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ABSTRACT

The rapid adoption of Unified Payments Interface has fundamentally altered the digital payment
ecosystem in India. By 2022, UPI had emerged as the dominant mode of retail digital transactions,
surpassing traditional card-based and wallet-driven payment systems. This study examines how trust and
perceived convenience influenced consumer payment behaviour during this period of accelerated digital
transformation. The research focuses on key dimensions such as system reliability, transaction security,
ease of use, and institutional trust, and how these factors collectively shaped user acceptance and habitual
usage of UPI platforms. Using a behavioural perspective, the paper analyzes the drivers behind sustained
adoption beyond initial trial phases. The findings aim to contribute to the understanding of digital
financial behaviour in emerging economies, with specific emphasis on policy-driven payment
infrastructures. The study holds relevance for financial institutions, regulators, and platform providers

seeking to enhance user engagement and long-term trust in digital payment systems.

. INTRODUCTION
The digitalization of financial services has been
one of the most significant transformations in
the global economy, with payment systems at
the forefront of this shift. In India, the
introduction of the Unified Payments Interface
represented a landmark innovation in retail
payments by enabling real-time, interoperable,
and bank-led transactions through mobile
platforms. By 2022, UPI had become deeply
embedded in everyday economic activities,
ranging from small value peer-to-peer transfers
to large-scale merchant payments. This
widespread adoption was not merely a result of
technological availability, but rather the
outcome of evolving consumer trust and
heightened expectations of convenience in
digital transactions. Trust plays a critical role in
shaping consumer engagement with digital
financial systems, particularly in contexts where
monetary risk and data security concerns are
prominent. In the case of UPI, trust is influenced
by multiple factors including regulatory backing
by the Reserve Bank of India, operational
oversight by the National Payments Corporation
of India, and the involvement of established
banking institutions. These elements collectively

reduced perceived risk and fostered confidence
among users. At the same time, the intuitive
design, minimal transaction costs, and seamless
integration with daily commerce enhanced the
perceived convenience of UPI, encouraging
frequent usage and behavioural dependence. The
year 2022 serves as a critical reference point for
analyzing UPI adoption due to the normalization
of digital payments following the disruptions
caused by the COVID-19 pandemic. As physical
cash usage declined and contactless payments
gained prominence, consumers increasingly
evaluated digital payment systems based on
reliability, speed, and ease of access. UPI’s
ability to meet these expectations positioned it as
a preferred payment method across diverse
demographic segments. Understanding how trust
and convenience interacted to shape payment
behaviour during this period provides valuable
insights into the sustainability of digital payment
ecosystems. This study aims to analyze the
influence of trust and convenience on consumer
payment behaviour with respect to UPI in 2022.
By examining Dbehavioural patterns and
underlying perceptions, the research seeks to
identify the key factors that contributed to
continued adoption and usage intensity. The

Received: 03-01-2022 | Accepted: 10-02-2022 | Published: 17-02-2022 | www.ijeml.com 9



INTERNATIONAL ]OURNAL OF ECONOMIC SOCIAL SCIENCE AND MANAGEMENT LAW
E-ISSN: 3070-0558
VOL.3,N0.1 (2022)

study also explores the broader implications of
UPTI’s success for digital financial inclusion and
policy-driven innovation in emerging markets.
Through this analysis, the paper contributes to
the academic discourse on technology
acceptance and financial behaviour in the
context of large-scale digital payment
infrastructures.
Il.  LITERATURE SURVEY

The adoption of digital payment systems has
been widely examined in academic literature,
with trust and convenience emerging as critical
determinants of user acceptance. Davis (1989),
through the Technology Acceptance Model,
established perceived usefulness and perceived
ease of use as primary drivers of technology
adoption, laying the foundation for later studies
on digital financial services. This framework has
been extensively applied to understand
consumer behaviour in electronic payment
environments.

Venkatesh, Morris, Davis, and Davis (2003)
extended this perspective through the Unified
Theory of Acceptance and Use of Technology,
emphasizing performance expectancy, effort
expectancy, and social influence. Their findings
suggest that convenience and usability
significantly influence behavioural intention,
particularly in mandatory or infrastructure-
driven systems. This theoretical grounding is
relevant for analyzing UPI adoption, given its
institutional backing and nationwide
deployment. Gefen, Karahanna, and Straub
(2003) highlighted trust as a central factor in
online transaction environments, arguing that
trust reduces perceived risk and increases
willingness to engage in digital exchanges. Their
study demonstrated that even highly usable
systems may face resistance if users lack
confidence in security and reliability. This
insight is particularly applicable to digital
payment platforms where financial risk is
inherent. Kim, Tao, Shin, and Kim (2010)
examined trust and satisfaction in mobile

payment services and found that structural
assurances, such as regulatory frameworks and
institutional credibility, significantly enhance
user trust. Their research indicates that trust is
not solely a personal disposition but is shaped by
systemic and regulatory factors. This aligns
closely with the UPI ecosystem, which operates
under the supervision of the Reserve Bank of
India and the National Payments Corporation of
India.

In the Indian context, Ghosh and Chaudhary
(2020) analyzed digital payment adoption
following demonetization and observed that
perceived convenience and transaction speed
were key motivators for continued usage. Their
findings suggest that once users experience
frictionless  transactions, digital payments
become embedded in routine financial
behaviour. This behavioural shift provides
important context for understanding UPI usage
patterns by 2022.

Suri and Jack (2016), while studying mobile
money systems in emerging economies,
emphasized the role of trust in platform
operators and financial institutions in driving
adoption. Their work demonstrated that trusted
payment infrastructures contribute to financial
inclusion and sustained usage among diverse
socio-economic groups. Although their study
focused on mobile money, the conclusions
remain relevant for UPI as a bank-led digital
payment system. More recent studies by
Chakraborty and Mitra (2022) examined post-
pandemic digital payment behaviour in India
and identified  convenience,  contactless
functionality, and perceived safety as dominant
factors influencing consumer preferences. The
authors noted that habitual usage strengthened
trust over time, creating a reinforcing cycle
between convenience and confidence in digital
payment platforms. This interaction is central to
understanding the UPI effect during 2022.
Overall, the existing literature indicates that trust
and convenience are interdependent constructs
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that jointly influence digital payment behaviour.
While prior studies have explored these factors
individually, there remains a need for focused
analysis of their combined impact within policy-
driven payment infrastructures such as UPI. This
study seeks to address this gap by examining
how trust and convenience shaped consumer
payment behaviour in India during 2022.

. METHODOLOGY

The present study adopts a descriptive and
analytical research design to examine how trust
and convenience influenced consumer payment
behaviour with respect to Unified Payments
Interface in 2022. The research focuses on
understanding user perceptions and behavioural
patterns associated with digital payment usage in
a post-pandemic environment. Both primary and
secondary data sources were utilized to ensure a
comprehensive and balanced analysis of the
research objectives. Primary data were collected
through a structured questionnaire administered
to UPI users across urban and semi-urban
regions. The questionnaire was designed to
capture perceptions related to transaction
security, system reliability, ease of use, speed of
transactions, and overall trust in UPI platforms.
Respondents were selected using a convenience
sampling technique, and care was taken to
include participants from diverse age groups,
income levels, and occupational backgrounds to
reflect varied payment behaviours. Secondary
data were sourced from published research
articles, reports by the Reserve Bank of India,
publications of the National Payments
Corporation of India, and credible industry
analyses related to digital payments. These
sources provided contextual support and
validated trends observed in primary data. The
study period was restricted to 2022 to maintain
consistency with the research title and
objectives.

The collected primary data were analyzed using
descriptive statistical techniques to identify
patterns and trends in payment behaviour.

Measures such as percentage analysis and mean
score ranking were employed to assess the
relative importance of trust and convenience
factors. The analytical approach was chosen to
align with the behavioural focus of the study and
to facilitate clear interpretation of user
responses.

IV. DATA ANALYSIS AND

INTERPRETATION

The analysis of respondent data indicated a high
frequency of UPI usage for routine financial
transactions in 2022, suggesting strong
behavioural dependence on digital payments. A
significant proportion of respondents reported
using UPI multiple times per day, highlighting
its integration into daily consumption and
payment practices. This pattern reflects a shift
from discretionary to habitual usage driven by
perceived efficiency and accessibility. Trust-
related factors such as transaction security,
successful completion rates, and regulatory
backing emerged as key determinants of
continued usage. Respondents expressed strong
confidence in the safety of UPI transactions,
attributing this trust to bank authentication
mechanisms and oversight by recognized
financial institutions. The consistency of
transaction outcomes reinforced positive user
perceptions and  reduced  apprehension
associated with digital payments. Convenience
factors, including ease of navigation, minimal
transaction time, and interoperability across
banks and merchants, were ranked highly by
users. The ability to conduct transactions
without carrying cash or cards significantly
enhanced the perceived value of UPI. The data
indicate that convenience not only encouraged
initial adoption but also strengthened long-term
usage intentions.

The interaction between trust and convenience
was evident in user responses, as higher levels of
convenience were associated with increased trust
over time. Users who frequently engaged with
UPI platforms reported greater confidence in the
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system, suggesting a reinforcing relationship
between repeated use and trust formation. This
dynamic contributed to the normalization of UPI
as a preferred payment method in 2022. Overall,
the data analysis demonstrates that trust and
convenience  jointly influenced payment
behaviour, with convenience acting as an
enabler and trust serving as a sustaining factor.
The findings underscore the importance of
maintaining both system reliability and user-
friendly design to support the continued growth
of digital payment ecosystems.

V. FINDINGS AND SUGGESTIONS
The study reveals that Unified Payments
Interface emerged as the most preferred mode of
digital payment in 2022, driven primarily by
high levels of wuser trust and perceived
convenience. The findings indicate that users
associated UPI with reliability, safety, and
institutional credibility, which significantly
reduced apprehensions related to digital
financial transactions. This trust was further
strengthened by consistent transaction success
rates and regulatory oversight. Convenience was
found to be a decisive factor influencing both
adoption and sustained usage of UPL.
Respondents valued the simplicity of the
payment process, speed of transactions, and
interoperability across banks and merchants. The
integration of UPI into everyday consumption
activities transformed it from a transactional tool
into a habitual payment behaviour, reinforcing
its dominance in the digital payment ecosystem.
Based on the findings, it is suggested that
continuous enhancement of security features and
system reliability is essential to maintain and
strengthen user trust. Payment service providers
should focus on minimizing transaction failures
and improving grievance redressal mechanisms.
Additionally, further simplification of user
interfaces and expansion of merchant acceptance
can enhance convenience and encourage broader
adoption among less digitally literate segments.

Policy makers and regulators should continue to
support innovation while ensuring robust
consumer protection frameworks. Awareness
initiatives focusing on digital safety and
responsible usage can further consolidate trust in
UPI and similar digital payment infrastructures.
These measures will contribute to sustainable
growth and financial inclusion.

VI. CONCLUSION
The study concludes that trust and convenience
played a pivotal role in shaping consumer
payment behaviour through Unified Payments
Interface in 2022. The convergence of regulatory
support, institutional credibility, and user-centric
design positioned UPI as a reliable and
convenient payment solution in a post-pandemic
economy. Trust reduced perceived risks
associated with digital transactions, while
convenience facilitated frequent and habitual
usage. The findings underscore the importance
of aligning technological innovation with
behavioural expectations to ensure long-term
adoption of digital payment systems. As digital
transactions continue to expand, the UPI model
offers valuable insights into how policy-driven
infrastructures can  successfully influence
consumer behaviour. The study contributes to
the academic understanding of digital financial
adoption and provides practical implications for
stakeholders in the evolving digital economy.
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