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Abstract

Digital wallets have become a central part of India's rapidly evolving financial ecosystem. With the emergence of Super
Apps and contactless payment systems, the user experience of digital payments has significantly changed. This study
investigates the extent to which these two technological features influence consumer buying behavior in Western India.

A structured questionnaire was administered to 1,100 respondents across Maharashtra, Gujarat, Rajasthan, and Goa.
Statistical methods—including descriptive analysis, correlation, regression, and hypothesis testing—were used to analyze
the data. Despite strong adoption of digital wallets, the findings reveal that neither Super App integration nor contactless
payment technology has a statistically significant direct impact on purchasing behavior. This highlights the importance of
examining indirect influences such as trust, usability, and overall platform engagement.

This study offers useful insights for digital wallet companies, marketers, and decision-makers who want to improve
customer experience and encourage more people to use digital payment platforms. It also sheds light on how people in
different parts of Western India are using these technologies in their everyday lives.
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Introduction

In recent years, the digital payments landscape in India has witnessed an extraordinary transformation, fueled by
advancements in mobile technology, growing internet penetration, and government initiatives promoting a cashless
economy. What once began as simple online banking and card transactions has now evolved into a sophisticated ecosystem
of digital wallets, integrated financial services, and instant mobile payments. At the heart of this transformation lies the
increasing adoption of digital wallet platforms, which are not only reshaping the way consumers pay but also influencing
how they shop, engage, and make purchasing decisions.

Among the most prominent developments in this space are the concepts of Super App integration and contactless payment
technologies. Super Apps are multi-functional platforms that combine several services—such as payments, food delivery,
bill payments, insurance, travel booking, and more—into a single user interface. These apps, such as Paytm, PhonePe, and
Google Pay in the Indian context, have quickly become indispensable tools for millions of users. By offering an all-in-one
digital experience, Super Apps are designed to keep users within their ecosystem, thereby increasing engagement and
potentially influencing buying behavior through convenience, loyalty programs, and cross-selling.

On the other hand, contactless payment methods, including tap-to-pay, QR code scanning, and tokenized transactions, are
simplifying the checkout process and enabling faster, safer, and more hygienic transactions. Especially since the onset of

http.//jier.org 536



Journal of Informatics Education and Research
ISSN: 1526-4726
Vol 5 Issue 3 (2025)

the COVID-19 pandemic, users have increasingly favored contactless options for their perceived safety and ease of use.
Technologies like NFC (Near Field Communication) and tokenization, which mask card details with a secure digital code,
are not just enhancing transaction speed but also building consumer trust and confidence in mobile-based payments.

These technological advancements raise important questions about their real-world impact on consumer behavior.
Specifically, are these innovations merely making payments more convenient, or are they also altering how often people
shop, what they buy, and how they make decisions? This study is driven by the need to understand whether Super App
features and contactless payment options are actively shaping buying behavior, or if their influence is overstated in a market
where many other factors—such as trust, brand familiarity, peer influence, and perceived risk—continue to play significant
roles.

While much of the existing research has focused on digital adoption patterns and the technological success of these
platforms, there is limited literature exploring the behavioral impact of these features—especially in specific regions like
Western India, which includes a mix of urban hubs and developing markets. States such as Maharashtra, Gujarat, Rajasthan,
and Goa are important economic centers, yet they represent diverse user bases with varying levels of digital exposure and
payment preferences.

This research, therefore, aims to fill that gap by examining the influence of Super App integration and contactless payment
technologies on the buying behavior of individuals in Western India. By surveying 1,100 respondents from these regions,
the study investigates whether these innovations lead to increased purchase frequency, more impulsive buying, or greater
willingness to adopt new digital services. The findings are expected to offer meaningful insights for fintech developers,
digital marketers, policymakers, and researchers, all of whom are interested in enhancing user engagement, building trust,
and designing better digital experiences.

Literature Review
Super App Integration

The integration of multiple services within a single platform, commonly referred to as "Super App" integration, has
emerged as a key innovation in the digital wallet ecosystem. Super Apps streamline the user experience by offering a wide
range of services including payments, shopping, ride-hailing, utility bills, and even insurance, all within a single
application. This model has significantly enhanced consumer engagement by minimizing the need to switch between
different apps for daily activities.

Lakshman et al. (2023) explored the concept of Super Apps and their transformative role in reshaping user behavior and
digital interactions. The study noted that such platforms are creating self-contained digital ecosystems that foster increased
app loyalty and consumer stickiness. Similarly, M. Yu (2023) evaluated the success of WeChat as a Super App using the
7Cs framework and found that features like content, customization, and commerce were central to its acceptance and
retention in the Chinese market.

Salehi et al. (2024) developed a framework combining the Technology Acceptance Model (TAM) and Social Construction
of Technology (SCOT) theory to explain Super App adoption. They found that hedonic, utilitarian, and social benefits
influence user satisfaction and engagement, which in turn drive adoption and buying behavior. Hasselwander (2023) further
examined Super App adoption strategies from a firm-level perspective, suggesting that agility, risk-taking, and innovation
orientation are vital for firms transitioning into Super App models.

These studies collectively affirm that Super App integration provides both functional convenience and emotional value to
users, influencing how they make purchases, engage with services, and form habits around digital platforms.

Contactless Payment Technologies and Tokenization

Contactless payments—enabled through technologies such as NFC (Near Field Communication), QR codes, and
tokenization—have revolutionized transaction methods by offering speed, security, and convenience. The growing
preference for touchless interactions, particularly during the COVID-19 pandemic, has made these technologies more
relevant than ever.
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Nikhil and Adireddy (2024) analyzed various tokenization models and emphasized their role in enhancing security while
maintaining ease of use. They identified vault-based tokenization systems as the most effective due to their compatibility
with existing infrastructures. George et al. (2024) also examined the multiple dimensions of tokenization across payment,
asset, and transaction layers and concluded that it significantly enhances fraud protection and improves the customer
experience.

The Financial Stability Board (2024) raised concerns about systemic risks associated with tokenized ecosystems, but also
acknowledged the transformative efficiency and transparency such systems offer. Deloitte (2024) reinforced this view by
highlighting the commercial potential of tokenization in unlocking new financial products and reducing operational costs.

From a behavioral standpoint, Smith (2019) emphasized that the perceived safety of tokenized payments can build user
trust, which is often a critical determinant of adoption. However, the actual impact of tokenization on consumer buying
behavior remains nuanced, with several studies suggesting that while security enhances trust, it does not necessarily lead
to increased purchases without complementary value-added features.

Research Methodology
Research Design

This study adopted a quantitative, descriptive, and causal research design to explore the relationship between two
independent variables—Super App integration and contactless payment technologies—and the dependent variable,
consumer buying behavior. The approach is appropriate for measuring attitudes and behavior on a large scale using
structured data.

Study Area and Sample

The research was conducted across four states in Western India: Maharashtra, Gujarat, Rajasthan, and Goa. These regions
were selected due to their rapid digitalization and strong adoption of digital wallets.

The target population included individuals aged 18 and above who actively use digital wallets for financial transactions. A
total of 1,100 valid responses were collected using convenience sampling, a non-probability method suitable for large-scale
digital and offline surveys in time-bound research.

Data Collection Tool
The primary data was gathered using a structured questionnaire, divided into two key sections:

e Section A: Captured demographic information such as gender, age, education level, occupation, and frequency of
digital wallet use.

e Section B: Contained 30 closed-ended statements across three constructs:
o Super App Integration (5 items)
o Contactless Payment Features & Tokenization (5 items)
o Consumer Buying Behavior (5 items)
All items were measured on a 5-point Likert scale, ranging from 1 = Strongly Disagree to 5 = Strongly Agree.

The questionnaire was validated through a pilot test with 20 respondents, and minor adjustments were made for clarity and
relevance.

Statistical Tools and Analysis Techniques
Data was analyzed using SPSS 28.0 with the following techniques:

e Descriptive Statistics: To understand the sample characteristics and usage trends.
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e Reliability Analysis: Measured using Cronbach’s Alpha, ensuring consistency across constructs.
e Correlation Analysis: To examine the strength and direction of relationships between variables.

e Simple and Multiple Regression: To test the direct impact of Super App and contactless payment features on
buying behavior.

e ANOVA and ANCOVA: For comparative testing across demographic segments and to control for confounding
variables.

Construct Reliability and Validity

Construct Number of Items | Cronbach’s Alpha
Super App Integration 5 0.845
Contactless Payment Features | 5 0.839
Consumer Buying Behavior 5 0.857

The results confirmed strong internal consistency, with all Cronbach’s alpha values well above the 0.7 threshold.

Additionally, the Kaiser-Meyer-Olkin (KMO) score was 0.860, and Bartlett’s Test of Sphericity was significant (p <0.001),
confirming data suitability for factor analysis.

Research Objectives

e To assess the influence of Super App integration on consumer buying behavior.
e To evaluate the impact of tokenization and contactless payments on consumer buying behavior.

Hypotheses Formulated
Based on the objectives, the following hypotheses were tested:

e Hui: There is a significant relationship between Super App integration and consumer buying behavior.

e  H:: There is a significant relationship between contactless payment features and consumer buying behavior.
Ethical Considerations

The study ensured that all participants took part voluntarily and anonymously. No personally identifiable information was
collected. Participants were informed about the purpose of the study and assured that their responses would be used solely
for academic research.

Results and Analysis
Sample Profile Overview

The study surveyed a total of 1,100 respondents from Western India (Maharashtra, Gujarat, Rajasthan, Goa). The
demographic breakdown showed that:

e  Gender: 66.5% male and 33.5% female

e Age: 85.6% were between 18—44 years

e Education: 78.6% held undergraduate or postgraduate degrees

e Occupation: 55.3% were employed, 20.6% students, 17.5% self-employed

These demographics align with the profile of active digital wallet users in India.
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Descriptive Statistics for Key Constructs

Construct Mean | SD | Min | Max | Skewness | Kurtosis
Super App Integration 3.59 0.67 | 1.60 | 5.00 | -0.1007 -0.2320
Tokenization & Contactless Payments | 3.05 0.96 | 1.00 | 5.00 | -0.038 -0.714
Buying Behavior 3.47 0.69 | 1.40 | 5.00 | -0.0518 -0.2320

The composite scores reveal that user sentiment toward both Super App features and contactless payments is moderately

positive.

Reliability and Validity Check

All constructs passed the reliability threshold:

Construct Cronbach’s Alpha
Super App Integration | 0.845
Contactless Payments | 0.839
Buying Behavior 0.857

e Composite Reliability (CR):

All above 0.91

e Average Variance Extracted (AVE): All > 0.68

e  Fornell-Larcker Test confirmed discriminant validity

Hypothesis Testing

Hi: Super App Integration and Buying Behavior

e Objective: To assess the influence of Super Apps Integration on Buying Behavior

e Hypothesis: Ho — No significant influence of Super Apps Integration on Buying Behavior

Test Applied:
e  Pearson Correlation

e Simple Linear Regression

Key Results:
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Metric Value
Pearson r 0.033
Sig. (2-tailed) 0.273

B (Unstandardized) | 0.0302

p-value

0.144

RZ

0.001

540



Journal of Informatics Education and Research
ISSN: 1526-4726
Vol 5 Issue 3 (2025)

Conclusion: The relationship is  statistically insignificant. The null hypothesis is  accepted.
Interpretation: Super App integration features such as service bundling, in-app purchases, and multi-service dashboards did
not show a direct significant impact on consumer buying behavior.

H:: Tokenization & Contactless Payment and Buying Behavior

e  Objective: To evaluate the impact of tokenization and contactless payments on Buying Behavior

e Hypothesis: Ho — No significant impact of tokenization and contactless payments on Buying Behavior
Test Applied:

e Pearson Correlation

e Simple Linear Regression

Key Results:
Metric Value
Pearson r -0.024
Sig. (2-tailed) 0.433

B (Unstandardized) | -0.026

p-value 0.433

R? 0.001

Conclusion: The relationship is  statistically  insignificant. = The null  hypothesis is  accepted.
Interpretation: Despite the benefits of speed and security, contactless and tokenized payment options did not significantly
predict changes in consumer buying behavior.

Summary Table of Hypotheses

Hypothesis | Test Used Result Significance Decision
H: Correlation & Regression | r=0.033, p=.273 | Not Significant | Null Hypothesis Accepted
H- Correlation & Regression | r =-0.024, p=.433 | Not Significant | Null Hypothesis Accepted

Interpretation of Findings

Despite the technological appeal of Super Apps and contactless payments, the findings suggest no direct significant
influence on buying behavior. While users appreciate convenience, these features alone do not trigger more purchases or
alter shopping patterns. Buying behavior may instead be shaped by trust, user experience, and rewards—factors not directly
measured in this segment.

Discussion and Conclusion
Discussion of Key Findings

The purpose of this study was to assess whether two key digital wallet innovations—Super App integration and contactless
payment technologies—influence the buying behavior of individuals in Western India. Based on responses from 1,100
digital wallet users, the statistical analysis provided several important insights.
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Super App Integration and Buying Behavior

The correlation and regression analysis revealed that Super App integration does not have a statistically significant direct
effect on buying behavior. While prior studies (e.g., Lakshman et al., 2023; Salehi et al., 2024) suggest that Super Apps
enhance engagement by consolidating multiple services into a single platform, this study indicates that such integration
may improve convenience and frequency of use, but does not necessarily translate into more or different purchasing
behavior.

One possible explanation is that users may still evaluate purchases based on need, price, and trust, regardless of how
integrated the app environment is. Another consideration is that Super App features might contribute indirectly to buying
behavior through factors such as satisfaction, ease of use, or loyalty incentives—none of which were modeled directly in
this research.

Contactless Payments and Buying Behavior

Similarly, the results show that tokenization and contactless payments have no significant direct impact on buying behavior.
Although widely adopted for their convenience and speed, contactless payment technologies did not significantly change
how frequently or impulsively consumers shop.

This outcome aligns with studies such as those by George et al. (2024) and Smith (2019), which emphasize that while
contactless options reduce friction in transactions, their behavioral influence may depend on perceived trust, prior
experience, and reward mechanisms. It is possible that contactless methods are seen more as enablers of efficiency rather
than decision drivers.

Implications of the Study
For Fintech Firms and Wallet Developers
e The findings suggest that technological integration alone is not enough to influence user behavior.

e Developers should enhance features that offer personal value, such as personalized deals, loyalty programs, or
contextual recommendations.

e  Gamification, trust-building measures, and customer support may indirectly drive stronger behavioral outcomes.
For Marketers

o Marketing efforts should shift from promoting feature sets to creating user-centric narratives that highlight how
digital wallets add value to everyday life.

e Region-specific behavior insights (e.g., younger populations using contactless modes more frequently) can be
leveraged for targeted digital campaigns.

For Researchers

e  Future studies should consider modeling indirect pathways—such as the mediating role of trust, perceived ease
of use, and reward value—between digital features and buying behavior.

Conclusion

This study concludes that neither Super App integration nor contactless payment technologies have a significant direct
influence on the buying behavior of individuals in Western India. Although these features are widely used and appreciated,
they appear to serve more as transactional enablers than behavioral motivators. The findings underline the importance of
addressing psychological, emotional, and trust-based dimensions of consumer behavior, rather than focusing solely on
technological innovation.

These insights add to the limited body of regional research in the Indian context and provide a foundation for future
investigation into what truly drives digital wallet usage beyond convenience.
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Limitations and Future Research

The study used convenience sampling, which may limit the generalizability of findings.

The analysis focused only on direct relationships between wallet features and behavior; mediating or moderating
factors like trust, usability, and risk perception were not modeled.

Future research can adopt structural equation modeling (SEM) to explore these complex relationships more
deeply, and also consider longitudinal data to track behavior over time.
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