
International Journal of Research in Management & Social Science   
 Volume 14, Issue 2: April - June 2026 
 

151 

ISSN  2322 - 0899 

CASHLESS HORIZONS: A STUDY OF HOW FINTECH IS RESHAPING INDIAN BANKING 

Ms. Haramrit Kaur Puri 

Assistant Professor, B. K. Birla College, Kalyan (Empowered Autonomous Status), 421 301 

ABSTRACT 
The emergence of financial technology (FinTech) has profoundly transformed the banking industry in India, 

reshaping the way customers transact, borrow, and interact with financial institutions. Digital platforms such 

as Google Pay, PhonePe, and Paytm have revolutionized the payments landscape by enabling seamless, 

cashless transactions through the Unified Payments Interface (UPI). At the same time, leading banks including 

the State Bank of India, HDFC Bank, and ICICI Bank have adopted advanced technologies such as artificial 

intelligence and blockchain to enhance efficiency, improve fraud detection, and deliver personalized customer 

services. This paper examines the impact of FinTech across multiple dimensions, including transaction 

volumes, customer preferences, financial inclusion, lending services, and cybersecurity. Drawing on secondary 

data from RBI reports, NITI Aayog studies, World Bank statistics, and industry surveys, the analysis highlights 

both opportunities and challenges. Findings reveal that FinTech has increased convenience, expanded access to 

underserved populations, and accelerated loan approvals, while also introducing new risks related to data 

privacy and online fraud. The study concludes that collaboration between banks and FinTech firms represents 

the most sustainable path forward, combining innovation with regulatory compliance to create a secure, 

efficient, and inclusive financial ecosystem for India’s future. 
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INTRODUCTION 
Banking in India has traditionally been branch-centric, with customers relying on physical infrastructure for 

deposits, withdrawals, and loans. However, the rise of FinTech has disrupted this model by introducing mobile-

first, digital-only solutions. The Unified Payments Interface (UPI) has become the backbone of digital 

payments, enabling seamless transactions through apps like Google Pay, PhonePe, and Paytm. Customers now 

expect 24/7 access, faster services, and personalized experiences, which FinTech firms deliver more effectively 

than traditional banks. At the same time, FinTech has played a crucial role in financial inclusion, bringing 

services to rural and underserved populations. Yet, challenges such as cybersecurity risks and regulatory 

compliance remain. This study seeks to analyze the multifaceted impact of FinTech on the Indian banking 

sector. 

OBJECTIVES 
1. To examine the transformative impact of FinTech on the Indian banking sector by analyzing digital 

payments, customer preferences, financial inclusion, and lending services, using secondary data from RBI 

reports, industry surveys, and academic studies. 

2. To evaluate the role of emerging technologies such as artificial intelligence, blockchain, and cybersecurity 

measures in shaping the future of banking, and to assess whether collaboration between banks and FinTech 

firms offers a sustainable model for growth. 

REVIEW OF LITERATURE 

Rahmani and Azam (2025) 

They conducted a systematic literature review on the role of FinTech in digital transformation within the 

banking sector. Their study highlights how innovations such as mobile banking, digital wallets, and algorithm-

driven lending are reshaping traditional banking services. They emphasize that FinTech enhances efficiency, 

reduces transaction costs, and improves customer-centricity by offering personalized services. The review also 

points out that banks adopting FinTech solutions are better positioned to compete in a rapidly evolving financial 

ecosystem, while those resisting change risk losing relevance. This work provides a strong foundation for 

understanding the structural changes FinTech brings to banking operations. 

Singh (2025) 

This research examined the impact of FinTech innovations on traditional banking in India, focusing on digital 

wallets, peer-to-peer lending, and blockchain applications. His findings suggest that customer expectations have 

shifted significantly, with users demanding faster, more transparent, and more convenient services. Singh argues 

that FinTech has forced banks to rethink their competitive strategies, particularly in areas such as customer 

engagement and product innovation. The study also notes that while FinTech firms excel in agility and customer 
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experience, banks retain advantages in regulatory compliance and trust. This duality underscores the need for 

collaboration rather than competition between banks and FinTech firms. 

Sangwan and Kalsie (2025) 

Mapped the FinTech terrain in India through a systematic literature review of fifty studies. They applied 

frameworks such as the Technology Acceptance Model (TAM) and the Unified Theory of Acceptance and Use 

of Technology (UTAUT) to explain customer adoption behavior. Their analysis reveals that factors such as 

perceived ease of use, trust, and social influence play critical roles in FinTech adoption. The study also 

highlights regional variations, noting that urban customers adopt FinTech more readily than rural populations, 

though mobile penetration is gradually bridging this gap. By synthesizing diverse studies, Sangwan and Kalsie 

provide a comprehensive overview of the drivers and barriers to FinTech adoption in India. 

Arner, Barberis, and Buckley (2016) 

Explored the global evolution of FinTech as a post-crisis paradigm following the 2008 financial meltdown. 

Although their work is international in scope, it offers valuable insights into the Indian context by explaining 

how FinTech emerged as a response to inefficiencies in traditional banking systems. They argue that FinTech 

represents a new financial architecture characterized by transparency, efficiency, and customer empowerment. 

The article also discusses regulatory challenges, noting that governments worldwide must balance innovation 

with consumer protection. For India, these insights are particularly relevant given the rapid growth of digital 

payments and the need for robust regulatory frameworks. 

Chishti and Barberis (2016) 

Compiled perspectives from industry leaders and academics in The FinTech Book, offering a broad 

understanding of financial technology innovations. The volume covers topics such as customer experience, 

regulatory challenges, and investment opportunities, making it a practical handbook for entrepreneurs and 

policymakers. For the Indian banking sector, the book’s emphasis on customer-centric design and digital-first 

strategies resonates strongly, as banks struggle to match the user experience offered by FinTech platforms. The 

work also underscores the importance of collaboration between traditional institutions and startups, suggesting 

that hybrid models will define the future of financial services. 

METHODOLOGY 
This study employs a descriptive research design that relies entirely on secondary data sources. The choice of a 

descriptive approach is appropriate because the aim is not to manipulate variables but to observe and analyze 

existing trends in the banking and FinTech ecosystem. Data has been drawn from authoritative sources such as 

the Reserve Bank of India (RBI) annual reports, which provide detailed statistics on transaction volumes and 

payment system adoption. Additional insights are obtained from NITI Aayog studies that focus on digital 

transformation and financial inclusion in India. Global perspectives are incorporated through World Bank data, 

which contextualizes India’s progress in relation to other emerging economies. Industry surveys conducted by 

consulting firms such as PwC and Deloitte offer valuable information on customer preferences, adoption rates, 

and technological innovations. Academic journals and case studies of Indian banks further enrich the analysis 

by providing theoretical frameworks and practical examples. The methodology thus combines statistical 

evidence with qualitative insights, enabling a comprehensive comparative analysis of transaction volumes, 

customer adoption patterns, and technological innovations in banking. 
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Fig 1.1 – Research Methodology 

DATA ANALYSIS 
The analysis of secondary data reveals that digital payments in India have experienced unprecedented growth in 

recent years. Unified Payments Interface (UPI) transactions, in particular, have become the backbone of the 

digital economy, crossing 10 billion monthly transactions in 2023 and surpassing traditional modes such as 

debit cards and net banking. This surge reflects a fundamental shift in consumer behavior toward mobile-first 

solutions. Surveys conducted in urban centers indicate that nearly 70 percent of customers prefer FinTech 

applications such as Google Pay and PhonePe over traditional bank apps, citing convenience, speed, and user-

friendly interfaces as primary reasons. Financial inclusion has also improved significantly, with mobile wallets 

and microloans penetrating Tier-2 and Tier-3 cities, thereby enabling underserved populations to access credit 

and savings facilities without visiting bank branches. In lending services, FinTech platforms demonstrate a clear 

advantage, approving loans within 24 hours compared to the 7–10 days required by traditional banks. Artificial 

intelligence has further enhanced banking operations, particularly in fraud detection and customer service. For 

instance, ICICI Bank’s deployment of AI chatbots has reduced customer response times by 40 percent. 

Blockchain adoption remains limited but pilot projects in cross-border remittances have shown promising 

efficiency gains. At the same time, cybersecurity challenges persist, with rising cases of phishing and UPI-

related fraud underscoring the urgent need for stronger authentication and security measures. 

FINDINGS 

1. Growth in Transaction Volumes FinTech platforms, particularly UPI-based apps like Google Pay, 

PhonePe, and Paytm, have significantly increased transaction volumes, reducing reliance on cash and 

traditional banking channels. 

2. Customer Preference for FinTech Apps Customers overwhelmingly prefer FinTech apps over traditional 

bank apps due to convenience, faster processing, and personalized services. Surveys show urban users 

especially favor FinTech platforms for everyday transactions. 

3. Expansion of Financial Inclusion FinTech has expanded access to financial services in rural and semi-

urban areas. Mobile wallets and microloans have enabled underserved populations to participate in formal 

banking without visiting physical branches. 
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4. Faster Lending Services FinTech lending platforms provide quicker loan approvals, often within 24 hours, 

compared to the 7–10 days required by traditional banks. This speed has made them attractive for small 

borrowers and entrepreneurs. 

5. Role of Artificial Intelligence AI has improved fraud detection and customer service efficiency. For 

example, ICICI Bank’s AI chatbots reduced customer response times by 40 percent, demonstrating how 

technology enhances operational effectiveness. 

6. Blockchain Adoption Blockchain technology remains in its early stages in Indian banking but shows 

promise in areas such as cross-border remittances and fraud prevention, offering transparency and efficiency 

gains. 

7. Cybersecurity Challenges The rise of digital finance has also led to increased risks, including phishing 

attacks and UPI-related fraud. Stronger authentication and security measures are urgently needed to protect 

customers. 

8. Emerging Collaboration Models Collaboration between banks and FinTech startups is becoming a 

sustainable model. Banks bring regulatory compliance and trust, while FinTech firms contribute innovation 

and customer-centric solutions. 

CONCLUSION 
The study concludes that FinTech has fundamentally transformed the Indian banking sector by reshaping 

payments, customer experiences, and financial inclusion. Traditional banks continue to dominate in areas such 

as large-scale lending and regulatory compliance, but FinTech platforms excel in innovation, agility, and 

customer-centric services. The future of banking in India lies in hybrid models where banks and FinTech firms 

collaborate to deliver secure, efficient, and inclusive financial services. Rather than replacing banks, FinTech is 

complementing them, pushing the industry toward a more digital, customer-focused, and technology-driven 

future. This transformation is not only redefining the competitive landscape but also aligning with national 

goals of financial inclusion and a cashless economy. 

SUGGESTIONS 

 Collaborative Innovation Banks should actively partner with FinTech firms to integrate technological 

advancements while preserving customer trust and regulatory compliance. 

 Cybersecurity Reinforcement Strengthen digital security through advanced authentication systems, robust 

encryption, and proactive fraud detection mechanisms. 

 Financial Literacy Outreach Expand financial education programs, especially in rural areas, to promote 

safe digital finance practices and reduce fraud exposure. 

 Balanced Regulatory Frameworks Policymakers should design regulations that support innovation while 

safeguarding consumer interests and financial stability. 

 Investment in Emerging Technologies Banks must invest in artificial intelligence, blockchain, and other 

emerging technologies to remain competitive in the digital era. 

 Customer-Centric Digital Design Improve the user experience of banking apps to match the seamless, 

intuitive interfaces offered by FinTech platforms. 
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