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Abstract

India Post Payments Bank (IPPB) was established with the objective of bringing banking to every doorstep in India
by integrating the extensive postal network with modern digital financial services. Despite its potential to transform
financial inclusion, the bank faces operational, technological, and awareness-related challenges that influence user
adoption and satisfaction. This study examines the challenges and opportunities of IPPB by analysing customer
preferences, perceived benefits, and underlying factors that shape their experience. Using Garrett ranking, the
research identifies the most preferred services such as enterprise payments, loan repayment, and mobile recharge,
along with key benefits including instant information, easy payment management, and cost-effectiveness.
Furthermore, factor analysis is employed to categorize the major challenges faced by users, including digital literacy
gaps, service awareness issues, infrastructural limitations, and competitive pressures from private Fintech platforms.
The findings highlight the growing relevance of IPPB in promoting digital transactions and affordable banking,
while also pointing to critical areas that require strategic improvement. This study contributes valuable insights for
policymakers, bank management, and stakeholders to enhance service delivery, strengthen customer engagement,
and advance IPPB’s mission of inclusive, technology-driven banking across India.
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Introduction

A primary impediment is the digital literacy gap prevalent in remote areas where IPPB aims to expand
predominantly. The senior citizen demographic, often not fluent with digital platforms, adds to this concern.
Moreover, infrastructural limitations like network issues in rural regions can obstruct the seamless delivery of
services, coupled with cyber security threats that lurk in the online space, necessitating robust security protocols to
safeguard customer data. Despite these hurdles, the IPPB presents a plethora of opportunities. Leveraging the vast
network of India Post, it can facilitate deeper penetration into untapped markets, offering a range of financial
services including savings and current accounts, remittances, and more, directly at the doorsteps of the rural
populace. Additionally, its efforts to foster financial literacy, coupled with government-backed initiatives, can act as
a catalyst in bridging the urban-rural divide, fostering a culture of financial inclusive and empowerment. Through
partnerships and collaborations, the IPPB has the potential to usher in a new era of banking in India, marked by
innovation, accessibility, and inclusiveness. The India Post Payments Bank (IPPB) emerges as a crucial instrument

Available online at https://psvmkendra.com

2930



[

ANUSANDHANVALLARI

ISSN: 2229-3388

&

in fortifying financial inclusive within the nation. Given its expansive outreach through the India Post network, it
holds a distinctive advantage in extending banking services to the remote corners of the country, which were
hitherto unnerved by traditional banks. The IPPB operates with the mission of making banking services
straightforward, accessible, and convenient, even for those residing in rural or semi-urban locales. By offering a host
of services like savings and current accounts, remittance and direct benefit transfers, it seeks to embed a culture of
financial literacy and independence in communities where banking was once a complex, distant concept.
Furthermore, with its innovative doorstep banking services, it mitigates the challenges posed by geographical and
logistical barriers, ensuring every Indian, irrespective of their location or socio-economic status, can access and
benefit from formal banking channels. Therefore, the IPPB stands as a pillar supporting the economic backbone of
the country, striving to weave a fabric of financial security and prosperity that covers every citizen.

Statement of the problem

India Post Payments Bank (IPPB) was established to provide accessible, affordable, and technologically-enabled
banking services to India’s underserved populations. Despite its unique features, such as doorstep banking, low-cost
financial services, enterprise payments, and digital transaction facilities, IPPB faces multiple challenges that hinder
its optimal functioning and widespread adoption. Key issues include limited customer awareness, low digital literacy
among rural users, infrastructural constraints, and stiff competition from private digital payment platforms and
traditional banks. Additionally, while IPPB offers a range of services, there is insufficient understanding of which
services are most valued by users, how users perceive the benefits, and what factors influence their continued
engagement with the bank. The lack of systematic, data-driven research on user preferences, perceived benefits, and
operational challenges creates a gap for policymakers and management in formulating strategies to improve service
efficiency and adoption. This study addresses these issues by evaluating the challenges and opportunities of IPPB
using Garrett ranking and factor analysis, aiming to provide actionable insights into enhancing service delivery,
customer satisfaction, and digital financial inclusion. Understanding these dynamics is critical to strengthening
IPPB’s role in bridging the financial accessibility gap across India.

Objectives

1. To analyse the ranking of services and benefits offered by India Post Payments Bank (IPPB) using Garrett
ranking in order to understand user preferences and the most valued features of the bank.

2. To identify and examine the key challenges and opportunities associated with the usage of IPPB services
through factor analysis, highlighting the major issues that affect customer adoption and satisfaction.

3. To provide strategic insights and recommendations for improving service delivery, enhancing customer
awareness, and strengthening IPPB’s role in promoting digital financial inclusion across India.
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Scope and Methodology

The simple random Sampling technique was used to identify the respondents that constituted a sample size of 150
respondents.. Those who give information for the study were selected as respondents.

Framework and Tools Used For Analysis:

The data collected were analyzed by using statistical tools. Data collected through questionnaires were
presented in tables and sub-tables. These were analyzed using percentage analysis, Garrett ranking method and
Factor analysis.

Opportunities Available For IPPB:

> Financial inclusion for rural India: The India Post Payments Bank (IPPB) plays a pivotal role in advancing
financial inclusion in rural India, a segment historically under-served by traditional banking channels. It leverages
the extensive network of post offices across the nation to bring a multitude of financial services closer to the rural
populace, right at their doorstep. The IPPB aims to simplify banking procedures, thereby encouraging more
individuals to participate in the financial ecosystem. By offering services like savings and current accounts, direct
benefit transfers, and insurance, it fosters financial literacy and independence among rural communities. Moreover,
it facilitates seamless remittance services, making it easier for individuals in rural areas to receive funds from urban
locales, thus encouraging a savings culture and supporting the local economy. Through its concerted efforts, the
IPPB stands as a harbinger of positive change, aiming to bridge the financial divide and usher rural India into a new
era of economic prosperity and financial security.

> Ease of banking with doorstep banking: The India Post Payments Bank (IPPB) has revolutionized the
traditional banking landscape by introducing doorstep banking, which promises to remove the geographical and
logistical barriers that previously hindered the common man's access to banking services. This innovation brings a
noteworthy convenience to customers, especially the elderly and those residing in remote areas, by offering a
plethora of services right at their doorstep. It includes assistance in opening bank accounts, depositing and
withdrawing cash, availing government schemes, and more, all under the guidance of trained postal service agents.
This not only saves time and energy but also ensures that banking services reach the nooks and corners of the
country, fostering financial literacy and inclusion. Moreover, the amalgamation of technology with human touch
through doorstep banking guarantees a personalized and straightforward experience for customers, paving the way
for a more inclusive financial ecosystem where banking is not just easy but also accessible to all.

> No minimum balance required: The important opportunity is that there is no need of maintaining a
minimum balance in the account of the India Post Payment Bank. So there are many banks where the customers
have to maintain a minimum required balance in their bank account so when compared to them the India Post
Payment Bank has an opportunity.

> Transparency in banking services: There will be no transparency as the banking account will be linked
with the Aadhaar and it will provide all the details of the particular banking services provided to a account without
any transparency.
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> Generate Employment opportunity: India Post Payment Bank will provide lot of employment opportunities
as the expansion of the India Post Payment bank is very large. So, it can generate a great employment opportunity
for the generation who were in need of the job.

> Contribution to cashless economy: The India Post Payment Bank is a bank that majorly contributes
towards the cashless economy by including financial inclusion in the India Post Payment Bank. There is to build an
economy where there is only online transaction and cashless, paperless transactions and they also aim in reducing
the corruption.

> Reduce exploitation: The India Post Payment Bank helps in reducing the exploitation which is also an
opportunity for the India Post Payment Bank where lot of people will be understanding the post payment bank and
may start to use the banking services. The money lenders may try to exploit people under the financial aid. So the
India Post Payment Bank provide effective financial services in those rural areas.

> Increase rural per capita income: India Post Payment Bank helps to increase the savings of the people in
the rural areas which helps to raise the rural per capita income of the economy.

> Expansion of banking services: India Post Payment Bank is an appropriate banking services which can
expand the banking services even in the rural areas of the country. So this helps in the expanding of the banking
services and its makes the process a simple and easy process.

Literature Review

The establishment of the India Post Payments Bank (IPPB) represents a significant milestone in India’s financial
inclusion agenda, leveraging the extensive postal network to deliver banking services at citizens’ doorsteps. As
highlighted by D’souza (2018), IPPB’s model integrates digital infrastructure with the traditional postal framework
to bring unbanked and underbanked populations into the formal financial system. By enabling doorstep transactions
through postmen, IPPB bridges the accessibility gap prevalent in rural and semi-urban regions, thus advancing the
objectives of the Digital India and Jan Dhan Yojana initiatives.

Despite its innovative framework, IPPB continues to face substantial operational and regulatory challenges. Kumari
(2017) identifies that limited digital literacy, inadequate technological infrastructure, and customer awareness gaps
impede service adoption in rural areas. Similarly, Jesintha and Radhakrishnan (2021) emphasize the dual challenge
of customer onboarding and digital trust-building, particularly among first-time users of electronic payment systems.
Their findings underline the need for continuous digital literacy programs and policy interventions to strengthen user
engagement and financial confidence.

From a structural standpoint, Jasmine (2022) examines the paradigm shift in India Post’s operational model—from a
postal service to a financial intermediary—suggesting that I[PPB could eventually evolve into a Small Finance Bank,
expanding its scope to microcredit and insurance services. Meanwhile, Mondal (2024) provides empirical evidence
supporting the positive correlation between IPPB’s doorstep services and rural financial inclusion, noting that the
deployment of postal agents has significantly increased banking penetration in remote districts.
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Comparative analyses such as those by Ahmed and Gugloth (2018) position IPPB within the broader context of
India’s payment banking ecosystem, underscoring its unique advantage of physical reach but also its financial
sustainability concerns due to operational costs and limited revenue streams. Collectively, these studies illustrate
that while IPPB’s “bank at your doorstep” initiative has been instrumental in advancing inclusive growth, its long-
term success depends on sustained technological innovation, capacity building, and policy support.

Result and Discussion

“The Bank at Your Doorstep” aptly describes India Post Payments Bank (IPPB), a government-backed initiative
aimed at promoting financial inclusion across India. Established to provide accessible and affordable banking
services, IPPB combines traditional banking functions with digital innovations, ensuring that even the remotest
regions can access essential financial services. The bank offers a variety of services, including enterprise payments,
loan repayment, mobile recharge, bill payments, deposits, and insurance, tailored to meet the diverse needs of
individuals and businesses. By leveraging technology, IPPB not only facilitates doorstep banking but also enhances
transaction transparency, simplifies payment management, and supports the growth of a digital ecosystem. Despite
its potential, [PPB faces challenges such as limited user awareness, competition from private digital wallets, and the
need for robust security measures. This study explores the opportunities and obstacles in IPPB’s service delivery,
along with the benefits perceived by its users, providing insights into its role in India’s evolving financial landscape.

Table 1 PROFILE OF THE SAMPLE RESPONDENT

Demographic Profile Respondents Percentage

Age:

18-25 68 453

25-40 36 24.0

Above40 36 24.0

Below18 10 6.7

Gender:

Male 93 62.0

Female 57 38.0

Education Qualification: 55 36.7
uG

PG 31 20.7

Others 64 42.7
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Occupation: 19 12.7
Service
Self—employed 41 27.3
Unemployed 43 28.7
Others 47 313
Income: 33 22.0
Below 1,00,000
1,00,000- 2,50,000 37 24.7
2,50,000- 5,00,000 17 11.3
Above 5,00,000 17 11.3
Nil 46 30.7
Convenience to operate the 85 56.7
account:
Yes
No 26 17.3
Maybe 39 26.0
Satisfaction in using IPPB: 1 i
Highly dissatisfied
Dissatisfied 11 7.3
Neutral 53 353
Satisfied 59 393
Highly satisfied 26 17.3

Source: Computed data.

The demographic profile of respondents provides valuable insights into the characteristics of users engaging with
India Post Payments Bank (IPPB). The age distribution indicates that a majority of respondents (45.3%) fall within
the 18-25 age group, highlighting a strong presence of young users, followed by equal representation from the 25—
40 and above 40 categories (24% each). Gender-wise, males constitute 62% of the respondents, reflecting a higher
male participation in IPPB services compared to females (38%). In terms of educational qualification, respondents
with “others” qualifications, including diplomas and school-level education, form the largest group (42.7%),
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followed by undergraduates (36.7%) and postgraduates (20.7%). Occupational data shows a diverse mix, with
unemployed individuals (28.7%) and those in the “others” category (31.3%) forming significant segments, while
self-employed users (27.3%) also constitute a considerable portion. Income distribution reveals that 30.7% of
respondents fall under the “nil” income category, followed by 24.7% earning between %1,00,000 and %2,50,000
annually. Respondents’ comfort in operating their IPPB accounts is generally positive, with 56.7% expressing
convenience. Satisfaction levels indicate that a majority (39.3%) are satisfied, while 35.3% remain neutral, and only
a small proportion express dissatisfaction. Overall, the demographic data reflects a young, diverse user base with
moderate satisfaction toward IPPB services.

Table 2
RANKINGWISECLASSIFICATION OFTHESERVICESOFFERED BY IPP

Factors 1 2 3 4 5 6 7 8 9 10 Garrett Score | Rank
Loan repayment 45 24 1 11 3 1 11 10 11 33 52.8 II
Debit card 12 23 20 4 23 4 20 13 19 12 50.11 v
Insurance 2 12 32 5 11 40 12 9 13 14 47.99 VI
Mobile Recharge 10 11 18 39 4 14 21 20 10 3 51.64 111
Bill Payments 11 10 12 12 31 24 5 23 12 10 48.85 VI
Enterprise Payment 3 25 21 22 33 29 3 2 11 1 54.55 I
Money transfer 1 1 11 43 1 13 39 27 12 2 46.33 XI
Deposits 4 12 21 2 32 11 33 22 2 11 48.03 VII
Financial Services 12 21 11 9 2 12 4 22 33 24 44.27 X
Accounts services 50 11 3 3 10 2 2 2 27 40 49.42 v

SOURCE: Calculated value

India Post Payments Bank (IPPB), as a government-backed financial institution, aims to provide accessible and
convenient banking services to every corner of India, effectively becoming “the bank at your doorstep.” With a
diverse portfolio of offerings ranging from enterprise payments and loan repayment to mobile recharge, debit cards,
and insurance, IPPB strives to bridge the gap between traditional banking and digital financial services. A study
analysing user preferences using Garrett ranking reveals that enterprise payments emerge as the most valued service,
followed closely by loan repayment and mobile recharge, highlighting the emphasis on transactional convenience
and business-related services. Core banking functions such as account services, deposits, and bill payments hold
moderate importance, whereas money transfer, insurance, and financial services are comparatively less prioritized
by users. These insights underscore the opportunities for IPPB to strengthen its service awareness, address
challenges in adoption, and tailor its offerings to align with evolving customer needs across urban and rural India.
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Observations

1. Enterprise Payments top the list, indicating a strong demand from businesses or self-employed individuals
for payment facilitation.

2. Loan repayment and mobile recharge are next, showing that users rely heavily on IPPB for recurring
financial obligations and convenience services.

3. Traditional banking functions like deposits and accounts services are moderately ranked, suggesting that
IPPB’s users may value transaction and payment-oriented services over savings/investment options.

4. Surprisingly, money transfer and financial services are ranked low, which could indicate competition from
other digital wallets or banks.

5. Insurance is the least prioritized service, hinting at low user awareness or adoption.
Table No. 3
RANKING WISE CLASSIFICATION OF BENEFITS GAINED BYUSING HB

Factors 1 21314567 8 Garrett Score Rank
Cost effective 25 |25 3 [19|16|24 (30| 8 51.62 v
Easy payment management 28 (2020203010 | 11| 11 55.08 II
Simple and secure 20 |28 |20 3 |14 |19 | 18| 28 49.63 VI
Doorstep banking facility 16 | 19]19(23]|20 |20 | 14| 19 50.12 VII
Instant information 22 1222212019 |16 |20 9 57.41 I
Drive a digital ecosystem 20 | 2230|1610 |20 |20 | 12 52.77 v
Track your business 22 1202222191620 9 53.19 I
Minimum charges 17 [ 14128 20|21 20|20 10 51.29 VI

Source: Computed value

Observations
1. Instant information tops the list, emphasizing that transparency and timely updates are critical to users.
2. Convenience-related benefits, like easy payment management and tracking business transactions, are highly

valued, reflecting the growing reliance on IPPB for daily financial operations.

3. Benefits related to cost, such as cost-effectiveness and minimum charges, still hold significant importance,
showing that affordability drives user adoption.
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4. While doorstep banking is a unique feature of IPPB, it ranks lower than digital and transactional

advantages, suggesting users prioritize functional convenience and real-time control over physical accessibility.

5. Security, although essential, appears to be a baseline expectation rather than a distinguishing benefit.

Factor analysis

The India Post Payments Bank (IPPB) has emerged as a pivotal player in India’s financial inclusion landscape,
offering a blend of traditional and digital banking services to millions of underserved customers. While the bank
provides unique advantages such as doorstep banking, cost-effective transactions, and enterprise payment solutions,
it also faces a variety of operational and strategic challenges, including limited user awareness, infrastructural
constraints, technological adoption barriers, and competition from private digital payment providers. To
systematically understand these dynamics, factor analysis serves as an effective tool to identify and categorize the
underlying challenges and opportunities associated with IPPB. By analyzing patterns in user perceptions, service
adoption, and operational efficiencies, this study aims to reveal the key determinants that influence IPPB’s

effectiveness, enabling policymakers and bank management to strategize interventions, enhance service delivery,

and maximize the institution’s role in promoting accessible and inclusive banking across India.

Factor Analysis of Challenges And Opportunities Of IPPB

Table 4

Component Groups
2

Financial inclusion 795 Business Potential
Ease banking 788
No minimum balance 720
Transparency .647

Employment opportunities .706 Business Features
Instant account opening 763

Cashless economy 731
Reduce exploitation 174
Increase rural per capita income 741

Ease for expansion 784 Business Potential
Low awareness .598
Strict regulation .660
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User charges .566
Human resources 766
Competition .832 Business Features
Technology .790
Behavioural barriers 713
Lack of infrastructure .607
Mobile payment similar 175 Business Potential
Significant amount required .663
Eigen value 9.494 47.44
Percentage of variance 1.73 8.64
Cumulative 47.44 56.08
KMO with Kaiser Normalization

Extraction Method: PCA. Rotation Method: Oblimin

The KMO statistics were .549 higher than the recommended minimum of 0.4(Kaiser, 1974) indicating the sample
size was adequate for applying factor

There are two factors in total, both of which with eigen values greater than 1. Therefore, the researcher has chosen
to investigate these two aspects in further detail. The cumulative variation accounted for by the two components
amounts to 56.08 percent. This percentage of variation to be explained is considered to be reasonable and assuming
the suitability of the factor analysis.

The 20 variables have been combined into 2, the first of which is named the “Business Potential” factors. The group
consists of 13 variables as mentioned above in the Table. The second group is named “Business Features” factors
with 7 variables. It has been concluded that the “Business Potential” factor group has the highest factor loading and
has thus impacted the beneficiaries positively.

Findings

The maximum number of the respondent of the study 45.3 percent falls under the age group of 18 — 25. It is
concluded that the majority of customers who use India Post Payment Bank fall under this age category. It was
observed that the young people are user the India Post Payment Bank. 42.7 percent of the respondents’ educational
qualification is other than undergraduate and post graduate like diploma, schooling and other factors related to
education.
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31.3 percent of the respondents fall under the other category of employment which majorly includes home makers
and persons employed in a different stream than those in mentioned for the purpose of the study except self —
employed, service providers and the unemployed.

62 percent of the respondents who use India Post Payment Bank are male.30.7 percent of the respondents’
household income is nil because they are the homemakers who makes saving in India Post Payment Bank.

56.7 percent of the respondents feel convenient to operate their account in India Post Payment Bank. The majority of
39.3 percent of the respondent was satisfied on the usage of India Post Payment.

It was found that the respondents were asked to rank the services offered by India Post Payment Bank, the first three
ranks were given to Enterprise and Merchant Payment followed by Loan and Mobile Recharges as second and third
respectively.

The benefits gained by the respondent using India Post Payments Bank are ranked accordingly, the first three ranks
were given to Instant Information Easy Payment Management and to track their Business respectively.

It has been concluded that the “Business Potential” f actor group has the highest factor loading and has thus
impacted the beneficiaries positively.

Suggestions-
Many people were not aware of the India Post Payments Bank. Therefore, this may be major problem for the India
Post Payments Bank which can be tackled by undertaking some initiatives to create awareness.

The Bank can accept a limited number of deposits of Rs. 100000/-. It can be increased further for the benefit of the
customers those who really need this service.

It was found that majority of the respondents, in spite of being customers of India Post Payments Bank; lack of
understanding prevails among the customer on what India Post Payments Bank service provider actually does. As it
comes under the Department of Post the responsibility rest with them also to educate the masses on the usage and
overall services and this in turn help in achieving financial inclusion.

Since a majority of the respondents are unsure of the safety of India Post Payment Bank, the bank must endeavor to
undertake campaigns that propagate the credibility of the Bank.

As the India Post Payment Bank cannot offer credit cards to its customer, they may try to offer credit card facilities
to their customers. It may tie up with some financial institutions and may provide credit card facilities to India Post
Payments Bank.

The IPPB may be used for providing pension and other government benefits which may help to increase the
popularity of the bank and induce more customers to open accounts in India Post Payments Bank.

It has been that lot of homemakers has making use of post payment bank for their savings; this increases the habit of
savings among the people in rural areas and it integrates them into the banking system. This can lead to capital
formation so the target audience can be made aware by the IPPB campaign.
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Banks and so on can easily and quickly adopt to meet out the demand and requirements of the customer.

Limitations and Research Gaps

The platform has emerged as the predominant entity in the nation, facilitating the provision of services by using the
extensive postal network to provide last mile connection. This is particularly significant in regions without bank
branches but possessing post offices, as well as in cases where commercial banks have had difficulties. The present
study examine only the role and objective of India Post Payment Bank with special reference to prospective
challenges and opportunities and scope of the research is Madurai city only as Madurai district is vast and densely
populated with 13 blocks hence it is not possible to cover the entire district. This research is based on the responses
of customers of urban areas only.

Despite the growing significance of (IPPB) in promoting financial inclusion, there is limited empirical research that
systematically examines both the challenges and opportunities associated with its services from the user
perspective. Most existing studies focus on general financial inclusion, digital banking adoption, or the role of
payment banks in India, without delving into the specific dynamics of IPPB’s unique offerings such as doorstep
banking, enterprise payments, and low-cost financial services. Additionally, while several studies have explored user
adoption of digital payment platforms, there is a lack of in-depth analysis regarding how different services rank in
importance or benefit to users, and which operational or structural challenges hinder broader adoption. Research is
also scarce in applying quantitative tools like Garrett ranking and factor analysis to identify patterns in service
preference, perceived benefits, and the obstacles faced by IPPB customers. The study addresses these gaps by
providing a structured, data-driven evaluation of IPPB’s service effectiveness, user-perceived benefits, and the
critical challenges and opportunities influencing its success in India’s diverse financial ecosystem.

Conclusion

The India Post Department (IPD) operates a vast network of nearly 150,000 post offices across the nation,
supported by over 300,000 postmen dedicated to serving India’s population. With the integration of an extensive
technological infrastructure, India Post has evolved into one of the most comprehensive service systems of the
modern era. Today, postal workers are equipped with handheld smartphones and digital devices, enabling them to
deliver financial and postal services efficiently, even in remote regions. The establishment of the India Post
Payments Bank (IPPB) is expected to yield significant benefits, particularly for farmers and rural communities.
Through initiatives such as the Pradhan Mantri Fasal Bima Yojana (PMFBY), the process of claiming crop
insurance has become more convenient, allowing beneficiaries to access services remotely without physical
vists.This initiative aligns with the Government of India’s vision of digital financial inclusion and the
development of a paperless economy, aiming to reduce corruption and enhance transparency. By leveraging its
unparalleled reach and technology-driven approach, IPPB is poised to emerge as one of the largest and most
inclusive banking networks globally.When correlated with the findings of the study, it becomes evident that IPPB’s
extensive infrastructure and accessibility directly contribute to the high level of convenience (56.7%) and ease of
payment management identified among respondents. Moreover, the “Business Potential” factor highlighted in the
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study’s conclusion reflects the transformative economic opportunities that IPPB offers through its vast network.
Thus, the practical functioning of IPPB, supported by its digital innovation and grassroots connectivity, reinforces
the research conclusion that IPPB not only simplifies financial operations but also empowers beneficiaries
economically — aligning with national priorities and global Sustainable Development Goals (SDGs), particularly
those focused on financial inclusion, innovation, and equitable growth.
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