, Issue 2, April-June 2025 2



https://www.ijsat.org/

International Journal on Science and Technology (IJSAT)

— E-ISSN: 2229-7677 e Website: www.ijsat.org e Email: editor@ijsat.org

Research Questions

The present study seeks to answer the following research questions:

RQ1: What are the major factors influencing consumers to adopt digital payment methods and FinTech
services?

RQ2: What are the key barriers preventing consumers from fully adopting digital financial services?
RQ3: How has FinTech transformed traditional banking and payment behaviour among consumers?
RQ4: Is there a significant relationship between consumers' age and their preferred digital payment
method?

RQS5: How satisfied are consumers with FinTech services compared to traditional banking services?
RQ6: What are consumers' perceptions regarding the future impact of FinTech on the banking industry?

Research Hypothesis

Based on the objectives of the study, the following hypotheses have been formulated:

Null Hypothesis (Ho)

There is no significant relationship between consumers' age group and their preferred digital payment
method.

Alternative Hypothesis (H:)

There is a significant relationship between consumers' age group and their preferred digital payment
method.

Review of Literature

1. Elia, Stefanelli, and Ferilli (2023)

The authors conducted a systematic review of FinTech research and found that technological innovations
such as artificial intelligence, blockchain, and cloud computing have significantly transformed traditional
banking. They concluded that collaboration between banks and FinTech firms is driving greater efficiency
and customer-centric financial services.

2. Mustafa et al. (2023)

The study examined the role of FinTech payment instruments in promoting financial inclusion across 22
countries. The findings revealed that digital payment systems significantly improve access to formal
financial services, particularly in middle- and high-income economies.

3. Celestin and Sujatha (2024)

The researchers found that the increasing use of digital payment technologies has changed consumer
payment preferences. Convenience, security, ease of use, and faster transactions were identified as the
major factors encouraging digital payment adoption.

4. Daqar et al. (2021)

The study investigated FinTech adoption during the COVID-19 pandemic and found that digital payment
systems reduced physical interactions and encouraged greater acceptance of online financial services.
Consumer preference for contactless payments increased significantly after the pandemic.

5. Zeidy (2022)

The study highlighted that FinTech has improved economic efficiency by reducing transaction costs and
automating financial services. It also emphasized the importance of effective regulations to balance
innovation with financial stability and consumer protection.
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6. Nathaniel Williams (2024)

The research showed that Millennials and Generation Z increasingly use FinTech applications for
budgeting, saving, and investing. The study also noted that easy digital payments may encourage
impulsive spending among younger consumers.

7. MDPI (2024)

The study identified cybersecurity as one of the major challenges facing FinTech adoption. It
recommended advanced security measures such as biometric authentication, artificial intelligence, and
blockchain technology to improve consumer trust and data protection.

8. Reuters (2024)

The report discussed the emergence of Open Banking and highlighted its role in improving competition,
innovation, and personalized financial services. It also emphasized the need for stronger regulatory
frameworks to ensure data privacy and cybersecurity.

9. Josyula and Expert (2021)

The study concluded that FinTech is reshaping the future of banking by improving service quality,
operational efficiency, and customer experience. It emphasized that traditional banks must embrace digital
transformation to remain competitive.

Research Gap

The review of literature indicates that while several studies have examined FinTech, digital payments, and
financial inclusion, limited research has comprehensively analysed their combined impact on consumer
banking and payment behaviour. Existing studies also provide limited evidence on the influence of
demographic factors, particularly age, and consumer trust in the Indian context. Therefore, the present
study addresses this gap by examining consumer adoption, behavioural patterns, and the overall impact of
FinTech on banking and payment habits.

Research Methodology

This study adopts a mixed-method research approach, combining both primary and secondary data to
examine the role of FinTech in transforming banking and payment habits. Primary data were collected
through a structured questionnaire administered to 100 respondents comprising students, working
professionals, and other smartphone users familiar with digital payment systems. A convenience sampling
technique was employed to select respondents from different age groups. Secondary data were collected
from peer-reviewed journals, books, government reports, research publications, and credible online
sources related to FinTech, digital banking, and payment systems. The collected data were analysed using
descriptive statistical tools such as percentages, frequency distributions, charts, and graphs. In addition,
the Chi-square test was applied to examine the relationship between respondents' age and their preferred
digital payment method. The findings were interpreted to evaluate consumer adoption, behavioural
changes, and the impact of FinTech on traditional banking services.
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Data Analysis

Q1 Which digital payment method do you use most frequently?
102 responses

@ UPl/Instant Transfers

@ Mobile Wallets (Paytm, Google Pay,
etc.)

® Debit/Credit Cards

@ Buy Now Pay Later (BNPL)

@ Cash (Prefer cash over digital)

The pie chartl shows that the majority of people, about 58%, prefer using UPI/Instant Transfers as their
main way to pay digitally. This method clearly leads because it’s fast, convenient, and widely accepted.
Next, around 23% of people choose mobile wallets like Paytm or Google Pay, enjoying the ease of having
their money right on their phones. Debit and credit cards come in third, used by nearly 17% of users who
value their security and familiarity. Surprisingly, only a small group, less than 3%, still prefer cash over
digital payments, showing just how much digital methods have taken over everyday transactions.

Q2 What motivates you most to use digital payment methods?
102 responses

@ Convenience & Speed

@ Discounts/Rewards/Cashback
@ Security & Safety

@ Peer/Family Influence

@ Habit/Preference

The main reason people use digital payments is for security and safety, with nearly half (48%) saying this
is their biggest motivation. Convenience and speed come next, driving about 24% of users who want quick
and easy transactions. Discounts, rewards, and cashback also play a strong role, motivating 22.5% to
choose digital options for the extra savings. Peer or family influence only affects a small group, around
5%, while habit or personal preference is the least common reason, at just 1%. Overall, feeling secure
while paying digitally is what matters most to people.

Q3 What prevents you from fully adopting digital payments?

102 responses

@ Security/Privacy Concemns

@ Lack of Trust in Platforms

@ Internet/Technical Issues

@ Transaction Charges/Hidden Fees
@ Preference for Cash
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The pie chart reveals why some people hesitate to fully switch to digital payments. The biggest barrier by
far is transaction charges and hidden fees, which concern nearly half of the respondents (47.1%). Many
feel these costs make digital payments less attractive. Following that, a strong preference for cash remains,
with a third of people (33.3%) sticking to cash simply because they trust it more or find it easier. Internet
and technical issues affect about 7.8%, showing that problems with connectivity or devices still hold some
users back. Security and privacy worries trouble around 7%, while lack of trust in digital platforms is the
smallest concern at just under 5%. Overall, costs and comfort with cash are the main reasons people are
cautious about going fully digital.

Q4 How much do you trust digital payment platforms?
102 responses

@ Very Low Trust

@ Low Trust
Neutra

@ High Trust

@ Very High Trust

The pie chart shows most people, nearly 60%, feel neutral about trusting digital payment platforms, neither
fully confident nor completely skeptical. Around 22.5% have low trust due to concerns like security or
privacy, while 13.7% have high trust, feeling secure and satisfied with these services. Only a small 3.9%
have very low trust and prefer traditional methods like cash. This suggests that while trust is growing,
many users remain cautious, highlighting the need for platforms to improve security, transparency, and
customer support to gain wider confidence.

Q5 How often do you use digital payments compared to cash?
102 responses

@ Always digital

@ Mostly digital
Equal mix of both

@ Mostly cash

@ Always cash

The pie chart reveals that most people, about 58%, use a balanced mix of digital payments and cash,
showing they are comfortable with both options depending on the situation. Around 30% mostly use digital
payments, reflecting a strong shift toward digital convenience. Only a small number, 2%, always use
digital payments, fully embracing the cashless lifestyle. On the other hand, about 9% mostly rely on cash,
and just 1% always stick to cash, indicating that traditional payment methods still hold some ground but
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are becoming less common. Overall, this mix suggests digital payments are growing but cash remains
important for many.

Q6 Have you shifted any activities from banks to FinTech apps?
102 responses

@ VYes, fully shifted
@ VYes, partially shifted
No, but considering
@ No, prefer banks
@ Not aware of FinTech options

The pie chart shows how people feel about moving their banking activities to FinTech apps. Just a small
portion, about 5%, have fully shifted to using FinTech apps for their banking needs. Another 28% have
partially made the switch, using both FinTech and traditional banks. The largest group, nearly 55%,
haven’t moved yet but are thinking about it, showing curiosity and openness to FinTech. Around 11%
prefer to stick with traditional banks for now, indicating loyalty or comfort with them. Only a tiny 1% are
unaware of FinTech options. This mix shows that while many people are interested in FinTech, most are
still taking their time or prefer the familiar.

Q7 Which activities have you shifted the most to FinTech?

102 responses

Payments & Transfers 40 (39.2%)

Savings & Deposits 51 (50%)

Investments (Stocks, Mutual

0y
Funds) 51.(50%)

Loans/Credit/Buy Now Pay Later 15 (14.7%)

Insurance 3(2.9%)

The bar graph shows how much people have increasingly shifted different financial activities to FinTech
platforms.The biggest changes are seen in Savings & Deposits and Investments, with half of the
respondents (50%) saying they have moved these activities toward FinTech solutions. Payments &
Transfers also saw a significant shift, with nearly 40% (39.2%) using FinTech for these purposes.In
contrast, Loans, Credit, and Buy Now Pay Later services have seen less adoption through FinTech, with
only about 15% (14.7%) indicating a shift. Insurance has the smallest increase, with under 3% (2.9%) of
people moving these activities to FinTech.Overall, it’s clear that everyday financial activities like saving,
investing, and making payments are the most commonly shifted to digital financial technologies, while
borrowing and insurance services are still less embraced.

IJSAT250211382 Volume 16, Issue 2, April-June 2025 7



https://www.ijsat.org/

@ International Journal on Science and Technology (IJSAT)

E-ISSN: 2229-7677 e Website: www.ijsat.org e Email: editor@ijsat.org

U—=°

Q8 How satisfied are you with FinTech services compared to banks?

102 responses
@ Very Unsatisfied
@ Unsatisfied
@ Neutral
@ Satisfied
A @ Very Satisfied

The majority of people feel neutral about FinTech services compared to traditional banks, with half of the
respondents (50%) neither particularly pleased nor unhappy. While a significant portion, about 22%, are
satisfied with FinTech, only a small fraction, around 1%, are very satisfied. On the other hand, nearly a
quarter (24.5%) of people are unsatisfied, and a small percentage (2.9%) feel very unsatisfied. This
suggests that while many users are open to FinTech, there is still some hesitation and room for
improvement to gain wider trust and satisfaction.

Q9 How are FinTech services impacting traditional banks?
102 responses

@ Strongly Negative Impact
@ Negative Impact

@ Neutral/No Impact

@ Positive Impact

@ Strongly Positive Impact

Most people believe FinTech services have little to no impact on traditional banks, with 48% saying the
effect is neutral or nonexistent. However, a sizable group, about one-third (33.3%), feel FinTech is having
a negative impact on banks. Only a smaller portion sees a positive influence, with roughly 16.7%
combined feeling it has a positive or strongly positive impact (15.7% positive and 1% strongly positive).
Just 2% believe FinTech’s effect is strongly negative. This shows that while many view FinTech as
challenging traditional banks, a large number still see it as not drastically changing the banking landscape

yet.
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Q10 What would make you prefer FinTech over banks long-term?

102 responses

@ Better Rates & Offers

@ Faster & Easier Services
@ More Transparency

@ Personalized Solutions
@ Digital-First Experience

When considering long-term preference for FinTech over traditional banks, most people prioritize more
transparency, with 44.1% choosing it as the key factor. Faster and easier services come next, appealing to
30.4% of respondents who value convenience and speed. Personalized solutions attract 18.6% of users
who want services tailored to their needs. Better rates and offers influence 5.9%, while only a small 1%
prioritize a fully digital-first experience. This highlights that trust and clarity in how FinTech operates are
the most important, followed by user-friendly and customized services.

Q11 Do you use your bank’s app for services beyond payments?
102 responses

@ Yes, for savings

@ Yes, for loans/credit
@ Yes, for investments
@ VYes, for insurance
@ No, only for payment

The findings indicate that bank apps are increasingly being used for a wide range of financial services
beyond payments. Investments (44.1%) are the most preferred activity, followed by loans or credit
(28.4%), while fewer users utilize apps for insurance and savings. This suggests that consumers view bank
apps as comprehensive digital financial platforms rather than merely payment tools.
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Q12 How likely are you to use FinTech for savings, loans, or investments?
102 responses

@ Very Unlikely
@ Unlikely

@ Neutral

@ Likely

@ Very Likely

The findings show that 50% of respondents remain neutral towards using FinTech platforms for savings,

loans, or investments, indicating uncertainty about adoption. About 25.5% are unlikely to use FinTech
services, while 21.6% are likely to adopt them. Only 2.9% are very unlikely to use FinTech, suggesting
growing acceptance of digital financial services despite some hesitation.

Q13 Which area will FinTech disrupt most in 5 years?

102 responses
@ Savings & Deposits
@ Lending & Credit
@ Investments
@ Payments
g | @ Insurance
——————

The findings indicate that 50% of respondents believe investments will be the area most disrupted by
FinTech over the next five years, followed by lending and credit (27.5%) and payments (17.6%). Only
2.9% expect significant disruption in insurance, while 2% believe savings and deposits will be most
affected, highlighting investments as the primary focus of future FinTech innovation.
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Q14 How important is it for banks to integrate with FinTech to stay competitive?
102 responses

@ Not Important at all
@ Slightly Important
@ Neutral

@ Important

@ Very Important

The findings reveal that 55.9% of respondents have a neutral opinion on the importance of banks
integrating with FinTech, while 26.5% consider it slightly important. Around 14.7% believe it is important,
indicating growing recognition that FinTech integration is essential for banks to remain competitive and
enhance customer services.

Q15 What is the biggest advantage of FinTech integration in banking?

102 responses

@ Lower Costs & Efficiency

@ Better User Experience

@ More Innovative Products

@ Wider Access & Convenience
@ Financial Inclusion

The findings show that 50% of respondents consider innovation in financial products as the biggest
advantage of FinTech integration, followed by better user experience (33.3%) and wider access and
convenience (13.7%). Only 2.9% believe are the primary benefits, indicating that respondents mainly
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associate FinTech with innovation and enhanced customer experience lower costs and efficiency.

Q16 What is your biggest concern (risk) when using FinTech services?
102 responses

@ Data privacy & personal information
misuse

@ Fraud or unauthorized transactions
Platform reliability & technical failures

@ Lack of customer support in case of
issues

@ Regulatory/legal uncertainties

The findings indicate that 51% of respondents consider platform reliability and technical failures as their

biggest concern while using FinTech services, followed by fraud or unauthorized transactions (31.4%).
Concerns regarding data privacy (8.8%), lack of customer support (7.8%), and regulatory or legal issues
(1%) were comparatively lower, highlighting that reliability and security remain the key priorities for
users.

Hypothesis:
Null Hypothesis (Ho):
There is no significant relationship between a person’s age group and their preferred digital
payment method.
Alternative Hypothesis (Hi):
There is a significant relationship between a person’s age group and their preferred digital
payment method.
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AGE
OBSERVED FREQUENCY: 18-23 24-29 30-35 40 and above |Total
UPl/Instant Transfers 37 12 3 7 59
Mobile Wallets (Paytm, Google Pay, etc.) 14 7 1 1 23
Debit/Credit Cards 9 2 4 2 17
Cash (Prefer cash over digital) 1 0 0 2 3
Total 61 21 8 12 102
Expected Frequency: AGE

18-23 24-29 30-35 40 and above |Total
UPl/Instant Transfers 35.28431373| 12.14706 4.627451| 6.941176471 59
Mobile Wallets (Paytm, Google Pay, etc.) | 13.75490196| 4.735294| 1.803922| 2.705882353 23
Debit/Credit Cards 10.16666667 3.5] 1.333333 2 17
Cash (Prefer cash over digital) 1.794117647| 0.617647| 0.235294| 0.352941176 3
Total 61 21 8 12 102
(O-Ef2/E

18-23 24-29 30-35 40 and above
UPl/Instant Transfers 0.08342459| 0.00178| 0.572366| 0.000498504
Mobile Wallets (Paytm, Google Pay, etc.) | 0.004367392| 1.08312| 0.358269| 1.07544757
Debit/Credit Cards 0.133879781| 0.642857| 5.333333 0
Cash (Prefer cash over digital) 0.351494696| 0.617647| 0.235294| 7.68627451
Xr2 18.1800549
df 9
p-value 0.033141125 0.033141

Null Hypothesis (Ho):

There is no significant relationship between a person’s age group and their preferred digital payment method.
Alternative Hypothesis (H,):

There is a significant relationship between a person’'s age group and their preferred digital payment method.

Since your p-value = 0.033, we compare it to the typical significance level, a = 0.05:

p-value (0.033) < 0.05 — We reject the null hypothesis (Hs).

Findings
The major findings of the study are as follows:

UPI and instant payment systems are the most preferred digital payment methods among consumers.

Convenience, speed, and security are the primary drivers of FinTech adoption.

Transaction charges, technical issues, fraud risks, and data privacy concerns remain major barriers to

digital payment adoption.

Younger consumers demonstrate significantly higher acceptance of FinTech services compared to

older age groups.

Most respondents use a combination of digital payments and cash, indicating a gradual transition

towards a cashless economy.

Consumers have increasingly shifted payment, savings, and investment activities to FinTech

platforms.
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o  Traditional banks continue to play an important role by collaborating with FinTech firms to improve
customer experience.

e Consumer trust, transparency, platform reliability, and regulatory protection are critical factors
influencing long-term adoption of FinTech services.

e The Chi-square test confirmed a significant relationship between respondents' age and their preferred
digital payment method.

Limitations of the Study

1. Sample Size The study included only 100 respondents. Such a small number cannot fully represent
the broader population. Financial behaviour varies across regions, income levels, and education, so a
larger sample would improve accuracy.

2. Sampling Technique Convenience sampling was used, selecting participants based on accessibility
(students, professionals, community members).This approach may introduce sampling bias,
overrepresenting respondents familiar with digital technologies. Future research could use random or
stratified sampling to reduce bias.

3. Data Availability Many fintech companies are private and do not publish detailed financial reports.
Limited access to company data made it difficult to compare consumer usage trends with fintech
performance.

4. Rapidly Evolving Sector FinTech is a fast-changing industry, so the data reflects a specific moment
in time. User perceptions and trends may shift quickly as new technologies emerge.

5. Overall Impact Despite these limitations, the study provides useful insights into how fintech is
reshaping consumer financial habits and influencing the banking sector.

Conclusion

The study concludes that Financial Technology (FinTech) has emerged as a transformative force in the
banking and financial services industry. Digital payment systems, mobile banking applications, and online
financial services have significantly changed consumer banking behaviour by providing faster, more
convenient, and accessible financial solutions. The growing popularity of UPI and digital wallets reflects
increasing consumer acceptance of technology-driven financial services.

Despite these advancements, challenges such as cybersecurity threats, data privacy concerns, technical
failures, and transaction costs continue to influence consumer trust and adoption. The findings also
indicate that younger consumers are more willing to adopt FinTech solutions, while older individuals
continue to rely on traditional banking methods.

Overall, FinTech has enhanced financial inclusion, promoted digital transformation, and encouraged
innovation within the banking sector. Continued technological advancement, effective regulation, and
improved cybersecurity will be essential for ensuring sustainable growth and increasing consumer
confidence in digital financial services.

Suggestions
Based on the findings of the study, the following recommendations are proposed:
e FinTech companies should strengthen cybersecurity measures to improve consumer trust and
reduce fraud.
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Banks should continue collaborating with FinTech firms to develop innovative and customer-
centric financial products.

Financial institutions should increase awareness programmes to improve digital financial literacy,
particularly among older consumers.

Regulatory authorities should establish stronger consumer protection mechanisms to ensure data
privacy and secure digital transactions.

FinTech service providers should improve platform reliability by reducing technical failures and
ensuring uninterrupted services.

Digital payment providers should offer transparent pricing policies by minimizing hidden charges
and transaction fees.

Banks and FinTech firms should focus on developing personalized financial products that meet the
diverse needs of different customer segments.

Future research should include larger sample sizes and broader geographical coverage to enhance
the generalizability of the findings.
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