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ABSTRACT: This study examines customer experience and digital banking services at India Post Payments 

Bank (IPPB), focusing on its role in promoting financial inclusion in rural and semi-urban India. Using a 

descriptive and exploratory research design, data was collected from customers and field agents through 

structured questionnaires and interviews. The findings reveal that IPPB’s unique model of leveraging the postal 

network for doorstep and digital banking has significantly expanded access to financial services. Services like 

QR cards, Aadhaar-enabled payments, and mobile banking have been well received, though challenges persist 

in digital literacy, app usability, and technical infrastructure. A majority of respondents reported satisfaction 

with IPPB’s services and trust in its transactions but highlighted the need for improved awareness, training of 

agents, and enhanced user-friendly digital platforms. The study concludes that IPPB has emerged as a 

transformative initiative in inclusive banking, with potential for further growth through strategic 

improvements in technology, outreach, and service diversification. 

KEYWORDS: - India Post Payments Bank (IPPB), Customer Experience, Digital Banking, Financial Inclusion, 

Doorstep Banking. 

1. INTRODUCTION 

 

The topic of this internship report, “A Study 

on Customer Experience and Digital Banking 

Services at India Post Payments Bank 

(IPPB),” focuses on understanding how India 

Post Payments Bank is contributing to the 

Government of India’s mission of financial 

inclusion, especially in rural and underserved 

regions. 

In a country where a large section of the 

population still lacks access to formal 

banking services, IPPB emerges as a game 

changer by leveraging the vast network of 

India Post—over 1.61 lakh post offices and 

1.89 lakh postal employees. These last-mile 

agents act as banking correspondents, 

enabling people in even the remotest parts of 

India to access savings accounts, benefit 

transfer schemes, insurance products, and 

digital banking services at their doorstep. 

This topic is significant because it examines 

how IPPB is not just offering basic financial 

services but is also empowering customers 

through digital channels such as mobile 

banking, Aadhaar Enabled Payment Systems 

(AePS), virtual debit cards, and paperless 

onboarding using e-KYC. The initiative 

directly aligns with national missions like 

Digital India, Jan Dhan Yojana, and 

Atmanirbhar Bharat, while promoting 

financial literacy, digital awareness, and 

access to social security. 

Through this internship, the role involved 

real-time interaction with customers, 

promotion of IPPB products and services, 

reactivation of dormant users, addressing 

grievances, and supporting the customer 
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service system. Observations made during the 

internship helped in identifying the 

challenges of rural banking and also the 

growing acceptance of digital tools in 

traditionally cash-driven economies. 

This study provides insights into how 

customer Experience strategies and 

innovative service delivery models can 

transform the financial landscape of rural 

India. It bridges the gap between theoretical 

knowledge and field-level implementation of 

banking practices, making this topic highly 

relevant for students, policymakers, and 

financial institutions aiming to build an 

inclusive and digitized economy. 

1.1 ABOUT THE INDUSTRY 

The Payments Bank industry in India is a 

vital component of the country’s financial 

ecosystem, introduced by the Reserve Bank 

of India (RBI) in 2014 to enhance financial 

inclusion. The industry aims to provide 

banking and digital payment services to the 

unbanked and underbanked population, 

especially in rural and remote regions. 

Payments Banks are a special category of 

banks that can accept deposits up to ₹2 lakh, 

offer digital banking services, enable money 

transfers, and distribute third-party financial 

products like insurance and mutual funds. 

However, they cannot issue credit cards or 

offer loans directly. Their business model 

focuses on volume-based low-cost 

transactions and leveraging technology for 

outreach. 

India has witnessed a rapid increase in digital 

transactions due to the rise of mobile 

penetration, UPI (Unified Payments 

Interface), and government-led initiatives like 

Digital India, Jan Dhan Yojana, and Direct 

Benefit Transfers (DBT). Payments Banks 

have played a crucial role in enabling 

doorstep banking, especially during the 

COVID-19 pandemic and beyond. 

Among the key players in this space are 

Airtel Payments Bank, Paytm Payments 

Bank, NSDL Payments Bank, FINO 

Payments Bank, and India Post Payments 

Bank (IPPB). What sets IPPB apart is its 

integration with the Department of Posts 

(DoP), which allows it to use the existing 

postal infrastructure and over 1.89 lakh 

postmen and Gramin Dak Sevaks (GDS) to 

deliver banking services in areas where 

traditional banks cannot reach. 

The growth of fintech, increasing digital 

literacy, and changing customer behavior are 

pushing the industry to innovate constantly. 

Products like Virtual Debit Cards (VDCs), 

Aadhaar-enabled Payment Systems (AePS), 

mobile banking apps, and QR-code based 

payments are now standard offerings. 

In the future, the Payments Bank industry is 

expected to drive the next wave of inclusive 

banking by expanding digital infrastructure, 

fostering trust through secure platforms, and 

offering customized financial products 

tailored to rural and semi-urban populations. 

The industry plays a key role in achieving the 

United Nations’ Sustainable Development 

Goals (SDGs) related to poverty reduction, 

gender equality, and economic growth. 

1.2 ABOUT THE COMPANY 

India Post Payments Bank (IPPB) is a 100% 

government-owned public sector bank set up 
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under the Department of Posts, Ministry of 

Communications, Government of India. 

Operational since 2018, IPPB was created to 

support the Government’s goal of achieving 

universal financial inclusion, particularly 

targeting the unbanked and underbanked 

rural population. 

1.3 Vision of IPPB 

• To build the most accessible, 

affordable, and trusted bank for the 

common man in India. 

1.4 Mission of IPPB 

• To remove barriers to financial access 

for all citizens. 

• To reduce the cost of accessing 

banking services. 

• To promote financial literacy and 

drive the adoption of digital banking. 

• To extend banking services at the 

doorstep using the existing postal 

network. 

 

 1.5 Key Features of IPPB 

• IPPB leverages India’s unparalleled 

postal network, with: 

• Over 1.61 lakh post offices (access 

points) 

• More than 1.89 lakh Gramin Dak 

Sevaks (GDS), Postmen, and Postal 

Assistants 

• Presence in every district across the 

country 

• Focus on providing doorstep banking 

via mobile phones, biometric devices, 

and micro-ATMs 

IPPB operates on a digital-first, paperless, 

and cashless model that brings technology-

enabled banking to the remotest corners of 

India. 

1.6 Services Provided by IPPB 

1. Savings Bank Accounts: 

• Basic Savings Account 

• Regular Savings Account 

• Premium Savings Account 

Each account type allows deposits up to ₹2 

lakh and comes with features like zero 

balance facility, cashless transactions, and 

bill payments. 

2. Digital and Mobile Banking: 

• Mobile Banking App 

• SMS Banking & Missed Call Banking 

• Virtual Debit Card (VDC) 

• UPI Integration for real-time 

payments 

3. Aadhaar Enabled Payment Services 

(AePS): 

• Cash withdrawal and balance inquiry 

using Aadhaar 

• Biometric authentication for secure 

transactions 

4. Doorstep Banking: 
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• Agents visit customers’ homes to 

offer banking services such as 

account opening, cash 

deposits/withdrawals, and 

documentation 

5. Bill and Utility Payments: 

• Mobile recharges, DTH, electricity, 

gas, water, broadband, and loan EMI 

payments via Bharat Bill Payment 

System (BBPS) 

6. Direct Benefit Transfers (DBT): 

• Seamless credit of government 

subsidies and welfare benefits directly 

into IPPB accounts 

7. Digital Life Certificate (Jeevan 

Pramaan): 

• Biometric-enabled certification for 

pensioners, reducing the need for 

physical visits 

8. Third-Party Product Referrals: 

• Insurance: Term, accident, motor, and 

health insurance 

• Loans: Gold loan, personal loan, 

home loan, Kisan Credit Card (KCC) 

• Mutual funds and other financial 

instruments through partnerships 

9. Aadhaar Services via CELC: 

• Child Aadhaar Enrolment 

• Mobile Number Updates in Aadhaar 

for improved DBT access 

IPPB represents a new era of inclusive 

banking by combining the trust of India Post 

with the efficiency of digital technology. It 

empowers every Indian—regardless of 

literacy, geography, or income—with access 

to modern banking tools. By offering safe, 

simple, and secure financial services, IPPB 

continues to be a critical pillar in India's 

Digital India and Financial Inclusion 

missions. 

1.7 LEARNING FROM INTERNSHIP 

The internship at India Post Payments Bank 

(IPPB) has been a highly enriching and 

transformative experience. It offered me a 

unique opportunity to understand the 

mechanics of payments banking, observe 

customer interaction in rural India, and 

participate in promoting digital financial 

services. This internship helped bridge the 

gap between academic knowledge and 

practical exposure in the field of banking and 

finance. 

1. Practical Understanding of Banking 

Services 

I gained hands-on exposure to the functioning 

of a payments bank, including account 

activation, mobile banking setup, doorstep 

banking services, and Aadhaar-enabled 

transactions. Working alongside IPPB 

officials and Gramin Dak Sevaks (GDS) 

helped me understand how basic banking is 

delivered in non-urban areas. 

2. Field-Level Customer Experience 

Interacting directly with customers in semi-

urban and rural areas allowed me to develop 

strong communication skills. I learned how to 

explain banking products to customers with 

varying levels of literacy, help them 
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understand digital tools, and resolve basic 

grievances effectively. 

3. Use of Digital Tools in Financial 

Services 

I became proficient in using the IPPB mobile 

app, Aadhaar authentication systems, and 

handheld micro-ATM devices. These tools 

are essential in delivering real-time services 

to customers at their doorstep and represent 

the future of banking in rural India. 

4. Contribution to Financial Inclusion 

The internship deepened my understanding of 

the role of IPPB in implementing government 

schemes like DBT (Direct Benefit Transfer), 

Digital India, and Jan Dhan Yojana. I 

realized how last-mile connectivity provided 

by the postal network plays a crucial role in 

bringing financial services to the 

underserved. 

5. Marketing and Awareness Campaigns 

I was involved in awareness drives, product 

promotion, and customer activation 

campaigns at IPPB access points. These 

activities improved my ability to market 

financial products, perform field surveys, and 

analyze customer needs based on location 

and lifestyle. 

Key Learnings 

• Financial Inclusion in Action: 

Firsthand understanding of how rural 

customers are integrated into the 

digital banking ecosystem. 

• Tech-Driven Banking: Practical 

exposure to Aadhaar-enabled 

payments, virtual debit cards, and 

mobile banking solutions. 

• Grievance Handling: Learned to 

identify, escalate, and resolve 

customer concerns, improving 

problem-solving abilities. 

• Field Communication: Developed 

the skill to communicate financial 

concepts in a simple and regional 

context. 

• Team Collaboration: Understood the 

importance of working with post 

office staff, agents, and IPPB 

managers to coordinate efforts 

efficiently. 

• Customer-Centric Mindset: 

Emphasized empathy, trust-building, 

and the importance of customized 

banking solutions for each 

demographic. 

This internship not only strengthened my 

technical and interpersonal skills but also 

gave me deep insights into inclusive banking 

models. It taught me how technology, human 

touch, and government policy can work 

together to transform the lives of millions. 

These learnings will continue to shape my 

understanding as a future finance 

professional aspiring to create social and 

economic impact. 

1.8 CONCEPTUAL KNOWLEDGE 

1. Financial Management 

Concept: Payments Bank 

• In Financial Management, I studied 

that a Payments Bank is a specialized 

banking model introduced by the RBI 
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in 2014 with the objective of 

promoting financial inclusion. 

• Unlike commercial banks, Payments 

Banks: 

➢ Accept deposits up to ₹2 lakh 

per account. 

➢ Provide remittance & bill 

payment services. 

➢ Act as distributors for 

insurance & mutual funds. 

➢ Cannot lend money or issue 

credit cards. 

• Example (India): India Post Payments 

Bank (IPPB), Paytm Payments Bank, 

Airtel Payments Bank. 

2. Management of Information Systems 

(MIS) 

Concept: Digital Banking 

• In MIS, I studied that Digital Banking 

is the application of IT in financial 

services where transactions are 

performed via mobile apps, internet 

banking, UPI, and AePS. 

• Advantages: 24×7 availability, cost 

reduction, faster services, 

convenience. 

• Challenges: Cybersecurity threats, 

lack of digital literacy, technical 

glitches. 

• Example (India): IPPB Mobile App, 

BHIM UPI, SBI YONO. 

3. Business Environment & Policy 

Concept: Financial Inclusion 

• In Business Environment, I studied 

that Financial Inclusion means 

providing affordable financial 

services to all sections of society, 

especially the poor and underserved. 

• Objectives: 

➢ Promote savings and reduce 

poverty. 

➢ Enable money transfers and 

credit access. 

➢ Deliver govt. subsidies via 

Direct Benefit Transfer 

(DBT). 

➢ Provide social security 

through insurance & pensions. 

• Government Schemes: Jan Dhan 

Yojana, Digital India, Aadhaar-

enabled DBT. 

4. Marketing Management 

Concept: Doorstep Banking (Service 

Marketing) 

• In Marketing Management, I studied 

the role of service delivery and 

customer experience. 

• Doorstep Banking is an example 

where services (account opening, cash 

deposit/withdrawal, bill payments) are 

delivered at the customer’s home. 

• Example (India): IPPB uses Gramin 

Dak Sevaks & postmen to provide 

banking access in rural villages. 

5. Technology & Innovation Management 
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Concept: Role of Technology in Banking 

• In Technology & Innovation 

Management, I studied how 

technological innovations transform 

industries. 

• In banking, innovations include: 

➢ Micro-ATMs & biometric 

devices 

➢ QR code-based payments 

➢ Virtual debit cards 

➢ UPI-based real-time transfers 

• Example (India): IPPB integrating 

Aadhaar-enabled payment system 

with postal network. 

2. REVIEW OF LITERATURE 

Ministry of Communications (2024). The 

Ministry of Communications highlighted 

IPPB’s journey in its five-year whitepaper, 

emphasizing the success of leveraging the 

vast postal network to serve more than 12 

crore customers. The report praised IPPB’s 

efficiency in delivering Direct Benefit 

Transfers (DBT) and doorstep banking, 

making it a strong pillar of financial 

inclusion. However, it also pointed out the 

need for greater collaboration with NBFCs 

and strengthening digital infrastructure. This 

study is highly relevant as it shows the 

government’s perspective on IPPB’s 

achievements and challenges. It also provides 

a roadmap for future partnerships to enhance 

rural banking reach and efficiency. 

Rajan and Sengupta (2024). Rajan and 

Sengupta focused on the role of IPPB in 

bridging the gender divide in banking. Their 

study found that services like the QR card 

and mobile app empowered rural women by 

giving them control over small financial 

transactions. However, adoption remained 

limited due to lack of awareness, digital 

illiteracy, and social barriers. The authors 

recommended women-targeted financial 

literacy campaigns and awareness drives. 

This literature is significant as it shows the 

social empowerment aspect of IPPB and 

highlights how inclusivity can be improved 

further by addressing gender-specific 

barriers. 

Kumar and Sinha (2023). Kumar and Sinha 

explored the infrastructure challenges in rural 

IPPB operations. Their study reported 

frequent electricity outages and poor internet 

connectivity in villages, which affect the 

reliability of digital banking. They 

recommended the use of solar-powered 

devices and offline transaction systems to 

overcome these barriers. This work is 

important because it emphasizes that physical 

and digital infrastructure are equally critical 

for financial inclusion. The findings 

underline that without strong backend 

systems, even innovative models like IPPB 

can face service delivery problems. 

Sharma and Tiwari (2023). Sharma and 

Tiwari conducted a study on the usability of 

IPPB’s mobile application. They found that 

while the app offered comprehensive 

features, older and less literate users found it 

difficult to navigate. Poor user interface and 

lack of local language support were major 

barriers. The authors suggested introducing 

regional language options and guided 
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tutorials. This study is highly relevant to 

customer experience because it highlights 

how digital design impacts service adoption. 

It connects technology usability with 

financial inclusion goals. 

Gupta and Bhattacharya (2023). Gupta and 

Bhattacharya studied the motivation levels of 

IPPB employees and agents, particularly 

Gramin Dak Sevaks. They found widespread 

dissatisfaction due to low incentives and 

heavy workload. This affected the quality of 

customer service and delivery of digital 

banking solutions. The authors recommended 

better recognition programs, higher 

incentives, and regular upskilling of agents. 

This study is important because IPPB’s 

model is agent-driven, and without motivated 

frontline workers, the bank cannot maintain 

customer satisfaction or expand effectively. 

Goel and Jain (2023). Goel and Jain 

analysed transaction trends in payments 

banks with a focus on regional variations. 

Their study showed that customer activity 

often fluctuates with harvest cycles, festivals, 

and local economic patterns. The research 

emphasized that banks like IPPB need to 

adopt personalized customer communication 

strategies aligned with seasonal behaviour. 

This finding is crucial because it links 

cultural and economic cycles with financial 

service usage. It suggests that designing 

products and campaigns around rural life 

patterns can enhance adoption rates. 

Chatterjee and Roy (2022). Chatterjee and 

Roy focused on the cybersecurity risks in 

payments banks. They highlighted that rural 

users are highly vulnerable to fraud due to 

low awareness of digital safety. The authors 

recommended fraud alerts in regional 

languages and cybersecurity training for 

agents. This study is important as it brings 

attention to the safety and trust dimension of 

digital banking. Without secure systems, 

even financially included customers may lose 

confidence in digital services. 

Bharti and Kapoor (2022). Bharti and 

Kapoor studied the impact of IPPB’s services 

on empowering rural women. They found 

that doorstep banking helped women gain 

financial control and independence, 

especially in households where mobility was 

restricted. However, barriers like low mobile 

literacy and poor awareness of financial 

products limited full utilization. The authors 

suggested designing women-focused 

products and targeted awareness campaigns. 

This literature highlights the social dimension 

of financial inclusion, where banking services 

can enhance gender equality and 

empowerment in rural India. 

Maheshwari and Kumar (2022). 

Maheshwari and Kumar evaluated IPPB’s 

doorstep banking model. They acknowledged 

its success in providing convenience and 

accessibility to rural households. However, 

logistical challenges like delayed service, 

lack of real-time tracking, and limited 

feedback mechanisms reduced its efficiency. 

The study recommended introducing real-

time tracking systems, grievance redressal, 

and customer feedback loops. This work is 

important because it evaluates the strengths 

and operational weaknesses of doorstep 

banking, which is one of IPPB’s most 

distinctive offerings in the rural market. 
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Iyer and Dasgupta (2021). Iyer and 

Dasgupta analysed the regulatory framework 

of payments banks in India. They argued that 

restrictions on lending and credit services 

limited the growth and profitability of IPPB. 

The study suggested co-lending models with 

NBFCs under RBI oversight to expand 

financial products while maintaining 

compliance. This work is significant because 

it directly addresses the sustainability of the 

payments bank model. It connects regulation, 

profitability, and innovation, showing that 

long-term viability requires policy reforms 

along with operational improvements. 

Singh and Mehta (2021). Singh and Mehta 

conducted a case study on IPPB’s impact on 

rural households. They found that the bank 

improved access to pensions, subsidies, and 

savings facilities. However, many customers 

underutilized available services due to lack of 

understanding. The authors recommended 

community-level awareness sessions to 

educate users about the full range of 

offerings. This study is important because it 

highlights the gap between service 

availability and service adoption. It reinforces 

the idea that customer awareness is as critical 

as product design for financial inclusion. 

Agarwal and Reddy (2020). Agarwal and 

Reddy analysed the business model of IPPB. 

They observed that leveraging the existing 

postal network significantly reduced 

customer acquisition costs. However, 

profitability remained a concern due to 

regulatory restrictions and limited product 

diversification. The authors suggested that 

expanding third-party products like insurance 

and pensions could help generate additional 

revenue. This study is valuable because it 

focuses on the economic sustainability of 

IPPB. It shows that while the social mission 

is clear, financial viability is equally 

necessary for long-term growth. 

Sharma and Ghosh (2020). Sharma and 

Ghosh evaluated the performance of 

payments banks in India with a focus on 

IPPB. Their study appreciated the bank’s 

ability to reach rural households effectively. 

However, they identified weaknesses such as 

slow transaction speed, poor awareness 

campaigns, and inconsistent customer 

service. The authors recommended stronger 

outreach programs and system improvements 

to enhance service delivery. This literature is 

significant because it provides a 

performance-based assessment, balancing 

IPPB’s achievements with areas that require 

urgent attention for scalability. 

2.1 RESEARCH GAPS 

Despite considerable progress made by India 

Post Payments Bank (IPPB) in extending 

digital banking and financial inclusion across 

rural India, a number of research gaps persist 

in both academic literature and 

government/industry reports. These gaps 

highlight areas that require further 

investigation and strategic attention: 

1. Limited Research on Long-Term 

Customer Experience 

Most existing studies focus on the initial 

onboarding of customers and awareness 

campaigns. However, there is insufficient 

research on the long-term Experience, 

retention, and repeat usage of digital banking 

services by rural users. Understanding why 
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customers discontinue using IPPB services 

after initial enrolment remains a critical gap. 

2. Underexplored Impact of Agent 

Motivation on Service Delivery 

The role of Gramin Dak Sevaks (GDS) and 

other postal agents is central to IPPB’s 

model, yet their job satisfaction, digital skills, 

and motivation are underexplored in 

academic studies. Low morale and 

inadequate training can negatively impact 

customer experience, but this link is rarely 

quantified or studied in depth. 

3. Inadequate Study on Regional 

Variations in App Usability 

Although mobile app usability has been 

mentioned, there's limited research on how 

language barriers, literacy levels, and 

regional tech familiarity affect IPPB app 

adoption. Customized app design strategies 

for linguistically diverse populations are not 

well-researched. 

4. Insufficient Analysis of Cybersecurity 

Awareness in Rural Banking 

With rising cases of cyber fraud in rural 

areas, there is a need for empirical research 

on the cybersecurity literacy of IPPB’s target 

users. Most studies recommend security 

enhancements, but few assess the actual 

awareness levels of end-users or the 

effectiveness of fraud-prevention training. 

5. Gaps in Understanding Seasonal 

Banking Behaviour 

One study observed seasonal variations in 

IPPB transactions (linked to festivals or 

harvest cycles), but this area remains largely 

uninvestigated. Understanding income-driven 

behavioral trends can improve targeted 

service delivery and communication 

strategies. 

6. Lack of Field-Level Evaluation of 

Digital Literacy Campaigns 

While campaigns have been conducted to 

improve digital financial literacy, there is a 

lack of impact assessment studies that 

measure whether these initiatives lead to 

sustained behavioural change or increased 

service adoption. 

7. Minimal Research on Integration with 

Other Financial Institutions 

There is limited academic discourse on 

IPPB's collaborations with insurance 

providers, NBFCs, and MFIs (Micro Finance 

Institutions). Research is needed on how such 

integrations affect financial inclusion, service 

delivery, and customer satisfaction in rural 

areas. 

8. Unexplored Potential of AI in Customer 

Support for Rural Users 

Despite recommendations by consulting 

firms like Deloitte, there is almost no 

research on the use of AI-based support tools 

(such as chatbots in local languages) within 

IPPB’s ecosystem to address rural banking 

queries and complaints. 

9. Lack of Customer-Centric Product 

Development Studies 

Very few studies investigate whether IPPB’s 

financial products (like insurance, pensions, 

or savings accounts) are actually aligned with 

customer needs, preferences, and income 
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patterns in rural India. More user-centric 

product design research is required. 

While IPPB has achieved considerable 

milestones in extending banking to 

underserved areas, filling these research gaps 

can significantly improve its effectiveness, 

sustainability, and customer satisfaction. 

Future studies must adopt a bottom-up 

approach, incorporating user feedback, 

regional nuances, and technology insights to 

better evaluate and shape the bank’s long-

term impact. 

2.2 RATIONALE OF THE STUDY 

The rationale behind conducting this study 

lies in the growing need to understand the 

real-world effectiveness of IPPB’s services. 

While government whitepapers and third-

party reports highlight its infrastructural 

expansion and onboarding milestones, less 

attention has been given to user experiences, 

service adoption patterns, and barriers to 

digital Experience on the ground. 

Key Reasons Behind the Study: 

1. Assessing Customer Experience: 

There is a need to analyze how rural 

customers perceive IPPB’s digital 

banking solutions such as the QR card, 

mobile banking app, and Aadhaar-

enabled services. Their experience 

directly impacts customer retention 

and the overall success of financial 

inclusion initiatives. 

2. Understanding Gaps in Digital 

Literacy: Despite the availability of 

mobile banking and doorstep services, 

low digital literacy continues to be a 

hurdle in rural India. This study aims 

to assess how this factor influences the 

uptake and trust in IPPB’s services. 

3. Evaluating the Role of IPPB Agents: 

The bank’s field agents, primarily 

Gramin Dak Sevaks (GDS) and postal 

employees, are the key touchpoints for 

customer interaction. Their 

knowledge, training level, and attitude 

significantly affect service delivery, 

which needs closer evaluation. 

4. Measuring Service Utilization vs. 

Availability: Although IPPB offers a 

range of services including savings 

accounts, bill payments, insurance, and 

remittances, the actual utilization rate 

of these services by customers remains 

uncertain. Identifying this gap can help 

optimize product strategies. 

5. Policy and Strategic Relevance: The 

study has relevance for policymakers, 

financial regulators, and bank 

management, as it can offer insights 

into the operational challenges, 

customer behaviour, and areas for 

innovation in rural banking. 

6. Aligning with National Goals: This 

study contributes to larger goals such 

as the Digital India Mission, Pradhan 

Mantri Jan Dhan Yojana (PMJDY), 

and the Reserve Bank of India’s 

agenda on financial inclusion, by 

providing ground-level insights from a 

rural banking model. 

3. RESEARCH OBJECTIVE 

• To examine the banking usage and 

awareness among the customers of 

Indian Post Payments Bank (IPPB). 
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• To examine customer experience with 

the digital banking services offered at 

Indian Post Payment Bank (IPPB). 

• To identify the key challenges faced 

by rural customers in adopting and 

using Indian Post Payments Bank 

(IPPB) digital platforms. 

• To examine the relation between the 

level of customer experience and the 

usage of digital banking services at 

India Post Payments Bank (IPPB). 

 

4.  RESEARCH HYPOTHESIS 

To test the relationship between customer 

satisfaction and adoption of digital banking 

services at IPPB, the following hypothesis is 

proposed: 

• Null Hypothesis (H₀): There is no 

significant relationship between 

customer satisfaction and the usage of 

digital banking services at India Post 

Payments Bank (IPPB). 

• Hypothesis (H₁): There is a 

significant relationship between the 

level of customer satisfaction and the 

usage of digital banking services at 

India Post Payments Bank (IPPB). 

5. RESEARCH DESIGN 

The present study adopts a descriptive and 

exploratory research design to understand the 

patterns of digital banking usage and 

customer Experience at IPPB. 

• Descriptive in nature, as it aims to 

gather detailed insights into customer 

behavior, satisfaction, and challenges. 

• Explanatory in nature, as it examines 

the cause-and-effect relationship 

between digital banking usage and 

customer satisfaction at IPPB. 

6. SAMPLING DETAILS 

To effectively study customer Experience 

and the adoption of digital banking services 

at India Post Payments Bank (IPPB), a 

structured sampling strategy was adopted. 

The details are as follows: 

Population: 

The target population includes: 

• Existing customers of IPPB in rural 

and semi-urban areas, 

• Gramin Dak Sevaks (GDS) and postal 

agents associated with digital service 

delivery. 

These individuals represent the broader user 

base who interact regularly with IPPB’s 

services such as QR cards, Aadhaar-enabled 

payments, mobile banking apps, and doorstep 

banking. 

Sample: 

The sample consists of: 

• IPPB account holders (individual 

customers), 

• Field agents who directly facilitate 

digital banking transactions. 

The sample represents users with diverse 

demographics in terms of age, gender, 

education level, and technological literacy. 

Sampling Technique: 

• Convenience Sampling was used due 

to time and resource constraints. 
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• Respondents were selected based on 

their availability, willingness, and 

relevance to the objectives of the 

study. 

• Customers approached at post offices 

and doorstep service beneficiaries 

were included. 

Sample Size: 

A total of 150 respondents were targeted, 

including: 

• IPPB customers 

• field agents (Gramin Dak 

Sevaks/postal employees) 

This sample size was deemed adequate for 

gaining preliminary insights and drawing 

descriptive conclusions regarding customer 

satisfaction, service usage, and digital 

literacy. 

VARIABLE IDENTIFICATION AND 

OPERATIONALIZATION 

Variable Name 
Measurement 

Questions 

Banking Usage 

and Awareness 

- How familiar are you 

with the financial 

services provided by 

IPPB? 

- Do you think IPPB 

provides easy access to 

banking for rural and 

semi-urban areas? 

Variable Name 
Measurement 

Questions 

Customer 

Experience with 

the Digital 

Banking Services 

- How satisfied are you 

with the overall quality 

of IPPB services? 

- Are you satisfied with 

IPPB’s doorstep banking 

services? 

- Do you trust IPPB for 

secure and transparent 

transactions? 

- Do you believe IPPB 

has contributed to 

improving financial 

inclusion in your 

locality? 

- Would you recommend 

IPPB services to others 

based on your 

experience? 

Rural Customers 

in Adopting and 

Using IPPB 

Digital Platforms. 

- Have you faced any 

technical issues using 

IPPB digital services 

(app or website)? 

- How easy is it to 

understand and navigate 

IPPB’s mobile 

app/website? 

 

7. DATA COLLECTION 

• Primary Data Collection: Structured 

questionnaires and interviews were 

used to collect data from IPPB 
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customers and field agents (e.g., 

Gramin Dak Sevaks). 

• Secondary Data Sources: Reports 

from RBI, Ministry of 

Communications, research journals, 

IPPB whitepapers, and industry 

publications were referred to for 

background and literature review. 

 

 

8. TIME PERIOD OF THE STUDY 

The research was conducted over a span of 

six weeks during the summer internship, 

from last week of June 2025 to first week of 

August 2025. This duration was sufficient for 

data collection, analysis, and review. 

9. DATA ANALYSIS TOOLS AND 

TECHNIQUES 

Tools Used: 

After collecting data, it is essential to process 

and analyze it effectively to extract 

meaningful insights. For this study, Microsoft 

Excel was used as the primary tool for 

analysis due to its simplicity and 

functionality. 

Techniques Applied: 

• Descriptive Statistics: Techniques 

like frequency distribution, percentage 

analysis, and mean values were used to 

summarize the data and identify 

trends. 

• Inferential Statistics: Correlation 

Analysis. 

• Visual Representation: Pie charts 

were created to visually represent key 

findings like awareness levels, 

satisfaction scores, and usage 

frequency. 

10. DATA ANALYSIS 

Section A: Demographic Profile 

Question 1: Age Group 

 

Descriptive Statistics: 

Age Group Count Percentage 

Below 20 31 20.67% 

21–30 30 20.00% 

31–40 22 14.67% 

41–50 34 22.67% 

Above 50 33 22.00% 

 

 

Interpretation: 

• The highest participation comes from 

the 41–50 (22.67%) and Above 50 

(22%) age groups, indicating strong 

involvement from middle-aged and 

senior individuals. 
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• Youth participation (Below 20 and 21–

30) is also significant at around 20% 

each. 

• The 31–40 segment is the least 

represented (14.67%), suggesting a 

gap in middle-age working 

professionals or families. 

 

 

Question 2: Occupation 

 

Descriptive Statistics: 

Occupation Count Percentage 

Others 50 33.33% 

Retired 40 26.67% 

Student 30 20.0% 

Service 

(Private/Government) 

20 13.33% 

Business 10 6.67% 

 

Interpretation: 

• The Others category leads with 

33.33%, likely covering homemakers, 

freelancers, or informal workers, 

aligning well with IPPB’s rural and 

semi-urban outreach. 

• Retired individuals (26.67%) form a 

large user base, possibly due to 

pension access and trust in the postal 

network. 

• Students (20%) reflect growing 

interest among the youth in financial 

services. 

• Service holders (13.33%) and Business 

professionals (6.67%) show relatively 

lower Experience, suggesting IPPB 

may be underused in formal and 

entrepreneurial sectors. 

Section B: Banking Usage & Awareness 

Question 3: How familiar are you with the 

financial services provided by IPPB? 

 

Descriptive Statistics: 

Familiarity 

Level 

Number of 

Respondents 

Percentage 

(%) 

Very 

Familiar 

28 18.67% 

Somewhat 

Familiar 

40 26.67% 
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Neutral 32 21.33% 

Slightly 

Familiar 

25 16.67% 

Not Familiar 25 16.67% 

Interpretation: 

• Somewhat Familiar (26.67%) leads, 

meaning respondents have partial 

awareness of IPPB services. 

• Neutral (21.33%), Slightly Familiar, 

and Not Familiar (both 16.67%) 

together show that over 54% of 

respondents are not deeply familiar. 

• 18.67% are Very Familiar, which 

shows limited in-depth understanding 

among the population. 

Question 4: Do you think IPPB provides 

easy access to banking for rural and semi-

urban areas

 

Descriptive Statistics: 

Response Number of 

Respondents 

Percentage 

(%) 

Strongly 

Agree 

65 43.33% 

Agree 50 33.33% 

Neutral 20 13.33% 

Disagree 10 6.67% 

Strongly 

Disagree 

5 3.33% 

 

Interpretation: 

• A strong majority (76.66%) of 

respondents either Strongly Agree or 

Agree that IPPB provides easy access 

to banking. 

• Only 10% expressed disagreement 

(Disagree + Strongly Disagree). 

• Neutral responses (13.33%) suggest a 

few users are unsure or haven't used 

IPPB enough to judge. 

Section C: Customer Satisfaction 

Question 5: How satisfied are you with the 

overall quality of IPPB services? 

 

Descriptive Statistics: 

Response Number of 

Respondents 

Percentage 

(%) 

Highly 

Satisfied 

45 30.0% 



 
    

 

Jagannath University Research Journal (JURJ)    Volume No. VI , Issue No.II, Nov., 2025, ISSN: 2582-6263 
 

Copyright © JURJ 
https://www.jagannathuniversity.org/ Page 114 

 
 

Satisfied 55 36.67% 

Neutral 25 16.67% 

Dissatisfied 15 10.0% 

Highly 

Dissatisfied 

10 6.67% 

 

Interpretation: 

• A large majority (66.67%) are either 

Satisfied or Highly Satisfied, reflecting 

strong customer approval. 

• Neutral responses (16.67%) suggest 

some uncertainty or limited 

interaction. 

• Around 16.67% expressed 

dissatisfaction, pointing to areas where 

service delivery may need 

improvement. 

Question 6: Are you satisfied with IPPB’s 

doorstep banking services? 

 

Descriptive Statistics: 

Response Number of 

Respondents 

Percentage 

(%) 

Highly 40 26.67% 

Satisfied 

Satisfied 50 33.33% 

Neutral 30 20.0% 

Dissatisfied 10 6.67% 

Not Used 20 13.33% 

 

Interpretation: 

• A total of 60% (Highly Satisfied + 

Satisfied) respondents are happy with 

IPPB's doorstep services. 

• Neutral feedback (20%) shows room 

for clarity or service improvement. 

• 13.33% have not used the service, 

suggesting a need for awareness and 

promotion. 

• A small 6.67% were dissatisfied, 

indicating minor service gaps. 

Question 7: Do you trust IPPB for secure 

and transparent transactions? 

 

 

Descriptive Statistics: 

Response Number of 

Respondents 

Percentage 

(%) 

Strongly 60 40.0% 
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Agree 

Agree 55 36.67% 

Neutral 20 13.33% 

Disagree 10 6.67% 

Strongly 

Disagree 

5 3.33% 

Interpretation: 

• A combined 76.67% (Strongly Agree + 

Agree) of respondents trust IPPB for 

secure and transparent transactions. 

• Neutral responses (13.33%) indicate 

some users are unsure possibly new or 

occasional users. 

• Only a small segment (10%) expressed 

lack of trust, pointing to potential 

concerns that may need addressing. 

Section D: Digital Banking & Technology 

Awareness 

Question 8: Have you faced any technical 

issues using IPPB digital services (app or 

website)? 

 

Descriptive Statistics: 

Response Number of 

Respondents 

Percentage 

(%) 

Frequently 35 23.33% 

Sometimes 60 40.0% 

Rarely 40 26.67% 

Never 15 10.0% 

 

Interpretation: 

• A majority (63.33%) of respondents 

face technical issues either frequently 

or sometimes, confirming that glitches, 

app crashes, or delays are common. 

• Only 10% say they have never faced 

issues, indicating there's serious scope 

for technical enhancement. 

• Even the rarely (26.67%) group still 

confirms occasional trouble, 

reinforcing the need for stable digital 

infrastructure, especially in rural 

networks. 

Question 9: How easy is it to understand and 

navigate IPPB’s mobile app/website? 

 

Descriptive Statistics: 

Response Number of 

Respondents 

Percentage 

(%) 
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Very Easy 30 20.0% 

Easy 45 30.0% 

Neutral 25 16.67% 

Difficult 35 23.33% 

Very 

Difficult 

15 10.0% 

Interpretation: 

• 50% (Very Easy + Easy) of 

respondents find the app user-friendly 

to some extent. 

• However, 33.33% (Difficult + Very 

Difficult) face usability issues, 

indicating a need for simplified design 

and language options. 

• Neutral users (16.67%) may not have 

used it much or feel indifferent. 

 

Section E: Impact & Recommendations 

Question 10: Do you believe IPPB has 

contributed to improving financial inclusion 

in your locality? 

 

Descriptive Statistics: 

Response Number of Percentage 

Respondents (%) 

Strongly 

Agree 

55 36.67% 

Agree 60 40.0% 

Neutral 20 13.33% 

Disagree 10 6.67% 

Strongly 

Disagree 

5 3.33% 

 

Interpretation: 

• A strong 76.67% of respondents 

believe IPPB has positively impacted 

financial inclusion in their area. 

• Only 10% expressed disagreement, 

showing that negative perception is 

very limited. 

• Neutral responses (13.33%) may 

reflect limited personal use or lack of 

awareness. 

Question 11: Would you recommend IPPB 

services to others based on your experience? 

 

 

Descriptive Statistics: 

Response Number of Percentage 
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Respondents (%) 

Definitely 60 40.0% 

Probably 45 30.0% 

Not Sure 25 16.67% 

Probably 

Not 

10 6.67% 

Definitely 

Not 

10 6.67% 

 

Interpretation: 

• A large portion (70%) of respondents 

would definitely or probably 

recommend IPPB to others, indicating 

strong advocacy. 

• 16.67% are uncertain, showing a 

moderate number still need 

convincing. 

• Only 13.34% fall into the negative 

response category, which is relatively 

low. 

11. CONCLUSION OF THE STUDY 

This study was conducted to assess the 

overall performance, awareness, usage, and 

satisfaction levels of customers with India 

Post Payments Bank (IPPB), particularly in 

rural and semi-urban areas. Through a 

structured questionnaire administered to 150 

respondents, the research aimed to evaluate 

how effectively IPPB is delivering on its 

mission to promote financial inclusion 

through digital and doorstep banking. 

The findings clearly show that IPPB has been 

successful in reaching the underserved 

population. A significant portion of 

respondents are aware of IPPB's services and 

actively use them. Services like money 

transfer, savings account, Direct Benefit 

Transfer (DBT), and especially doorstep 

banking have been well received. IPPB's 

unique delivery model through postmen and 

Gramin Dak Sevaks has bridged the gap for 

many people who otherwise had little or no 

access to traditional banking. 

Moreover, respondents expressed satisfaction 

with the convenience of conducting basic 

transactions without having to visit a distant 

bank branch. This aspect has made IPPB a 

truly inclusive solution. Its alignment with 

India's Digital India initiative and financial 

inclusion goals has shown how government-

backed services, when implemented 

thoughtfully, can transform lives. 

However, while the core mission of financial 

access has largely been fulfilled, there are 

areas for improvement. Technical issues with 

the mobile app and website, limited 

awareness about all available services, and 

occasional dissatisfaction with staff behavior 

were reported. These areas, if addressed, can 

further elevate IPPB's performance and reach. 

It is also notable that many users depend on 

IPPB primarily for a few key services like 

cash deposits, withdrawals, and DBT-related 

benefits. The underutilization of services like 

bill payments, insurance, and investment 

products indicates the need for more 

awareness campaigns and simplified 

onboarding processes. 

In summary, the study concludes that IPPB is 

a transformative initiative that has laid a 

strong foundation for inclusive banking. With 

focused improvements in digital literacy, 

service quality, and awareness, IPPB can 

enhance its impact significantly in the 
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coming years. Its low-cost, high-reach model 

has the potential to inspire other institutions 

and can serve as a template for inclusive 

financial systems worldwide. 

THEORETICAL, PRACTICAL, 

SOCIETAL, AND BUSINESS 

IMPLICATIONS 

Theoretical Implications: From an 

academic viewpoint, this study contributes to 

the limited body of literature on payments 

banks in India. It explores customer 

perception, usage behavior, and satisfaction 

in the context of a public sector-led banking 

initiative. The findings offer insights into the 

success and shortcomings of the hybrid 

banking model combining digital 

infrastructure with human touchpoints. The 

data can be useful for future research on 

digital banking, rural finance, and 

government-backed financial programs. 

It also opens discussions on the psychological 

and behavioral aspects of banking adoption in 

non-urban areas. The gap between service 

availability and usage highlights the 

importance of trust, familiarity, and local 

language accessibility in driving adoption. 

Practical Implications: For policymakers 

and IPPB officials, the research provides 

practical recommendations. These include the 

need to: 

• Improve app usability and fix 

technical glitches. 

• Expand awareness campaigns to 

educate users about the full range of 

services offered. 

• Provide additional training to postal 

banking agents. 

• Strengthen customer support and 

grievance redressal systems. 

• Simplify processes for enrolling in 

secondary services like insurance and 

pensions. 

• Implementing these suggestions can 

improve the customer experience and 

encourage greater adoption. 

Furthermore, involving local 

communities and self-help groups in 

spreading awareness could create a 

bottom-up approach to digital finance. 

Societal Implications: The societal impact of 

IPPB is evident in the way it has brought 

banking to the doorstep of the common man. 

This is especially valuable in rural areas, 

where traditional banks are scarce. Women, 

senior citizens, and low-income individuals 

now have better control over their finances. 

This contributes to overall empowerment and 

social equity. Moreover, the delivery of 

welfare schemes through IPPB ensures 

transparency and minimizes leakages. 

IPPB also contributes to the larger goal of 

reducing financial inequality. By offering 

zero-balance accounts and low-cost services, 

it ensures that economic disparity does not 

become a barrier to access. The 

empowerment of marginalized sections of 

society through financial inclusion is a 

cornerstone of sustainable development. 

Business Implications: For the broader 

financial industry, IPPB serves as a model for 

how to serve last-mile customers. The trust 

people place in postmen and the convenience 

of home services are unique selling points. 

Private banks and fintech startups can learn 

from this approach. IPPB itself can expand 
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by offering more products like micro-loans, 

micro-insurance, and pension schemes, 

thereby increasing revenue while staying true 

to its mission. 

There is also potential for IPPB to partner 

with regional institutions to create a 

decentralized but efficient financial 

ecosystem. By adopting technologies like AI-

based chatbots and localized apps, IPPB can 

deliver a high-tech experience even in low-

resource settings. 

 

12. LIMITATIONS OF THE STUDY 

While the study offers useful insights, it is 

important to acknowledge its limitations: 

• Sample Size: The study is based on 

150 respondents, which may not be 

representative of the entire customer 

base of IPPB across India. 

• Geographical Limitation: Most data 

was collected from rural and semi-

urban areas. Urban user behavior and 

feedback might vary significantly. 

• Time Constraint: The study was 

conducted over a short time frame. 

Seasonal variations and changes in 

government schemes were not 

captured. 

• Self-Reporting Bias: As the data is 

based on a questionnaire, responses 

may be subject to bias. Some 

participants may have given socially 

desirable answers. 

• Focus on Perception: The study 

primarily measures customer 

perception rather than hard metrics 

like transaction volume, account 

balance, or retention rates. 

• Lack of longitudinal data: The 

research provides a snapshot but does 

not track changes over time, which 

could help in understanding long-term 

trends and the sustainability of user 

Experience. 

• No cross-comparison with other 

banks: The research lacks a 

benchmark comparison with private 

sector or cooperative banks that 

operate in similar regions. 

Despite these limitations, the study provides 

a foundational understanding that can inform 

future research and policy development. 

13. FUTURE SCOPE OF THE STUDY 

There are several directions in which this 

research can be extended: 

• Expanded Geographical Reach: 

Future studies can include respondents 

from urban areas and different states to 

provide a more comprehensive 

national picture. 

• Comparative Studies: A comparative 

analysis between IPPB and other 

payments banks like Airtel Payments 

Bank or Paytm Payments Bank can 

reveal industry-wide trends and best 

practices. 

• Agent-Centric Studies: Future 

research can focus on postal agents 

and Gramin Dak Sevaks who deliver 

IPPB services. Their challenges, 

motivation, and effectiveness can offer 

deeper insights. 
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• Scheme Impact Evaluation: Studies 

can assess how effectively IPPB 

facilitates the delivery of schemes like 

MNREGA, PM-KISAN, and old-age 

pensions. 

• Technology Adoption Research: 

With the rise in smartphone usage, 

further studies can investigate barriers 

to digital adoption such as low literacy, 

language barriers, and poor internet 

connectivity. 

• Behavioral Research: Studies can 

map the customer journey from 

account opening to active usage and 

recommend interventions to reduce 

drop-off rates. 

• Impact Assessment Over Time: 

Longitudinal studies can track the 

same respondents over years to 

measure how IPPB has improved their 

financial well-being. 

• Data Analytics and Performance 

Metrics: Future research can 

collaborate with IPPB to analyze 

operational data like frequency of 

transactions, service complaints, and 

conversion rates for various schemes. 

• Policy Review: The study could be 

extended to understand how regulatory 

changes or government incentives 

influence IPPB’s adoption and usage. 

• Sustainability Studies: Exploring 

how environmentally sustainable 

IPPB’s delivery model is, especially 

given the use of digital infrastructure 

and physical logistics. 

In conclusion, IPPB is a landmark initiative 

with great potential. This study has only 

scratched the surface. There is much to learn 

and explore about how banking can be made 

truly inclusive and customer-centric in India. 

With ongoing research and improvements, 

IPPB can become a global model for public 

sector-led financial innovation. 
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Question 2: Occupation: 

• Student 

• Service (Private/Government) 

• Business 

• Retired 

• Others (please specify): 

_____________ 

Section B: Banking Usage & Awareness 

Question 4: How familiar are you with the 

financial services provided by IPPB? 

• Very Familiar 

• Somewhat Familiar 

• Neutral 

• Slightly Familiar 

• Not Familiar 

Question 4: Do you think IPPB provides easy 

access to banking for rural and semi-urban 

areas? 

• Strongly Agree 

• Agree 

• Neutral 

• Disagree 

• Strongly Disagree 

Section C: Customer Experience 

Question 5: How satisfied are you with the 

overall quality of IPPB services? 

• Highly Satisfied 

• Satisfied 

• Neutral 

• Dissatisfied 

• Highly Dissatisfied 

Question 6: Are you satisfied with IPPB’s 

doorstep banking services? 

• Highly Satisfied 

• Satisfied 

• Neutral 

• Dissatisfied 

• Not Used 

Question 7: Do you trust IPPB for secure and 

transparent transactions? 

• Strongly Agree 

• Agree 

• Neutral 

• Disagree 

• Strongly Disagree 

Section D: Digital Banking & Technology 

Awareness  

Question 8: Have you faced any technical 

issues using IPPB digital services (app or 

website)? 

• Frequently 

• Sometimes 

• Rarely 

• Never 

Question 9: How easy is it to understand and 

navigate IPPB’s mobile app/website? 

• Very Easy 

• Easy 

• Neutral 

• Difficult 

• Very Difficult 

Section E: Impact & Recommendations 
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Question 10: Do you believe IPPB has 

contributed to improving financial inclusion 

in your locality? 

• Strongly Agree 

• Agree 

• Neutral 

• Disagree 

• Strongly Disagree 

Question 11: Would you recommend IPPB 

services to others based on your experience? 

• Definitely 

• probably 

• Not Sure 

• Probably Not 

• Definitely Not 

 


