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ABSTRACT

Digital payment services are experiencing high
growth, resulting in an increase of e-wallets adoption
among gen-z. This study analizes the effect of
perceived ease of use and perceived usefulness on
continuance intention, with satisfaction as a
mediating variable. Data are obtained through an
online survey of 150 respondents in Greater Jakarta
and processed by using PLS-SEM. Based on the
results, perceived ease of use has significant effect on
satisfaction. Perceived usefulness has significant
effect on satisfaction and continuance intention.
Satisfaction also has significant effect on continuance
intention and serves as a full mediator between
perceived ease of use and continuance intention.
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INTRODUCTION

Digital technology development has transformed various aspects of daily
life especially for payment system. The growth of digital banking, electronic
payments, and QRIS transactions in Indonesia reflects the increasing adoption of
digital financial services (Bank Indonesia, 2024). One of the most widely used
digital payment instruments is the electronic wallet (e-wallet), which enables
users to conduct transactions conveniently through mobile devices. The
increasing integration of digital services into everyday activities has
strengthened the role of e-wallets as an essential component of the digital
economy.

The development of e-wallet services has also intensified competition
among service providers. Beyond facilitating cashless transactions, providers
continuously compete through promotional programs, service innovation,
transaction efficiency, and ecosystem integration. Research on digital payment
adoption in Indonesia indicates that users are increasingly attracted to payment
solutions that offer convenience, flexibility, and practical benefits in their daily
activities (Ferdinan et al., 2024). Similarly, Santoso et al. (2024) found that users
tend to prefer digital wallet services that provide ease of use, functionality, and
a seamless transaction experience. These findings suggest that perceived benefits
and user experience play important roles in influencing users” decisions to adopt
and continue using digital payment services.

Among different demographic groups, gen-z represents one of the most
active users of digital technologies and financial applications (IPSOS, 2026;
Kompas, 2026; Kumparan, 2026). Growing up in a highly digitalized
environment, this generation is familiar with mobile-based services and
frequently utilizes digital payment platforms for various transactions.
Consequently, Generation Z provides a relevant context for examining the
determinants of continued use of e-wallet services.

Previous studies on digital financial services have found the importance of
perceived usefulness and perceived ease of use in shaping users’ behavioral
intentions and post-adoption behavior (Geasela et al., 2022; Sinurat & Sugiyanto,
2022; Suryatenggara & Dahlan, 2022). Users continue using a digital service when
provides meaningful benefits and can be used with minimal effort. However,
continuance behavior is not determined solely by users’ perceptions of a
technology.

Previous studies have found inconsistent results for determinants of
continuance intention. These mixed findings indicate the need for further
investigation, particularly in the context of e-wallet usage among gen-z. Based
on these considerations, this study aims to examine the effect of perceived ease
of use and perceived usefulness on continuance intention with satisfaction as a
mediating variable among gen-z e-wallet users in Greater Jakarta.

LITERATURE REVIEW

Perceived usefulness is described as a condition where users believe that
technology could provides meaningful benefits in completing tasks. Applications
are used by users when improving transaction efficiency, convenience, and
overall effectiveness, especially for e-wallet services. Previous studies have
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consistently reported significant effect between perceived usefulness and
continuance intention in various digital technology contexts (Jo & Bang, 2023;
Mishra et al., 2023; Savitha et al., 2022).

Perceived ease of use reflects the condition when users believe that
technology can be used with minimal effort. A system that is easy to learn,
understand, and operate may encourage users to continue using the technology.
In e-wallet services, a simple interface and convenient transaction process can
enhance users” willingness to maintain usage. Prior studies have shown that
perceived ease of use contributes positively to continuance intention (Kusairi et
al., 2025; Mishra et al., 2023; Savitha et al., 2022).

Users tend to feel more satisfied when a technology provides substantial
benefits and supports their daily activities effectively. In the e-wallet context,
perceived usefulness may enhance users’ evaluation of their overall experience
because the service helps them conduct transactions more efficiently. Previous
studies have demonstrated that perceived usefulness significantly influences
user satisfaction in the adoption of digital technology (Kusairi et al., 2025;
Prawira et al., 2024; Seridaran et al., 2024).

Perceived ease of use may improve users’ experiences by reducing the effort
required to operate a system. When users can easily understand and utilize an e-
wallet application, they are more likely to develop favorable evaluations of the
service. Previous research has reported significant effect between perceived ease
of use and satisfaction in various digital service settings (Kusairi et al., 2025;
Mishra et al., 2023; Prawira et al., 2024).

Satisfaction reflects users” overall evaluation after experiencing a service.
Users who are satisfied with a technology are more likely to continue using it in
the future. Within the e-wallet context, positive experiences associated with
convenience, reliability, and usefulness may strengthen users’ intention to
maintain usage. Previous studies have confirmed that satisfaction is a significant
determinant of continuance intention in digital payment and information system
environments (Prawira et al., 2024; Savitha et al., 2022; Seridaran et al., 2024).

Users’ perceptions regarding the usefulness and ease of use of a technology
may influence their decision to continue using technology through the formation
of satisfaction. When users perceive an e-wallet as beneficial and easy to use, they
satisfy and tend to continue using the technolgy. Previous studies have found
that satisfaction mediates the relationship between technology-related
perceptions and continuance intention (Mishra et al., 2023; Prawira et al., 2024;
Savitha et al., 2022).

Research Framework

This research proposes that perceived usefulness and perceived ease of use
influence continuance intention both directly and indirectly through satisfaction.
Users who perceive an e-wallet as useful and easy to use are expected to
experience higher satisfaction, which subsequently encourages their intention to
continue using the service.
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Figure 1. Conceptual Framework

METHODOLOGY

This research is quantitative research because it focuses on collecting
numerical data (numbers) and statistical analysis. An explanatory research
design is also adopted because the study aimed to investigate causal
relationships among the proposed variables and test the formulated hypotheses
empirically.

The population of this study consisted of gen-z individuals who use e-
wallet applications in the Greater Jakarta area. A purposive sampling approach
is applied to select respondents who met the research criteria. The criteria
included individuals belonging to gen-z, residing in Greater Jakarta, and having
prior experience using e-wallet services. A total of 150 respondents were
collected and analyzed.

Data are analyzed by using Partial Least Squares Structural Equation
Modeling. The analysis consisted of two stages: evaluation of the measurement
model and evaluation of the structural model. In addition, mediation analysis
was performed to evaluate the role of satisfaction in mediating the relationships
between perceived usefulness and continuance intention, as well as between
perceived ease of use and continuance intention. The significance of indirect
effects was assessed using the bootstrapping approach, following the guidelines
for mediation testing in PLS-SEM (Hair et al., 2022).

RESEARCH RESULT

Measurement Model Evaluation

All indicators achieved outer loading values above the recommended
threshold of 0.70, while all AVE values > 0.50, indicating satisfactory convergent
validity. Furthermore, the results showed that all constructs achieved values >
0.70, indicating adequate internal consistency and construct reliability.
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Table 1. Reliability and Validity Assessment

Composite Composite Average
]
Cron]::ic];: reliability reliability variance
p (rho_a) (rho_c) extracted (AVE)
f;::::;‘:““e 0.740 0.753 0.835 0.559
z;%z:md Ease 0.843 0.847 0.895 0.683
;Z}i‘f:;s 0.814 0.816 0.877 0.641
Satisfaction 0.869 0.870 0.911 0.719

Discriminant validity was evaluated using the Heterotrait-Monotrait Ratio
(HTMT). All HTMT values were below the recommended threshold of 0.90,
confirming that each construct was empirically distinct from the others.

Table 2. Discriminant Validity

Continuance Perceived Perceived Satisfaction
Intention Ease of Use Usefulness
Continuance
Intention
Perceived Ease )
of Use 0.544
Perceived
Usefulness 0.758 0.717
Satisfaction 0.813 0.733 0.898

Structural Model Evaluation

R? value for satisfaction indicated the extent to which research model is
explained 62.4% of user satisfaction. Meanwhile, R?> value for continuance
intention reflected the research model is explained 47.1% of continuance

intention.
Table 3. Coefficient of Determination (R?)

R-square R-square adjusted
Continuance Intention 0.482 0.471
Satisfaction 0.629 0.624

Hypothesis Testing

The results revealed that perceived usefulness has significant effect on
continuance intention. In contrast, perceived ease of use has no significant effect
on continuance intention. Furthermore, both perceived usefulness and perceived
ease of use have significant effect on satisfaction. Satisfaction also has significant
effect on continuance intention.
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Table 4. Direct Effects

Original | Sample Standard Y
sample mean deviation T statistics P Results
(0) M) (STDEV) (|O/STDEV|) | values
Perceived Ease Not Supported
of Use ->

Continuance
Intention

Perceived Ease Supported
of Use -> 0.270 0.293 0.083 3.259 0.001
Satisfaction

0.008 -0.013 0.115 0.074 0.941

Perceived

-
Usefulness 0.203 0.224 0.100 2021 | 0043 | Supported
Continuance

Intention

Perceived Supported
Usefulness -> 0.602 0.581 0.084 7.130 0.000
Satisfaction

Satisfaction ->
Continuance 0.521 0.534 0.099 5.268 0.000 Supported
Intention

Mediation Analysis

The results demonstrated that satisfaction significantly mediated the
relationship between perceived ease of use and continuance intention, indicating
full mediation. Furthermore, satisfaction significantly mediated the relationship

between perceived usefulness and continuance intention.
Table 5. Specific Indirect Effects

Ol [ Semele TSt s | 8
() ™M) (STDEY) (|]O/STDEV|) values
Perceived Ease of
- i i -
Use -> Satisfaction 0.141 0.157 0.056 2,540 0.011
Continuance
Intention
Perceived Usefulness
- i i -
Satisfaction 0.314 0.310 0.072 4.350 0.000
Continuance
Intention
DISCUSSION

Based on the results, users continue using an e-wallet when they perceive
tangible benefits from the application, such as transaction efficiency,
convenience, and support for daily financial activities. The finding is consistent
with the Technology Acceptance Model (TAM), which posits that perceived
usefulness is a key determinant of technology acceptance and continued use. This
result also supports previous studies conducted by Jo & Bang (2023), Mishra et
al. (2023), and Savitha et al. (2022), which found that perceived usefulness has
significant effect on continuance intention in digital technology contexts.

In contrast, ease of use alone is insufficient to encourage continued usage of
e-wallet services among gen-z users. As digital natives, gen-z is generally
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familiar with mobile applications and digital technologies. Users tend to place
greater emphasis on the practical benefits and value the application offers. This
finding indicates that perceived usefulness may be more influential in explaining
continuance intention within the e-wallet context.

The study also found that both perceived usefulness and perceived ease of
use have significant effect on satisfaction. Respondents experience greater
satisfaction when e-wallet services offer meaningful benefits and enhance
transaction efficiency. At the same time, an application that is easy to understand
and operate contributes positively to user experience and satisfaction. These
findings are consistent with previous studies by Prawira et al. (2024), Kusairi et
al. (2025), Mishra et al. (2023), which reported that usefulness and ease of use are
important antecedents of user satisfaction in digital service environments.

Furthermore, satisfied users continue using e-wallet services in the future.
Positive experiences with convenience, functionality, and overall service quality
encourage users to develop a stronger commitment to continued use. This result
supports the expectation-confirmation perspective and aligns with prior studies
conducted by Savitha et al. (2022), Prawira et al. (2024), and Seridaran et al.
(2024), which identified satisfaction as a factor that affect continuance intention.

Ease of use does not directly influence continued usage; instead, it first
enhances user satisfaction, which subsequently drives continuance intention. In
addition, satisfaction partially mediated the relationship between perceived
usefulness and continuance intention. This finding suggests that perceived
usefulness affects continuance intention both directly and indirectly through
satisfaction. Therefore, satisfaction serves as an important mechanism by which
users’ perceptions of e-wallet services translate into continued usage.

CONCLUSIONS

Perceived usefulness has significant effect on continuance intention. Users
continue using e-wallet services when they perceive substantial benefits from the
application rather than merely finding it easy to use.

The mediation analysis shows that satisfaction fully mediates the
relationship between perceived ease of use and continuance intention and
partially mediates the relationship between perceived usefulness and
continuance intention. These findings emphasise the critical role of satisfaction
in translating users’ perceptions of e-wallet services into long-term usage
intentions.

RECOMMENDATIONS

Based on the findings, e-wallet providers should focus on enhancing
usefulness of services by expanding digital service integration, improving
transaction efficiency, and developing features that support users’ daily financial
activities. Such efforts may strengthen users” perceptions of value and encourage
continued usage.
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E-wallet providers should also maintain high levels of user satisfaction
through reliable system performance, secure transactions, responsive customer
support, and continuous service innovation. Satisfaction has been identified as a
key determinant of Continuance Intention, which means improving overall user
experience remains essential for sustaining user retention.

For future research, the other variables such as trust, perceived security,
promotional benefits, social influence, or habit may be incorporated to provide a
broader understanding of continuance intention in digital payment services.
Future studies may also examine different demographic groups or geographical
regions to get better results.
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