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Abstract 

Mobile wallets are already popular among the public, but the awareness and intensity of use by the millennial 

generation is still relatively low. This study aims to determine the factors that influence technology acceptance of 

the intention to continue using mobile wallet services. This research adds three variables, namely the variable 

trust, perceived risk, and perceived security. In this study the population used as a sample of 250 respondents. The 

author uses primary data by distributing questionnaires to Go-Pay users in Garut Regency and conducting 

interviews with Go-Pay users and psychologists. The research method used is the UTAUT 2 Framework approach 

with library study data collection techniques, questionnaires, and field research, while the data processing 

technique uses multiple linear regression and the coefficient of determination with the help of software. Based on 

the results of research conducted by the authors, it shows that habit has the most significant influence, followed 

by trust, perceived security, hedonic motivation, facilitating conditions, social influence performance expectancy, 

price value, and perceived risk. Meanwhile, effort expectancy does not affect the continuance intention of using 

a mobile wallet. 
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INTRODUCTION 

The increasing development of internet technology is bringing social change to society (Fauzi 

et al., 2018). Technology has become part of people's daily needs, and one of the advantages 

of technology is the emergence of mobile applications that make it easy to access information 

(Ispriandina & Sutisna, 2019). 

Mobile applications are developing along with the rapid growth of internet users, which have 

reached 212,354,070 people (Internetworldstats, 2021). The presence of the internet and mobile 

applications produces mobile payment applications (Ispriandina & Sutisna, 2019) which enable 

new functions for mobile devices to support financial services (Indah & Agustin, 2019). One 

of the financial service instruments currently accommodated by the fintech industry is the use 

of mobile payments (Adiatama & Lestari, 2020) which plays an important and central role in 

electronic payments (Filona & Misdiyono, 2019). 
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The use of e-money is also faster, more practical and free of fees during transactions (Tee & 

Ong, 2016 ; Alfaansi & Daulay, 2021) so that mobile payment services attract consumers to 

pay for a product or service done mobile (Widyanto et al., 2020). GoPay is the most popular 

digital wallet/mobile wallet in Indonesia. Based on the results of the DailySocial survey, as 

many as 87% of respondents use GoPay (Lidwina, 2020). GoPay users have several advantages 

such as discounts, Go-Points, Tokens, and vouchers (Indrawati & Putri, 2018). The more 

customers benefit from a system, the more likely users are to adopt the system (Goh et al., 

2014). 

In July 2021 the value of electronic transactions reached IDR 25.4 trillion. An increase of 5% 

compared to the previous month of Rp 24.1 trillion. However, the volume of transactions with 

electronic money has actually decreased, as many as 415.2 million transactions occurred in 

July 2021, 6.5% lower than in June 2021 of 444.3 million transactions (Annur, 2021). 

Even though mobile wallets have gradually become popular among the public (Ispriandina & 

Sutisna, 2019), awareness and intensity of use by millennial is still relatively low (Alfansi & 

Daulay, 2021). The factors influencing continuance intentions are still unclear (Ispriandina & 

Sutisna, 2019). Transactions using electronic money not only help achieve economic stability 

(Evan et al., 2021), but are in line with Bank Indonesia regulations that create the National Non 

Cash Movement (GNNT) which will create a cashless society ecosystem. 

Through the mobile wallet service, people can make transaction payments anytime, anywhere 

using smartphones, internet networks, and server-based electronic money (Indah & Agustin, 

2019 ; Usman, 2017) which is simple, because it does not require authorization such as a pin 

or signature and does not need to be a bank customer (Evan et al., 2021). 

With so many mobile wallet users, companies must understand the needs and desires of 

consumers (Ispriandina & Sutisna, 2019) so that they can form continuance intentions which 

are key factors to encourage sustainable development (Han et al., 2018). 

This study was adapted from research (Ispriandina & Sutisna, 2019) which aims to determine 

the factors that influence technology acceptance of the intention of continuity of users of 

mobile wallet services based on construct identification of technology acceptance variables in 

UTAUT2 by adding 3 important and necessary variables. By conducting this research, the 

factors that influence technology acceptance of continuity intentions can be measured. 

 

LITERATURE REVIEW 

Continuance intention and behavioral intention have the same meaning, namely testing the 

continuous use of technology over a long period of time (Venkatesh et al., 2012). There are 

several models developed to explain the factors that influence individual acceptance of a 

technology. The Unified Theory of Acceptance and Use of Technology (UTAUT) model is an 

enhanced model of the Technology Acceptance Model (TAM) model which consists of several 

constructs, including: performance expectancy, effort expectancy, social influence, facilitating 

conditions, hedonic motivation, price value, and habit (Venkatesh et al., 2012). In this study, 3 

constructs were added, namely trust, perceived risk, and perceived security. 
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The development of electronic-based payment systems has influenced the emergence of 

various innovations in payment systems (Usman, 2017), such as technology in the form of 

mobile wallet applications that are currently being developed and widely used by the public, 

mobile wallets are one of the most convenient payment facilities (Megadewandanu et al., 

2017). Mobile wallets help manage payment information and view user transactions and 

provide a pleasant shopping experience (Ispriandina & Sutisna, 2019). 

Venkatesh et al., (2012) explained that perceived benefits, relative benefits, expected results, 

and extrinsic motivation are part of performance expectancy. Effort expectancy provides 

convenience/convenience associated with technology, which plays an important role in 

determining customer intentions to use technology (Alalwan et al., 2018), effort expectancy is 

also understood as the minimum level of effort in using technology (Widyanto et al., 2020). 

Based on the UTAUT model in the context of a mobile wallet, social influence is associated 

with the extent to which a person perceives other people that the new system must be used 

(Venkatesh et al., 2012 ; Widyanto et al., 2020) . Social influence is seen as family, friends, 

influencing users to use a mobile wallet (Alfansi & Daulay, 2021). 

To adopt a mobile wallet, one needs skills, a smartphone, internet connection, and security 

(Alfansi & Daulay, 2021). Then, the level at which a person believes that technical and 

infrastructure can be measured by facilitating conditions (Solekah & Hilmawan, 2021) and 

support systems support usage (Lim et al., 2019). The better the facilities offered, the higher 

the individual's desire to use and accept technology (Baptista & Oliveira, 2015 ; Alfansi & 

Daulay, 2021). 

Hedonic motivation is fundamental to experience and behavior (Widyanto et al., 2020), 

referring to the level of pleasure obtained from using a mobile wallet (Venkatesh et al., 2012). 

People care not only about the performance but also the feelings created from using it 

(Megadewandanu et al., 2017). If the hedonic motivation in using a mobile wallet is high, the 

overall benefits felt by using the technology will increase and will contribute to performance 

expectancy and price value (Venkatesh et al., 2012 ; Alalwan et al., 2018). 

Users need to bear the costs of the technology used (Ispriandina & Sutisna, 2019), price value 

is said to be a cognitive exchange between the perceived benefits of mobile banking services 

and the costs of using them (Venkatesh et al., 2012), including factors such as costs operators, 

internet fees, service fees, and transaction fees (Baptista & Oliveira, 2015). 

The strongest factor influencing the behavioral intention to use mobile wallets in Indonesia is 

habit (Megadewandanu et al., 2017). Habits reflect various outcomes from previous 

experiences (Baptista & Oliveira, 2015). Another factor that influences continuance intention 

in using technology is trust, trust is a crucial determinant in assessing user acceptance of new 

technology (Sharma & Sharma, 2019 ; Alfansi & Daulay, 2021). Trust has an impact on the 

adoption of various services, such as online transactions (Widyanto et al., 2020). Users must 

build trust to reduce risk (Yu et al., 2018). 
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Perceived security can measure the extent to which people believe that using technology or 

services in certain applications is safe (Phan et al., 2020) because it relates to payers and payees 

(Slade et al., 2015). Security is also a challenge in building a mobile payment system to 

encourage consumers to use applications (Widyanto et al., 2020). 

Unlike other constructs, perceived risk is perceived as an obstacle to customers' desire to adopt 

new technologies (Slade et al., 2015). Customers also consider risk perceptions in deciding to 

use online transactions (Piarna et al., 2020). Perceived risk is mentioned as the possibility that 

customers will suffer losses from using technology (Alalwan et al., 2018). The higher the user's 

perception of security, the lower the perceived risk of using it, so that consumers are willing to 

use technology (Widyanto et al., 2020). Based on this description, the following hypotheses 

can be developed: 

H1: Performance expectancy has a significant positive effect on Continuance intention 

mobile wallet users. 

H2: Effort Expectancy has a significant positive effect on Continuance intention mobile 

wallet users. 

H3: Social Influence has a significant positive effect on Continuance intention mobile 

wallet users. 

H4: Facilitating Condition has a significant positive effect on Continuance intention mobile 

wallet users. 

H5: Hedonic Motivation has a significant positive effect on Continuance intention mobile 

wallet users. 

H6: Price Value has a significant positive effect on Continuance intention mobile wallet 

users. 

H7: Habit has a significant positive effect on Continuance intention mobile wallet users. 

H8: Trust has a significant positive effect on Continuance intention mobile wallet users. 

H9: Perceived Risk has a significant positive effect on Continuance intention mobile wallet 

users. 

H10: Perceived Security has a significant positive effect on Continuance intention mobile 

wallet users. 
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METHODS 

 

Figure 1: Research Framework 

The method used in this study refers to research that was developed to explain the factors that 

influence individual acceptance of a technology by using the Unified Theory of Acceptance 

and Use of Technology (UTAUT) model which is refined from the Technology Acceptance 

Model (TAM) model. The constructs measured include: performance expectancy, effort 

expectancy, social influence, facilitating conditions, hedonic motivation, price value, and habit 

(Venkatesh et al., 2012). By adding 3 variables, trust, perceived risk, and perceived security. 

Purposive sampling and multiple regression analysis were used as sampling techniques and 

data analysis. In this study, the sample that can be used is 250 samples. This research is 

designed to focus on individuals who can be classified as mobile wallet users with an age range 

of 18-35 years. 

Table 1: Validity Test and Reliability Test 

Variable Outer 

Loading 

r table Variable Outer 

Loading 

Cornbach's 

Alpha 

Performance Expectancy ( PE) 0.283 0.123 

Performance 

Expectancy (PE) 
0.924 0.70 

Performance Expectancy (PE) 0.571 0.123 

Performance Expectancy ( PE) 0.457 0.123 

Performance Expectancy ( PE) 0.589 0.123 

Performance Expectancy ( PE) 0.218 0.123 

Effort Expectancy ( EE) 0.342 0.123 

Effort Expectancy 

(EE) 
0.878 0.70 

Effort Expectancy (EE) 0.237 0.123 

Effort Expectancy (EE) 0.275 0.123 

Effort Expectancy (EE) 0.313 0.123 

Social Influence (SI) 0.556 0.123 

Social Influence 

(SI) 
0.818 0.70 

Social Influence (SI) 0.505 0.123 

Social Influence (SI) 0.367 0.123 

Social Influence (SI) 0.260 0.123 

Social Influence (SI) 0.628 0.123 

Social Influence (SI) 0.628 0.123 

Facilitating Conditions (FC) 0.146 0.123 0.788 0.70 
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Variable Outer 

Loading 

r table Variable Outer 

Loading 

Cornbach's 

Alpha 

Facilitating Conditions (FC) 0.335 0.123 Facilitating 

Conditions (FC) Facilitating Conditions (FC) 0.279 0.123 

Facilitating Conditions (FC) 0.175 0.123 

Facilitating Conditions (FC) 0.633 0.123 

Hedonic Motivation (HM) 0.612 0.123 

Hedonic 

Motivation (HM) 
0.962 0.70 

Hedonic Motivation (HM) 0.559 0.123 

Hedonic Motivation (HM) 0.283 0.123 

Hedonic Motivation (HM) 0.571 0.123 

Hedonic Motivation (HM) 0.457 0.123 

Price Value (PV) 0.589 0.123 

Price Value (PV) 0.882 0.70 

Price Value (PV) 0.218 0.123 

Price Value (PV) 0.342 0.123 

Price Value (PV) 0.146 0.123 

Price Value (PV) 0.335 0.123 

Habits (H) 0.279 0.123 

Habits (H) 0.956 0.70 

Habits (H) 0.175 0.123 

Habits (H) 0.633 0.123 

Habits (H) 0.612 0.123 

Habits (H) 0.599 0.123 

Trust (T) 0.283 0.123 

Trust (T) 0.812 0.70 

Trust (T) 0.571 0.123 

Trust (T) 0.458 0.123 

Trust (T) 0.590 0.123 

Trust (T) 0.219 0.123 

Perceived Risk (PR) 0.343 0.123 

Perceived Risk 

(PR) 
0.798 0.70 

Perceived Risk (PR) 0.238 0.123 

Perceived Risk (PR) 0.257 0.123 

Perceived Risk (PR) 0.313 0.123 

Perceived Risk (PR) 0.556 0.123 

Perceived Security (PS) 0.505 0.123 

Perceived 

Security (PS) 
0.861 0.70 

Perceived Security (PS) 0.367 0.123 

Perceived Security (PS) 0.261 0.123 

Perceived Security (PS) 0.628 0.123 

Perceived Security (PS) 0.621 0.123 

Continuance Intention (CI) 0.164 0.123 

Continuance 

Intention (CI) 
0.873 0.70 

Continuance Intention (CI) 0.335 0.123 

Continuance Intention (CI) 0.279 0.123 

Continuance Intention (CI) 0.178 0.123 

Continuance Intention (CI) 0.635 0.123 

Continuance Intention (CI) 0.612 0.123 

Continuance Intention (CI) 0.599 0.123 

Table 1 shows the results of the validity test in the evaluation of the measurement model 

showing an r table value of more than 0.123, so the data is declared valid. Then in the reliability 

test, the results showed that each variable had Cornbach's Alpha > 0.70 so that it was declared 

reliable. 
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RESULT AND DISCUSSION 

Table 2: Multiple Linear Regression 

Hypothesis t Statistic Significance Results 

Performance Expectancy affects mobile wallet usage 4,838 0.019 Received 

Effort Expectancy affects mobile wallet usage 1,769 0.368 Rejected 

Social Influence affects the use of mobile wallets 35,542 0.017 Received 

Facilitating Conditions affect the use of mobile wallets 23.134 0.012 Received 

Hedonic Motivation influences the use of mobile wallets 18,664 0.004 Received 

Price Value affects the use of mobile wallets 19,717 0.020 Received 

Habit affects the use of mobile wallets 23,150 0.000 Received 

Trust affects the use of mobile wallets 1,446 0.001 Received 

Perceived Risk affects the use of mobile wallets 35,542 0.034 Received 

Perceived Security affects mobile wallet usage 23.134 0.001 Received 

Table 3: Multiple Regressions 

Model R R Square Adjusted R Square std. Error of the Estimate 

1 .896 a .891 .791 .19608 

An independent variable is said to be influential if t statistic > t table and is said to be significant 

if the significance is less than 0.05. T table in this study was 1.969 so that the variable Effort 

Expectancy (EE) was rejected because t statistic < t table and significance > 0.05. 

The results of the study show that the model can affect continuance intention by 89% and the 

rest is influenced by other factors beyond technology acceptance. Based on the research results, 

it is known that performance expectancy, social influence, facilitating condition, hedonic 

motivation, price value, habit, trust, perceived risk, and perceived security affect the 

continuance intention to use a mobile wallet, while effort expectancy does not affect the 

continuance intention to use a mobile wallet. This study improves the results of research 

conducted by Putri & Mahendra (2017) and Widyanto et al., (2020) by adding 3 variables in 

the research conducted , namely the variables trust, perceived risk, and perceived security 

studied in this study. However, besides the advantages, this research has a weakness, namely 

the lack of research objects. 

 

CONCLUSION AND SUGGESTION 

The mobile wallet application is already popular among the public, but the awareness and 

intensity of use by the millennial generation is still relatively low. The results showed that habit 

has the most significant influence, followed by trust, perceived security, and hedonic 

motivation, facilitating conditions, social influence performance expectancy, price value and 

perceived risk. Meanwhile, effort expectancy does not affect the continuance intention of using 

a mobile wallet. Based on the research results, for business practitioners, including service 

providers, they must improve security, add new features, and provide promos and discounts so 

as to attract more users. For further research, you can add other factors that influence the 

continuance intention of using a mobile wallet. 
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