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Topic of the Study: Managerial Challenges and Opportunities in Adopting QR Code Payment Systems in India
Background: India has had one of the fastest transitions to digital finance globally in the past decade. QR-Code based payments like UPI, Paytm, Google Pay, and PhonePe are commonplace in urban and rural settings. They have simplified transactions, and aided in the inclusion of unbanked segments of the population into the economy. However, the move to digital payments entails reconfiguring management mechanisms, in addition to the technological layers.
Managers and small business owners must acquire new competencies, update their personnel training modules, and help customers, who might be unfamiliar with digital transactions, to gain confidence. In many cases, poor digital literacy, uneven digital connectivity, and cybersecurity have made the shift to digital payments much easier. However, the benefits of digital payments, in the form of instant transactions, transparency, and customer satisfaction, have made the shift easier. Therefore, the rapid rollout of QR-Code payment systems deserves close examination, particularly focusing on the managers who are making sense of and shaping these systems in everyday business practices. This study aims to document these experiences as management systems adapt in the context of a “Cashless’ economy in India.
Aim: To explore the managerial challenges and opportunities that arise from the adoption of QR code payment systems within India’s digital business landscape.
Objectives:
1. To investigate managers experiences and perceptions of QR code payment implementation.
1. To identify the key managerial challenges associated with digital payment integration.
1. To examine the opportunities QR payments create for improving business performance and customer engagement.
1. To analyze how QR code adoption is transforming managerial roles, leadership approaches and operational practices.
Research Questions:
1. How do Indian managers and small business owners perceive the adoption of QR code payment systems?
1. Which challenges do managers encounter with the integration and operational control of these systems?
1. Which opportunities and advantages do managers perceive after the adoption of digital payments?
1. How do QR code payments affect the manager-employee relationships, leadership and customer interaction?
Theory:
1. Innovation Diffusion Theory (Everett Rogers, 2003): Describes the reasons and mechanisms of the diffusion of QR code systems innovation across business sectors, and manager adoption determinants.
1. Systems Theory (Katz & Kahn, 1978): Points out the necessity of coherence among technology, humans, and organizational flows to achieve successful digital transformation.
1. Change Management Theory (Lewin, 1951; Kotter, 1996): Offers insights on how managers facilitate the shifting of operational employees and consumers around new technology.
1. Behavioral Management Theory: centered around the constructs of persuasion, trust, and interpersonal relations as primary determinants on the realization and adoption of new organizational technologies.
Research Gap: Current studies pertaining to QR code payments within India prioritize consumer behavior or evaluate technical performance, leaving the managerial dimensions regarding the adoption of digital payments unexplored. Only a handful of research attempts have examined the managerial perceptions, the response to challenges and their adaptations in leadership. This study attempts to fill this gap within the literature by locating the experiential and interpretative accounts of those functioning as managers within the ecosystem of digital payments in India.


