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ABSTRACT: 

Financial Inclusion is the cornerstone of India's economic development. The COVID-19 pandemic, 

while a global crisis, acted as an unprecedented stress test and catalyst for India's financial inclusion 

architecture. This case study examines how the JAM Trinity (Jan Dhan-Aadhaar-Mobile), Pradhan 

Mantri Jan Dhan Yojana (PMJDY), and Unified Payments Interface (UPI) enabled the Government of 

India to execute the world's largest Direct Benefit Transfer (DBT) program during the lockdown, 

transferring over Rs. 30,000 crore to women Jan Dhan account holders under PM Garib Kalyan Yojana 

(PMGKY). The study analyses data from 2019 (Pre-COVID) to 2024 (Post-COVID) to demonstrate how 

COVID-19 accelerated digital adoption, transforming financial inclusion from physical access to digital 

empowerment. The case provides managerial lessons on crisis management, digital public infrastructure 

. 

Keywords: Financial Inclusion, PMJDY, COVID-19, UPI, DBT, Digital India, JAM Trinity 

 

1. INTRODUCTION: 

On 24th March 2020, India announced a nationwide lockdown. 80 crore Indians dependent on daily 

wages faced an existential crisis. The challenge for the government was not just health, but how to 

transfer cash to the poor without physical contact. This is where a decade of investment in financial 

inclusion became the saviour. 

 

2. FINANCIAL INCLUSION BEFORE COVID (2019): 

By December 2019, PMJDY had 38.33 crore accounts with total deposits of Rs. 97,000 crore. However, 

35% of accounts were zero-balance and inactive. Financial literacy was low and dependence on branch 

banking was high. The World Bank Findex 2017 reported only 35% of Indian adults used digital 

payments. 

 

3. DURING COVID (2020-2021): THE DBT LIFELINE 

The Government launched PM Garib Kalyan Yojana. Key initiatives: 

Women Jan Dhan Accounts: Rs. 500 per month for 3 months (Apr-Jun 2020) to 20.39 crore women. 

Total Rs. 30,705 crore transferred.PM-KISAN Front-loading: Rs. 2,000 advanced to 8.7 crore farmers in 

April 2020.MNREGA Wage Hike: Increased from Rs. 182 to Rs. 202.PMJDY Accounts as Delivery 

Channel: This prevented leakage and crowding at banks. NPCI's Aadhaar Payment Bridge (APB) 
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ensured money reached even without internet banking.This was possible ONLY because of PMJDY 

accounts linked with Aadhaar and Mobile.4. AFTER COVID (2022-2024): THE DIGITAL LEAP 

COVID forced behavioral change. Fear of cash as carrier of virus pushed even rural India to UPI. 

Key Shifts: 

UPI Volume: Grew from 1,252 Crore in FY20 to 13,116 Crore in FY24 - 10x growth post-

COVID.PMJDY Deposits: Crossed Rs. 2.35 Lakh Crore in 2024. Zero-balance accounts fell to 8.3%.Jan 

Dhan to Jan Nivesh: Focus shifted from account opening to Insurance (PMJJBY), Pension (APY), and 

Micro-credit.5. SWOT ANALYSIS FOR MBA DISCUSSION: 

Strengths: World-class DPI (UPI, Aadhaar), Government Push, Low-cost accounts. 

Weaknesses: Digital illiteracy, Cyber frauds, Internet gaps. 

Opportunities: Credit to PMJDY users via AI, Financial literacy, Startup ecosystem. 

Threats: Debt trap via microfinance apps, Data privacy. 

 

4. KEY LEARNINGS & MANAGERIAL IMPLICATIONS: 

Crisis as Catalyst: COVID achieved in 6 months what campaigns couldn't in 6 years.From Access to 

Usage: Future of inclusion is not account opening but product usage.Phygital Model: India needs Human 

(Bank Mitra) + Digital (UPI) model.7.  

 

CONCLUSION: 

India's financial inclusion journey during COVID proves that investment in Digital Public Infrastructure 

(DPI) yields returns during crisis. The transition from PMJDY as a cash-transfer tool during COVID to a 

wealth-creation platform post-COVID is a model for developing nations. 
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