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Executive Summary

This  study  is  an  attempt  to  document

the  role  of  the  RuPay  card  in

increasing  the  access  to  formal

banking  services  among  formerly

unbanked  rural  populace.  I t  analyses

the  shif t  f rom  conservat ive  cash

payment  methods  to  cashless

methods  and  captures  evidence  of

progress  in  f inancial  inclusion  of  the

most  vulnerable  and  socio -

economical ly  weak  sect ions  of  the

society.  Further ,  i t  also  documents

popular  awareness,  perception  and

feedback  about  the  benefi ts  of  the

RuPay  card  and  the  constraints  in

access.

The broad objectives of the

study were to:

Study  the  exist ing  status,  changing

process  and  shif t  f rom  t radit ional

payment  method  to  cashless

payment  method  as  a  result  of  issue

of  RuPay  Card.

Assess  the  level  of  awareness  about

the  RuPay  Card  and  i ts  benefi ts

among  dif ferent  segments  of  the

society.

Assess  the  constraints  in  procuring

RuPay  Card  for  cit izens.

Assess  the  level  of  uti l izat ion  of

RuPay  Card  by  the  cardholders .

Study  the  role  of  Customer  Service

Point  (CSP ) .

Background:

The  region  selected  for  the  study  is

rural  and  primari ly  has  an  agrar ian

economy.  Their  socio -economic

prof i le  shows  a  large  concentrat ion  of

marginal ized  and  vulnerable  groups

with  a  poor  educational  background.

A  large  sect ion  of  the  respondents

had  been  outside  the  ambit  of  formal

banking  services  t i l l  the

commencement  of  the  Pradhan  Mantr i

Jan  Dhan  Yojana  (PMJDY ) .   As  they

did  not  have  an  access  to  formal

inst i tut ions  for  saving  and  credit  for  a

long  t ime,  their  saving  behaviour  has

been  l imited  to  keeping  cash  in  the

house  or  with  local  money  lenders.

Since  most  of  them  belong  to  low -

income  groups  with  very  low  asset

endowments  as  col lateral ,  they  fa l l

into  exploitat ive  cycles  of  debt  f rom

informal  sources  (money - lenders )

during  emergencies.  After  the

introduction  of  PMJDY  and  RuPay

Cards,  many  act ive  users,  got  the

opportunity  to  gradual ly  escape  f rom

this  si tuat ion  for  the  f i rst  t ime.

Examine  the  role  and  uti l i ty  of

RuPay  Card  in  achieving  the

f inancial  inclusion  goals  and

l inkages  with  schemes  l ike  PMJDY,

Kisan  Card,  etc.
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The  major  f indings  of  the  study  along

with  the  recommendations  are

summarized  below:

Major Findings (Bihar):

A  major i ty  of  the  respondents ’  hai l

f rom  marginal ized  social  groups  -  SC,

ST,  OBC  and  are  minori t ies  with  a

poor  educational  background.

The  gender  distr ibut ion  of  the

respondents  shows  a  higher

proport ion  of  adolescent  gir ls  and

women  PMJDY  account  holders  who

are  using  the  RuPay  card  to  make

transact ions.  This  is  the  f i rst  step

towards  their  f inancial  autonomy

which  wil l  eventual ly  snowbal l  into

reducing  the  gender  gap  that  is

prevalent  in  other  sectors  l ike

educat ion  and  employment.

Teenagers  and  youth  form  a  large

segment  of  the  PMJDY  account

holders  and  RuPay  card  users  owing

to  their  comfort  level  with

technology.  Financial  inclusion  of

teenagers  and  women  is  a  huge  leap

towards  their  autonomy,  but  f inancial

l i teracy  is  st i l l  a  chal lenge  that  needs

to  be  addressed  to  channel  this

development  in  the  r ight  direct ion.

A  major i ty  of  the  respondents

belong  to  the  economical ly  weak

and  marginal ized  communit ies .

Only  4% of  the  respondents  belong

to  the  general  category.

The  educational  status  of  the

respondents  is  very  poor.  This  is  a

major  drawback  that  is  affect ing

the  use  of  PMJDY  account  and

RuPay  card.  46% of  the

respondents  are  either  i l l i terate  or

have  studied  t i l l  the  primary  level .

Profile of the Respondents:

most  vulnerable  and  socio -

economical ly  weak  sect ions  of  the

society.  Further ,  popular  awareness,

perception  and  feedback  about  the

benef i ts  of  the  RuPay  card  and  the

constraints  in  using  i t  were  also

col lected.

Financial  Inclusion  of  Women:  

57% of  the  PMJDY  account  holders

are  women.  Non -working

housewives  const i tute  39% of  the

PMJDY  account  holders .  Although,

the  operat ion  of  the  accounts  on  a

regular  basis   remains  a  chal lenge,

women  are  making  f inancial

decis ions  regarding  account

operat ions  and  are  withdrawing

money.

This  study  is  an  attempt  to  document

the  role  of  the  RuPay  card  in

increasing  the  access  to  formal

banking  services  among  formerly

unbanked  rural  populace.  I t  also  aims

to  analyze  the  shif t  f rom  conservat ive

cash  payment  methods  to  cashless

methods,  and  capture  evidence  of

progress  in  f inancial  inclusion  of  the  
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Financial  Inclusion  of  Teens  /

Youth:  PMJDY  has  included  teens

in  the  digital  banking  system,  thus

ensuring  a  behavioural  change  at

an  early  age.  25% of  the

respondents  are  in  the  age  group

of  15 -20  years .



Major Findings (Uttar Pradesh):

Major i ty  of  the  respondents  belong

to  the  economical ly  weak  and

marginal ized  communit ies .  While

only  24%  of  the  respondents

belong  to  the  general  category.

Educational  status  of  the

respondents  is  very  poor.  This  is  a

major  drawback  which  is   affect ing

the  use  of  PMJDY  account  and

RuPay  card.  Close  to  40%  of  the

respondents  are  either  i l l i terate

or  have  studied  t i l l  the  primary

level .

Financial  Inclusion  of  Women:

61% of  the  PMJDY  account  holders

are  women.  Non -working

housewives  const i tute  47% of  the

PMJDY  account  holders .  Although,

the  operat ion  of  the  accounts  on  a

regular  basis  remains  a  chal lenge,

women  are  making  f inancial

decis ions  regarding  account

operat ions  and  are  withdrawing

money.

Financial  Inclusion  of  Teen  /

Youth:  PMJDY  has  included  teens

in  the  digital  banking  system,  thus

ensuring  a  behavioural  change  at

an  early  age.  14% of  the

respondents  are  in  the  age  group

of  15 -20  years .

PMJDY Account Opening

and Receipt of RuPay

Card
The  study  captured  data  on  the

proport ion  of  respondents  who

opened  a  PMJDY  account  in  a  given

year  and  the  t ime  lapse  between

account  opening  and  issuance  of  the

RuPay  card  since  the  inception  of  the

programme  in  2014.  The  FGDs

revealed  that  barr ing  a  few  cases

where  the  banks  fa i led  to  dispatch

the  cards,  mostly  low  awareness

about  the  cards  benefi ts ,  ignorance

and  apprehensions  regarding  i ts

misuse  restr icted  them  f rom  avai l ing

the  RuPay  card.

Major Findings (Bihar) :

Major i ty  of  the  PMJDY  account

holders  (66%) received  RuPay  debit

card  along  with  PMJDY  account

opening.
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Those  who  did  not  receive  the

card,  they  either  did  not  take  i t

intent ional ly  as  they  are  ignorant

about  i ts  benefi ts  or  they  are

apprehensive  of  i t  being  misused.

A  few  also  reported  that  they  were

being  asked  to  pay  to  get  the  card.

Non  dispatch  of  RuPay  cards  f rom

banks  and  in  a  few  cases  people

not  taking  the  cards  f rom  the

banks.



Major Findings (Uttar Pradesh):

Major i ty  of  the  PMJDY  account

holders  (77%) received  RuPay  debit

card  along  with  PMJDY  account

opening.

Those  who  did  not  receive  the

card,  they  either  did  not  take  i t

intent ional ly  as  they  are  ignorant

about  i ts  benefi ts  or  they  are

apprehensive  of  i t  being  misused.

A  few  also  reported  that  they  were

being  asked  to  pay  to  get  the  card.

Non  dispatch  of  RuPay  cards  f rom

banks  and  in  a  few  cases  people

not  taking  the  cards  f rom  the

banks.

Current Possession and Use

of RuPay Card:

Another  important  aspect  of  the  study

was  determining  the  proport ion  of  the

respondents  who  actual ly  possess  the

RuPay  card  at  the  t ime  of  the  study

and  whether  they  use  i t  on  a  regular

basis .  

Active  use  is  a  cri t ical  component  in

further ing  healthy  f inancial  behaviour

and  reaching  the  advantages  of  the

scheme  to  this  sect ion.

A  special  emphasis  was  given  to

col lat ing  this  data  for  adolescent  gir ls

and  women  as  their  f inancial  f reedom

is  the  cornerstone  for  future  sel f -

suff ic iency  and  empowerment.  

Further ,  data  on  the  f requency  with

which  the  card  is  used,  pattern  of

usage,  and  specif ic  causes  and

barr iers  to  possessing  or  uti l iz ing  the

card  was  also  col lated.

Major Findings (Bihar):

85% of  PMJDY  account  holders

have  RuPay  debit  card.  Percentage

of  respondents  having  RuPay  debit

card  increased  f rom  66% to  85%

between  t ime  of  opening  of  PMJDY

account  and  the  survey  period.

Out  of  the  85% of  respondents

currently  in  possession  of  RuPay

debit  card,  60% are  using  the  card.

Among  the  40% of  respondents

who  are  not  using  the  card,  the

card  is  not  act ivated  in  case  of  58%

of  the  respondents.
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Out  of  the  60% of  respondents  who

are  using  the  card,  31% have  not

operated  the  RuPay  debit  card  in

last  one  month.

Out  of  the  53% of  respondents  who

used  the  RuPay  card,  89% of  them

used  the  card  for  cash  withdrawal .

65% of  PMJDY  account  holders

have  RuPay  debit  card.  The

percentage  of  respondents  having

RuPay  debit  card  decreased  f rom

77% to  65% between  t ime  of

opening  of  PMJDY  account  and  the

survey  period.

Major Findings (Uttar Pradesh):

Among  the  51% of  respondents

who  are  not  using  the  card,  the

card  is  not  act ivated  in  case  of  27%

of  the  respondents.

Out  of  the  42% of  respondents  who

used  the  RuPay  debit  card,  59% of

them  used  the  card  for  cash

withdrawal .



RuPay Card: Activation,

Awareness on uses and

Overdraft facility
Change  is  an  incremental  process

often  surrounded  by  misgivings  for

people  undergoing  i t .  Acceptance,

adoption  and  internal izat ion  of  a  new

technology  among  people  who  have

been  hitherto  al ienated  f rom  i t  is  a

huge  change  which  requires  careful

change  management  and  hinges  on

comprehensive  awareness  generat ion

and  t ra ining  programmes.

RuPay Card Activation

The  study  endeavoured  to  f ind  out

the  level  of  part ic ipat ion  in  the

awareness  generat ion  and  t ra ining

programmes  and  i f  their  content  and

qual i ty  were  effect ive  in  capacity

bui lding  of  the  respondents  to

act ivate  and  ult imately  operate  the

RuPay  card  independently .   I t  was

discovered  that  in  a  major i ty  of  the

cases  no  awareness  generat ion

camps  were  held  in  the  vi l lages  and

even  then  the  part ic ipat ion  rate  was

extremely  low.

Addit ional ly ,  data  on  the  information

received  on  PMJDY  and  RuPay  Card,

the  t ra ining  provider ,  medium  of  card

act ivat ion,  the  nature  of  problems

faced  in  act ivat ing  the  card  as  well  as

perceptions  on  usefulness  of  these

programmes  was  also  col lected.
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The  RuPay  card  is  the  key  to

unlocking  the  benefi ts  of  PMJDY  as

it  faci l i tates  the  sustained  operat ion

of  opened  bank  accounts  and  thus  i t

serves  the  goal  of  f inancial

inclusion.   The  study  showed  that

within  a  short  span  of  t ime  f rom  the

receipt  of  the  RuPay  card  a  major i ty

of  the  respondents  have  become

aware  that  i t  can  be  used  for  cash

withdrawal .  Although  very  few  are

aware  of  the  f inancial  benefi ts  such

as  accidental  insurance  cover  and

merchant  offers ,  and  a  sizeable

sect ion  are  unable  to  operate  the

card,  st i l l  the  common  perception  is

that  the  card  is  easy  to  use.

Awareness on uses of RuPay

card

The  overdraft  faci l i ty  is  an  emergency

fund  for  vulnerable  borrowers  who

often  resort  to  taking  loans  f rom

informal  and  exploitat ive  credit

inst i tut ions  and  lead  their  l ives  in

relent less  cycles  of  debt.  Evaluat ing

the  knowledge  and  use  of  this  faci l i ty

among  the  respondents  was  a  cri t ical

component  of  the  study  as  i t  al lows

the  socio -economical ly  weaker

groups  to  build  a  credit  history  and

sets  the  stage  for  larger

inst i tut ional ized  loans.

Overdraft facility

I t  was  found  that  knowledge  and

actual  avai l ing  of  overdraft  was

relat ively  low.  Several  respondents

mentioned  that  did  not  need  to  use  i t ,  



Major Findings (Bihar):

In  case  of  75% of  the  respondents,

awareness  generat ion  camps  on

PMJDY  or  RuPay  card  were  not

held  in  their  vi l lage.

Out  of  631  respondents,  who  were

aware  of  awareness  camps,  only

13% part ic ipated  in  the  camp.

a  few  were  inel igible  for  i t  and  a  few

were  unaware  of  the  terms  of

repayment  hence  avoided  avai l ing  i t .

A  large  proport ion  of  the

respondents  fel t  that  the  overdraft

faci l i ty  was  beneficial  for  them.

Out  of  2275  respondents,  who

received  RuPay  Card,  only  4%

received  t ra ining / instruct ion  on

activat ion  and  use  of  RuPay  debit

card.

The  t ra ining / instruct ion  on

activat ion  and  use  of  RuPay  debit

card  was  mostly  provided  by  bank

personnel  &  CSPs.

Out  of  the  4% of  respondents  who

received  t ra ining,  81% of  them  feel

that  the  t ra ining   was  useful .

Out  of  al l  the  card  holders ,  24% of

the  respondents  faced  problems  in

act ivat ion  of  the  RuPay  card.

There  is  apprehension  in  using  the

card  due  to  fear  of  losing  money.

Out  of  the  24% of  respondents

who  faced  problems  in  card

act ivat ion,  43% of  them  have  not

act ivated  the  card  due  to  this

reason.
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Respondents  took  help  f rom

banks,  CSPs  and  f r iends / relat ives

to  act ivate  the  RuPay  card.

Out  of  total  1315  respondents,

who  use  the  RuPay  Card,  75% are

able  to  use  the  card  on  their  own.

More  than  half  of  the  respondents

(57%) are  aware  of  the  uses  of

RuPay  debit  card.

Out  of  57% respondents  (1287 ) ,

who  knows  about  the  use  of  RuPay

Card,  major i ty  (97%) know  that  the

card  is  used  for  withdrawing

money.

Only  35% of  the  respondents  are

aware  of  the  f inancial  benefi ts  of

RuPay  debit  card.

75% of  the  respondents  (out  of

802  respondents  (35%) ,  who  are

aware  of  f inancial  benefi ts  of

RuPay  Card )  are  aware  that  there

is  an  accidental  insurance  cover  of

Rs.1  lakh

37% of  the  respondents  are  aware

of  the  fact  that  RuPay  is  a

domestic  card.  

81% of  the  respondents  (out  of

1315  respondents,  who  uses

RuPay  Card )  feel  that  RuPay  debit

card  is  easy  to  use.

Out of 19% respondents, who do not find

easy to use the RuPay Card, 76% have no

knowledge of how to use the card.

Awareness  levels  towards  the

overdraft  faci l i ty  in  PMJDY

account  is  extremely  low.  88% of

respondents  are  not  aware  of  the

overdraft  faci l i ty  in  their  PMJDY

account.



Major Findings (UP):

Nearly  33% of  the  respondents

who  have  taken  overdraft  faci l i ty ,

have  taken  i t  only  once.

71% of  the  respondents  who  have

avai led  the  overdraft  faci l i ty ,  feel

that  the  overdraft  faci l i ty  is  useful .

Out  of  total  301  respondents,  who

were  aware  of  overdraft  faci l i ty ,

only  37% of  the  total  respondents

have  taken  overdraft  faci l i ty .

Major i ty  of  the  respondents  have

taken  an  overdraft  amount  of  less

than  Rs.2000.

In  case  of  40% of  the  respondents,

awareness  generat ion  camps  on

PMJDY  or  RuPay  card  were  not

held  in  their  vi l lage.

Out  of  1464  respondents,  who

were  aware  of  awareness  camps,

55% part ic ipated  in  the  camp.

Out  of  2246  respondents,  who

have  received   RuPay  Card,  57%

have  received  t ra ining / instruct ion

on  act ivat ion  and  use  of  RuPay

debit  card.

The  t ra ining / instruct ion  on

activat ion  and  use  of  RuPay  debit

card  was  mostly  provided  by  bank

personnel  &  CSPs.

Out  of  the  57% of  respondents

who  received  t ra ining,  76% of

them  feel  that  the  t ra ining   was

useful .

Out  of  al l  the  card  holders ,  54% of

the  respondents  faced  problems  in

act ivat ion  of  the  RuPay  card.

There  is  apprehension  in  using  the

card  due  to  fear  of  losing  money.

Out  of  the  54% respondents  who

faced  problems  in  card  act ivat ion,

29% of  the  respondents  have  not

act ivated  the  card  due  this  reason.
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Respondents  took  help  f rom

banks,  CSPs  and  f r iends / relat ives

to  act ivate  the  RuPay  card.

Out  of  total  950  respondents,  who

use  the  RuPay  Card,  79% are  able

to  use  the  card  on  their  own.

More  than  half  of  the  respondents

(51%) are  aware  of  the  uses  of

RuPay  debit  card.

Out  of  57% respondents  (1151 ) ,

who  knows  about  the  use  of  RuPay

Card,  major i ty  (74%) know  that  the

card  is  used  for  withdrawing

money.

31% are  aware  of  the  f inancial

benef i ts  of  RuPay  debit  card.

60% of  the  respondents  (out  of

690  respondents  (31%) ,  who  are

aware  of  f inancial  benefi ts  of

RuPay  Card )  are  aware  that  there

is  an  accidental  insurance  cover  of

Rs.1  lakh

42% of  the  respondents  are  aware

of  the  fact  that  RuPay  is  a

domestic  card.  

63% respondents  (out  of  950

respondents,  who  uses  RuPay

Card )  feel  that  RuPay  debit  card  is

easy  to  use.

Out  of  37% respondents,  who  do

not  f ind  easy  to  use  the  RuPay

Card,  17% have  no  knowledge  of

how  to  use  the  card.



Nearly  35% of  the  respondents

who  have  taken  overdraft  faci l i ty ,

have  taken  i t  only  once.

94% of  the  respondents  who  have

avai led  the  overdraft  faci l i ty ,  feel

that  the  overdraft  faci l i ty  is  useful .

Awareness  levels  towards  the

overdraft  faci l i ty  in  PMJDY

account  is  extremely  low.  80% of

respondents  are  not  aware  of  the

overdraft  faci l i ty  in  their  PMJDY

account.

Out  of  total  497  respondents,  who

were  aware  of  overdraft  faci l i ty ,

only  22% have  taken  overdraft

faci l i ty .

Major i ty  of  the  respondents  have

taken  an  overdraft  amount  of  less

than  Rs.2000.

The  Customer  Service  Points  (CSPs )

play  a  key  role  in  extending  the

outreach  of  banking  services  to  the

remotest  regions  where  the  physical

infrastructure  for  banking  was

hitherto  unavai lable.  A  detai led

invest igat ion  of  the  role  of  the  CSPs

and  their  funct ioning  was  done

during  the  study.  A  huge  sect ion  of

the  respondents  expressed  overal l

sat isfact ion  with  the  funct ioning  of

the  CSP  in  their  local i ty .  A  small

proport ion,  who  expressed

dissat isfact ion,  brought  up  concerns

such  as  lack  of  l iquidity  in  the  CSPs,

dysfunct ional  machines,

uncooperat ive  staf f  and  the  outlet

being  often  closed.

Role of Customer Service

Points (CSP):

Customer  Service  Points  are

funct ioning  properly  and  l iv ing  up

to  the  expectat ions  of  the

respondents  at  large.  64% of  the

respondents  are  sat isf ied  with  the

services  provided  by  the  CSPs.

Major Findings (Bihar):
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Cash  avai labi l i ty ,  CSP ’s  working

hours,  network  issues,  payment  of

extra  fees  and  non -cooperat ion  of

CSP  personnel  are  some  the  issues

which  are  hindering  use  of  CSPs.

Out  of  30% respondents,  who  were

dissat isf ied  with  the  services  of

CSPs,  39% reported  that  there  is  a

problem  of  cash  avai labi l i ty  in  the

CSP.

The  mandate  of  PMJDY  scheme  to

provide  banking  faci l i t ies  within  5

km  radius  of  a  vi l lage  has  been

achieved  successful ly .  98% of  the

respondents  mentioned  that  there

is  a  CSP  within  a  distance  of  5  km

from  the  vi l lage.

70% of  the  respondents  reported

that  there  are  no  shops  with  PoS

machine  in  their  vi l lage.

Customer  Service  Points  are

funct ioning  properly  and  l iv ing  up

to  the  expectat ions  of  the

respondents  at  large.  70% of  the

respondents  are  sat isf ied  with  the

services  provided  by  the  CSPs.

Major Findings (UP):



Cash  avai labi l i ty ,  CSP ’s  working

hours,  network  issues,  payment  of

extra  fees  and  non -cooperat ion  of

CSP  personnel  are  some  the  issues

which  are  hindering  use  of  CSPs.

Out  of  30% respondents,  who  were

dissat isf ied  with  the  services  of

CSPs,  70% reported  that  there  is  a

problem  of  cash  avai labi l i ty  in  the

CSP.

The  mandate  of  PMJDY  scheme  to

provide  banking  faci l i t ies  within  5

km  radius  of  a  vi l lage  has  been

achieved  successful ly .  87% of  the

respondents  mentioned  that  there

is  a  CSP  within  a  distance  of  5  km

from  the  vi l lage.

The  PMJDY  programme  brought

banking  services  to  the  doorstep  of

the  most  under -privi leged  sect ions  of

the  society  in  the  remotest  regions  of

the  country.   I t  is  expected  that  by

avai l ing  these  services  people ’s

f inancial  behaviour  would  undergo  a

change  over  t ime.  An  important

component  of  the  study  was  to  assess

people ’s  perception  on  access  to

banking  services  and  the  result ing

change  in  f inancial  behaviour  in

terms  of  t ransit ion  f rom  conventional  

Shift in behavioural trends

in Banking Practices - and

Linkages with Government

schemes

payment  methods  to  cashless

transact ions,  reasons  for  doing  so,

change  in  f requency  of  banking— i f

any,  and  shif t  in  saving  behaviour .

Respondents  show  a  slow  but  gradual

change  in  behaviour  in  terms  of  using

RuPay  card  to  withdraw  cash  f rom

CSPs  rather  than  going  to  banks.

Though  RuPay  card  has  also  been

l inked  to  schemes  such  as  KCC  and

PMMY,  awareness  levels  towards  the

cards,  possession  and  use  is  very  low.

56% of  the  respondents  reported

that  there  are  no  shops  with  PoS

machine  in  their  vi l lage.
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I t  is  cri t ical  that  the  f inancial

awareness  and  l i teracy  programs  help

people  become  awareness  of  these

l inkages  with  RuPay  card  as  well .

93% of  the  respondents,  who  use

RuPay  card  instead  of  cash

transact ion,  feel  that  onl ine

transact ions  save  them  t ime

Major Findings (Bihar):

87% of  the  respondents  feel  that

banking  services  are  now  closer  to

them.

Out  of  1315  respondents,  who  use

RuPay  Card,  57% use  RuPay  card

now  instead  of  cash  t ransact ions

50% of  the  respondents  reported

an  increase  in  the  f requency  of

banking  after  they  started  using

RuPay  debit  card.

49% of  the  respondents  reported

that  they  are  saving  more  money

in  their  bank  account  now.



77% of  the  respondents  have  less

than  Rs.5000  in  their  PMJDY

account

66% of  the  respondents  reported

that  they  are  saving  more  money  in

their  bank  account  now.

36% of  the  respondents  have  less

than  Rs.5000  in  their  PMJDY

account.

9% of  the  respondents  are  aware

of  the  RuPay  Kisan  Card.

7% of  the  respondents  are  aware  of

the  RuPay  Kisan  Card.

Only  7% of  the  respondents  are

aware  of  the  benefi ts  of  RKC.

Among  the  farmers,  31% are  aware

of  the  benefi ts  of  the  card.

Only  2% of  the  respondents  and  4%

of  the  farmers  are  aware  that  the

card  is  used  to  withdraw  the  loan.

Major Findings (Uttar Pradesh):

76% of  the  respondents  feel  that

banking  services  are  now  closer  to

them.

Out  of  950  respondents,  who  use

RuPay  Card,  63% use  RuPay  card

now  instead  of  cash  t ransact ions.

72% of  the  respondents,  who  use

RuPay  card  instead  of  cash

transact ion,   feel  that  onl ine

transact ions  saves  them  t ime,  56%

think  that  i t  is  an  easier  option  and

51% think  that  i t  saves

transportat ion  cost .

70% of  the  respondents  reported  an

increase  in  the  f requency  of

banking  after  they  started  using

RuPay  debit  card.
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Conclusion and

Recommendations

Sti l l ,  the  road  to  complete  f inancial

inclusion  is  long  and  arduous  and  the

momentum  generated  by  PMJDY,

agent -based  branchless  banking  and

the  RuPay  Card  are  the  key  to

f inancial  access  in  previously

unbanked  areas.  This  needs  to  be

judiciously  sustained  in  order  to

continue  to  move  forward.

The  study  reveals  that  the  selected

regions  have  made  reasonable

progress  towards  f inancial  inclusion

to  ensure  that  the  benefi ts  of

development  are  distr ibuted

equitably,  especial ly  among  the  poor

and  vulnerable  sect ions  of  the

society  but  this  is  yet  an  emerging

trend.

Only  2% of  the  respondents  and  4%

of  the  farmers  know  that  i t  can  be

used  to  withdraw  credit  anyt ime

based  on  need.

Only  7% of  the  respondents  are

aware  of  the  benefi ts  of  RKC.

Among  the  farmers,  26% are  aware

of  the  benefi ts  of  the  card.

Only  4% of  the  respondents  and

12% of  the  farmers  are  aware  that

the  card  is  used  to  withdraw  the

loan.

Only  2% of  the  respondents  and  8%

of  the  farmers  know  that  i t  can  be

used  to  withdraw  credit  anyt ime

based  on  need.



Though  RuPay  card  has  also  been

l inked  to  schemes  such  as  KCC  and

PMMY,  awareness  levels  towards  the

cards,  possession  and  use  is  very

low.  I t  is  cri t ical  that  the  f inancial

awareness  and  l i teracy  programs

help  people  become  aware  of  these

l inkages  with  RuPay  card  as  well .

Awareness,  education,  f inancial

l i teracy  and  behavioural  change  were

the  key  areas  which  need  to  be

strengthened.  This  was  the

consol idated  view  of  the  senior  banks  

1. Financial Literacy

Financial  Literacy  is  a  combinat ion  of

f inancial  awareness,  knowledge,

ski l ls ,  att i tude  and  behaviour

necessary  to  make  sound  f inancial

decis ions  and  ult imately  achieve

individual  f inancial  well -being.

The  awareness  level  and  education  of

the  stakeholders  is  the  key  in  the

successful  adoption  of  the  RuPay

card,  as  the  primary  medium  to

faci l i tate  t ransact ions  via  the  agency

of  CSPs,  ATMs,  and  electronic

platforms.  In  the  context  of

increasing  and  diversi fy ing  the  usage

of  RuPay  cards,  i t  becomes  even

more  cri t ical  that  the  respondents

acquire  the  know -how  of  card

act ivat ion,  method  of  usage,  types  of

usage,  and  mult iple  benefi ts

associated  with  i t .

of f ic ials  who  were  consulted  during

the  study  for  the  overal l  improvement

of  the  RuPay  card  scheme.
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The  selected  regions  are  typical ly

character ized  by  low  l i teracy  levels ,

low  f inancial  l i teracy,  low  awareness

about  PMJDY& RuPay  cards  (RuPay

debit  card,  RKC  and  RuPay  Mudra

card,  low  know -how  of  overdraft

faci l i ty ,  Direct  Benefi t  Transfer  and

other  banking  faci l i t ies  l inked  with

PMJDY  account.  After  PMJDY  was

launched  in  2014,  awareness

generat ion  and  f inancial  l i teracy

camps  were  held  systematical ly

across  the  country.  The  memory  of

these  efforts  seems  to  have  faded  in

the  minds  of  the  people  over  t ime

and  they  merely  recal l  these  camps

as  account  opening  drives.  I t  is

cr i t ical  that  continuous  refresher

courses  are  held  in  the  coming  year

to  sustain  the  current  momentum  as

the  RuPay  card  base  continues  to

expand.

A  few  recommendations  to

maximize  the  impact  of  awareness

generation  and  increase  the

financial  l i teracy  levels  are

enumerated  below:

a.  Awareness  generation  camps:

With  only  25% of  people  in  Bihar  and

60% of  respondents  in  Uttar  Pradesh

report ing  that  awareness  camps  were

conducted  in  their  vi l lage,  and  the

fact  that  they  recal l  these  camps  as

account  opening  drives  only,  i t  is

evident  that  lapse  of  t ime  has  blurred

the  information  received  then.  In

such  a  scenario,  i t  becomes

imperat ive  that  awareness  programs

are  organized.  



The  f requency  of  the  camps  should

be  increased  with  a  system  of  fol low -

up  for  reinforcement  and  retent ion  of

knowledge.

b.  Financial  Literacy  Programs:  As

evident  f rom  the  data,  the  RuPay  card

base  has  expanded  substant ial ly  with

85% possession  rate  in  Bihar  and  65%

possession  rate  in  Uttar  Pradesh.  But

as  far  as  the  level  of  usage  is

concerned,  i t  st i l l  hovers  around  60%

in  Bihar  and  65% in  Uttar  Pradesh.

Financial  l i teracy  is  the  key  to  making

successful  use  of  the  f inancial

services  unlocked  by  the  RuPay  card.

Thus,  a  comprehensive  f inancial

educat ion  programme  run  in

col laborat ion  by  Financial  Literacy

Centres  (FLCs ) ,  rural  banks,  and  CSPs

could  enable  the  card  holders  to

navigate  the  new  f inancial  landscape

eff ic ient ly .

This  programme  should  aim  at

capacity  building  for  f inancial

planning,  healthy  saving  habits  and

understanding  of  f inancial  products

and  credit  faci l i t ies .  Another  cri t ical

component  of  the  programme  could

focus  on  counsel l ing  and  change

management  for  newly  inducted

people  in  the  banking  arena.

c.  Financial  Behavioural  Change:

With  a  rapid  increase  in  the  RuPay

card  base,  more  and  more  people  are

able  to  bypass  t radit ional  entry

points  of  physical  bank  branches  and

are  coming  into  the  ambit  of  formal

banking  in  the  selected  regions.  
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Despite  this  development  in  access,

cash  oriented  f inancial  pract ices  are

st i l l  preferred  by  many  (43% in  Bihar

and  37% in  Uttar  Pradesh )  over

cashless  methods.  Individual  barr iers

such  as  apprehensions  about  use  of

the  card,  low  awareness  levels  and

poor  educational  status  combined

with  poor  socio  –economic  status  are

largely  responsible  for  l imited  use  of

cashless  methods  for  t ransact ions.

The  increase  has  been  rapid  in  a  very

short  t ime.  The  f requency  of  banking

and  the  amount  of  savings  in  the

account  have  also  shown  a  small

increase.

A  comprehensive  f inancial

educat ion  programme

implemented  by  FLCs,  rural  banks

and  CSPs,  one  component  of  which

could  be  counsel ing  and  change

management  to  al lay

apprehensions  or  hesitat ion

towards  use  of  technology  in

banking.  

Tai lor  behaviour  change

programmes  based  on  in -depth

study  of  income  f low,  expenditure,

savings,  and  borrowing  behaviour

of  the  target  populat ion.

In  this  scenario,  f inancial  education

to  promote  f inancial  l i teracy  and  thus

bring  about  a  change  in  the  f inancial

behaviour  becomes  very  cri t ical .

The  fol lowing  recommendations  are

being  made  to  faci l i tate  the  shift  to

healthy  f inancial  behaviour:



Gender  is  a  cri t ical  dimension  in

f inancial  inclusion.  The  introduction

of  RuPay  card  has  supported  the

inclusion  of  adolescent  gir ls  &

women  across  the  country.  The  study

revealed  that  a  major i ty  of  the

account  holders  in  possession  of

Rupay  card  are  women  and  that

several  of  them  are  coming  out  of

their  homes  to  independently  operate

their  card  by  vis i t ing  CSPs  to

withdraw  cash.  This  process  has

enabled  them  to  make  f inancial

decis ions  on  their  own,  and  is  a  huge

step  towards  women ’s  f inancial

autonomy.

2. Empowering Women

and Adolescent Girls

Despite  this  development,  most

RuPay  card  holders  have  a  poor

educat ional  status  and  low  f inancial

l i teracy  which  can  be  overcome  with

targeted  interventions  focused  on

awareness  generat ion,  f inancial

l i teracy  and  f inancial  behavioural

change  programs  on  a  sustained

basis  for  the  adolescent  gir ls  and

women.  A  concerted  effort  towards

making  women  f inancial ly  aware  &

l i terate  and  inculcat ing  healthy

f inancial  behaviour  wil l  empower

women  to  form  an  independent

f inancial  ident i ty  and  aid  them  in

accessing  formal  credit  for

productive  income -generat ing

act iv i t ies ,  thus  giving  them  f inancial

autonomy.
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The  study  found  that  a  fa i r  proport ion

of  teenagers  (between  15 -19  yrs )

have  opened  accounts  under  PMJDY.

These  youngsters  are  able  to

navigate  the  internet  and  electronic

platform  with  great  ease.The  teens

are  more  l ikely  to  use  digital  banking

options  than  the  adults  because  of

their  awareness  &  higher  probabi l i ty

of  acceptance  of  new  technologies

and  their  ease  with  using  mobile

phones.  Inclusion  at  an  early  age  also

ensures  behavioural  changes  such  as

saving  for  higher  education  and

crises,  mindful  spending,  awareness

about  schemes  and  products,  

3. Financial Independence   

of Adolescents

diversi fy ing  sustainable  l ivel ihood

opportunit ies  in  the  future,  and

employing  technology  (such  as

RuPay  Card )  for  al l  t ransact ions

which  wil l  eventual ly  build  their

f inancial  capital  and  is  required  for

transit ioning  f rom  a  cash -oriented

economy  to  a  digital  cashless  one.

With  a  large  proport ion  of

representat ion  in  the  overal l

populat ion  of  the  country,  there  is  an

immense  opportunity  to  further  bring

teens  in  to  f inancial  inclusion

programmes  very  early  in  their  l i fe .

A  special  thrust  on  making  them

financial ly  l i terate  is  emergent  so

that  they  can  keep  pace  with  the

var ious  digital  economic  drives  and

benef i t  f rom  them.



4. Customer Service Point

(CSPs)

The  Customer  Service  Points  has

been  able  to  bridge  the  f inancial

exclusion  gap  across  the  country  by

providing  al l  banking  solut ions  close

to  the  doorstep  of  the  consumers.

The  study  shows  us  that  98% of  the

CSPs  in  Bihar  and  87% of  the  CSPs  in

Uttar  Pradesh  are  within  a  distance  of

5  km.

A  crucial  role  of  the  CSP  is  also

faci l i tat ing  awareness  &  f inancial

l i teracy  among  the  customers  in  i ts

catchment  area  on  a  regular  basis

and  to  bring  those  who  are  st i l l  out  of

the  ambit  of  the  f inancial  inclusion

program.  

The  CSPs  undertook  the  awareness

and  f inancial  education  in  vi l lages

init ia l ly  after  opening  the  CSPs  but

now  the  focus  is  to  cater  to  the  needs

of  the  exist ing  customers  than

looking  for  more  inclusions.

Certain  CSPs  are  facing  coordinat ion

problems  with  banks  with  regard  to

regular  avai labi l i ty  of  cash.  The  CSPs

also  expressed  their  inabi l i ty  to  help

customers  who  have  not  received

RuPay  card  t i l l  now.  Coordinat ion

issues  with  banks  needs  to  be

resolved  for  smooth  funct ioning  of

the  CSPs.
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Securi ty  issues  are  being  faced  by

the  CSP  personnel  who  bring  cash

from  banks  on  almost  dai ly  basis .

Incidences  of  attack  (shooting )  on

CSP  personnel  carrying  cash  have

been  periodical ly  reported  and  these

incidences  may  r ise  in  the  future

unless  there  are  inbui l t  mechanism  in

the  program  to  address  i t .

CSPs  are  changing  the  l ives  of  lakhs

of  women  who  are  associated  in  the

program  as  CSP  In -charge  or  CSP

personnel .  Women  are  independently

operat ing  CSPs  on  a  ful l  t ime  basis .

Ef forts  should  be  made  to  include

more  women  as  CSP  In -charge  and

CSP  personnel .



INTRODUCTION

The  Indian  economy  is  growing  with

a  focus  on  the  achievement  of

sustainable  development  goals  and

the  thrust  is  on  maximum

part ic ipat ion  f rom  al l  sect ions  of  the

society,  especial ly  the  weak  and  the

marginal ized  in  remote  rural  areas.

Act iv i t ies  of  modern  economy  are

signif icantly  inf luenced  by  the

funct ions  and  services  of  banks  and

the  banking  sector  const i tutes  the

core  of  a  robust  economic  system.   In

this  context  i t  is  notable  that  rural

economy  is  the  backbone  of  the

Indian  economy  and  the  access  to

banking  services  is  a  cri t ical  factor  in

capital  formation  and  achieving

comprehensive  growth.  This  growth

includes  expansion  of  f inancial

services,  growth  of  f inancial

inst i tut ions  and  an  increase  in  per

capita  amount  of  f inancial  services

and  inst i tut ions.  I t  is  considered  as  a

prerequisi te  for  empowerment,

employment,  economic  growth,

poverty  reduction,  and  social

cohesion  (NAFIS,  2016 -17 ) [1 ] .

CHAPTER - 1

Indian  rural  households  are

overpoweringly  dependent  on

agriculture  as  the  primary  source  of

l ivel ihood.  

1.1  Need for Financial
Inclusion

The  f inancial  needs  of  India ‘s  rural

poor  ref lect  the  volat i le ,  uncertain,

and  i r regular  income  streams  and

expenditure  patterns  of  these

households.  (APJR,  2013,  Volume  2 )

[2 ] .   Seasonal  sale  of  agricultural

produce  and  intermittent  wage

labour  are  the  main  sources  of

income.  Shocks,  t rends  and

seasonal i ty  define  the  vulnerabi l i ty

context  of  the  rural  poor  and  the

varying  degrees  of  exposure  to  these

occurrences  undermines  l ivel ihoods

and  escalates  poverty .

[1]  NABARD Al l  India Rural  Financial  Inclusion Survey(NAFIS)   2016-17
https://www.nabard.org/auth/writereaddata/tender/1608180417NABARD-Repo-16_Web_P.pdf

[2]  NABARD Al l  India Rural  Financial  Inclusion Survey(NAFIS)   2016-17
https://www.nabard.org/auth/writereaddata/tender/1608180417NABARD-Repo-16_Web_P.pdf

Major i ty  of  them  are  small  or

marginal  farmers  and  the  weakest

sect ions  are  landless.

Further ,  meager  assets  and

disenabl ing  inst i tut ions  and

processes  weaken  their  resi l ience  to

tackle  eventual i t ies  and  device

strategies  to  secure  their  l ivel ihoods.

The  r isks  often  centre  on

meteorological  factors  such  as

rainfal l  and  temperature  t rends,  crop

loss  due  to  pest  attacks  and  loss  of

l ivestock.  Other  r isks  include  change

in  health  status  and  mortal i ty ,  on -

going  food  scarcity ,  and

confl icts . Inst i tut ions  and  processes

play  a  cri t ical  role  in  enabl ing  and

shaping  l ivel ihoods  by  inf luencing  
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the  access  to  assets  and  vulnerabi l i ty

to  shocks.  This  includes  both  formal

and  informal  membership

organizat ions  as  well  as  the  norms

and  customs  that  govern  land  tenure,

credit ,  insurance,  and  markets .  All

these  determine  the  terms  of  access

to  opportunit ies ,  production  and

exchange  and  subsequently

l ivel ihood  outcomes.

Since  the  weakest  and  marginal ized

sect ions  of  the  rural  society  have  the

poorest  assest  endowments,  they

have  absolutely  no  col laterals  when

faced  with  crises.  Such  sect ions  are

not  able  to  access  formal  and  rel iable

credit  sources   and  thus  are

dependent  on  non - inst i tut ional

sources  for  high  value  investments.

(NAFIS,  2016 -17 ) [3 ] .  The  non -

inst i tut ional  sources  mainly  comprise

of  the  local  money  lenders,  f r iends

and  relat ives.  The  terms  of  repayment

are  often  exploitat ive  and  the

borrowers  are  t rapped  in  a  cycle  of

debt   that  further  pushes  them  in  to

dest i tuion.

As  the  incomes  of  the  rural  poor  tend

to  be  small ,  i r regular ,  and  unrel iable,

and  they  have  few  col laterals  to

absorb  the  shocks  and  r isks  they

face,  they  need  the  ful l  armory  of

intermediat ing  modes—saving  up  for  

1.2  Role of Banks

future  spending,  taking  advances

against  future  savings,  and  building

cash  reserves  that  can  be  cal led  on  at

any  t ime.  They  need  a  wide  range  of

f inancial  services— f rom  small

advances  to  t ide  over  consumption

needs  to  loans  for  investment

purposes  to  long - term  savings  that

help  them  manage  l i fe -cycle  needs

(APJR,  2013,  Volume  2 ) [4 ] .

[3]  3NABARD Al l  India Rural  Financial  Inclusion Survey (NAFIS)  2016-17
https://www.nabard.org/auth/writereaddata/tender/1608180417NABARD-Repo-16_Web_P.pdf

[4]  4S. ,  Di leep & Rao,  G.V.  Kesava (2013) .  A Study on Indian Rural  Banking Industry-Issues and
Chal lenges,  Asia Pacif ic  Journal  of  Research,  Volume 2,  Issue 4.
http://apjor .com/fi les/1372132807.pdf

In  this  background,  access  to

banking  services  provides  the

marginal ized  sect ions  with  an

opportunity  to  real ize  their  economic

goals  and  improve  their  f inancial

posit ion  by  providing  a  wide  range  of

f inancial  services,  thereby

contr ibut ing  to  overal l  growth  of  the

economy.  To  this  end,  the

Government  of  India  along  with  the

Reserve  bank  of  India  (RBI )  has  been

making  r igorous  efforts  to  bring

hitherto  unbanked  sect ions  in  the

remotest  rural  areas  under  the  ambit

of  formal  banking  services.  The

dif ferent  pol icy  in i t iat ives  taken  up

by  the  RBI  and  Government  over  the

past  six  decades  to  provide  inclusive

f inancial  growth  are:

Nat ional izat ion  of  Banks

Regional  Rural  Banks

Prescr ipt ion  of  prior i ty  sector

targets
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Lending  to  weaker  sect ions  at

concessional  rates

Introduction  of  Lead  Bank  Scheme

Service  Area  Approach

Self  Help  Groups  (SHGs )  -Bank

l inkage  programme

Relaxat ion  in  branch  l icensing

norms

Sett ing  up  of  Rural  Self

Employment  Training  Inst i tutes

(RSETI )  /Financial   Literacy  Centre

(FLC )

Appointment  of  Dr.  C.  Rangarajan

Committee

Engaging  Banking  Faci l i tators

/Banking  Correspondents

According  to  Chakrabarty  K.C  (2009

(APJOR,  2013,  Volume  26 ) [6 ] ,  access

to  f inancial  products  is  constrained  by

several  factors  which  include:  

Despite  these  efforts ,  t i l l  2008

approximately  185  mil l ion

―potential ly  bankable  people  were

not  using  formal  banking  services

because  of  reasons  l ike  poor  access

or  usage.  (APJOR,  2013,  Volume  25 )

[5 ] .  Further ,  60  per  cent  of  the  rural

and  urban  populat ion  did  not  have  a

funct ional  bank  account  according  to

the  Mor  Committee  Report  on

Comprehensive  Financial  Services  for

Small  Business  and  Low  Income

Households  submitted  in  2014.

[5]  S . ,  Di leep & Rao,  G.V.  Kesava (2013) .  A Study on Indian Rural  Banking Industry-Issues and
Chal lenges,  Asia Pacif ic  Journal  of  Research,  Volume 2,  Issue 4.
http://apjor .com/fi les/1372132807.pdf

[6]  Chakrabarty,  KC: Financial  inclusion and banks – issues and perspectives,  (2011)[1] .
https://www.bis .org/review/r111018b.pdf

lack  of  awareness  about  the  f inancial

products ,  unaffordable  products,  high

transact ion  costs ,  and  products  which

are  not  convenient ,  inf lexible,  not

customised  and  of  low  qual i ty .

1.3  Financial Inclusion

Financial  inclusion  is  the  process  of

warrant ing  access  to  f inancial

services  and  appropriate  credit

faci l i t ies  for  the  weak  and

marginal ized  sect ions  of  the  country

through  a  comprehensive  network  of

f inancial  inst i tut ions  and  low -cost

services  at  the  doorstep.  Financial

inclusion  can  be  understood  as  an

important  cornerstone  of  economic

development.  I t  is  cri t ical  that  for

improving  the  f inancial  condit ion  of

economical ly  weaker  sect ions  of

society,  in i t iat ives  towards  f inancial

inclusion  are  indispensable.

The  Committee  on  Financial  Inclusion

(Chairman:  C.  Rangarajan,  2008 ) [7 ]

defines  f inancial  inclusion  as  the

“process  of  ensuring  access  to

f inancial  services  and  t imely  and

adequate  credit  where  needed  by

vulnerable  groups  such  as  weaker

sect ions  and  low  income  groups  at  an

affordable  cost” .

[7]  The Committee on Financial  Inclusion (Chairman:  C.  Rangarajan) ,  (2008) .
https://www.rbi .org. in/scr ipts/Publ icat ionsView.aspx?id=10494
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The  OECD / INFE  [8 ]  has  defined

f inancial  inclusion  as  fol lows:  ‘The

process  of  promoting  affordable,

t imely  and  adequate  access  to

regulated  f inancial  products  and

services  and  broadening  their  use  by

al l  segments  of  society  through  the

implementat ion  of  ta i lored,  exist ing

and  innovat ive  approaches  including

f inancial  awareness  and  education,

with  a  view  to  promote  f inancial  well

being  as  well  as  economic  and  social

inclusion. ’

Through  f inancial  inclusion,  the

resource  base  of  Indian  f inancial

system  can  be  enhanced  as  i t

promotes  a  culture  of  savings

amongst  large  segment  or  rural

populat ion.  Provis ion  of  f inancial

services  to  low  income  groups  helps

them  to  protect  their  f inancial  wealth

and  use  i t  during  cri t ical

circumstances.  Easy  access  to  formal

credit  wil l  protect  the  vulnerable

sect ions  of  society  f rom  gett ing

trapped  in  exploitat ive  cycles  of  debt.

The  primary  goals  of  Financial

Inclusion  as  enumerated  by  the  Mor

Committee [9 ]  on  Comprehensive

Financial  Services  for  Small  Business

and  Low  Income  Households

submitted  in  2014  are:

1.4  Goals of Financial
Inclusion

[8]  Financial  l i teracy and inclusion,  Results  oF OECD/INFE  Survey Across Countr ies and by Gender,
(2013) .  https://www.oecd.org/daf/f in/f inancial-
education/TrustFund2013_OECD_INFE_Fin_Lit_and_Incl_SurveyResults_by_Country_and_Gender.pdf
[9]  The Mor Committee Report  on Comprehensive Financial  Services for Smal l  Business and Low
Income Houselholds (2014) .  
https://rbidocs.rbi .org. in/rdocs/Publ icat ionReport/Pdfs/CFS070114RFL.pdf

Universal  Electronic  Bank

Account:

Ubiquitous  Access  to  Payment

Services  and  Deposit  Products  at

Reasonable  Charges

Suff ic ient  Access  to  Affordable

Formal  Credit

Universal  Access  to  a  Range  of

Deposit  and  Investment  Products

at  Reasonable  Charges

Universal  Access  to  a  Range  of

Insurance  and  Risk  Management

Products  at  Reasonable  Charges

Right  to  Suitabi l i ty  (Each  low -

income  household  and  small -

business  would  have  a  legal ly

protected  r ight  to  be  offered  only

―suitable  f inancial  services ) .

1 .

2.

3.

4.

5.

6.

Fulf i l lment  of  these  goals  wil l  enable

people  form  lower  income  groups  to

stabi l ize  their  l ivel ihood  and  improve

their  standards  of  l iv ing.  Further ,  i t

wi l l  increase  the  f inancial  resource

base  through  motivat ing  al l

individuals  to  have  a  bank  account

and  thus  inculcat ing  the  habit  of

saving.  Addit ional ly ,  the  disbursal  of

cash  under  several  schemes  wil l

become  quick  and  t ransparent  via

direct  t ransfers  in  the  accounts  of  the

benef iciar ies .
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Mere  access  to  f inancial  services  does

not  t ranslate  into  f inancial  inclusion

unless  awareness  and  education

about  f inancial  services  is  inculcated

among  the  consumers,  especial ly

among  those  who  are  vulnerable  to

persistent  downward  f inancial

pressures  due  to  l imited

understanding  of  personal  f inance.

According  to  RBI ,  f inancial  l i teracy

can  broadly  be  defined  as  “providing

famil iar i ty  with  and  understanding  of

f inancial  market  products,  especial ly

rewards  and  r isks,  in  order  for  making

informed  choices” .  Financial  l i teracy

is  cri t ical  as  i t  benefi ts  not  only  the

consumers,  but  also  the  f inancial

system  and  the  economy  by  creat ing  a

demand  for  f inancial  products  and

services.  Thus,  f inancial  inclusion  and

financial  l i teracy  are  twin  pil lars .

While  f inancial  inclusion  acts  f rom

supply  side  providing  the  f inancial

market /services  that  people  need,

f inancial  l i teracy  st imulates  the

demand  side -  making  people  aware  of

what  they  can  demand.

1.5  Financial Literacy

1.6  The Pradhan Mantri Jan

Dhan Yojana (PMJDY) and

RuPay

The  program  is  structured  to

el iminate  f inancial  untouchabi l i ty

and  aiding  the  poorest  of  the  poor  to

escape  the  vis ious  circle  of  poverty .

With  the  aim  to  universal ize  banking,

the  scheme  adopts  an  integrated

approach  to  cover  al l  rural  and  urban

households  in  the  country  by

extending  banking  faci l i t ies  in  each

sub -service  area  consist ing  of  1000  –

1500  households  such  that  faci l i ty  is

avai lable  to  al l  within  a  reasonable

distance.

[10]  https://www.pmjdy.gov. in/

The  Pradhan  Mantr i  Jan  Dhan  Yojana

(PMJDY ) [10 ]  launched  in  2014  is  a

f inancial  inclusion  program  that  is

aimed  at  bringing  this  hitherto

unbanked  sect ion  of  the  society  into

the  ambit  of  formal  banking  services.  

Key features of PMJDY account:

One  banking  account  for  every

household

RuPay  Debit  card  to  operate  the

account  with  in -buil t  Rs  1  lakh

personal  accident  insurance  cover

Li fe  insurance  cover  of  Rs.30,000

Zero  balance  account

Interest  on  deposit

Easy  Transfer  of  money  across

India

Rs.  10,000  overdraft  faci l i ty  for

Adhar  l inked  accounts

Direct  Benefi t  Transfer  of

government  schemes  

Access  to  var ious  pension  and

insurance  products  

Financial  l i teracy

As  on  March  31,  2019,  there  were

35.27  crore  bank  accounts  opened

under  PMJDY  and  deposits  in  the

PMJDY  bank  accounts  was  96,107

crore  (RBI ) .

23Impact Assessment of RuPay Card on Weaker and Marginalized Sections



The  RuPay  card,  an  indigenous

domestic  debit  card  introduced  by

National  Payment  Corporat ion  of

India  (NPCI ) [11 ]  which  is  given  to

every  PMJDY  account  holder ,  is  the

second  cri t ical  step  towards  f inancial

inclusion  as  i t  is  the  key  which

unlocks  the  banking  services  via  the

agency  of  electronic  platforms,  ATMs

and  PoS  machines.

RuPay Card - Key to Financial

Inclusion

Key features of RuPay card:

Lower  cost  and  affordabi l i ty .

Customized  product  offer ing.

Protect ion  of  information  related  to

consumers.

Electronic  product  options  to

untapped /unexplored  consumer

segment.

Inter -operabi l i ty  between  payment

channels  and  products:  

Issuing  Banks:  At  present  RuPay

has  col laborated  with  almost  1100

internat ional ,  regional  and  local

banks  across  the  country.  

Accidental  Insurance  for  RuPay

ATM  cardholders  of  Rs  1  lakh.

1.

2.

3.

4.

5.

6.

7.

This  wil l  help  rural  people  in  the

remotest  regions  of  India  to  by  pass

the  conventional  process  of  branch

banking  and  cheque  clear ing  by

shif t ing  to  card  payments  and

electronic  t ransact ions.  As  on  march

31,  2019,  the  total  number  of  RuPay

debit  cards  issued  to  PMJDY  account

holders  was  27.91  crores.  (RBI ) [12 ]

[12]  12Reserve Bank of India (RBI)  Reports[11] https://www.rupay.co. in/

1.7  Linkages of RuPay with

Government Schemes
The  RuPay  card  has  been  l inked  to

other  govrnment  schemes  besides

PMJDY  l ike  the  Kisan  Credit  Card

(KCC ) [13 ]  scheme  and  Pradhan  Mantr i

Mudra  Yojna  (PMMY ) .  The  customers

are  given  RuPay  Kisan  card  and  RuPay

Mudra  card  to  operate  the  loan.   The

object ive  of  l inking  these  cards  is  to

extend  the  benfi ts  of  the  RuPay  card

to  these  sect ions  of  the  populat ion.

RuPay Kisan Card (RKC)

Kisan  Credit  Card  (KCC )  scheme  aims

at  providing  need -based  and  t imely

credit  support  to  the  farmers  for  their

cult ivat ion  needs  as  well  as  non - farm

activ i t ies  in  a  cost  effect ive  manner.

Farmers  under  this  scheme  are  issued

a  RuPay  Kisan  Card  (RKC )  on  their

account.  The  card  enables  the

farmers  to  withdraw  cash  as  per  their

requirements  f rom  any  ATM /PoS

rather  than  going  to  branch.  The  card

comes  with  major i ty  of  the  RuPay

debit  card  features.

[14]

[13]  https://www.rupay.co. in/rupay-kisan-card-credit
[14] https://www.sbi .co. in/portal/web/agriculture-banking/kcc

24 Impact Assessment of RuPay Card on Weaker and Marginalized Sections



Interaction with RuPaY Card holders in Hardoi, Uttar Pradesh
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Financial Inclusion of Women

Economic development of  a society is incomplete wi thout the inclusion and
part ic ipat ion of  women in the ent i re process. 
Besides poor educat ional  status,  f inancial  l i teracy is low among the PMJDY account
holders and the RuPay card holders,  especial ly among the adolescent gir ls &
women. 
I t  is  heartening to see that a large proport ion of  women are covered under the
scheme but the operat ion of  these accounts on a regular basis st i l l  remains a major
hurdle.  This can be achieved through focused awareness generat ion,  f inancial
l i teracy and f inancial  behavioural  change programs on a sustained basis.     
Financial  l i teracy wi l l  empower women to form an independent f inancial  ident i ty and
aid them in accessing formal credi t  for  product ive income-generat ing act iv i t ies thus
giv ing them f inancial  autonomy.

Financial Inclusion and Autonomy of Teenagers

Tradi t ional ly,  management of  household f inances has been the domain of  the older
members,  and teenagers have had very l i t t le autonomy or say in these matters.  As
compared to the adul ts,  the proport ion of  teens with bank accounts in the rural
areas was negl ig ib le as very few f inancial  inclusion programs had the el ig ib i l i ty  age
of 10 years & above for opening and operat ing an account.

The PMJDY and RuPay Card Scheme have brought a substant ia l  proport ion of
teenagers under the ambit  of  banking and the f inancial  inclusion process. The teens
are more l ikely to use digi ta l  banking opt ions than the adul ts because of  their
awareness & higher probabi l i ty  of  acceptance of  new technologies and their  ease
with using mobi le phones. Inclusion at  an ear ly age also ensures behavioural
changes such as saving for higher educat ion and cr ises,  mindful  spending,
awareness about schemes and products,  d iversi fy ing sustainable l ivel ihood
opportuni t ies in the future,  and employing technology (such as RuPay Card) for  a l l
t ransact ions which wi l l  eventual ly bui ld their  f inancial  capi ta l  and is required for
t ransi t ioning from a cash-or iented economy to a digi ta l  cashless one.

With a large proport ion of  representat ion in the overal l  populat ion of  the country,
there is an immense opportuni ty to fur ther br ing the teens in to f inancial  inclusion
programmes very ear ly in their  l i fe.  A special  thrust  on making them f inancial ly
l i terate is emergent so that they can keep pace with the var ious digi ta l  economic
dr ives and benef i t  f rom them.
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Objectives, Data and Methodology

CHAPTER - 2

The  study  was  undertaken  to

understand  the  impact  of  RuPay  card

on  weaker  and  marginal ized  sect ions

in  Bihar  and  Uttar  Pradesh.  The  study

documented  the  uses  of  current

payment  made  by  the  people,

achievement  of  f inancial  inclusion

and  progress  towards  the  less -cash

economy  and  also  col lected

feedback  f rom  people  for  the

improvement  of  the  scheme.

2.1  Objective of the Impact

Assessment Study

Sequential  Mixed  method  combining

Qual i tat ive  and  Quanti tat ive  methods

was  undertaken  in  this  study.   The

fol lowing  tools  were  used  in  the

study:

Objectives

The  broad  objectives  of  the  study

were  to:

Study  the  exist ing  status,  changing

process  and  shif t  f rom  t radit ional

payment  method  to  cashless

payment  method  as  a  result  of

issue  of  RuPay  Card.

Assess  the  level  of  awareness

about  the  RuPay  Card  and  i ts

benef i ts  among  dif ferent  segments

of  the  society.

Assess  the  constraints  in  access  to

RuPay  Card  for  cit izens.

Assess  the  level  of  uti l izat ion  of

RuPay  Card  by  the  cardholders .

Study  the  role  of  Customer  Service

Point  (CSP ) .

Examine  the  role  and  uti l i ty  of

RuPay  Card  in  achieving  the

f inancial  inclusion  goals  and

l inkages  with  schemes  l ike  PMJDY,

Kisaan  Card,  etc.

1.

2.

3.

4.

5.

6.

2.2. Research Methodology

used in the Study

Secondary  information

A  pilot  survey  of  100  households

from  50  vi l lages  

Focussed  group  discussions  based

on  a  semi  structure  interview

schedule.  Each  such  FGDs  went  on

for  30 -45  minutes  fol lowed  by  a

Content  analysis  and  Coding  of

major  factors  were  done.  Here  the

unit  of  analysis  is  Vil lagers

Interview  Schedule  with  some

major  stakeholders  who  were

involved  in  the  process  of

distr ibut ing  Rupay  Cards  fol lowed

by  a  Content  analysis  and  Coding

of  major  factors  for  analysis .

A  survey  based  on  quanti tat ive

methodology  to  col lect  data  was

undertaken.  Here  the  unit  of

analysis  is  Vil lagers .  Descript ive

stat ist ics  was  used  to  analyze  the

data.

1.

2.

3.

4.

5.
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A  pilot  survey  is  conducted  to  build

an  instrument  for  quanti tat ive  survey

data  col lect ion.   Both  Qual i tat ive  and

Quanti tat ive  methods  are  used  in

order  to  cross  check  the  val idi ty  of

the  responses.
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This  study  is  based  on  the  two  states

UP  and  Bihar  which  have  low  per

capita  income  below  the  Indian

average.  Financial  Inclusion  is

therefore  vital  to  make  an  economic

impact  on  the  l ives  of  people  in  these

two  states.  However  i t  was  dif f icult  to

cover  the  states  entirely  due  to  t ime

and  costs  constraints .  Thus  we  have

selected  representat ive  distr icts  of

Bihar  and  UP  as  a  Sample  Frame.  Four

such  distr icts  both  in  Bihar  and  UP

have  been  selected  for  the  study

based  on  two  cri ter ia  to  evaluate  the

impact  of  Rupay  card.  These  are

Proport ion  of  people  avai l ing

Banking  services  as  per  Census

2011  ( refer  Annexure  2 )

Remoteness  of  distr icts  f rom  major

cit ies  and  largely  rural  in  nature.

Thus  introduction  of  Rupay  card  in

the  l ives  of  people  with  weak  banking

habits  is  l ikely  to  create  greater

di f ference  in  avai l ing  banking

faci l i t ies .

The  study  team  engaged  with

dif ferent  sect ions  of  communit ies  to

assess  the  impact  of  RuPay  card  and

to  understand  the  scheme  of  things  in

a  comprehensive  way.  For  the

purpose  of  the  study,  only  those

vi l lages  were  considered  that  had

PMJDY  account  holders .  This

approach  had  to  be  taken  because

there  were  several  vi l lages  where  no

one  possessed  RuPay  Cards  or  there

were  very  few  cardholders .  Again,

there  were  pockets  where  clusters  of

vi l lages  had  respondents  with  RuPay

card.

For  Pi lot  study  100  respondents  f rom

50  vi l lages  were  chosen  through  a

snowbal l  sampling  method  as

potential  respondents  having  PMJDY

accounts.  For  Focussed  Group

Discussions  and  the  survey,  vi l lages

were  selected  through  convenient

and  purposive  sampling  to  ident i fy

the  potential  vi l lagers  holding

PMJDY  accounts.  The  vi l lagers  were

selected  through  simple  random

sampling  f rom  a  pool  of  potential

v i l lagers  with  PMJDY  account  in  the

selected  vi l lage.

2.2.2 Sampling Method

2.2.1. Sample Frame and Criteria of

Sample Selection:

In  each  state  two  distr icts  are

selected  which  have  either  less  or

equal  proport ion  than  that  of  State

proport ion  of  people  avai l ing  banking

faci l i ty  and  the  other  two  distr icts

have  higher  proport ion  than  the  State

proport ion  of  avai l ing  Banking

services.  Four  distr icts  in  each  state

also  fol low  the  second  cri ter ia  with

low  proximity  to  major  cit ies  of  the

respect ive  two  states.  People  in  the

distr icts  which  have  major  cit ies  or

near  major  cit ies  possess  better

banking  habits  than  their

counterparts  in  remote  vi l lages.  



The  study  team  engaged  with

dif ferent  sect ions  of  communit ies  to

assess  the  impact  of  RuPay  card  and

to  understand  the  scheme  of  things  in

a  comprehensive  way.  For  the

purpose  of  the  study,  only  those

vi l lages  were  considered  that  had

PMJDY  account  holders ,  hence  the

sampling  was  non -probabi l ist ic  and

purposive  sampling  was  under  taken.

This  approach  had  to  be  taken

because  there  were  several  vi l lages

where  no  one  possessed  RuPay  Cards

or  there  were  very  few  cardholders .

Again,  there  were  pockets  where

clusters  of  vi l lages  had  respondents

with  RuPay  card.  Thus,  the  vi l lages

were  picked  select ively  for  the  study.

The  consultat ions  also  threw  l ight  on

other  signif icant  aspects  pertaining  to

operat ions  and  management.  This

information  was  also  used  to  structure

the  interview  schedule  for  the

respondents.

State Level Officials

Stakeholders No.

District Level Officials

Block Level Officials

CSPs

2

7

12

42

Table 1: Stakeholders

Another  key  stakeholder  in  the

f inancial  inclusion  program  is  the

CSP.  Thus,  CSP  in -charges  were

consulted  to  understand  the  overal l

picture  at  the  grass  root  level  in  their

funct ioning  and  interact ions  with  the

customers.

2.2.4. Engagement with Key

Stakeholders

2.2.3. Criteria for Selecting

Interviewees for the Qualitative Study

One  of  the  key  stakeholders ,  the  bank

off ic ials ,  was  ident i f ied  at  the  state,

distr ict ,  and  block  levels .  Similar ly ,

bank  off ic ials  at  the  vi l lage  level

banks  were  also  ident i f ied.

The  cri ter ion  for  select ing  these

off ic ials  was  that  they  have  served  in

rural  banks  after  the  commencement

of  PMJDY  (2014  onward ) .  The  team

engaged  in  detai led  consultat ions

with  them  to  develop  an

understanding  of  the  PMJDY  program,

RuPay  Card  and  associated  schemes

such  as  RuPay  Kisan  Card.

Further ,  these  off ic ials  hai led  f rom

dif ferent  banks  such  as  State  Bank  of

India,  Bank  of  Baroda,  Canara  Bank

and  so  on  to  get  diverse  views.  The

off ic ials  expressed  that  they  want  to

stay  anonymous  such  that  they  could

talk  f reely .  The  off ic ials  also

mentioned  the  chal lenges  faced  in

implementat ion  of  the  PMJDY  and

RuPay  Card  scheme  and  var ious

operat ional  chal lenges  on  the  supply

side  and  issues  on  the  demand  side.
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Once  the  f i rst  draft  of  the  schedule

was  prepared,  i t  was  piloted  with  a

sample  of  approximately  100

respondents  covering  50  vi l lages  in

Bihar  &  Uttar  Pradesh  to  pinpoint

problem  areas,  reduce  respondent

burden,  determine  whether  or  not

respondents  are  interpret ing

quest ions  correct ly ,  ensuring  that  the

2.2.5 Tools Development and Pilot

Testing

To  ensure  error - f ree  data,  fol lowing

measures  has  been  taken:

Al l  the  research  invest igators  went

through  in -depth  t ra ining  session

for  the  app  and  tools  and  were

al lowed  to  conduct  the  f inal  study

only  when  they  had  al l  clar i ty .

Al l  data  are  col lected  though

mobile  app.  The  captured  data  was

always  scrut inized  at  the  central

dashboard  on  dai ly  basis  for  each

surveyor .   

The  consultants  accompanied  the

research  invest igator  on  the  f ie ld

to  deal  with  queries /clar i f icat ions

regarding  the  study.

The  entire  study  is  conducted

under  the  supervis ion  of  senior

experienced  professionals .

A  skip  pattern  was  introduced  in  the

schedule  wherein  a  ser ies  of

quest ions  are  associated  with  a

condit ional  response.  For  example,  i f

a  respondent  had  not  attended  any

of  the  awareness  generat ion  camps,

then  the  associated  quest ions

around  awareness  generat ion  camps

were  not  posed  to  that  respondent.

The  information  col lected  f rom  these

consultat ions  and  secondary

research  was  col lated  to  develop  the

structured  interview  schedule  for  the

survey.  The  survey  approach  was

used  to  produce  quanti tat ive  detai ls

of  the  studied  populat ion.

Information  generated  f rom

secondary  research  under  dif ferent

study  object ives  and  f rom

consultat ions  with  key  stakeholders

was  appl ied  to  construct  relevant

quest  ions  under  dif ferent  heads.

First  the  larger  research  quest  ions

were  written  down,  mater ial

pertaining  to  each  object ive  was

dist i l led,  and  the  quest ions  were

mapped  accordingly.

order  of  quest ions  is  not  inf luencing

the  way  a  respondent  answers,  and

judging  the  amount  of  t ime  i t  takes  to

complete  individual  i tems  in  the

survey  as  well  as  the  ful l  survey.  The

feedback  garnered  f rom  the  f ie ld  was

used  for  ref lect ion  and  revis ion  of  the

schedule.

2.2.6 Quality Assurance Measures for

the Study
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2.3.  Description of Study Area and Sample Size

The  study  was  conducted  in  4  distr icts  namely,  Vaishal i ,  Supaul ,  Muzaffarpur

and  Samast ipur  covering  7  blocks  and  55  vi l lages

2.3.1  Study Area and Sample Size - Bihar

Table 2: Study Area and Sample Size -Bihar
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A  total  of  2573  respondents  who  have  PMJDY  accounts  were  selected  for  the
study.
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The  study  was  conducted  in  four  distr icts  namely,  Ambedkar  Nagar,  Balrampur,

Hardoi  and  Shahjahanpur  covering  19  blocks  and  94  vi l lages.

2.3.2  Study Area and Sample Size – Uttar Pradesh

Table 3: Study Area and Sample size – Uttar Pradesh
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i)  Secondary  Information:  The  study

has  gathered  relevant  secondary  data

from  onl ine  journals ,  bullet ins,

conference  proceedings,  and

websites.  Each  of  the  six  object ives

was  studied  individual ly  and  the

signif icant  information  was  extracted.

2.4  Study Tools

i i)  Household  Impact  Assessment

Survey:  Household  surveys  were

conducted  with  PMJDY  account

holders  to  assess  the  possession  &

use  of  RuPay  debit  cards,  level  of

awareness  among  account  holders ,

card  act ivat ion  detai ls ,  changes  in

banking  pract ice.

A  total  of   2458  respondents  who

have  PMJDY  accounts  were  selected

for  the  study.

i i i)  Focused  Group  Discussion

(FGD) :  Focused  Group  Discussions

were  done  to  generate  signif icant

qual i tat ive  data  f rom  an  assortment

of  stakeholders  in  a  short  t ime  to

gain  a  deeper  understanding  of  the

vi l lage  level  perceptions  of  needs.

Focused  Group  Discussions  (FGD )

were  undertaken  with  PMJDY

account  holders ,  RuPay  card  holders

and  CSP  personnel .  A  total  of  103

FGDs  were  undertaken  in  al l  the

distr icts  and  blocks  covering  more

than  900  respondents  in  Bihar .  In

Uttar  Pradesh,  114  FGDs  were

undertaken  covering  more  than  900

respondents.
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RuPay Card Impact Assessment Survey

Mobile Application

A mobi le appl icat ion plat form was developed to conduct the study. The
quest ionnaire was fed into the appl icat ion and the invest igators used the
app to undertake the survey. The appl icat ion has real  t ime data entry.
Besides the quest ionnaire,  the appl icat ion has a provis ion to take
pictures of  each respondent.

Once the quest ionnaire is fed into the appl icat ion,  one can invi te
mult ip le number of  invest igators through his /  her mobi le numbers.  The
real  t ime data that  is captured can be monitored at  dashboard level  by
f i l ter ing any users /  invest igators through his /  her mobi le numbers and
name.

Each quest ion that is fed into the appl icat ion can be made mandatory
and the invest igator can' t  change the format wi thout permission from the
central  dashboard level .
In the study, pi lot  test ing was carr ied out through the app for the
feasibi l i ty  at  the f ie ld level .  Al l  the surveyors were t rained to use the
appl icat ion pr ior  to the study.
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As  mentioned  before,  there  were

several  vi l lages  where  people  did

not  have  RuPay  cards.  Thus,  those

pockets  where  people  did  have  them

were  ident i f ied  f i rst .  Further ,  a

major i ty  of  the  PMJDY  account

holders  could  not  ident i fy  the

programme  by  name  or  the  RuPay

card  either .  

Challenges Faced in Data

Collection:

Thus,  the  team  members  had  to  ask

them  to  show  them  the  documents

sent  to  them  by  the  bank  and  then

veri fy  i f  i t  was  a  PMJDY  account  in

the  f i rst  place.  I t  was  only  after

physical  veri f icat ion  of  the  papers

that  the  interview  were  conducted.

An investigator undertaking the survey through “Survey App” in his mobile
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PMJDY Account Opening and Receipt of
RuPay Card

CHAPTER - 3

The  study  captured  data  on  the

prof i le  of  respondents  who  have

PMJDY  accounts  by  gender,  age,

educat ional  status,  social  category

and  occupation.  Further  data  about

year  of  opening  the  PMJDY  account,

receipt  of  RuPay  card  with  account

opening  and  year  of  receipt  of  the

card  were  also  col lected.

3.1 Profile of Respondents

3.1.1  Gender Distribution of the

Respondents

Gender  is  a  cri t ical  dimension  in

f inancial  inclusion.  PMJDY  has

supported  the  inclusion  of

adolescent  gir ls  &  women  across  the

country.  Of  the  34  crore  beneficiar ies

banked  as  on  Apri l  18,  2018,  more

than  half  (18  crore )  are  women.  

The  data  shows  that  more  than  half  of

the  respondents  are  adolescent  gir ls

& women.  Out  of  total  2573

respondents  in  Bihar  and  2458  in  UP,

57% and  61% are  women  respondents

respect ively .

A  concerted  effort  towards  making

women  f inancial ly  l i terate  and

inculcat ing  healthy  f inancial

behaviour  wil l  make  this  cri t ical

development  sustainable  in  the  long

run.  The  study  col lected  data  on  the

gender  distr ibut ion  of  the  PMJDY

account  holders .  The  f indings  are

summarized  in  the  charts .

Table 4: Gender Distribution

Tying  back  to  one  of  the  cri ter ia  in

our  sampling  methodology,  which

requires  the  respondent  should  have

an  account  under  PMJDY,  this  rat io

is  indicat ive  of  how  the  PMJDY

scheme  coupled  with  RuPay  has

brought  a  large  proport ion  of

adolescent  gir ls  &  women  across  the

country  within  the  ambit  of  banking

services.
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During  the  Focus  Group  Discussion

(FGD )  with  women,  i t  was  shared  that

several  women  are  coming  out  of

their  homes  to  independently

operate  their  PMJDY  accounts  by

vis i t ing  CSPs  to  withdraw  cash.  This

is  motivat ing  their  peers  as  they  are

becoming  aware  of  the  benefi ts  and

are  gradual ly  accompanying  them.  

This  process  has  enabled  them  to

make  f inancial  decis ions,  no  matter

how  small ,  and  is  a  huge  step

towards  women ’s  f inancial

autonomy.

Chart 1: Gender Distribution (Bihar) Chart 2: Gender Distribution (UP)

3.1.2  Age Distribution of
Respondents

The  age  prof i le  of  the  respondents

was  studied  under  the  survey  to

identi fy  the  age  category  which  has

the  largest  proport ion  of  PMJDY

account  holders .  The  age  range  of

the  respondents  is  between  15  years

and  above  60  years .  The  chart  below

shows  this  distr ibut ion  by  age.

Table 5: Age Distribution
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Bihar:  25% of  the  respondents  are  in

the  age  group  of  15 -20  years ,  27%

between  21 -30  years ,  22% f rom  31 -40

years,  11% f rom  41 -50  years ,  8% f rom

51 -60  years  and  6% are  more  than  60

years  old.  1% respondents  did  not

reveal  their  age.

Uttar  Pradesh:  14% of  the

respondents  are  in  the  age  group  of

15 -20  years ,  31% between  21 -30

years,  28% f rom  31 -40  years ,  16%

f rom  41 -50  years ,  8% f rom  51 -60

years  and  3% are  more  than  60  years

old.  Notably,  the  maximum

concentrat ion  of  account  holders

(59%) is  seen  between  the  ages  of  21

to  40  years .

Chart 4: Age Distribution (UP)

Chart 3: Age Distribution (Bihar)
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A young boy submitting biometrics data to open an

account in Harpur Hardas village, Vaisahali, Bihar

A  subtle  change  in  f inancial  behavior  is  seen  across  the  age  groups  which  is

most  prominent  among  the  youth.  The  proport ion  of  people  using  their  RuPay

card  to  withdraw  money  and  make  cashless  t ransact ions  is  slowly  but  gradual ly

increasing.

I t  is  encouraging  to  observe  that  a  fa i r  proport ion  of  teenagers  (between  15 -19

yrs )  have  opened  accounts  under  PMJDY.
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3.1.3  Educational Status of Respondents

A  poor  educational  status  ref lects  vulnerabi l i ty ,  low -awareness,  and  a

diminished  capacity  to  keep  pace  with  development.  Education  is  clear ly  an

enabl ing  factor  in  enhancing  people ’s  capacity  to  access  information  about  the

exist ing  f inancial  inclusion  programmes,  banking  services  &  products  as  well  as

avai l ing  technology  for  making  t ransact ions.  Thus  this  component  of  human

capital  is  cri t ical  in  harnessing  opportunit ies .  The  education  prof i le  of  the

respondents  in  the  selected  region  is  summarized  in  the  chart  below.

The  data  shows  that  the  average  educational  background  of  the  respondents  is

very  poor.

Table 6: Education Status

Bihar:  Out  of  al l  the  respondents,

27% are  I l l i terate,  19% have  studied

t i l l  the  primary  school  level ,  20% are

studying  in  middle  school ,  18% have

completed  (or  are  pursuing )  high

school ,  11% of  respondents  have

completed  (or  are  pursuing )  higher

secondary,  and  5% have  completed

their  graduation.  However ,  there

were  no  Post  Graduates  among  the

respondents.

Uttar  Pradesh:  Out  of  al l  the

respondents,  27% are  I l l i terate,  12%

have  studied  t i l l  the  primary  school

level ,  16% are  studying  in  middle

school ,  19% have  completed  (or  are

pursuing )  high  school ,  14% of

respondents  have  completed  (or  are

pursuing )  higher  secondary,  and  11%

have  completed  their  graduation.

About  1% of  the  respondents  have

completed  their  Post  Graduation.
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Chart 5: Education Status (Bihar)

Chart 6: Education Status (UP)
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3.1.4  Occupational Profile of

Respondents

The  occupation  prof i le  of  the

respondents  is  a  window  into  the

l ikel ihood  of  people  with  a  given

occupation  being  in  the  ambit  of

banking  in  the  region.  The  data

shows  that  despite  the  region  being

largely  agrar ian,  only  20% of  the

respondents  in  Bihar  and  25% of  the

respondents  in  Uttar  Prdaesh,  who

have  an  account  under  PMJDY,  are

farmers  or  agricultural  labourers .

A housewife with RuPay card in Fatehpur

Phulwaris village, Vaishali district

Table 7: Occupation of Respondents
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Bihar:  39% of  the  respondents  are

housewives,  24% are  students,  8%

each  are  shopkeepers /small  t raders  &

unemployed,  and  4% are  casual

labourer .

Uttar  Pradesh:  47% of  the

respondents  are  housewives,  14% are

students,  14% are  agricultural

labourers ,  7% are  unemployed,  11%

are  farmers,  4% are  shopkeepers /

small  t raders ,  2% are  casual  labourer

and  1% in  government  service.

Chart 7: Occupation Details of the Respondents (Bihar)

Chart 8: Occupation Details of the Respondents (UP)
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3.1.5  Social Category of Respondents

A  major i ty  of  the  respondents  belong  to  the  economical ly  weak  and

marginal ized  communit ies .  The  social  prof i le  of  the  respondents  is  summarized

in  the  chart  below.

Bihar:  Out  of  the  total

respondents,  44% are

Scheduled  Caste,  40%

are  OBC,  8% are

Schedule  Tribe,

4% belong  to  the

minori ty  community

and  4% belong  to  the

general  category.

Chart 9: Social Category of Respondents (Bihar)

Table 8: Social Category of Respondents

Chart 10: Social Category of Respondents (UP)

Uttar  Pradesh:  Out  of

the  total  respondents,

43% are  OBC,  18% are

Scheduled  Caste,  9%

are  Schedule  Tribe,  6%

belong  to  the  minori ty

community  and  24%

belong  to  the  general

category.
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As  a  part  of  the  study,  data  was

col lated  f rom  the  respondents  year

when    their  PMJDY  account  was

opened.  The  chart  below  shows  the

proport ion  of  respondents  who

opened  an  account  in  a  given  year

since  the  inception  of  the

programme.

3.2  Year of Opening PMJDY
Account

PMJDY  was  launched  on  August  15,

2014  and  the  bank  accounts  have

been  opened  f rom  the  same  year .

Table 9: Year of Opening PMJDY Account

Bihar:  16% of  the  accounts  were

opened  in  2014,  24% in  2015,  20% in

2016,  22% in  2017,  16% in  2018,  and

2% in  2019.

Uttar  Pradesh:  38% of  the  accounts

were  opened  in  2014,  32% in  2015,

14% in  2016,  11% in  2017,  4% in  2018

and  1% in  2019.

Chart 11: Year of Opening of PMJDY A/C (Bihar)
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Chart 12: Year of Opening of PMJDY A/C (UP)

All  account  holders  are  el igible  for  a

RuPay  debit  card  under  PMJDY.  The

RuPay  card  is  the  key  to  unlocking

the  basic  banking  services  under  the

scheme  as  i t  can  be  used  at  al l  ATMs,

POS  terminals  and  e -commerce

websites.  Data  was  col lected  on

whether  the  respondents  received

their  RuPay  cards  when  they  opened

their  PMJDY  accounts.  The  f indings

are  summarized  in  the  chart  below.

3.3  Receipt of RuPay Debit
Card with PMJDY Account
Opening

Bihar:  A  major i ty  of  the  PMJDY

account  holders  (66%) received  the

RuPay  debit  card  along  with  or  within

a  short  period  of  PMJDY  account

opening.

Uttar  Pradesh:  A  major i ty  of  the

PMJDY  account  holders  (77%)

received  the  RuPay  debit  card  along

with  or  within  a  short  period  of

PMJDY  account  opening.

Table 10: Receipt of RuPay Debit Card with PMJDY Account
Opening
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Reasons for Non-receipt of RuPay Card

The Focus Group Discussions (FGD) with the respondents revealed
that even though the respondents have PMJDY accounts,  a
proport ion of  them have ei ther not received the RuPay card or have
refrained from avai l ing i t  f rom the bank/CSP. Discussions also
revealed about not having awareness of  i ts  uses among few of  them
and they are anxious about i t  being misused. Besides in few cases
i t  is  a lso reported about middlemen asking them to pay up to avai l
the card.  A few banks have also fa i led to dispatch the cards.

Chart 13: Receipt of RuPay Debit Card with

PMJDY Account (Bihar)

Chart 14: Receipt of RuPay Debit Card with

PMJDY Account (UP)
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The  chart  below  summarizes  the  year

in  which  the  respondents  received

the  RuPay  debit  card.  A  small

backlog  is  seen  in  each  year  when

compared  to  the  corresponding  year

of  account  opening.

The  PMJDY  account  holders  started

gett ing  the  RuPay  debit  card  mainly

from  2014.

Bihar:  13% of  respondents  received

the  card  in  2014,  20% each  in  2015,

2016  &  2017,  18% in  2018  and  9% in

2019.  11% respondents  revealed  that

they  did  not  receive  the  RuPay  Card.

Uttar  Pradesh:  32% of  respondents

received  the  card  in  2014,  29% in

2015,  14% in  2016,  9% in  2017,  6% in

2018  and  1% 2019.  9% respondents

revealed  that  they  did  not  receive  the

RuPay  Card.

3.4  Year of Receipt of
RuPay Debit Card

Chart 15: Year of Receipt of RuPay Debit Card (Bihar)

Table 11: Year of Receipt of RuPay Debit Card
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A  major i ty  of  the  respondents

belong  to  the  economical ly  weak

and  marginal ized  communit ies .

Only  4% of  the  respondents  belong

to  the  general  category.

Major Findings (Bihar)

Financial  Inclusion  of  Women :

57% of  the  PMJDY  account  holders

are  women.  Non -working

housewives  const i tute  39% of  the

PMJDY  account  holders .   Although,

operat ion  of  the  accounts  on  a

regular  balance  remains  a

chal lenge,  women  are  making

f inancial  decis ions  regarding

operat ing  the  account  and

withdrawing  money.

Educat ional  status  of  the

respondents  is  very  poor.  This  is  a

major  drawback  which  is  affect ing

the  use  of  PMJDY  account  and

RuPay  card.  46% of  the  total

respondents  are  either  i l l i terate  or

have  studied  up  to  primary  level .

Chart 16: Year of Receipt of RuPay Debit Card (UP)

Financial  Inclusion  of  Teens  /

Youth:  PMJDY  has  included  teens

in  the  digital  banking  system,  thus

ensuring  behavioural  change  at  an

early  age.  25% of  the  respondents

are  in  the  age  group  of  15 -20  years .

Major i ty  of  the  PMJDY  account

holders  (66%) received  RuPay

debit  card  along  with  PMJDY

account  opening.

Of  those  who  did  not  receive  the

card,  they  either  did  not  take  i t

intent ional ly  as  they  are  ignorant

about  i ts  benefi ts  or  they  are

apprehensive  of  i t  being  misused.

Non  dispatch  of  RuPay  cards  f rom

banks  and  in  a  few  cases  people

not  taking  the  cards  f rom  the

banks.

51Impact Assessment of RuPay Card on Weaker and Marginalized Sections



Major Findings (Uttar

Pradesh)

A  major i ty  of  the  respondents

belong  to  the  economical ly  weak

and  marginal ized  communit ies .

Only  24% of  the  respondents

belong  to  the  general  category.

Educat ional  status  of  the

respondents  is  very  poor.  This  is  a

major  drawback  which  is    affect ing

the  use  of  PMJDY  account  and

RuPay  card.  Close  to  40% of  the

respondents  are  either  i l l i terate  or

have  studied  wil l  primary  level .

Financial  Inclusion  of  Women :    

61% of  the  PMJDY  account  holders

are  women.  Non -working

housewives  const i tute  47% of  the

PMJDY  account  holders .   Although,

operat ion  of  the  accounts  on  a

regular  balance  remains  a

chal lenge,  women  are  making

f inancial  decis ions  regarding

operat ing  the  account  and

withdrawing  money.

Financial  Inclusion  of  Teen  /

Youth:  PMJDY  has  included  teens

in  the  digital  banking  system,  thus

ensuring  behavioural  change  at  an

early  age.  14% of  the  respondents

are  in  the  age  group  of  15 -20  years .

Major i ty  of  the  PMJDY  account

holders  (77%) received  RuPay  debit

card  along  with  PMJDY  account

opening.

Of  those  who  did  not  receive  the

card,  they  either  did  not  take  i t

intent ional ly  as  they  are  ignorant

about  i ts  benefi ts  or  they  are

apprehensive  of  i t  being  misused.

Non  dispatch  of  RuPay  cards  f rom

banks  and  in  a  few  cases  people

not  taking  the  cards  f rom  the

banks.
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Interacting with Women RuPay Card Holders
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Current Possession and Use of RuPay
Debit Card

CHAPTER - 4

The  study  col lected  data  on  the

current  possession  of  the  RuPay  card

by  the  selected  respondents.  Further ,

data  on  other  aspects  such  as

reasons  for  non -possession,

f requency  of  usage  and  types  of

usage  was  also  col lated.

4.1 Possession of RuPay
card at the time of study
A  considerable  t ime  has  passed  since

several  of  the  respondents  opened

their  PMJDY  accounts  and  received

RuPay  cards.  The  study  col lected

data  to  determine  i f  the  respondents

st i l l  possessed  their  cards  or  i f  new

RuPay  cards  were  issued  after  some

time  lapse  f rom  PMJDY  account

opening.  The  f indings  are

summarized  in  the  chart  below.

Bihar:  The  percentage  of  PMJDY

account  holders  having  RuPay  debit

card  at  the  t ime  of  the  survey  was

85% .  The  percentage  of  respondents

having  RuPay  debit  card  increased

from  66% to  85% between  the  t ime  of

opening  of  PMJDY  account  and  the

survey  period.

Table 12: Possession of RuPay card

Chart 18: Possession of RuPay Card (UP)Chart 17: Possession of RuPay Card (Bihar)
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Uttar  Pradesh:  The  percentage  of

PMJDY  account  holders  having

RuPay  debit  card  at  the  t ime  of  the

survey  was  65% .  The  percentage  of

respondents  having  RuPay  debit  card

decreased  f rom  77% to  65% between

the  t ime  of  opening  of  PMJDY

account  and  the  survey  period.

4.1.1  Possession of RuPay Card

by Male and Female

Respondents

I t  has  been  emphasized  before  that

f inancial  inclusion  of  women  is

cr i t ical  for  the  hol ist ic  development

of  the  society.  Possession  of  the

RuPay  card  is  instrumental  in

unlocking  access  to  the  same.  

Table 13: Possession of RuPay Debit Card (Female Respondents)

Bihar:  Out  of  total  2573  respondents,

2179  (85%) have  RuPay  Card  at  the

t ime  of  the  study.  The  study  revealed

that  out  of  total  1470  female  and

1103  male  respondents,  1207  (82%)

female  and  972  (88%) male  currently

possessed  the  RuPay  Card.  

Uttar  Pradesh:  Out  of  total  2458

respondents,  1596  (65%) have  RuPay

Card  at  the  t ime  of  the  study.  The

study  revealed  that  out  of  total  1504

female  and  954  male  respondents,

905  (60%) female  and  691  (72%) male

currently  possessed  the  RuPay  Card.  

The  data  on  the  proport ion  of

adolescent  gir ls  and  women  who

possess  these  cards  is  summarized  in

the  chart  below.

Table 14: Possession of RuPay Debit Card (Male Respondents)
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Chart 20: Possession of RuPay Card (Male Respondents)

Chart 19: Possession of RuPay Card (Female Respondents)

The  study  also  t r ied  to  ident i fy  the

reasons  behind  why  the  respondents

did  not  have  a  RuPay  debit  card  in

spite  of  having  a  PMJDY  account.

Most  of  the  reasons  cited  by  the

respondents  were  sel f -created

barr iers  while  very  few  were

inst i tut ional  in  nature.

Bihar:  Out  of  the  394  respondents

(15%) who  do  not  have  RuPay  debit

card,  76% of  them  did  not  apply  for

the  card,  21% have  lost  the  card,   2%

were  out  of  stat ion.

4.2  Reason for non-
possession of RuPay debit
card

Uttar  Pradesh:  Out  of  the  862

respondents  (35%) who  do  not  have

RuPay  debit  card,   20% of  them  did

not  share  the  reason  for  not  having

the  card.   41% have  lost  the  card,

23% did  not  apply  for  the  card  ,  12%

were  out  of  stat ion  and  4% were  not

el igible  for  the  card.

56 Impact Assessment of RuPay Card on Weaker and Marginalized Sections



Chart 21: Reason for Non-possession of RuPay debit card (Bihar)

Chart 22: Reason for Non-possession of RuPay debit card (UP)

Table 15: Reason for Non- possession of RuPay Debit Card
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Consider ing  that  fact  that  a  major i ty  of  the  respondents  are  f i rst  generat ion  card

users  and  close  to  half  of  them  have  started  using  the  RuPay  debit  card,  is  an

indicator  of  the  reach  &  acceptance  of  the  scheme  by  the  people.  The  graph

below  summarizes  the  data  on  usage  of  the  RuPay  card.

4.3  Usage of RuPay card

Table 16: Usage of RuPay Card

Bihar:  Out  of  2179  respondents

(85%) ,  who  have  PMJDY  account

along  with  RuPay  debit  card,  more

than  half  (60%) of  them  are  using  the

card  at  present .

Uttar  Pradesh:  Out  of  1596

respondents  (65%) ,  who  possessed

RuPay  debit  card,  only  42% of  them

are  using  the  card  at  present .  

Chart 23: Usage of RuPay Card (Bihar)

Chart 24: Usage of RuPay Card (UP)
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4.3.1  Use of RuPay Card by Male

and Female Respondents

Notably,  women  outstr ip  the  males  in

th  usage  of  RuPay  cards,  even  though

they  are  not  largely  engaged  in  any

economic  act iv i t ies  and  mostly

attend  to  domestic  duties.  The  chart

below  summarizes  this  f inding.

Table 17: Usage of RuPay Debit Card (Female Respondents)

Table 18: Usage of RuPay Debit Card (Male Respondents)

Bihar:  The  study  shows  that  out  of

total  1207  female  respondents  and

972  male  respondents,  who

possessed  the  RuPay  Card,  

Uttar  Pradesh:  The  study  shows  that

out  of  total  905  female  respondents

and  691  male  respondents,  who

possessed  the  RuPay  Card,  525

females  (58%) and  418  males  (60%)

are  using  the  card  for  f inancial

t ransact ions.  

678  females  (56%) and  635  males

(65%) are  using  the  card  for  f inancial

t ransact ions.  

59Impact Assessment of RuPay Card on Weaker and Marginalized Sections



Chart 25: Usage of RuPay Debit Card (Female Respondents)

Chart 26: Usage of RuPay Debit Card (Male Respondents)

Another  area  of  invest igat ion  in  the

study  was  to  understand  the  hurdles

in  act ive  usage  of  the  RuPay  card

even  after  possession.  The  chart

below  summarizes  the  f indings.

4.4 Reason for Non- usage

of RuPay Card

Card  act ivat ion  emerged  as  one  of

the  major  concerns  that  needs  to  be

addressed  for  successful

implementat ion  of  the  program.  

A  large  sect ion  of  the  respondents

who  are  not  using  the  card  do  not

know  how  to  act ivate  i t .  Other  main

factor ,  l imit ing  card  use  is  the  lack  of

knowledge  about  onl ine  t ransact ions,

fear  of  loss  of  money  and  absence  of

CSP  in  close  vicinity  .So,  a  sect ion  of

respondents  st i l l  prefer  going  to

banks  to  avai l  f inancial  services.

Table 19: Reason for Non- usage of RuPay Card (Multiple Responses)
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Chart 27: Reason for Non-usage (Multiple Responses) - Bihar

Bihar:  Out  of  866  respondents  (40%)

who  are  not  using  the  RuPay  debit

card,   58% of  them  are  not  using  i t  as

their  cards  are  not  act ivated,  4% do

not  have  a  val id  reason  for  not  using

the  card,   19% prefer  going  to  the

banks  rather  than  using  the  card,

17% do  not  know  how  to  do  onl ine

transact ion,   14% have  fear  of  losing

money  in  onl ine  t ransact ions,  10%

are  not  using  the  card  as  they  do  not

have  any  balance  in  their  accounts.

None  of  the  respondents  are  using

any  other  card  l ike  visa /MasterCard.

Uttar  Pradesh:  Out  of  1296

respondents  (58%) who  are  not

using  the  RuPay  debit  card,   27% of

them  are  not  using  i t  as  their  cards

are  not  act ivated,  16% do  not  know

how  to  do  onl ine  t ransact ion,  10%

are  not  able  to  use  i t  as  there  are  no

nearby  CSPs,  12% have  fear  of  losing

money  in  onl ine  t ransact ions,  7%

prefer  going  to  the  banks  rather  than

using  the  card,  7% do  not  have  a

val id  reason  for  not  using  the  card,

5% of  the  respondents  have

alternate  cards  l ike  visa  /  master

card  and   6% are  not  using  the  card

as  they  do  not  have  any  balance  in

their  accounts.
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Chart 28: Reason for Non-usage (Multiple Responses) - (UP)

4.5 Frequency of Usage of

RuPay Card
Data  on  f requency  of  usage  over  the

past  one  month  was  col lected  to

determine  the  level  of  act iv i ty  on  the

RuPay  card  which  is  an  indicator  of

acceptance  by  the  respondents  and

tags  them  as  act ive  or  inact ive

cardholders .  The  f indings  are

summarized  in  the  chart  below.

Bihar:  Out  of  the  1313  respondents

(60%) who  are  using  the  card,   906

(69%) have  operated  the  RuPay  Card

in  last  one  month.  Out  of  these  906

respondents,  41% used  the  card

once  in  last  one  month,  21% used

twice,  5% thr ice,  1% each  used  four ,

f ive  and  more  than  f ive  t imes.  

Apart  f rom  the  reasons  cited  before

for  non -usage,  the  FGD  also  revealed

that  low  income  and  savings  were  a

cri t ical  var iable  inf luencing  the  card

usage  rate.

Uttar  Pradesh:  Out  of  943

respondents  (42%) ,  who  are  using

the  card,  555  respondents  (59%)

have  operated  the  card  in  last  one

month.  Out  of  these  555

respondents,  24% used  the  card

once  in  last  one  month,  20% used

twice,  9% thr ice,  4% four  t imes  and

1% each  used  f ive  and  more  than

f ive  t imes.
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Table 20: Frequency of Usage of RuPay Card in Last One Month

Chart 29: Frequency of Usage of RuPay 

Card in Last One Month (Bihar)

Chart 30: Frequency of Usage of RuPay 

Card in Last One Month (UP)



The  study  also  attempted  to  el ic i t

the  pattern  of  usage  of  the  RuPay

card  by  the  selected  respondents  to

identi fy  the  extent  to  which  the

cards  potential  is  being  tapped  by

the  respondents.  The  f indings  are

summarized  in  the  chart  below.

One  of  the  primary  uses  of  any  debit

card  is  easy  and  quick  cash

withdrawal .  The  usage  pattern

among  the  respondents  also  shows

that  a  major i ty  of  them  use  the

RuPay  debit  card  for  cash

withdrawals .

4.6  Use of RuPay card

Chart 31: Use of RuPay Card (Multiple Responses) in (Bihar)

Table 21: Use of RuPay Card (Multiple Responses)
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Chart 32: Use of RuPay Card (Multiple Responses) in (UP)

Bihar:  Out  of  the  60% of  respondents

who  use  the  RuPay  card,  90% of

them  used  the  card  for  cash

withdrawal ,   7% used  the  card  for

cash  deposit ,   4% used  i t  to  t ransfer

money  in  other  accounts,  2% used  i t

for  onl ine  shopping  and  1% each  for

payment  at  local  shops  and  mobile

recharge.

The  FGD  further  revealed  that  the

respondents  do  not  know  how  to  do

onl ine  t ransact ions  hence  refrain

from  buying  any  products  onl ine.

Usage  for  onl ine  shopping  is

pr imari ly  done  by  younger

respondents.  On  an  average,

withdrawals  remain  the  primary  use

of  the  cards.

Uttar  Pradesh:  Out  of  the  42% of

respondents  who  used  the  RuPay

debit  card,   59% of  them  used  the

card  for  cash  withdrawal ,   21% used

the  card  for  cash  deposit ,

16% used  the  card  to  t ransfer  money

in  other  accounts,   18% used  i t  for

onl ine  shopping,   6% each  for

withdrawing  overdraft   and  payment

at  local  shops  and  1% each  for

mobile  recharge  and  DTH  recharge.
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Woman withdrawing cash from Birna lakhansen CSP
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85% of  PMJDY  account  holders

have  RuPay  debit  card.

Percentage  of  respondents  having

RuPay  debit  card  increased  f rom

66% to  85% between  t ime  of

opening  of  PMJDY  account  and

the  survey  period.

Major Findings (Bihar):

Among  the  40% of  respondents

who  are  not  using  the  card,  the

card  is  not  act ivated  in  case  of

58% of  the  respondents.

Out  of  the  60% of  respondents

who  used  the  RuPay  card,  90% of

them  used  the  card  for  cash

withdrawal .

Major Findings (UP):

65% of  PMJDY  account  holders

have  RuPay  debit  card.

Percentage  of  respondents  having

RuPay  debit  card  decreased  f rom

77% to  65% between  t ime  of

opening  of  PMJDY  account  and

the  survey  period.

Among  58% of  respondents  who

are  not  using  the  card,  i t  has  not

been  act ivated  in  27% of  cases.  

Out  of  the  42% of  respondents

who  used  the  RuPay  card,  59% of

them  used  the  card  for  cash

withdrawal .
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RuPay Card: Activation, Awareness on Uses

and Overdraft Facility

CHAPTER - 5

The  study  captured  data  on

activat ion  of  RuPay  card  which

hinges  on  the  awareness  levels  of  the

respondents,  along  with  the

knowledge  about  the  diverse  uses  of

the  card,  including  the  overdraft

faci l i ty .  Data  was  col lected  on

various  aspects  of  the  awareness

generat ion  camps  such  as

attendance,  information  received,

training  on  act ivat ion  and  use,

perceived  uti l i ty  of  the  t ra ining  along

with  the  kind  of  problems  faced  in

act ivat ion  of  the  card,  the  medium  of

card  act ivat ion  and  independent  use

of  card.  Further ,  knowledge  and

awareness  about  the  var ious  uses  of

the  card,  f inancial  benefi ts

associated  with  i t ,  and  perceptions

on  ease  of  use  and  problems  faced  in

usage  were  dimensions  on  which

data  was  col lated.  

5.1  RuPay Card Activation

5.1.1 Awareness Generation

Camps

The  success  of  introducing  any

technology  depends  primari ly  on  the

awareness  and  education  levels  of

the  users.  Awareness  generat ion

including  behavioural  change

init iat ives  puts  an  impetus  on  the

acceptance  levels  of  the  users  and

change  in  their  mind  set  to

accommodate  the  new  tool  in  their

dai ly  l ives.  Awareness  generat ion

camps  were  not  held  in  major i ty  of

the  vi l lages.

In  depth  data  was  captured  on  the

overdraft  faci l i ty  in  terms  of

knowledge  and  use  of  the  faci l i ty ,

reasons  for  not  avai l ing  i t ,  amount

and  f requency  of  overdraft ,  and  the

perceptions  on  i ts  uti l i ty .

Table 22: Awareness Generation Camps
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Vil lagers  mentioned  during  FGDs

that  bank  account  opening  drives

were  held  few  years  back  (around

2014 -15 )  but  they  do  not  remember

that  i t  was  for  PMJDY  scheme.

Discussion  with  CSP  In -charges  and

CSP  personnel  also  revealed  that

awareness  generat ion  camps  were

init ia l ly  held  after  the  launch  of

PMJDY  but  since  i t  was  a  one -  t ime

program,  the  information  faded  away

soon  f rom  the  memory  of  the  people

and  the  efforts  were  directed  more

towards  new  account  openings

rather  than  making  people  aware

and  educated  about  the  schemes

itsel f .

Chart 33: Awareness Generation Camp (Bihar)

Chart 34: Awareness Generation Camp (UP)

Bihar:  75% of  respondents  mentioned

that  awareness  generat ion  or  t ra ining

camps /programs  were  not  held  in

their  vi l lage  on  PMJDY  or  RuPay  card.

Only   25% of  respondents  mentioned

that  such  camps  were  organized.

Uttar  Pradesh:  60% of  respondents

mentioned  that  awareness  generat ion

or  t ra ining  camps /programs  were

held  on  PMJDY  or  RuPay  card  in  their

vi l lage.  40% of  respondents

mentioned  that  such  events  were  not

held  in  the  vi l lage.
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People ’s  part ic ipat ion  in  awareness

generat ion  and  t ra ining  camps  is

essential  in  bringing  them  on -board

and  ensuring  effect ive

implementat ion  of  the  programme.  In

the  context  of  increasing  and

diversi fy ing  the  usage  of  RuPay

cards,  i t  becomes  even  more  cri t ical

that  the  respondents  acquire  the

know -how  of  card  act ivat ion,  method

of  usage,  types  of  usage,  and

mult iple  benefi ts  associated  with  i t .

Such  a  comprehensive  exposure  can

only  come  f rom  act ive  involvement

in  t ra ining  and  awareness  generat ion

campaigns.  The  chart  below

summarizes  the  proport ion  of

respondents  who  part ic ipated  in

these  camps.

5.1.2  Participation in Awareness

Generation Camp

Table 23: Participation in Awareness Generation Camp

Bihar:  631  respondents  (25%) were

aware  of  the  awareness  camp  for

PMJDY  or  RuPay  Card ;  out  of  these

only  13% had  part ic ipated  in  the

awarness  camp.

Uttar  Pradesh:  1464  respondents

(60%) were  aware  of  the  awareness

camp  for  PMJDY  or  RuPay  Card ;  out

of  these  55% had  part ic ipated  in  the

awarness  camp.

The  FGD  revealed  that  they

remember  an  account   opening  drive

but  do  not  remember  that  a

comprehensive  knowledge  of  the

scheme  and  i ts  benefi ts  along  with

use  of  the  RuPay  card  was  given.

5.1.3  Information Received in

Awareness Generation Camps

Awareness  generat ion  camps  are

targeted  towards  a  specif ic  set  of

outcomes  which  would  eventual ly

promote  the  goals  of  the  programme.

The  qual i ty  of  information  received

and  the  way  i t  is  communicated

decides  whether  these  outcomes  are

met.  Data  col lected  on  whether  the

respondents  who  part ic ipated  in

these  camps  received  information  on

PMJDY  and  RuPay  card  is  summarized

in  the  chart  below.

Bihar:  Out  of  the  13% respondents

who  part ic ipated  in  awareness

generat ion  camps,  5% did  not

receive  any  information  regarding

PMJDY  or  RuPay  card.  

Uttar  Pradesh:  Out  of  the  55%

respondents  who  part ic ipated  in

awareness  generat ion  camps,   2%

did  not  receive  any  information

regarding  PMJDY  or  RuPay  card.  98%

of  respondents  received  information

in  these  camps.
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Table 24: Information Received in Awareness Generation Camps

5.1.4  Training on Activation &

Use of RuPay Card

Although  the  card  base  in  this  region

has  expanded  considerably,

extensive  usage  of  the  RuPay  card

st i l l  remains  a  chal lenge.  The  f i rst

stumbling  block  is  card  act ivat ion

which  is  technical  in  nature.

Moreover ,  the  card  PIN  becomes

inval id  after  45  days  i f  the  card  is  not

act ivated  within  this  period.  Further ,

swiping  the  card  and  inputt ing  the

PIN  to  make  t ransact ions  is  another

cr i t ical  knowledge  required  for

increasing  act ive  usage.  Thus,

comprehensive  t ra ining  for

act ivat ion  and  use  becomes

imperat ive.  The  chart  below

summarizes  the  proport ion  of  the

respondents  who  received  t ra ining

on  act ivat ion  and  use  of  the  RuPay

card.

The  data  show  that  the  know -how  on

activat ion  and  use  of  RuPay  debit

card  is  very  low.

Bihar:  Only  4% of  the  respondents

have  received  t ra ining / instruct ion  on

activat ion  and  use  of  RuPay  debit

card.  This  is  a  major  setback  as  the

card  holders  were  not  properly

or iented  about  the  use  of  RuPay

card.

Uttar  Pradesh:  More  than  half  of  the

respondents  (57%) have  received

training / instruct ion  on  act ivat ion

and  use  of  RuPay  debit  card.  

Table 25: Training on Activation & Use of RuPay Card
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Chart 35: Training on Activation and use of

RuPay Card (Bihar)

Chart 36: Training on Activation and use of

RuPay Card (UP)

5.1.5  Training Provider

Rural  banks  in  close  reach  of  the

respondents  provide  t ra ining  on

activat ion  and  usage  of  the  RuPay

card.  Addit ional ly ,  Customer  Service

Points  are  meant  to  provide  a  wide

range  of  banking  services  in  the

vicini ty  of  the  customers.  

Thus,  banks  and  CSPs  together  play  a

crucial  role  in  educating  the

customers  for  act ivat ion  and  proper

use  of  the  card.  Friends  and  relat ives

who  are  already  f luent  with  usage

also  are  a  good  source  of  information

and  t ra ining.
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Table 26: Training Provider

Uttar  Pradesh:  Out  of  the  57%

respondents  who  received  t ra ining /

instruct ion  on  act ivat ion  and  use  of

RuPay  card,   39% received  i t  f rom

Customer  Support  Point  (CSP ) ,  32%

respondents  f rom  bank  personnel ,

14% f rom  f r iends  &  relat ives  and  15%

f rom  other  sources.

Bihar:  Out  of  the  4% of  respondents

who  received  t ra ining / instruct ion  on

activat ion  and  use  of  RuPay  card,

50% of  them  received  i t  f rom  bank

personnel ,  25% f rom  Customer

Support  Point  (CSP )  and  4% f rom

fr iends  &  relat ives.

5.1.6 Usefulness of Training

The  effect iveness  of  a  t ra ining

program  hinges  on  the  qual i ty  of

content  as  well  as  how  i t  considers

the  context  of  the  target  audience.

The  chart  below  summarizes  the

perception  of  the  respondents  on

whether  they  found  the  t ra ining

programme  useful .

Bihar:  Out  of  the  4% of  overal l

respondents  who  received  the

training,  81% feel  that  the

training / instruct ion  that  they

received  on  act ivat ion  and  use  of

RuPay  debit  card  was  useful .  

Uttar  Pradesh:  Out  of  the  57% of

overal l  respondents  who  received  the

training,  76% feel  that  the

training / instruct ion  that  they

received  on  act ivat ion  and  use  of

RuPay  debit  card  was  useful .  

Table 27: Usefulness of Training
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5.1.7  Problem Faced in

Activation of RuPay Card

Low  awareness  levels  coupled  with

poor  educational  status  is  proving  to

be  a  major  stumbling  block  in

achieving  the  desired  outcomes  of

the  program.  Moreover ,  awareness

generat ion  camps  were  not  held  in

major i ty  of  the  vi l lages  and  thus  a

large  sect ion  of  the  respondents  face

problems  in  act ivat ing  the  RuPay

card  as  they  do  not  know  the

procedure.  

Table 28: Problem faced in Activation of RuPay Card

Bihar:  Out  of  2275  card  holders ,  552

respondents  (24%) faced  problems  in

act ivat ion  of  the  RuPay  card  where  as

1723  (76%) did  not  face  any  t rouble.

Uttar  Pradesh:  Out  of  2246  card

holders ,  1202  respondents  (54%)

faced  problems  in  act ivat ion  of  the

RuPay  card.

Markedly,  a  major i ty  of  the

respondents  are  f i rst -generat ion

card -holders ,  too.

Chart 37: Faced Problem in Card Activation (Bihar)
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Chart 38: Faced Problem in Card Activation (UP)

5.1.8  Kind of Problems Faced in Activation of RuPay Card

Data  was  col lated  on  the  specif ic  issues  faced  in  act ivat ing  the  cards  to  gain  a

broad  understanding  of  the  barr iers  at  the  f i rst  level .  The  f indings  are

summarized  in  the  chart  below.

A  spectrum  of  problems  is  faced  by  the  respondents  in  act ivat ing  the  RuPay

debit  card.

Table 29: Kind of Problems Faced in Activation of RuPay Card (Multiple Responses)

Bihar:  Out  of  those   24% respondents

who  faced  problems  in  card

act ivat ion,   43% respondents  have

not  act ivated  the  card  due  to  fear  of

losing  money  through  card  use,   20%

did  not  get  the  PIN,  10% kept  the

card  at  home  as  they  do  not  know

what  to  do  with  i t ,  6% of  the

respondents  could  not  act ivate  the

card  as  there  was  no  nearby  CSP  and

9% lost  the  PIN.

Uttar  Pradesh:  Out  of  the  54%

respondents  who  faced  problems  in

card  act ivat ion,   46% kept  the  card  at

home  as  they  do  not  know  what  to  do

with  i t ,   29% of  the  respondents  have

not  act ivated  the  card  due  to  fear  of

losing  money  through  card  use,   19%

did  not  get  the  PIN   and  for  17% there

were  no  nearby  CSP  and   11% lost  the

PIN.

75Impact Assessment of RuPay Card on Weaker and Marginalized Sections



Chart 39: Kind of Problems Faced in Activation of RuPay Card

(Multiple Responses) - Bihar

I t  is  evident  f rom  the  data  that  most  of  the  l imit ing  factors  are  aris ing  at  the

individual  level  in  the  form  of  apprehension  towards  a  new  technology  and  lack

of  knowledge  and  awareness  about  usage.  A  part  of  i t  is  also  inst i tut ional  in  the

form  of  non - receipt  of  PIN.

Chart 40: Kind of Problems Faced in Activation of RuPay Card

(Multiple Responses) - UP
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5.1.9  Medium of Card Activation

The  study  attempted  to  capture  the

medium  the  respondents  channeled

to  act ivate  their  cards.  This  data  is

summarized  in  the  chart  below.

Bihar:  24% of  the  RuPay  Card

holders ,  who  faced  problem  in  card

act ivat ion,  got  assistance  f rom  f rom

dif ferent  sources.  46% respondents

could  get  their  card  act ivated

through  f r iend 's / relat ive 's  help,  30%

with  the  help  of  CSP,  21% vis i ted  

Uttar  Pradesh:  54% of  the  RuPay

Card  holders ,  who  faced  problem  in

card  act ivat ion,  got  assistance  f rom

from  dif ferent  sources.  42%

respondents  could  get  their  card

act ivated  through  f r iend 's / relat ive 's

help,  54% with  the  help  of  CSP,  33%

vis i ted  their  respect ive  banks  to  get

the  card  act ivated  and  10% took  help

from  other  sources  to  act ivate  their

card.

Respondents  have  taken  help  f rom

the  avai lable  resources  l ike  CSP,

bank  and  f r iend /neighbour  in  their

vicini ty  to  get  their  card  act ivated.

Chart 41: Medium of Card Activation (Multiple Responses) - Bihar

Table 30: Medium of Card Activation (Multiple Responses)

their  respect ive  banks  to  get  the  card

act ivated  and  9% took  help  f rom

other  sources  to  act ivate  their  card.
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Chart 42: Medium of Card Activation (Multiple Responses) - UP

5.1.10  Independent Card Use

The  independent  use  of  the  card  is  a

cri t ical  indicator  of  capacity  building

and  the  f i rst  step  towards

sustainabi l i ty  of  RuPay  card  in  the

long  run.  The  data  on  independent

use  of  RuPay  card  is  summarized  in

the  chart  below.

I t ’s  very  encouraging  to  note  that  a

large  sect ion  of  the  card  users  can

now  use  the  card  independently

without  someone ’s  help.  

Consider ing  their  weak  socio -

economic  background,  low

awareness  &  educational  levels  and

the  fact  that  major i ty  are  f i rst

generat ion  card  users,  i t  is

remarkable  that  such  a  large  sect ion

of  respondents  have  equipped

themselves  to  keep  pace  with  the

f inancial  inclusion  program.

Table 31: Independent use of RuPay Card
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Chart 43: Independent use of Rupay Card (Bihar)

Bihar:  Out  of  the  60% of  respondents

who  are  using  the  card,  75% of  them

can  use  RuPay  debit  card  on  their

own.

Uttar  Pradesh:  Out  of  the  42% of

respondents  who  are  using  the  card,

79% of  the  respondents  can  use  the

RuPay  debit  card  on  their  own.

This  is  a  huge  step  forward  for  al l

these  respondents  who  were  out  of

the  ambit  of  digital  economy.

Chart 44: Independent use of Rupay Card (UP)
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5.2  Awareness on Uses of RuPay Card

As  emphasized  before,  the  RuPay  Card

is  the  key  in  PMJDY  to  bring  the

marginal ized  and  socio -economical ly

weak  sect ions  of  the  society  dwell ing

in  the  remotest  regions  of  rural  India

in  the  sphere  of  formal  banking.  The

RuPay  card  faci l i tates  sustained  usage

of  opened  bank  accounts  and  thus

serves  the  goal  of  f inancial  inclusion.

While  cash  withdrawal  may  seem  i ts

most  obvious  use,  i t  opens  the  doors

to  a  spectrum  of  services  which  are

otherwise  unavai lable  to  people

without  access  to  banks.  

5.2.1  Knowledge of use of RuPay
Card

Table 32: Knowledge of Use of RuPay Card

Bihar:  The  data  show  that  more  than

half  of  the  respondents  (53%) are

aware  of  the  uses  of  RuPay  debit  card

Uttar  Pradesh:  The  data  show  that

more  than  half  of  the  respondents

(52%) are  aware  of  the  uses  of  RuPay

debit  card.

The  chart  below  summarizes  the

proport ion  of  respondents  who  have

the  knowledge  that  the  RuPay  card

has  mult iple  uses.  

Chart 45: Knowledge on use of RuPay Card (Bihar)

This  is  also  because  nearly  a  similar

percentage  of  respondents  are  using

the  card.

80 Impact Assessment of RuPay Card on Weaker and Marginalized Sections



Chart 46: Knowledge on use of RuPay Card (UP)

The  study  attempted  to  record  the  awareness  of  the  respondents  vis -à -vis  types

of  uses  of  the  RuPay  card.  The  f indings  are  summarized  in  the  chart  below.

5.2.2  Awareness on Uses of RuPay Card

One  of  the  primary  and  obvious  uses  of  debit  card  being  cash  withdrawal ,  a

major i ty  of  the  respondents  too  know  that  the  card  can  be  used  to  withdraw

cash.

Table 33: Uses of RuPay Card (Multiple Responses)
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Bihar:  Out  of  57% respondents,  who

were  aware  of  use  of  RuPay  Card,

major i ty  of  the  respondents  (97%)

know  that  the  card  is  used  for

withdrawing  cash.  17% of  the

respondents  know  that  the  card  can

be  used  for  deposit ing  cash,  11%

know  i t  is  used  for  t ransferr ing  money

in  other  accounts,  9% know  i t  can  be

used  for  onl ine  shopping,  3% of  each

know  that  the  card  can  be  used  for

payment  in  local  shops  &  for  mobile

recharge,  2% know  i t  can  be  used  for

paying  electr ic i ty  bil ls  and  1% each

know  that  i t  can  be  used  for  payment

of  gas  bil ls ,  booking  of  t ra in  t ickets ,

hotel  booking.  

Uttar  Pradesh:  Out  of  51%

respondents,  who  were  aware  of  use

of  RuPay  Card,  major i ty  of  the

respondents  (74%) know  that  the  card

is  used  for  withdrawing  cash.  47% of

respondents  know  that  the  card  can

be  used  for  deposit ing  cash,  44%

know  i t  can  be  used  for  onl ine

shopping,  38% know  i t  is  used  for

transferr ing  money  in  other  accounts,

20% know  that  the  card  can  be  used

for  payment  in  local  shops,  18% to

withdraw  overdraft  ,  12% for  mobile

recharge,  10% know  i t  can  be  used  for

DTH  recharge,  8% for  paying

electr ic i ty  bil ls  and  3% know  can  be

used  booking  of  t ra in  t ickets ,  2% for

hotel  booking  and  8% for  payment  of

gas  bil ls .

Chart 47: Awareness on Uses of RuPay Card (Multiple Responses) - Bihar
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Chart 48: Awareness on Uses of RuPay Card (Multiple Responses) - UP

5.2.3  Knowledge on Financial
Benefits of RuPay Card

The  RuPay  card  comes  with  several

f inancial  benefi ts  such  as  a

comprehensive  accidental  insurance

cover ,  low  t ransact ion  fees,  and  a

var iety  of  merchant  (such  as  Paytm )

offers .  Data  was  col lated  on  whether

the  respondents  have  knowledge  of

such  benefi ts  and  i t  is  summarized  in

the  charts .

The  data  show  that  the  awareness

regarding  these  benefi ts  is  low

among  the  respondents.

Table 34: Knowledge on Financial Benefits of RuPay Card

Bihar:  Out  of  total  2275  respondents,

who  received  RuPay  Card,  only  35%

of  the  respondents  are  aware  of  the

f inancial  benefi ts  of  RuPay  debit

card.

Uttar  Pradesh:  Out  of  total  2246

respondents,  who  received  RuPay

Card,  only  31% are  aware  of  the

f inancial  benefi ts  of  RuPay  debit

card.
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Chart 49: Knowledge on Financial

Benefits of RuPay Card (Bihar)

Chart 50: Knowledge on Financial

Benefits of RuPay Card (UP)

5.2.4  Awareness of Types of

Financial Benefits of RuPay Card

The  study  captured  data  on

awareness  of  the  respondents  about

specif ic  types  of  f inancial  benefi ts  of

RuPay  cards.  The  f indings  are

summarized  in  the  chart  below.

Bihar:  Out  of  the  35% respondents

who  are  aware  of  the  f inancial

benef i ts  of  the  RuPay  card,  a  large

sect ion  of  the  respondents  (75%) are

aware  of  the  fact  that  there  is  an

accidental  insurance  cover  of  Rs.1

lakh.  28% of  the  respondents  know

that  there  are  cash  back  offers  and

12% know  that  the  t ransact ion

charges  are  less  than  Visa /  Master

Card.

Uttar  Pradesh:  Out  of  the  31%

respondents  who  are  aware  of  the

f inancial  benefi ts  of  RuPay  card,  a

large  sect ion  of  the  respondents

(59%) are  aware  of  the  fact  there  are

cash  back  offers ,  60% of  the

respondents  know  that  there  is  an

accidental  insurance  cover  of  Rs.1

lakh.  And  44% know  that  the

transact ion  charges  are  less  than  a

Visa /  MasterCard.
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Table 35: Awareness of Financial Benefits (Multiple Responses)

Chart 51: Awareness of Financial Benefits (Multiple Responses) - Bihar

Chart 52: Awareness of Financial Benefits (Multiple Responses) - UP
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Uttar  Pradesh:  The  data  shows  that  a

large  sect ion  of  the  respondents  are

not  aware  that  RuPay  is  an  Indian

card.   61% of  the  respondents  are

acquainted  with  the  fact  that  RuPay

is  a  domestic  card.

5.2.5  Knowledge of RuPay Card
Being Indian

RuPay  is  an  indigenous  domestic

debit  card  introduced  by  National

Payment  Corporat ion  of  India  (NPCI ) .

Data  was  col lected  to  gauge  the

proport ion  of  respondents  who  are

aware  that  RuPay  is  India ’s  domestic

card  service.  The  f indings  are

summarized  in  the  chart  below.

Bihar:  The  data  show  that  a  large

sect ion  of  the  respondents  are  not

aware  that  RuPay  is  an  Indian  card.

38% of  the  respondents  are

acquainted  with  the  fact  that  RuPay  is

a  domestic  card.

Table 36: Knowledge that RuPay Card is Indian

Chart 53: Knowledge that RuPay

Card is Indian (Bihar)

Chart 54: Knowledge that RuPay Card

is Indian (UP)



5.2.6  Ease of use of RuPay card

The  dist inguishing  feature  of  the

RuPay  card  is  that  i t  is  very  easy  to

act ivate  and  use  but  i t  st i l l  poses  a

chal lenge  for  f i rst - t ime  card  users

who  are  new  to  technology  and  are

apprehensive  of  making  a  mistake

and  losing  money  in  the  bargain.

Bihar:  The  data  shows  that  81% of  the

respondents  using  the  card  feel  that

i t  is  easy  to  use.

Uttar  Pradesh:  The  data  shows  that

63% of  the  respondents  using  the

card  feel  that  RuPay  debit  card  is

easy  to  use.
The  respondents  who  are  using  their

RuPay  cards,  f ind  i t  easy  to  operate.

Table 37: Ease of use of RuPay card

Chart 55: Ease of Use of RuPay

Card (Bihar)

Chart 56: Ease of Use of RuPay

card (UP)
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5.2.7 Problems Faced in Using
RuPay Card

The  study  attempted  to  dig  deep  into

the  barr iers  in  using  the  RuPay  card

on  a  regular  basis .  The  chart  below

summarizes  these  f indings.

Bihar:  Out  of  19% respondents,  who

do  not  f ind  RuPay  Card  easy  to

ease,  76% have  no  knowledge  of  how

to  use  the  card,   19% reported  that

cash  is  not  avai lable  in  the  CSPs,  16%

reported  that  the  card  does  not  work

properly  and  7% reported  that

CSP /ATM  was  out  of  order .

Respondents  face  a  var iety  of

problems  while  using  the  RuPay  debit

card.

Uttar  Pradesh:  Out  of  37%

respondents,  whop  do  not  f ind  RuPay

Card  easy  to  use,  17% have  no

knowledge  of  how  to  use  the  card,

18% reported  that  cash  is  not

avai lable  in  the  CSPs,   53% reported

that  the  card  does  not  work  properly ,   

13% reported  that  there  is  no  nearby

CSP  and   14% reported  that  CSP /ATM

was  out  of  order .

I t  is  evident  f rom  the  data  that  CSPs

play  a  crucial  role  in  enabl ing  the

respondents  to  avai l  the  faci l i t ies  of

the  RuPay  card.  Thus,  i t  is  important

that  they  remain  funct ional  and  have

enough  stock  of  cash.

Table 38: Problems Faced in using RuPay card (Multiple Responses)
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Chart 57: Problem Faced in using RuPay Card (Multiple Responses) - Bihar

Chart 58: Problem Faced in using RuPay Card (Multiple Responses) - UP
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Individual  barr iers  such  as  inabi l i ty  to

use  the  card,  and  as  revealed  in  the

FGD,  a  deep -seated  apprehension

towards  using  the  card,  stem  f rom

low  l i teracy  levels ,  al ienat ion  f rom

technology,  and  a  need  for  enabl ing

scaffolds  in  the  form  of

comprehensive  t ra ining  and  on -going

support .

5.3 Overdraft Facility

The  overdraft  faci l i ty  has  been

integrated  in  the  PMJDY  scheme

under  which  the  account  holder  is

al lowed  to  withdraw  money  f rom  their

account  even  when  they  have  zero

balance  in  their  account.  The

overdraft  faci l i ty  was  in i t ia l ly

Rs.5,000  and  has  now  been  increased

to  Rs.10,000  per  household.  One

member  of  the  family  is  el igible  for

the  faci l i ty  which  can  be  used  after

s ix  months  of  account  opening  and

with  sat isfy ing  banking  t ransact ions.

The  overdraft  faci l i ty  is  an  exigency

fund  for  vulnerable  debtors  who

often  resort  to  borrowing  f rom

informal  and  exploitat ive  credit

inst i tut ions  and  lead  their  l ives  in

unrelent ing  cycles  of  debt.  The

amount  is  enough  to  meet  some  of

their  emergency  cash  requirements

such  as  health  shocks  and

agricultural  requirements.  Operat ing

the  account  on  a  regular  basis  to

repay,  deposit ,  or  withdraw,  al lows

the  weaker  sect ions  to  create  a  credit

history  and  paves  the  path  for  larger

inst i tut ional ized  loans.  Thus,

knowledge  about  this  faci l i ty  is

cr i t ical  as  access  to  formal  credit  is

an  important  component  of  f inancial

inclusion  and  the  overdraft  faci l i ty

works  in  a  gradual  and  systematic

way  to  ensure  the  same.  The  data  on

proport ion  of  the  respondents  who

are  aware  of  the  overdraft  faci l i ty  is

summarized  in  the  chart  below.

5.3.1  Knowledge of overdraft
facility

Table 39: Knowledge of Overdraft Facility
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Chart 59: Knowledge of Overdraft

Facility (Bihar)

Chart 60: Knowledge of Overdraft

Facility (UP)

Awareness  levels  towards  the

overdraft  faci l i ty  in  PMJDY  account  is

extremely  low.

Bihar:  88% of  the  respondents  are

not  aware  of  the  overdraft  faci l i ty  in

their  PMJDY  account.

Uttar  Pradesh:  80% of  the

respondents  are  not  aware  of  the

overdraft  faci l i ty  in  their  PMJDY

account.

During  the  FGDs,  the  respondents

were  explained  in  detai l  about  the

overdraft  faci l i ty  and  were  asked

whether  they  were  aware  of  this

faci l i ty  but  most  respondents

reported  in  the  negative.
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As  mentioned  before,  use  of  the

overdraft  faci l i ty  for  managing  shocks

and  emergencies  without  resort ing  to

local  moneylenders,  and  building  a

substant ial  credit  history  for  future

credit  are  important  steps  towards

f inancial  inclusion  and

empowerment.  Data  was  col lected  on

the  proport ion  of  the  respondents

who  have  actual ly  used  the  overdraft

faci l i ty .  The  f indings  are  summarized

in  the  chart  below.

5.3.2  Use of Overdraft facility

Chart 61: Usage of Overdraft Facility out of

those who were aware about it (Bihar)

A  very  small  proport ion  of  the

respondents  have  avai led  of  the

overdraft  faci l i ty .

Bihar:  Out  of  the  12% respondents

who  are  aware  of  the  overdraft

faci l i ty ,  37% have  avai led  of  overdraft

f rom  their  PMJDY  account.  

Table 40: Use of Overdraft Facility

Uttar  Pradesh:  Out  of  the  20%

respondents  who  are  aware  of  the

overdraft  faci l i ty ,   22% have  avai led

of  overdraft  f rom  their  PMJDY

account.  

Chart 62: Usage of Overdraft Facility out

of those who were aware about it (UP)
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The  study  col lated  the  reasons  behind  not  avai l ing  the  overdraft  faci l i ty .  The

findings  are  summarized  in  the  chart  below.

5.3.3  Reason for not taking overdraft

Table 41: Reason for not Taking Overdraft (Multiple Response)

Bihar:  Out  of  the  12% respondents

who  are  aware  of  the  overdraft  faci l i ty ,

they  have  dif ferent  reasons  for  not

taking  an  overdraft .  Out  of  them,  80%

respondents  mentioned  that  they  have

not  taken  an  overdraft  as  they  do  not

require  i t .  10% have  not  taken  i t  as

they  think  i t  wil l  be  dif f icult  to  repay

the  amount.  2% of  the  respondents

mentioned  that  they  have  not  avai led

the  faci l i ty  because  they  are  not

el igible.

Uttar  Pradesh:  Out  of  the  20% of  the

respondents  who  are  aware  of  the

overdraft  faci l i ty ,  they  have  dif ferent

reasons  for  not  taking  an  overdraft .

Of  them,  81% respondents  mentioned

that  they  have  not  taken  an  overdraft

as  they  do  not  require  i t .  8% have  not

taken  i t  as  they  think  i t  wil l  be

dif f icult  to  repay  the  amount.  3% of

the  respondents  mentioned  that  they

have  not  avai led  the  faci l i ty  because

they  are  not  el igible.

Chart 63: Reason for not taking Overdraft out of those who were aware of it

(Multiple Response) - Bihar
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Chart 64: Reason for not taking Overdraft out of those who were aware of it

(Multiple Response) - UP

The  FGD  revealed  that  the  respondents  do  not  have  a  good  idea  of  the  terms  of

repayment,  the  interest  rate,  and  the  period  over  which  i t  has  to  be  sett led.

5.3.4 Amount of Overdraft taken

The  study  also  attempted  to  capture  the  amount  of  overdraft  avai led  by  the

respondents.  The  f indings  are  summarized  in  the  chart  below.

Table 42: Amount of Overdraft Taken
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Bihar:  Out  of  the  112  respondents

who  have  taken  overdraft  faci l i ty ,

81% have  taken  less  than  Rs.2000,  8%

have  taken  an  amount  between

Rs.2000  -  4000,  1% have  taken  an

amount  between  Rs.4000 -6000   and

10% prefer  not  to  share  the

information.

Uttar  Pradesh:   Out  of  the  107

respondents  who  have  taken

overdraft  faci l i ty ,   41% have  taken

less  than  Rs.2000,   13% have  taken  an

amount  between  Rs.2000  -  4000,   16%

have  taken  an  amount  between

Rs.4000 -6000   and  21% have  taken  an

amount  between  Rs.  8000  -  10000,

and  1% have  taken  an  overdraft

amount  between  Rs.  6000  –  8000.

5.3.5  Frequency of Overdraft

Data  was  col lected  on  the  f requency

with  which  overdraft  is  avai led  by  the

selected  respondents.  The  f indings

are  summarized  in  the  chart  below.

Bihar:  Out  of  112  respondents  who

have  taken  overdraft  faci l i ty ,  31% of

them  have  taken  i t  only  once,  54%

have  taken  i t  twice  and  1% of  the

respondents  have  taken  i t  thr ice.

Table 43: Frequency of Overdraft

Uttar  Pradesh:  Out  of  107

respondents  who  have  taken

overdraft  faci l i ty ,  35% of  the

respondents  have  taken  i t  only  once,

28% have  taken  i t  twice  and  12% of

the  respondents  have  taken  i t  thr ice,

11% have  taken  i t  four  t imes  and  3%

have  taken  i t  for  more  than  4  t imes.
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Table 44: Usefulness of Overdraft Facility

5.3.6  Usefulness of Overdraft
Facility

The  respondents ’  perception  on

whether  the  overdraft  faci l i ty  is

benef icial  was  also  col lected.  The

summary  of  the  f indings  is  presented

in  the  chart  below.

Bihar:  Though  a  very  small  sect ion  of

respondents  (112 )  have  avai led  the

overdraft  faci l i ty ,  out  of  those,  92%

respondents  f ind  the  overdraft

faci l i ty  useful .

Uttar  Pradesh:  Though  a  very  small

sect ion  of  respondents  (107 )  have

avai led  the  overdraft  faci l i ty ,  out  of

those,  94% respondents  feel  that  the

overdraft  faci l i ty  is  useful .

During  the  FGDs,  these  respondents

mentioned  that  they  usual ly  turned

to  a  relat ive,  f r iends  or  local  money

lenders  for  exigencies  but  with  this

faci l i ty  they  are  able  to  avoid  that

and  manage  their  loans  better .
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Major Findings (Bihar) :

In  case  of  75% of  the  respondents,

awareness  generat ion  camps  on

PMJDY  or  RuPay  card  were  not

held  in  their  vi l lage.

Out  of  631  respondents,  who  were

aware  of  awareness  camps,  only

13% part ic ipated  in  the  camp.

Out  of  2275  respondents,  who

received  RuPay  Card,  only  4% have

received  t ra ining / instruct ion  on

activat ion  and  use  of  RuPay  debit

card.

The  t ra ining /  instruct ion  on

activat ion  and  use  of  RuPay  debit

card  was  mostly  provided  by  bank

personnel  &  CSPs.

Out  of  the  4% respondents  who

received  t ra ining,  81% of  them  feel

that  the  t ra ining   was  useful .

Out  of  al l  the  card  holders ,  24% of

the  respondents  faced  problems  in

act ivat ion  of  the  RuPay  card.

There  is  apprehension  in  using  the

card  due  to  fear  of  losing  money.

Out  of  the  24% respondents  who

faced  problems  in  card  act ivat ion,

43% of  them  have  not  act ivated  the

card  due  to  this  reason.

Respondents  took  help  f rom  banks,

CSPs  and  f r iends / relat ives  to

act ivate  the  RuPay  card.

Out  of  total  1315  respondents,  who

use  the  RuPay  Card,  75% are  able

to  use  the  card  on  their  own.

More  than  half  of  the  respondents

(57%) are  aware  of  the  uses  of

RuPay  debit  card.

Out  of  57% respondents  (1287 ) ,

who  knows  about  the  use  of  RuPay

Card,  major i ty  of  respondents

(97%) know  that  the  card  is  used

for  withdrawing  money.

Only  35% of  the  respondents  are

aware  of  the  f inancial  benefi ts  of

RuPay  debit  card.

75% of  the  respondents  (out  of  802

respondents  (35%) ,  who  are  aware

of  f inancial  benefi ts  of  RuPay

Card )  are  aware  that  there  is  an

accidental  insurance  cover  of  Rs.1

lakh.

37% of  the  respondents  are  aware

of  the  fact  that  RuPay  is  a  domestic

card.

81% of  the  respondents  (out  of

1315  respondents,  who  uses  RuPay

Card )  feel  that  RuPay  debit  card  is

easy  to  use.

Out  of  19% respondents,  who  do

not  f ind  easy  to  use  the  RuPay

Card,  76% have  no  knowledge  of

how  to  use  the  card.

Awareness  levels  towards  the

overdraft  faci l i ty  in  PMJDY  account

is  extremely  low.  88% of

respondents  are  not  aware  of  the

overdraft  faci l i ty  in  their  PMJDY

account.

Out  of  total  301  respondents,  who

were  aware  of  overdraft  faci l i ty ,

only  37% have  used  the  overdraft

faci l i ty .

Major i ty  of  the  respondents  have

taken  an  overdraft  amount  of  less

than  Rs.2000.
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Major Findings (UP) :

In  case  of  40% of  the  respondents,

awareness  generat ion  camps  on

PMJDY  or  RuPay  card  were  not

held  in  their  vi l lage.

Out  of  1464  respondents,  who

were  aware  of  awareness  camps,

55% part ic ipated  in  the  camp.

Out  of  2246  respondents,  who

have  received   RuPay  Card,  57%

have  received  t ra ining / instruct ion

on  act ivat ion  and  use  of  RuPay

debit  card.

The  t ra ining / instruct ion  on

activat ion  and  use  of  RuPay  debit

card  was  mostly  provided  by  bank

personnel  &  CSPs.

Out  of  the  57% respondents  who

received  t ra ining,  76% of  them  feel

that  the  t ra ining   was  useful .

Out  of  al l  the  card  holders ,  half

(54%) of  the  respondents  faced

problems  in  act ivat ion  of  the

RuPay  card.

There  is  apprehension  in  using  the

card  due  to  fear  of  losing  money.

Out  of  the  54% of  respondents  who

faced  problems  in  card  act ivat ion,

29% of  them  have  not  act ivated  the

card  due  to  this  reason

Respondents  took  help  f rom  banks,

CSPs  and  f r iends / relat ives  to

act ivate  the  RuPay  card.

Out  of  total  950  respondents,  who

use  the  RuPay  Card,  79% are  able

to  use  the  card  on  their  own.

Nearly  31% of  the  respondents  who

have  taken  overdraft  faci l i ty ,  have

taken  i t  only  once.

92% of  the  respondents  who  have

avai led  the  overdraft  faci l i ty ,  feel

that  the  overdraft  faci l i ty  is  useful .

More  than  half  of  the  respondents

(51%) are  aware  of  the  uses  of

RuPay  debit  card.

Out  of  57% respondents  (1151 ) ,

who  knows  about  the  use  of  RuPay

Card,  major i ty  of  respondents

(74%) know  that  the  card  is  used

for  withdrawing  money.

31% the  respondents  are  aware  of

the  f inancial  benefi ts  of  RuPay

debit  card.

60% of  the  respondents  (out  of  690

respondents  (31%) ,  who  are  aware

of  f inancial  benefi ts  of  RuPay

Card )  are  aware  that  there  is  an

accidental  insurance  cover  of  Rs.1

lakh.

42% of  the  respondents  are  aware

of  the  fact  that  RuPay  is  a  domestic

card.

63% of  the  respondents  (out  of  950

respondents,  who  uses  RuPay

Card )  feel  that  RuPay  debit  card  is

easy  to  use.

Out  of  37% respondents,  who  do

not  f ind  easy  to  use  the  RuPay

Card,  17% have  no  knowledge  of

how  to  use  the  card.
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Awareness  levels  towards  the

overdraft  faci l i ty  in  PMJDY  account

is  extremely  low.  80% of

respondents  are  not  aware  of  the

overdraft  faci l i ty  in  their  PMJDY

account.

Out  of  total  497  respondents,  who

were  aware  of  overdraft  faci l i ty ,

only  22% have  used  the  overdraft

faci l i ty .

Major i ty  of  the  respondents  have

taken  an  overdraft  amount  of  less

than  Rs.2000.

Nearly  35% of  the  respondents  who

have  used  the  overdraft  faci l i ty ,

have  taken  i t  only  once.

94% of  the  respondents  who  have

avai led  the  overdraft  faci l i ty ,  feel

that  the  overdraft  faci l i ty  is  useful .
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Role of Customer Service Points (CSP)

CHAPTER - 6

Customer  Service  Point  is  the  l i fe l ine

for  the  successful  implementat ion  of

PMJDY  and  RuPay  card.  A  CSP  is  a

banking  outlet  run  through  an

outsourced  agency  for  carrying  out

transact ions  and  sourcing  of

business,  mainly  for  operat ing

PMJDY  account.  The  CSP  agent  is

also  known  as  Bank  Mitra.

6.1  Satisfaction with

services provided by CSP

The  CSP  represents  the  bank

concerned  and  enables  a  bank  to

expand  i ts  outreach  and  offers  a

range  of  banking  services  at  low  cost ,

part icular ly  where  sett ing  up  a  brick

and  mortar  branch  is  not  viable.

The  data  shows  that  the  Customer

Service  Points  have  been  able  to  

ful f i l l  the  expectat ions  of  the

respondents  to  a  large  extent .

Customer  sat isfact ion  is  a  ref lect ion

of  the  eff ic iency  with  which  the  CSPs

are  del iver ing  their  responsibi l i t ies .

Data  was  col lected  on  perceived

sat isfact ion  of  the  respondents  with

the  CSPs  in  their  local i ty .  The

findings  are  summarized  in  the  chart

below.

Bihar:  64% of  the  respondents  are

sat isf ied  with  the  services  provided

by  the  CSPs.

Uttar  Pradesh:  70% of  respondents

are  sat isf ied  with  the  services

provided  by  the  CSPs.

A  crucial  role  of  the  CSP  is

faci l i tat ing  f inancial  l i teracy  among

the  customers  in  i ts  catchment  area

by  orient ing  them  on  the  usage  and

benef i ts  of  RuPay  debit  card  to  make

transact ions  and  informing  them  of

avai lable  schemes  and  f inancial

instruments  f rom  which  they  can

benef i t .

Table 45: Satisfied with CSP

100 Impact Assessment of RuPay Card on Weaker and Marginalized Sections



Chart 65: Satisfied with CSP (Bihar) Chart 66: Satisfied with CSP (UP)

6.2  Reason for not being
Satisfied with CSP

Since  the  CSP  plays  such  a  cri t ical

role  in  service  del ivery  and  capacity

bui lding  at  the  grass  root  level ,  i t  is

very  important  to  understand  the

reasons  for  dissat isfact ion  with  i ts

performance.  Hence,  the  study

col lated  data  on  the  issues  faced  by

the  respondents  with  the  CSP.  The

findings  are  summarized  in  the  chart

below.

Though  respondents  have  a  good

opinion  on  the  CSPs  funct ioning,

there  are  issues  l ike  cash  avai labi l i ty ,

CSP ’s  working  hours,  network  issues,

payment  of  extra  fees  and  non -

cooperat ion  of  CSP  personnel  which

is  affect ing  the  optimal  performance

of  the  CSPs.

Table 46: Problem Faced with CSP (Multiple Responses)
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Bihar:  Out  of  the  30% of  respondents

who  are  dissat isf ied  with  the

funct ioning  of  the  CSP,  39%  reported

that  there  is  a  problem  of  cash

avai labi l i ty  in  the  CSP,  19% reported

that  they  had  to  pay  addit ional  fees,

20% of  them  mentioned  that  i t  is

mostly  closed,  10% reported  that  CSP

staff  is  not  cooperat ive  and  10%

mentioned  that  there  are  occasions

when  they  have  found  the  CSP  out  of

order .

Uttar  Pradesh:  Out  of  the  30% of

respondents  who  are  dissat isf ied

with  the  funct ioning  of  the  CSP,  70%

reported  that  there  is  a  problem  of

cash  avai labi l i ty  in  the  CSP,  22%

mentioned  that  i t  is  mostly  closed,

38% mentioned  that  there  are

occasions  when  they  have  found  that

the  CSP  was  out  of  order ,  11% each

reported  that  they  had  to  pay

addit ional  fees  and  CSP  staf f  is  not

cooperat ive.

Chart 67: Problem faced with CSP (Multiple Responses) - Bihar

Chart 68: Problem faced with CSP (Multiple Responses) - UP
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Interaction with Mr. Anurag Kumar, CSP, Village

Sukalpur Bhagat, Hardoi, U.P.

Biometric Process at CSP

Transactions Record

Register at CSP
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Village: Harpur Hardas

Mr.  Manish  Kumar  may  seem  young  at  34  years,

but  he  is  an  experienced  Bank  Mitra  personnel

managing  the  CSP  in  Harpur  Hardas  vi l lage  in

Rajapakar  block  of  Vaishal i  distr ict  in  Bihar

since  2015.  He  is  a  Post  Graduate  and  hai ls

f rom  the  Scheduled  Caste  community .

“My  CSP  covers  7 -8  vi l lages  in  a  catchment

area  of  5  km  radius,”  shares  Mr.  Kumar.   

Associated Bank: SBI

He  art iculates  some  of  the  issues  faced  by  him  as  a  Bank  Mitra.

 “As  I  mentioned,  the  dai ly  cash  requirement  is  around  4  lakhs  and  i t  is  a  recurr ing

hurdle  because  I  have  to  coordinate  with  the  bank  to  procure  i t  and  often  there  isn ’ t

enough  cash.  I t  becomes  very  dif f icult  for  me  to  explain  to  the  customers  why  this  is

so,”  shares  Mr.  Kumar.

He  mentioned  that  the  distr ibut ion  of  RuPay  cards  is  another  issue  faced  by  him.  A  lot

of  PMJDY  accounts  are  opened  by  him  but  the  cards  have  not  been  disbursed  by  the

banks.  He  has  t r ied  to  fol low -up  on  these  cases  but  i t  has  not  yielded  sat is factory

results .

Manish  Kumar  continues,  “Addit ional ly ,  most  of  my  customers  are  low  on  awareness

and  hence  are  apprehensive  about  act ivat ing  and  using  their  RuPay  cards.  Since  they

can ’ t  use  their  cards  independently ,  they  have  t rust  issues  with  onl ine  banking

options.  “

One  of  Mr.  Kumar ’s  major  concerns  is  the  securi ty  of  the  CSP.   “When  cash  is

t ransferred  to  banks  or  ATMs,  i t  is  heavi ly  guarded  but  in  case  of  the  CSP  and  the

personnel  managing  i t  there  is  no  such  securi ty .  Recently  a  CSP  staf f  was  shot  at  by

miscreants.  Similar  cases  have  been  reported  by  the  local  media  here.”

Mr.  Manish  Kumar  feels  that  mechanisms  to  tackle  securi ty  issues  should  be  inbui l t  in

the  programme.

His  CSP  t imings  are  f rom  10.00  am  to  6.00  pm

dai ly  and  the  average  t ransact ion  amounts  to  

around  Rs.  4  lakh.   “ I  have  not  faced  any  network  connect iv i ty  or  server  issues,”  he

adds.
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6.3  Distance of nearby CSP from Village

The  prerequisi te  to  access  and  use  of  any  services  is  direct ly  related  to  the

proximity  to  the  users.  Banking  services  have  been  envisaged  within  a  radius  of

5  km  f rom  the  vi l lage  under  the  PMJDY  scheme.  The  Customer  Service  Points

have  been  al located  locat ions  accordingly  and  have  increased  access  for

people  substant ial ly .

Table 47: Distance of Nearby CSP from the Village

Bihar:  98% of  the  respondents  mentioned  that  there  is  a  CSP  within  a  distance

of  5  km  f rom  the  vi l lage.  28% of  the  respondents  mentioned  that  CSPs  are  with

a  distance  of  below  0.5  km,  32% said  that  CSP  is  located  within  0.5 -1  km,  29%

reported  a  distance  of  1 -3  km  and  9% 3 -5  km.

Chart 69: Distance of nearby CSP from village (Bihar)
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Uttar  Pradesh:  87% of  the

respondents  mentioned  that  there  is  a

CSP  within  a  distance  of  5  kms  f rom

the  vi l lage.  21% of  the  respondents

mentioned  that  CSPs  are  with  a

distance  of  below  0.5  km,  13% said

that  CSP  is  located  within  0.5 -1  km,

39% reported  a  distance  of  1 -3  km  and

14% 3 -5  km.

Customers at Fatehpur Phulwaria village 

CSP

Chart 70: Distance of nearby CSP from village (UP)
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12% of  the  respondents  said  there  is

1  shop  with  PoS  machine,  12% said

there  are  2  shops,  2% each  said  there

are  3,4  &  5  shops  with  PoS  machines.

6.4  Availability of shops
with PoS machines in
villages

The  infrastructure  required  for

optimal  use  of  the  RuPay  card  is  st i l l

very  l imited.  Lack  of  PoS  machines  in

shops  is  l imit ing  the  card  use  to  a

large  extent .  The  card  use  wil l  be

more  regular  i f  they  are  able  to  use  i t

in  the  shops.

Uttar  Pradesh:  56% of  the

respondents  reported  that  there  are

no  shops  with  PoS  machine  in  their

vi l lage.  6% of  the  respondents  said

there  is  1  shop  with  PoS  machine,

28% said  there  are  2  shops,  3% said

there  are  3  shops,  2% and  4% said

that  there  are  4  shops  and  5  shops

respect ively  with  PoS  machine.

Bihar:  70% of  the  respondents

reported  that  there  are  no  shops  with

PoS  machine  in  their  vi l lage.   

Table 48: Number of Shops with PoS Machine
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Chart 71: Number of shops with PoS machine (Bihar)

Chart 72: Number of shops with PoS machine (UP)
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PMJDY Empowering Women Through CSPs

Ms.  Soni  Kumari  ta lks  to  us  animatedly  and  conf idently .

She  is  a  graduate  and  heads  the  Tulsi  Gram  Sangathan

CSP  in  Fatehpur   Phulwaris  vi l lage  of  Rajapakar  block,

Vaishal i  distr ict .  I t  is  hard  to  bel ieve  that  she  was  a  shy

housewife  unti l  last  year ,  steeped  in  domest ic  chores,

rarely  ventur ing  out  of  her  homestead.

Ms.  Soni  Kumari  manages  al l  administrat ive  and  f inancial  matters  related  to  the

successful  funct ioning  of  the  CSP  with  remarkable  eff ic iency.  She  also  vis i ts  banks

regular ly  for  coordinat ion.  Her  CSP  covers  f ive  to  seven  in  a  catchment  area  of  3  km

radius  and  caters  to  the  banking  needs  of  2000  people.  On  an  average,  she  manages

around  40 -50  t ransact ions  per  day  between  8.00  am  –  5.00  pm.  She  mentioned  that

she  has  not  faced  any  network  connect iv i ty  or  server  issues  to  date.

The  dramatic  t ransformation  came  about  when  she

opened  a  PMJDY  account  and  then  got  to  know  of  the

CSP /Bank  Mitra  scheme  f rom  her  bank.  

Seeing  other  CSPs  opening  in  the  area,  she  seized  the  opportunity  and  opened  a  CSP

in  2018.  Needless  to  say,  she  hasn ’ t  looked  back  ever  since.

Ms  Soni  Kumari  has  every  reason  to  be  proud  because  as  a  Bank  Mitra  she  has  vis i ted

the  nearby  vi l lages  and  faci l i tated  the  opening  of  hundreds  of  bank  accounts  in  the

area.  She  has  been  making  concerted  efforts  to  motivate  women  to  open  accounts

under  PMJDY.

“ I  never  forget  that  I  am  a  Scheduled  Caste” ,  says  Ms.  Soni  Kumari .   With  a  strong

commitment  to  give  back  to  her  community ,  she  has  ensured  that  women  f rom  her

own  and  other  marginal ized  social  groups  make  the  best  use  of  the  opportunity  and

has  act ively  helped  them  open  bank  accounts.

She  adds  more  about  women  empowerment,  “More  women  should  come  forward  and

start  their  own  CSPs  as  i t  becomes  much  easier  for  adolescent  gir ls  and  women  to

approach  them  than  approaching  a  male  member” .  She  also  stresses  that  every  CSP

should  have  women  representat ives.

Ms.  Soni  Kumari  also  mentioned  that  many  PMJDY  account  holders  are  yet  to  receive

the  RuPay  debit  card  and  that  the  bulk  of  RuPay  cards  are  ly ing  with  the  banks.  In

certain  cases,  i t  is  the  bank  that  is  not  giving  away  the  cards  and,  in  some  cases,  the

people  are  not  taking  the  card  as  they  are  not  aware  of  i t  and  are  not  equipped  to

act ivate  &  use  the  RuPay  card.  Coordinat ion  with  the  associated  bank  is  an  issue  that

needs  to  be  addressed.

Ms.  Soni  Kumari  is  a  glowing  example  of  how  f inancial  inclusion  empowers  women.

Today,  she  has  carved  out  her  own  ident i ty  and  is  an  inspirat ion  to  al l  the  women

around  her.  She  is  respected  in  her  area  and  everyone  knows  her  as  the  CSP  in -charge

or  Bank  Mitra.

Associated Bank: IDFC
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Major Findings (Bihar) :

Customer  Service  Points  are

funct ioning  properly  and  l iv ing  up

to  the  expectat ions  of  the

respondents  at  large.  64% of  the

respondents  are  sat isf ied  with  the

services  provided  by  the  CSPs.

Cash  avai labi l i ty ,  CSP ’s  working

hours,  network  issues,  payment  of

extra  fees  and  non -cooperat ion  of

CSP  personnel  are  some  the  issues

which  are  hindering  use  of  CSPs.

Out  of  30% respondents,  who  were

dissat isf ied  with  the  services  of

CSPs,  39% reported  that  there  is  a

problem  of  cash  avai labi l i ty  in  the

CSP.

The  mandate  of  PMJDY  scheme  to

provide  banking  faci l i t ies  within  5

km  radius  of  a  vi l lage  has  been

achieved  successful ly .  98% of  the

respondents  mentioned  that  there

is  a  CSP  within  a  distance  of  5  km

from  the  vi l lage.

Major Findings (UP) :

Customer  Service  Points  are

funct ioning  properly  and  l iv ing  up

to  the  expectat ions  of  the

respondents  at  large.  70% of  the

respondents  are  sat isf ied  with  the

services  provided  by  the  CSPs.

Cash  avai labi l i ty ,  CSP ’s  working

hours,  network  issues,  payment  of

extra  fees  and  non -cooperat ion  of

CSP  personnel  are  some  the  issues

which  are  hindering  use  of  CSPs.

Out  of  30% respondents,  who  were

dissat isf ied  with  the  services  of

CSPs,  70% reported  that  there  is  a

problem  of  cash  avai labi l i ty  in  the

CSP.

The  mandate  of  PMJDY  scheme  to

provide  banking  faci l i t ies  within  5

km  radius  of  a  vi l lage  has  been

achieved  successful ly .  87% of  the

respondents  mentioned  that  there

is  a  CSP  within  a  distance  of  5  km

from  the  vi l lage.

70% of  the  respondents  reported

that  there  are  no  shops  with  PoS

machine  in  their  vi l lage.

56% of  the  respondents  reported

that  there  are  no  shops  with  PoS

machine  in  their  vi l lage.
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Shift in Behavioral Trends in Banking Practices and
Linkages with Government schemes

CHAPTER - 7

Access  to  banking  services  was  very

l imited  prior  to  introduction  of  the

PMJDY  scheme.  The  scheme  has

already  made  promising  inroads,

especial ly  in  rural  India,  by  bringing

banking  services  closer  to  the  door

steps  of  the  poor  and  thus  has

opened  up  opportunit ies  for  crores  of

households  to  reap  i ts  benefi ts .  The

study  attempted  to  gauge  the

perception  of  the  respondents  on

improvement  in  access  to  banking

services  in  the  region.  The  f indings

are  summarized  in  the  chart  below.

Presence  of  CSPs  in  close  proximity

has  made  banking  services

accessible.

7.1.1  Better Access to Banking
Services

Bihar:  87% of  the  respondents  feel

that  they  have  better  access  to

banking  services.

The  PMJDY  programme  brought

banking  services  to  the  doorstep  of

the  most  under -privi leged  sect ions  of

the  society  in  the  remotest  regions  of

the  country.  I t  is  expected  that  by

avai l ing  these  services  people ’s

f inancial  behaviour  would  undergo  a

change  over  t ime.  The  study

documented  the  change  in  behaviour

in  terms  of  using  RuPay  card  to

withdraw  cash  f rom  CSPs  rather  than

going  to  banks,  the  respondent ’s

perception  of  banking  services,

change  in  f requency  of  banking  and

savings.

Though  RuPay  card  has  also  been

l inked  to  schemes  such  as  the  KCC

and  PMMY.  The  study  looked  into  the

aspects  of  awareness,  card  possession

and  ease  of  use  of  these  cards.

7.1  Shift in Behavioral
Trends in Banking Practices

Table 49: Better Access to Banking services
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Chart 73: Better Access to Banking

Services (Bihar)

Uttar  Pradesh:  76% of  the  respondents  feel  that  they  have  better  access  to

banking  services.

Chart 74: Better Access to Banking

Services (UP)

Cash  oriented  f inancial  pract ices  are  st i l l  preferred  by  many  over  cashless

methods.  Apprehensions  about  the  use  of  the  card,  low  awareness  levels  and

poor  educational  status  combined  with  poor  socio  –economic  status  are  largely

responsible  for  l imited  use  of  cashless  methods  for  t ransact ions.  The  chart

below  summarizes  the  proport ion  of  people  who  prefer  cashless  t ransact ions

over  cash  t ransact ions.

7.1.2  Use of RuPay Card over cash

Table 50: Use of RuPay Card Over Cash

Bihar:  Out  of  1315  respondents,  who

use  RuPay  Card,  57% use  RuPay  card

now  instead  of  cash  t ransact ions.

43%  continues  to  prefer  cash  over

card  in  their  regular  deal ings.

Uttar  Pradesh:  Out  of  950

respondents,  who  use  RuPay  Card,

63% use  RuPay  card  now.  37% of  the

respondents  continues  to  prefer  cash

over  card  in  their  regular  deal ings.
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Chart 75: Use of RuPay Card Over

Cash (Bihar)

Chart 76: Use of RuPay Card over

Cash (UP)

Banking  services  were  few  and  far  in

between  in  the  rural  areas  and  the

distr ibut ion  in  inter ior  rural  regions

was  even  sparser .   Opening  up  of

CSPs  has  decreased  the  distance

from  the  vi l lages  to  the  baking

service  points  substant ial ly .  Thus  i t

is  easier  to  make  cashless

transact ions  using  the  card  as

banking  services  have  become  more

accessible.

7.1.3  Reason for choosing
cashless methods over cash
transactions

RuPay  debit  card  is  being  mostly

used  to  withdraw  cash.  Respondents

earl ier  had  to  t ravel  to  the  nearest

ATM /Bank  to  withdraw  cash  which

was  far  f rom  their  vi l lage.  With  CSPs

avai lable  close  by,  i t  saves  them  t ime

and  money.

The  charts  summarizes  the  reasons

for  shif t ing  to  cashless  t ransact ions

by  the  respondents.

Table 51: Reason for Choosing Cashless Methods (Multiple Responses)
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Bihar:  Out  of  749  respondents  (57%

of  the  total  card  users ) ,  93% feel  that

onl ine  t ransact ions  saves  them  t ime,

15% think  that  i t  is  an  easier  option

and  17% think  that  i t  saves

transportat ion  cost .

Uttar  Pradesh:  Out  of  599

respondents  (63% of  total  card

users ) ,  72% feel  that  onl ine

transact ions  saves  them  t ime,  56%

think  that  i t  is  an  easier  option  and

51% think  that  i t  saves  t ransportat ion

cost .

Chart 77: Reason for Choosing Cashless Methods (Multiple Responses) - Bihar

Chart 78: Reason for Choosing Cashless Methods (Multiple Responses) - UP

114 Impact Assessment of RuPay Card on Weaker and Marginalized Sections



7.1.4  Increase in frequency of
banking

An  increase  in  f requency  of  banking

is  indicat ive  of  act ive  use  of  the

RuPay  card  for  making  t ransact ions.

This  is  also  ref lect ive  of  the  ease  with

which  the  respondents  are  able  to

make  small  withdrawals  on  a  regular

basis  without  having  to  keep  large

amounts  at  home.  Data  col lected  on

increase  in  the  f requency  of  banking

is  summarized  in  the  chart  below.

Bihar:  50% of  the  respondents

reported  an  increase  in  the  f requency

of  banking  after  they  started  using

RuPay  debit  card.

Uttar  Pradesh:  70% of  the

respondents  reported  increase  in

frequency  of  banking  after  they

started  using  RuPay  debit  card.

Chart 79: Increase in

Frequency of Banking (Bihar)

Table 52: Increase in Frequency of Banking

Chart 80: Increase in

Frequency of Banking (UP)
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The  FGDs  supported  the  f indings  as

the  respondents  shared  that  the

frequency  of  banking  has  increased

substant ial ly  owing  to  the  use  of

RuPay  card  and  avai labi l i ty  of  CSPs.

Ear l ier ,  they  used  to  withdraw  cash

from  banks  and  f requency  was  much

less.  Now  they  withdraw  money  in

smal l  amounts  as  per  requirement

and  thus  number  of  bank  t ransact ions

has  increased.

7.1.5  Change in Savings in bank
account

Financial  inclusion  by  providing  an

easy  access  to  banking  promotes

saving  behaviour  part icular ly  in  rural

areas  as  i t  draws  socio -economical ly

weaker  groups  into  the  folds  of

formal  banking  services.  Data  was

col lected  on  the  saving  habit  of  the

respondents  during  the  study.  The

findings  are  summarized  in  the  chart

below.

This  meant  that  they  kept  most  of

their  cash  at  home  to  avoid  the

hassle  of  vis i t ing  the  bank,

transportat ion  cost  and  spending  a

lot  of  t ime.  Now  people  are  using  the

banking  services  that  have  been

provided  under  PMJDY  and  RuPay

schemes.

Presence  of  CSPs  has  improved  the

savings  habit  in  banks  rather  than

keeping  cash  at  home.
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Bihar:  The  data  show  that  49% of  the

respondents  reported  that  they  are

saving  more  in  their  bank  account

now.

Uttar  Pradesh:  The  data  show  that

66% of  the  respondents  reported  that

they  are  saving  more  in  bank  account

now.

During  the  FGDs,  women,  who  are

more  incl ined  to  saving  small

amounts  of  cash  at  home  which  they

use  in  emergencies,  shared  that  they

deposit  the  cash  in  their  PMJDY

account  because  i t  is  easy  to

withdraw  i t  when  they  require  i t .

They  feel  i t  is  a  more  secure  option

and  al lows  them  to  save  more  and

garner  some  interest  as  well .

Table 53: Increase Savings in Bank Account

Before  PMJDY,  most  respondents  did

not  have  an  account  or  their  banks

were  at  a  considerable  distance  f rom

the  vi l lage.  
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Chart 81: Increase Savings in Bank Account (Bihar)

Chart 82: Increase Savings in Bank Account (UP)
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7.1.6  Account Balance

As  a  major i ty  of  the  respondents  belong  to  socio–economical ly  weak  and

marginal ized  communit ies ,  the  savings  in  their  bank  accounts  is  low.

Adopting  a  healthy  saving  behaviour  does  not  always  t ranslate  into  increased

savings.  Socio -economic  backwardness  t raps  most  people  in  low - income

generat ing  act iv i t ies  and  most  of  their  earnings  are  spent  in  meeting  their  basic

needs.  The  study  invest igated  the  amount  of  savings  in  the  accounts  of  the

selected  respondents.  The  f indings  are  summarized  in  the  chart  below.

Table 54: Current Account Balance

Chart 83: Current Account Balance (Bihar)

Bihar:  77% of  the  respondents  have

less  than  Rs.5000  in  their  PMJDY

account.  4% have  between  Rs.5001  –

25000.  None  of  the  respondents

have  savings  more  than  Rs.25,000

and  19% of  respondents  did  not

share  their  account  detai ls .

Uttar  Pradesh:  36% of  the

respondents  have  less  than  Rs.5000

in  their  PMJDY  account.  8% have

between  Rs.5001  –  25000  and  1%

between  Rs.25001  -  50000.  None  of

the  respondents  have  savings  more

than  Rs.50,000.  55% of  respondents

did  not  share  their  account  detai ls .
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Chart 84: Current Account Balance (UP)

Bihar:  9% of  the  respondents  are

aware  of  the  RuPay  Kisan  Card  and

among  the  farmers,  34% are  aware  of

the  card.

Uttar  Pradesh:  7% of  the  respondents

are   aware  of  the  RuPay  Kisan  Card

and  among  the  farmers,  26% are

aware  of  the  card.

7.2  Linkage of RuPay card
with government schemes

The  chart  below  summarizes  the

proport ion  of  respondents  who  are

aware  of  RuPay  Kisan.

The  RuPay  Kisan  Card  (RKC )  enables

the  farmers  to  withdraw  the  KCC  loan

as  per  their  requirements  f rom  any

ATM /PoS  rather  than  going  to

branch.  Data  was  col lected  on

awareness  levels ,  possession  of  RKC

and  use  of  RuPay  Kisan  Card.

7.2.1  RuPay Kisan Card (RKC)

7.2.1.1  Awareness of RuPay Kisan Card

The  study  attempted  to  record  the

awareness  of  the  respondents  on

RuPay  Kisan  card.  

Awareness  levels  towards  the  RuPay

Kisan  Card  is  very  low.

Table 55: Knowledge about RuPay Kisan Card
among the respondents and farmers
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Chart 85: Knowledge about RuPay Kisan Card Among the Respondents and

Farmers (Bihar)

Chart 86: Knowledge about RuPay Kisan Card Among the Respondents and

Farmers (UP)

Bihar:  Only  7% of  the  total

respondents  are  aware  of  the

benef i ts  of  RuPay  Kisan  Card.  Among

the  farmers,  31% are  aware  of  the

benef i ts  of  the  card.

The  study  captured  data  on

awareness  of  the  respondents  on

benef i ts  of  RKC.  The  f indings  are

summarized  in  the  chart  below.

7.2.1.2   Awareness on Benefits of

RuPay Kisan Card
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Chart 87: Awareness on Benefits of RuPay Kisan Card (Bihar)

Chart 88: Awareness on Benefits of RuPay Kisan Card (UP)

Table 56: Awareness on Benefits of RuPay Kisan Card Among the Respondents and Farmers

The  data  shows  that  the  awareness

regarding  the  benefi ts  of  RKC  is

extremely  low  among  the

respondents.

Uttar  Pradesh:  Only  6% of  the  total

respondents  are  aware  of  the

benef i ts  of  RuPay  Kisan  Card.  Among

the  farmers,  23% are  aware  of  the

benef i ts  of  the  card.
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Bihar:  Only  2% of  the  respondents

and  4% of  the  farmers  are  aware  that

the  card  is  used  to  withdraw  the  loan

amount  ,  6% of  the  respondents  and

29% of  the  farmers  know  that  the

card  can  be  used  in  any  ATM /PoS

machine,  6% of  the  respondents  and

28% of  the  farmers  know  that  i t  saves

them  t ime,  only  2% of  the

respondents  and  4% of  the  farmers

know  that  i t  can  be  used  to  withdraw

credit  anyt ime  based  on  need,  5% of

the  respondents  and  17% of  the

farmers  know  that  the  card  comes

with  an  accidental  insurance  cover

and  5% of  the  respondents  and  17%

of  the  farmers  know  the  card  comes

free  of  cost  .

Uttar  Pradesh:  Only  4% of  the

respondents  and  12% of  the  farmers

are  aware  that  the  card  is  used  to

withdraw  the  loan  amount  ,  4% of  the

respondents  and  19% of  the  farmers

know  that  the  card  can  be  used  in

any  ATM /PoS  machine,  3% of  the

respondents  and  14% of  the  farmers

know  that  i t  saves  them  t ime,  only

3% of  the  respondents  and  9% of  the

farmers  know  that  i t  can  be  used  to

withdraw  credit  anyt ime  based  on

need,  2% of  the  respondents  and  8%

of  the  farmers  know  that  the  card

comes  with  an  accidental  insurance

cover  and  5% of  the  respondents  and

15% of  the  farmers  know  the  card

comes  f ree  of  cost  .

The  study  captured  data  on

awareness  of  the  respondents  and

the  farmers  about  specif ic  types  of

f inancial  benefi ts  of  RuPay  cards.

The  f indings  are  summarized  in  the

chart  below.

7.2.1.3   Awareness of Types of

Financial Benefits of RuPay Kisan

Card The  RuPay  Kisan  Card  (RKC )  has

been  envisaged  to  enable  the

farmers  to  withdraw  the  KCC  loan  as

per  their  requirements.  Awareness

regarding  the  same  is  extremely  low

both  among  the  respondents  as  well

as  the  farmers.

Table 57: Awareness of Types of Financial Benefits of RuPay
Kisan Card (Multiple Responses)
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Chart 89: Awareness of Types of Financial Benefits of RuPay Kisan  Card

(Multiple Responses) - Bihar

Chart 90: Awareness of Types of Financial Benefits of RuPay Kisan Card

(Multiple Responses) - UP
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Bihar:  Out  of  the  total  respondents,

only  2% of  the  respondents  currently

possess  RuPay  Kisan  Card.  

Uttar  Pradesh:  Out  of  the  total

respondents,  only  2% of  the

respondents  currently  possess  RuPay

Kisan  Card.  Out  of  total  farmer

respondents,  21% currently  possess

RuPay  Kisan  Card.

The  study  col lected  data  on  the

current  posession  of  the  RuPay  Kisan

card  by  the  selected  respondents.

The  f indings  are  summarized  in  the

chart  below.

Chart 91: Possesion of RuPay Kisan Card

7.2.1.4   Possession of RuPay Kisan

card
Out  of  total  farmer  respondents,  31%

currently  possess  RuPay  Kisan  Card.

Table 58: Possession of RuPay Kisan Card



Major Findings (Bihar) :

87% of  the  respondents  feel  that

banking  services  are  now  closer  to

them.

Out  of  1315  respondents,  who  use

RuPay  Card,  57% use  RuPay  card

now  instead  of  cash  t ransact ions.

Out  of  749  respondents  (57% of  the

total  card  users ) ,  93% feel  that

onl ine  t ransact ions  save  them

time.

50% of  the  respondents  reported

increase  in  f requency  of  banking

after  they  started  using  RuPay

debit  card.

49% of  the  respondents  reported

that  they  are  saving  more  in  their

bank  account  now.

77% of  the  respondents  have  less

than  Rs.5000  in  their  PMJDY

account.

Major Findings (UP) :

76% of  the  respondents  feel  that

banking  services  are  now  closer  to

them.

Out  of  950  respondents,  who  use

RuPay  Card,  63% use  RuPay  card

now  instead  of  cash  t ransact ions.

Out  of  599  respondents  (63% of

total  card  users ) ,  72% feel  that

onl ine  t ransact ions  save  them

time.

70% of  the  respondents  reported

increase  in  f requency  of  banking

after  they  started  using  RuPay

debit  card.

66% of  the  respondents  reported

that  they  are  saving  more  in  their

bank  account  now.

36% of  the  respondents  have  less

than  Rs.5000  in  their  PMJDY

account.

9% of  the  respondents  are  aware  of

the  RuPay  Kisan  Card.

7% of  the  respondents  are  aware  of

the  RuPay  Kisan  Card.

Only  7% of  the  respondents  are

aware  of  the  benefi ts  of  RKC.

Among  the  farmers,  31% are  aware

of  the  benefi ts  of  the  card.

Only  2% of  the  respondents  and  4%

of  the  farmers  are  aware  that  the

card  is  used  to  withdraw  the  loan.

Only  7% of  the  respondents  are

aware  of  the  benefi ts  of  RKC.

Among  the  farmers,  26% are  aware

of  the  benefi ts  of  the  card.
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Only  4% of  the  respondents  and

12% of  the  farmers  are  aware  that

the  card  is  used  to  withdraw  the

loan.
Only  2% of  the  respondents  and  4%

of  the  farmers  know  that  i t  can  be

used  to  withdraw  credit  anyt ime

based  on  need.

Only  2% of  the  respondents  and  8%

of  the  farmers  know  that  i t  can  be

used  to  withdraw  credit  anyt ime

based  on  need.



SWOT Analysis of RuPay card

CHAPTER - 8

Strengths

Large  customer  base  because  of

primary  association  with  PMJDY   -  85%

in  Bihar  and  65% in  UP  with  PMJDY

account  have  RuPay  debit  card

Presence  of  CSPs  within  5  kms  –  98% in

Bihar  &   87% in  UP  

CSP ’s  largely  l iving  up  to  people ’s

expectations  –  64% in  Bihar  and  70% in

UP  are  strat i f ied  with  the  services  of

CSPs

Ease  of  use  of  RuPay  card   -  81% in  Bihar

and  63% in  UP

Financial  benefi ts  l ike  accidental  death

cover  of  Rs.  1  lakh

No  fees  for  RuPay  card

Weakness

Low  f inancial  l i teracy  – 40% in  Bihar  and

58% in  UP  do  not  know  how  to  use  the

RuPay  card

Low  awareness  on  RuPay  Card  -  43% in

Bihar  and  49% in  UP  do  not  know  use  of

RuPay  card

Non  activation  of  cards  – 24% in  Bihar

and  54% in  UP  faced  problem  in  card

act ivat ion

Inadequate  infrastructure  for  card  use

like  PoS  machines  –  70% vi l lages  in  Bihar

and  56% in  UP  don ’ t  have  shops  with  PoS

machine

Opportunities

Financial  Literacy  programs  -   40% in

Bihar  and  58% in  UP  do  not  know  how  to

use  the  RuPay  card

Awareness  generation  on  RuPay  Card  -

43% in  Bihar  and  49% in  UP  do  not  know

use  of  RuPay  card  

RuPay  card  activation  drives  -  24% in

Bihar  and  54% in  UP  faced  problem  in

card  act ivat ion

Strengthening  of  infrastructure  l ike

PoS  machines  in  shops  –  Only  30%

vi l lages  in  Bihar  and  44% in  UP  have

shops  with  PoS  machine

Threats/Challenges

Large  sect ion  of  f i rst  t ime  card  holders

from  low  income  group  &  marginal ized

communit ies  –  96% in  Bihar  and  76% in

UP

Poor  l i teracy  levels  –  48%  in  Bihar

and  39% in  UP  are  either  i l l i terate  or

have  studied  t i l l  primary  level

Apprehension  of  card  use -  43% in

Bihar  and  29% in  UP  fear  of  using  the

card

Security  for  CSP  personnel  –  Based

on  discussion  with  CSPs
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SWOT Analysis

The  study  revealed  that  more  than  three - fourth  of  the  PMJDY  account  holders

have  RuPay  Debit  Card  in  Bihar  and  UP.  This  f inancial  inclusion  is  being

supplemented  with  the   services  of  CSP.  98% of  CSP  in  Bihar  and  87% in  UP  are

located  within  the  radius  of  5  km,  which  is  convenient  for  the  account /  card

holder  to  do  any  kind  of  f inancial  t ransact ion.

But  there  are  some  factors  that  are  preventing  the  account /card  holder  avai l ing

these  f inancial  services.  Low  f inancial  l i teracy  and  lack  of  awareness  are  an

important  factor .  40% and  58% of  people  in  Bihar  and  UP  respect ively  do  not

know  how  to  use  the  RuPay  Card  and  more  than  40% in  both  the  states  do  not

know  what  i t  is  used  for .

Even  the  people  who  know  about  card ’s  usage  are  not  using  i t .  I t  was  found  that

40% in  Bihar  and  58% of  people  in  UP  people  are  not  using  the  Card  for  f inancial

t ransact ions.  Also,  24% in  Bihar  and  54% in  UP  faced  problem  in  card  act ivat ion.

Inadequate  infrastructure,  l ike  POS,  for  using  card  is  also  missing.  
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As  the  infrastructure  and  penetrat ion  of  PMJDY  and  RuPay  card  has  been

achieved,  therefore  there  is  huge  opportunity  to  increase  the  usage  of  RuPay

card  by  conducting  large  scale  behaviour  change  campaign.



Recommendations

CHAPTER - 9

Recommendations

The  study  reveals  that  the  selected

regions  have  made  reasonable

progress  towards  f inancial  inclusion

to  ensure  that  the  benefi ts  of

development  are  distr ibuted

equitably,  especial ly  among  the  poor

and  vulnerable  sect ions  of  the

society  but  this  is  yet  an  emerging

trend.

St i l l ,  the  road  to  complete  f inancial

inclusion  is  long  and  arduous  and

the  momentum  generated  by  PMJDY,

agent -based  branchless  banking  and

the  RuPay  Card  as  the  key  to

f inancial  access  in  previously  un -

banked  areas,  needs  to  be

judiciously  sustained  in  order  to

continue  moving  forward.

The  awareness  level  and  education  of

the  stakeholders  is  the  key  in  the

successful  adoption  of  the  RuPay

card,  as  the  primary  medium  to

faci l i tate  t ransact ions  via  the  agency

of  CSPs,  ATMs,  and  electronic

platforms.  In  the  context  of

increasing  and  diversi fy ing  the  usage

of  RuPay  cards,  i t  becomes  even

more  cri t ical  that  the  respondents

acquire  the  know -how  of  card

act ivat ion,  method  of  usage,  types  of

usage,  and  mult iple  benefi ts

associated  with  i t .

Awareness,  education,  f inancial

l i teracy  and  behavioural  change  were

the  key  areas  which  needs  to  be

strengthened.  This  was  the

consol idated  view  of  the  senior

banks  off ic ials  who  were  consulted

during  the  study  for  the  overal l

improvement  of  the  RuPay  card

scheme.

Though  RuPay  card  has  also  been

l inked  to  schemes  such  as  KCC  and

PMMY,  awareness  levels  towards  the

cards,  possession  and  use  is  very

low.  I t  is  cri t ical  that  the  f inancial

awareness  and  l i teracy  programs

help  people  become  awareness  of

these  l inkages  with  RuPay  card  as

well .

Financial Literacy1.

Financial  Literacy  is  a  combinat ion  of

f inancial  awareness,  knowledge,

ski l ls ,  att i tude  and  behaviour

necessary  to  make  sound  f inancial

decis ions  and  ult imately  achieve

individual  f inancial  well -being.

The  selected  regions  are  typical ly

character ized  by  low  l i teracy  levels ,

low  f inancial  l i teracy,  low  awareness

about  PMJDY  &  RuPay  card,  low

know -  how  about  overdraft  faci l i ty ,

Direct  Benefi t  Transfer  and  other

banking  faci l i t ies  l inked  with  PMJDY

account.  After  PMJDY  was  launched

in  2014,  awareness  generat ion  and

financial  l i teracy  camps  were  held

systematical ly  across  the  country.  The

memory  of  these  efforts  seems  to  have

faded  f rom  the  minds  of  the  people
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over  t ime  and  they  merely  recal l

these  camps  as  account  opening

drives.  I t  is  cri t ical  that  continuous

refresher  courses  are  held  in  the

coming  year  to  sustain  the  current

momentum  as  the  RuPay  card  base

continues  to  expand.

A  few  recommendations  to

maximize  the  impact  of  awareness

generation  and  increase  the

financial  l i teracy  levels  are

enumerated  below:

With  only  25% of  people  in  Bihar   and

60% of  people  in  UP  report ing  that

awareness  camps  were  conducted  in

their  vi l lage,  and  the  fact  that  they

recal l  these  camps  as  account

opening  drives  only,  i t  is  evident  that

lapse  of  t ime  has  blurred  the

information  received  then.  In  such  a

scenario,  i t  becomes  imperat ive  that

a  nationwide  awareness  programs  are

organized.  The  f requency  of  the

camps  should  be  increased  with  a

system  of  fol low -up  for  reinforcement

and  retent ion  of  knowledge.

a. Awareness Generation
Camps

b. Financial Literacy Programs

As  evident  f rom  the  data,  the  RuPay

card  base  has  expanded  substant ial ly

with  85% possession  rate  in  Bihar  and

65% possession  rate  in  Uttar  Pradesh.

But  as  far  as  the  level  of  usage  is

concerned,  i t  st i l l  hovers  around   60%

in  Bihar  and   65% in  Uttar  Pradesh.

Financial  l i teracy  is  the  key  to  making

successful  use  of  the  f inancial

services  unlocked  by  the  RuPay  card.  

Thus,  a  comprehensive  f inancial

educat ion  programme  run  in

col laborat ion  by  Financial  Literacy

Centres  (FLCs ) ,  rural  banks,  and  CSPs

could  enable  the  card  holders  to

navigate  the  new  f inancial  landscape

eff ic ient ly .

This  programme  should  aim  at

capacity  building  for  f inancial

planning,  healthy  saving  habits ,

understanding  of  f inancial  products

and  credit  faci l i t ies .  Another  cri t ical

component  of  the  programme  could

focus  on  counsel ing  and  change

management  for  newly  inducted

people  in  the  banking  arena.

c. Financial Behavioural Change

With  a  rapid  increase  in  the  RuPay

card  base,  more  and  more  people  are

able  to  bypass  t radit ional  entry

points  of  physical  bank  branches  and

are  coming  into  the  ambit  of  formal

banking  in  the  selected  regions.  The

increase  has  been  rapid  in  a  very

short  t ime.  The  f requency  of  banking

and  the  amount  of  savings  in  the

account  have  also  shown  a  small

increase.

Despite  this  development  in  access,

cash  oriented  f inancial  pract ices  are

st i l l  preferred  by  many  (43% in  Bihar

and  37% in  Uttar  Pradesh )  over

cashless  methods.  Self -created

barr iers  such  as  apprehensions  about

use  of  the  card,  low  awareness  levels

and  poor  educational  status

combined  with  poor  socio  –economic

status  are  largely  responsible  for

l imited  use  of  cashless  methods  for

transact ions.  
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In  this  scenario,  f inancial  education

to  promote  f inancial  l i teracy  and  thus

bring  about  a  change  in  the  f inancial

behaviour  becomes  very  cri t ical .

A  comprehensive  f inancial

educat ion  programme

implemented  by  FLCs,  rural  banks

and  CSPs,  one  component  of  which

could  be  counsel ing  and  change

management  to  al lay

apprehensions  or  hesitat ion

towards  use  of  technology  in

banking.  

Tai lor  behaviour  change

programmes  based  on  in -depth

study  of  income  f low,  expenditure,

savings,  and  borrowing  behaviour

of  the  target  populat ion.

The  fol lowing  recommendations  are

being  made  to  faci l i tate  the  shift  to

healthy  f inancial  behaviour:

2. Empowering Women     

and Adolescent Girls

Gender  is  a  cri t ical  dimension  in

f inancial  inclusion.  The  introduction

of  RuPay  card  has  supported  the

inclusion  of  adolescent  gir ls  &

women  across  the  country.  The  study

revealed  a  major i ty  of  the  account

holders  in  possession  of  Rupay  card

are  women  and  that  several  of  them

are  coming  out  of  their  homes  to

independently  operate  their  card  by

vis i t ing  CSPs  to  withdraw  cash.  This

process  has  enabled  them  to  make

financial  decis ions,  no  matter  how

small ,  and  is  a  huge  step  towards

women ’s  f inancial  autonomy.

Despite  this  development,  most

RuPay  card  holders  have  a  poor

educat ional  status  and  low  f inancial

l i teracy  which  can  be  overcome  with

targeted  interventions  focused  on

awareness  generat ion,  f inancial

l i teracy  and  f inancial  behavioural

change  programs  on  a  sustained

basis  for  the  adolescent  gir ls  and

women.  A  concerted  effort  towards

making  women  f inancial ly  aware  &

l i terate  and  inculcat ing  healthy

f inancial  behaviour  wil l  empower

them  to  form  an  independent

f inancial  ident i ty  and  aid  them  in

accessing  formal  credit  for

productive  income -  generat ing

act iv i t ies ,  thus  giving  them  f inancial

autonomy.

The  study  found  that  a  fa i r  proport ion

of  teenagers  (between  15 -19  years )

have  opened  accounts  under  PMJDY.

These  youngsters  are  able  to

navigate  the  internet  and  electronic

platform  with  great  ease.The  teens

are  more  l ikely  to  use  digital  banking

options  than  the  adults  because  of

their  awareness  &  higher  probabi l i ty

of  acceptance  of  new  technologies

and  their  ease  with  using  mobile

phones.  Inclusion  at  an  early  age  also

ensures  behavioural  changes  such  as

saving  for  higher  education  and

crises,  mindful  spending,  awareness

about  schemes  and  products,  

 3. Financial Independence    

of Adolescents
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A  special  thrust  on  making  them

financial ly  l i terate  is  emerging  so

that  they  can  keep  pace  with  the

var ious  digital  economic  drives  and

benef i t  f rom  them.

 4. Customer Service Point

(CSPs)

The  Customer  Service  Points  has

been  able  to  bridge  the  f inancial

exclusion  gap  across  the  country  by

providing  al l  banking  solut ions  close

to  the  doorstep  of  the  consumers.

The  study  shows  us  that  98% of  the

CSPs  in  Bihar  and  87% of  the  CSPs  in

Uttar  Pradesh  are  within  a  distance  of

5  km.

With  a  large  proport ion  of

representat ion  in  the  overal l

populat ion  of  the  country,  there  is  an

immense  opportunity  to  further  bring

teens  into  f inancial  inclusion

programmes  very  early  in  their  l i fe .  

A  crucial  role  of  the  CSP  is  also

faci l i tat ing  awareness  &  f inancial

l i teracy  among  the  customers  in  i ts

catchment  area  on  a  regular  basis

and  to  bring  those  who  are  st i l l  out  of

the  ambit  of  the  f inancial  inclusion

program.  

The  CSPs  undertook  the  awareness

and  f inancial  education  invi l lages

init ia l ly  after  opening  the  CSPs  but

now  the  focus  is  to  cater  to  the  needs

of  the  exist ing  customers  than

looking  for  more  inclusions.

Certain  CSPs  are  facing  coordinat ion

problems  with  banks  with  regard  to

regular  avai labi l i ty  of  cash.  The  CSPs

also  expressed  their  inabi l i ty  in  to

help  customers  who  have  not

received  the  RuPay  card  t i l l  now.

Coordinat ion  issues  with  banks

needs  to  be  resolved  for  smooth

funct ioning  of  the  CSPs.  Securi ty

issues  are  being  faced  by  the  CSP

personnel  who  bring  cash  f rom  banks

on  almost  dai ly  basis .  

diversi fy ing  sustainable  l ivel ihood

opportunit ies  in  the  future,  and

employing  technology  (such  as

RuPay  Card )  for  al l  t ransact ions

which  wil l  eventual ly  build  their

f inancial  capital  and  is  required  for

transit ioning  f rom  a  cash -oriented

economy  to  a  digital  cashless  one.

Incidents  of  attack  (shooting )  on  CSP

personnel  carrying  cash  have  been

periodical ly  reported  and  these

instances  may  r ise  in  the  future

unless  there  are  inbui l t  mechanism  in

the  program  to  address  i t .

CSPs  are  changing  l ives  of  lakhs  of

women  who  are  associated  in  the

program  as  CSP  In -charge  or  CSP

personnel .  Women  are  independently

operat ing  CSPs  on  a  ful l - t ime  basis .

Ef forts  should  be  made  to  include

more  women  as  CSP  In -charge  and

CSP  personnel .
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