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Abstract
A credit card has become an indispensable part of our lives, with its ease of use 
and convenient pay-back options. The discounts, offers and deals that a credit card 
offers are unmatched by any other financial products, and spell a bonanza for the 
wise user. However, credit cards can become debt traps if not used correctly, or if 
you spend more than you can repay when the bill comes around. 

The main aim of this research is to study the reasons for using credit cards in 
the Madurai City and to know the various challenges encountered by Credit 
Cardholders. The study is based on both primary and secondary data. In Madura 
city, an industrial town, CICI Bank, HDFC Banks, TMB, Axis Bank, and Karur 
Vysya bank are prominently providing Credit Cards. From these five banks, the 
respondents will be interviewed for the study. From each bank 30 customers are 
contacted by applying convenient sampling method and the total sample size of 150 
cardholders. The study finds that the main reasons are a benefit of reward points or 
cash back and the benefit of the extended payment period. The concluded that that 
customer satisfaction in the electronic environment is determined by the website 
of the bank, an efficiency of the bank, competency of the bank and information 
provided by the bank.
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Introduction
 Credit cards are fundamentally different from the other payment 
methods in that they involve extending credit rather than drawing 
on an existing store of funds. Banks in conjunction with credit card 
associations such as Visa and Master card, issue general-purpose 
credit cards. Department stores also issue the credit card to be used 
for purchases at that particular store. Like Electronic Fund Transfer, 
payment by credit card is not anonymous. Since paying with a credit 
card does not involve a store of funds, deposit insurance and reserve 
requirements are not directly relevant. The bank that issues the card 
is liable and thus merchants are paid if the cardholders default. If the 
issuing bank fails, the credit card association guarantees payment to 
merchants with outstanding transactions and then has a creditor’s 
claim on failed banks.
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 A credit card is part of a system of payments named after the small plastic card issued to users of 
the system. The issuer of the card grants a line of credit to the consumer (or the user) from which 
the user can borrow money for payment to a merchant or as a cash advance to the user. A credit 
card is different from a charge card, where a charge card requires the balance to be paid in full each 
month. In contrast, credit cards allow the consumers to ‘revolve’ their balance, at the cost of having 
interest charged. This study focus on the demographic profile of the respondents, details of banking 
transactions, the utility of usage of credit cards by the card holders, reasons for using credit cards 
and level of satisfaction towards credit cards.

Research Problems
 Credit cards have changed the way people look at money. Gone are the days when only the 
rich sported them at limited counters in select cities. Today, they are a way of life for the middle 
class too, even in smaller locations across the country. However, this boom has brought in a lot 
of complications like credit card fraud, payment defaulting, unsolicited card and uncontrolled. As 
every service is internet bound in the present scenario, the researcher is interested in bringing out 
the customer satisfaction with credit cards. With this emphasis, the researcher has chosen this topic

Review of Literature 
 Anto Bright Prabhu(2014) to know the credit card is a small plastic card issued to users as a 
system of payment. It allows its holder to buy goods and services based on the holder’s promise to 
pay for these goods and services. The issuer of the card creates a revolving account and grants a 
line of credit to the consumer (or the user) from which the user can borrow money for payment to 
a merchant or as a cash advance to the user.
 Gan (2010) “Singapore credit cardholders: ownership, usage patterns and perceptions.”The 
purpose of this study is to analyze Singapore’s diverse cardholders in search of variations among 
demographic groups, credit card profiles, and their perceptions about credit card ownership and use. 
It then aims to discuss possible reasons governing Singaporeans’ credit card ownership and use. In 
this study, decision trees were constructed using chi-square technique to examine the association 
between numbers of credit cards and the demographic characteristics, perceptions of another 
credit card-related variable. The number of credit cards was found to be significantly influenced 
by income and gender as well as perceptions that include “credit cards leads to overspending,” 
“Saving as the payment source,” “unreasonable interest rates,” “credit card as a status symbol.”The 
number of credit cards was also affected by credit- card-related variables such as missing payments 
sometimes, a frequency of use, entertainment expenditures, and patrol purchase. This research 
provides an in-depth understanding of Singapore multiple cardholders. Thus it issues fully in 
designing marketing strategies for card-issuers as well as anti-debit strategies for policy-makers in 
Singapore.

Objectives of the Study
1. To identify the reasons for using credit cards in Madurai City.
2. To know challenges encounter by the credit cardholders in the study area.

Methodology and Research Design
 The study is based on both primary and secondary data. The primary data needed for this study 
is collected from the sample customers through structured Interview Schedule. The Secondary 
data needed for a study is collected from various magazines, articles published in newspapers and 
surfing through the network.  In Madura city, an industrial town, CICI Bank, HDFC Banks, TMB, 
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Axis Bank, and Karur Vysya bank are prominently providing Credit Cards. From these five banks, 
the respondents will be interviewed for the study. From each bank 30 customers are contacted by 
applying convenient sampling method and the total sample size of 150 cardholders. Businessman, 
Salaried, Professional, Government Employees and Private Employees are given due weight in 
identifying the sample.  The researcher has applied statistical tools such as Percentages, Scaling 
Techniques and Weighted Mean Score Method to analyze the collected data.

Results and Discussion
 Here the researcher has discussed the profile of credit cardholders like the gender of the 
respondents, age of the respondents, marital status, and employment occupied by the respondents.

Table 1 Profile of Credit Cardholders in the Study area
Factor Particulars Number of Respondents Percentage

Gender
Male 105 70
Female 45 30

Total 150 100

Age of the 
Respondents

Below 30 33 22
30-40 65 43
41-50 37 25
Above 50 15 10

Total 150 100
Married 125 83
Unmarried 25 17

Total 150 100

Employment

Businessman 72 48
Private Employee 42 27
Government  Employee 20 13
Professionals 18 12

Total 150 100

Monthly Income
(in Rs.)

Less than Rs.5000 33 22
Rs.5000 to Rs.10000 35 23
Rs.10001 to Rs.15000 47 32
More than Rs.15000 35 23

Total 150 100
Source: Primary Source

 The above table reveals that a majority of 70 percent of the respondents are male; a majority 
of 43 percent of the respondents fall under the age group of 30- 40 years; a majority of 83 percent 
of the respondents are married; 48 percent of the respondents are businessman; 32 percent of the 
respondents fall under the income scale of Rs.10,001 to Rs.15,000.
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Table No 2 Information of Bank Transaction
Particulars Number of Respondents Percentage

Purpose of Ac-
count

Household/General Pur-
pose

95 63

Commercial Purpose 55 17
Total 150 100

Period of Oper-
ating the Bank 
Account

Below 1 year 31 21
1 year to 3 years 44 29
3 years to 6 years 51 34
More than 6 years 24 16

Total 150 100

A frequency of 
visit to the bank 
in a week

One time 25 17
Two Times 60 40
Three Times 35 23
More than three times 30 20

Total 150 100
Source: Primary Source

 Table 2 exhibits that around fifty percent of the respondents are having savings account; a 
majority of 63 percent of the respondents are general or household purpose user; 34 percent of the 
respondents are maintaining their accounts between 3 years to 6 years of duration; 40 percent of the 
respondents made a visit to the bank two times a week.

Table No 3 Reasons for Using Credit Cards
Reasons Total Score Mean Score Rank

Benefit of extended payment period 2550 17.00 2
Benefit of converting purchase in to EMI 2100 14.00 4
Benefit of Reward points or cash back. 2886 19.24 1
Benefit of taking loan on card 2300 15.33 3
Low charge 1950 13.00 5
Avoid cash dealing 1150 7.67 7
Easy to carry and make payment 1920 12.8 6

Source: Computed Data

 Table 3 result reveals that, According to Weighted Mean Score Ranking Method, The Benefit of 
reward points or cash back got the first rank with a maximum score of 2886, followed by Benefit of 
extended payment period (Mean Score:2550), Benefit of taking loan on card (Mean Score: 2300), 
Benefit of converting purchase in to EMI (Mean Score: 2100), Low service charge (1950), the lease 
rank occupied by easy to carry and make payment (Mean Score: 1920) and avoid cash dealing 
(Mean Score: 1150).  The overall result expresses that, the major reasons are a benefit of reward 
points or cash back and the benefit of the extended payment period.
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Major Findings
• It is identified that 70 percent of the respondents are male and 83 percent of them are married.
• It is observed that 48 percent of the respondents are a businessman and 32 percent of the 

respondents fall under the income scale of Rs.10,001 to Rs.15,000.
• It is captured that 63 percent of the respondents are using the credit card for general or 

household purpose and 34 percent of the respondents are maintaining their accounts between 
3 years to 6 years of duration.

• The top reasons are a benefit of reward points or cash back and the benefit of an extended 
payment period.

Suggestions and Conclusion
• Credit limit amount allowed by a bank may be extended to a certain extent to the deserving 

Credit card holders.
• Reduction of minimum eligibility criteria will attract the customers to obtain Credit Cards.
• Charges for the credit cards should be nominal.
• Awareness must be created about a special offer available for maximum usage of credit 

cards.
 Customer satisfaction in e-environment is determined by the website of the bank, an efficiency 
of the bank, competency of the bank and information provided by the bank. Due to the complexity 
in the usage of credit cards, it is necessary to make the customers know how to operate the credit 
cards for the specific purpose. To facilitate the customers to carry the cards with them, effective 
protective measures must be taken to protect the cards against operational and security risk.
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