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UNDERSTANDING CONSUMERS 



Recognise distinctness 
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Appreciate urgency  

4 Source: Microsave, Understanding Financial Behaviour of Mass Market, March 2017 



Identify facilitators 

5 Source: Omidyar, Currency of Trust, May 2017  
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UNDERSTANDING GRIEVANCES  



Types of grievances 

7 Source: CUTS, Grahak Suvidha Kendra Alert, May 2017. Data for July 2015-May 2017  



Concerns with assisted payments 
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 No genuine record of transactions 

 

 Risk of sharing sensitive information 

 

 Imposition of unreasonable costs  

 

 Multiple trips required resulting in delays in redress 

 

 Refusal to share hotline number/ redress mechanism 

 

 Agents/ merchants unaware of redress mechanism 

 

 Inability of bank branch to resolve transaction failure at agent 

Source: BCFI, 2017 



Transaction failures 
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 ~ 60% Off-US transactions are failing (Watal Committee, 2016), 
double of On-US transactions. Large banks declining transactions 
involving small banks (Economic Survey, 2017) 

 

 Banks declining transfers to non-banks (SBI – Paytm; ICICI Bank – 
PhonePe)  

 

 NPCI letter to AePS members on daily reconciliation of 
transactions and to UPI member banks on reconciliation and debit 
reversals (March 2017) 

 

 Absence of data in public domain (NITI Aayog Booklet on 
Measurement of Digital Payments) 



Complicated complaint filing process  
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Source: https://www.bhimupi.org.in/get-touch 



Sub-optimal user interface 
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 Lack of user friendly design and difficulty in navigation (Raman & 
White, March 2017) 

 

 Low focus on oral consumers (Microsave, My Oral Village, May 2017) 

 

 Limited features – inadequate customisation, disclosure of 
grievance redress policy (CashlessConsumr, January 2017) 

 

 NPCI letter to Member Banks, UPI on lack of uniformity on 
product design limiting widespread adoption (March 2017) 

 

 Limited focus on security, privacy and fraud concerns (Dalberg, 
May 2017)  
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REASONS FOR INADEQUATE FOCUS ON GRIEVANCE 

REDRESS  

  



Low on policy priority 
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 Consumer Protection Act – inadequate provisions, limited capacity, 
inadequate implementation 

  

 Banking Ombudsman Scheme – recently extended to bank based 
electronic payments. No ombudsman for PPIs 

 

 Dedicated helpline for digital payment grievance redress not yet 
introduced. Low accountability of service providers.  

 

 Limitation of customer liability in unauthorised electronic banking 
transactions – not applicable to non banks. Customer liability in case of 
negligence and limited liability in case of third party breach 

 

 No market enabled measures like insurance  



Sub-optimal competition 
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 Limited interoperability of customer facing agents, leading to high 
operating costs for agents 

 

 Lack of level playing field between banks and non-banks for accessing 
NPCI and RBI systems, leading to high operating costs for non-banks  

 

 No threat of competition to NPCI, leading to inefficiency and limited 
accountability 

 

 No threat of competition to operate RTGS , leading to inefficiency and 
limited accountability 

 

Source:  CUTS, December 2016 and CUTS, April 2017 



 Undertake comprehensive review of applicable regulatory 

architecture 

 Use tools like Competition Impact Assessment and Regulatory 

Impact Assessment  

 Involve consumers and like minded stakeholders in awareness 

generation, building capacity and tracking progress  

 Design market based incentives for grievance redress and consumer 

protection  

 Enhance monitoring, supervision and enforcement 

 Pro-competition approach needed while envisaging future of 

payments industry  

Way ahead 
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http://www.cuts-ccier.org/ComPEG/pdf/CUTS_Competition_Impact_Assessment_Toolkit-A_Framework_to_Assess_Competition_Distortions_Induced_by_Government_Policies_in_the_Developing_World.pdf
http://www.cuts-ccier.org/ComPEG/pdf/CUTS_Competition_Impact_Assessment_Toolkit-A_Framework_to_Assess_Competition_Distortions_Induced_by_Government_Policies_in_the_Developing_World.pdf
http://www.cuts-ccier.org/ComPEG/pdf/CUTS_Competition_Impact_Assessment_Toolkit-A_Framework_to_Assess_Competition_Distortions_Induced_by_Government_Policies_in_the_Developing_World.pdf
http://www.cuts-ccier.org/ComPEG/pdf/CUTS_Competition_Impact_Assessment_Toolkit-A_Framework_to_Assess_Competition_Distortions_Induced_by_Government_Policies_in_the_Developing_World.pdf
http://www.cuts-ccier.org/ComPEG/pdf/CUTS_Competition_Impact_Assessment_Toolkit-A_Framework_to_Assess_Competition_Distortions_Induced_by_Government_Policies_in_the_Developing_World.pdf
http://www.cuts-ccier.org/ria/
http://www.cuts-ccier.org/ria/
http://www.cuts-ccier.org/ria/
http://www.cuts-ccier.org/ria/
http://www.cuts-ccier.org/ria/


 Pro-consumer, independent non profit, working across emerging 

economies 

 

 Evidence based economic policy research, advocacy and networking   

 

 Improving quality of regulation, competition, governance and trade 

to enhance consumer welfare  

 

 Initiatives in digital finance: Payments banks, PPIs, payments 

infrastructure, grievance redress, interoperability, security and 

protection  

About CUTS 
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Thank you 
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