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A STUDY ON FINTECH SERVICES AND CUSTOMER SATISFACTION
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ABSTRACT

The rapid growth of Financial Technology (FinTech) has transformed the banking industry by enhancing service
efficiency, accessibility, and customer convenience. This study examines the impact of FinTech services on
customer satisfaction in ICICI Bank, focusing on digital banking applications, online payment systems, digital
wallets, and investment platforms. The research evaluates customer awareness, adoption behavior, perceived
benefits, and challenges associated with FinTech services. A quantitative research design was employed using a
structured questionnaire administered to 240 respondents selected through simple random sampling. The findings
reveal that mobile banking applications and digital payment platforms are the most preferred FinTech services
due to their convenience, speed, and accessibility. Customers reported significant benefits such as time savings,
cost reduction, and improved service quality. However, challenges including security concerns, network issues,
and lack of technical knowledge continue to influence user experience. The study highlights the crucial role of

FinTech in improving customer satisfaction and promoting financial inclusion.

Keywords: FinTech, Customer Satisfaction, Digital Banking, ICICI Bank, Mobile Banking, Digital Payments,

Financial Inclusion, Technology Adoption.
LINTRODUCTION

Financial Technology (FinTech) has emerged as a revolutionary force in the global financial sector, transforming
traditional banking practices through innovative digital solutions [1]. The convergence of finance and technology
has enhanced the efficiency of financial transactions and service delivery [2]. Digital banking platforms have
enabled customers to access banking services remotely with greater convenience [3]. Mobile banking applications
have significantly improved transaction speed and user accessibility [4]. The adoption of digital payment systems
has reduced dependency on cash-based transactions [5]. Artificial Intelligence has enhanced customer service
personalization and fraud detection capabilities [6]. Blockchain technology has improved transparency and
security in financial transactions [7]. FinTech has contributed significantly to financial inclusion by extending
banking services to underserved populations [8]. Digital wallets have transformed consumer payment behavior
and spending patterns [9]. Cloud computing has enhanced scalability and operational efficiency in banking
services [10]. Big data analytics supports improved customer insights and decision-making processes [11].
FinTech firms have increased competition within the banking ecosystem [12]. Regulatory technology has

strengthened compliance and risk management practices [13]. Smartphone penetration has accelerated FinTech
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adoption worldwide [14]. Customer expectations for seamless digital experiences continue to drive financial

innovation [15].
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In India, FinTech adoption has experienced remarkable growth due to supportive government initiatives and
digital infrastructure development [16]. Unified Payments Interface (UPI) has revolutionized digital payment
transactions across the country [17]. Private sector banks have invested heavily in digital transformation strategies
[18]. ICICI Bank has emerged as a leading adopter of FinTech-enabled banking services [19]. Digital banking
channels have improved customer engagement and satisfaction levels [20]. FinTech innovations have enhanced
operational efficiency and service quality [21]. Customers increasingly prefer digital banking services over
conventional branch-based banking [22]. Security and privacy concerns remain critical factors affecting adoption
behavior [23]. Customer trust significantly influences the acceptance of digital financial services [24]. Digital
literacy impacts the effective utilization of FinTech applications [25]. FinTech contributes to economic
development through increased financial participation [26]. Continuous technological advancements are
reshaping banking business models [27]. Strategic collaborations between banks and FinTech firms are becoming
increasingly common [28]. Customer satisfaction remains a crucial determinant of service success [29]. Therefore,
evaluating customer satisfaction towards FinTech services in ICICI Bank is essential for understanding the future

of digital banking growth [30].
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II. LITERATURE SURVEY

Previous studies have extensively examined the impact of FinTech on banking services and customer satisfaction.
Shrivastava (2024) emphasized the role of Information and Communication Technology in promoting banking
digitalization and financial inclusion [1]. Sathish (2023) highlighted the significance of blockchain technology in
accelerating digital transformation within financial services [2]. Shrivastava et al. (2020) reported that
technological modernization improves banking efficiency and customer experience [3]. Das et al. (2019)
investigated the role of IoT in enhancing payment systems and digital transactions [4]. Kohli et al. (2018)
identified digital payment systems as major contributors to economic growth and transparency [5]. Murugun
(2023) found that technology adoption significantly improves customer convenience and satisfaction [6]. Baliga
and Goveas (2023) analyzed digital transformation strategies adopted by banks through FinTech innovations [7].
Nguyen (2022) suggested that user-friendly FinTech services improve adoption among diverse customer groups
[8]. Goswami (2022) reported that digital wallets and mobile payments bridge the gap between banked and
unbanked populations [9]. Asif et al. (2023) highlighted the contribution of FinTech toward enhancing financial
inclusion [10]. Lee and Shin (2018) explored emerging FinTech business models and their market implications

[11]. Gomber et al. (2018) discussed technological disruptions reshaping the banking sector [12]. Arner et al.
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(2017) analyzed the evolution of FinTech and associated regulatory challenges [13]. Vives (2019) examined the
competitive relationship between traditional banks and FinTech firms [14]. Philippon (2019) studied the efficiency

improvements generated by technological innovations in finance [15].

Recent studies have focused on factors influencing customer adoption and satisfaction with FinTech services.
Davis (1989) introduced the Technology Acceptance Model to explain technology adoption behavior [16].
Venkatesh et al. (2003) proposed the Unified Theory of Acceptance and Use of Technology [17]. Ryu (2018)
emphasized the importance of trust in FinTech adoption [18]. Singh and Srivastava (2020) identified convenience
and perceived usefulness as major adoption determinants [19]. Chuang et al. (2016) highlighted the role of security
and trust in customer acceptance [20]. Sharma et al. (2021) found customer experience to be a strong predictor of
loyalty [21]. Alalwan et al. (2017) examined factors influencing mobile banking adoption [22]. Jain and Gabor
(2020) analyzed consumer acceptance of digital payment systems [23]. Kaur et al. (2021) investigated customer
satisfaction in digital banking environments [24]. Gupta and Xia (2018) explored innovation-driven growth in
banking services [25]. Thakor (2020) discussed FinTech-induced disruption in financial markets [26]. Ozili (2018)
reviewed the impact of digital finance on financial inclusion [27]. Dorfleitner et al. (2017) examined the
development of FinTech ecosystems [28]. Haddad and Hornuf (2019) investigated factors driving FinTech growth
globally [29]. Lee et al. (2021) analyzed future trends influencing digital banking and customer satisfaction [30].

III. RESEARCH METHODOLOGY

This study adopted a quantitative research design to evaluate customer satisfaction with FinTech services offered
by ICICI Bank. The research focused on understanding customer awareness, adoption patterns, perceived benefits,
and challenges associated with digital banking services. Primary data were collected using a structured
questionnaire distributed among customers of ICICI Bank. The questionnaire consisted of demographic details,
usage behavior, satisfaction measures, and factors influencing FinTech adoption. Secondary data were collected
from academic journals, banking reports, industry publications, and FinTech-related research articles to support

the theoretical framework and literature review.

A sample size of 240 respondents was selected through a simple random sampling technique to ensure fair
representation of different customer groups. The collected data were analyzed using percentage analysis,
descriptive statistics, and comparative evaluation methods. Variables such as mobile banking usage, digital
payment adoption, customer convenience, security concerns, and service quality were assessed. The study
examined relationships between FinTech services and customer satisfaction levels. Findings were interpreted to
identify the most preferred digital banking services, benefits experienced by customers, and major challenges
affecting user experience. The methodology provides a reliable framework for understanding customer

perceptions and the effectiveness of FinTech services in enhancing banking satisfaction.
IV. RESULTS AND DISCUSSION

The findings indicate that FinTech services have significantly improved customer satisfaction among ICICI Bank
users. The survey results revealed that mobile banking applications were the most preferred digital banking

service, used by 42% of respondents, followed by digital wallets and payment services at 36%. A majority of
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respondents reported positive experiences regarding transaction speed, accessibility, and convenience.
Approximately 56% of customers perceived digital financial services as much faster than traditional banking

methods, while 28% considered them faster. The primary benefits identified included time savings (28%), cost

savings (22%), improved customer service (20%), and greater convenience (18%).
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These findings demonstrate the effectiveness of FinTech in enhancing service quality and customer experience.
However, several challenges continue to affect adoption and satisfaction levels. Network issues (21%), security
concerns (19%), lack of technical knowledge (16%), hidden costs (12%), and usability difficulties (8%) were
reported as key barriers. The results suggest that while customers appreciate the efficiency and accessibility of
digital banking services, concerns regarding cybersecurity and technological literacy require greater attention.
Overall, the study confirms that FinTech innovations contribute positively to customer satisfaction and support

the digital transformation of banking services in India.
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Particular Number of Respondents | Percentage
Less than | year 67 B
-3 years 86 36
35 years 58 2
More than 5 years 2 12
Total 40 100
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difficulties respondents have encountered when utilizing digital financial services

V. CONCLUSION

The study concludes that FinTech has become a transformative force in the banking industry by significantly
improving customer satisfaction, operational efficiency, and financial accessibility. The integration of digital
technologies into banking services has enabled customers to perform transactions conveniently, securely, and
efficiently without the limitations of traditional banking systems. ICICI Bank has successfully adopted various
FinTech solutions, including mobile banking applications, digital payment platforms, and online financial
services, which have enhanced customer engagement and service delivery. The findings reveal that customers
highly value convenience, speed, accessibility, and cost-effectiveness offered by digital banking services. Mobile
banking and digital payment applications emerged as the most preferred services among respondents, reflecting
the increasing acceptance of technology-driven financial solutions. Furthermore, FinTech contributes to financial
inclusion by extending banking services to a broader population and reducing dependency on physical branches.
Despite these advantages, challenges such as cybersecurity risks, network disruptions, privacy concerns, and
limited digital literacy continue to affect customer experiences. Addressing these issues through stronger security
frameworks, customer education programs, and technological improvements is essential for sustaining customer
trust and long-term adoption. The study also highlights the importance of continuous innovation and collaboration
between banks and FinTech firms to meet evolving customer expectations. As digital transformation accelerates,
customer satisfaction will remain a critical factor determining the success of FinTech initiatives. Overall, the
research confirms that FinTech services positively influence customer satisfaction in ICICI Bank and play a vital
role in shaping the future of modern banking systems through enhanced efficiency, accessibility, innovation, and

customer-centric service delivery.
References

1. Alalwan, A. A., Dwivedi, Y. K., Rana, N. P., & Williams, M. D. (2017). Examining factors influencing
mobile banking adoption. Journal of Retailing and Consumer Services, 34, 144-157.

Vol 15 Issue 06, June 2026 ISSN 2456 — 5083 Page 1577



10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

International Journal for Innovative

€Engineering and Management Research

PEER REVIEWED OPEN ACCESS INTERNATIONAL JOURNAL
WWW.1jilemr.org
Arner, D. W., Barberis, J., & Buckley, R. P. (2017). FinTech and RegTech in a nutshell. Journal of
Banking Regulation, 19(1), 1-14.

Asif, M., Kumar, R., & Sharma, P. (2023). Financial inclusion through fintech innovations in India.

International Journal of Financial Studies, 11(2), 45-58.

Baliga, A., & Goveas, C. (2023). Makeover of banks by digital interventions and innovations by FinTech.

International Journal of Research in Commerce and Management, 14(2), 21-29.

Chuang, L. M., Liu, C. C., & Kao, H. K. (2016). The adoption of fintech service. International Journal
of Management and Administrative Sciences, 3(7), 1-15.

Das, E., Khatri, K. S.,; & Rani, S. (2019). The role of IoT in revolutionizing payment systems.
International Journal of Emerging Technologies, 10(4), 115—-123.

Davis, F. D. (1989). Perceived usefulness and perceived ease of use. MIS Quarterly, 13(3), 319-340.
Dorfleitner, G., Hornuf, L., Schmitt, M., & Weber, M. (2017). FinTech in Germany. Springer.

Gomber, P., Koch, J. A., & Siering, M. (2018). Digital finance and FinTech. Journal of Business
Economics, 87(5), 537-580.

Goswami, S. (2022). Digital wallets and financial inclusion in India. Journal of Financial Innovation,

8(2), 44-58.
Gupta, S., & Xia, E. (2018). Innovation and growth in digital banking. Financial Innovation, 4(1), 1-12.
Haddad, C., & Hornuf, L. (2019). The emergence of FinTech. Small Business Economics, 53(1), 81-105.

Jain, R., & Gabor, D. (2020). Digital payments and consumer acceptance. Electronic Commerce

Research, 20(4), 923-941.

Kapoor, N., Kapoor, T., & Telang, V. (2018). Digital payment systems and economic growth. Indian
Journal of Finance, 12(5), 27-39.

Kaur, P, Dhir, A., Bodhi, R., Singh, T., & Almotairi, M. (2021). Customer satisfaction in digital banking.
Journal of Retailing and Consumer Services, 58, 102—115.

Lee, L., & Shin, Y. J. (2018). FinTech: Ecosystem, business models, and challenges. Business Horizons,
61(1), 35-46.

Lee, J., Kim, H., & Park, S. (2021). Future trends in digital banking. Sustainability, 13(5), 2654.

Murugun, D. (2023). Technology adoption in Indian banking sectors. International Journal of Banking
Studies, 15(2), 44-57.

Nguyen, T. H. (2022). Customer adoption of fintech services. Journal of Financial Services Marketing,
27(3), 210-223.

Vol 15 Issue 06, June 2026 ISSN 2456 — 5083 Page 1578



International Journal for Innovative

€Engineering and Management Research

PEER REVIEWED OPEN ACCESS INTERNATIONAL JOURNAL

WWW.1jilemr.org
20. Ozili, P. K. (2018). Impact of digital finance on financial inclusion. Borsa Istanbul Review, 18(4), 329—
340.

21. Philippon, T. (2019). On fintech and financial inclusion. Annual Review of Financial Economics, 11, 1—

17.

22. Ryu, H. S. (2018). Understanding fintech adoption. Industrial Management & Data Systems, 118(3),
541-569.

23. Sathish, K. (2023). Blockchain-based enhancement of digital revolution in financial sector. Journal of

Financial Technology Research, 7(1), 11-20.

24. Sharma, S., Singh, G., & Sharma, R. (2021). Customer experience in digital banking. International
Journal of Bank Marketing, 39(6), 945-964.

25. Shrivastava, A. (2024). Role of ICT in digitalization of banking and financial services. Journal of Digital
Finance, 9(1), 15-27.

26. Shrivastava, A., Mishra, A., & Talreja, P. (2020). ICT and digital banking transformation. International
Journal of Banking Technology, 12(3), 88—101.

27. Singh, S., & Srivastava, R. K. (2020). Factors influencing fintech adoption. Journal of Retailing and
Consumer Services, 55, 102091.

28. Thakor, A. V. (2020). Fintech and banking. Journal of Financial Intermediation, 41, 100833.

29. Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D. (2003). User acceptance of information
technology. MIS Quarterly, 27(3), 425-478.

30. Vives, X. (2019). Digital disruption in banking. Annual Review of Financial Economics, 11,243-272.

Vol 15 Issue 06, June 2026 ISSN 2456 — 5083 Page 1579



