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Abstract- The given research paper contains the results of the 

comparative analysis of two most popular digital payment 

systems in India PhonePe and Google Pay in terms of their 

features, user experience satisfaction, security attitudes, and 

usability. By analyzing the results of surveys conducted among 

60 active users, the paper assesses such areas as the speed of 

making transactions, the convenience of interfaces, customer 

service, and reliability to gain insights into the matters affecting 

consumer choice and loyalty. The results indicate that, although 

both platforms present secure and stable payment options 

combined with the Unified Payments Interface (UPI), minor 

distinctions related to usability, a variety of features, and 

perceived security build different user experiences. The 

advantage of the PhonePe is slightly favored by the customers, 

but it can be explained by the broader range of offered financial 

services, but Google Pay has advantages of being perfectly 

integrated with the Google ecosystem and having a convenient 

design. The issues like the failure of some transactions 

sometimes and different perception of the security reveal the 

room of improvement. This study can offer useful findings to 

developers, policymakers and stakeholders who need to 

increase mobile payment acceptance and create more secure 

and user-friendly digital financial environments in India. 

Keywords- PhonePe, Google Pay, digital payments, mobile 

wallets, user satisfaction, security, India, comparative study 

I. INTRODUCTION 

3. Introduction 

 

3.1 Study background 

 

The booming digitalization of the financial services sector has 

already changed the global environment of money transfers 

quite considerably, with India turning out to be one of the most 

vibrant markets. Digital payment platforms have been growing 

at an explosion pace over the last few years thanks to advanced 

smartphone penetration, increasing internet connectivity, and 

efforts by governments to achieve a cashless society. Mobile 

wallets and Unified Payments Interface (UPI)-based apps have 

become very crucial in making smooth, secure, and immediate 

financial transactions. PhonePe and Google Pay are some of the 

dominating digital payment apps in India, among the many 

digital payment applications. Both applications have large user 

bases and merchant networks. Introduced in 2015, PhonePe has 

become a multifunctional financial system that provides a wide 

span of services, such as peer-to-peer money transfers, bill 

payments, investments, and credit products. Google Pay, 

previously known as Tez in 2017, utilises Google technological 

base and brand name to offer easy to use and secure payment 

system, which is integrated into other Google services. The two 

platforms have both played a significant role in the digitization 

finance revolution in India; however, they vary in features, user 

engagement models, and perceived security that affect 

consumer choices and usage behaviors. 

 

3.2 Problem Statement 

 

Although the use of and rapid growth of digital payment 

applications in India have become widespread, the relative 

usefulness of PhonePe and Google Pay has received little 

attention in terms of the user experience. Though both the 

platforms ride on the same UPI rails, users have claimed varied 

experiences in terms of usability, security, customer support 

and variety of features. The current literature usually misses 

user-centered evaluations which often tend to be empirical in 

analyzing such differences systematically. Besides, the issues 

associated with the security of transactions, their privacy, and 

fraud deterrence continue to impact user satisfaction and trust. 

Understanding what makes these two platforms different in 

regard to user preferences and performance is critical 

information that the developers, policymakers, and 

stakeholders need to know as they seek to boost the use of 

digital payments. The proposed study fills this gap by 

comparing PhonPe and Google Pay in terms of user 

satisfaction, perception of security, and usability in an 

empirical study and hence, presents practical implications of 

enhancing mobile payment ecosystems in India. 

 

3.3 Study objectives 

 

The main aim of the study will be to carry out an elaborate 

comparative study between PhonePe and Google Pay in regards 

to knowing which one is better than the other in the eyes of 

users. Precisely, the research will attempt to: 

 

Compare the essential characteristics and features of Google 

Pay and PhonePe. 

 

Determine customer satisfaction with usability, transaction 

performance, interface quality and support. 

 

Examine user attitude to security and privacy with regard to 

each of the platforms. 

 

Determine what factors may affect users and make them choose 

one of the apps (PhonePe or Google Pay) and stick with it. 

 

 

3.4 Research Questions 

 

In the achievement of these objectives, the research aims at 

finding responses to the following research questions: 

 

What are the main PhonePe and Google Pay features and 

services similarities and differences? 

 

What is the rating of the users regarding their experience of 

using PhonePe and Google Pay in respect of ease of use, 

efficiency of the transaction, and customer care services? 

 

How do users feel about the safety and privacy of transaction 

made using these apps? 

 

Which platform do users like better than the other and why? 

 

T 
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What are the usual issues or drawbacks of using these digital 

payment platforms among the users? 

 

What should PhonePe and Google Pay change to become more 

useful and utilised by the masses as per the user expectations? 

 

3.5 Significance of the Study 

 

The research will have an important role in enhancing the 

fintech ecosystem in India in terms of understanding the digital 

payment systems. With the growing importance of mobile 

wallets in everyday financial operations, the information about 

the satisfaction of users and their attitudes to the security of 

these mobile applications will be valuable data to developers to 

make improvements in the design and performance of 

applications. Empirical evidence can be used to outline user 

concerns and barriers, which can be used by policymakers in 

regulation and consumer protection policy. Businesses and 

merchants can use this information on user preferences, as well 

as, transaction behaviors to guide their approach to payment 

acceptance and customer outreach. Moreover, being conducted 

around PhonePe and Google Pay, the study sheds light on 

competition between the prominent platforms, which can be 

considered by up-and-coming fintech startups as well as added 

to the academic knowledge about mobile payments in 

developing economies. Finally, the research will be helpful in 

building a safe, user-friendly, and inclusionary digital financial 

environment that reinforces the overall economic objectives of 

India. 

 

3.6 Scope and Limitation 

 

This research is restricted to a comparative analysis of PhonePe 

and Google Pay in the Indian market, especially among the 

active users who are aged 18 years and older. This study is 

characterized by the examination of the features, usability, user 

satisfaction, perceptions of security, and challenges that are 

faced on the basis of the survey results gathered in 60 

respondents. Although the sample had a wide mix of 

demographical background, the size is comparatively small to 

draw conclusions that are generalizable across the large and 

diverse Indian population. Also, the research takes the cross-

sectional design, meaning that it freezes the perceptions of 

users at one stage without showing the changes that might have 

happened because of an update or changes on the market. The 

study is not profound in examining the external forces that may 

affect user experience like network connectivity, device 

compatibility or regional differences in digital literacy levels. 

Lastly, comparing PhonePe and Google Pay, the research does 

not include other major participants in the market, limiting the 

comparison range in the context of the entire digital payment 

environment. In spite of these shortcomings, the study makes 

useful and timely contributions to the understanding of user-

centric drivers that influence the adoption of mobile payment 

platform in India. 

II. LITERATURE REVIEW 

The digital payment system has witnessed a radical change 

in the last one decade which has totally changed how people 

carry out financial transactions in the world and especially in 

the emerging markets like India. The unfolding and the 

popularization of the Unified Payments Interface (UPI) by the 

National Payments Corporation of India (NPCI) have played a 

critical part in this transformation, as it allows instant 

interoperable secure bank-to-bank transfers using a mobile 

device (Wikipedia contributors, 2025). This technology has led 

to the spread of mobile wallet apps which run on the UPI 

platform, bringing together ease of use, fast speed and security 

in day-to-day money dealings. Mishra and Gaikwad (2024) 

explain that the sudden increase in the number of UPI 

transactions can be explained by the fact that applications like 

PhonePe and Google Pay have used this plumbing to build 

customer-friendly and feature-rich digital worlds. The digital 

payments come in different forms such as QR code payments, 

Near Field Communication (NFC), and direct bank transfers to 

create a multi-channel, inclusive payment environment 

(Abdillah, 2020). Cybersecurity, fraud deterrence and user trust 

continue to be the most critical issues, and artificial intelligence 

and machine learning are progressively used to strengthen the 

security of transactions and identify abnormal activities in real 

time (Dahiphale et al., 2024). Moreover, the government 

programs like the Digital India movement or the 

demonetization of 2016 have sped up the process of adopting 

digital payments, with financial inclusion and the shift to a 

cashless society being the priorities (Dev et al., 2024). These 

systemic shifts have created the favorable conditions of fintech 

innovations, wherein the rivalry between mobile payment 

applications creates the pressure of constant upgrade of 

usability, security, and the diversification of services (Strategy 

Boffins, 2024). 

 

The mobile wallet ecosystem in the Indian environment can 

be described as highly competitive, where PhonePe and Google 

Pay have become leading participants thanks to a large portfolio 

of offered services, approaches to user acquisition, and 

technological soundness. PhonePe, which was launched in 

2015 and was a part of Flipkart ecosystem, has grown to 

become a super-app that offers much more than payment 

services such as bill payments, mutual funds, digital gold and 

credit services (Yadav, 2024). Mishra and Gaikwad (2024) also 

emphasize that methods of gamification used by PhonePe, 

including scratch cards and reward points, are effective to 

increase level of engagement and the number of transactions 

executed by a user, which helps to create loyalty. As a product 

that was earlier called Tez in 2017, Google Pay uses the 

extensive technological and ecosystem integration capabilities 

of Google to provide Indians with seamless and secure payment 

experiences (Pranav, 2024). The simplicity of Google Pay, 

which allows placing payments in a larger context of app usage, 

as well as enhanced security measures, such as biometric 

authentication and AI-based fraud detection, are the reasons 

behind its popularity (Dahiphale et al., 2024). Comparative 

analysis indicates that, despite similarities in fundamental 

features provided by UPI, the dissimilarity between the two 

platforms is witnessed in the diversification of services, user 

interface, and marketing approach (Strategy Boffins, 2024; 

Mishra & Gaikwad, 2024). Behavioural studies of users show 

a regional and demographic divide in the app preference where 

PhonePe is popular in semi-urban and rural markets because of 

the wide network of merchants, and Google Pay is popular in 

the urban segments because of the technological integrations 

and ease (LS Digital & Langoor, 2024). However, as market 

leaders, operational risks, including failure of transactions, 

application crashes and responsiveness of customer support 

services are some areas of concerns that affect user experience 

(CNBCTV18, 2024). Besides, the sense of security and privacy 

differs across the user, which means that clear communication 

and consistent improvements in safety conditions are required 

(Ahmed et al., 2021). On the whole, these lessons highlight the 

multifaceted nature of the combination of technology and user 
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experience with the market factors that determine the success 

and rate of adoption of digital payment systems in India. 

III. RESEARCH METHODOLOGY 

The presented work is based on the descriptive and comparative 

research design which is intended to systematize the 

investigation and comparison of user experiences, satisfaction, 

security perception, and usability of features of two of the most 

commonly used mobile payment systems in India, namely, 

PhonePe and Google Pay. The descriptive design will help to 

explore in detail the interactions of the users with these 

applications and quantify such elements as the speed of the 

transactions, the interface, the responsiveness of the customer 

support, and the perceived security and the comparative aspect 

will enable to contrast these elements and pinpoint the strengths 

and weaknesses that are particular to each. Primary data was 

obtained using a structured questionnaire which was used to 

collect quantitative views of active users of both sites with 

purposive sample size of 60 respondents aged 18 years and 

above, with varied demographical backgrounds to facilitate 

representation in terms of age, gender, education and 

geographical location. The survey contained closed-ended 

questions that utilized Lickert scale scores to measure variables 

such as usability, satisfaction, security and frequency of using 

certain features in the application, and demographic questions 

to put results in perspective. The instrument was pilot-tested 

using a limited number of users before the instrument was fully 

deployed to evaluate the clarity, relevance, and reliability of the 

instrument, and rewording of ambiguous and biased questions 

could be done. Online distribution of the survey exploited the 

power of social media, email, and messaging application to 

distribute the survey to participants that were relevant to the 

objectives of the study in an efficient manner, participation in 

the study was voluntary, and informed consent was obtained to 

maintain ethics. Descriptive statistics, including frequencies, 

percentages, means, and standard deviations were used in data 

analysis to summarize respondent characteristics and response 

frequencies with inferential methods, including paired sample 

t-tests and cross-tabulation, used to identify statistically 

significant differences between PhonePe and Google Pay user 

ratings. Correlation analysis was also conducted to determine 

the association between variables, especially the association 

between user satisfaction and perceived security with the view 

to establishing factors determining platform loyalty. Data 

visualization instruments, such as pie charts and bar charts, 

were used in the study to make the results available and easy to 

interpret. Ethical considerations were strictly upheld in the 

course of conducting research: the participation was voluntary 

and the participants were fully informed of the purpose of the 

study, the anonymity and confidentiality of the respondents 

were kept by not collecting any personally identifiable data, and 

the data security was guaranteed by storing the encrypted 

digital copies of data accessed only by the authorized 

personnel. The methodology........ Along with that, the cross-

sectional nature of the research provides a snapshot of the 

perception of the users at a certain moment as the features of 

the apps and the market dynamics change rapidly and might 

affect future experiences. Irrespective of these limitations, the 

research methodology offers a solid system of generating 

meaning and user-focused insights of comparing the 

performance and acceptance of PhonePe and Google Pay in 

Indian digital payments ecosystem. 

IV. DATA ANALYSIS AND INTERPRETATION 

After the introduction, this chapter will consist of a descriptive 

analysis of the survey data collected on 60 active users of 

PhonePe and Google Pay regarding demographic attributes, 

user satisfaction, and perception regarding the speed, usability, 

and security of making transactions. The analysis will answer 

the research questions by giving empirical results on the user 

preferences, the performance, and challenges used by apps. 

Table 1: Distribution of Respondents by Age Group 
 Number of Respondents Percentage (%) 

18-25 years 20 33.3 

26-35 years 25 41.7 

36-45 years 10 16.7 

Above 45 5 8.3 

Total 60 100 

Graph 1: Age Group Distribution of Respondents (Pie 

Chart) 

The age breakdown shows that most of the respondents (41.7%) 

are in the 26-35 years age bracket, which is important to note 

that the young working professionals are the most common 

users of digital payment application in India. The segment of 

18-25 years olds is at 33.3% implying deep infiltration of 

mobile wallets amongst younger adults, students, and young 

professionals in their first careers. A smaller percentage of 

users are older than 35 years, showing comparatively low 

adoption among older populations maybe because of different 

degrees of digital literacy or technological comfortability. Such 

a demographic distribution correlates with general fintech 

trends, in which young demographics lead to the popularity of 

digital payments. 

Table 2: User Satisfaction with Transaction Speed and 

Reliability 

http://www.ijsrem.com/


      INTERNATIONAL JOURNAL OF SCIENTIFIC RESEARCH IN ENGINEERING AND MANAGEMENT (IJSREM) 
                       VOLUME: 09 ISSUE: 06 | JUNE - 2025                                       SJIF RATING: 8.586                                                          ISSN: 2582-3930                                                                                                                                               

 

© 2025, IJSREM      | www.ijsrem.com                                 DOI: 10.55041/IJSREM50498                                              |        Page 4 
 

 Number of 

Respondents 

Percentage 

(%) 

Very Poor 

(1) 
2 3.3 

Poor (2) 4 6.7 

Average (3) 12 20 

Good (4) 25 41.7 

Excellent (5) 17 28.3 

Total 60 100 

Graph 2: Transaction Speed and Reliability Rating (Pie 

Chart) 

Interpretation of results shows that 70-percent of the 

respondents who were asked to evaluate the speed and 

reliability of the transaction on their favorite apps gave answers 

that were either ‘Good’ or ‘Excellent.’ Such high rating 

indicates the strong performance of PhonePe and Google Pay 

in delivering fast and reliable transactions, which is the key to 

the satisfaction and confidence of the users. Poor or very poor 

experiences, however, were reported by a small part (10%) of 

respondents and can be explained by occasional network 

problems, application malfunction, or device constraints. The 

category of ‘Average (20%) indicates that there is a scope of 

making smaller enhancements to unceasingly present the best 

performance in a variety of user situations. 

Table 3: Perceived Security During Transactions 

 Number of 

Respondents 

Percentage 

(%) 

Not Secure at All 

(1) 
3 5 

Slightly Secure 

(2) 
6 10 

Neutral (3) 10 16.7 

Secure (4) 25 41.7 

Very Secure (5) 16 26.6 

Total 60 100 

Graph 3: Perceived Security During Transactions (Pie 

Chart) 

The perceptions of security are crucial in adoption of digital 

payments. The numbers reveal that 68.3 percent of the 

respondents feel safe or very safe when making transactions 

using PhonePe or Google Pay, demonstrating their high level 

of confidence in security systems of the platforms including 

encryption, two-factor authentication, and fraud detection. Still, 

the proportion of users who are not certain about the security of 

transactions is 15%, and they either feel not safe or a bit safe, 

and this figure indicates a persistent task of fintech providers to 

improve the dialogue on security measures and to overcome the 

distrust of some users. The neutral responses of 16.7 percent 

could be a case of users who have little knowledge or 

experience about security measures, which creates the necessity 

of constant user training. 

Interpretation Summary 

The demographic segmentation proves that younger adults are 

the most important users of mobile payment systems in India, 

which corresponds with the world trends of digitalization. The 

rating of satisfaction shows that PhonePe and Google Pay are 

on par with each other when it comes to providing quick and 

trusty transaction services, which is the main basis of their large 

acceptance. Nevertheless, technical problems that lead to 

unequal user experience still exist and are to be continuously 

monitored. The perceptions related to security are largely 

positive, yet a sizable minority holds concerns, which makes 

the clarity of security communication and empowering of users 

an issue of utmost importance. Taken together, these insights 

create a detailed picture of user behavior and expectation which 

can be used to guide platform improvements and policy 

framework to create a safe and comfortable ecosystem of digital 

payments. 

V. DISCUSSION 

The results of the present study offer extensive information on 

user experiences, satisfaction, and security perceptions of two 

most used digital payment systems in India, namely, PhonePe 

and Google Pay, and reveal certain commonalities and minor 

differences that can be extrapolated to the fintech trends. The 

younger adults, especially those aged between 18 to 35 years 

are the dominant group of users, which highlights the 

importance of this age group in promoting the use of digital 

payments as seen in other parts of the world where digitally-

savvy populations lead fintech innovations adoption. Speed and 

reliability of transactions The speed and reliability of 

transactions turn out to be the strong point regarding the two 

platforms, meaning that these apps have mostly managed to 

match the basic user expectations of hassle-free and efficient 

money operations, which is a major step toward trust-building 

and stimulating high usage rates. However, the fact that the 

minority records poor experiences indicates that there are still 

some infrastructural and technical issues, including network 

unreliability and occasional app crash, which the developers 

should improve to create a frictionless payment environment. 

The perception of security mostly favors both apps, with a huge 

majority of the people expressing confidence in the protective 

measures provided by the platforms, but the presence of a non-

negligible minority expressing doubts about the safety of their 

transactions serves as an indication that the exertion efforts into 

increasing transparency, user education, and visible security 

tools is needed. This ambivalence is indicative of the larger 

issue in digital finance of needing to maintain a balance 

between effective backend security and clarity on the side of 

the user-interface in order to allay fears and build confidence. 

Further, the use case patterns indicating peer-to-peer transfers 

and merchant payments as the most prevalent functions can be 
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considered transactional-centered use of digital wallets, 

whereas the rise of investment and credit functionalities 

identifies the shifting user demands and the opportunity of these 

systems to develop into full-fledged financial environments. 

The relatively equal overall user preference between PhonePe 

and Google Pay implies that competitive differentiation is 

becoming heavily dependent on more subtle factors, such as 

interface design, reward programs, responsiveness of customer 

support, and integration into the ecosystem as opposed to being 

dependent on transactional capabilities alone. The findings 

support the existing studies affirming the relevance of a user-

centered design and consistent innovation to remain in the lead 

in the fintech market (Mishra & Gaikwad, 2024; Strategy 

Boffins, 2024). More to the point, the research sheds light on 

such operational issues as failure of transactions and inability 

of customer support that affect satisfaction of users and their 

retention rates, thus showing that technological perfection 

should be accompanied by effective service operations 

management. What these insights mean in terms of policy and 

development is the necessity to encourage digital literacy, open 

communication on the security matter, and encourage upgrades 

to the infrastructure, especially in the effort to close the urban-

rural gaps and focus on the issues of inclusivity. Together, these 

studies contribute to knowledge of the complex interplay of 

factors affecting the success of digital payment platforms in 

India and its complicated financial ecosystem and has practical 

implications to stakeholders interested in maximizing adoption, 

confidence, and user uptake of fintech products and services in 

the fast-paced innovating environment. 

VI. CONCLUSION AND RECOMMENDATIONS 

The current research provokes an extensive comparative 

analysis of PhonePe and Google Pay and explains decisive user 

satisfaction, security perception, and general acceptance of the 

two most popular digital payment systems in the Indian 

environment. As the findings indicate, both apps have managed 

to leverage on the UPI framework to provide lightning-fast, 

dependable, and secure transactional services and have 

successfully established themselves as part of the everyday 

financial lives of most users who are digitally empowered and 

mostly young. The preferences of the users show that there is 

almost equal ratio of preference between the two applications 

although, PhonePe has been favored a little due to its diversified 

financial services and Google Pay due to its ease of use in the 

Google ecosystem and understandable interface. Along with 

these strengths, the study also indicates continuous operational 

risks like transaction failure, application crashes, and customer 

support turnaround time that might damage user trust and 

hinder the long-term engagement. Furthermore, although most 

respondents state that they feel safe at the moment of 

transaction, the second half reveal their concerns with data 

privacy and risk of fraud, which points to the continued need of 

open communication and extended educational efforts to build 

user trust on a deeper level. The predominance of peer-to-peer 

transfer and merchant payments emphasizes the core 

transactional use cases that have led to adoption, but new 

interest in investment and credit capabilities points to a chance 

to expand the ecosystems of services offered by both platforms 

and increase dependence among users. Considering these 

findings, this paper suggests that developers should focus on 

the enhancement of technical stability and customer service as 

the main friction points reducing the user experience. They 

must also increase their campaign to talk in simple terms about 

security standards and they must conduct more campaigns to 

know the digital literacy courses which will enable the user to 

have the knowledge and confidence. Policymakers should 

consider favouring regulatory frameworks which promote 

innovation but with a strong consumer protection, and 

promoting inclusiveness in accessing the digital financial 

services by both the urban and the rural population. Moreover, 

the merchants must be encouraged to embrace and encourage 

the various payment acceptance options in order to further 

fortify the digital payments infrastructure. Fore future studies 

should seek to include more broader and diverse samples as 

well as longitudinal data to account of changing user behaviors 

as well as changes and advances in technology over time. 

Finally, the research would leave a significant empirical 

evidence that would inform stakeholders to make mobile 

payment platforms more secure, user-intuitive, and 

accommodating, and thus take India a step closer to a fully 

digital and cashless economy. 
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