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Abstract — Digital Financial Services (DFS) have transformed the financial sector by providing customers with convenient, fast,
and technology-driven financial solutions. This study examines customer adoption of digital financial services with a specific
focus on Bajaj Finance. The research explores the factors influencing customers' acceptance and continued use of digital
platforms, including perceived ease of use, security, trust, convenience, service quality, and digital awareness. The study also
evaluates the impact of Bajaj Finance's digital initiatives, such as mobile applications, online loan processing, digital payment
options, and customer support services, on customer satisfaction and loyalty. A descriptive research design using primary and
secondary data can be employed to analyze customer perceptions and adoption behavior. The findings indicate that
convenience, quick service delivery, and user-friendly digital platforms significantly encourage customer adoption, while
concerns regarding cybersecurity and data privacy remain important challenges. The study concludes that continuous
technological innovation, enhanced security measures, and customer education are essential for increasing the adoption of
digital financial services and strengthening customer relationships. The research provides valuable insights for financial
institutions seeking to improve digital service delivery and customer engagement in the rapidly evolving fintech environment.
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over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

I. INTRODUCTION

1. Background of the Study

Financial services have experienced significant
transformation through digital technology. Customers can
now explore products, submit applications, receive
communication, make payments and access account
information through digital channels. The growth of digital
financial services has made convenience an important
factor in customer decision-making.

3. Importance of the Study

The study is important because digital adoption is not
determined only by technology availability. Customer
awareness, trust, perceived usefulness, ease of use, security
perception and service quality influence adoption
decisions. Understanding these factors can help financial

service  providers design more  customer-centric
From a managerial perspective, this area requires EXPEriences.
continuous evaluation because customer expectations, ) ) ) )
digital behaviour and technology environments change From a managerial perspective, this area requires

over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

2. Meaning of Digital Financial Services

Digital financial services refer to financial products and
services delivered through digital channels such as
websites, mobile applications, online portals, digital
payment systems and technology-enabled customer
support. These services may include credit, payments,
insurance, investments and account-related services.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change

continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

4. Statement of the Problem

Customers may hesitate to adopt digital financial services
because of concerns related to data privacy, fraud, hidden
charges, complex terms, technical difficulties or lack of
personal assistance. Therefore, studying customer
perceptions is useful for improving digital financial service
delivery.
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From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

5. Objectives of the Study

The study aims to examine customer awareness, identify
adoption factors, understand customer satisfaction, study
digital service challenges and develop recommendations
for improving customer experience.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

6. Research Questions

What is the level of customer awareness? Which factors
influence adoption? Does convenience affect customer
preference? How important are trust and security? What
challenges do customers face during digital financial
transactions?

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

7. Scope of the Study

The scope covers digital financial services and customer
adoption with special reference to Bajaj Finance. It
includes digital communication, online customer journeys,
financing convenience, EMI-based purchases and
customer experience.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

8. Limitations

The study may be limited by sample size, geographical
coverage, respondent availability, self-reported responses
and the rapidly changing nature of digital financial
services.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
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the context of the selected sample, research period and
study objectives.

1. INDUSTRY AND COMPANY PROFILE

1. Overview of the Financial Services Industry

The financial services industry includes banking, lending,
insurance, investment and payment-related services.
Technology has become a major driver of innovation
across these segments.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

2. Consumer Finance

Consumer finance supports individuals in meeting planned
or immediate purchase needs through structured repayment
arrangements. The customer evaluates affordability,
convenience, repayment flexibility, eligibility and service
experience.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

3. Digital Transformation in Finance

Digital transformation has shifted several customer
activities from physical branches and paper-based
processes to online and mobile interfaces. This has
increased speed and accessibility while also creating a
need for strong security and responsible communication.
From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

4. Company Profile: Bajaj Finance

Bajaj Finance is a prominent Indian financial services
company offering a range of financing and related
financial products. Its business model is associated with
consumer finance, digital journeys, partnerships and
technology-enabled customer interactions.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.
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5. Digital Product Ecosystem

The digital ecosystem may include online discovery,
eligibility  checks, digital applications, customer
communication, payment reminders, service requests and
partner-based purchase experiences.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

6. Customer Value Proposition

The customer value proposition in digital finance
commonly includes convenience, speed, accessibility,
flexible repayment options, availability of information and
a simplified application experience.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

7. Strategic Importance of Digital Channels
Digital channels help financial service providers reach
customers at scale, understand customer behaviour and
improve service processes. However, customer trust and
responsible data management remain essential.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

I11. DIGITAL FINANCIAL SERVICES

1. Concept and Evolution

Digital financial services evolved from basic electronic
transactions to integrated digital ecosystems. The modern
customer expects mobile access, real-time information and
seamless service.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

2. Digital Lending

Digital lending uses technology to support customer
acquisition,  eligibility  assessment,  documentation,
communication and servicing. The process can reduce
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friction, but customers should understand terms, charges
and repayment obligations.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

3. EMI-Based Purchase Financing

EMI-based financing enables eligible customers to spread
the cost of a purchase over an agreed repayment period.
The value of the service depends on eligibility, applicable
terms, transparency and customer affordability.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

4. Customer Journey

A typical digital customer journey includes awareness,
consideration, eligibility, application, approval, purchase
or disbursement, repayment and service support.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

5. Benefits

Key benefits include convenience, accessibility, reduced
paperwork, faster communication and improved service
tracking.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

6. Risks and Concerns

Customers may have concerns about privacy, fraud, cyber
risk, unauthorized access, misunderstanding of terms and
over-borrowing.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.
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7. Responsible Digital Finance

Responsible digital finance requires clear communication,
informed consent, fair customer treatment, data protection
and appropriate customer support.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

IV. CUSTOMER ADOPTION AND
BEHAVIOUR

1. Meaning of Adoption
Customer adoption refers to the decision to begin using
and continue using a product or service. Adoption is
influenced by perceived value and the customer's
confidence in the service.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

2. Technology Acceptance

Technology acceptance is often influenced by perceived
usefulness and ease of use. Customers are more likely to
adopt a digital service when they believe it is useful and
simple to operate.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

3. Trust

Trust is a central factor in financial services. Customers
need confidence that their personal and financial
information will be handled responsibly.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

4. Perceived Risk

Perceived risk may arise from fear of fraud, data misuse,
financial loss or technical failure. Strong security
communication and reliable support can reduce
uncertainty.
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From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

5. Convenience

Convenience includes ease of access, reduced travel, faster
information and flexible service availability.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

6. Customer Satisfaction

Satisfaction is formed through comparison between
customer expectations and actual experience. Smooth
digital processes can improve satisfaction.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

7. Loyalty and Continued Use

Positive experiences may increase the likelihood of repeat
use and recommendation. Poor service experiences may
result in complaints and switching.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

V. REVIEW OF LITERATURE

1. Conceptual Review

Existing research in digital finance commonly focuses on
adoption, trust, perceived usefulness, risk, service quality
and customer satisfaction.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

2. Technology Acceptance Perspective
Technology acceptance frameworks explain that usefulness
and ease of use can influence behavioural intention. In
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financial services, trust and perceived risk are important
complementary factors.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

3. Service Quality Perspective

Digital service quality includes reliability, responsiveness,
security, ease of navigation and problem resolution.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

4. Research Gap

A research gap may exist in understanding how customers
evaluate digital finance in the context of purchase
financing, customer experience and continuing usage.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

5. Conceptual Framework

The proposed framework considers awareness, usefulness,
ease of use, trust, perceived risk, service quality and
customer satisfaction as factors associated with adoption
intention.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

VI. RESEARCH METHODOLOGY

1. Research Design

The proposed research design is descriptive and analytical.
It seeks to describe customer perceptions and examine
relationships among selected variables.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.
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2. Data Sources

Primary data may be collected through a structured
questionnaire. Secondary data may be obtained from
official company information, academic literature,
regulatory publications and credible research sources.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

3. Population

The population may include customers and potential
customers who are aware of or have interacted with digital
financial services.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

4. Sampling

A convenient or purposive sampling approach may be used
depending on research access. The final report should
disclose the actual sample size and selection method.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

5. Questionnaire Design

The questionnaire may include demographic questions,
awareness questions, Likert-scale statements and open-
ended feedback.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

6. Variables

Independent variables may include awareness, ease of use,
trust, perceived usefulness and perceived risk. Dependent
variables may include adoption intention and satisfaction.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
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the context of the selected sample, research period and
study objectives.

7. Data Analysis

Descriptive statistics such as frequency and percentage
may be used. Cross-tabulation and basic statistical tests
may be used where appropriate.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

8. Ethical Considerations

Respondents should be informed about the academic
purpose of the study. Personal information should be
handled responsibly and participation should be voluntary.
From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

VIl. DATA ANALYSIS FRAMEWORK

1. Purpose of Analysis

Data analysis converts responses into meaningful findings.
The process includes data cleaning, coding, classification
and interpretation.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

2. Demographic Analysis

Demographic  variables may include age group,
occupation, income category and digital usage patterns.
The results should be presented using tables and charts.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

3. Awareness Analysis
Awareness questions can identify whether respondents
know about digital financial services, EMI options and
online service channels.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
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digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

4. Convenience Analysis
Respondents may be asked whether digital processes save
time and reduce effort.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

5. Trust Analysis
Trust can be measured through statements related to
security, privacy and reliability.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

6. Satisfaction Analysis
Satisfaction may be measured using a five-point scale
ranging from strongly disagree to strongly agree.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

7. Hlustrative Table Format
The following format can be used after actual data
collection.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

VIIIl. FINDINGS AND DISCUSSION

1. Key Findings Framework
The findings should be based on actual responses. The
analysis may identify the strongest and weakest factors
influencing customer adoption.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
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over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

2. Awareness
If awareness is high but adoption is low, the study may
indicate that barriers other than knowledge are important.
If awareness is low, communication and education may be
key priorities.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

3. Convenience

Convenience is likely to influence digital adoption because
customers value reduced effort and accessible service.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

4. Trust and Security
Financial decisions involve sensitive information, making
trust a major consideration.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

5. Customer Experience
The quality of digital interactions, clarity of information
and speed of support can influence satisfaction.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

6. Discussion
The overall discussion should connect primary findings
with the literature review and conceptual framework.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.
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Challenges and Opportunities

Customer Challenges

Common challenges may include digital literacy gaps,
technical errors, lack of clarity, concerns about security
and difficulty in obtaining support.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

Business Challenges
Financial service providers must balance growth, risk

management, compliance, customer service and
technology investment.
From a managerial perspective, this area requires

continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

Opportunity: Personalization

Data-driven  systems can support more relevant
communication and customer journeys, provided privacy
and consent principles are respected.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

Opportunity: Financial Inclusion
Digital channels may expand access to financial services
for customers who face geographical or time constraints.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

Opportunity: Omnichannel Service
Combining digital self-service with human support can
improve confidence and resolution.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.
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Suggestions and Recommendations

Improve Communication

Use simple language and clear explanations of product
features, eligibility, repayment obligations and applicable
charges.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

Strengthen Customer Education
Provide educational content explaining digital processes,
security practices and responsible borrowing.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

Improve Support

Offer accessible complaint resolution and service tracking.
From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

Build Trust
Communicate privacy and security practices clearly and
consistently.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

Reduce Digital Friction
Simplify navigation and reduce unnecessary steps while
maintaining appropriate verification.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

Monitor Satisfaction
Regular customer feedback can help identify process
weaknesses.
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From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

IX. CONCLUSION

1. Conclusion

Digital financial services are increasingly important in
modern customer finance. Customer adoption depends on
a combination of perceived usefulness, convenience, trust,
security, service quality and affordability.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

2. Overall Implication

For Bajaj Finance and similar financial service providers,
digital growth should be accompanied by responsible
customer communication and strong service support.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

3. Future Research

Future studies can compare customer adoption across age
groups, locations, income categories and digital experience
levels.

From a managerial perspective, this area requires
continuous evaluation because customer expectations,
digital behaviour and technology environments change
over time. The researcher should interpret the findings in
the context of the selected sample, research period and
study objectives.

Data Tables and Analysis Formats

Variable Category Frequency | Percentage
Age 18-25 To be filled | To be filled
Age 26-35 To be filled | To be filled
Age 36-45 To be filled | To be filled

Occupation Student To be filled | To be filled
Occupation Salaried To be filled | To be filled
Occupation Business To be filled | To be filled
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Interpretation Format

The researcher should describe the pattern visible in the
table and connect it with the research objective. The
interpretation should avoid unsupported claims and should
clearly distinguish between the data and the researcher's
opinion.

Questionnaire

1. What is your age group?

Response:

2. What is your occupation?

Response:

3. How frequently do you use digital financial services?
Response:

4. Are you aware of digital financing and EMI-based
purchase options?

Response:

5.How did you become aware of digital financial
services?

Response:

6. Digital financial services are convenient for me.
Response:

7. Digital financial services save time.

Response:

8. | find digital applications easy to use.

Response:

9. | trust established financial service providers for digital
transactions.

Response:

10. I am concerned about privacy and data security.
Response:

11. Clear information influences my decision to use a
financial service.

Response:

12. Customer support influences my satisfaction.
Response:

13. | would recommend a digital financial service that
provides a good experience.

Response:

14. What is the biggest benefit of digital financial
services?

Response:

15. What is the biggest challenge you face while using
digital financial services?

Response:

16. What improvement would you suggest?

Response:
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