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Abstract-- Financial Technology (FinTech) has transformed
the financial sector by providing innovative digital solutions
that improve accessibility, convenience, and affordability of
financial services. The rapid growth of digital payment systems,
mobile banking, and online financial platforms has
significantly contributed to financial inclusion in India. The
present study examines the role of FinTech in promoting
financial inclusion among customers in Bengaluru. Primary
data were collected from 100 respondents using a structured
questionnaire. The study focuses on the usage of FinTech
services, their impact on financial inclusion, customer
satisfaction, and challenges faced by users. The findings reveal
that FinTech has enhanced access to financial services and
increased customer convenience, though concerns relating to
cybersecurity and digital literacy remain.
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I. INTRODUCTION

Financial inclusion is the process of ensuring access to
affordable and appropriate financial products and services
for all sections of society. In recent years, technological
advancements have revolutionized the financial sector
through the emergence of Financial Technology (FinTech).
FinTech includes digital payment systems, mobile banking
applications, digital wallets, online lending platforms, and
other technology-driven financial services.

Indiahas witnessedremarkable growthin digital financial
transactions dueto initiatives such as Digital India, Jan Dhan
Yojana, Aadhaar integration, and the Unified Payments
Interface (UPI). These developments have enabled
individuals to access financial services more conveniently,
thereby reducing financial exclusion. FinTech has become
an important tool for improving banking accessibility,
promoting cashless transactions, and enhancing customer
experiences.

II. OBJECTIVES OF THE STUDY
1. To examine the usage of FinTech services among
customers.

2. To analyze the impact of FinTech on financial
inclusion.
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3. To assess customer satisfaction towards FinTech
services.

4. To identify challenges faced while using FinTech
services.

III. RESEARCH METHODOLOGY

The present study is descriptive in nature and was
conducted among customers in Bengaluru to examine the
role of FinTech in financial inclusion. Primary data were
collected from 100 respondents using a structured
questionnaire. The respondents were selected through the
convenience sampling technique. The collected data were
analyzed using percentage analysis to interpret the findings
and draw meaningful conclusions.

IV. Concept OF FINTECH

FinTech refers to the application of technology in
delivering financialservicesmore efficiently and effectively.
It includes digital payment systems, online banking, peer-to-
peer lending, robo-advisory services, blockchain technology,
and mobile financial applications.

FinTech companies utilize advanced technologies such as
artificial intelligence, big data analytics, cloud computing,
and blockchain to provide innovative solutions that enhance
customer experience and reduce operational costs.

V. ROLE OF FINTECH IN FINANCIAL INCLUSION

1. Expansion of Digital Payments

Digital payment platforms such as UPI, mobile wallets,
and QR-code-based payment systems have made financial
transactions convenient and accessible. These platforms
enable users to transfer funds instantly without visiting bank
branches.

2. Access to Banking Services

Mobile banking applications and digital banking
platforms allow customers to open accounts, transfer funds,
check balances, and access various financial services
remotely. This has significantly reduced geographical
barriers.



N 2

IJRDET

International Journal of Recent Development in Engineering and Technology
Website: www.ijrdet.com (ISSN 2347-6435 (Online) Volume 15, Issue 08, August 2026)

3. Financial Access for Rural Population

FinTech solutions have extended banking and payment
services to rural and underserved areas. Mobile phones and
internet connectivity have enabled people in remote
locations to participate in the formal financial system.

4. Easy Access to Credit

Digital lending platforms assess borrowers using
alternative data sources, making it easier for individuals and
small businesses with limited credit history to obtain loans.

5. Promotion of Financial Literacy

FinTech applications provide educational content,
budgeting tools, and financial planning servicesthatimprove
financial awareness and responsible financial behavior
among users.
6. Support for Women Entrepreneurs

Women entrepreneurs often face challenges in accessing
financial resources. FinTech platforms facilitate access to
digital payments, credit facilities, and savings products,
thereby promoting women's economic empowerment.

VI. BENEFITS OF FINTECH FOR FINANCIAL INCLUSION
o Increased accessibility to financial services.
e Reduced transaction costs.

e Faster and more secure financial transactions.

e Enhanced transparency and accountability.
o QGreater participation in the formal economy.

e Improved customer convenience and satisfaction.

VII. CHALLENGES OF FINTECH IN INDIA

Despite its benefits, several challenges remain:

1. Digital Divide
Limited internet connectivity and smartphone penetration
in certain regions hinder the adoption of FinTech services.

2. Cybersecurity Risks

Increasing digital transactions expose users to fraud, data
breaches, and cyber-attacks.
3. Lack of Financial Literacy

Many individuals are unaware of digital financial services
and their benefits, limiting effective utilization.

4. Regulatory Issues

Rapid technological advancements require continuous
regulatory updates to ensure consumer protection and
financial stability.

5. Trust and Security Concerns

Some users remain hesitant to adopt digital financial
services due to concerns regarding privacy and transaction
security.

VIII. ANALYSIS AND INTERPRETATION

Table 1: FinTech Services Used by Respondents

FinTech Service Respondents Percentage
UPI 45 45%
Mobile Banking 25 25%
Digital Wallets 15 15%
Internet Banking 10 10%
Online Lending Apps 5 5%

Total 100 100%

Interpretation:

The table indicates that UPI is the most widely used FinTech service among respondents (45%), followed by mobile banking
(25%). This demonstrates the increasing preference for convenient and instant digital payment systems.



Interpretation:

A significant majority (80%) ofrespondents believe that FinTech has improved their access to financial services. This indicates
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Table 2: Impact of FinTech on Financial Inclusion

Opinion Respondents Percentage
Highly Improved 38 38%
Improved 42 42%
Moderate Improvement 15 15%
No Improvement 5 5%
Total 100 100%

the positive role of digital financial technologies in promoting financial inclusion.

Interpretation:

The majority of respondents (80%) are satisfied or highly satisfied with FinTech services. This reflects the effectiveness and

Table 3: Satisfaction Level of Respondents

Satisfaction Level Respondents Percentage
Highly Satisfied 35 35%
Satisfied 45 45%
Neutral 12 12%
Dissatisfied 8 8%
Total 100 100%

convenience of digital financial platforms.

Table 4: Challenges Faced by Respondents

Challenge Respondents Percentage
Cybersecurity Concerns | 35 35%
Network Issues 25 25%

Lack of Digital Literacy | 20 20%
Technical Errors 12 12%

Lack of Trust 8 8%

Total 100 100%
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Interpretation:

Cybersecurity concerns represent the most significant
challenge faced by respondents (35%), followed by network
issues (25%). This suggests the need for stronger security
systems and improved digital infrastructure.

IX. FINDINGS OF THE STUDY

1. UPI is the most preferred FinTech service among
customers.

2. Mobile banking is the second most widely used digital
financial service.

3. Eighty percent of respondents believe that FinTech has
improved financial inclusion.

4. Most respondents are satisfied with the services
provided by FinTech platforms.

5. FinTech has increased convenience, accessibility, and
speed of financial transactions.

6. Cybersecurity concerns and network-related issues are
the major barriers to FinTech adoption.

7. Digital literacy continues to influence the effective
utilization of FinTech services.

X. SUGGESTIONS

1. Financial institutions should strengthen cybersecurity
measures to enhance customer trust.

2. Awareness programs should be conducted to educate
customers about safe digital financial practices.

3. Governmentand financial institutions should improve
digital infrastructure, particularly internet connectivity.

4. FinTech companies should design user-friendly
applications for elderly and less technologically skilled
users.

5. Training programs should be organized to improve
digital literacy among customers.
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6. Banks and FinTech firms should collaborate to expand
digital financial services to underserved populations.

7. Strong regulatory frameworks should be implemented
to protect users from cyber fraud and data breaches.

XI. CONCLUSION

The study concludes that FinTech plays a significant role
in promoting financial inclusion among customers in
Bengaluru. The widespread use of UPI, mobile banking, and
other digital financial services demonstrates the growing
acceptance of technology-driven financial solutions. The
findings indicate that FinTech has improved accessibility,
convenience, and efficiency in financial transactions,
thereby contributing to greater financial inclusion. Although
challenges such as cybersecurity risks, network issues, and
limited digital literacy persist, the overall impact of FinTech
remains positive. Continuous technological innovation,
enhanced security measures, and customer awareness
initiatives will further strengthen the role of FinTech in
achieving inclusive and sustainable financial development.
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