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Abstract

The adoption of digital wallets has surged over the last few years, and owning a digital wallet account doesn't automatically entail using it for transactions frequently. This research critically examined the factors that block or impede the process of transitioning from digital wallet account ownership to actual use. This study has explored the following aspects: Motives for first-time registration, effects of security and trust, community infrastructure and environmental conditions, and why some don't use it when they sign up. A positivist perspective, a deductive method, along with a quantitative, cross-sectional survey approach, were used. An online questionnaire of 12 closed-ended questions was used to gather primary quantitative data. Subsequently, primary data obtained was collected from a sample of 51 valid respondents. Followed by this, descriptive statistics, reliability analysis, Pearson correlation and multiple regression were used for analysis. 
The results showed that the greater the convenience and the faster the transactions, on the pre-installed applications, incentives and social recommendations were correlated with the initial registration. But transaction fees, merchant acceptance, interface complexity, processing delays, and security concerns posed barriers to making regular use of the service. The overall model was not statistically significant, but the regression model accounted for 25.1% of the variation in the dependent variable. The research findings indicate that digital wallet ownership is not really an indicator of active everyday use, but rather a first step. Trust, reliability, accessibility, ease of use and ongoing utility are three elements that must be combined.
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Glossary

	Term
	Definition

	Digital Wallet
	A digital application or service used to make electronic payments and manage payment activities

	Adoption
	The initial decision to register, install or accept a digital wallet

	Active Usage
	Regular use of a digital wallet for everyday financial transactions

	Adoption–Usage Gap
	The difference between owning/registering a digital wallet and using it regularly

	Continuance Intention
	A user's intention to continue using a digital wallet after initial adoption

	Perceived Usefulness
	The extent to which a digital wallet is considered helpful for making transactions efficiently

	Trust
	A user's confidence that a digital wallet is reliable and secure

	Perceived Security
	A user's perception of how safely financial and personal information is protected

	Facilitating Conditions
	Technological and environmental resources that support digital wallet usage

	User Satisfaction
	A user's overall evaluation of their experience with a digital wallet

	Habit
	Repeated behaviour that makes digital wallet usage more routine or automatic

	Merchant Acceptance
	The extent to which businesses accept digital wallet payments

	Infrastructure Barriers
	Technical problems such as poor internet connectivity, application downtime or network failures that restrict usage

	Transaction Fees
	Charges associated with making digital wallet transactions

	User Experience (UX)
	The overall experience of interacting with a digital wallet, including ease of use and accessibility

	TAM
	Technology Acceptance Model, explaining technology adoption through factors such as usefulness and ease of use

	UTAUT2
	Unified Theory of Acceptance and Use of Technology 2, explaining technology use through behavioural and contextual factors

	ECM
	Expectation Confirmation Model, explaining continued technology use through expectations, usefulness and satisfaction
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Digital wallets are an increasingly integral part of the FinTech and digital payment landscape, enabling consumers to pay and conduct financial transactions via their smartphones and online. Digital payment technology has quickly evolved, and in today's economy, there has been an increase in the ownership of digital wallets. However, owning or registering a digital wallet does not necessarily mean that consumers use it regularly. This gap between account ownership and active use is important to digital wallet providers, digital consumers and researchers. This chapter provides the background, problem statement, significance, scope and the theoretical framework of the study and the structure of the dissertation.
[bookmark: _Toc241148418]1.2 Background of the Study
FinTech's evolution has changed the financial landscape with quicker, more convenient, digital payments. A key innovation in this shift is digital wallets, which enable consumers to make transactions more easily apart from cash and physical payment cards. The continued rise in smartphone usage, connectivity, and contactless payment solutions has contributed to their advancement. Sutticherchart and Rakthin (2023) found that critical factors in digital wallet adoption were technological, consumer and environmental. Technological availability and a mix of pertinent issues were important to adoption, according to their findings. This indicated that insights into consumer behaviour were crucial to explaining the development of digital wallet usage. In addition, there was the issue of technology suitability influencing adoption. Technology-task fit and UTAUT-related factors play a crucial role in the adoption of digital wallets by consumers (Baxi et al. 2024). Consumers perceived a greater acceptance of a digital wallet when the functions offered matched their payment needs and were perceived as having practical value. Thus, perceived usefulness and convenience were the focus points of the adoption process.
The development of digital wallets has also grown in emerging FinTech markets. Kraiwanit et al. (2024) studied the potential for adopting Worldcoin and highlighted the importance of technological and behavioural aspects for consumers' attitudes towards new digital financial technologies. However, initial adoption does not necessarily result in long-term usage. Digital wallet acceptance can also be based on consumers' beliefs and attitudes. Millennials in China have a predictive relationship between their beliefs, attitudes and the adoption of digital wallets (Kiong et al. 2022). Galang and Ramdhan (2023) also discussed e-wallet acceptance by Indonesian students and some factors that affect the level of willingness to use digital wallets as non-cash payment. Furthermore, Bommer et al. (2022) showed the usefulness of UTAUT in understanding e-wallet adoption behaviour by conducting a meta-analysis. Despite the knowledge these studies contributed, some knowledge gaps existed around adoption to use and adoption to continued and active use. Prominent and easy-to-use digital wallets get consumers’ attention, and then they end up paying with other methods. This sets up a difference between having an account and using that technology as part of our normal finances.
[bookmark: _Toc241148419]1.3 Research Problem
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(Source: PR, 2025)
The acceleration of digital wallet adoption confirms the rising significance of digital wallets in the global payment system. By 2025, the number of users is estimated to reach around 4.4 billion, jumping to over 6 billion users by 2030 (JR, 2025). This is a very significant increase in digital wallet ownership and adoption. Payment systems have also seen significant growth in the broader digital payment system. Global Digital Payment spend is forecast to reach USD 33.5 trillion in 2030 (PD, 2025). Likewise, the mobile wallet market grew from $12.85B in 2025 to $104.69B in 2034, exhibiting a CAGR of 26.30%. (PR, 2025). These statistics of ownership do not always reflect regular or long-term use of products despite this rapid expansion. Customers can sign up for cashback or promotional deals, or certain merchants may require it, but may reduce participation thereafter. These may also deter regular transactions due to concerns about security and privacy, merchant acceptance, support systems, convenience, and user experience. The general issue this study tried to solve was the adoption-usage gap. A majority of earlier studies have focused on identifying factors that affect adoption of digital wallets, with comparatively little research attention being paid to the reasons why digital wallet account holders may not actively use their digital wallet (Galang and Ramdhan, 2023). It is, therefore, essential to explore this question to determine if growth in the digital wallet was due to true behavioural adoption or simply to an increase in account ownership.
[bookmark: _Toc241148420]1.4 Research Aim and Objectives
This study aims to critically investigate different factors that prevent or hinder the transition from digital wallet account ownership to active transactional usage among consumers. Following are the research objectives: 
· To determine what motivates or impedes the first signing up to a digital wallet and how the decision to terminate the account affects longer term retention
· To assess how perceived risks and trust create an intention to conduct routine transactions using a digital wallet
· To understand infrastructure constraints that are limiting the active use of digital wallets structurally and due to the environment
· To derive strategic proposals for the FinTech developers and digital payment system for bridging the adoption-usage gap and promoting a long-term customer engagement
[bookmark: _Toc241148421]1.5 Research questions and hypotheses
· What are the main reasons to motivate users to sign up for accounts with digital wallets?
· What role do perceive security risk and trust play in consumers’ adoption of digital wallets for everyday transactions?
· Which factors influence the gap between digital wallet users and people who adopt the new technology but do not actually use it?
Research hypotheses
H0: Infrastructure constraints do not prevent the transition from digital wallet account ownership to active transactional usage among consumers
H1: Infrastructure constraints restrict active usage of digital wallets from digital wallet account ownership
[bookmark: _heading=h.w1owhfqjwezt][bookmark: _Toc241148422]1.6 Significance of the Study
The implications for the digital wallet companies are significant since the lack of use of a digital wallet may provide some insight about how to drive registered users back to the wallet and keep those users on. Fostering trust, security, convenience, infrastructure and user experience, understanding the issues may motivate re-transactions. Furthermore, the research was relevant to consumers as obstacles to continued adoption might encourage improvements to digital wallet reliability, security and convenience. The findings can be used to enhance policies on digital financial inclusion, digital payments, consumer protection and trust for policymakers. Academically, the study was significant in that it was the first to differentiate between digital wallet adoption and active users (Galang and Ramdhan, 2023). Adoption can be defined as acceptance or registration while the usage is defined in the extent of consumer use of digital wallets in daily financial activities. This distinction enabled the examination of the influences impacting continued engagement after ownership has occurred.
[bookmark: _Toc241148423]1.7 Scope of the Study
This study examined consumers who own or have registered a digital wallet and thus have experience using digital payment apps. It focused on the amount of use being made of the digital wallet, not on specific developers' or companies' performance and profits. The research analysed the relationship between the factors of trust, security and privacy risk, perceived usefulness and convenience, facilitating conditions, satisfaction, habit and social influence, with active use of the digital wallet (Baxi et al. 2024). The design of the study was quantitative and cross-sectional, while the data collection technique employed was an online questionnaire using a convenience sampling technique with 51 samples. All the results obtained, therefore, were related to the perceptions and experiences of the selected participants in the research context.
[bookmark: _Toc241148424]1.8 Theoretical Framework
This study was tested with the backing of three complementary theories, which are the Technology Acceptance Model (TAM), the Unified Theory of Acceptance and Use of Technology 2 (UTAUT2), and the Expectation Confirmation Model (ECM). TAM focuses on consumers' acceptance beliefs of technology, such as perceptions of usefulness and ease of use (Rahman et al., 2022). It was important to describe the value of a digital wallet for their payments. UTAUT2 is an extension of technology acceptance research that introduces behavioural and contextual factors. It laid a foundation for analysing social influence, facilitating conditions and habit of using digital wallets theoretically. ECM took a post-adoption angle and talked about the user experience after technology adoption. The need for fulfilment and confirmation of expectations was especially determining in the consumers' decision to return to using digital wallet services (Singh et al. 2026). These theories were then integrated to consider the adoption-usage gap from different angles. The insights obtained from an analysis of the data indicated that perceptions of technology and behavioural influences were better captured in TAM, contextual influences in UTAUT2, and post-adoption and ongoing engagement in ECM.
[bookmark: _Toc241148425]1.9 Methods Used
This research employed the positivist philosophy with the deductive method and analysed the factors that could affect the transition of owning digital wallet into making active use. The quantitative research design, with tractive cross-sectional research approach and the use of online questionnaire by google form was used. A total of 51 valid answers were obtained using convenience sampling. A five-point Likert scale was used to measure the data. Descriptive statistics, Cronbach's alpha reliability testing, Pearson correlation analysis, and multiple regression were used to analyse the collected data. All research procedures followed ethical guidelines, such as respect for informed consent, confidentiality, adult consent and anonymity.
[bookmark: _Toc241148426]1.10 Main Findings
The results revealed that a lack of digital wallet ownership does not correspond to actual use. 90.2% of respondents indicated they had a digital wallet, but only 54.9% said they used it daily. The main factors that impacted adoption include convenience, transaction speed, pre-installed applications, cashback offers and recommendations. However, concerns such as fraud, hacking and illegal access into the system lowered down confidence. Application downtime and unstable internet connectivity, as well as limited merchant acceptance, also placed restrictions on usage. Other obstacles were transaction fees, complicated interfaces and processing delays. Overall, the model was not statistically significant, while the regression model accounted for 25.1% of variance in active usage.
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Digital wallet has transformed the payment industry by providing consumers quick, easy payment solutions with their cell phones and web-enabled devices. There are many digital wallets owned by the registered users after the swift development of technology and a favourable digital financial environment, but not all the registered users are engaged in regular transactional activities on their digital wallets. Digital payment users and providers have always been concerned about there being a discrepancy between account and usage. The chapter reviews the literature on digital wallets and technology adoption and continuance behaviour. 
[bookmark: _Toc241148429]2.2 Digital Wallets and FinTech Innovation
In today's digital world, digital wallets represent notable progress in the way consumers access their finances, and they represent the revolution in financial transactions. It is a digital wallet which is a combo of payment, authentication and financial management capacities that replaces cash and card payments. The financial inclusion and cashless economy initiatives, combined with increasing smart phones usage, improved internet penetration and technological developments, now rely on digital wallets. According to Lakshmanan and Shanmugavel (2025), the digital wallet has been a shining point in improving the access to finance, particularly in this rural setting where the traditional banking systems are still limited. They attributed this to the enhanced digital environment and increased policy support coming from the government. This is the case for most developing markets but generally not applicable in well developed markets with well-established financial service providers. 
Leni et al. (2025) found that in a broader perspective, technological solutions would not be enough to maintain consumer motivation in using digital payment services. In their review, they noted that it has equal parts: behavioural, psychological and environmental, as well as technological accounts of the success of the digital wallet. Similarly, Singh et al. (2026) have reported that transaction efficiency and convenience facilitates initial adoption, whereas repeat transaction value perception facilitates continued use. After registration of the user, positive user experiences are increasingly relevant in this regard. The literature indicates that the rollout of FinTech has resulted in increasing digit wallet adoption, yet technological innovation is not sufficient for continued adoption. In addition to the technical features, components of the UX that can influence the long-term engagement with a user can include contextual factors related to post-use experiences.
[bookmark: _Toc241148430]2.3 Digital Wallet Adoption versus Active Usage
This difference between registration and enactment of the technology has been the subject of growing interest, as it does not mean there is still ongoing use. Active usage refers to making financial transactions regularly over time as the product has evolved, whereas adoption relates to the initial decision to register or install a digital wallet application (Pandian, 2025). The difference comes from the fact that success in the digital payment business needs to be realised through repeat customers, not the number of customers being registered. Previous studies have paid attention mostly to adoption intention and partially to continuance behaviour. Likewise, according to Ahmad and Zulkefley (2025), having a digital wallet account doesn't necessarily equal buying behaviour, as many millennials switch from one payment approach to another. 
However, Candy et al. (2025) suggested that factors that encourage adoption are different from those that contribute to continuance intention, which comes after initial acceptance. The significance of post-adoption behaviour is also supported by studies that explore users' experiences post-adoption. Da Silva Fragata et al. (2025) contended that the process of continued intention is influenced by the user's assessments of actual service performance and not just on the preparation of initial expectations, which goes against technology-centred explanations that address adoption primarily. Similarly, Kumar et al. (2025) discovered that perceived usefulness fosters their continuance intention, but cannot predict long-term usage by itself, since multiple behavioural dynamics would affect their decision. Contextual factors like the COVID-19 situation pushed for the adoption of the technology, but did not necessarily drive ongoing usage (Daragmeh et al. 2021). 
[bookmark: _Toc241148431]2.4 Technology Adoption and Continuance Theories
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(Source: JIEM, 2026)
Technology Acceptance Model (TAM) has been one of the most-used models to date for understanding consumers' acceptance of new technologies. Adoption of technology is postulated to be influenced mainly by perceived usefulness, perceived ease of use, and their respective influence on users' behavioural intentions. In the field of Digital Wallet, TAM has been widely used to account for the reason why people take up mobile payment technologies to start with. It's simple and has demonstrated high predictive power, which led to its use in some technological settings. Pandian (2025) suggested that perceived usefulness is an intrinsic factor determining consumers' intentions to keep using these digital wallets, as users will likely stick with payment apps that enhance efficiency and ease of use. The finding is an improvement on the traditional TAM by adding some other psychological mechanisms to the initial acceptance beyond that. Similarly, Kumar et al. (2025) suggested that perceived usefulness is a mediator between user experiences and continuance intention. Their research says that customers judge on the usefulness they receive during their daily use rather than on the novelty of the technology being used. However, the authors recognised that TAM is not a full account since behavioural intentions are also directly affected by social and contextual factors which are not part of the initial model. As a result, TAM is a good model for describing initial motivations to use technology, but predicting its future use is somewhat less useful.
[bookmark: _Toc241148433]2.4.2 Unified Theory of Acceptance and Use of Technology (UTAUT2)
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(Source: T&F, 2026)
Unified Theory of Acceptance and Use of Technology (UTAUT2) is an extension of the previous technology acceptance models that adds more constructs in the behaviour section, such as social influence, facilitating conditions, habit, hedonic motivation, and price value. These variables are more general than the others because they take into account what makes people use technology has to do with both their perception and the environment surrounding them. Lakshmanan and Shanmugavel (2025) found that circumstances, including facilitating conditions, also significantly amplify the impact on repeated usage, making the extended UTAUT2 model highly explanatory in the context of the continuance intention of digital wallet usage among rural consumers. According to their results, understanding a platform's potential and hands-on experience will also help more heavily after the first stage of the adoption process has been completed. This viewpoint is in contrast to the assumptions of TAM, which tends to focus more on cognitive assessments but devotes less on the context that may impact long-term behaviours. In line with this perspective, Goh et al. (2025) designed a conceptual model that illustrates the interactions between UTAUT2 variables and psychological factors in predicting continuance behaviour in university students. The study found that habit and facilitation factors become more influential towards increased adoption as familiarity begins to increase, while social influence is more frequently shown to influence initial adoption. Both studies show the contribution of UTAUT2, but different constructs were shown more strongly with regard to various demographic and cultural conditions, demonstrating that the predictive power of UTAUT2 differs across these conditions. Such variations point to the need for multiple models corresponding to different contextual conditions to explain continuance behaviour.
[bookmark: _Toc241148434]2.4.3 Expectation Confirmation Model (ECM)
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(Source: Al-Mamary et al., 2024)
The Expectation Confirmation Model (ECM) is used to describe post-adoption behaviour by a user based on what he or she experiences after using a technology. Adoption models emphasise intention to use before use, but ECM suggests that continuance intention is a function of confirmation of expectations, perceived usefulness and satisfaction (Al-Mamary et al., 2024). This is especially interesting for deeper insights on the reasons some digital wallet holders do not engage in consistent transactional activity. Singh et al. (2026) suggested that expectation confirmation reinforces the continuance intention because users constantly evaluate the performance of digital wallets post-usage. They found contentment when users receive service that is provided at a level that is at or above what they expect, which leads them to engage more with the service. This view is not found in adoption theories because it does not assume that behaviour is set in place at the time of adoption. Likewise, according to Furinto et al. (2022), the satisfaction and intention to continue with digital wallet users in Indonesia are drastically increased when there is confirmation of expectations of service quality. The study, however, notes that satisfaction by itself doesn't mean that people will use the product in the long term, as things like trust and external environmental factors also affect behavioural decisions. Similarly, Sanchez and Tanpoco (2023) found that satisfaction acts as a mediator between confirmation and continuance intention, but different previous experiences influence perceptions in different ways. Overall, these results suggest that ECM is more predictive of post-adoption behaviour than the traditional adoption theories, and can be integrated into additional behavioural constructs.
[bookmark: _Toc241148435]2.4.4 Theory Integration
While TAM, UTAUT2 and ECM offer helpful insights into digital wallet behaviour, none stands alone for the full understanding of the activeness of the digital wallet. TAM adequately captures initial acceptance in terms of perceived usefulness and ease of use and partially to the behavioural changes that occur after adoption. UTAUT2 adds to this view by including environmental and social influences, and ECM focuses on the post-adoption stage of satisfaction and expectation confirmation. The continuance intention is considered as a result of habit, satisfaction, and contextual influences, which are integrated in a theory so that continuance intention can be understood in an integrated manner (Leni et al., 2026). Their systematic review showed that it would be difficult to describe the complexity of digital payment continuance by only one theoretical model. In the same vein, Singh et al. (2026) argue that the adoption theory and continuance theory together can explain the usage of digital financial services, as adoption intentions do not stay constant throughout the whole lifecycle process of using the system. This integrated view is different from previous work that evaluated adoption and continuance as separate constructs without considering how pre-adoption expectations were associated with post-adoption experiences. In total, the combination of TAM, UTAUT2 and ECM presents a more complete approach to analysing the adoption–usage gap as it encompasses technological, behaviour and contextual influences at the same time. The integrated approach is especially suitable for the current study because of its general goal to explain why such a high percentage of users who have digital wallet accounts do not necessarily make transactions using the wallet.
[bookmark: _Toc241148436]2.5 Factors Influencing Continued Digital Wallet Usage
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Trust is a crucial component in digital wallet adoption, as consumers entrust their financial information with a digital wallet and conduct transactions on this platform. Security, reliability and transparency of the service provider are associated with continuance behaviour while initial intention to adopt may be promoted or socially motivated. It means that people have less uncertainty and is more likely to get them to reengage with an DW app. According to Tripathi (2023), trust positively influences continuance intention, which in turn boosts the likelihood of the user's continuation of the use of digital financial services in the presence of non-digital financial payment options. Similarly, Abdul-Halim et al. (2022) found that trust positively influences Continuance Intention as a form of confidence in the reliability of transactions and service. The study also pointed out that while trust can generate a user base in the short term, the satisfaction and the accompanying performance needs to match too to motivate the user. This implies that trust cannot be assumed without continued use, but confidence cannot be instilled without good user experience and consistent service quality.
[bookmark: _Toc241148438]2.5.2 Security and Privacy Risk
Security and privacy will be a major roadblock to mass adoption of digital wallets; consumers are concerned with security risks such as fraud, identity theft, and unauthorised access to their personal information. Even with technologies enhanced in these areas, users are still gauging the security of digital payment platforms with regards to financial and personal data. This makes the experience of being safe very much influence uptake and sustained use. Inciso-Vera and Libaque-Saenz (2023) note that proof of trust in data protection is essential to sealing the use of digital wallets, a factor that deters users from transacting often owing to privacy concerns. Similarly, Yapp et al. (2022) found the link between perceived security and its positive influence on continuance intention for Malaysian users. The research also revealed that satisfaction and perceived usefulness are equally important to sustaining engagement in addition to security. Therefore, it is evident that improving security mitigates user risk and balancing secure system solutions with good user experience and service is the key to user adoption.
[bookmark: _Toc241148439]2.5.3 Perceived Usefulness and Convenience
Research studies have demonstrated that perceived usefulness and convenience greatly play a role in influencing the use of digital wallets, whereby consumers require the digital financial transaction applications to be easy in their everyday financial transaction. From the perspectives of Mushtaq (2024), understanding the role of performance expectancy is essential when examining the concept's influence on continuance intention, as users regularly evaluate whether the advantages of using digital wallets to handle transactions more efficiently and streamline the payment process outweigh the effort. Results reveal that pragmatic aspects affect the post-use result, suggesting that if positive user aspects are not achieved, consumers are likely to cease using the product. Likewise, Soelasih (2022) revealed that if millennials consider the technology convenient and useful in handling their day-to-day financial needs, they will still use digital wallets. It was also commented that many psychological factors affect the behavioural intentions of the customers, however usefulness does not necessarily mean customer retention. This observation counters the views associated with technology, suggesting that persuasion and convenience and emotional and behavioural are not sufficient explanations for continuance usage.
[bookmark: _Toc241148440]2.5.4 Infrastructure and Facilitating Conditions
Digital wallet continuance is heavily shaped by infrastructure and facilitating conditions, as consumers value dependable technological contexts to carry out regular financial transactions. The combination of stable Internet connectivity, smartphone availability, merchant acceptance, and technical support could make it convenient for users to use digital wallets in their everyday payments. Poor infrastructure can thus prevent such user participation even if there are positive attitudes toward digital payment technology. Ho et al. (2024) stated that the facilitating conditions have a positive impact on continuance intention because access to sufficient technological resources boosts users' trust in digital transactions. The study showed younger consumers are more likely to adopt digital wallets into their daily lives when the infrastructure behind these is accessible. In the same way, Loh (2022) discovered that supporting technological conditions enhance consumers' intent to keep using digital wallets post-COVID-19. Despite this, the research offered guidance that infrastructure alone will not clarify whether the user will continue to be engaged, as there is a dependence on their perception of value and satisfaction. The results suggest that it is necessary to invest in technological infrastructure, but not enough if not followed by service quality enhancement to ensure users repeat transactions.
[bookmark: _Toc241148441]2.5.5 User Satisfaction and Habit
User satisfaction and habit are the basic factors that drive continuance behaviour as repeated positive experience gradually leads to routine behaviour. Satisfaction is a customer's general attitude towards service performance, while habit grows with the repeated and continued use of digital wallet apps. These elements help sustain engagement by making it less likely for users to turn to competing payment options. Elok (2021) stated that satisfaction and habit are connected elements of customer loyalty, as users, after being satisfied with reliable and efficient payment services over a period of time, gradually incorporate digital wallets into their daily financial activities. This view implies that repeated use can be facilitated by decreasing the mental work involved in the payment decision. Consistent with this, Amron et al. (2024) discovered that customers' satisfaction with previous payments has a significant impact on their level of technology continuance. However, this study also recognised that the satisfaction level can diminish if technological innovations do not continue to develop as consumers' expectations do. This comparison shows that satisfaction is the building block for prevailing, while habit is an essential continuation enabler to using digital wallets, enabling them to be an automatic part of our financial routines.
[bookmark: _Toc241148442]2.5.6 Social Influence
Social influence, which includes recommendations, norms in the surrounding environment and shared experiences, influences the subsequent use of a digital wallet by forming the perceptions of users. This behaviour can be traced back to the time of initial adoption of the technology but can also impact post-adoption behaviour, with a note of user confidence in digital payment platforms. Kersita et al. (2026) posited that social media marketing can develop the continuance intention by assisting brand image and further client satisfaction. On the other hand, Ruslim and Alexandra (2023) reported that the personal evaluation of usefulness and satisfaction is more influential than the social influence in maintaining long-term use, indicating a greater role of personal experiences in long-term use sustainment. In line, Manzoor et al. (2025) found that subjective norms positively influence continuance behaviour, although the same effect fades with increasing expertise. Putra et al. (2025) also noted that fairness perceptions build users' trust in service providers. Though social influence contributes to the continuance intention, it still requires users to build trust in the service and experience past interactions with digital wallet platforms.
[bookmark: _Toc241148443]2.6 Empirical Evidence on the Adoption–Usage Gap
There have been numerous consistent studies showing that greater digital wallet usage has not coincided with greater active transactions. Despite the strides in technology and offers, there has been a rise in registrations for using digital wallets for regular financial transactions, but many are not. This adoption usage gap is found both in developed and developing economies indicating that it is not context-dependent, rather a commonplace behaviour problem. In addition to consumer behaviour, continuation usage is also shaped by the broader context of existing payment systems (Tan et al. 2024). Although user-experience is a positive influencer of consumers' attitudes, other factors like merchant acceptance, service reliability or transaction efficiency are also shown to have a positive effect. Similarly, Zakhir et al. (2023) found that satisfaction and usefulness during COVID-19 had a positive implication on continuance intention. Human actions created under very harsh situations may weaken as the external pressures subside, the study added. Empirical research shows that the adoption and use gap mostly stems from the interplay of technological, behavioural and contextual factors in general. There is a lack of evidence to explain why people lack a strong relationship between registration and usage of the digital wallet, causing a need for more research.
[bookmark: _Toc241148444]2.7 Literature Gap
Although existing literature, there were several gaps in understanding the adoption of and continuance intention for the digital wallets. Most of the current research focus is on consumers' intent to adopt digital wallets rather than on the reasons for ensuing inaction after a DWP was used as a product (Leni et al., 2025). In addition, most prior work has focused on factors like trust, satisfaction, or perceived usefulness separately, with little understanding of the interplay among these behavioural, technological, and contextual factors that drive continued use (Singh et al., 2026). The empirical knowledge also only covers a subset of countries and population groups, conditions that limit the generalisability of the results to different digital payment settings. Continuance intention is expected to differ across contexts as digital infrastructure, consumers' behaviours and financial ecosystems have varied (Lakshmanan and Shanmugavel, 2025). This study, which draws from technology adoption and post-adoption theories, describes factors that fail to guarantee active transactional use of owning a digital wallet, thereby overcoming these limitations.
[bookmark: _Toc241148445]2.8 Conceptual Framework
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[bookmark: _heading=h.fle9632ckkm2][bookmark: _Toc241148507]Figure 2.4: Conceptual Framework
(Source: Self-Developed)
This study developed a conceptual model integrating technology adoption and continuance theories to explain active use of digital wallets from the reviewed literature. The framework recognises that trust, security and privacy risk, perceived usefulness and convenience, facilitating conditions, user satisfaction, habit and social influence are among the independent variables that affect the use of digital wallets (dependent variable). The framework also suggests that these factors could all individually influence continuance intention, but that they can collectively explain the adoption-usage gap in a more complete manner. Therefore, the proposed framework is the basis used to guide the empirical study and the theory used as the basis of the methodology that will be carried out in the next chapter.
[bookmark: _Toc241148446]2.9 Research questions and hypotheses
Research questions
· What are the main reasons to motivate users to sign up for accounts with digital wallets?
· What role do perceive security risk and trust play in consumers’ adoption of digital wallets for everyday transactions?
· Which factors influence the gap between digital wallet users and people who adopt the new technology but do not actually use it?
Research hypotheses
H0: Infrastructure constraints do not prevent the transition from digital wallet account ownership to active transactional usage among consumers
H1: Infrastructure constraints restrict active usage of digital wallets from digital wallet account ownership
[bookmark: _Toc241148447]2.10 Chapter Summary
This chapter critically reviewed the literature relating to digital wallets, technology adoption and continuance usage. It separated adoption from consumption of active transactions, establishing that ownership of the account does not translate into high-level transactions. The main theoretical frameworks, which are the technology acceptance model, UTAUT2, and the expectation confirmation model, are assessed before discussing how trust, security, usefulness, facilitating conditions, satisfaction, habits and social influence impact digital wallet use. The review also revealed significant research gaps, such as the lack of research on inactive users and the implementation of adoption and post-adoption theories. The findings they provide became the theoretical grounds and conceptual framework of the present study, which also serve as bases on the methodology of the research as presented in the following chapter.
[bookmark: _Toc241148448]
Chapter 3: Research Methodology
[bookmark: _Toc241148449]3.1 Introduction
In this chapter, different methodologies being adopted to explore why having a digital wallet account did not always lead to active transactional use have been outlined. It presented the philosophy, approach, design, sampling, data collection, measurement and statistical processes. Also, there was an outline of ethical issues and methodological limitations. All the methodological decisions either correlated with or converged towards the research aim, objectives, and conceptual framework as presented in Chapter 2.
[bookmark: _Toc241148450]3.2 Research Philosophy
Research philosophy is the assumption about how knowledge might be generated and validated. Philosophical assumptions influenced the approaches and methods to research (Gamage 2025). Positivism was concerned with objective and measurable evidence, and interpretivism was concerned with subjective meaning and experiences. This study has used a positivist philosophy because it is focused on examining the relations between trust, security and privacy risk, perceived usefulness and convenience, facilitating conditions, satisfaction, habit, social influence, expectation confirmation and active digital wallet usage that can be measured. The philosophy proved correct because the study was looking for measurable relationships instead of understanding individual experiences. A designed questionnaire coupled with statistical analysis was then used as a suitable tool to study the adopted usage gap.
[bookmark: _Toc241148451]3.3 Research Approach
Research approach is a logical process between theoretical concepts and the empirical investigation. According to Kumar et al. (2023), research approach is defined as the systematic process used to study research problems, which involves suitably collecting and analysing data. There are two types of approach, such as deductive and inductive. The deductive approach helps to deduce theory to empirical, while inductive approach proceeds from empirical to theoretical. This research has deductively used constructs of TAM, UTAUT2 and ECM from Chapter 2 as the base of research. This approach was justified because this study has focused on theories and concepts from existing literature and statistically tested relationships between primary data gathered from digital wallet users.
[bookmark: _Toc241148452]3.4 Research Design and Strategy
Research design refers to the overall structure that links research questions, data collection and analysis. Thomas and Thomas (2021) stated that research designs are a systematic approach to gathering scientific evidence and serving research aims. The use of evidence was different across the qualitative, quantitative and mixed-method designs. This study has adopted the quantitative research design because primary data was analysed statistically using numerical variables. This was so that the design followed the same positivist philosophy and the deductive approach.
[bookmark: _Toc241148453]3.4.1 Quantitative Research Design
The quantitative design was used for collecting quantitative data, which resulted in the identification of statistical patterns and relationships. Verma et al. (2024) stated that quantitative research allows measurable phenomena to be systematically identified through statistical practices. This quantitative research has relied on the use of standardised measures of measurement, as qualitative research design only focuses on meanings and experiences. Trust, security and privacy risk, usefulness, convenience, facilitating conditions, satisfaction, habit, social influence, expectation confirmation and active usage were measured with structured items in the questionnaire, followed by testing the hypotheses. This design is, therefore, justified due to the need to measure relationships numerically, identify factors associated with active users of Digital Wallets, and assess the relationship statistically.
Research hypotheses
H0: Infrastructure constraints do not prevent the transition from digital wallet account ownership to active transactional usage among consumers
H1: Infrastructure constraints restrict active usage of digital wallets from digital wallet account ownership
[bookmark: _Toc241148454]3.4.2 Cross-Sectional Design
A cross-sectional design gathers data at a particular time or during a limited period. According to Dubey and Kothari (2022), cross-sectional research designs may be planned in relation to the time and intent behind collecting data. Differences between the two types of research is that longitudinal research involves measuring change over time periods, while cross-sectional research involves taking a snapshot of behaviour at a single time point. Accordingly, this study has adopted a quantitative cross-sectional design in data collection with digital wallet users collected at a point in time. This was explained because it was looking at current perceptions and current usage with no focus on long-term behavioural change. It was also possible given the time and resources available.
[bookmark: _Toc241148455]3.4.3 Survey Strategy
The survey strategy involves the collection of standardised information from survey participants using a structured instrument. Sreekumar (2023) noted that surveys offer a valuable resource for gathering similar data from the participants and are a strong tool for collecting primary data. Surveys can be conducted in person or via online mode. Since the problem is that they were digital wallet users and they are easily approached online, this study used an online survey via Google Forms. This strategy was ratified, as it enabled a convenient, regular and effective response to be gathered.
[bookmark: _Toc241148456]3.5 Population and Sampling
The research population was the broader population relating to the research problem, and sampling was the selection of participants amongst the population. When formulating social research, Denscombe (2025) emphasised the need to pay attention to participant selection and sampling procedures. Probability sampling uses a known selection probability, while non-probability sampling methods use accessibility or defined selection. Out of these, the convenience sampling was used, as this non-probability sampling method enables selecting research participants as per convenience. The target group were consumers with any digital wallet ownership or previous registration. This study involved both active and inactive users, as the ownership–usage gap was the topic. Aslam (2023) showed Cochran's sample size formula on the basis of which the finalised sample size has been determined:

Where
· n₀ = required sample size 
· Z = Z-value at 90% confidence level = 1.645 
· p = estimated proportion of the population = 0.50 
· e = margin of error = 0.115, representing a 11.52% margin of error 
Therefore, as calculated:
 
=  
= 50.95
Altogether, 51 individuals have been targeted. The rationale for using convenience sampling was that the relevant users could be targeted conveniently via online channels within the available resources and timelines.
[bookmark: _Toc241148457]3.6 Data Collection Method
Data collection refers to gathering evidence to help answer the questions related to the research. According to Firdaus et al. (2021), there were needs for systematic procedures in collecting evidence in accordance with the research objective. Primary data was gathered using questionnaires, interviews, observations or experiments, and secondary data was obtained from existing sources. Primary quantitative data in the study were obtained from an online structured questionnaire using Google Forms. The principal constructs were measured using a 5-point Likert Scale with responses ranging from “Strongly Disagree” to “Strongly Agree”. The questionnaire included trust, security and privacy risk, perceived usefulness and perceived convenience, facilitating conditions, satisfaction, habit, social influence, expectation confirmation and active usage. There was a rationale for the method as direct responses were necessary to determine current perceptions and behaviours. Consistency and convenience of access were also enhanced by the online option.
[bookmark: _Toc241148458]3.7 Questionnaire and Measurement of Variables
A questionnaire was a type of standardised data-gathering tool. Islam et al. (2022) explained that a research instrument should match research objectives and allow the appropriate mechanism to gather empirical evidence. Structured questionnaires were used instead of unstructured ones as they contained pre-created questions with pre-defined answers and allowed the same number to be given based on the question. The questionnaire quantified the level of trust, assurance of security and privacy risk, perceived usefulness and convenience, facilitating conditions, satisfaction, habit, attitude towards using a digital wallet and the expectation confirmation score. The level of trust was measured as level of confidence in the provider and service, level of security and privacy risk related to concerns about fraud and unauthorised access as well as data protection, level of usefulness or convenience based on payment efficiency and ease, level of facilitating conditions based on supporting technological infrastructure, level of satisfaction and habit based on user experience and routine behaviour, social influence based on external influence and level of expectation confirmation based on comparison of actual performance with expectations. Active use was the dependent variable. It was deemed acceptable to use the five-point Likert scale as this enabled a consistent measurement of the intensity of participants' perceptions.
[bookmark: _Toc241148459]3.8 Data Analysis Techniques
Data analysis consisted of sorting and analysing data that was collected. Dhaka (2024) said quantitative data can be summarised using statistical methods, and the relationship between variables may be studied. The study was conducted in 5 steps: data screening, descriptive statistics, reliability testing, correlation analysis, and multiple regression.
[bookmark: _Toc241148460]3.8.1 Data Screening
Responses were checked for consistency and completeness in the process of data screening. Ocaña-Fernández and Fuster-Guillén (2021) highlighted the importance of systematic procedures in organising and analysing research evidence. All the responses were preliminary coded for analysis with regard to their incompleteness and infeasibility. This is appropriate as a valid statistical analysis needs to have a clean and well-structured data set.
[bookmark: _Toc241148461]3.8.2 Descriptive Statistics
Descriptive data presented characteristics of data by Frequency, Percentage, mean, and Standard Deviation. These measures denoted respondent attributes and trends in questionnaire responses. They were a good thing to do as they gave a quick snapshot of digital wallet behaviour and perceptions before inferential testing.
[bookmark: _Toc241148462]3.8.3 Reliability Analysis
Reliability analysis was used to determine the internal consistency of items used to measure the same construct within the questionnaire. Multi-barriers were examined using Cronbach's alpha (Aslam, 2023). It was considered an appropriate procedure because reliable measurement was needed prior to discussing relationships between constructs.
[bookmark: _Toc241148463]3.8.4 Correlation Analysis
The direction and strength of relations between different variables were analysed using correlation. As inspired by the ideas of Dufera et al. (2023), Pearson correlation was used to evaluate the relationship between the independent variables and the use of active digital wallets. The rationale for using the method was that it allowed for an initial assessment of any proposed factors and whether they were related to active use.
[bookmark: _Toc241148464]3.8.5 Multiple Regression
Multiple regression looked at several independent variables at the same time with a dependent variable. It evaluated the relative importance of different predictors (Thomasand Zubkov, 2023). Multiple regression was employed to examine those factors that were more strongly correlated with active digital wallet use when analysed at the same time. This was done because the research analysed the overall explanatory potential of the factors proposed, rather than the individual explanatory potential.
[bookmark: _Toc241148465]3.9 Ethical Considerations
Ethical issues were related to the respect of rights, privacy and wellbeing of participants. Chivanga and Monyai (2021) pointed out appropriate methods of securing information from the participants. They were given information about the research before they returned the questionnaire, and they were allowed to take part in the study without having to pay any money. There was no overly personal or financial information requested. Confidentiality and anonymity were maintained with respect to the responses, and the answers were made academic only. These procedures were justified due to the financial technology nature of this study and its possible calls on subject-sensitive privacy and security issues.
[bookmark: _Toc241148466]3.10 Methodological Limitations
There were some important limitations to the methodology. The number of participants was limited to 51, suggesting limited generalisability, and convenience sampling may have resulted in selection bias. The cross-sectional study defined perceptions at a single time and could not provide information on subsequent changes in behaviours. Participants' responses may also have differed from the actual transaction behaviour. The restrictions were taken up due to the methodology being feasible within the given research timeframe and in accordance with the objective of the research.
[bookmark: _Toc241148467]3.11 Chapter Summary
This chapter provided a methodological framework to explore the findings about the gap between digital wallet adoption and use. The philosophy of the study, method and design were positivist, deductive, quantitative and an online survey. For data collection, a questionnaire on Google Forms with a Likert scale ranging from 1 to 5 was used, and 51 participants responded to it. Analyses used included screening, descriptive statistics, Cronbach's alpha, Pearson correlation and multiple regression. Ethical methods and limitations were also discussed.

[bookmark: _Toc241148468]Chapter 4: Data Analysis
[bookmark: _Toc241148469]4.1 Introduction
This chapter summarises the results of the digital wallet survey and explores the reasons for the disconnect between account ownership and active use. It reviews survey results, descriptive results, regression, correlation, and reliability data and Extracts motivations, security concerns, infrastructure barriers, and behaviour impacting daily use of digital wallets.
[bookmark: _Toc241148470]4.2 Findings from Survey Responses
Consent Screening
54 responses were made to the consent question. Consent to participate was explained to the participants prior to participation. 51 responses were obtained for analysis, with four participants giving responses that were disregarded, as they did not consent to being included. This made it certain that only willing participants were selected to be examined on digital wallet possession and use, perceptions and restrictions. Colline et al. (2022) noted that participation responses are significant elements to investigate the adoption of digital payments. The final analysis therefore included the 51 voluntarily participating groups.
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[bookmark: _heading=h.alixn5qf0q78][bookmark: _Toc241148508]Figure 4.1: Registered Digital Wallet Ownership Among Respondents
(Source: Survey Responses)
The first question looked at whether they had a registered digital wallet, such as Google Pay, Apple Pay or PayPal. The findings revealed that 90.2% of respondents had at least a registered wallet, and 9.8% of respondents did not have a registered wallet at all. This indicated that a high percentage held this device and also provided a proper basis on which to investigate the association between ownership and engaged usage. Registration, however, did not necessarily signify persistence and regularity in their use because people may open accounts and not use them often. Technological usefulness, consumer perceptions, and contextual conditions can all affect digital wallet adoption (Underdown and Tamara, 2025). Given this high level of ownership, the starting point for the investigation was to ascertain why some users do not use the facility.
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[bookmark: _heading=h.ty84x976yonn][bookmark: _Toc241148509]Figure 4.2: Frequency of Digital Payment Application Usage
(Source: Survey Responses)
Question 2 focused on frequency of use. 54.9% of respondents used digital payment applications on a daily basis, 21.6% a few times a week, and 11.8% of respondents also used few times a month. Approximately 9.8% used them rarely, and very few people reported using them without being registered. Overall, over three-quarters adopted digital payments every day or at least a few times each week. However, variations in frequency showed no consistent evidence that intensive use was more strongly associated with ownership. Continued usage after adoption can partly depend on the practical value perception of users. The findings consequently confirmed that the focus of this study was on the ownership–usage gap.
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[bookmark: _heading=h.a38ql940a4eg][bookmark: _Toc241148510]Figure 4.3: Age Distribution of Respondents
(Source: Survey Responses)
The age distribution showed that 37.3% of respondents were aged 20–24, followed by 33.3% aged 25–34 and 25.5% aged 35–45. Fewer than one in five were over age 45. The sample tended to be more composed of young and middle-aged consumers, especially those aged 20-34 years. This is relevant to the findings of Kumar et al. (2025) that stated age to have influenced awareness of mobile technologies and their use of digital payment services. Behavioural perceptions can affect ongoing e-wallet use. These findings, however, cannot be generalised for all age groups, due to the limited representation of older respondents.
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[bookmark: _heading=h.2ypa794kljgv][bookmark: _Toc241148511]Figure 4.4: Initial Motivations for Opening a Digital Wallet
(Source: Survey Responses)
Question 4 explored reasons for opening a digital wallet. The highest mean was given for faster and more convenient transactions, followed by pre-installed apps and curiosity about new financial tech at 3.076. Motivation to adopt was also due to cash-related motives, recommendations, and merchant-specific availability. These results confirmed that the convenience and availability of initial registration, along with a combination of situational need and a curiosity for technology and its uses, formed a complex picture on its own. Multiple determinants can interact when consumers decide to adopt mobile wallets (Al Oraini et al., 2024). Importantly, the initial motivations may vary from the factors that help to sustain the use, which means an incentive that is likely to encourage registration may not be enough to motivate regular behaviour.
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[bookmark: _heading=h.fnfyqflu9tfs][bookmark: _Toc241148512]Figure 4.5: Factors Triggering Digital Wallet Sign-Up
(Source: Survey Responses)
Specific sign-up triggers were explored in Question 5. The most popular pre-installed software apps had the highest mean (3.302), while cashbacks and discounts (3.170) and friends and family (3.151) recommendations were second and third respectively. The score for convenience is 2.925, but the score for need for purchase is 2.623. Overall, these results indicated that the advantages provided and the availability of the process were associated with the initial registration. This aligns with the views of Al-Qudah et al. (2024) that stated adoption of payment technology to have adapted to different situations and perceived benefits for consumers. The results also confirmed the dichotomy between acquisition and retention, as there are examples of providers that attract users with discounts or pre-installed services and don't manage to keep them engaged in regular business for business trips.
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[bookmark: _heading=h.kfhzuabtp0b3][bookmark: _Toc241148513]Figure 4.6: Confidence in Digital Wallet Financial Data Security
(Source: Survey Responses)
Question 6 explored people's trust in the security of their personal financial information. Half were very confident (28%) or confident (22%) in their stance towards digital transformation. 20% were neutral, 14% were not confident and 10% were not at all confident, however. The overall level of confidence in security was positive, although there was a significant minority that were not totally sure. The latter can affect their digital wallet services satisfaction (Muhtasim et al., 2022). The results indicate that better dissemination of security information, data protection and transparency may contribute to higher levels of trust among users and drive more regular use.
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[bookmark: _heading=h.qn3u6qxlm1bx][bookmark: _Toc241148514]Figure 4.7: Security and Trust Concerns Regarding Digital Wallets
(Source: Survey Responses)
Question 7 assessed concerns regarding fraud or hacking, trust in traditional banking applications and unauthorised access for fraud-related loss. All three measures were scored differently. Fraud-related issues continued to be relevant and some respondents expressed more confidence in their traditional banking applications than in every third-party wallet. Unauthorised access was also regarded as a key area of concern. As per Katini et al. (2025), the use of mobile wallets is influenced by more than just underlying transactional characteristics. Security and trust issues might influence adoption and adoption rates of wallets in general use by users, as individuals might be less willing to complete regular wallet transactions if they feel less secure or trusted with regular banking.
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[bookmark: _heading=h.n92wd0ubiukr][bookmark: _Toc241148515]Figure 4.8: Transaction Failure or Fraud and Hesitation to Reuse Digital Wallets
(Source: Survey Responses)
Question 8 evaluated whether failures to complete transactions or acts of fraud would result in a reluctance with regard to the re-use of a digital wallet. 36% chose ‘other’, and 26% chose ‘very high '. 16% also picked the middle category and the remainder of the responses fell across the other categories. While the majority reported relatively little hesitation in their individual responses, a significant minority reported such concerns that they would consider it to be a blocker to reuse. Many factors related to technology acceptance, such as perceived usefulness, can affect e-wallet behaviour (Persadha et al., 2024). Thus, negative transaction experiences could directly diminish confidence and perceived usefulness, leading to a decrease in such registered users.
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[bookmark: _heading=h.ue106m383teg][bookmark: _Toc241148516]Figure 4.9: Infrastructure Issues Limiting Active Digital Wallet Usage
(Source: Survey Responses)
Q9 discussed topics on unstable internet/mobile data, merchant non-acceptance and application downtime. These appeared in the responses across all three infrastructure issues, and the highest mean (3.113) was obtained for application downtime. Unstable connectivity came in at 2.755, and merchant non-acceptance was 2.736. The results show that active use not only requires user willingness, but also the robustness of supporting infrastructure. The factors that are important for e-wallet adoption include technological conditions in addition to the perceived usefulness (Rahman et al., 2022). However, this is in danger of failing if the network is unreliable, if an application fails to function or if consumers are limited in acceptance.
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[bookmark: _heading=h.c0kuuouck1m][bookmark: _Toc241148517]Figure 4.10: Local Micro-Merchant Acceptance of Digital Payments
(Source: Survey Responses)
Question 10 can be interpreted as the intention to receive digital payments from local micro-merchants. In total, 38% very strongly agreed with it and 74% felt that the acceptance was relatively widespread However, 22% remained neutral and a small proportion disagreed. However, Berlianawati et al. (2024) stated that the results of acceptance by merchants were generally positive, though behavioural. Consumers' e-wallet adoption can be affected by behavioural and contextual conditions. The results show that acceptance by street vendors, small shops and transport providers can be a facilitating factor for active use. Enhanced acceptance in smaller companies means more possibilities for consumer wallet use in normal business transactions.
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[bookmark: _heading=h.r2qkiqu3g8bf][bookmark: _Toc241148518]Figure 4.11: Barriers to Regular Digital Wallet Usage
(Source: Survey Responses)
The barriers to regular use were explored in Question 11. Cash convenience, card familiarity and safety, complicated interfaces, transaction charges, processing time and forgotten pin/password were noted as potential barriers by respondents. The means of the transaction fees and interface complexity were relatively high at 3.264 and 3.038, respectively. The results point to the fact that none of the barriers could be attributed primarily to unstable usage. Instead, Agustin et al. (2023) added that preferences experienced every day, perceived safety, usability, experience costs and the experience of transactions play a major part in deciding engagement. E-wallets have the potential to affect consumer behaviour, especially younger shoppers. These results, therefore, do not single out one issue as causing the ownership–usage gap, but confirm the multidimensional view.
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[bookmark: _heading=h.4wanrd6t1xhn][bookmark: _Toc241148519]Figure 4.12: Improvements That Could Increase Daily Digital Wallet Usage
(Source: Survey Responses)
Day-to-day use was explored in Q12 which saw suggestions of potential improvements. High results were noted on the importance of universal acceptance and the importance of having a simplified interface and improved buyer protection/refunds and improvement policies. The payment method offline received a mixed reaction. The results show that the users focused on improvements related to cost, access, utility and safety. Perceived benefits and usefulness affect the acceptance of digital payments (Colline et al., 2022). Reducing costs, improving interfaces and making it simpler for merchants to accept and boost consumer protection may result in more accounts being used each day.
[bookmark: _Toc241148471]4.3 Descriptive Analysis
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[bookmark: _heading=h.ehypyl1tlgwv][bookmark: _Toc241148520]Table 4.1: Descriptive statistics of registered digital wallet ownership
(Source: calculated in MS Excel)
The average score was 1.09, with a median score of 1 and a mode score of 1, and a standard deviation of 0.30. The ownership of at least one registered digital wallet was high and stood at 90.2% of respondents. Chong et al. (2024) concluded that perceived usefulness and ease of use had a significant impact on real adoption of mobile wallets. The outcome subsequently indicated that the respondents were generally knowledgeable of digital wallets. However, high ownership did not correspond directly to high usage, and supplementary behavioural patterns were significant, suggesting that additional patterns should be explored.
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[bookmark: _heading=h.ovd87pz68a9c][bookmark: _Toc241148521]Table 4.2: Descriptive statistics of digital payment application usage frequency
(Source: calculated in MS Excel)
The mean was 1.72, the median 1 and the mode 1 with a standard deviation of 1.01. 54.9% of people made daily use of the digital payment apps, while 21.6% made use of the apps a few times per week. Usability was identified as one of the important factors impacting mobile payment applications on customer retention (Winata and Arma, 2025). These results, therefore, proved that there was an overall high level of use, but there were some variations among the respondents. This led to high ownership rates, but some users showed significantly lower usage rates, encouraging research to focus on the gap between ownership and usage.
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[bookmark: _heading=h.x0z5zx1gs9ms][bookmark: _Toc241148522]Table 4.3: Descriptive statistics of respondents’ age groups
(Source: calculated in MS Excel)
The mean, median and mode were 1.92, 2, and 1, and the standard deviation was 0.90. The age distribution of the respondents revealed that most of the sample was between the ages of 20 and 24 (39%), followed by 25 to 34 (38%), 35 and 45 (16%), and over 45 (8%). Lim et al. (2022) demonstrated that features within e-wallets for useful functions will positively motivate the use of the applications. The younger group was therefore relevant from a concentration point of view, since they might be more familiar with payment transactions on the smartphone. A smaller representation of older groups, however, meant that it was not possible to make comparisons across ages.
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[bookmark: _heading=h.x2ir3eu25xeu][bookmark: _Toc241148523]Table 4.4: Descriptive statistics of initial motivations for opening a digital wallet
(Source: calculated in MS Excel)
The six motivations had higher means: faster and more convenient transactions (3.40); pre-installed applications (3.28); curiosity about financial technology (3.08). The recordings of the recommendations are 2.85, the merchant checkpoints 2.83 and the motivation for cash 2.79. Akter et al. (2023) discovered several factors that affect the E-Wallet continuance intention. These findings showed that the greatest initial impulse was 'convenience'. There were other significant influences, including accessibility and technological curiosity, indicating that adoption was not a single influence. Initial motivations may be different to those important for sustaining usage.
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[bookmark: _heading=h.9kt8brmyn975][bookmark: _Toc241148524]Table 4.5: Descriptive statistics of factors triggering digital wallet sign-up
(Source: calculated in MS Excel)
The pre-installed software came out on top with a mean of 3.30, followed closely behind by cashback and discounts with a mean rating of 3.17 and recommendations from friends or family with a mean of 3.15. The specific purchase necessity had the lowest mean of 2.62, followed by convenience with a mean of 2.92. The study by Tian et al. (2023) agreed that Trust and Service Quality had an influence on the consumers' e-wallet use behaviour. The study results showed that the motivations to register were found to be technological accessibility, monetary and social recommendation. Potential barriers to adoption were offset by pre-installed applications, and the additional incentive of discounts provided to complete the adoption picture. However, these sign-up prompts have not often resulted in long-term commitment.
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[bookmark: _heading=h.vu2uhovjw7cw][bookmark: _Toc241148525]Table 4.6: Descriptive statistics of confidence in digital wallet financial data security
(Source: calculated in MS Excel)
The overall mood response was on the neutral side of the sheet with the mean values were 2.96 where the median and mode value was 3. 28% were very confident, 22% confident, 20% neutral, 14% not confident and 10% not at all confident about financial data safety. According to Ly et al. (2022), perceptions and experiences played a role in the continuum of mobile wallet usage. The results indicated, then, that there was a mixed attitude about security confidence. While half said they were confident in it, a significant minority were not certain or concerned about it. Enhancing data protection and raising awareness would then result in better confidence and frequent use.
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[bookmark: _heading=h.g8lanvsrca3][bookmark: _Toc241148526]Table 4.7: Descriptive statistics of digital wallet security and trust concerns
(Source: calculated in MS Excel)
The mean score concerning fraud/hacking was 2.75, greater trust in traditional banking applications was 2.87, and unauthorised access about unauthorised-access was 2.87. Ahmed et al. (2025) found customer trust and security concerns were salient issues related to the adoption of a digital wallet. Results were very varied in general and a broad spectrum of responses. Unauthorised access had the highest mean, suggesting it had the least importance with regard to phone-related security. Third-party wallets could also face restrictions in active use because some users may be reluctant to use them due to security concerns.
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[bookmark: _heading=h.qdeplqt6o3v4][bookmark: _Toc241148527]Table 4.8: Descriptive statistics of transaction failure or fraud-related reuse hesitation
(Source: calculated in MS Excel)
The mean, median and the standard deviation were 2.74, 3, and 1.56, respectively. The numbers of people choosing 1 (minimal hesitation) and 5 (substantial hesitation after transaction failure or fraud) were 36% and 26%, respectively. Kuswati (2023) important findings showed that perception of benefit played a role in affecting the adoption of e-wallets. Primary findings implied that negative experiences might decrease perceived benefits and dissuade repeat usage. The volume of people in the high-hesitation group confirms that there may still be a difference between non-usage and transaction failures or fraud. This mean that for continued engagement, a reliable transaction and effective fraud protection was important.
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[bookmark: _heading=h.snizk36npf6][bookmark: _Toc241148528]Table 4.9: Descriptive statistics of infrastructure barriers to active digital wallet usage
(Source: calculated in MS Excel)
The averages were 2.75 for unstable internet or mobile data, 2.74 for merchants not taking digital payments and 3.11 for application downtime, server crash or network timeout. Fauziah and Sabandi (2024) showed that students' behavioural factors demonstrated the use of digital wallets. These primary findings, therefore, indicated technological aspects. Application and network issues were the top infrastructure challenge. This meant that when there were no reliable systems, users could have and may have wanted to use digital wallets, but could not. When it comes to merchant acceptance, however, that continued to be a significant factor, as if it was not sufficient, then day-to-day digital transactions were also limited in some aspects.
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[bookmark: _heading=h.x147srco0oh4][bookmark: _Toc241148529]Table 4.10: Descriptive statistics of local micro-merchant digital payment acceptance
(Source: calculated in MS Excel)
The average was 2.72, and the median 3. 36% strongly agreed that most local micro-merchants used digital payments, and 38% agreed, while 22% were just neutral. Mertzanis et al. (2025) emphasised the importance of wider financial conditions in digital financial innovation. Results showed that overall acceptance of the merchants were somewhat positive, albeit not entirely positive. Consumers are, therefore, likely to encounter problems in using electronic wallets at localised street vendors, localized shopping or transport services. A rise in user adoption by micro-merchants may boost the market for transactions and enhance active participation of the already entrenched wallet users.
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[bookmark: _heading=h.5kjnd0cptor][bookmark: _Toc241148530]Table 4.11: Descriptive statistics of barriers to regular digital wallet usage
(Source: calculated in MS Excel)
Transaction fee achieved the highest mean (3.26), followed by more familiar or safer cards (2.92), a complicated user interface (3.04). Forgetting PINs or passwords and cash convenience tied with 2.75. Forgetting PINs or passwords recorded 2.85 and cash convenience fared at 2.75. There are zero flaws when it comes to processing, on-demand use saw 2.74. The study of Kuswardhani et al. (2025) revealed that e-wallets had an impact on consumer behaviour of generation Z. The results revealed that costs and the old payment methods' usability and familiarity might be barriers to regular use. Thus, sustained engagement could not be achieved without having an account. Services, simple and accessible that involve digital wallet use seemed more likely to promote sustained use.
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[bookmark: _heading=h.d8daz1qb83ev][bookmark: _Toc241148531]Table 4.12: Descriptive statistics of potential improvements to increase daily digital wallet usage
(Source: calculated in MS Excel)
Offline payment capabilities recorded the highest mean (3.11), followed by universal acceptance among small businesses (3.04), zero transaction fees (2.92), a simplified interface (2.85) and better buyer protection (2.72). Widayani et al. (2022) presented obstacles pertaining to digital payment use of MSMEs. The results pointed to improvements in areas that are seen by the respondents as being barriers to implementation in practice. Outages may be limited with offline functionality, and merchant acceptance may also boost transaction volume. This could also be made even more convenient with lower fees and more user-friendly interfaces. In sum, the findings indicated that higher accessibility, affordability and usability would positively influence current wallet owners' frequency of use.
[bookmark: _Toc241148472]4.4 Regression Analysis
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[bookmark: _heading=h.ojsfsfi8gjp0][bookmark: _Toc241148532]Table 4.13: Regression statistics for factors influencing active digital wallet usage
(Source: calculated in MS Excel)
This was explored by using multiple regression analysis to reveal relationships between digital wallet non-use and digital wallet account ownership. Fourteen predictors were included in the model which represented infrastructure barriers, merchant acceptance, and reasons for irregular usage potential improvements. There were 53 observations and they were used in the analysis. The multiple R and R2 of the model were 0.501 and 0.251, respectively, indicating that the predictors in the model explained 25.1% of the variance in the use of active digital wallet. This implied that the factors studied did have some explanatory relevance to the research problem but the considerable variation remained unexplained. However, the overall regression model was not statistically significant - F(14,38) = 0.911, p = 0.555. The results, however, failed to indicate that there was sufficient evidence to justify an assertion that the selected factors explained the difference in active usage. A critical aspect of the research question as it suggested that there weren't only issues with infrastructure and merchant acceptance, and issues with the use and service enhancements that were sought could explain this. Furthermore, data revealed that trust was among the most significant drivers of using digital payment methods, and a comprehensive look at general behavioural trends helped to explain the disparity between wallet ownership and usage (Malik et al., 2025).
The largest positive coefficient, which did not hit the 5% significance level among the predictors, belonged to forgetting PINs or passwords (B = 0.305, p = 0.064). The positive correlation was also found in the case of cash, which proved to be more convenient (B = 0.182, p = 0.176). In contrast, greater reliance on cards (B = -0.148, p = 0.407), transaction fees (B = -0.178, p = 0.420) and processing delays (B = -0.144, p = 0.385) showed negative relationships. Some barriers were directionally associated with active use, but did not explain enough individually to be statistically significant. The impact of infrastructure variables were also not significant. The coefficient of the app downtime variable was negative (B = -0.080, p = 0.613), and the merchant acceptance variable was positive (B = 0.061, p = 0.655). Other factors, including offline payments (B = 0.097, p = 0.546) and universal merchant acceptance (B = 0.148, p = 0.449) were also not statistically significant. Marasabessy et al. (2025) identified customer satisfaction as an important factor supporting sustainable e-wallet usage. In this study, the absence of significant predictors indicates that in order to explain this owner's consideration in using a wallet based on the owner's consideration of the owner, the measurement of the skills of post-adoption experiences, satisfaction, trust, perceived usefulness and habit needs to be its strength. The overall regression results confirmed that the predictors measured in the study did not explain the ownership–usage gap significantly, suggesting that digital wallet ownership and actual usage were behavioural components of user behaviour.
[bookmark: _Toc241148473]4.5 Correlation Analysis
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[bookmark: _heading=h.713hrvkzxhhp][bookmark: _Toc241148533]Table 4.14: Pearson Correlation Matrix of Digital Wallet Adoption and Usage Factors
(Source: calculated in MS Excel)
The relationship between the mentioned factors and active use of digital wallet have been analysed using Pearson correlation analysis. Results indicated low to high (weak versus strong) correlation among adoption, security, variables and infrastructure and usage variables. Faster and more convenient transactions and curiosity to try new financial technology had the strongest relationship among the adoption factors (r = 0.752). Necessity for a specific purchase was very closely correlated to convenience of use (r = 0.727). The results suggested that convenience-motivated consumers were also more likely to adopt technology digitalisation. In fact, Okonkwo et al. (2023) stated that the factors affecting consumer and consumer context had an effect on mobile wallet behaviour, therefore multiple factors need to be investigated when considering wallet usage. Also, the relationships for security variables were meaningful. There was also a strong positive relationship between trust in financial applications and worry about unauthorised access via business (r = 0.505), with worry about unauthorised access and trust in financial applications via business proving stronger (r = 0.609). This implied that security was highly interrelated, and it might affect consumers' intent to use digital wallets or traditional banking apps. The findings were in line with Wu et al. (2022) research that showed that, in addition to technological functionality, technology adoption can be influenced by behavioural and perceptual factors.
The relationships among infrastructure barriers were the strongest. Unstable internet and application downtime were very strongly related (r = 0.879) as were unstable internet and merchant non-acceptance (r = 0), which indicated that the ones with connectivity issues were more prone to application issues also. Technical challenges would be relevant to the research problem because it could be that owners of the accounts were not able to make use of the willingness to use accounts into regular use due to technical barriers. Barriers to regular usage were also found to be strong associated with other barriers to regular usage. Processing delays correlated with transaction fees (r = 0.778) and forgotten processing delays correlated with forgotten PINs or passwords (r = 0.786). The two other variables with strong correlations were transaction fees, and forgotten PINs/passwords (r = 0.771). From these results, it was proposed that users who are having one problem are also having more than one other problem, suggesting that the irregular use may be due to several interconnected problems. The overall correlations were found to support that the behaviour of digital wallets was influenced by interconnected technological, behavioural and contextual factors. Most of the relationships with active use were, however, generally less strong than the relationships among the explanatory factors. This reinforced the main research question, namely, that owning a digital wallet alone; did not equate to members' actual usage, thus a variety of factors could affect real member usage.
[bookmark: _Toc241148474]4.6 Reliability Analysis
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[bookmark: _heading=h.i3sxh5m73nss][bookmark: _Toc241148534]Table 4.15: Reliability Statistics for Digital Wallet Usage Constructs
(Source: calculated in MS Excel)
To assess the internal consistency of the multi-item scales used in examining the factors that influence the use of digital wallet, reliability analysis was also conducted. Listwise complete responses were used to compute Cronbach's alpha for each construct. The alpha value of about 0.70 or higher was deemed acceptable because items within a scale were measuring a sufficiently consistent underlying concept. For the Security & Trust Risk construct, there were three items: concerns about fraud or hacking, increased confidence in traditional banking applications, and concerns about unauthorised access. A Cronbach's alpha of 0.734 was obtained from the 49 complete cases; this was an acceptable level of internal consistency. This indicates that the three were related enough to consider them for security and trust analysis of people using such e-wallets. Sulaiman (2023) found that a range of factors impacting the use of individual e-wallets was identified, and user perceptions and concerns were observed to play a significant role in achieving an understanding of wallet engagement. As a result of the items used in the present study being used and the acceptable reliability that was achieved, these items can be used in combination to measure security and trust-related risk. The Infrastructure Barriers scale comprised three types that measured instability of internet data, merchant downtime, acceptance, or application or server down time. It demonstrates Cronbach’s alpha of 0.852 across internal consistency. 
As our results show, these three items that are related to infrastructure were well interrelated, and technological barriers were able to be treated as a group for analysing technologic barriers to regular digital wallet use. In retail banking, digitalisation has shifted the focus toward customer engagement and technology adoption in financial product usage (Kowsar et al., 2025). This high level of reliability strengthens the importance of Infrastructure conditions as they relate to examining the implications of digital financial services and continued customer engagement. The construct for the Barriers to Regular Usage comprised six items: cash convenience, preferring to use cards, complex interface design, transaction costs, processing delays and forgetting PINs or passwords. The internal consistency measured by Cronbach's alpha of the scale was very good, with 47 complete cases yielding a value of 0.881. The findings indicate that these barriers are well correlated and can be used as an appropriate scale when studying the challenges connected with the use of digital wallets. Since Q11 measures the outcome variable, and not a barrier, it was not included in this reliability scale. In a similar way, single-item questions and descriptive or adoption-motivation blocks were not considered to be reliability scales (Shanmugavel et al. 2024). The results showed that all three constructs were above 0.70. This, in turn, indicates internal consistency and, thus, suitability for further analyses on the relationship between digital wallet ownership and usage activity.
[bookmark: _Toc241148475]4.7 Key Findings
The overall results shed light on the relationship between the possession of digital wallets and their actual utilisation. The findings answer the four research questions by indicating the motives for signing up, the influence of security and trust, the influence of infrastructure and the environment, and reasons for the adoption-usage disconnect. For both research questions, convenience and quick dealing were identified as important triggers for sign-in items for mobile wallets and the corresponding motivation items had means of 3.396 and 3.399 respectively. Both pre-installed wallet apps and curiosity in relation to financial technologies reported a reasonably high average of 3.283, respectively. Sign-up also highlighted the importance of pre-installed software (M = 3.302), cash-back and discounts (M = 3.170) and friends and family recommendations (M = 3.151). Possible conclusions and implications are that these kinds of adoption factors work together to ensure initial adoption and that the factors were not limited to a single mechanism of influence (Marasabessy et al. 2025). Following this, Sulaiman (2023) cited other behavioural factors affecting the individuals' e-wallet use, further demonstrating that several user factors are considered in the adoption decision. The second research question focused upon perceived security risk and trust. The fear of fraud or hacking (M = 2.755), fear of unauthorised access if the phone is lost (M = 2.868), and increased confidence in conventional banking applications (M = 2.660) were all raised as concerns to the respondents. The correlation analysis also revealed a correlation between a concern of fraud or hacking with the trust in traditional banking applications (r = 0.505) and between the concern of unauthorised access and trust in traditional banking applications (r = 0.609). 
The results suggest that both security perception and established trust in traditional banking services can impact the adoption of any digital wallet for everyday transactional use. Kowsar et al. (2025) highlighted the significance of customer engagement in the digital retail banking landscape and reiterated the consumer trust and confidence in the use of digital financial services. The third research question was related to the infrastructure and environmental conditions. The average scores for application downtime, unstable internet or mobile data, or merchant non-acceptance were 3.113, 2.755, and 2.736, respectively. The association between unreliable Internet and App downtime was especially high (r = 0.879). This means that contexts of technical reliability and means of payment may hamper the relationship between being an owner and being a regular user. Finally, this study indicates that interrelated behaviour, technology and environment barriers explain this adoption–usage gap (Aprilia and Amalia, 2023). Many barriers were identified, such as transaction fees, complex interfaces, transaction processing delays, cash preference and often forgotten PINs and passwords. The overall model regression explained 25.1% of the variance in the outcome, but the model was not statistically significant (F = 0.911, p = 0.555), with none of the individual predictors being statistically significant in this case. Overall, evidence suggests that mere wallet ownership is not enough to ensure ongoing adoption, and attributes, such as convenience, trust, security, infrastructure, behaviour, and acceptance by merchants and the user's daily behaviour play a recognised role in continued use.
[bookmark: _Toc241148476]4.8 Chapter Summary
This chapter recognized the fundamental factors related to digital wallet adoption and usage. The factors that drove sign up included convenience, incentives and accessibility, and those that led to engagement included security, infrastructure and merchant acceptance and barriers to use. Overall, the results established that the need for a personalized wallet is not conducive to having them used frequently among the general public.


[bookmark: _Toc241148477]Chapter 5: Discussion
[bookmark: _Toc241148478]5.1 Introduction
This chapter explains the results that were described in Chapter 4 based on the research aim, research questions, and literature and theoretical framework. For the purpose of explanation, Rossy does not repeat the statistical findings, but clarifies why not all digital wallet adoption leads to real-life acceptance of digital wallets. Two different perspectives, the TAM, the UTAUT2 and the ECM, distinguish between adoption and post-adoption behaviours.
[bookmark: _Toc241148479]5.2 Overview of Key Findings, research problem, aims, and questions
The results showed that convenience and quicker transactions were among the factors that encouraged digital wallet registration, as were curiosity and promotional and social influences. The following motives, however, did not lead to regular use. Barriers included security concerns, infrastructure issues, merchant acceptance, cost of transactions, interface complexity and processing delays, as well as alternative payment habits. The dependent variable was explained by the regression model by 25.1%, but the overall model was not said to be statistically significant. However, the results do not indicate that any of the factors is the sole determinant of active usage. However, results show that the adoption–usage gap is of a multi-dimensional nature, including various technological conditions, as well as conditions related to behaviour and environment. 
This study aims to critically investigate different factors that prevent or hinder the transition from digital wallet account ownership to active transactional usage among consumers. Following are the research questions: 
· What are the main reasons to motivate users to sign up for accounts with digital wallets?
· What role do perceive security risk and trust play in consumers’ adoption of digital wallets for everyday transactions?
· Which factors influence the gap between digital wallet users and people who adopt the new technology but do not actually use it?
[bookmark: _Toc241148480]5.3 RQ1: Drivers of Digital Wallet Registration
The biggest initial motivators appeared to be more convenient and faster transactions, while more people had an app installed and seemed curious about financial technology. Other sign-up motivators were cashbacks, discount offers and software that was pre-installed or suggestions from friends and family. Results show that users could register because the digital wallets are immediately available and can be used to make users' lives easier, not because the users already have a long-term commitment to use them. Abdul-Halim et al. (2022) explained that usage continuance will be greater than what was brought at first, which is usefulness, because it is satisfying, easy to use, trustworthy, habitual, and there are constraints in its use. This difference is significant because the results of the present study suggest that factors that promote registration do not necessarily present the successful factors that promote usage. Obtained primary results, therefore, offered a more refined picture of TAM. Attraction to a wallet can be understood from the perceived usefulness and convenience. However, this does not fully account for what happens after consumers register. Answers to RQ1 is that the immediate functional value and external adoption triggers ensured small wins which in turn encouraged registrations, but that registrations also did not provide evidence of sustained engagement.
[bookmark: _Toc241148481]5.4 RQ2: Security, Trust and Daily Usage
The trust and security issues were found to be significant in the survey. Issues of fraud/hacking, access if the phone was lost, and higher trust in conventional banking apps were cited by respondents. Correlation analysis also revealed that these concerns about security were correlated, indicating that there wasn't one single issue pertaining to perceived security. However, its regression results failed to show security to be a valid independent predictor of active usage. The same finding was made by Akter et al. (2023) that continuance attitude is a multilevel determinant; it is not a single determining factor for using university technology. In accordance with the results of the present research, the concept of security should be understood in the broader context of continuance. In context to perceived security and Technology Continuance Theory, the relevance of perceived security is analysed in mobile-wallet continuance intention (Aprilia and Amalia, 2023). Despite these and the importance of the role played by security in post-adoption behaviours, the present non-significant regression result suggests that security issues cannot be considered as evidence of causation in this subsample. Thus, RQ2 received a qualified finding, where trust and security issues were evident and in line with the perception of the users, but the evidence did not confirm that security was the sole factor that influenced the daily usage.
[bookmark: _Toc241148482]5.5 RQ3: Infrastructure and Environmental Factors
Infrastructure proved to be an important context. Among the infrastructure barriers, the highest mean observed was recorded for app downtime, server crashes and network timeouts, and unstable internet connections and merchant non-acceptance were also identified. This correlation of unstable internet coverage with application downtime (r = .879) was particularly strong, suggesting that there was a close link between the research participants' experiences of internet connectivity and technical reliability. Shanmugavel et al. (2024) offered an expanded context in a hybrid UTAUT2 and revised information-systems success model. They conducted a study that correlates continuance and satisfaction with performance expectancy, effort expectancy, system quality, information quality, service quality, privacy and security. Thus, infrastructure cannot be treated as just an external nuisance because technical reliability can affect the value and performance that users experience from a financial service. Furthermore, facilitating conditions, performance expectancy, satisfaction, trust, and habit are identified as factors affecting continuance intention in rural South India (Lakshmanan and Shanmugavel, 2025). This agrees with the currently reported effect of the environment on active usage, especially in cases with less reliable technological infrastructure. The current regression model, however, did not show that any individual infrastructure predicted differences significant to the statistical test. Thus, RQ3 is addressed by demonstrating that infrastructure and environmental conditions were barriers that were observed in the study, but that a particular infrastructure-related factor actually produced lower use is not proven in isolation.
[bookmark: _Toc241148483]5.6 RQ4: Explaining the Adoption–Usage Gap
The point of the question is the main theme of the dissertation. The results showed that ease and accessibility stimulated registration, but the motivation for active use of this system was influenced by broader post-adoption experiences. Results from Jakarta also revealed that perceived usefulness and satisfaction were the factors that affected continuance intention, meanwhile, ease of use affected it through satisfaction. It can be seen that here ease of use is not enough to retain the use of the product. This helps explain why a business account might be opened and not be connected with regular business transactions. The present regression did not show individual predictors to be significant at the $p<0.05 level. However, this does not detract from the continued relevance of perceived usefulness beyond registration, which is in line with the usefulness influencing continuance in broader behavioural mechanisms (Kumar et al., 2025). When the actual experiences students get support their expectations of benefits, performance expectancy again plays a role in continuance (Mushtaq, 2024). Altogether, RQ4 is supported by findings that the gap between adoption and usage dates back to motivation at the point of adoption, as well as user experience after they accept or reject the app; reliability, satisfaction, confidence, and convenience in use influence the development of regular digital wallet usage.
[bookmark: _Toc241148484]5.7 Theoretical Implications and Contribution to Literature Gap
This study is original in terms of differentiating the moments of digital wallet adoption from active use. The results broadly support the TAM theory, as usefulness and convenience facilitated registrations, whereas UTAUT2 explains facilitating conditions, social influence, and habit with utility. The economic impact of ECM is relevant because ongoing usage is dependent upon post-adoption experiences and whether the technology continues to serve user expectations. This assertion is also supported by evidence from India, which reported that customer satisfaction as well as loyalty are correlated with continuance intention (Amoroso et al., 2023). Reflectively, new evidence conducted with Indonesian university students shows that there are more factors affecting continuance intention than there is a single adoption variable (Kuncoro and Kartini, 2026). This research has, therefore, built on this focus and takes a more in-depth look at the shift from account ownership to active transactions. To address the literature gap previously identified, the present research will focus more specifically on the shift from account ownership to more typically active transactional use.
[bookmark: _Toc241148485]5.8 Practical Implications
The results altogether led to the analysis that companies offering digital wallet products need to establish customer engagement. This is so because the key goal is not just the registration process when it comes to the digital wallet adoption journey. Millions of dollars can be averted in damages by placing technical reliability at the top of the list, which involves minimizing application downtime, server failures, network timeouts and transaction processing delays, as these can make users less likely to make their usual transactions. It is, therefore, imperative that providers make interfaces simpler so that users can easily navigate the payment functions without any hassle and easily retrieve their PIN and passwords in case they forget them. However, fees were acknowledged as an important stickler to regular use and should be looked at for transaction costs. Moreover, there is a need to enhance communication efforts on security measures, fraud protection, and data privacy so as to build consumers' trust in digital wallet services. Refund and buyer-protection policies should also help to ease buyer reluctance after failed or disputed deals. Increased acceptance amongst local micro merchants would also offer a consumer base greater opportunity to utilise wallets in everyday transactions. Offline or low connectivity payment systems might overcome some infrastructure constraints when appropriate. This conclusively proved H1: Infrastructure constraints restrict active usage of digital wallets from digital wallet account ownership to be valid. However, the interpretation made is to be taken with a pinch of salt, as both the overall regression model and no individual predictor of the model were not significant. Thus, the recommendations are informed by the descriptive and correlation results, and do not provide a solution to the adoption–usage gap. 
[bookmark: _Toc241148486]5.9 Chapter Summary
This chapter has explained the findings in the perspective of the four research questions and the theoretical framework. The evidence shows that registration and active usage are not the same and occur at different stages of digital wallet engagement. Convenience and accessibility are pivotal for adoption, while trust, infrastructure, satisfaction, usability and continuing value play a role in the user's willingness to include digital wallets in day-to-day transactions. In general, this study has offered a multi-faceted account of the adoption-usage dichotomy by finding the link with infrastructure constraints.

[bookmark: _Toc241148487]Chapter 6: Conclusion
[bookmark: _Toc241148488]6.1 Introduction
This chapter concludes the answer to “why does digital wallet account ownership not always translate to active usage?” It contains the research goal, research question and the key findings. It also includes consideration of achieving objectives of research, advancing knowledge and theory, real-world applications, constraints, and future research. Overall, this study provided an accurate example of owning a digital wallet (DW) and the adoption of this is dependent on a larger set of behaviours, technologies and environments. Available literature altogether showed a clear divide between ownership and usage and the need to study the adoption-usage gap.
[bookmark: _Toc241148489]6.2 Restatement of Research Aim and Research Questions
The objective of the research was to critically examine factors that may inhibit or prevent transitioning from digital wallet ownership to actual transactions. The research study looked at why consumers who have signed up for digital wallets might not be utilising the wallets for everyday purchases. The investigation probed four research questions. These were examined as drivers of digital wallet registration, impact of security and trust on use, infrastructure and environmental conditions, and factors explaining the gap between technology use and active use.
[bookmark: _Toc241148490]6.3 Summary of Key Findings
Digital wallets that offer faster transaction times, easier usage, and more efficiency than offline wallets will likely keep users engaged, which will be beneficial. However, when it comes to utility, a digital wallet's usefulness is not just tech-oriented, since there is always an issue of how much people in their everyday lives can use digital wallets. Registered users might not use the system regularly due to transaction fees, complexity of interfaces, slow transactions, alternative styles of payment, security of the system or infrastructure limitations. Hence, it can be said that possession is a preliminary usage choice as well and not necessarily a representation of regular use. It can be summarized from obtained findings that the availability of an app or wallet does not mean that they are used many times. A convenient and quick way to transact, pre-loading apps, interest in financial technology, cashbacks, discounts, and friend or family recommendations encouraged initial registrations. The findings showed that at the adoption stage there is a perceived usefulness and accessibility of digital wallets. However, there are some broader issues involved with the further use of this. 
Security and trust were noticeable concerns, such as a fear of financial fraud/hacking and concerns about unauthorised access following losing a mobile phone. Staggering a small number reported having more faith in traditional banking apps. As such, one does not need to have great confidence to use digital wallets for everyday purchases. Barriers reported included instability of Internet/Cell data, merchant non-acceptance, downtime of the app, and server crashes or time out. This means consumers must be ready to utilise a service, but also that the technological and commercial environment is conducive to supporting and effectuating reliable transactions. Other constraints identified in the study for use are transaction fee, complexity of interface, slower processing time, preference for cash/card payment and forgetting PINs and passwords. The overall regression model was not statistically significant, but explained approximately 25.1% of the variance in the dependent variable. Active usage is related to infrastructure and environmental conditions, which has proved H1 to be valid and nullified H0. 
[bookmark: _Toc241148491]6.4 Achievement of Research Objectives
The analysis of respondents’ motives, triggers for sign up and frequency barriers was achieved as part of this first objective. Convenience, ease of access, incentives, and social influences were demonstrated to encourage program enrolment, while enrolment barriers may deter participation. The second objective targeted at perceived risk and trust and the perceived risk and trust with respect to fraud risks, hacking and financial data security and unauthorised use. It was concluded that security perception shows influence on the users' experience with a digital wallet. The third objective explored infrastructure issues, including Internet infrastructure, merchant acceptance and technical reliability. The results revealed that the payment ecosystem has the potential to influence the enablement of effective usage. The fourth objective was to create policy implications for digital payment systems. The outcomes conclusively showed that the identified areas for the promotion of future engagement were technical reliability, security, usability, transaction costs, merchant acceptance, and customer protection and that any constraints in the overall infrastructure can oppose active usage of digital wallets.
[bookmark: _Toc241148492]6.5 Contribution to Knowledge and Theory
The value of the research will be the focus on separation between adoption and active use of a digital wallet. The study, therefore, does not consider the mere possession of an account to be an indicator of adoption but rather as an initial step that needs to be cultivated to turn into consistent, or even frequent, use. The research also shows that TAM, UTAUT2 and ECM are complementary and relevant to each other. In terms of social influence and facilitating conditions, TAM clarifies usefulness and convenience during adoption, and UTAUT2 illuminates social influence. ECM adds a post-adoption perspective that takes into mind on-going experiences and expectations. These perspectives allow for a broader perspective of the adoption–usage gap.
[bookmark: _Toc241148493]6.6 Practical Implications and Recommendations
Digital wallet operators should focus on getting users to return to their accounts. Improved reliability of applications and performance of transactions, less technical disruptions (Ahmed et al., 2025). Security must also be improved, with features to be used to ensure security must be clearly communicated, and increase users' feelings of security. The more local businesses accept the use of the facility, the more it will be used in day-to-day business. The ease of use of the interfaces, no or lower transaction fees, and rapid repayment will also overcome practical difficulties that are being pointed out by respondents. If Internet payment is restricted, it can also be provided offline or with a restricted Internet connection.
[bookmark: _Toc241148494]6.7 Research Limitations
The findings are not broadly applicable as sample size (n = 51) and convenience sampling were utilized. Furthermore, the Internet may have missed some individuals who are less accessible to the Internet. This was a cross sectional design that enabled a snapshot view of perceptions and did not allow for examination of effects of changes in use behaviour. Further, information was self-reported, and may not be reflective of actual transaction behaviour. In terms of the number of predictors in this regression model as compared to the sample size, this was also a fairly large regression model. The results are preliminary and cannot be regarded as definitive proof of causal relationships.
[bookmark: _Toc241148495]6.8 Future Research Directions
The study could use an expanded and more diverse sample of children, and could achieve greater generalisability through the use of probability sampling techniques. Registration to use, over time and changes in consumers over time, could be a focus for one longitudinal study. Qualitative interviews may provide more detail on why users are inactive and a mix of survey data and real transactional data may be superior proof of what is reported and what is observed.
[bookmark: _Toc241148496]6.9 Final Conclusion
This study has come to the conclusion that people's adoption of digital wallets is not a sign that they are really using it in their everyday lives. Convenience and accessibility will be fields of interest sought to attract attention, and security, reliability, infrastructure, usefulness and cost will be relevant to maintaining attention. Hence awareness matters a lot to understand the gap between adoption and usage as well as it helps to frame decisions regarding digital payment methods to move towards digital wallets in the consumers' financial life.
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APPLICATION FOR ETHICAL APPROVAL

In order for research to result in benefit and minimise risk of harm, it must be conducted ethically. 

The University follows the OECD Frascati manual definition of research activity: “creative work undertaken on a systematic basis in order to increase the stock of knowledge, including knowledge of man, culture and society, and the use of this stock of knowledge to devise new applications”. As such this covers activities undertaken by members of staff, postgraduate research students, and both taught postgraduate and undergraduate students working on dissertations/projects.

The individual undertaking the research activity is known as the “principal researcher”.

This form must be completed and approved prior to undertaking any research activity. 

SECTION A: About You (Principal Researcher)
	1
	Full Name:
	Anuj Raval

	2
	Student Number:
	
2432471

	3
	Email address:
	2432471@student.uwtsd.ac.uk

	4
	Programme of Study:
	MBA 

	5
	Supervisor:
	Sharukh Irfan 



SECTION B:  Internal and External Ethical Guidance Materials
	
	Please list the core ethical guidance documents that have been referred to during the completion of this form (including any discipline-specific codes of research ethics, location-specific codes of research ethics, and also any specific ethical guidance relating to the proposed methodology).  Please tick to confirm that your research proposal adheres to these codes and guidelines. You may add rows to this table if needed.

	1
	UWTSD Research Ethics & Integrity Code of Practice
	☒
	2
	UWTSD Research Data Management Policy
	☒

	3
	
	☐

	4
	
	☐



SECTION C: Details of Research Activity
	1
	Indicative title:
	Why does digital wallet account ownership not always translate to active usage?

	2
	Proposed start date:
	18/07/2026
	Proposed end date:
	25/09/2026

	
	Introduction to the Research (maximum 300 words in each section)
Ensure that you write for a Non-Specialist Audience when outlining your response to the three points below:
· Purpose of Research Activity
· Proposed Research Question
· Aims of Research Activity
· Objectives of Research Activity
Demonstrate, briefly, how Existing Research has informed the proposed activity and explain
· What the research activity will add to the body of knowledge 
· How it addresses an area of importance. 

	3
	Purpose of Research Activity

To find out what kind of factors stopping people to use digital wallet on daily basis


	4
	Research Question
· What are the main reasons to motivate users to sign up for accounts with digital wallets?
· What role do perceive security risk and trust play in consumers’ adoption of digital wallets for everyday transactions?
· Which factors influence the gap between digital wallet users and people who adopt the new technology but do not actually use it?

	5
	Aims of Research Activity

 This study aims to critically investigate different factors that prevent or hinders the transition from digital wallet account ownership to active transactional usage among consumers.

	6
	Objectives of Research Activity

● To determine what motivates or impedes the first signing up to a digital wallet and how the decision to terminate the account affects longer term retention
● To assess how perceived risks and trust create an intention to conduct routine transactions using a digital wallet
● To understand infrastructure constraints that are limiting the active use of digital wallets structurally and due to the environment
● To derive strategic proposals for the FinTech developers and digital payment system for bridging the adoption-usage gap and promoting a long-term customer engagement

	
	Proposed data collection methods (maximum 600 words)
Provide a brief summary of all the methods that may be used in the research activity to collect data, making it clear what specific techniques may be used. If methods other than those listed in this section are deemed appropriate later, additional ethical approval for those methods will be needed. You do not need to justify the methods here but should instead describe how you intend to collect the data necessary for you to complete your project.

	7
	This study will rely on the positivist philosophy and deductive approach to analyse the factors that affect the transition of owning digital wallet into making active use. It will follow the quantitative research design wherein an online questionnaire has been for conducting a survey via google form. A total of 51 sample size will be considered using convenience sampling. A five-point Likert scale will be used for better analysis. As a means of data analysis, descriptive statistics, Cronbach’s alpha reliability testing, Pearson correlation analysis, and multiple regression will be used. All research procedures will follow ethical guidelines, such as respect for informed consent, confidentiality, adult consent and anonymity.



SECTION D: Scope of Research Activity
	
	Will the research activity include:
	YES
	NO

	1
	Use of a questionnaire or similar research instrument?
	☒
	☐

	2
	Use of interviews?
	☐
	☒

	3
	Use of focus groups?
	☐
	☒

	4
	Use of participant diaries? 
	☐
	☒

	5
	Use of video or audio recording?
	☐
	☒

	6
	Use of computer-generated log files?
	☐
	☒

	7
	Participant observation with their knowledge?
	☐
	☒

	8
	Participant observation without their knowledge?
	☐
	☒

	9
	Access to personal or confidential information without the participants’ specific consent?
	☐
	☒

	10
	Administration of any questions, test stimuli, presentation that may be experienced as physically, mentally or emotionally harmful / offensive?
	☐
	☒

	11
	Performance of any acts which may cause embarrassment or affect self-esteem?
	☐
	☒

	12
	Investigation of participants involved in illegal activities?
	☐
	☒

	13
	Use of procedures that involve deception?
	☐
	☒

	14
	Administration of any substance, agent or placebo?
	☐
	☒

	15
	Working with live vertebrate animals?
	☐
	☒

	16
	Procedures that may have a negative impact on the environment?
	☐
	☒

	17
	Other primary data collection methods. Please indicate the type of data collection method(s) below.
	☐
	☒

	
	Details of any other primary data collection method:

(this box should expand as you type)
	
	



If you have ticked NO to every question then the research activity is (ethically) low risk and you may skip section E and continue to section F.

If YES to any question, then no research activity should be undertaken until full ethical approval has been obtained. 

SECTION E: Intended Participants
	
	Who are the intended participants:
	
YES
	
NO

	1
	Students or staff at the University?
	☐
	☒

	2
	Adults (over the age of 18 and competent to give consent)?
	☒
	☐

	3
	Vulnerable adults?
	☐
	☒

	4
	Children and Young People under the age of 18? (Consent from Parent, Carer or Guardian will be required)
	☐
	☒

	5
	Prisoners?
	☐
	☒

	6
	Young offenders?
	☐
	☒

	7
	Those who could be considered to have a particularly dependent relationship with the investigator or a gatekeeper?
	☐
	☒

	8
	People engaged in illegal activities?
	☐
	☒

	9
	Others. Please indicate the participants below, and specifically any group who may be unable to give consent.

	☐
	☒

	
	Details of any other participant groups:
Complete this only if your participants cannot give consent. This includes animals

(this box should expand as you type)
	
	



	
	Participant numbers and source
Provide an estimate of the expected number of participants. How will you identify participants and how will they be recruited? 

	10
	How many participants are expected?

	51

	11
	Who will the participants be?

	Consumers with any digital wallet ownership or previous registration


	12
	How will you identify the participants?
	Both active and inactive users will be targeted




	
	Information for participants:
	
YES
	NO
	
N/A

	13
	Will you describe the main research procedures to participants in advance, so that they are informed about what to expect?
	☒
	☐
	☐

	14
	Will you tell participants that their participation is voluntary?
	☒
	☐
	☐

	15
	Will you obtain written consent for participation?
	☒
	☐
	☐

	16
	Will you explain to participants that refusal to participate in the research will not affect their treatment or education (if relevant)?
	☒
	☐
	☐

	17
	If the research is observational, will you ask participants for their consent to being observed?
	☐
	☐
	☒

	18
	Will you tell participants that they may withdraw from the research at any time and for any reason?
	☒
	☐
	☐

	19
	With questionnaires, will you give participants the option of omitting questions they do not want to answer?
	☒
	☐
	☐

	20
	Will you tell participants that their data will be treated with full confidentiality and that, if published, it will not be identifiable as theirs?
	☒
	☐
	☐

	21
	Will you debrief participants at the end of their participation, in a way appropriate to the type of research undertaken?
	☒
	☐
	☐

	22
	If NO to any of above questions, please give an explanation 

	
	You should be able to tick YES for all of these questions. If not, then explain why not in this box.

(this box should expand as you type)



	
	Information for participants:
	
YES
	NO
	
N/A

	24
	Will participants be paid?
	☐
	☒
	☐

	25
	Is specialist electrical or other equipment to be used with participants?
	☐
	☒
	☐

	26
	Are there any financial or other interests to the investigator or University arising from this study?
	☐
	☒
	☐

	27
	Will the research activity involve deliberately misleading participants in any way, or the partial or full concealment of the specific study aims?
	☐
	☒
	☐

	28
	If YES to any question, please provide full details 

	
	You should be able to tick NO for most of these questions. For any cases that you have ticked YES then provide details in this box. If you are using cameras/voice recorders to record interviews, then please state that in this box.

(this box should expand as you type)



SECTION F: Anticipated Risks

	
	[bookmark: _Toc241148500]
Outline any anticipated risks that may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them.  

	1
	Risks to participants
For example: sector-specific health & safety, emotional distress, financial disclosure, physical harm, transfer of personal data, sensitive organisational information. If you have identified in section D that there are no participants, then enter N/A and go skip to question 3.

	
	Risk to participants:

There might be someone who might not agree to participate due to confidentiality issues 

	How you will mitigate the risk to participants:

It will be ensured that all collected responses will be used in an anonymised format

	2
	If research activity may include sensitive, embarrassing or upsetting topics (e.g. sexual activity, drug use) or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities

	
	
Not applicable


	3
	Risks to the investigator
For example: personal health & safety, physical harm, emotional distress, risk of accusation of harm/impropriety, conflict of interest

	
	Risk to the investigator:
There are always risks. Do not write NA.

	How you will mitigate the risk to the investigator:

No risk

	4
	University/institutional risks
For example: adverse publicity, financial loss, data protection

	
	Risk to the University:
There are always risks. Do not write NA.
	How you will mitigate the risk to the University:

No risk 


	5
	Environmental risks
For example: accidental spillage of pollutants, damage to local ecosystems

	
	Risk to the environment:

No 
	How you will mitigate the risk to environment:

No 



SECTION G: Feedback, Consent and Confidentiality

If you have identified in section D that there are no participants, then enter skip this section and continue to section H.

	1
	Feedback
What de-briefing and feedback will be provided to participants, how will this be done and when? 

	
	No


	2
	Informed consent
Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before data collection begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded in accordance with prevailing data protection legislation.

	
	Yes, there will be informed consent sent to the participants. They will be sent link of the survey only if they give their consent and agree to participate. 
 

	3
	Confidentiality / Anonymity
Set out how anonymity of participants and confidentiality will be ensured in any outputs. If anonymity is not being offered, explain why this is the case. 

	
	Yes, proper means of anonymity will be maintained.
 



SECTION H: Data Protection and Storage

	
	Does the research activity involve personal data (as defined by the General Data Protection Regulation 2016 “GDPR” and the Data Protection Act 2018 “DPA”)?
	YES
	NO

	1
	“Personal data” means any information relating to an identified or identifiable natural person (‘data subject’). An identifiable natural person is one who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, an online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that natural person. Any video or audio recordings of participants is considered to be personal data.
	☐
	☐

	
	If YES, provide a description of the data and explain why this data needs to be collected:

	2
	This includes audio/video data of participants but can also include IP addresses and usernames. Names, addresses and emails also count, as do consent forms.

(this box should expand as you type)

	
	Does it involve special category data (as defined by the GDPR)?
	YES
	NO

	3
	“Special category data” means sensitive personal data consisting of information as to the data subjects’ –
(a) racial or ethnic origin,
(b) political opinions,
(c) religious beliefs or other beliefs of a similar nature,
(d) membership of a trade union (within the meaning of the Trade Union and Labour Relations (Consolidation) Act 1992),
(e) physical or mental health or condition,
(f) sexual life,
(g) genetics,
(h) biometric data (as used for ID purposes),
	
☐
	
☐

	
	If YES, provide a description of the special category data and explain why this data needs to be collected:

	4
	What counts as ‘sensitive’ will differ between cultures. Any information on behaviour that is not in accordance with cultural norms would count as sensitive personal data.

(this box should expand as you type)



	
	
Will data from the research activity (collected data, drafts of the thesis, or materials for publication) be stored in any of the following ways?
	YES
	NO

	5
	Manual files (i.e. in paper form)?
	☐
	☒

	6
	University computers?
	☐
	☒

	7
	Private company computers?
	☐
	☒

	8
	Home or other personal computers?
	☒
	☐

	9
	Laptop computers/ CDs/ Portable disk-drives/ memory sticks?
	☒
	☐

	10
	“Cloud” storage or websites?
	☒
	☐

	11
	Other – specify:

	☐
	☒

	12
	For all stored data, explain the measures in place to ensure the security of the data collected, data confidentiality, including details of backup procedures, password protection, encryption, anonymisation and pseudonymisation:

	
	
All data will be kept in password protected cloud storage on the University Office 365 system which will not be shared. Audio/visual data will be transcribed and would be shown to participants to check accuracy of reporting. Any USB sticks used to store or transfer data will be password protected. All participants will be given a unique identifier to ensure confidentiality and this list will be kept securely in the password protected folder. 




	
	Data Protection

	
	Will the research activity involve any of the following activities:
	YES
	NO

	13
	Electronic transfer of data in any form?
	☐
	☒

	14
	Sharing of data with others at the University outside of the immediate research team?
	☐
	☒

	15
	Sharing of data with other organisations?
	☐
	☒

	16
	Export of data outside the UK or importing of data from outside the UK?
	☐
	☒

	17
	Use of personal addresses, postcodes, faxes, emails or telephone numbers?
	☐
	☒

	18
	Publication of data that might allow identification of individuals?
	☐
	☒

	19
	If YES to any question, please provide full details, explaining how this will be conducted in accordance with the GDPR and Data Protection Act (2018) (and/or any international equivalent):

	
	
All data will be encrypted and kept in password protected cloud storage on the University Office 365 system which will not be shared. Any USB sticks used to store or transfer data will be password protected. All data transfers will be encrypted and password protected.  All participants will be given a unique identifier to ensure confidentiality and this list will be kept securely in the password protected folder. The data will be stored until the completion of the project and then deleted. In accordance with the DPA2018, participants will have the right to ask to see what data is held relating to them, and this data will be deleted immediately if the participant requests this, in which case the data will not be used in the project.


	20
	List all who will have access to the data generated by the research activity:

	
	The researcher and the Supervisor


	21
	List who will have control of, and act as custodian(s) for, data generated by the research activity:

	
	Usually, the principal researcher


	22
	Give details of data storage arrangements, including security measures in place to protect the data, where data will be stored, how long for, and in what form. 

	
	All data will be encrypted and kept in password protected cloud storage on the University Office 365 system which will not be shared. Any USB sticks used to store or transfer data will be password protected, and will be reformatted at the end of the project in order to destroy the data. The data will be stored until the completion of the project and then deleted. 

(this box should expand as you type)

	22
	Confirm that you have read the UWTSD guidance on data management (see https://www.uwtsd.ac.uk/library/research-data-management/)
	☒

	23
	Confirm that you are aware that you need to keep all data until after your research has completed or the end of your funding
	☒



SECTION I: Use of AI tools
	Use of generative AI and other AI-based tools
There are a number of ethical issues relating to the use of generative AI and other AI-based tools, including data security, output bias, and output errors. In general you should assume that any generative AI or other AI-based tool that you pay to use is more secure and accurate than one which is free to use.

Will the research use AI tools to do any of the following:
	YES
	NO
	N/A

	1
	Capture data?
	☐
	☒
	☐

	2
	Generate and/or edit text?
	☐
	☒
	☐

	3
	Generate graphics?
	☐
	☒
	☐

	4
	Generate video?
	☐
	☒
	☐

	5
	Generate sound/music?
	☐
	☒
	☐

	6
	Generate code?
	☐
	☒
	☐

	7
	Generate synthetic data?
	☐
	☒
	☐

	8
	Analyse data?
	☐
	☒
	☐

	9
	Analyse personal or sensitive data?
	☐
	☒
	☐

	10
	Classify data?
	☐
	☒
	☐

	11
	Do you intend to use the free version of any AI tools?
	☐
	☒
	☐

	If you have answered YES to any of questions O1-O11, please provide justification detailing why this is necessary for the research.  

	12
	State which AI tool or tools you will be using, and where they are based (or store their data – you may need to check their webpages or user agreement for this). If you are planning to use Copilot then say if you’re using the UWTSD version of it or the public version. You should also show how you are complying with current UWTSD guidance/policy of the use of AI.

(this box should expand as you type)




SECTION J: Declaration
	
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 

	1
	Signature of applicant:
	Anuj Raval
	Date: 17/07/2026


	2
	Supervisor:
	Sharukh Irfan 
	Date: 17/07/2026

	3
	Signature:
	[image: ]
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Section 1: Screening & Demographics
1. Do you have at least one registered digital wallet account (such as Google Pay, Apple Pay, PayPal)?
· Yes 
· No (survey ends)
2. How often do you use digital payment applications for transactions?
· Daily
· A few times a week
· A few times a month
· Rarely 
· I registered but have never used it (survey ends)
3. What is your age group?
· 20–24
· 25–34
· 35–45
· More than 45
Section 2: motivation to sign up for digital wallet accounts
4. Which among these below options, is the primary factor that have motivated you to initially open a digital wallet account? 
· Promotional offers, cashbacks, or signup bonuses
· Peer pressure or recommendations from friends/family
· Merchant/vendor requirement 
· Convenience and speed of transactions
· Pre-installed app on a new smartphone
· Curiosity to try new technology
· Others
5. Which single factor do you consider to be the biggest trigger for your decision to sign up?
· Cashbacks and Discounts
· Convenience of use
· Recommendation from friends/family
· Pre-installed software 
· Necessity for a specific purchase
Section 3: Perceived Security Risk and Trust
6. How much are your confident that your personal financial data is safe within digital wallets?
· Not at all confident
· Not confident
· Neutral
· Confident
· Very much confident
7. To what extent do you agree with the following statements regarding security and trust? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
· Fear of financial fraud/hacking prevents me from using digital wallets for high-value transactions.
· I trust traditional banking apps more than third-party digital wallets.
· Concerns about unauthorized access if I lose my phone keep me from using wallets daily.
8. Have you ever experienced or heard about a transaction failure/fraud that made you hesitate to use digital wallets again?
· Yes, directly experienced it
· Yes, heard from friends/family/media
· No
Section 4: Infrastructure & Environment Influences
9. On a scale on 1-5, how often do the following infrastructure issues limit your active use of digital wallets? (1= Never, 2=Rarely, 3=Sometimes, 4=Frequently, 5=Always)
· Unstable internet connection/mobile data coverage
· Local merchants/vendors not accepting digital payments
· App downtime, server crashes, or network timeouts
10. In your area, how common is it for daily micro-merchants (such as street vendors, small grocery shops, public transit) to accept digital payments?
· Almost everywhere (80–100%)
· Many places (50–79%)
· Some places (20–49%)
· Rarely (0–19%)
· Not sure
Section 5: The Adoption vs. Active Usage Gap
11. If you do not use your digital wallet regularly despite having an account, what are the primary reasons? 
· Cash is still more convenient for my daily expenses
· Credit/Debit cards are habituated and faster for me
· The user interface (UI) is too complicated or clutter-filled
· Transaction fees or hidden charges
· Processing delays or pending transaction issues
· I forget my PIN/passwords frequently
· I actively use it every day 
· Others 
12. How likely would you be to increase your daily usage of digital wallets if the following improvements were made? (1 = Unlikely, 2 = Somewhat Likely, 3 = Highly Likely)
· Offline payment capabilities (no internet needed)
· Better buyer protection and instant refund policies
· Simplified, clutter-free app interface
· Zero transaction fees for all payment types



· Universal acceptance across all small local businesses



1
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	Timestamp
	Have you understood the study's purpose and freely consent to participate?
	1. Do you have at least one registered digital wallet account (such as Google Pay, Apple Pay, PayPal)?
	2. How often do you use digital payment applications for transactions?
	3. What is your age group?
	4. How far will you agree with each of these statements regarding what initially motivated you to open a digital wallet account? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [I opened an account mainly for cashbacks, discounts, or sign-up bonuses]
	4. How far will you agree with each of these statements regarding what initially motivated you to open a digital wallet account? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [Recommendations or peer pressure from friends/family prompted me to join.]
	4. How far will you agree with each of these statements regarding what initially motivated you to open a digital wallet account? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [I opened it because specific merchants or vendors required digital wallet payments.]
	4. How far will you agree with each of these statements regarding what initially motivated you to open a digital wallet account? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [Faster, more convenient transactions were the main reason I signed up.]
	4. How far will you agree with each of these statements regarding what initially motivated you to open a digital wallet account? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [Having the app pre-installed on my smartphone prompted me to start using it.]
	4. How far will you agree with each of these statements regarding what initially motivated you to open a digital wallet account? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [Curiosity to try new financial technology led me to create an account.]
	5. To what extent do you agree or disagree with the following factors that triggered your decision to sign up? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [Cashbacks and Discounts]
	5. To what extent do you agree or disagree with the following factors that triggered your decision to sign up? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [Convenience of use]
	5. To what extent do you agree or disagree with the following factors that triggered your decision to sign up? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [Recommendation from friends/family]
	5. To what extent do you agree or disagree with the following factors that triggered your decision to sign up? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [Pre-installed software]
	5. To what extent do you agree or disagree with the following factors that triggered your decision to sign up? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [Necessity for a specific purchase]
	6. How confident are you that your personal financial data is safe within digital wallets?
	7. To what extent do you agree with the following statements regarding security and trust? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [Fear of financial fraud/hacking prevents me from using digital wallets for high-value transactions.]
	7. To what extent do you agree with the following statements regarding security and trust? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [I trust traditional banking apps more than third-party digital wallets.]
	7. To what extent do you agree with the following statements regarding security and trust? (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
 [Concerns about unauthorized access if I lose my phone keep me from using wallets daily.]
	8. On a scale of 1-5, how much have you experienced a transaction failure/fraud that made you hesitate to use digital wallets again?
	9. On a scale of 1-5, how often do the following infrastructure issues limit your active use of digital wallets? (1= Never, 2=Rarely, 3=Sometimes, 4=Frequently, 5=Always)
 [Unstable internet connection/mobile data coverage]
	9. On a scale of 1-5, how often do the following infrastructure issues limit your active use of digital wallets? (1= Never, 2=Rarely, 3=Sometimes, 4=Frequently, 5=Always)
 [Local merchants/vendors not accepting digital payments]
	9. On a scale of 1-5, how often do the following infrastructure issues limit your active use of digital wallets? (1= Never, 2=Rarely, 3=Sometimes, 4=Frequently, 5=Always)
 [App downtime, server crashes, or network timeouts]
	10. How much do you agree with the statement that most daily micro-merchants in your area (street vendors, small grocery shops, public transit) accept digital payments?
	11. Please indicate your level of agreement with each of the following statements regarding why you might not use your digital wallet regularly. (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree) [Cash is still more convenient for my daily expenses]
	11. Please indicate your level of agreement with each of the following statements regarding why you might not use your digital wallet regularly. (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree) [Credit/Debit cards are habituated and faster for me]
	11. Please indicate your level of agreement with each of the following statements regarding why you might not use your digital wallet regularly. (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree) [The user interface (UI) is too complicated or clutter-filled]
	11. Please indicate your level of agreement with each of the following statements regarding why you might not use your digital wallet regularly. (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree) [Transaction fees or hidden charges]
	11. Please indicate your level of agreement with each of the following statements regarding why you might not use your digital wallet regularly. (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree) [Processing delays or pending transaction issues]
	11. Please indicate your level of agreement with each of the following statements regarding why you might not use your digital wallet regularly. (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree) [I forget my PIN/passwords frequently]
	11. Please indicate your level of agreement with each of the following statements regarding why you might not use your digital wallet regularly. (Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree) [I actively use it every day]
	12. How likely would you be to increase your daily usage of digital wallets if the following improvements were made? (1 = Unlikely, 2 = Somewhat Likely, 3 = Highly Likely)
 [Offline payment capabilities (no internet needed)]
	12. How likely would you be to increase your daily usage of digital wallets if the following improvements were made? (1 = Unlikely, 2 = Somewhat Likely, 3 = Highly Likely)
 [Better buyer protection and instant refund policies]
	12. How likely would you be to increase your daily usage of digital wallets if the following improvements were made? (1 = Unlikely, 2 = Somewhat Likely, 3 = Highly Likely)
 [Simplified, clutter-free app interface]
	12. How likely would you be to increase your daily usage of digital wallets if the following improvements were made? (1 = Unlikely, 2 = Somewhat Likely, 3 = Highly Likely)
 [Zero transaction fees for all payment types]
	12. How likely would you be to increase your daily usage of digital wallets if the following improvements were made? (1 = Unlikely, 2 = Somewhat Likely, 3 = Highly Likely)
 [Universal acceptance across all small local businesses]
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	9/1/2026 19:49:49
	Yes
	Yes
	Daily
	20–24
	2
	2
	2
	5
	4
	4
	4
	5
	5
	3
	3
	Confident
	1
	5
	2
	1
	1
	1
	1
	Strongly Agree
	2
	5
	2
	2
	2
	2
	4
	3
	3
	3
	3
	3

	9/1/2026 19:56:15
	Yes
	Yes
	Daily
	20–24
	1
	3
	2
	2
	4
	1
	2
	1
	3
	4
	2
	Confident
	3
	2
	1
	3
	4
	3
	4
	Agree
	3
	1
	2
	4
	3
	2
	4
	5
	3
	4
	2
	4

	9/1/2026 20:58:35
	Yes
	Yes
	Daily
	35–45
	2
	2
	1
	3
	3
	
	2
	3
	3
	2
	3
	Confident
	5
	3
	2
	3
	3
	2
	2
	Agree
	
	
	
	
	
	
	
	3
	2
	2
	3
	3

	9/1/2026 21:08:23
	Yes
	Yes
	Daily
	25–34
	3
	2
	5
	1
	4
	
	1
	1
	4
	2
	2
	Very much confident
	5
	1
	4
	5
	3
	4
	5
	Strongly Agree
	4
	4
	5
	5
	5
	3
	1
	1
	1
	1
	2
	1

	9/1/2026 21:11:33
	Yes
	Yes
	Daily
	25–34
	5
	3
	4
	5
	3
	4
	5
	3
	4
	5
	3
	Very much confident
	4
	3
	3
	1
	5
	4
	5
	Neutral / Neither Agree nor Disagree
	5
	3
	4
	5
	3
	3
	5
	5
	3
	4
	4
	3

	9/1/2026 21:19:12
	Yes
	Yes
	A few times a week
	25–34
	2
	4
	4
	1
	4
	2
	2
	1
	3
	2
	2
	Not confident
	2
	1
	2
	1
	2
	2
	2
	Agree
	4
	2
	4
	3
	2
	2
	4
	5
	1
	1
	1
	1

	9/1/2026 21:58:18
	Yes
	Yes
	Daily
	20–24
	
	
	
	5
	
	5
	5
	5
	5
	5
	5
	Very much confident
	1
	4
	5
	5
	3
	3
	3
	Strongly Agree
	5
	5
	4
	4
	4
	5
	5
	3
	3
	3
	3
	3

	9/1/2026 22:01:35
	Yes
	Yes
	Daily
	25–34
	4
	1
	1
	5
	3
	3
	5
	5
	3
	3
	5
	Confident
	2
	4
	3
	1
	1
	2
	1
	Strongly Agree
	1
	5
	4
	2
	2
	2
	5
	5
	5
	5
	5
	5

	9/1/2026 22:50:09
	Yes
	Yes
	Daily
	25–34
	2
	5
	2
	1
	4
	1
	2
	1
	5
	2
	1
	Not confident
	1
	1
	2
	2
	1
	2
	1
	Strongly Agree
	1
	1
	2
	2
	1
	3
	5
	3
	1
	3
	1
	5

	9/2/2026 16:19:26
	Yes
	Yes
	A few times a week
	20–24
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	Very much confident
	5
	5
	5
	1
	1
	1
	1
	Strongly Agree
	3
	3
	3
	3
	3
	3
	4
	3
	3
	3
	3
	3

	9/2/2026 18:53:26
	Yes
	Yes
	A few times a week
	35–45
	1
	5
	2
	2
	4
	1
	2
	3
	5
	3
	1
	Not confident
	1
	1
	1
	1
	5
	1
	5
	Strongly Agree
	5
	1
	5
	1
	1
	1
	3
	2
	3
	1
	1
	5

	9/2/2026 19:30:11
	Yes
	Yes
	A few times a month
	35–45
	2
	5
	1
	3
	1
	5
	1
	3
	1
	2
	1
	Not confident
	1
	1
	2
	5
	1
	4
	1
	Agree
	5
	1
	1
	1
	1
	1
	2
	2
	1
	2
	1
	1

	9/2/2026 19:45:06
	Yes
	Yes
	A few times a week
	35–45
	1
	
	1
	1
	3
	2
	4
	1
	3
	1
	1
	Not at all confident
	1
	3
	1
	5
	1
	4
	1
	Agree
	1
	1
	1
	1
	1
	1
	1
	1
	2
	4
	1
	1

	9/2/2026 19:47:42
	Yes
	Yes
	A few times a week
	35–45
	1
	1
	2
	1
	3
	1
	1
	2
	1
	1
	1
	Confident
	2
	3
	3
	1
	3
	1
	3
	Strongly Agree
	1
	1
	2
	3
	5
	5
	1
	3
	2
	1
	1
	1

	9/2/2026 19:55:56
	Yes
	Yes
	Daily
	25–34
	4
	4
	4
	4
	4
	4
	4
	4
	4
	4
	4
	Neutral
	4
	4
	4
	5
	3
	2
	2
	Agree
	3
	3
	3
	3
	3
	3
	3
	3
	3
	3
	3
	3

	9/2/2026 19:56:40
	No
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	9/2/2026 19:57:32
	Yes
	Yes
	Daily
	25–34
	4
	4
	4
	4
	4
	4
	4
	4
	4
	4
	4
	Neutral
	4
	4
	4
	5
	4
	4
	4
	Agree
	4
	4
	4
	4
	4
	4
	4
	5
	5
	5
	5
	5

	9/2/2026 19:58:05
	Yes
	Yes
	Daily
	35–45
	4
	4
	1
	1
	2
	1
	1
	2
	1
	2
	1
	Not confident
	1
	1
	1
	5
	1
	4
	1
	Neutral / Neither Agree nor Disagree
	4
	1
	1
	1
	1
	2
	1
	1
	2
	1
	
	2

	9/2/2026 20:10:48
	Yes
	Yes
	Daily
	25–34
	4
	4
	3
	5
	5
	4
	3
	4
	4
	4
	4
	Neutral
	3
	4
	1
	1
	1
	2
	1
	Neutral / Neither Agree nor Disagree
	2
	4
	3
	2
	3
	4
	4
	2
	2
	2
	3
	3

	9/2/2026 20:26:41
	Yes
	Yes
	Daily
	20–24
	3
	3
	3
	3
	3
	3
	3
	3
	3
	3
	3
	Very much confident
	5
	5
	5
	5
	3
	3
	3
	Strongly Disagree
	
	
	
	
	
	
	
	
	
	
	
	

	9/2/2026 20:53:05
	Yes
	Yes
	Daily
	20–24
	3
	2
	3
	2
	2
	3
	2
	1
	2
	3
	2
	Neutral
	4
	2
	3
	1
	3
	2
	3
	Agree
	4
	3
	3
	3
	4
	1
	2
	3
	2
	3
	1
	3

	9/2/2026 23:25:01
	Yes
	Yes
	A few times a week
	35–45
	1
	2
	1
	3
	1
	1
	1
	2
	1
	1
	3
	Not at all confident
	2
	1
	1
	5
	1
	2
	
	Agree
	1
	1
	3
	1
	1
	2
	1
	1
	2
	4
	2
	3

	9/2/2026 23:26:15
	Yes
	Yes
	A few times a month
	25–34
	3
	3
	3
	3
	2
	3
	2
	3
	3
	2
	4
	Neutral
	2
	3
	4
	4
	3
	2
	3
	Neutral / Neither Agree nor Disagree
	3
	3
	4
	2
	3
	3
	4
	3
	4
	4
	3
	5

	9/2/2026 23:27:30
	Yes
	Yes
	Daily
	20–24
	1
	2
	3
	2
	1
	1
	1
	2
	3
	2
	1
	Not at all confident
	1
	2
	3
	1
	1
	2
	3
	Strongly Agree
	1
	2
	3
	2
	1
	1
	1
	1
	2
	3
	4
	4

	9/2/2026 23:28:46
	Yes
	Yes
	Daily
	20–24
	5
	5
	5
	5
	5
	5
	4
	4
	4
	4
	4
	Very much confident
	5
	5
	5
	5
	5
	5
	5
	Strongly Disagree
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5

	9/2/2026 23:33:00
	Yes
	Yes
	Daily
	25–34
	4
	2
	2
	5
	3
	5
	4
	5
	5
	2
	4
	Neutral
	3
	4
	3
	4
	4
	4
	3
	Neutral / Neither Agree nor Disagree
	
	
	
	2
	
	
	
	
	
	
	
	

	9/3/2026 4:47:06
	Yes
	Yes
	Rarely
	25–34
	2
	2
	2
	3
	3
	2
	1
	2
	2
	1
	4
	Neutral
	1
	3
	4
	4
	2
	3
	1
	Agree
	1
	2
	2
	2
	4
	1
	3
	1
	3
	2
	2
	4

	9/3/2026 4:53:02
	Yes
	No
	Rarely
	20–24
	2
	3
	5
	3
	4
	2
	2
	3
	3
	4
	4
	Not confident
	3
	2
	3
	3
	2
	3
	1
	Neutral / Neither Agree nor Disagree
	1
	2
	2
	3
	3
	3
	4
	1
	3
	2
	4
	3

	9/3/2026 4:55:47
	Yes
	Yes
	Daily
	20–24
	5
	1
	1
	5
	1
	5
	5
	
	3
	1
	1
	Very much confident
	2
	3
	3
	1
	2
	2
	2
	Strongly Agree
	3
	3
	3
	2
	3
	1
	
	3
	5
	5
	5
	3

	9/3/2026 4:56:08
	Yes
	Yes
	Daily
	20–24
	2
	2
	2
	5
	3
	4
	2
	2
	3
	3
	3
	Very much confident
	1
	4
	4
	1
	3
	3
	3
	Strongly Agree
	1
	4
	3
	2
	2
	2
	4
	3
	3
	3
	4
	4

	9/3/2026 4:58:26
	Yes
	Yes
	Daily
	20–24
	3
	3
	4
	4
	3
	4
	1
	1
	3
	3
	2
	Very much confident
	1
	3
	3
	1
	2
	1
	2
	Agree
	2
	1
	3
	1
	3
	1
	4
	1
	2
	1
	2
	3

	9/3/2026 6:52:13
	Yes
	Yes
	Daily
	25–34
	4
	4
	4
	4
	4
	4
	4
	4
	4
	4
	4
	Neutral
	3
	4
	2
	2
	3
	3
	3
	Agree
	3
	4
	2
	4
	2
	4
	3
	4
	3
	4
	2
	3

	9/3/2026 8:25:40
	Yes
	Yes
	A few times a week
	20–24
	2
	1
	3
	5
	2
	4
	2
	5
	4
	2
	3
	Confident
	2
	4
	2
	1
	2
	2
	3
	Agree
	2
	2
	2
	2
	3
	3
	4
	4
	4
	4
	4
	4

	9/3/2026 9:16:33
	Yes
	Yes
	Daily
	25–34
	5
	4
	5
	5
	5
	4
	5
	4
	5
	4
	5
	Neutral
	5
	4
	4
	1
	5
	4
	5
	Strongly Agree
	5
	4
	5
	4
	5
	4
	5
	5
	4
	5
	4
	5

	9/3/2026 15:05:39
	Yes
	Yes
	Daily
	20–24
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	Very much confident
	5
	5
	5
	1
	5
	5
	5
	Strongly Agree
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5
	5

	9/3/2026 19:10:43
	Yes
	Yes
	Rarely
	20–24
	1
	3
	2
	2
	1
	2
	1
	3
	1
	1
	2
	Very much confident
	3
	4
	1
	3
	1
	4
	2
	Agree
	1
	5
	2
	3
	1
	3
	5
	1
	5
	3
	2
	4

	9/3/2026 19:15:32
	Yes
	No
	Rarely
	35–45
	1
	2
	2
	5
	4
	3
	1
	2
	2
	3
	4
	Not confident
	1
	3
	2
	2
	1
	3
	2
	Neutral / Neither Agree nor Disagree
	1
	4
	5
	3
	1
	1
	3
	1
	3
	2
	4
	3

	9/3/2026 19:16:35
	Yes
	No
	I registered but have never used it
	25–34
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	9/3/2026 19:17:47
	Yes
	No
	A few times a month
	20–24
	1
	2
	3
	1
	5
	4
	1
	3
	2
	1
	5
	Neutral
	1
	2
	4
	5
	1
	3
	1
	Neutral / Neither Agree nor Disagree
	1
	5
	4
	3
	2
	3
	1
	1
	3
	2
	5
	3

	9/3/2026 20:24:56
	No
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	9/3/2026 20:26:16
	Yes
	No
	Daily
	More than 45
	1
	1
	1
	1
	1
	1
	1
	1
	1
	1
	1
	Not at all confident
	1
	1
	1
	1
	1
	1
	1
	Strongly Agree
	1
	1
	1
	1
	1
	1
	1
	1
	1
	1
	1
	1

	9/3/2026 23:27:03
	Yes
	Yes
	Daily
	20–24
	2
	1
	1
	5
	5
	2
	2
	3
	1
	2
	5
	Very much confident
	1
	5
	5
	1
	3
	2
	1
	Strongly Agree
	2
	3
	1
	1
	1
	1
	5
	2
	4
	4
	4
	4

	9/3/2026 23:33:27
	Yes
	Yes
	Daily
	25–34
	4
	3
	4
	4
	3
	3
	3
	4
	3
	4
	3
	Not at all confident
	
	4
	3
	2
	4
	4
	4
	Strongly Agree
	4
	3
	4
	4
	4
	4
	4
	5
	4
	4
	5
	4

	9/4/2026 13:25:49
	Yes
	Yes
	Daily
	20–24
	1
	2
	3
	4
	5
	1
	5
	4
	3
	2
	1
	Neutral
	1
	2
	3
	3
	1
	2
	3
	Agree
	2
	3
	2
	3
	2
	3
	2
	1
	2
	3
	3
	3

	9/5/2026 0:17:56
	Yes
	Yes
	A few times a month
	25–34
	3
	3
	4
	4
	4
	4
	4
	5
	5
	5
	5
	Confident
	5
	5
	4
	4
	4
	4
	4
	Agree
	4
	4
	4
	5
	5
	5
	4
	4
	4
	4
	4
	4

	9/5/2026 0:18:37
	Yes
	Yes
	A few times a week
	35–45
	4
	4
	5
	5
	5
	4
	4
	4
	4
	5
	5
	Confident
	4
	4
	4
	3
	4
	4
	4
	Agree
	5
	5
	5
	4
	4
	4
	5
	4
	4
	4
	5
	5

	9/5/2026 0:19:30
	Yes
	Yes
	Daily
	20–24
	5
	5
	5
	5
	5
	5
	4
	4
	4
	5
	5
	Very much confident
	5
	5
	4
	5
	5
	5
	5
	Strongly Agree
	5
	5
	5
	5
	5
	5
	5
	4
	4
	4
	5
	5

	9/5/2026 0:20:10
	Yes
	Yes
	A few times a week
	35–45
	4
	4
	4
	5
	5
	5
	4
	4
	5
	5
	5
	Very much confident
	4
	4
	4
	5
	5
	5
	4
	Strongly Agree
	4
	4
	4
	4
	5
	5
	5
	4
	4
	4
	5
	5

	9/5/2026 0:21:06
	Yes
	Yes
	A few times a month
	35–45
	4
	4
	4
	5
	5
	5
	4
	4
	4
	4
	4
	Confident
	4
	4
	5
	4
	4
	4
	5
	Neutral / Neither Agree nor Disagree
	4
	3
	3
	3
	4
	4
	4
	3
	3
	3
	4
	4

	9/5/2026 0:22:04
	Yes
	Yes
	A few times a week
	35–45
	4
	4
	3
	4
	5
	5
	4
	4
	4
	5
	5
	Confident
	4
	4
	3
	4
	4
	5
	5
	Agree
	4
	4
	4
	3
	4
	5
	3
	3
	3
	3
	5
	3

	9/5/2026 0:23:37
	Yes
	Yes
	A few times a month
	35–45
	4
	4
	3
	3
	3
	5
	4
	4
	3
	5
	5
	Neutral
	4
	4
	3
	3
	4
	4
	4
	Neutral / Neither Agree nor Disagree
	3
	3
	3
	3
	5
	5
	3
	3
	3
	3
	5
	5

	9/5/2026 0:24:24
	Yes
	Yes
	Rarely
	More than 45
	4
	3
	3
	3
	2
	2
	3
	3
	3
	2
	4
	Neutral
	3
	3
	3
	3
	3
	3
	3
	Neutral / Neither Agree nor Disagree
	4
	4
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1. Do you have at least one registered digital wallet account (such as Google Pay, Apple Pay,
PayPal)?

51 responses

©® Yes
® No
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2. How often do you use digital payment applications for transactions?
51 responses

@ Daily

@ Afew times a week

© A few times a month

@ Rarely

[} registered but have never used it
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3. What is your age group?

51 responses

@ 20-24
@ 25-34
® 3545
@ More than 45
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4. How far will you agree with each of these statements regarding what initially motivated you to open a digital wallet account? (Scale: 1
= Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)
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5. To what extent do you agree or disagree with the following factors that triggered your decision to sign up?
(Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)

EN1 EE: B3 EN4 EES

15

Cashbacks and Discounts Convenience of use Recommendation from Pre-installed software Necessity for a specific
friends/family purchase
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6. How confident are you that your personal financial data is safe within digital wallets?
50 responses

@ Not at all confident
@ Not confident

@ Neutral

@ Confident

@ Very much confident
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7. To what extent do you agree with the following statements regarding security and trust? (Scale: 1
= Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)

I EE2 EN3 EN+ EES5

Fear of financial fraud/hacking prevents

me from using digital wallets for high- third-party digital wallets.
value transactions.

| trust traditional banking apps more than Concerns about unauthorized access if |

lose my phone keep me from using
wallets daily.
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8. On a scale of 1-5, how much have you experienced a transaction failure/fraud that made you

hesitate to use digital wallets again?
50 responses

20

13 (26%)

8 (16%) 7 (14%)

4(8%)
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9. On a scale of 1-5, how often do the following infrastructure issues limit your active use of digital
wallets? (1= Never, 2=Rarely, 3=Sometimes, 4=Frequently, 5=Always)

I EE2 PN3 Ems+ EES5

Unstable internet connection/mobile data  Local merchants/vendors not accepting App downtime, server crashes, or
coverage digital payments network timeouts
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10. How much do you agree with the statement that most daily micro-merchants in your area (street

vendors, small grocery shops, public transit) accept digital payments?
50 responses

@ Strongly Agree

@ Agree

@ Neutral / Neither Agree nor Disagree
@ Disagree

@ Strongly Disagree
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11. Please indicate your level of agreement with each of the following statements regarding why you might not use your digital wallet regularly. (Scale: 1 =
Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)

N EN2 N3 BN .

15

| Jllh_llm Ilm Ilhl IIIII IIIII I.I"
5
0 " - . " .
Cash is still more CreditDebitcards are  The user interface (Ul)is  Transaction fees or hidden  Processing delays or | forget my PIN/passwords | actively use it every day
convenient for my daily habituated and faster for  too complicated or clutter- charges pending transaction issues frequently

expenses me filled
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12. How likely would you be to increase your daily usage of digital wallets if the following improvements were
made? (1 = Unlikely, 2 = Somewhat Likely, 3 = Highly Likely)

HN' EE: EN3: EN+ EES

Offline payment Better buyer protection Simplified, clutter-free app ~ Zero transaction fees for Universal acceptance
capabilities (no internet and instant refund policies interface all payment types across all small local
needed) businesses
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1. Do you have at least one
registered digtal wallet account
(such as Google Pay, Apple

Pay, PayPal)?
Mean 1.09433962
Standard Emor 0.0405348
Median 1
Mode 1

‘Standard Deviation 0.29509783
‘Sample Variance  0.08708273

Kurtosis 640364706
‘Skewness 285714489
Range 1
Minimum
Maximum

1
2
Sum 58
Count. 53
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2. How often do you use digital
payment applications for

transactions?
Mean 171698113
Standard Eror 0.13835378
Median 1
Mode. 1

‘Standard Deviation 1.00723075
‘Sample Variance  1.01451379

Kurtosis 0.18156078.
Skewness 119288093
Range 3
Minimum 1
Maximum 4
Sum 91

Count. 53
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3. What is your age group?

Mean 19245283
Standard Eror 0.12300382
Median 2
Mode. 1

‘Standard Deviation 0.89548132
‘Sample Variance 0.80188679

Kurtosis 083674627
Skewness 048604128
Range 3
Minimum 1
Maximum 4
Sum 102

Count. 53
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1) 1) 1) 1) 1) 5, 2=Disagree, 3=3,4=2,5=

[1 opened an account mainly for [Recommendations or peer [1 opened it because specific [Faster, more convenient [Having the app pre-installed on 1)

cash pressure fr mercha transaction my [Curiosity to try new financial tech
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5. To what extent do you agree or 5. To what extent do you agree or
5. To what extent do you agree or 5. To what extent do you agree or  disagree with the following factors 5. To what extent do you agree or disagree with the following factors
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3,4=25=1) =34=25=1) [Recommendation from 3,4=25=1) [Necessity for a specific
[Cashbacks and Discounts] [Convenience of use] friends/family] [Pre-installed software] purchase]

Mean 2.811320755 Mean 3 Mean 3169811321 Mean 2.924528302 Mean 3.150943396
Standard Error 0.205258525 Standard Error 0.192380248 Standard Error 0.186122003 Standard Error 0.197680778 Standard Error 0.212791636
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6. How confident are you that

your personal financial data is
safe within digital wallets?
Mean 330188679
Standard Error 0.19159575
Median 3
Mode 5

‘Standard Deviation 1.39483809
‘Sample Variance  1.94557329

Kurtosis 110649063
Skewness -0.30255203
Range 4
Minimum 1
Maximum 5
Sum 175

Count 53
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7. To what extent do you agree 7. To what extent do you agree | 7. To what extent do you agree
with the following statements  with the following statements | with the following statements
regarding secunty and tust? | regarding secunty and trust? | regarding securty and trust?
(Scale: 1= 5 2= Disagree, 3= (Scale: 1= 5, 2 = Disagree, 3 = (Scale: 1= 5 2 = Disagree, 3
34=25=1) 34=25=1) 34=25=1)

[Fear of financial fraud/hacking | [I trust traditional banking apps [Concems about unauthorized
prevents me from using digital  more than third-party digital  access if I lose my phone keep

wallets o wallets ] me from using

Mean 262264151 Mean 309433962 Mean 296226415
Standard Error 0.21250186 Standard Emor 018907795 Standard Error 0.18656268
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Mode 1 Mode 4 Mode 3

Standard Deviation 1.64703706 Standard Deviation 1.37650828 Standard Deviation 135819824
‘Sample Variance | 2.39332366 Sample Variance | 1.89477504 Sample Variance ~ 1.84470247
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8. On a scale of 1-5, how much
have you experienced a
transaction failure/fraud that
‘made you hesitate to use digital
wallets again?

Mean 275471698
Standard Eror 0.22843199
Median 3
Mode. 1
‘Standard Deviation 1.66301002
‘Sample Variance  2.76560232

Kurtosis 16357737
Skewness 019816889
Range 4
Minimum 1
Maximum 5
Sum 46

Count. 53
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9. On a scale of 1-5, how often

do the following infrastructure
issues limit your active use of
digital wallets? (1= Never, 2=4,
3=Sometimes, 4=Frequently,

9. On a scale of 1-5, how often
do the following infrastructure
issues limit your active use of
digital wallets? (1= Never, 2
3=Sometimes, 4=Frequently,

9. On a scale of 1-5, how often
do the following infrastructure
issues limit your active use of
digital wallets? (1= Never, 2=4,
3=Sometimes, 4=Frequently,

5=Always)
[Unstable intemet 5=Always) 5=Always)
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coverage] ‘accepting digital payments] __crashes, or network timeouts]
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10. How much do you agree
with the statement that most
daily micro-merchants in your
area (street vendors, small
grocery shops, public transit)
accept digital payments?

Mean 19245283
Standard Error 0.13428588
Median 2
Mode. 1
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‘Sample Variance 0.95573295
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Reliability Analysis - Digital Wallet Survey
Number of | Complete | Cronbach's
Construct Items Cases (N) Alpha Interpretation Item Set
[Q7a Fraudhacking concem. Q7b Trust traditional banking more, Q7c
‘Security & Trust Risk 4] 0.734|Acceptable intemal consistency __|Unauthorised access concem
[Q9a Unstable interet/data, Q9b Merchant non-acceptance. Q9c
Infrastructure Barriers 4] 0.852|Acceptable intemal consistency | Applsener downtime
[Q1Ta Cash more convenient, Q11D Cards habitualfaster, QTic Ul
|complicated, Q11d Fees/charges, Qe Processing delays, Q11f Forget
Barriers to Regular Usage 47] 0.881|Acceptable intemal consistency __|PIN/password

Method |Cronbach's alpha was calculated using listwise complete responses for each multitem scale
|Single-item questions and descriptive/adoption-motivation blocks were not treated as reliabilty scales. Q11g (1 actively use it every day) was excluded from the
Important barrer scale because it measures the outcome rather than a barrier

Interpretation

|Alpha values of approximately 0.70 or above were treated as acceptable for internal consistency in this analysis.
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