© 2025 IJRTI | Volume 10, Issue 7 July 2025 | ISSN: 2456-3315

A Study on E-Service Quality and Customer
Satisfaction in FinTech Applications

Author: K.Sindhu Priya Co-Author: M S Loganathan
Research Scholar Professor & Head
Department of Commerce Department of Commerce
Hindusthan college of arts & Science Hindusthan college of arts & Science
Coimbatore Coimbatore

ABSTRACT

Indian FinTech is one of the best five markets within the world by esteem of capital subsidizing and
ventures. It is among the speediest growing markets of FinTech within the world with showcase estimate
evaluated to develop from $50 billion in 2021 to $150 billion by 2025. With the web and rising advances as the
enablers, FinTech is rethinking the plan and conveyance of money related items and administrations through
imaginative elective channels with an point to reach the common masses. FinTech firms give inventive
monetary administrations on computerized stages by combining more up to date trade models and progressed
innovations. They are transforming traditional trade capacities, activities, and working models within the
keeping money and budgetary industry. The unused commerce models which are surfacing have the potential
to uproot occupants (such as banks, protections companies, and brokers). These improvements are portion of a
bigger slant of digitalisation and commerce innovation.
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Introduction

When a business's items and administrations meet or outperform a customer's desires, the client is said
to be fulfilled with the company's execution, and the company's esteem recommendation is said to have been
effectively conveyed. In other words, the wellbeing of a commerce may be gaged by looking at the level of
fulfillment its clients have with the company's items and administrations, as this metric uncovers how well those
merchandise and administrations are gotten by buyers. In spite of the fact that "client fulfillment" may sound
dubious, it may be evaluated in a number of ways. There are a assortment of study methods able to utilize to
decide a client fulfillment rating. Ordinarily, these studies comprise of no more than a single or two questions
displayed at the conclusion of a single commercial exchange. Commonplace questions for gathering client
suppositions include, "How much are you fulfilled with this item or benefit?" and conceivable reactions
incorporate "exceptionally much fulfilled" and "amazingly unsatisfied." You will moreover show a customer's
fulfillment level by having them rate their involvement on a scale from 5 to 1.

Significance of the Study

For numerous Indians, consistent online managing an account exchanges, computerized installments, and
quick web credits have gotten to be a way of life. Fintech arrangements are making budgetary administrations
more available to common man as the web network spreads over the nation and smartphone deals rise year
after year. FinTech has made the monetary administrations less costly, quick and secure and have brought
more adaptability in executing. It is such a innovation which has come to and points to reach a more unbanked
and underbanked portion of the society. It is progressing the destitute foundation and changing conventional
managing an account to a cashless economy. It is additionally giving a wicker container of offices and
administrations which usually people are not getting due to lacking and less benefit for conventional banks to
serve. It has been driving tremendous enhancements in conventional monetary services.
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This innovative mediation within the budgetary segment has made a difference individuals to spare time in
overseeing their monetary records. The digitisation in FinTech hasmade it conceivable to supply tailor made
financial services concurring to the wants and requests of clients having a place to distinctive socioeconomics.
It has given a thrust to financial development in many ways, by facilitating the advanced installments and too
by giving openings to modern players to enter as start-ups.

Scope for the Study

In 2023, India had 1.43 billion portable phone clients, of which more than 340 million individuals utilized
smartphones. India is as of now the moment biggest smartphone advertise within the world, moment as it were
to China. Fast progresses in advanced innovation are changing the financial and monetary scenes. FinTech is
making unused openings and challenges for the financial division from shoppers to budgetary teach and unused
participants, to controllers. The FinTech advertise is quickly advancing, with advanced installments, advanced
investment, digital capital raising, computerized resources, and Neo managing an account rising as a few of the
foremost critical trends.

Problem Statement

Financial administrations in India are encountering a furious increment in competition as a result of the
tall selection rate, opening up of the budgetary advertise to unused FinTech firms and administrators and due to
the more later COVID-19 malady episode. Both openings and issues are being displayed by these rising FinTech
businesses. The issue is that CEBs in technology-intensive virtual budgetary administrations such as FinTech
contrast from those in monetary administrations conveyed in offline physical settings. Due to the reality that
clients must presently lock in with modern devices and innovation in arrange to conduct financial transactions,
the greatest issue confronting the FinTech division is keeping up client intrigued. Separated from that, they got
to guarantee security, straightforwardness, and security reliably. These companies too confront the challenge of
cultivating certainty and believe in Indian clients who are preservationist in their money related choices. Also,
conventional banks are too enhancing and they already have the believe of the clients posturing a risk to the
showcase development and dependability arrangement of FinTech clients. It is fundamental for firms within the
disturbed FinTech advertise to too compete with existing set up players who are seen to be dependable. Besides,
exchanging conduct is watched to be tall among the existing clients due to lower seen exchanging costs and
higher seen benefits on account of competitive FinTech brands. Usually posturing a danger to the long-term
request food and attitudinal fulfillment of existing FinTech customers.

1. To what degree client discernment around the E-quality administrations given by Fintech application?
2. What are the variables which contribute most to Buyer fulfillment in utilizing Fintech applications?

Objectives of the study

1. To recognize the components driving to the selection of FinTech applications.
2. To look at the E-Service Quality of FinTech applicationsResearch Technique

Research Design

For this ponder clear investigate plan is utilized. Expressive investigate depicts the characteristics of the
marvel or populace. This think about tries to discover the selection, E-service quality, client fulfillment and
issues confronted by the clients of FinTech applications. Thus, this think about is clear in nature.
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Nature and Source of Data

This study is based on essential as well as auxiliary information. Essential information have been
collected from 418 FinTech application clients by regulating a well-structured survey and Google frame.
FinTech application clients in Coimbatore city have been considered as the populace from which the test units
have been drawn for this think about. Auxiliary information have been collected from authorized sources such
as RBI (Save bank of India), IRDI (Protections Administrative and Advancement Specialist of India) and SEBI
(Securities and Trade Board of India).

Sampling Technique

The sampling technique used for this research study is Convenience Sampling method. In this method

each and every item in the population has an equal chance of inclusion in the sample.
Sampling Design

The Cochran’s formula has been used in calculating the sample size for the present study. the

representative sample to the proposition of the population has been calculated and shown below:
No = z2pg/e?
p =0.5and hence g =1-0.5=0.5; e =0.05; z =1.96
S0, no = (1.96)%(0.5) (0.5)/ (0.05)%= 384.16 or 384

The sample arrived after using Cochran’s formula is 384 which is calculated with the confidence level

of 95% or 5% level of significance.
Tools Used for This Study

Advanced statistical as well as econometric techniques like factor analysis, multiple regression,
structural equation modelling and cluster analysis were used to statistically test the data. Further, some
descriptive and inferential techniques like percentage, frequency distribution, Chi-Square, Rank analysis, mean,

standard deviation, t-test, ANOVA test have also been used to analyse the data and validate the study.

Hypotheses of the study
1. The factors leading to the adoption of FinTech applications does not differ significantly among the

demographic factors.

2. The effect of E-Service Quality of FinTech applications does not differ significantly among the

demographic factors.
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Limitations of the Study
e There is currently no agreed upon or standard definition of Fintech. Also, different studies typically use
different criteria for what payments actually entail when trying to zero in on potential fintech solutions
for payments.
e In a similar vein, a database search will yield results that contain a variety of components, and the

researcher will need to sift through each study to determine if the data is relevant to the question at hand.
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