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Abstract 

M-Wallet users in India are growing day by day. The present paper describes the gender 

perspective towards M-wallet in North India. The objective of study is to identify the gender 

difference regarding uses, referred and effect of satisfaction and security on preference of 

using m-Wallet. Data of 506 m-Wallet users have been included in the study. A self-

administrated questionnaire was used for data collection. Five factors were extracted with help 

of exploratory factor analysis. Three factors have been comprised into preference such as 

payment, offers and service. T-test and Crosstabulation was applied to examine the difference 

between male and female regarding uses and referred of m-wallet. Multi-group structural 

equation modeling was applied to examine the effect of security and satisfaction on preference 

of using w-Wallet on gender basis. It was found that there is no significant difference between 

male and female regarding uses and significant difference regarding referred of m-Wallet. A 

significant difference was found between male and female with respect to effect of satisfaction 

and security on preference of using the m-Wallet. 
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1. Introduction  

India’s endeavor toward cashless payments augmented in 2019. Mobile payments have 

surpassed card payments approximately 163% to $286 billion in 2019 (Sharma, 2020). While 

a contraction in economic activity amid lockdowns due to the coronavirus outbreak will 

adversely impact cashless payments, mobile payments should be relatively resilient. Their 

uptake will accelerate due to concerns over usage of cash and plastic that interacts with 

potentially virus infected surfaces. Popular mobile payments services in India are overlaid on 

Unified Payments Interface, a banking industry-sponsored protocol that lets people link their 

bank accounts with their phone numbers through payment apps. RBI has projected nearly 50 

percent upsurge in mobile based payment transactions. The driving factors of this change are 

strong payment infrastructure, accessibility of structured data, and consumer behaviour change 

and government vision for cashless economy (Reserve Bank of India, 2019). Collaborations 

leads to better outcomes (Tiwari and Anjum, 2015). Simplicity is often ignored by firms 

(Tiwari et al. 2018). Before the outbreak of COVID-19 in India, transaction made through 

mobile payment apps was gained momentum already. During coronavirus period digital 

payments strengthened further as more and more consumers shifted towards mobile payment. 

Mobile payment apps like Amazon pay, Google pay and PhonePe in India recorded a 

significant jump in total number of transactions during the COVID-19 crisis (Sharma, 2020). 

Modi government has taken lot of policy initiatives for digital technology adoption (Tiwari and 

Anjum, 2012). Governance has become important determinant of policy outcomes (Tiwari et 

al. 2020). Good policies with good intent leads to positive transformation in the life of target 

segment (Agrawal et al. 2022). Such training programmes should also be carried out by private 

sector. Private sector has immense potential for skill development (Tiwari et al. 2013). Capital 

intensive sectors has the potential for support inclusive growth (Tiwari and Anjum 2012). The 

organisations need to take global perspectives to be ready to face challenges of the twenty first 

century (Tiwari et al. 2022). Inclusive growth needs balanced focus on male and female 

stakeholders (Chauhan et al. 2022).  

 

2. Theoretical background  

Manikandan & Jayakodi (2017) found that mobile wallet will replace different online payment 

modes in future and mobile wallet users are quite satisfied. Further they added brand loyalty 

and shopping convenience play pivotal role in mobile wallet usage, on the contrary safety and 

security regarding mobile wallets is a challenge. Organic processes are more sustainable 

(Tiwari et al. 2019). Jose et. al. (2014) found the impact of ease of use of mobile wallet on 

usefulness, impact of usefulness of mobile wallet on attitude and impact of usefulness of mobile 

wallet on intention is more robust in men than women. They also established the impact of the 

perceived trust in the proposed mobile wallet payment system on attitude is quite stronger in 

women than men. 

Riquelme & Rios (2010) found that ease of use has a significant impact on female respondents 

than male to conduct mobile banking, while relative advantage has robust influence on 

perception of usefulness to conduct mobile banking in males. Social norms play crucial role on 

females to adopt mobile banking than males. Chawla & Joshi (2020) found that in mobile 

banking gender has a moderating effect between attitude and ease of use and it is higher in 
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females in relation to males. Further this can be translated as females have higher effect of the 

ease of use of mobile banking comparatively males. Chawla & Joshi (2018) suggested that 

gender has a moderating effect between attitude towards mobile banking and ease of use. It is 

interpreted as females have higher ease of use for mobile banking in relation to males. 

Sustainability will drive profitability in long term (Tiwari et al. 2022)  

 

2.1  Hypothesis development   

H1: There is a significant difference between male and female regarding uses of m-Wallet 

Singh, N. et al. (2017) found that gender has a substantial influence on the usage rate of mobile 

wallet. The study established that North Indian males use mobile wallets for banking needs 

more than females and they use more service options offered by mobile wallet relatively to 

females. It is identified that mobile banking has been more used by male as compared to female 

respondents (Laukkanen et al., 2007; Koenig-Lewis 2010; Johnson and Marakas, 2000). Small 

firms have lot of potential (Tiwari et al. 2022). A significant difference between male and 

female has been found of uses of m-Wallet (Zhang, 2005; Riquelme and Rios, 2010; 

Jayawardhena et al., 2009; Venkatesh et al., 2003; Gefen and Straub, 1997).  Willingness is 

crucial for technology adoption (Tiwari et al. 2021). Satisfaction from services leads to 

sustainability of that service (Chand et al. 2022).  

 

H2: There is no significant difference between male and female regarding I am using 

because of referred of m-Wallet 

Kumar and Seri (2014) found that consumer perceives the new technology easily and prefer it 

more for their banking services. Satisfied consumer refers the m-Wallet to others such as 

friends, relative, neighbor and colleagues. Lapowsky (2014); Kaur (2016) found that new 

technology as m-Wallet has been adopted by consumers due to referred by their friends and 

family members. 

 

H3: There is no significant difference between male and female on effect of satisfaction 

of preference of using m-Wallet 

Singh (2014) examined that preference of using m-Wallet positively influenced by satisfaction. 

The benefits of mobile wallet than traditional method of banking as cash transactions lead to 

satisfaction for mobile wallets. The preference of using the mobile wallet depends on user’s 

satisfaction. Singh et al. (2017) described that there is significant relationship between 

satisfaction and preference of using the m-Wallet. No significant difference has been found 

between male and female regarding the satisfaction and preference of using m-Wallet (Nidhi 

et al., 2017). Good governance enhances satisfaction (Tiwari et al, 2022). Sharma (2012) 

argued that entrepreneurship enhances skills and decision ability and status in family and 

community.  

 

H4: There is not significant different between male and female on effect of security on 

preference of using m-Wallet.  

Singh, S. (2014) described that most of consumers are not aware about importance and 

significance of security, trust and privacy factors to adopt new technology. Amin (2009) 
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explained that security is the most influencing factor which motivates the consumer to prefer 

the m-Wallet. Agus et al. (2007); Yang and Lee (2010) found that there is a positive association 

between security and preference of adopting new technology. hierarchical support can provide 

better results (Tiwari and Anjum 2018). Suls and Wallston (2008) found that less security can 

lead to low preference and less satisfaction in adopting m-Wallet. Dahlberg et al. (2008) 

described that security is an important factor which significantly impact on the preference level. 

It means, if m-Wallet is easy to use, secured and reliable consumers prefer to use it more for 

all banking activities. Agarwal et al. (2020) found that environmental, social and personal 

factors influence women decision making. Human capital is crucial for development (Tiwari 

et al. 2017). 

 

2.2  Research Gap 

On the basis of review of literature hypothesis model was developed. Various research studies 

have been regarding satisfaction, security and preference of using the m-Wallet, but there is a 

gap to identify difference between male and female regarding uses, refers, effect of satisfaction 

and security on preference of m-Wallet in North India. However, no study has been done in 

North India to identify the difference between male and female regarding uses, refers, and 

effect of satisfaction and security of m-Wallet. The present study fills this gap in North India.  

 

2.3 Objectives of the Study  

On the basis of review of literature, different dimensions have been observed. These 

dimensions have been comprised in to many factors such as satisfaction, security and 

preference of mobile wallet users. Data has been collected from North India because before it 

no study was conducted. The main objective of the study is to analysis the gender difference 

on using the m-wallet. The sub-objectives of study are follows as   

1. To examine the gender difference on uses of mobile wallet  

2. To examine the gender difference on effect of satisfaction on preference of using m-wallet.  

3. To examine the gender difference on effect of security on preference of using m-wallet  

 

2.4 Theoretical framework  

2.4.1 Hypothesis model of gender difference on  

1. Effect of satisfaction on preference of using mobile wallet and 

2. Effect of security on preference of using m-wallet.  

After studied the review of literature, hypothesis model has been development on effect of 

user’s satisfaction and security on preference of using mobile wallet. The effect of satisfaction 

and security on preference has been observed on the basis of gender difference.  
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Figure 1: Framework of effect of satisfaction and security on preferences 

 

3. Method 

The Self-administrated questionnaire was development to examine the effect of satisfaction 

and security on preference on the basis of gender difference. Gender difference was also 

analyzed regarding the uses and refers. 30 dimensions were used related to satisfaction, security 

and preference. 8 dimensions have been comprised into satisfaction. 13 dimensions were used 

in preference and 9 dimension in security. A five-point rating scale ranging from strongly 

disagree (1) to strongly agree (5) has been used. Data of 506 respondents was collected from 

North India who was using the m-wallet with the help of convenience sampling method. 263 

male and 243 female were included in the survey. 270 respondents were 15 to 25 years and 175 

belong to 26 to 35 years. 61 respondents were 36 to 45 years. Structural equation modeling 

(SEM) was used to find out the effect of satisfaction and security on preference of using mobile 

wallet. The result was obtained with the help of SPSS 20.0 version and AMOS 20.0.   

 

4. Results 

The result of study has been obtained with the help of SPSS 20 version and AMOS 20 version. 

The result was described according to objectives of the study and hypothesis based.  

Objective 1: To examine the gender difference on uses of mobile wallet  

H1: There is a significant difference between male and female regarding uses of m-Wallet 

Table1: Gender difference regarding the uses of m-wallet 

Group Statistics (Male= 263, Female = 243) 

 
Gender Mean Std. Deviation t Sig. (2-tailed) 

USES 
Male 3.26 1.067 -1.878 .061 

Female 3.43 .952   

 

Table 1 describes that there is no significant difference between male and female regarding 

uses of m-wallet. The mean and standard deviation value of male respondent is 3.26, 1.067 

respectively. The mean value of female respondent is high (3.43) as compared to male and less 

standard deviation (.952) which shows that female more use the m-wallet as compared to male 

but these value indicates insignificant difference between them. The result of 5% level of 

significant is 0.061 and t value -1.878.   
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Table 2: Gender difference regarding uses of m-wallet through 

crosstabulation 

Gender  * USES Crosstabulation 

 USES Total 

Every day Several 

times in a 

Day 

Several 

times in a 

week 

Several 

times in a 

Month 

Never 

Gender 

Male 

Count 32 20 67 136 8 263 

% within 

Gender 
12.2% 7.6% 25.5% 51.7% 3.0% 100.0% 

Female 

Count 22 11 54 153 3 243 

% within 

Gender 
9.1% 4.5% 22.2% 63.0% 1.2% 100.0% 

Total 

Count 54 31 121 289 11 506 

% within 

Gender 
10.7% 6.1% 23.9% 57.1% 2.2% 100.0% 

 

The above table 2 describes that 12.2% (32) male and 9.1% (22) female respondent use the m-

wallet every day. Total 54 (10.7%) gender out of 506 respondents use the m-wallet every day. 

male respondents more use the m-wallet as compared to female in several time in a day. 7.6% 

(20) male and female 4.5% (11) use the m-wallet in several time in a day. total contribution of 

gender of out of 506 for using the m-wallet in several times in a day is 6.1% (31). M-wallet 

users as male respondents are high in several times in a week as compared to female. 25.5% 

(67) male respondents use the m-wallet as compared to female 22.2% (54) in several times in 

a week. The percentage of gender of using the m-wallet in several times in a week is high as 

compared to every day and several times in a day. In comparison of male and female respondent 

of using the m-wallet in several times in a month, male users are higher than female. The 

percentage of using the m-wallet of female is high as 63% than male 53.7% in several times in 

a month. Those respondents, do not use the m-wallet every day, several times in day and several 

times in a week, most probably they use in the several times in a month. The total percentage 

(57/1%) of using the m-wallet in several times in a month is high as compared to all the times 

of using the m-wallet as every day, several times in day and week. The very less people do not 

use the m-wallet. Today, people don’t waste their time in queue.  

Objective 2: To analysis the gender difference on I am using because of referred by someone. 

H2: There is no significant difference between male and female regarding I am using because 

of referred of m-Wallet 

Table 3: independence t-test for I am using it because it referred by 

Group Statistics 

 
Gender Mean Std. Deviation t value Sig. (two tailed) 

I am using it because  it 

referred by 

Male 3.51 1.048 2.442 0.015 

Female 3.26 1.218   
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The table 3 defines that there is a significant difference between male and female regarding I 

am using it because as referred. High mean value indicates that male respondents use the m-

wallet after referred by most of colleagues as compared to female respondents. The t (2.442) 

and sig. value (0.015) show the significant difference between male and female respondents. 

Male respondents have high mean value (3.51) than female (3.26).  

 

Table 4: Gender difference regarding I am using it because 

Gender * 21. I am using it because, Crosstabulation 

 I am using it because Total 

Referred 

by My 

Friend 

Referred 

by 

Family 

Most of the 

people in the 

society uses it 

Most of 

colleagues 

A Symbol 

of Status 

Gend

er 

Male 

Count 18 29 45 143 28 263 

% within 

Gender 
6.8% 11.0% 17.1% 54.4% 10.6% 100.0% 

Female 

Count 33 31 44 109 26 243 

% within 

Gender 
13.6% 12.8% 18.1% 44.9% 10.7% 100.0% 

Total 

Count 51 60 89 252 54 506 

% within 

Gender 
10.1% 11.9% 17.6% 49.8% 10.7% 100.0% 

 

The above table 4 describes that 6.8% (18) m-wallet is used by male respondents after referred 

by friend which is less than female respondents. Female respondents use the m-wallet high 

13.6% (33) as compared to male respondents which referred by friends.  11% (29) and 12.8% 

(31) of m-wallet are used by male and female respondents as referred by family members. 

17.1% (45) of m-wallet used by male respondents due to most of the people in the society uses 

it. The percentage of using the m-wallet of female respondents is high (18.1%) than male as 

referred by most of the people in the society uses it. There is a difference between male and 

female of using the m-wallet on the basis of most of colleagues. 54.4% (143) of m-wallet used 

by male as compared to 44.9% (109) of female because of most of colleagues are using this. 

49.8% of m-wallet used by gender because his/her colleagues are using this. 10.6% (28) of 

male respondents were using the m-wallet than female (10.7%) as a symbol of status.  

 

Objective 3: To examine the gender difference on effect of satisfaction on preference of using 

m-wallet.  

Objective 4: To examine the gender difference on effect of security on preference of using m-

Wallet  

H3: There is no significant difference between male and female on effect of satisfaction of 

preference of using m-Wallet 

H4: There is not significant different between male and female on effect of security on 

preference of using m-Wallet.  
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• Effect of satisfaction and security on preference of using m-Wallet on the basis of 

male respondents 

 

Table 5: Regression Weights: (Male - Unconstrained) 
   Estimate S.E. C.R. P Label 

Preference <--- Security .111 .034 3.243 .001 M2 

Preference <--- Satisfaction .246 .046 5.301 *** M1 

 

The above table 5 describes the regression weight of male respondents regarding effect of 

security and satisfaction on preference. There is significant effect of security and satisfaction 

on preference of using m-wallet on the basis of male respondent. The p value is less than 5% 

as 0.001 for security and 0.000 for satisfaction affect to preference of using the m-wallet.  

Table 6: Standardized Regression Weights: (Male - Unconstrained) 
   Estimate 

Preference <--- Security .187 

Preference <--- Satisfaction .306 

 

The table 6 describes the effect of security and satisfaction on preference of using the m-wallet. 

Security affects the preference of using m-wallet is 19% (0.187). The satisfaction of user’s 

effects the preference of using m-wallet is 31% (0.306). User’s satisfaction increases the 

preference of using the m-wallet.  

Table 7: Squared Multiple Correlations: (Male - Unconstrained) 

Factor Security Satisfaction Estimate 

Preference <--- <--- .128 

The above table 7 explain the squared multiple correlations of effect of satisfaction and security 

on preference of using the m-wallet. On the basis of male respondents, both factors such as 

satisfaction and  security explained the 13% (0.128) effect on preference of using the m-wallet.    

 
Figure 2: Effect of satisfaction and security on preference of using m-

wallet 
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Figure 2 describes the effect of satisfaction and security on preference of using m-wallet. 

Satisfaction affects the 31% (0.31) on preference and security affects 19% (0.19) on preference. 

The squared multiple correlation of the figure 2 is 13% (0.13) which describes the total effect 

of satisfaction and security on preference of using the m-wallet.  

 

➢ Effect of satisfaction and security on preference of using m-Wallet on the basis of 

female respondents 

Table 8: Regression Weights: (Female - Unconstrained)    
Estimate S.E. C.R. P Label 

Preference <--- Security .012 .030 .384 .701 F2 

Preference <--- Satisfaction .415 .054 7.726 *** F1 

Sources: author survey 

Table 8 describes the regression weight of female respondents regarding the security and 

satisfaction on preference of m-wallet. P-value of security on preference is 0.701 which 

indicates that there is no significant effect of security on preference of using m-wallet. P-value 

of effect of satisfaction on preference is 0.000 which describe the significant effect according 

to female respondents.  

Table 9: Standardized Regression Weights: (Female - Unconstrained) 
   Estimate 

Preference <--- Security .022 

Preference <--- Satisfaction .445 

 

On the basis of table 9, the effect of security on preference is 0.022 which describe the very 

less effect. Effect of satisfaction on preference is 0.445 which explain the significant effect on 

preference.  

Table 10: Squared Multiple Correlations: (Female - Unconstrained) 

Factor Security Satisfaction Estimate 

Preference <--- <--- .198 

 

The table 10 explain the squared multiple correlations of female respondents which estimate 

0.198 (20%).  

 
Figure 3: Effect of satisfaction and security on preference on the basis 

of female respondents  
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On the basis of figure 3, it is described that according to female respondent satisfaction 44% 

affect the preference of using the m-wallet. Preference of using the m-wallet is affected by 

security very less as 0.02% which describes the insignificant on the female respondents. 

Squared multiple correlation of figure is 20%.  

 

Table 11: Critical Ratios for Differences between Parameters 

Critical Ratios for Differences between Parameters 

(Unconstrained) Null hypothesis  

Satisfaction on Preference M1 F1 2.387 Rejected 

Security on Preference M2 F2 -2.173 Rejected 

Sources: author survey 

The above table 11 describes that there is a significant difference male and female regarding 

the satisfaction and security effect on preference of using m-wallet. The critical ratio of male 

and female is 2.387 regarding the effect of satisfaction on preference of using the m-wallet 

which describes that the there is a significant difference between them. A significant difference 

has been found between male and female with regard to security on preference of using m-

wallet. The critical ratio of security on preference is -2.173 which explain the significant 

difference between them.  

 

5. Discussion of the results 

User’s awareness towards m-Wallet is increasing day by day in India. We use H1 as there is a 

significant difference between male and female regarding the uses of m-Wallet but the result 

of study has found that there is no significant between male and female with respect to uses of 

m-Wallet. Male and female both are using m-Wallet for making any type of financial 

transaction in North India. The hypothesis of the study was supported by Nidhi et al. (2017) 

which found that there is not a significant difference between male and female with respect to 

uses of m-wallet. H2 has been rejected because we found in the study that there is a significant 

difference between male and female regarding, I am using it because referred by someone as 

friends, family members, society, colleagues and symbol of status. Male and female have 

different friend circle, colleagues, society status and most of financial decision has been taken 

by male candidates in family so that a significant difference has been observed between male 

and female. Consumers prefer m-Wallet or a new technology because it was referred by their 

friends, colleagues and family members (Dahlberg et al., 2008). 

H3 has been rejected because a significant difference has been identified between male and 

female regarding effect of satisfaction on preference of using the m-Wallet. Male are more 

satisfied so that they prefer the m-Wallet as compared to female users. A significant association 

has been observed between satisfaction and preference of using m-Wallet (Nidhi et al., 2017). 

There is significant difference between male and female with respect to satisfaction and 

preference of m-wallet (Lu et al., 2005; Jun et al., 2008; Dewan et al., 2009; Singh, 2014). The 

final hypothesis as H4 has been rejected on the basis of study result. In the study we found that 

a significant difference between male and female users of m-Wallet with respect to effect of 

security on preference of using the m-Wallet. Security influences the preference of using the 

m-wallet (Nidhi et al., 2017).  

YMER || ISSN : 0044-0477

VOLUME 21 : ISSUE 11 (Nov) - 2022

http://ymerdigital.com

Page No:2662



6. Implication of the study 

We developed the hypothesis on the basis of review of literature. The first hypothesis was 

rejected on the basis of result. There is no significant difference between male and female 

regarding the uses of m-Wallet. Male and female respondents both are equally use the m-Wallet 

in North India. A significant difference has been found between male and female regarding I 

am using because of referred. Male respondents more refer the m-Wallet as compared to 

female. M-Wallet service provider companies should tweak their refer policy in such a way 

female users will motivate to refer m-Wallet among their known. In the third hypothesis, male 

gives the more preference to m-Wallet after satisfaction than female. Security of m-Wallet also 

shows the significance difference between male and female. M-Wallet companies should 

enhance security features in m-Wallet. According to male, security of m-Wallet is high so they 

prefer more as compared to female.  

 

7. Conclusion  

The result of present study explained the significant difference between male and female 

regarding the effect of satisfaction and security on preference of using the m-wallet in Haryana. 

There is no significant difference between male and female regarding uses of m-wallet. A 

significant difference has been found between male and female regarding I am using it because 

as referred by friend, family, most of the people in the society uses it, most of colleagues and 

a symbol of status. 
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Appendix-A 

 

Factors  Items  

Satisfaction  

The accessibility of banking services from anywhere makes me satisfied. 

I feel satisfied after transfer the money 

Using Mobile wallet gives me satisfaction 

Reliable in current scenario makes me satisfied 

Security of my money in Mobile wallet makes me satisfied 

Fees charged in Mobile wallet services makes me satisfied 

The Promotional offer by Mobile wallets makes me satisfied. 

Convenience offer by Mobile wallet makes me satisfied 

Security  

Security of Personal and Banking Details. 

Mobile wallets are Safe 

No-one can view my personal as well as banking details. 

I believe my personal as well as banking details are stored in a secured and 

encrypted database. 

Secured from Virus 

I believe my personal as well as banking details are protected from data 

leakages/theft. 

My personal and banking details are not being opened to other party. 

My ID and Password are safe. 

M- Wallet single app provides all the services. 

Offers 

It offers free movie tickets 

It offers Insurance 

It offers Loan/ Credit Facility 

It offers free coupons of big/retail stores 

Payment 

Pay Utility Bills 

Purchasing goods 

Using Services 

Fund Transfer 

Service 

It save Money 

It saves Time 

Fast Service 

Better than Normal Banking Channel 

I can do all the transactions by using m-wallet. 
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