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ABSTRACT

A survey was conducted among the credit card holders in and around Coimbatore to find out the usage and level of satisfaction
on the various components of credit cards. Data was collected from a sample of 200 respondents comprising salaried class,
business community and professionals. The study revealed that majority of the card holders utilized the cards for purchase of
consumer goods and grocery. The respondents agreed that there was a perceptible change in their spending behaviour. While
56% of the respondents used the cards often, 24% used it very often. Nearly 20% used it very rarely. Some of the card holders
(43%) felt that the cash withdrawal charges were high. By and large the respondents were satisfied with the convenience and
services offered by credit cards. Chi-square analysis indicated that there was significant association between educational
background of the respondents and frequency of usage of cards, occupation and usage of cards, various income groups and
satisfaction level and occupation and adequacy of credit limit.

Classification : Research paper under banking sector

Keywords : Plastic money

INTRODUCTION

USING RESPONDENTS)

Dubbed as ‘Plastic Money’, credit card has come to stay. The SI. | CHARACTERISTICS NUMBER OF | PERCENT-

initial scepticism has gradually given way to the inevitability of No. RESPONDENTS AGE

the credit cards. Nevertheless, the arguments and counter-ar-

guments on the desirability of owning a credit card varies from Age Group

individual to individual. The availability of ready cash at any 1. [21-30years 52 26.00

hour of the day, interest free usage for a limited period, safety,

easy loan etc may be a boon. But the exorbitant interest af- 31-40 years 88 44.00

ter the interest free period, late-payment fees, indulgence in 41 —50 years 50 25.00

over-spending etc could be the deterrents for many. Though

the credit cards offer many facilities, they are also beset with > 50 years 10 5.00

some undesirable characteristics. The present study was un- Gender

dertaken to gauge the perceptions of the credit card users

with the following objectives: 2. |Male 124 62.00
Female 76 38.00

1. To find out the type of cards used and frequency of usage. "

2. To know the reasons for possessing credit cards. gﬂ:ﬁ?igg?izL

3. To assess the level of satisfaction of the card users.

4. To look into the association, if any, between the personal 3. |Graduates 62 31.00

factors and usage of credit cards. Post Graduates 50 2500

METHODOLOGY Professional Degree 68 34.00

Data was collected through a structured, validated question- Holders

naire from a sample of 200 respondents. The target popula- Others 20 10.00

tion was the credit card users in Coimbatore city. Among the -

respondents 33% owned Citi Bank card, 25% ICICI card and Occupation

Stanchart 15%. The rest possessed cards of Bank of Baroda, 4. |Salaried 84 42.00

Indus Ind, HDFC, HSBC and State Bank of India. Brofessional o8 32,00

As the real population of the study was not clear, convenience Business 28 14.00

sampling technique was used. The survey was conducted

during the period from January to April 2008. Chi-square Others 20 10.00

analysis (Test of independence) was carried out to find out Annual Income

the association, if any, between the personal factors and the

opinions of the respondents. The sample statistics are pre- 5. |<Rs.1,00,000 50 25.00

sented in Table 1. Rs.1,00,000 — 100 50.00
Rs.1,50,000

TABLE 1 > Rs.1,50,000 50 25.00

SAMPLE STATISTICS - (DETAILS OF THE CREDIT CARD

Source: Primary Data
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TABLE 2

KNOWLEDGE OF CREDIT CARD

Sl. |Knowledge of Number of Percentage

No. |Credit Cards Respondents

1. |Advertisement 100 50.00

2. |Friends & Relatives |48 24.00

3. |Representative 42 21.00

4 Others 10 5.00
TOTAL 200 100.00

Source: Primary Data

The above table shows that 50% of respondents came to
know of the credit card through advertisements, 24% of the
respondents through friends and relatives, 21% of the re-
spondents through representatives and 5% through other
ways. It is indicated that majority of the respondents acquired
the knowledge of credit card through advertisements.

TABLE 3

TYPE OF CREDIT CARDS POSSESSED

SI. |Type of Cards Number of Percentage

No. |Possessed Respondents

1. |Master Card 122 61.00

2. |Visa Card 66 33.00

3. |American Express |10 5.00

4 Others 2 1.00
TOTAL 200 100.00

Source: Primary Data

The above table shows that 61% of respondents have Master
Card and 42% of the respondents hold Visa Card, 5% of the
respondents hold American Express card and the rest 1% are
using other types of card. The study indicated that majority of
the respondents use the Master Card network.

TABLE 4
REASONS TO OWN CREDIT CARD
Sl. Reasons Number of Re- Percentage
No. spondents
1. |Safety 52 26.00
2. |Convenience 134 67.00
3. |Status 8 4.00
4. |Others 6 3.00
TOTAL 200 100.00

Source: Primary Data

The above table shows that 67% of respondents are using
the credit card for convenience, 26% of the respondents are
using it for safety purpose and the rest 7% of the respondents
for status and other purpose. It is found that majority of the
respondents own the card for the purpose of convenience.

RELATIONSHIP BETWEEN EDUCATIONAL QUALIFICA-
TION AND USAGE OF CREDIT CARD

In order to find the relationship between the educational quali-
fication of the respondents and the usage of credit card, chi-
square test was used and the result of the test is shown in the
following table 5.

TABLE 5
EDUCATIONAL QUALIFICATION AND USAGE OF CREDIT
CARD

SI. No. Edut.:alltior.'lal | Usage o\;ee;edlt Card Total
Qualification | Often Often Rarely
1. Graduate 44 18 20 82
2. Post Graduate 28 6 16 50
3. Professional 40 20 8 68
TOTAL 112 44 44 200
Source: Calculated from Primary Data

(Figures in brackets are shown Expected Frequency)

Null hypothesis: The association between the educational
qualification of the respondents and their usage of credit card
is not significant.

As the calculated Chi-square value (9.872) is greater than
the table value (9.488) at 5% level of significance for 4 de-
grees of freedom, the null hypothesis is rejected and it could
be concluded that the association between the educational
qualification of the respondents and their usage of credit card
is significant.

RELATIONSHIP BETWEEN EDUCATIONAL QUALIFICA-
TION AND SATISFACTION OF PRESENT CARD

In order to find the relationship between the educational qual-
ification of the respondents and the satisfaction of present
credit card, chi-square test was used and the result of the test
is shown in the following table 6.

TABLE 6
EDUCATIONAL QUALIFICATION AND SATISFACTION OF
PRESENT CREDIT CARD

Sl. Educational Satisfaction of Credit Total
No. | Qualification Card
Very | Some |Not At All
Much | Extent
1. Graduate 38 60 6 104
2. Post Graduate (16 46 6 68
3. Professional 2 24 2 28
TOTAL 56 130 14 200

Source: Calculated from Primary Data
(Figures in brackets are shown Expected Frequency)

Null hypothesis: The association between the educational
qualification of the respondents and their satisfaction present
credit card is not significant.

As the calculated Chi-square value (10.868) is greater than
the table value (9.488) at 5% level of significance for 4 de-
grees of freedom, the null hypothesis is rejected and it could
be concluded that the association between the educational
qualification of the respondents and their satisfaction of
present credit card is significant.

RELATIONSHIP BETWEEN OCCUPATIONAL STATUS
AND ADEQUACY OF CREDIT LIMIT

In order to find the relationship between the occupational sta-
tus of the respondents and the adequacy of credit limit, chi-
square test was used and the result of the test is shown in the
following table 7.

TABLE 7
OCCUPATIONAL STATUS AND ADEQUACY OF CREDIT
LIMIT

Sl. | Occupational |Adequacy of Credit Card| Total
No. Status

Satisfied |Not Satisfied
1. |Salaried 38 60 104
2. |Professional 16 46 68
3. |Business 2 24 28
TOTAL 56 130 200

Source: Calculated from Primary Data
(Figures in brackets are shown Expected Frequency)
Null hypothesis: The association between the occupational

status of the respondents and their adequacy of credit limit
is not significant.

INDIAN JOURNAL OF APPLIED RESEARCH = 123
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As the calculated Chi-square value (5.032) is less than the
table value (5.991) at 5% level of significance for 2 degrees of
freedom, the null hypothesis is accepted and it could be con-
cluded that the association between the occupational status
of the respondents and their adequacy of credit limit is not
significant.

RELATIONSHIP BETWEEN OCCUPATIONAL STATUS
AND USAGE OF CREDIT CARD

In order to find the relationship between the occupational
status of the respondents and the usage of credit card, chi-
square test was used and the result of the test is shown in the
following table 8.

TABLE 8
OCCUPATIONAL STATUS AND USAGE OF CREDIT CARD
Sl. Occupational Usage of Credit Card Total
No. Status
Often | Very | Rarely
Often
1. Salaried 45 45 32 104
2. Professional 45 45 8 68
3. Business 22 22 4 28
TOTAL 112 112 44 200

Source: Calculated from Primary Data
(Figures in brackets are shown Expected Frequency)

Null hypothesis: The association between the occupational
status of the respondents and usage of credit card is not sig-
nificant.

As the calculated Chi-square value (17.997) is greater than
the table value (9.488) at 5% level of significance for 4 de-
grees of freedom, the null hypothesis is rejected and it could
be concluded that the association between the occupational
status of the respondents and their usage of credit card is
significant.

RELATIONSHIP BETWEEN OCCUPATIONAL STATUS
AND PROCEDURE ADOPTED FOR ASSESSMENT

In order to find the relationship between the occupational sta-
tus of the respondents and the procedure adopted for assess-
ment, chi-square test was used and the result of the test is
shown in the following table 9.

TABLE 9
OCCUPATIONAL STATUS AND PROCEDURE ADOPTED
FOR ASSESSMENT

SI. Occupational Procedure Adopted Total
No. Status Satisfied Not
Satisfied
1. Salaried 76 28 104
2. Professional 54 14 68
3. Business 22 6 28
TOTAL 152 48 200

Source: Calculated from Primary Data
(Figures in brackets are shown Expected Frequency)

Null hypothesis: The association between the occupational
status of the respondents and procedure adopted for assess-
ment is not significant.

As the calculated Chi-square value (1.023) is less than the
table value (5.991) at 5% level of significance for 2 degrees of
freedom, the null hypothesis is accepted and it could be con-
cluded that the association between the occupational status
of the respondents and the procedure adopted for assess-
ment is not significant.

RELATIONSHIP BETWEEN OCCUPATIONAL STATUS
AND SATISFACTION WITH PRESENT CREDIT CARD

In order to find the relationship between the occupational sta-
tus of the respondents and the satisfaction with present credit
card, chi-square test was used and the result of the test is
shown in the following table 10.

TABLE 10
OCCUPATIONAL STATUS AND SATISFACTION WITH
PRESENT CREDIT CARD

Sl. Occupational Satisfaction Total
No. Status Satisfied Not
Satisfied
1. Salaried 92 12 104
2. Professional 60 8 68
3. Business 24 4 28
TOTAL 176 24 200

Source: Calculated from Primary Data
(Figures in brackets are shown Expected Frequency)

Null hypothesis: The association between the occupational
status of the respondents and the satisfaction with present
credit card is not significant.

As the calculated Chi-square value (0.613) is less than the
table value (5.991) at 5% level of significance for 2 degrees
of freedom, the null hypothesis is accepted and it could be
concluded that the association between the occupational sta-
tus of the respondents and the satisfaction with present credit
card is not significant.

RELATIONSHIP BETWEEN ANNUAL INCOME OF THE
RESPONDENTS AND FREQUENCY OF USAGE OF CRED-
IT CARD

In order to find the relationship between the annual income
of the respondents and the frequency of usage of credit card,
chi-square test was used and the result of the test is shown in
the following table 11.

TABLE 11
ANNUAL INCOME AND FREQUENCY OF USING CREDIT
CARD

Sl. | Annual Income Frequency of Usage | Total
No. Often | Very | Rarely
Often

1. |Less Than 25 9 16 50
Rs.1,00,000

2. |Rs.1,00,000 — 59 19 22 100
Rs.1,50,000

3. |Above Rs.1,50,000 (28 16 6 50
TOTAL 112 44 44 200

Source: Calculated from Primary Data
(Figures in brackets are shown Expected Frequency)

Null hypothesis: The association between the annual income
of the respondents and the frequency of using credit card is
not significant.

As the calculated Chi-square value (8.073) is less than the
table value (9.488) at 5% level of significance for 4 degrees
of freedom, the null hypothesis is accepted and it could be
concluded that the association between the annual income
of the respondents and the frequency of using credit card is
not significant.

RELATIONSHIP BETWEEN ANNUAL INCOME OF THE
RESPONDENTS AND SATISFACTION WITH PRESENT
CREDIT CARD

In order to find the relationship between the annual income of
the respondents and the satisfaction with present credit card,
chi-square test was used and the result of the test is shown in
the following table 12.

124 = INDIAN JOURNAL OF APPLIED RESEARCH
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TABLE 12
ANNUAL INCOME AND SATISFACTION WITH PRESENT
CREDIT CARD

TABLE 14
ANNUAL INCOME AND OPINION ABOUT CHARGES FOR
CASH WITHDRAWAL

Sl. | Income Per Annum | Procedure Adopted | Total
No. Satisfied | Not
Satisfied

1. |Less Than Rs.1,00,000|36 14 50

2. |Rs.1,00,000 - 90 10 100
Rs.1,50,000

3. |Above Rs.1,50,000 5 0 50
TOTAL 176 24 200

Source: Calculated from Primary Data
(Figures in brackets are shown Expected Frequency)

Null hypothesis: The association between the annual income
of the respondents and the satisfaction with present credit
card is not significant.

As the calculated Chi-square value (19.318) is greater than
the table value (5.991) at 5% level of significance for 2 de-
grees of freedom, the null hypothesis is rejected and it could
be concluded that the association between the annual income
of the respondents and the satisfaction with present card is
significant.

RELATIONSHIP BETWEEN ANNUAL INCOME OF THE
RESPONDENTS AND OPINION ABOUT ANNUAL FEE
CHARGES

In order to find the relationship between the annual income of
the respondents and the opinion about annual fee charges,
chi-square test was used and the result of the test is shown in
the following table 13.

TABLE 13
ANNUAL INCOME AND OPINION ABOUT ANNUAL FEE

Sl. | Income Per Annum | Charges for Cash | Total
No. Withdrawal
High | Moderate
1. Less Than Rs.1,00,000({20 30 50
2. Rs.1,00,000 - 50 50 100
Rs.1,50,000
3. Above Rs.1,50,000 16 34 50
TOTAL 86 114 200

Source: Calculated from Primary Data
(Figures in brackets are shown Expected Frequency)

Null hypothesis: The association between the annual income
of the respondents and the opinion about charges for cash
withdrawal is not significant.

As the calculated Chi-square value (4.651) is less than the
table value (5.991) at 5% level of significance for 2 degrees
of freedom, the null hypothesis is accepted and it could be
concluded that the association between the annual income
of the respondents and the opinion about charges for cash
withdrawal is not significant.

RELATIONSHIP BETWEEN ANNUAL INCOME OF THE
RESPONDENTS AND OPINION ABOUT UNNECESSARY
PURCHASE

In order to find the relationship between the annual income
of the respondents and the opinion about unnecessary pur-
chase, chi-square test was used and the result of the test is
shown in the following table 15.

TABLE 15
ANNUAL INCOME AND OPINION ABOUT UNNECESSARY
PURCHASE

CHARGES Sl. |Income Per Annum Unnecessary Total
Sl. | Income Per Annum Annual Fee Total Purchase
No. Charges Yes |No
High | Moderate 1. Less Than Rs.1,00,000 |24 26 50
2. Rs.1,00,000 - 40 60 100
1. |Less Than Rs.1,00,000 |30 20 50 Rs. 150,000
2. Es} 28888 - 58 42 100 3. Above Rs.1,50,000 20 60 50
S50, TOTAL 84 116 200
3. |Above Rs.1,50,000 22 28 S0 Source: Calculated from Primary Data
TOTAL 110 90 200

Source: Calculated from Primary Data
(Figures in brackets are shown Expected Frequency)

Null hypothesis: The association between the annual income
of the respondents and the opinion about annual fee charges
is not significant.

As the calculated Chi-square value (3.313) is less than the
table value (5.991) at 5% level of significance for 2 degrees
of freedom, the null hypothesis is accepted and it could be
concluded that the association between the annual income
of the respondents and the opinion about fee charges is not
significant.

RELATIONSHIP BETWEEN ANNUAL INCOME OF THE
RESPONDENTS AND OPINION ABOUT CHARGES FOR
CASH WITHDRAWAL

In order to find the relationship between the annual income
of the respondents and the opinion about charges for cash
withdrawal, chi-square test was used and the result of the test
is shown in the following table 14.

(Figures in brackets are shown Expected Frequency)

Null hypothesis: The association between the annual income
of the respondents and the opinion about unnecessary pur-
chase is not significant.

As the calculated Chi-square value (0.985) is less than the
table value (5.991) at 5% level of significance for 2 degrees of
freedom, the null hypothesis is accepted and it could be con-
cluded that the association between the annual income of the
respondents and the opinion about unnecessary purchase is
not significant.

FINDINGS OF THE STUDY

1. The study revealed that about 50% of the respondents
were hooked on to credit cards through the spicy adver-
tisements. While 24% were influenced by the bank repre-
sentatives, an equal number were influenced by friends
and relatives.

2. It was noted that while 74% possessed only one card,
16% had two. But very few (8%) owned more than 3
cards. It was also noted that while Master card users
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were nearly 60%, visa card users were only 33% and
American Express card in circulation was negligible (5%).

3. Majority of the respondents (67%) have gone in for credit
cards mostly for convenience of usage. 26% opined that
safety was their prime reason in owning credit cards. Very
few (4%) possessed credit cards as status symbol.

4. In the case of credit limit, majority had a limit up to
Rs.45,000. Very few have credit limit over Rs.45,000.

5. Only 25% of the respondents availed the facility of ad-
ditional card.

6. It was found that majority of the credit card holders (65%)
used the cards to purchase consumer goods and grocer-
ies. The rest used the cards to book train / flight tickets, to
pay hotel bills and to buy jewellery.

7. Majority of the respondents (72%) agreed that their pur-
chase habits got changed considerably after possessing
credit cards.

8. Nearly 80% of the respondents were satisfied with the
cash limit offered by their respective credit cards.

9. Agood number of the respondents (65%) are not so satis-
fied about the credit limit.

10. It was observed that (56%) used the credit cards often,
24% very often and 20% rarely.

11. While 75% agreed that there were no problems, the rest
were not happy about the credit cards.

12. Regarding cash withdrawal charges, 43% considered that
these charges were high, others opined that it was mod-
erate.

13. While 42% accepted that the credit cards forced them to
make unnecessary purchases, the rest did not agree.

14. Most of the respondents (80%) were satisfied with the
security measures.

15. With regard to over all opinion, 88% were satisfied with
the credit cards.

RESULTS OF CHI - SQUARE ANALYSIS

1. There was a significant association between the educa-
tional background of the respondents and the frequency
of card usage. It was found out that professional degree
holders used the cards more frequently than Graduates
and Post Graduates.
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