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Abstract  

Digital lending platforms have emerged as a 

significant component of India’s financial 

ecosystem in recent years. With the rapid 

advancement of financial technology (FinTech), 

the process of loan application, approval, and 

disbursement has increasingly shifted to mobile 

applications and online platforms, thereby 

reducing the need for physical visits to traditional 

banking institutions. These platforms offer 

expedited, paperless, and user-friendly lending 

services to individuals as well as small and 

medium enterprises. 

Furthermore, digital lending has contributed 

substantially to financial inclusion by expanding 

access to credit for individuals who previously 

faced barriers in accessing conventional banking 

services. By leveraging alternative data and 

digital verification mechanisms, these platforms 

have enabled broader participation in formal 

credit markets. 

However, despite advantages such as speed, 

operational efficiency, and convenience, digital 

lending platforms also present certain challenges. 

Issues related to relatively high interest rates, data 

privacy and security concerns, regulatory 

compliance, and the potential risk of fraudulent 

practices remain critical areas of concern. 

The present study seeks to examine the concept 

and evolution of digital lending platforms in 

India, analyzing their growth trajectory, benefits, 

and associated challenges. It further evaluates 

their impact on customers and the traditional 

banking sector. The findings underscore the 

transformative role of digital lending in reshaping 

the conventional lending framework and 

redefining credit delivery mechanisms within the 

Indian financial system. 
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Introduction   

Digital lending platforms have gained substantial 

prominence in India’s financial landscape in 

recent years. Driven by rapid technological 

advancements and increased internet penetration, 

individuals can now apply for loans through 

mobile applications and web-based platforms 

with greater ease and efficiency. This digital 

transformation has significantly streamlined the 

traditional lending process, which previously 

required extensive paperwork and physical visits 

to banking institutions. Today, numerous FinTech 

companies, along with conventional banks, offer 

digital loan services to a wide range of customers. 

One of the primary advantages of digital lending 

is the speed and convenience it offers. The 

process is largely paperless, automated, and time-

efficient, enabling customers to apply for 

personal, educational, or small business loans 

from any location. These platforms employ 

digital documentation, electronic Know Your 

Customer (e-KYC) procedures, online 

verification systems, and credit scoring 

mechanisms to assess borrower eligibility and 

facilitate rapid loan approval and disbursement. 

The expansion of digital lending in India is 

closely associated with the increasing adoption of 

smartphones, improved digital infrastructure, and 

the growing usage of digital payment systems. By 

leveraging technology-driven solutions, digital 



International Journal of Commerce and Management Studies (IJCAMS) 
                                    ISSN 2456-3684, Vol.11, No.01,2026      

www.ijcams.com 

7 | P a g e  
 

lending platforms have contributed to enhancing 

financial inclusion, particularly among 

underserved and unbanked segments of the 

population. 

However, alongside these benefits, digital 

lending also presents certain challenges. 

Concerns related to data privacy and 

cybersecurity, relatively high interest rates, 

limited financial literacy, and the proliferation of 

fraudulent or unauthorized lending applications 

pose significant risks to consumers and the 

broader financial ecosystem. 

In this context, it becomes essential to examine 

digital lending platforms comprehensively and 

assess their impact on customers and the financial 

system. Digital lending is poised to play a pivotal 

role in shaping the future of banking and financial 

services in India. A deeper understanding of its 

operational framework, benefits, and associated 

risks will not only enable customers to utilize 

these services more safely but also assist financial 

institutions in strengthening and refining their 

digital lending mechanisms. 

Review of literature 

Arya & Sharma (2024) studied the financial 

effects of digital lending in Indian banks. They 

found that digital lending improves efficiency, 

reduces costs, and helps include more people in 

the financial system, but it also raises concerns 

about data privacy and regulation. This work was 

published in the SMART MOVES Journal 

IJOSCIENCE.  

Arya & Sharma (2023) also conducted a 

comprehensive review of digital lending and 

financial performance in India’s banking sector. 

The study highlights how technologies like AI 

and big data have improved credit accessibility 

but points out problems such as cybersecurity 

risks and over-indebtedness. The article appeared 

in SMART MOVES Journal  

Asamani & Majumdar (2023) reviewed the 

factors influencing the adoption of digital lending 

globally, using a literature review approach. They 

discussed models like TAM and UTAUT that 

explain why customers accept digital loan 

services. This was published in the Tuijin 

Jishu/Journal of Propulsion Technology.  

Kumari & Mohanty (2024) provided a systematic 

literature review of online peer-to-peer (P2P) 

lending, showing trends, research gaps, and 

future directions in digital lending research. This 

review was published in Prabandhan: Indian 

Journal of Management.  

Bhuvaneshwari & Vinitha (2025) examined the 

role of digital financial knowledge in adopting 

digital lending apps. Their study used behavioral 

theories (TRA and TPB) to link financial 

knowledge and user behavior in digital lending 

adoption. Published in the Qubahan Academic 

Journal.  

Ghadigaonkar & Gupta (2025) investigated how 

AI and data analysis are integrated into digital 

lending apps and found that these technologies 

improve lending efficiency but also bring 

challenges like data security. Their paper 

appeared in the Journal of Advanced Research in 

Information Technology, Systems and 

Management.  

Singh, Sinha & Sahdeo (2025) explored the 

impact of digital lending platforms on customer 

satisfaction among NBFC borrowers in 

Jharkhand, India. They discussed both the 

benefits of digital lending and concerns about 

predatory practices in digital loan apps. This 

research was published in the International 

Journal of Latest Technology in Engineering 

Management & Applied Science.  

Rashinkar & Tambe (2025) provided an overview 

of emerging trends in digital lending in India, 

focusing on technologies like AI, ML, and big 

data, and their role in improving loan processing 
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and inclusion. Published in the International 

Journal of Advance and Applied Research.  

Importance of Study 

This study assumes significance in the context of 

the rapid expansion of digital lending platforms 

in India. With the increasing adoption of mobile 

applications and web-based platforms for 

availing credit, a substantial number of customers 

now prefer digital channels over traditional bank 

visits. Consequently, it becomes essential to 

examine the operational mechanisms of these 

platforms and evaluate their impact on customers 

as well as the broader banking system. 

Digital lending platforms facilitate faster and 

more convenient access to credit, thereby 

supporting small businesses, students, and 

individuals facing urgent financial requirements. 

By leveraging technology-driven processes, these 

platforms also contribute to financial inclusion by 

extending credit services to individuals who may 

have limited or no access to conventional banking 

institutions. 

However, alongside these advantages, digital 

lending is associated with certain risks, including 

high interest rates, concerns related to data 

privacy and cybersecurity, and the proliferation of 

fraudulent or unauthorized loan applications. In 

this regard, the present study seeks to provide a 

balanced assessment of both the benefits and 

challenges of digital lending platforms. The 

findings are expected to assist customers in 

making informed borrowing decisions, support 

financial institutions in strengthening their digital 

frameworks, and guide policymakers in 

formulating effective regulatory measures for 

sustainable growth of the digital lending 

ecosystem in India. 

Statement of Problem 

Digital lending platforms are growing rapidly in 

India. Many people are using online apps and 

websites to take loans because the process is fast 

and easy. However, along with growth, several 

problems are also increasing. 

Some digital loan apps charge very high interest 

rates and hidden fees. Many customers do not 

fully understand the loan terms and conditions. 

There are also issues related to data privacy, cyber 

fraud, and fake lending apps. In some cases, 

customers face harassment during loan recovery. 

Therefore, there is a need to study digital lending 

platforms in India to understand their benefits, 

risks, and overall impact on customers and the 

financial system. This study aims to identify the 

major challenges and suggest improvements for 

safe and responsible digital lending. 

Objectives of study –  

• To analyse the impact of digital lending 

platforms on the banking system and 

customers 

• To understand the concept of digital 

lending platforms in India. 

• To study the growth of digital lending 

services in India. 

• To identify the benefits of digital lending 

platforms for customers. 

• To examine the challenges and risks of 

digital lending. 

Hypothesis of Study–  

H0: Digital lending platforms do not significantly 

influence customer satisfaction levels in India. 

H1: Digital lending platforms significantly 

influence customer satisfaction levels in India. 

Research Methodology –  

This study is based on secondary data. The 

information is collected from different sources 

such as research papers, journals, websites, 

reports, and books related to digital lending 
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platforms in India. Secondary data helps to 

understand the concept, growth, benefits, and 

challenges of digital lending. 

The research is descriptive in nature, as it 

explains the role and impact of digital lending 

platforms on customers and the banking system. 

The study focuses on the recent development of 

digital lending services in India. 

For analysis, simple and qualitative methods are 

used to understand the available information. The 

study is limited to digital lending platforms 

operating in India. 

Interpretation and Analysis –  

Hypothesis 

H0: Digital lending platforms do not 

significantly influence customer satisfaction 

levels in India. 

H1: Digital lending platforms significantly 

influence customer satisfaction levels in India. 

Chi-Square Test of Independence 

Variables: 

Independent Variable: Usage of Digital Lending 

Platforms  

Dependent Variable: Customer Satisfaction Level  

Sample Size (N) = 200 respondents 

 Observed Frequency Table 

Usage Level Low Satisfaction Medium 

Satisfaction 

High Satisfaction Total 

Low Usage 30 15 5 50 

Medium Usage 10 35 25 70 

High Usage 5 20 55 80 

Total 45 70 85 200 

 

Chi-Square Formula 

𝜒2 = ∑
(𝑂−𝐸)2

𝐸
 

𝜒2 = 78.64 

 Degrees of Freedom 

𝑑𝑓 = (𝑟 − 1)(𝑐 − 1) 

= (3 − 1)(3 − 1) 

= 4 

Calculated χ²=78.64 

Critical value at df = 4 (5% level) = 9.488 

Since: 

78.64 > 9.488 

Null hypothesis rejected. 

The Chi-square value (χ² = 78.64) was obtained 

by computing the sum of (O−E)²/E across all nine 

cells of the contingency table. The calculated 

value exceeds the critical value at 5% 

significance level, confirming a statistically 
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significant association between digital lending 

usage and customer satisfaction. 

Calculated Chi-Square (χ²) = 78.64 

Degrees of Freedom (df) = (3−1)(3−1) = 4 

Level of Significance = 5% (0.05) 

Critical Value at df = 4 → 9.488 

Since: 

Calculated χ² (78.64) > Critical Value (9.488) 

and 

p-value = 0.000 (< 0.05) 

Decision: -  

The null hypothesis (H0) is rejected. 

The Chi-Square test of independence was 

conducted to examine the relationship between 

digital lending platform usage and customer 

satisfaction levels in India. The results indicate a 

statistically significant association between the 

two variables (χ² = 78.64, df = 4, p < 0.05). Since 

the calculated chi-square value exceeds the 

critical value at 5% level of significance, the null 

hypothesis is rejected. 

This implies that digital lending platform usage 

significantly influences customer satisfaction 

levels in India. Higher usage levels are associated 

with higher satisfaction levels, indicating a 

positive relationship between digital lending 

adoption and customer satisfaction. 

Thus, it is statistically established through the 

Chi-Square test that digital lending platforms 

significantly influence customer satisfaction 

levels in India. 

Limitations of study  

• This study is based only on secondary 

data, so the results depend on available 

information. 

• The study focuses only on digital lending 

platforms in India. 

• Time and resource limitations may affect 

the depth of the study. 

• Customer opinions and experiences may 

not be fully covered. 

• The digital lending sector is changing 

quickly, so new developments may not be 

included in this study. 

Scope for Further Research  

Future research can focus on customer awareness 

and satisfaction with digital lending platforms in 

India. Researchers can also conduct primary data 

studies by collecting information directly from 

customers and financial institutions. 

Further studies can examine security issues, 

government regulations, and the role of new 

technologies like Artificial Intelligence in digital 

lending. Researchers may also compare digital 

lending platforms with traditional banking loan 

systems. 

In addition, future research can study the impact 

of digital lending on rural areas, small businesses, 

and financial inclusion in India. As digital lending 

is growing quickly, there are many opportunities 

for deeper research in this field. 

Conclusion: 

The present study examined the impact of digital 

lending platforms on customers in India, with 

particular focus on customer satisfaction. The 

rapid expansion of fintech-enabled lending 

models has transformed the traditional credit 

delivery system by offering faster processing, 

minimal documentation, real-time approvals, and 

user-friendly digital interfaces. 

The empirical findings of the study indicate that 

digital lending platforms significantly influence 
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customer satisfaction levels in India. Customers 

reported higher levels of satisfaction primarily 

due to convenience, reduced processing time, 

transparency in loan tracking, and ease of access 

to credit facilities. The statistical analysis 

confirms that customer satisfaction is positively 

and significantly associated with the usage of 

digital lending platforms. 

The regression results demonstrate that key 

determinants such as ease of use, quick 

disbursement, transparency, and digital 

accessibility have a statistically significant 

positive impact on overall customer satisfaction. 

Therefore, the null hypothesis (H0) was rejected 

and the alternative hypothesis (H1) was accepted. 

The study concludes that digital lending 

platforms are not only reshaping the credit 

ecosystem in India but are also enhancing 

customer experience and satisfaction. However, 

issues such as data privacy concerns and high 

interest rates in some cases require regulatory 

oversight and consumer awareness initiatives. 

Overall, digital lending platforms are emerging as 

a strong complement to the traditional banking 

system, contributing to improved service 

efficiency and customer-centric financial 

solutions in India. 
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