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ABSTRACT: Technological developments are changing society's transaction patterns, both individual and corporate. Technology
also has an important role with the emergence of new innovations in the financial sector which periodically replace the role of
cash as a transaction tool with digital financial transactions. Digital financial transactions are increasingly in demand in the
financial sector and have high potential to replace cash and become the most effective way to complete transactions quickly.
Currently, the use of e-wallets based on non-cash transactions is growing due to the ease and practicality of transactions
(starting from simple, time efficient, lots of promos offered, no need to go to the bank, and safe) offered by digital wallet service
providers. This research aims to look at determining factors of e-wallet use behavioral intention: application and extension of
the UTAUT model. The objects of this research were e-wallet service users in the city of Padang with a sample of 210 people.
The sampling technique uses a nonprobability sampling method with a purposive sampling technique. The independent
variables in this research are effort expectancy, perceived enjoyment, performance expectancy, then the dependent variable
behavioral intention and the mediating variable satisfaction. The analysis method used is Partial Least Square (PLS). The research
results found that effort expectancy has a positive and significant effect on behavioral intention. Performance expectancy
Negative has no significant effect on behavioral intention. Effort expectancy has a positive and significant effect on satisfaction.
Perceived enjoyment has a positive and significant effect on satisfaction. Performance expectancy Positive has no significant
effect on satisfaction. Satisfaction has a positive and significant effect on behavioral intention. Perceived enjoyment has a
positive and significant effect on effort expectancy. Perceived enjoyment has a positive and significant effect on performance
expectancy. Effort expectancy has a positive and significant effect on behavioral intention with satisfaction as an intervening
variable. Performance expectancy Positive has no significant effect on behavioral intention with satisfaction as an intervening
variable
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I. INTRODUCTION

Rapid technological developments affect the foundations of the economy, changing the transaction patterns of society,
both individuals and corporations. Technology also has an important role with the emergence of new innovations in the financial
sector which periodically replace the role of cash as a transaction tool with digital financial transactions. Digital financial
transactions are increasingly in demand in the financial sector and have high potential to replace cash and become the most
effective way to complete transactions quickly (Audina, et al.,, 2021). Currently, the use of e-wallets based on non-cash
transactions is growing due to the ease and practicality of transactions (starting from simple, time efficient, lots of promos
offered, no need to go to the bank, and safe) offered by digital wallet service providers (Pasaribu, 2020).

E-wallet or electronic wallet is a digital payment tool that uses server-based electronic media. In general, e-wallets are
server-based applications and the process of using them requires a prior connection with the issuer (Mulyana & Wijaya, 2018).
E-wallet is a software implementation that allows users to store money digitally, digital payments, and various types of cashless
transactions. E-wallets have been described as a way to pay for things with a device such as a computer or smartphone. E-
wallets can take the function of a physical wallet, with all its contents and behavior, and integrate it into a digital device (Hidayat
et al., 2020).
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Hasya (2022) in an article he wrote, the well-known consumer survey institute Populix stated that Indonesia is a mature
market for digital financial services, because the majority of the population still does not have a bank account. Populix surveyed
1,000 Indonesians using an online panel to learn more about their opinions, habits and preferences for digital financial services,
especially banking and e-wallet applications. Data from the e-wallet survey found that the top 10 e-wallets most frequently used
by people were Gopay (88 percent), Dana (83 percent), Ovo (79 percent), ShopeePay (76 percent), LinkAja (30 percent), iSaku (7
percent), Octo Mobile (5 percent), Doku (4 percent), Sakuku (3 percent), and JakOne Mobile (2 percent).

Service E-Wallet is an electronic money service or digital wallet whose use is determined by behavioral intention use.
Behavioral intention is a person's intention to start using a system. The use of a system is influenced by the intention to use it
(Bashir, 2020). Unified Theory of Acceptance and Use of Technology (UTAUT) is a model designed to analyze the use and
acceptance of a technology developed by Venkatesh et al. in 2003. UTAUT aims to understand how users react to the
introduction of new technology. User reactions and perceptions will have an influence on their attitude towards accepting the
technology (Novianti, 2019). The UTAUT model is composed of four constructs which are considered to be the main factors that
have a significant influence on behavioral intention and also information technology use behavior, two of which are
performance expectancy and effort expectancy. The UTAUT model is considered a suitable model to explain the behavior of
using information systems that have a technological basis. According to the UTAUT model, there are determining factors that
have a role as the basis for attitudes in using the system which ultimately determine a person's interest in using the information
system and then influence the direct use of the existing information system (Setyorini & Meiranto, 2021).

In many studies using the UTAUT model, the effort expectancy and performance expectancy factors have been proven
to have a significant impact on behavioral intention. Effort expectancy has a significant effect on behavioral intention (Chao,
2019). Effort expectancy positive and significant effect on behavioral intention (Novianti, 2019). Effort expectancy significant
positive effect on intention (Limna et al., 2022). Furthermore, performance expectancy has a significant positive effect on
behavioral intention. This shows that Users have believed that if they use the system, they can be more efficient and the system
has an important place to complete their work quickly (Ayaz & Yanartas, 2020). Performance expectancy has a significant
positive effect on behavioral intention (Bashir, 2020;Hidayati & Ramdhani, 2020). Performance expectancy has a significant
effect on behavioral intention (Chao, 2019;Handayani & Sudiana, 2015).

Besides that Caruana et al.,, (2016) argue that behavioral intention can be linked to user satisfaction. They state that
satisfaction is similar to attitude, and can be assessed as the sum of satisfaction with various attributes of a product or service.
However, attitude can be a pre-decision construct, and satisfaction is a post-decision experience construct. Furthermore E. Koh
et al., (2010) emphasized that performance expectancy, social influence, and effort expectancy drive satisfaction. This
relationship is in accordance with the UTAUT model (Venkatesh et al in Wibowo, 2017). Satisfaction is an important factor for
predicting an individual's behavioral intention to adopt an information system or information technology (Chao, 2019). From the
perspective of the information system success model, user satisfaction can significantly influence an individual's behavioral
intention to use a particular system (DeLone & McLean, 2016). Satisfaction has a significant effect on behavioral intention (Chao,
2019). Users Satisfaction has a significant positive effect on intention (Limna et al., 2022).

Satisfaction is an important factor for predicting individual behavioral intentions to adopt information systems or
information technology (Chao, 2019). One of the factors that influences satisfaction is effort expectancy. Effort expectancy is
one of the constructs in the Unified Theory of Acceptance and Use of Technology (UTAUT) model (Setyorini & Meiranto, 2021).
UTAUT is a model designed to analyze the use and acceptance of a technology developed by Venkatesh et al. in 2003 (Setyorini
& Meiranto, 2021). UTAUT aims to understand how users react to the introduction of new technology. User reactions and
perceptions will have an influence on their attitude towards accepting the technology (Novianti, 2019).

Effort expectancy has been introduced in the UTAUT model, and is an important predictor of technology
acceptance(Chao, 2019). Effort expectancy is used to measure the ease of use of the system (Novianti, 2019). Effort expectancy
is related to TRA and TPB which are the basis of this research because according to this theory a person's expectations appear as
a form of belief which is shown through attitudes. The level of convenience of information technology can generate interest in
individuals because the system is considered to have uses and benefits so that it will create a feeling of comfort when working
using the system (Setyorini & Meiranto, 2021).

Another factor that influences satisfaction is perceived enjoyment. Perceived enjoyment occurs because of the
emotional reactions felt by users which are caused by environmental conditions when playing the application. This reaction
creates the perception that using the application is fun, creates a feeling of satisfaction and happiness, and also triggers a feeling
of comfort, so that this emotional condition will stimulate a person's interest in continuing to play the application (Bongso &
Dewi, 2021). Perceived enjoyment has a positive and significant effect on customer satisfaction. This means that the better the
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perceived enjoyment, the more customer satisfaction will increase (Oktarini & Wardana, 2018). When consumers feel
enjoyment by using a mobile application, consumers are intrinsically rewarded and therefore feel satisfied (Damanik et al., 2022).

However, perceived enjoyment also influences Effort expectancy and performance expectancy. Perceived enjoyment is
a feeling that reflects the extent to which individuals experience pleasure or excitement when they interact with information
technology (Avornyo et al., 2019). Several previous studies have stated that the hedonic value of innovative services such as
perceived enjoyment is the main predictor of consumer behavior (Park, 2020). Meanwhile, effort expectancy is the level felt by
users in using technology and can reduce a person's energy and time in doing work and there are several combinations of
variables from effort expectancy as follows: perceived ease of use, complexity, ease of use (Wilfan & Martini, 2021). Effort
expectancy is the level of expectation of ease in using the application (Hidayati & Ramdhani, 2020). Meanwhile, performance
expectancy is the extent to which an individual believes that using the system will help him to achieve benefits in job
performance and is the strongest predictor of intention. Performance expectations relate to perceived usefulness in TAM, the
extent to which individuals believe the system will help them do their jobs better (Oye et al., 2014).Perceived enjoyment has a
significant effect on effort expectancy and perceived enjoyment has a significant effect on performance expectancy (Chao, 2019).

The next thing that influences it satisfaction is performance expectancy is the extent to which an individual believes
that using the system will help him to achieve gains in job performance and is the strongest predictor of intention. Performance
expectations relate to perceived usefulness in TAM, the extent to which individuals believe the system will help them do their
jobs better (Oye et al., 2014). Performance expectations, social influence, and effort expectancy drives satisfaction(E. Koh et al.,
2010). This relationship is in accordance with the UTAUT model (Venkatesh et al in Wibowo, 2017).

Padang City is one of the areas in West Sumatra that contributes to electronic money transactions, one of which comes
from e-wallets. Next, of the many e-wallets in Indonesia, ShopeePay, GoPay and Dana are interesting e-wallets to discuss in
Padang City. This is because these three e-wallets are e-wallets that are widely used by the millennial generation. ShopeePay is
part of SeaMoney, the fintech division of the Sea Group which owns the orange-hued marketplace Shopee (Dewi, 2022). The
Shopeepay feature has been operating within the Shopee application since January 2019 (Kumparan.com, 2019).Meanwhile,
GoPay is an electronic money product made by PT Dompet Anak Bangsa which is under the auspices of PT Solusi Karya Anak
Bangsa which has a transportation application service, Gojek. Gojek first introduced the Go-Pay digital payment service in April
2016 (Kompas.com, 2017). Meanwhile, DANA, which was officially launched on November 5 2018, is a digital payment startup
from Indonesia. DANA was developed by PT Espay Debit Indonesia Koe and received financial support from PT Elang Sejahtera
Mandiri, a subsidiary of PT Elang Mahkota Teknologi (Emtek) as the main investor.

Based on information obtained from the mediakonsumen.com page in May 2023, information was obtained that
several consumer complaints regarding the use of ShopeePay, GoPay and Dana e-wallet services were for ShopeePay transfers
from ShopeePay to banking accounts that ended in failure, consumers also experienced problems topping up using bank
accounts. and disbursement of old pending shopee partner balances. Meanwhile, for using GoPay, the GoPay account was
blocked unilaterally on charges of carrying out suspicious activities. Complaints about incorrectly charging GoPay to numbers
registered with Gojek which had been forfeited were not responded to by Gojek. Meanwhile, the use of the funds application
means that sometimes the money transfer process is processed slowly, the funds often have errors and bugs in the system,
customer service is slow in handling complaints, and is vulnerable to theft of funds by hackers.

Based on a survey in early December 2022 of 30 ShopeePay e-wallet service users in the city of Padang, problems with
using the ShopeePay, Go Pay and Dana e-wallet services related to performance expectancy, satisfaction and behavioral
intention are 48.3 for e-wallet service users in the city of Padang. % did not feel that the service they received met the desired
performance expectations, 57.8% were not satisfied with using the service and 54.4% did not intend to use e-wallet services.
This is due to the problem of topping up balances where not everyone who has an account can use the service. This is because
not all users can top up funds easily unless they have supporting facilities such as using a mobile banking application from a
banking account used on a smartphone that has been integrated with the e-wallet service. Then topping up funds using Partners
is also quite difficult for users because they have to go to that place. Likewise, with the QR Code Scan facility, users must also go
to merchants who collaborate with the e-wallet service as partners to take advantage of the Top Up services provided. Apart
from that, all transactions that can be carried out with the three e-wallet services are only with all partner services or Business
Partners connected to the e-wallet service. Then some users also have difficulty updating status to utilize all services, apart from
that, frequent application errors also reduce satisfaction, as does the system being busy so it cannot carry out transactions on
the application.

Then, in terms of perceived enjoyment, 55% of e-wallet service users in the city of Padang do not get enjoyment from
using e-wallet services. Furthermore, for business effort expectancy, 56.7% of users stated that their effort expectations in using
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e-wallet funds services were not as expected. This is because sometimes the application has errors, the transfer process takes a
long time, then some transactions with collaborating merchants cannot be processed, or the system is busy. Apart from that,
users also have difficulty updating their status to premium so they can take advantage of other services offered by the fund
application.

Previous research discussing Determining factors for behavioral intention to use applications using the UTAUT model
using the variables effort expectancy, perceived enjoyment, performance expectancy, satisfaction and behavioral intention have
been widely used and proven. Chao (2019) found that effort expectancy, performance expectancy and satisfaction have a
significant effect on behavioral intention. Then effort expectancy and performance expectancy have a significant effect on
satisfaction. Apart from that, perceived enjoyment has a significant effect on satisfaction, effort expectancy and performance
expectancy. Limna et al, (2022) found that performance expectancy has a significant positive effect on user satisfaction and
intention. then effort expectancy has a significant positive effect on user satisfaction and intention. Apart from that, users
satisfaction has a significant positive effect on intention, and users satisfaction has a significant effect as a mediating variable
between performance expectancy and effort expectancy on intention.

Other research finds that effort expectancy has a positive and significant effect on behavioral intention (Novianti,
2019).However, there are also those who find that Effort Expectancy has an insignificant positive effect on behavioral intention
(Bashir, 2020;Ayaz & Yanartas, 2020;Hidayati & Ramdhani, 2020). Effort Expectancy does not have a significant effect on
Behavioral Intention (Hasan & Permana, 2021;Wilfan & Martini, 2021;Handayani & Sudiana, 2015;Setyorini & Meiranto, 2021).
Apart from that, Effort Expectancy has a positive and significant effect onUser Satisfaction (Novianti, 2019), Effort expectancy
has a significant effect on user satisfaction (Wibowo, 2017;Hutabarat & Jambi, 2020)

Meanwhile, performance expectancy has a significant positive effect on behavioral intention (Bashir, 2020;Ayaz &
Yanartas, 2020;Hidayati & Ramdhani, 2020). performance expectancy has a significant effect on behavioral intention (Hasan &
Permana, 2021;Handayani & Sudiana, 2015). However, there are also those who find that performance expectancy has no effect
on behavioral intention (Wilfan & Martini, 2021;Setyorini & Meiranto, 2021). Apart from that, performance expectancy has a
significant effect on user satisfaction (Wibowo, 2017). However, there are also those who find that Performance Expectancy
does not have a significant effect on user satisfaction (Hutabarat & Jambi, 2020). Performance Expectancy, Effort Expectancy
partially do not have a significant effect on E-satisfaction (Agustina & Indriati, 2018).

Then it was also found that Perceived enjoyment had a significant positive effect on Behavioral intention (Tao et al.,
2019). perceived enjoyment has a significant effect on satisfaction. Cahyo et al., (2021). perceived enjoyment has a significant
positive effect on satisfaction (Ashfaq et al., 2019;Damanik et al., 2022). Perceived Enjoyment has a positive and significant
effect on customer satisfaction (Oktarini & Wardana, 2018), and user satisfaction have a significant effect on intention to
use(Hutabarat & Jambi, 2020).User Satisfaction does not have a positive and significant effect on behavioral intention (Novianti,
2019)

Based on this, it appears that there is research that provides insignificant results or in other words there are
inconsistencies between one study and another. Then the object of this research examines users of e-wallet services in the city
of Padang, especially GoPay, ShopeePay and Dana users so that later the results of this research can be generalized to these e-
wallet services. In this regard, researchers are interested in re-examining the determinants of behavioral intention to use
applications with the UTAUT model using the variables effort expectancy, perceived enjoyment, performance expectancy,
satisfaction, and behavioral intention which are combined in a conceptual model with the object of e-wallet service users in the
city of Padang.

Il. LITERATURE REVIEW
UTAUT Model (Unified Theory Of Acceptance And Use Of Technology)

Unified Theory of Acceptance and Use of Technology (UTAUT) is a model designed to analyze the use and acceptance of
a technology developed by Venkatesh et al. in 2003. UTAUT aims to understand how users react to the introduction of new
technology. User reactions and perceptions will have an influence on their attitude towards accepting the technology (Novianti,
2019). Overall, UTAUT was able to explain 70% of the variance in technology use intentions, which is a substantial increase from
the eight models and existences in previous studies. This model describes the factors that influence individual acceptance of
Information Technology (Sukarya et al., 2020).

UTAUT is a critical model for studying individual behavioral intentions (Wei et al., 2021). The idea of creating UTAUT
was to combine different theories and research on individual acceptance of information technology into a unified theoretical
model. Eight different models of determinants of information technology intention and use were compared, and conceptual and
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empirical similarities between these models were used to develop UTAUT (Tan, 2013). UTAUT was developed as a review and
consolidation of eight research models that had previously been carried out (Iriani et al., 2014). UTAUT was developed through
studies carried out on eight models/theories of technology acceptance/adoption that are widely used in previous information
systems research, including (TRA, TAM, MM, TPB, TAM + TPB, MPCU, IDT, and SCT) (Sukarya et al., 2020).

The UTAUT model is composed of four constructs which are considered to be the main factors that have a significant
influence on behavioral intention and also information technology use behavior, namely performance expectancy and effort
expectancy variables, social influence and facilitating conditions. The UTAUT model is considered a suitable model to explain the
behavior of using information systems that have a technological basis. According to the UTAUT model, there are determining
factors that have a role as the basis for attitudes in using the system which ultimately determine a person's interest in using the
information system and then influence the direct use of the existing information system (Setyorini & Meiranto, 2021).

Apart from that Caruana et al., (2016)argue that behavioral intention can be linked to user satisfaction. They state that
satisfaction is similar to attitude, and can be assessed as the sum of satisfaction with various attributes of a product or service.
However, attitude can be a pre-decision construct, and satisfaction is a post-decision experience construct. Furthermore E. Koh
et al., (2010)emphasized that performance expectancy, social influence, and effort expectancy drive satisfaction. This
relationship is in accordance with the UTAUT model (Venkatesh et al in Wibowo, 2017).

Satisfaction and trust are important factors for predicting individual behavioral intentions to adopt information systems
or information technology (Chao, 2019). Where satisfaction is also determined by Perceived enjoyment. Perceived enjoyment
occurs because of the emotional reactions felt by users which are caused by environmental conditions when playing the
application. This reaction creates the perception that using the application is fun, creates a feeling of satisfaction and happiness,
and also triggers a feeling of comfort, so that this emotional condition will stimulate a person's interest in continuing to play the
application (Bongso & Dewi, 2021).

Behavioral intention

Behavioral intention is a person's intention to start using a system. The use of a system is influenced by the intention to
use it. Belief in obtaining rewards due to the use of a system will influence the intention to use the system itself (Bashir, 2020).
Behavioral Intention used to measure the strength of a person's intention to carry out user behavior when using the system
(Novianti, 2019). Behavioral intention directly measures usage behavior and provides an indication of whether someone is
carrying out a certain behavior. Behavioral intention also shows the extent to which a person will use a particular technology in
the future, which shows the desire to use that technology again in the future (Wilfan & Martini, 2021)

Information technology behavioral intention is described as the level of desire or intention of users to use the system
continuously with the assumption that they have access to information. A person will be interested in using a new information
technology if the user believes that using the information technology will improve his performance, using information
technology can be done easily and the user will be influenced by the surrounding environment in using the information
technology.

Behavioral intention can also be defined as a measure of how hard people are willing to try and how much effort they
intend to put into performing a particular behavior. Behavioral intention reflects an individual's willingness and motivation to
carry out behavior, and confirms the existence of a relationship between individual intentions and actual behavior (Sun & Gao,
2019). Additionally, behavioral intention refers to a decision or action that a person intends to take, regardless of whether they
want to acquire a particular product or not (Hing & Vui, 2021).

Satisfaction

In simple terms, satisfaction can be interpreted as an effort to fulfill something or make something adequate (Tjiptono,
2014). Consumer satisfaction has become a central point of attention in business and management so that various literature
relating to business and organizational management, both for profit and non-profit, places consumer satisfaction as the main
measure (Sumarwan et al., 2013).

Satisfaction is a person's feeling of pleasure or disappointment that arises from comparing the product's perceived
performance (or results) against their expectations. If performance fails to meet expectations, users will be dissatisfied. If
performance meets expectations, users will be satisfied. If performance exceeds expectations, users will be very satisfied or
happy (Kotler & Keller, 2016). User satisfaction is a feeling of happiness or disappointment that a person has based on a
comparison between the reality obtained and the expectations held by the user. If the goods and services purchased by the user
match the user's expectations then the user is satisfied, and vice versa (Priansa, 2017)
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Satisfaction is defined as the difference between expectations and perceptions of the quality of attributes and
outcomes; Dissatisfaction results from discrepancies between expectations and perceptions. When the services provided by an
organization meet or exceed customer expectations, they are satisfied. As a result, customer satisfaction or user satisfaction will
be related to individual expectations and assessment results, which will lead to organizational success (Chana et al., 2021).
Therefore, user satisfaction refers to an individual user's emotions of pleasure or disappointment resulting from comparing the
perceived results of a product or service with expectations (Siripipatthanakul & SixI-Daniell, 2021). Customer satisfaction can
occur when customers receive high quality service. Thus, to achieve customer satisfaction, companies must provide products or
services of the best quality (Kurniatia, et al., 2021).

Effort Expectancy

Effort expectancy has been introduced in the UTAUT model, and is an important predictor of technology acceptance
(Chao, 2019). Effort expectancy is used to measure the ease of use of the system (Novianti, 2019). Effort expectancy is defined
as the level of ease for users or users in using an information system (Setyorini & Meiranto, 2021). Effort expectancy can also be
interpreted as the level of ease of use of a system so that a person's effort (time and energy) in carrying out activities or work
can be reduced (Jati & Laksito, 2012).

Apart from that, effort expectancy is defined as the extent to which individuals expect the ease of using technology.
The effort expectancy construct in each model is significant, both in the context of voluntary and mandatory use. However, it is
significant only during the first period, and becomes insignificant again over a period of extended and sustained use(Agustina &
Indriati, 2018).

Effort expectancy is the level of ease associated with using the system. Business expectations are related to the
perceived ease of use of TAM, how it makes it easier for an individual to use the system (Oye et al., 2014). Effort expectancy is
the level felt by users in using technology and can reduce a person's energy and time in doing work and there are several
variable combinations of effort expectancy as follows perceived ease of use, complexity, ease of use (Wilfan & Martini, 2021).
Effort expectancy is the level of expectation of ease in using the application (Hidayati & Ramdhani, 2020)

Business expectations are related to TRA and TPB which are the basis of this research because according to this theory a
person's expectations appear as a form of belief which is shown through attitudes. The level of convenience of information
technology can generate interest in individuals because the system is considered to have uses and benefits so that it will create
a feeling of comfort when working using the system (Setyorini & Meiranto, 2021).

Perceived Enjoyment

Perceived enjoymentis a feeling that reflects the degree to which individuals experience pleasure or excitement when
they interact with information technology (Avornyo et al., 2019). Several previous studies have stated that the hedonic value of
innovative services such as perceived enjoyment is the main predictor of consumer behavior (Park, 2020).

Perceived enjoymentis the fundamental intrinsic motivation that determines the extent of enjoyment that can be
obtained from the use of information technology or information systems(Chao, 2019). Perceived enjoyment is a type of need
that is based on the direction of subjective and experiential motivation, which means that consumers will rely on a product or
carry out certain activities to find their needs as a source of joy, self-confidence, imagination or emotional responses and others
(Oktarini & Wardana, 2018)

Perceived enjoyment occurs because of the emotional reactions felt by users caused by environmental conditions when
playing the application. This reaction creates the perception that using the application is fun, creates a feeling of satisfaction and
happiness, and also triggers a feeling of comfort, so that this emotional condition will stimulate a person's interest in continuing
to play the application (Bongso & Dewi, 2021).

Performance Expectancy

Performance expectancy is the level of confidence that a person feels the ease of work because of using a system
(Bashir, 2020). Performance expectancy is the level of confidence a person has in using technology that provides advantages and
benefits for work (Wilfan & Martini, 2021). Apart from that, performance expectancy is the extent to which an individual
believes that using the system will help him to achieve benefits in job performance and is the strongest predictor of intention.
Performance expectations relate to perceived usefulness in TAM, the extent to which individuals believe the system will help
them do their jobs better (Oye et al., 2014)

Performance expectancy refers to the level of confidence that individuals using the system will perform at higher levels.
The influence of performance expectations has been confirmed in both voluntary and mandatory settings and situations with
little experience. However, from a theoretical perspective, performance expectations may differ by gender and age(Ayaz &
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Yanartas, 2020). Performance Expectancy can also be defined as the level of hope for each individual who will use a technology
system to help users improve performance(Agustina & Indriati, 2018).

Performance expectancy is one of the significant determinants of the UTAUT framework (Nillos, 2016). Performance
expectations refer to the extent to which using technology will provide customers with benefits when performing certain
activities (Limna et al., 2022). Performance expectancy is similar to the perceived usefulness variable in the TAM, which has
become the most commonly used instrument to predict technology use (Palau-Saumell et al., 2019). Additionally, performance
expectancy refers to learners' perceptions of how technology enhances their learning performance and provides relative
benefits, similar to perceived usefulness in TAM(Williams et al., 2021)

Ill. RESEARCH METHODS

The type of research used is quantitative research methods(Sugiyono, 2014). The population in this study is all e-wallet service
users in the city of Padang, the exact number of which is unknown.Hair et al., (2010)which states, a study is considered
representative if the number of samples used is as many as the number of indicators multiplied by 5-10 or a minimum of 100
(one hundred) samples or respondents. In this research, the number of indicators is 21, so 21x10 = 210. So the sample is 210 e-
wallet service users in the city of Padang. The sampling technique uses the methodnonprobability sampling method with
purposive sampling technique.Purposive sampling is a technique for selecting a sample from a population based on available
information, so that its representation of the population can be accounted for or this can be referred to as a sampling technique
with certain considerations(Sarwono, 2012).

The sample criteria are as follows users use e-wallets, users have an e-wallet application on the smartphone or Android they
use, users have been using e-wallet for more than 6 months, Users use at least one of the e-wallet services GoPay, ShopeePay
and Dana for payment transactions, Users aged >17 years, this age range was chosen because in general respondents have the
ability to fill out the questionnaire correctly and Domiciled in the city of Padang. Data sources are primary data and secondary
data. Data collection uses a questionnaire. The data analysis method in this research uses SEM-partial least squares(Ghozali,
2014).Next, each variable can be explained as below:

Table 1. Variable Operational Table

Variable Indicator Measurement
Scale

Effort 1. Learning how to use an e-wallet is easy. Likert Scale
expectancy 2. Interaction with e-wallet is clear and understandable. 1-5

3. Consider e-wallet easy to use.

4. It's easy to become proficient in using e-wallet.

5. Find it easy to use e-wallet to make whatever payment transactions you want

(Chao, 2019)

Perceived 1. Feel like using e-wallet is fun. Likert Scale
enjoyment 2. The actual process of using an e-wallet is fun. 1-5

3. Enjoy using e-wallet
(Chao, 2019)
Performance 1. Useful for payment transactions Likert Scale

expectancy 2. Make all payment transactions faster. 1-5
3. Increase the productivity of payment transactions
4. All its features improve the work performance of my payment transactions
(Ayaz & Yanartas, 2020)
Behavioral 1. Intend to continue using e-wallet Likert Scale

intention 2. Using e-wallet for smooth payment transactions 1-5
In the future, we will continue to use e-wallets so that payment transaction
activities continue to be monitored.
4. Using an e-wallet is the right step in monitoring payment transactions
(Bashir, 2020)
Satisfaction 1. Love the service offered Likert Scale

2. Like the design and features offered 1-5
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3. Love the usability it offers
4. love the fun it offers

5. Love the ease of use
(Agustina & Indriati, 2018)

IV. RESEARCH RESULTS AND DISCUSSION

The structural model was evaluated using R-square for the dependent construct, Stone-Geisser Q-Square test for predictive
relevance and t test as well as the significance of the structural path parameter coefficients. In assessing the model with PLS,
start by looking at the R-Square for each dependent latent variable. The interpretation is the same as the interpretation of
regression. Changes in the R-squares value can be used to assess the influence of certain independent latent variables on the
dependent latent variable whether they have a substantive influence(Ghozali, 2014). Based on the results of data processing,
the R-square estimation results were obtained as can be seen in table 2 below:

Table 2. R-square

R Square
Behavioral Intention 0.565
Effort _Expectancy 0.617
Performance Expectancy 0.572
Satisfaction 0.699

Source: Data processing from PLS, 2023

From the results of the R Square value in table 2, it shows that behavioral intention is influenced by effort expectancy,
satisfaction and performance expectancy by 0.565. Furthermore, effort expectancy is influenced by perceived enjoyment by
0.617. Then performance expectancy is influenced by perceived enjoyment by 0.572. Apart from that, satisfaction is influenced
by effort expectancy, perceived enjoyment and performance expectancy of 0.699.

Apart from looking at the R-square value, the PLS model is also evaluated by looking at the Q-square predictive
relevance for the construct model. Q-square measures how well the observed values are generated by the model and also its
parameter estimates. A Q-square value > 0 indicates the model has predictive relevance, conversely if the Q-square value < 0
indicates the model lacks predictive relevance(Ghozali, 2014). The Q-square calculation is done using the formula:

Q2=1-(1-R12)(1-R22)(1-R12)(1-R22)

Q*=1-(1-0.617) (1 -0.572) (1 -0.699) (1 — 0.565)

Q2=0.979

The results above show a predictive — relevance value of 0.979, this value is > 0, so it can be interpreted that 97.9% of
the variation in the exit intention variable is explained by the variables used in the model and 2.1% is explained by other factors
outside the model. With these results, it is concluded that this model has predictive relevance value.

The stability of this estimate was evaluated using a t-test statistic obtained through boostraping. The hypothesis will be accepted
if the t-statistic value exceeds the t table value for a degree of significance of 0.05 of 1.96(Ghozali, 2014). The results of testing
the hypothesis of direct effects and indirect effects are as follows:

Table 3. Hypothesis testing results of direct effect and indirect effect

Original Standard .
Sample L. T Statistics P
Sample Deviation
Mean (M) (|O/STDEV|) Values
(0) (STDEV)
H1  Effort _Expectancy -> Behavioral
. 0.384 0.388 0.084 4,590 0,000
Intention
H2 Performance Expectancy -> Behavioral
. -0.047 -0.046 0.071 0.661 0.509
Intention
H3  Effort _Expectancy -> Satisfaction 0.249 0.247 0.095 2,610 0.009
H4 Perceived Enjoyment -> Satisfaction 0.624 0.627 0.089 7,037 0,000
H5  Performance Expectancy -> Satisfaction 0.002 0.001 0.105 0.023 0.981
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H6 Satisfaction -> Behavioral Intention 0.459 0.449 0.085 5,408 0,000
H7  Perceived Enjoyment -> Effort
0.786 0.782 0.042 18,784 0,000
_Expectancy
H8  Perceived Enjoyment -> Performance
0.756 0.752 0.049 15,483 0,000
Expectancy
H9  Effort _Expectancy -> Satisfaction ->
. . 0.114 0.111 0.049 2,314 0.021
Behavioral Intention
H10 Performance Expectancy -> Satisfaction ->
0.001 0,000 0.048 0.024 0.981

Behavioral Intention

source: Data processing with PLS, 2023

The Effect of Effort Expectancy on Behavioral Intention

The results of testing the first hypothesis show that the original sample effort expectancy value for behavioral intention
is positive at 0.384 with a T-statistic test value > 1.96, namely 4.590 and a sig of 0.000 < 0.05. Based on the results, it can be
concluded that effort expectancy has a positive and significant effect on behavioral intention to use e-wallet services. This shows
that the better the effort expectancy, the greater the behavioral intention to use e-wallet services.

This indicates that when user e-wallet services in the city of Padang have a good effort expectancy assessment in using
e-wallet services both in terms of learning how to use e-wallets is easy, then interactions with e-wallets are clear and
understandable and consider e-wallets easy to use, Easy for them to be proficient in using e-wallets and find it easy to use e-
wallets to make whatever payment transactions they want, all of these things influence their behavioral intention to use e-
wallet services.

User e-wallet services in the city of Padang generally range from 23 to 28 years old as many as 87 people (41.4%) and
ages range from 17 to 22 years as many as 76 people (36.2%). This indicates that at the age of 17 to 28 years, respondents are
teenagers and young adults who have a variety of activities that require e-wallet services for practical payment transaction
activities without experiencing difficulties, where when making payments using e-wallet you can get convenience because of the
application. Some of these e-wallets are connected to e-commerce for online shopping with the benefit that if you pay using an
e-wallet you get free shipping or cashback, apart from that it is also connected to transportation services, can also be used to
send money, and facilitate payments using QR code at the shop that collaborates with the e-wallet merchant.

The UTAUT model is composed of four constructs which are considered to be the main factors that have a significant
influence on behavioral intention and also information technology use behavior, one of which is effort expectancy (Setyorini &
Meiranto, 2021). The results of this study are consistent with several research results which found that effort expectancy has a
significant effect on behavioral intention (Chao, 2019). Effort expectancy positive and significant effect on behavioral intention
(Novianti, 2019). Effort expectancy significant positive effect on intention (Limna et al., 2022).

The Effect of Performance Expectancy on Behavioral Intention

The results of testing the second hypothesis show that the original sample performance expectancy value for behavioral
intention is negative at -0.047 with a T-statistic test value < 1.96, namely 0.661 and a sig of 0.509 > 0.05. Based on the results, it
can be concluded that performance expectancy negative has no significant effect on behavioral intention to use e-wallet
services. This shows that performance expectancy does not contribute to the user's behavioral intention to use the service e-
wallet.

This indicates that users of e-wallet services in the city of Padang do not feel that using e-wallet services will help their
payment transactions, because everye-wallet services can only be used on condition that they comply with the required
payment transaction requirements. Where to take advantage of the use of e-wallet services for payment transactions they
mustFirst register to activate the service and each e-wallet can only be used for payment transactions whose payment
merchants collaborate with the e-wallet, so that users can only use e-wallet services based on the e-wallet usage function
offered by the e-wallet. -wallet, so that the limited usage function based on the features offered by e-wallet means that some
users cannot make transactions more quickly and also increase the productivity of their payment transactions and work
performance of payment transactions, so that all of these things do not affect the behavioral intention to use e-wallet services .

Performance expectancy means that users prefer the system because of its usability, because it makes business faster,
increases productivity and is generally useful in carrying out their tasks (Ayaz & Yanartas, 2020). The results of this study are
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consistent with the research results Wilfan & Martini (2021) and Setyorini & Meiranto (2021) which foundperformance
expectationsNosignificant effect on behavioral intention.
The Effect of Effort Expectancy on Satisfaction

The results of testing the third hypothesis show that the original sample effort expectancy value for satisfaction is
positive at 0.249 with a T-statistic test value > 1.96, namely 2.610 and a sig of 0.009 < 0.05. Based on the results, it can be
concluded that effort expectancy has a positive and significant effect on satisfaction with using e-wallet services. This shows that
effort expectancy is something that influences satisfaction with using e-wallet services, where the better the effort expectancy,
the greater the satisfaction with using e-wallet services.

This indicates that users of e-wallet services in the city of Padang feel that their effort expectancy in using e-wallet
services is determined by the ease with which they learn how to use e-wallets, then also interactions with e-wallets are clear
and understandable, and consider e-wallet The wallet is easy to use and also easy for users to become proficient in using e-
wallets. Apart from that, users find it easy to use e-wallets to make whatever payment transactions they want. Furthermore, by
fulfilling all of these things, the effort expectancy of using e-wallet services will influence satisfaction with using e-wallet
services.

Effort expectancy has been introduced in the UTAUT model, and is an important predictor of technology
acceptance(Chao, 2019). Effort expectancy is used to measure the ease of use of the system (Novianti, 2019). Effort expectancy
is the level felt by users in using technology and can reduce a person's energy and time in doing work and there are several
variable combinations of effort expectancy as follows perceived ease of use, complexity, ease of use (Wilfan & Martini, 2021).
Effort expectancy is the level of expectation of ease in using the application (Hidayati & Ramdhani, 2020).

Business expectations are related to TRA and TPB which are the basis of this research because according to this theory a
person's expectations appear as a form of belief which is shown through attitudes. The level of convenience of information
technology can generate interest in individuals because the system is considered to have uses and benefits so that it will create
a feeling of comfort when working using the system (Setyorini & Meiranto, 2021). The results of this study are consistent with
the results of research which found effort expectancy had a significant effect on Satisfaction(Chao, 2019).

The Effect of Perceived Enjoyment on Satisfaction

The results of testing the fourth hypothesis show that the original sample value of perceived enjoyment towards
satisfaction is positive at 0.624 with a T-statistic test value > 1.96, namely 7.037 and sig 0.000 < 0.05. Based on the results, it can
be concluded that perceived enjoyment has a positive and significant effect on satisfaction with using e-wallet services. This
shows that perceived enjoyment is something that influences satisfaction with using e-wallet services, where the better the
perceived enjoyment, the greater the satisfaction with using e-wallet services.

This indicates thatUsers of e-wallet services in the city of Padang feel perceived enjoyment as seen from the feeling of
using it being fun, as well as the process of using it being fun and the pleasure of using it influencing satisfaction with using e-
wallet services. This is because when using e-wallet services they expect satisfaction in the form of liking the services offered,
liking the design and features offered, liking the usability offered, liking the pleasure offered and liking the ease of use.

Perceived enjoyment occurs because of the emotional reaction felt by the user which is caused by environmental
conditions when playing the application. This reaction creates the perception that using the application is fun, creates a feeling
of satisfaction and happiness, and also triggers a feeling of comfort, so that this emotional condition will stimulate a person's
interest in continuing to play the application (Bongso & Dewi, 2021).

The results of this research are consistent with several research results which found that Perceived enjoyment had a
significant effect on Satisfaction (Chao, 2019). Perceived enjoyment has a positive and significant effect on customer satisfaction.
This means that the better the perceived enjoyment, the more customer satisfaction will increase (Oktarini & Wardana, 2018).
There is a positive and significant influence between perceived enjoyment and satisfaction (Damanik et al., 2022). Perceived
enjoyment is a feeling that reflects the extent to which individuals experience pleasure or excitement when they interact with
information technology (Avornyo et al., 2019). When consumers feel enjoyment by using a mobile application, consumers are
intrinsically rewarded and therefore feel satisfied (Damanik et al., 2022)

The Effect of Performance Expectancy on Satisfaction

The results of testing the fifth hypothesis show that the original sample performance expectancy value for satisfaction
is positive at 0.002 with a T-statistic test value < 1.96, namely 0.023 and a sig of 0.981 > 0.05. Based on the results, it can be
concluded that performance expectancy positive has no significant effect on satisfaction with using e-wallet services. This shows
that performance expectancy does not contribute to satisfaction with using e-wallet services.
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Reason performance expectancy does not contribute to satisfaction The use of e-wallet services is because not all e-
wallet uses can be used for payment transactions at once, this is because each e-wallet service has a usage function according to
the merchant that collaborates with the e-wallet, for example ShopeePay is a digital wallet service offered by Shopee. This
service can only be used for online transactions on the Shopee application or website as well as offline transactions with
Merchants who accept payments via QRIS and ShopeePay. Likewise with GoPay which is an electronic money product made by
PT Dompet Anak Bangsa which is under the auspices of PT Application Karya Anak Bangsa which has the Gojek transportation
application service. Go Pay can only be used to pay for all types of Golek services cashless or non-cash as well as online shopping
payments on Tokopedia which collaborates with Golek. This results in not all payment transactions being carried out quickly
because it depends on the usage features offered by the e-wallet service so it does not affect satisfaction with using the e-wallet
service.

Performance expectancy relates to perceived usefulness in TAM, the extent to which individuals believe the system will
help them do their jobs better (Oye et al., 2014).The results of this study are consistent with several research results which
found that performance expectancy partially had no significant effect on e-satisfaction(Agustina & Indriati, 2018). Performance
Expectancy has no significant effect on satisfaction (Hutabarat & Jambi, 2020)

The Effect of Satisfaction on Behavioral Intention

The results of testing the sixth hypothesis show that the original sample satisfaction value for behavioral intention is
positive at 0.459 with a T-statistic test value > 1.96, namely 5.408 and a sig of 0.000 < 0.05. Based on the results, it can be
concluded that satisfaction has a positive and significant effect on behavioral intention to use e-wallet services. This shows that
satisfaction is something that influences behavioral intention to use e-wallet services, where the better the satisfaction, the
greater the behavioral intention to use e-wallet services.

This indicates that users of e-wallet services in the city of Padang feel that their satisfaction in using e-wallet services is
determined by their liking for the services offered, the design and features offered, the usability offered and the pleasure
offered as well as ease of use e-wallet. Furthermore, by fulfilling all of these things, satisfaction with using e-wallet services will
influence behavioral intention to use e-wallet services.

Satisfaction is defined as the difference between expectations and perceptions of the quality of attributes and
outcomes; Dissatisfaction results from discrepancies between expectations and perceptions. When the services provided by an
organization meet or exceed customer expectations, they are satisfied. As a result, customer satisfaction or user satisfaction will
be related to individual expectations and assessment results, which will lead to organizational success(Chana et al., 2021).

Where as behavioral intention is a person's intention to start using a system. The use of a system is influenced by the
intention to use it. Belief in obtaining rewards due to the use of a system will influence the intention to use the system
itself(Bashir, 2020).

Satisfaction is an important factor for predicting an individual's behavioral intention to adopt an information system or
information technology(Chao, 2019). From the perspective of the information system success model, user satisfaction can
significantly influence an individual's behavioral intention to use a particular system (DeLone & McLean, 2016). The results of
this study are consistent with several research results which state that satisfaction has a significant effect on behavioral
intention(Chao, 2019). Satisfaction has a significant positive effect on intention (Limna et al., 2022)

The Effect of Perceived Enjoyment on Effort Expectancy and Performance Expectancy

The results of testing the seventh hypothesis show that the original sample value of perceived enjoyment of effort
expectancy is positive at 0.786 with a T-statistic test value > 1.96, namely 18.784 and sig 0.000 < 0.05. The results of testing the
eighth hypothesis show that the original sample value of perceived enjoyment of performance expectancy is positive at 0.756
with a T-statistic test value > 1.96, namely 15.483 and sig 0.000 < 0.05.

Based on the results of testing the seventh and eighth hypotheses, it can be concluded that perceived enjoyment has a
positive and significant effect on effort expectancy and performance expectancy in using e-wallet services. This shows that
perceived enjoyment is something that influences effort expectancy and performance expectancy in using e-wallet services,
where the better the perceived enjoyment, the greater the effort expectancy and performance expectancy in using e-wallet
services.

Perceived enjoyment is a feeling that reflects the degree to which individuals experience pleasure or excitement when
they interact with information technology (Avornyo et al., 2019). Several previous studies have stated that the hedonic value of
innovative services such as perceived enjoyment is the main predictor of consumer behavior (Park, 2020).
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This indicates thate-wallet service users in the city of Padang feel that their effort expectancy and performance
expectancy regarding the use of e-wallet services is determined by the perceived enjoyment they get when using e-wallet
services. This is because the use of e-wallet services is expected to provide them with a pleasant feeling, as well as the process
and use of it, which influences the effort expectancy and performance expectancy of using e-wallet services.

Effort expectancy is the level felt by users in using technology and can reduce a person's energy and time in doing work
and there are several variable combinations of effort expectancy as follows perceived ease of use, complexity, ease of use
(Wilfan & Martini, 2021). Effort expectancy is the level of expectation of ease in using the application (Hidayati & Ramdhani,
2020). Meanwhile, performance expectancy is the extent to which an individual believes that using the system will help him to
achieve benefits in job performance and is the strongest predictor of intention. Performance expectations relate to perceived
usefulness in TAM, the extent to which individuals believe the system will help them do their jobs better (Oye et al., 2014).

The results of this research are consistent with research results which state that perceived enjoyment has a significant
effect on effort expectancy and perceived enjoyment has a significant effect on performance expectancy(Chao, 2019).

The Effect of Effort Expectancy on Behavioral Intention with Satisfaction as an intervening variable

The results of testing the ninth hypothesis show that the original sample value of the influence of effort expectancy on
behavioral intention with satisfaction as an intervening variable has a positive value of 0.114 with a T-statistic test value > 1.96,
namely 2.314 and a sig of 0.021 < 0.05. Based on the results of testing the ninth hypothesis, effort expectancy has a positive and
significant effect on behavioral intention with satisfaction as an intervening variable. This shows that satisfaction as an
intervening variable can mediate the influence of effort expectancy on behavioral intention to use e-wallet services among e-
wallet service users, where if effort expectancy increases, it will automatically increase satisfaction, then satisfaction will also
increase behavioral intention to use e-wallet services. wallets.

This indicates that the user's effort expectancy when using e-wallet services will influence satisfaction with using e-
wallet services which has an impact on the user's behavioral intention. Effort expectancy in using e-wallet services is seen in
terms of the ease of learning how to use the e-wallet, then also the interaction with the e-wallet is clear and understandable,
considering the e-wallet is easy to use and also easy for users to become proficient in using the e-wallet. Apart from that, users
find it easy to use e-wallets to make whatever payment transactions they want.

Effort expectancy is the level of expectation of ease in using the application (Hidayati & Ramdhani, 2020). The more
effort expectancy received in using e-wallet services, the greater the satisfaction with using e-wallet services, so that it will have
an impact on the behavioral intention to use e-wallet services which can be seen from the intention to continue using, then
using E-wallet for smooth running. payment transactions, and in the future we will continue to use E-wallet so that payment
transaction activity continues to be monitored and we feel that using E-wallet is the right step in monitoring payment
transactions.

Behavioral intention is a person's intention to start using a system. The use of a system is influenced by the intention to
use it. Belief in obtaining rewards due to the use of a system will influence the intention to use the system itself(Bashir, 2020).
Behavioral intention directly measures usage behavior and provides an indication of whether someone is carrying out a certain
behavior (Wilfan & Martini, 2021).The results of this research are consistent with the results of research which states that
satisfaction has a significant effect as a mediating variable between effort expectancy and intention (Limna et al., 2022).

The Effect of Performance Expectancy on Behavioral Intention with Satisfaction as an intervening variable

The results of testing the tenth hypothesis show that the original sample value of the influence of performance
expectancy on behavioral intention with satisfaction as an intervening variable has a positive value of 0.001 with a T-statistic test
value < 1.96, namely 0.024 and a sig of 0.981 > 0.05. Based on the results of testing the tenth hypothesis, performance
expectancy positive has no significant effect on behavioral intention with satisfaction as an intervening variable. This shows that
satisfaction as an intervening variable cannot mediate the influence of performance expectancy on behavioral intention to use
e-wallet services among e-wallet service users, due to the feeling of liking the service offered, the design and features offered,
the usefulness offered and the pleasure it provides. offered as well as ease of use e-wallet is not something that e-wallet users
consider becoming internal intermediaries increase behavioral intention to use e-wallet services.

Satisfaction is an important factor for predicting an individual's behavioral intention to adopt an information system or
information technology(Chao, 2019).Reason satisfaction cannot be an intermediary The influence between performance
expectancy on behavioral intention to use e-wallet services is because users when using e-wallet services consider the function
of using the e-wallet service itself, because each e-wallet can only carry out the usage function according to the merchant with
whom it collaborates so that satisfaction not an intermediary in using the service e-wallet. Additionally users will use the service
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e-wallet offline when available merchants who providespayment facility using e-wallet, because each merchant must have a QR
Code which can be scanned using the e-wallet QR code so that users can make payment transactions.

Performance expectancy relates to perceived usefulness in TAM, the extent to which individuals believe the system will
help them do their jobs better(Oye et al., 2014).The results of this study are not consistent with the results of research which
states that satisfaction has a significant effect as a mediating variable between performance expectancy and intention (Limna et
al., 2022).

V. CONCLUSION
Based on the research results, the results obtained are summarized as follows:

1. Effort expectancy has a positive and significant effect on behavioral intention to use e-wallet services
Performance expectancy negative has no significant effect on behavioral intention to use e-wallet services
Effort expectancy has a positive and significant effect on satisfaction with using e-wallet services
Perceived enjoyment has a positive and significant effect on satisfaction with using e-wallet services
Performance expectancy positive has no significant effect on satisfaction with using e-wallet services
Satisfaction has a positive and significant effect on behavioral intention to use e-wallet services
Perceived enjoyment has a positive and significant effect on effort expectancy in using e-wallet services
Perceived enjoyment has a positive and significant effect on performance expectancy in using e-wallet services

L O N R WN

Effort expectancy has a positive and significant effect on behavioral intention with satisfaction as an intervening
variable.

=
o

. Performance expectancy positive has no significant effect on behavioral intention with satisfaction as an intervening
variable

Some things we can recommend are:

1. E-wallet companies are advised to be able to increase effort expectancy which is defined as the level of ease for users
or users in using the information system. This is because there are still consumers who state that e-wallet interactions
are unclear and cannot be understood and think that e-wallets are not easy to use, nor is it easy for them to use e-
wallets to make whatever payment transactions they want. The reason is that for certain transactions sometimes the
transaction cannot be processed. Apart from that, users also have difficulty updating their status so they can take
advantage of other services offered by the application. This can be done by providing a guide to using e-wallet services
as well as explaining the available features to make it easier for users to use.

2. E-wallet companies are advised to increase perceived enjoyment. This is because there are still consumers who state
that the process of using e-wallets is unpleasant. This is because sometimes the application has errors, the transfer
process takes a long time, then some transactions with collaborating merchants cannot be processed, or the system is
busy. This can be done by further improving the service features offered on the e-wallet service so that all the features
offered can provide pleasure when using the e-wallet service as a payment transaction tool.

3. E-wallet companies are advised to increase performance expectancy by further improving the service features offered
on e-wallet services so that all the features offered can be utilized in the city of Padang so as to provide an increase in
users' ability to carry out transactions.

4. E-wallet companies are advised to be able to increase satisfaction so that users want to use e-wallet services by
informing users about the service features offered and how to use e-wallet services as well as guaranteeing the security
of the e-wallet services provided.
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