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 This study aims to$ analyze$ the$ facto$rs that influe$nce$ use$r acce$ptance$ o$f the$ 

Po$spay applicatio$n in Surabaya by using a mo$difie$d Te$chno$lo$gy Acce$ptance$ 

Mo$de$l (TAM). Po$spay is a digital platfo$rm o$wne$d by PT Po$s Indo$ne$sia that 

o$ffe$rs financial transactio$n se$rvice$s. Altho$ugh the$ app has be$e$n do$wnlo$ade$d 

o$ve$r 5 millio$n time$s, it still face$s acce$ptance$ issue$s, as re$fle$cte$d by the$ high 

numbe$r o$f ne$gative$ re$vie$ws due$ to$ syste$m e$rro$rs, ve$rificatio$n failure$s, and 

unstable$ pe$rfo$rmance$. To$ addre$ss the$se$ challe$nge$s, the$ TAM mo$de$l was 

e$xte$nde$d by inco$rpo$rating variable$s such as Facilitating Co$nditio$ns, Life$style$ 

Co$mpatibility, Quality o$f Inte$rne$t Co$nne$ctio$n, Pe$rce$ive$d Se$curity, Pe$rce$ive$d 

Trust, Pe$rce$ive$d Risk, Se$lf-E$fficacy, and Satisfactio$n. Data we$re$ co$lle$cte$d 

fro$m 523 active$ use$rs and analyze$d using Structural E$quatio$n Mo$de$ling–

Partial Le$ast Square$s (SE$M–PLS). The$ re$sults sho$we$d that Facilitating 

Co$nditio$ns, Pe$rce$ive$d E$ase$ o$f Use$, and Pe$rce$ive$d Use$fulne$ss significantly 

influe$nce$ Attitude$. Furthe$rmo$re$, Pe$rce$ive$d E$ase$ o$f Use$, Pe$rce$ive$d 

Use$fulne$ss, Pe$rce$ive$d Se$curity, Se$lf-E$fficacy, and Satisfactio$n have$ a 

significant e$ffe$ct o$n Inte$ntio$n to$ Use$. Me$anwhile$, variable$s such as Attitude$, 

Life$style$ Co$mpatibility, Quality o$f Inte$rne$t Co$nne$ctio$n, Pe$rce$ive$d Trust, and 

Pe$rce$ive$d Risk did no$t significantly affe$ct Inte$ntio$n to$ Use$. The$se$ findings 

highlight the$ impo$rtance$ o$f impro$ving usability, use$fulne$ss, se$curity, 

satisfactio$n, and use$r co$nfide$nce$ to$ e$nhance$ the$ acce$ptance$ and usage$ o$f the$ 

Po$spay applicatio$n mo$re$ e$ffe$ctive$ly. 
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1. Introduction 
Internet usage in Indonesia has continued to grow annually. As of January 2024, the number of 

internet users in the country reached 185.3 million, marking a 0.8% increase from the previous year [1]. This 

trend parallels the rise in active mobile phone users, which reached 353.3 million—126.8% of the total 

population [2]. This increasing digital penetration has prompted various sectors, particularly the financial 

sector, to leverage digital platforms to improve efficiency and service delivery [3]. 

https://creativecommons.org/licenses/by-sa/4.0/
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One notable advancement in the financial sector is the adoption of digital wallets (e-wallets), which 

enable cashless transactions [4], offering users convenience and speed in making payments [5]. Prominent 

platforms such as Gopay, Dana, OVO, and ShopeePay have experienced massive growth. By 2023, e-wallet 

users in Indonesia had reached 63.6 million, or 25.6% of the total population, and this number is projected to 

increase to 202 million by 2025 [6]. The growth is especially significant in major cities, including Surabaya, 

where surveys reported e-wallet usage at 37.5% in 2019 [8], with East Java ranking as the third-highest 

province in mobile payment adoption [9]. 

This rapid development indicates a major shift in user behavior toward digital financial services, 

driven by improvements in smartphone accessibility, internet connectivity, and the expansion of digital 

ecosystems. In addition to enabling faster transactions, e-wallets also support various services such as bill 

payments, online shopping, transportation, and food delivery, making them an essential part of daily 

activities in urban areas. The rising adoption in Surabaya reflects increasing user trust in digital financial 

platforms and growing awareness of the benefits of cashless systems. Moreover, government programs 

promoting digitalization and the proliferation of fintech innovations have further strengthened the demand for 

e-wallets. As usage continues to rise, understanding factors that influence user acceptance becomes crucial 

for improving service quality and supporting a more inclusive digital economy. 

Amidst this momentum, PT Pos Indonesia launched the Pospay application in 2021 to remain 

competitive in the digital era [12]. Pospay offers various services, including money transfers, QRIS 

payments, parcel tracking, and e-wallet top-ups [13]. Despite its broad functionality and over 5 million 

downloads, Pospay has received a high volume of negative reviews and one-star ratings, with users 

frequently reporting system errors, failed verifications, and unresponsive interfaces [14]. These issues 

suggest user dissatisfaction and highlight a potential gap between user expectations and system performance. 

To investigate the factors influencing user acceptance of the Pospay application, this study adopts 

the Technology Acceptance Model (TAM), originally proposed by Davis [15]. TAM evaluates how users 

come to accept and use a technology, focusing on perceived ease of use and perceived usefulness. Previous 

studies applying TAM in e-wallet contexts include DANA and OVO in Karawang [16], ShopeePay in Bogor 

[17], and mobile wallets in Somalia [18]. Other researchers such as Nur [19] and Chong et al. [20] have 

extended the TAM model by incorporating additional factors such as self-efficacy, perceived risk, and 

satisfaction. 

Drawing from these studies, this research proposes a modified TAM that integrates twelve variables: 

Attitude (ATT), Facilitating Conditions (FC), Lifestyle Compatibility (LC), Perceived Ease of Use (PEOU), 

Perceived Usefulness (PU), Quality of Internet Connection (QIC), Perceived Security (PS), Perceived Trust 

(PT), Perceived Risk (PR), Self-Efficacy (SE) [21], Satisfaction (SAT), and Intention to Use (INT). The 

purpose of this study is to analyze the significant determinants of user acceptance of the Pospay application 

among users in Surabaya. 

This expanded framework is designed to capture the multidimensional factors that shape user 

behavior in adopting digital financial services. For example, Lifestyle Compatibility (LC) is included to 

evaluate whether Pospay aligns with daily user routines, while Quality of Internet Connection (QIC) 

examines the role of infrastructure reliability in supporting seamless transactions. Perceived Security (PS) 

and Perceived Trust (PT) are also crucial due to increasing public concern regarding data protection and 

fraud in digital payment systems. Meanwhile, constructs such as Self-Efficacy (SE) and Satisfaction (SAT) 

provide insights into users’ confidence and emotional responses after using the service, both of which 

significantly influence long-term adoption. 

The innovation of this study lies in the application of a modified TAM framework tailored 

specifically to the Indonesian e-wallet context. By incorporating variables that reflect local user behavior, 

technological conditions, and cultural patterns, this research aims to offer a more comprehensive 

understanding of the factors that drive or hinder acceptance of Pospay. The results are expected to provide 

evidence-based recommendations for improving system reliability, enhancing security features, and boosting 

user satisfaction, ultimately strengthening Pospay’s competitive position in the rapidly growing digital 

finance ecosystem in Indonesia. 

 

2. Research Method 

2.1. Co$nce$ptual Mo$de$l 
This re$se$arch ado$pts a mo$difie$d Te$chno$lo$gy Acce$ptance$ Mo$de$l (TAM), re$fe$rring to$ the$ study 

by Mukhtar e$t al., which analyze$d mo$bile$ walle$t ado$ptio$n in So$malia. The$ co$nce$ptual frame$wo$rk is 

adapte$d to$ e$xamine$ the$ facto$rs influe$ncing use$r inte$ntio$n to$ ado$pt the$ Po$spay applicatio$n in Surabaya. 

The$ mo$difie$d TAM in this study co$nsists o$f twe$lve$ late$nt variable$s: Attitude$ To$ward Use$ (ATT), 
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Facilitating Co$nditio$ns (FC), Life$style$ Co$mpatibility (LC), Pe$rce$ive$d E$ase$ o$f Use$ (PE$O$U), Pe$rce$ive$d 

Use$fulne$ss (PU), Quality o$f Inte$rne$t Co$nne$ctio$n (QIC), Pe$rce$ive$d Se$curity (SE$C), Pe$rce$ive$d Trust (TR), 

Inte$ntio$n to$ Use$ (INT), alo$ng with thre$e$ additio$nal variable$s—Pe$rce$ive$d Risk (PR), Se$lf-E$fficacy (SE$), 

and Satisfactio$n (SAT)—which we$re$ se$le$cte$d base$d o$n lite$rature$ sho$wing significant influe$nce$ o$n use$r 

inte$ntio$n [22]. 

 

 
Figure$ 1. Co$nce$ptual Mo$de$l 

 

2.2. Re$se$arch Hypo$the$sis 

Base$d o$n the$ co$nce$ptual mo$de$l, a to$tal o$f twe$nty-o$ne$ hypo$the$se$s we$re$ de$ve$lo$pe$d and are$ o$utline$d in 

Table$ 1. 

 

Table$ 1. Hypo$the$sis 
 

                    Hypothesis 

H1 
Attitude$ has a po$sitive$ e$ffe$ct o$n Inte$ntio$n to$ Use$ 

the$ Po$spay app. 

H2 Facilitating Co$nditio$ns have$ a po$sitive$ e$ffe$ct o$n 

Attitude$ in ado$pting the$ Po$spay app. 

H3 
Facilitating Co$nditio$ns have$ a po$sitive$ e$ffe$ct o$n 

Inte$ntio$n to$ Use$ the$ Po$spay app. 

H4 
Life$style$ Co$mpatibility has a po$sitive$ e$ffe$ct o$n 

Attitude$ in ado$pting the$ Po$spay app. 

H5 
Life$style$ Co$mpatibility has a po$sitive$ e$ffe$ct o$n 

Inte$ntio$n to$ Use$ the$ Po$spay app. 

H6 
Pe$rce$ive$d E$ase$ o$f Use$ has a po$sitive$ e$ffe$ct o$n 

Attitude$ in ado$pting the$ Po$spay app. 

H7 
Pe$rce$ive$d E$ase$ o$f Use$ has a po$sitive$ e$ffe$ct o$n 

Inte$ntio$n to$ Use$ the$ Po$spay app. 

H8 
Pe$rce$ive$d Use$fulne$ss has a po$sitive$ e$ffe$ct o$n 

Attitude$ in ado$pting the$ Po$spay app. 

H9 
Pe$rce$ive$d Use$fulne$ss has a po$sitive$ e$ffe$ct o$n 

Inte$ntio$n to$ Use$ the$ Po$spay app. 

  H10 
Inte$rne$t co$nne$ctio$n quality has a po$sitive$ e$ffe$ct o$n 

attitude$ to$ward ado$pting the$ Po$spay applicatio$n. 

H11 
Inte$rne$t co$nne$ctio$n quality has a po$sitive$ e$ffe$ct o$n 

inte$ntio$n to$ use$ the$ Po$spay applicatio$n. 

H12 
Pe$rce$ive$d se$curity has a po$sitive$ e$ffe$ct o$n attitude$ 

to$ward ado$pting the$ Po$spay applicatio$n. 
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H13 
Pe$rce$ive$d se$curity has a po$sitive$ e$ffe$ct o$n inte$ntio$n 

to$ use$ the$ Po$spay applicatio$n. 

H14 
Pe$rce$ive$d trust has a po$sitive$ e$ffe$ct o$n attitude$ 

to$ward ado$pting the$ Po$spay applicatio$n. 

H15 
Pe$rce$ive$d trust has a po$sitive$ e$ffe$ct o$n inte$ntio$n to$ 

use$ the$ Po$spay applicatio$n. 

H16 
Pe$rce$ive$d risk has a ne$gative$ e$ffe$ct o$n attitude$ 

to$ward ado$pting the$ Po$spay applicatio$n. 

H17 
Pe$rce$ive$d risk has a ne$gative$ e$ffe$ct o$n inte$ntio$n to$ 

use$ the$ Po$spay applicatio$n. 

H18 
Se$lf-e$fficacy has a po$sitive$ e$ffe$ct o$n attitude$ to$ward 

ado$pting the$ Po$spay applicatio$n. 

H19 
Se$lf-e$fficacy has a po$sitive$ e$ffe$ct o$n inte$ntio$n to$ use$ 

the$ Po$spay applicatio$n. 

H20 
Satisfactio$n has a po$sitive$ e$ffe$ct o$n attitude$ to$ward 

ado$pting the$ Po$spay applicatio$n. 

H21 
Satisfactio$n has a po$sitive$ e$ffe$ct o$n inte$ntio$n to$ use$ 

the$ Po$spay applicatio$n. 

 
 

A. Po$pulatio$n and Sample$ 
Po$pulatio$n re$fe$rs to$ the$ e$ntire$ gro$up o$f e$le$me$nts that se$rve$ as the$ are$a o$f ge$ne$ralizatio$n in a re$se$arch 

study. It include$s all subje$cts po$sse$ssing spe$cific characte$ristics re$le$vant to$ the$ re$se$arch o$bje$ctive$s. 

Acco$rding to$ Sugiyo$no$, po$pulatio$n is de$fine$d as the$ ge$ne$ralizatio$n are$a co$nsisting o$f o$bje$cts o$r subje$cts 

that have$ ce$rtain quantitie$s and characte$ristics de$te$rmine$d by the$ re$se$arche$r to$ be$ studie$d and fro$m which 

co$nclusio$ns are$ drawn. In this study, the$ po$pulatio$n re$fe$rs to$ all active$ use$rs o$f the$ Po$spay applicatio$n 

re$siding in the$ city o$f Surabaya, including individuals fro$m the$ ge$ne$ral public as we$ll as e$mplo$ye$e$s and 

age$nts o$f PT Po$s Indo$ne$sia. This po$pulatio$n is se$le$cte$d be$cause$ the$ Po$spay applicatio$n is wide$ly use$d fo$r 

digital financial transactio$ns and the$se$ use$rs have$ re$le$vant usage$ e$xpe$rie$nce$ ne$e$de$d fo$r this re$se$arch. 

Me$anwhile$, a sample$ is a subse$t o$f the$ po$pulatio$n that accurate$ly re$pre$se$nts the$ o$ve$rall characte$ristics o$f 

that po$pulatio$n. As state$d by Sugiyo$no$, if the$ po$pulatio$n is large$ and canno$t be$ fully studie$d due$ to$ 

limitatio$ns in re$so$urce$s, time$, and co$st, re$se$arche$rs may use$ a sample$. In this study, the$ sample$ co$nsists o$f 

active$ use$rs o$f the$ Po$spay applicatio$n in Surabaya, se$le$cte$d using purpo$sive$ sampling. Since$ the$ e$xact 

numbe$r o$f active$ use$rs in Surabaya is unkno$wn (infinite$ po$pulatio$n), the$ sample$ size$ is de$te$rmine$d using 

the$ Co$chran fo$rmula, which is suitable$ fo$r this co$nditio$n [23]. 

  
       

  
 

  
              

       
 

          

De$scriptio$n : 

n = Numbe$r o$f sample$s re$quire$d 

Z = Value$ in the$ no$rmal curve$ fo$r a 5% de$viatio$n, with a value$ o$f 1.96 

P = 50% pro$bability o$f be$ing co$rre$ct = 0.5 

q = 50% pro$bability o$f be$ing inco$rre$ct = 0.5 

e$ = Sampling e$rro$r rate$, usually 5% 

 

This study e$mplo$ys a purpo$sive$ sampling te$chnique$, a no$n-pro$bability me$tho$d whe$re$ participants 

are$ se$le$cte$d base$d o$n spe$cific characte$ristics re$le$vant to$ the$ re$se$arch o$bje$ctive$s. The$ primary data we$re$ 

co$lle$cte$d using o$nline$ and o$ffline$ surve$ys distribute$d via Go$o$gle$ Fo$rms, targe$ting active$ use$rs o$f the$ 

Po$spay applicatio$n in Surabaya. The$ que$stio$nnaire$ link was share$d thro$ugh dire$ct visits to$ Surabaya’s 

po$st o$ffice$s to$ re$ach e$mplo$ye$e$s, age$nts, and ge$ne$ral custo$me$rs, as we$ll as thro$ugh Te$le$gram and 

WhatsApp gro$ups spe$cifically fo$r PT Po$s Indo$ne$sia e$mplo$ye$e$s and age$nts in Surabaya. The$ inclusio$n 

(1) 
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crite$ria fo$r re$spo$nde$nts include$d be$ing active$ Po$spay use$rs, re$siding in Surabaya, and having made$ at 

le$ast five$ transactio$ns within the$ last six mo$nths. The$ data co$lle$ctio$n pe$rio$d laste$d fro$m April 25 to$ June$ 

15, 2025, re$sulting in 679 initial re$spo$nse$s. To$ e$nsure$ data validity, a data cle$aning pro$ce$ss was 

co$nducte$d, which invo$lve$d re$mo$ving duplicate$ e$ntrie$s, re$spo$nse$s with missing value$s in ke$y de$mo$graphic 

variable$s, and tho$se$ no$t me$e$ting the$ crite$ria o$f active$ use$. Afte$r this rigo$ro$us cle$aning pro$ce$ss, 523 valid 

re$spo$nse$s re$maine$d. This targe$te$d and me$tho$dical sampling appro$ach e$nsure$s that the$ final datase$t is 

highly re$pre$se$ntative$ o$f the$ spe$cific use$r se$gme$nt unde$r study and stre$ngthe$ns the$ cre$dibility o$f the$ 

findings re$garding the$ facto$rs influe$ncing Po$spay ado$ptio$n in Surabaya. 

 

B. Re$se$arch Instrume$nt 

Table$ 2. Re$se$arch Instrume$nts 
 

Variable Item Factors 

Attitude$ ATT1 
I be$lie$ve$ that using the$ Po$spay applicatio$n is a go$o$d ide$a. 

ATT2 I be$lie$ve$ that using the$ Po$spay applicatio$n pro$vide$s be$ne$fits. 

ATT3 
I be$lie$ve$ that using the$ Po$spay applicatio$n is a wise$ de$cisio$n. 

ATT4 
I am satisfie$d with my e$xpe$rie$nce$ using the$ Po$spay applicatio$n. 

Facilittating 

Co$nditio$ns 

FC1 
I have$ the$ ne$ce$ssary de$vice$ to$ use$ the$ Po$spay applicatio$n. 

FC2 
I have$ sufficie$nt kno$wle$dge$ to$ use$ the$ Po$spay applicatio$n. 

FC3 
Ade$quate$ training is available$ to$ use$ the$ Po$spay applicatio$n. 

FC4 
I can ge$t he$lp fro$m o$the$rs if I e$nco$unte$r difficultie$s while$ using the$ Po$spay applicatio$n. 

Life$style$ 

Co$mpatibilit

y 

LC1 
I fe$e$l that using the$ Po$spay applicatio$n suits my daily transactio$n ne$e$ds. 

LC2 
I fe$e$l that the$ Po$spay applicatio$n aligns with my life$style$. 

LC3 
The$ Po$spay applicatio$n is use$ful fo$r co$nsume$rs who$ do$ no$t have$ a bank acco$unt. 

LC4 
I fe$e$l that using the$ Po$spay applicatio$n is in line$ with curre$nt payme$nt tre$nds. 

Pe$rce$ive$d 

E$ase$ o$f Use$ 

PE$O$U1 
I find the$ Po$spay applicatio$n e$asy to$ use$. 

PE$O$U2 
I can e$asily re$me$mbe$r ho$w to$ use$ the$ Po$spay applicatio$n. 

PE$O$U3 
I find it e$asy to$ lo$cate$ the$ fe$ature$s I ne$e$d in the$ Po$spay applicatio$n. 

PE$O$U4 
The$ Po$spay applicatio$n has a simple$ and unco$mplicate$d inte$rface$. 

Pe$rce$ive$d 

Use$fulne$ss 

PU1 
I be$lie$ve$ using the$ Po$spay applicatio$n he$lps me$ make$ payme$nts mo$re$ e$asily. 

PU2 
I be$lie$ve$ the$ Po$spay applicatio$n he$lps me$ manage$ my finance$s mo$re$ pro$ductive$ly. 

PU3 
I be$lie$ve$ the$ Po$spay applicatio$n spe$e$ds up my transactio$n pro$ce$ss. 

PU4 
I be$lie$ve$ the$ Po$spay applicatio$n he$lps me$ make$ be$tte$r purchasing de$cisio$ns. 

Quality o$f 

Inte$rne$t 

Co$nne$ctio$n 

QIC1 
I be$lie$ve$ my inte$rne$t spe$e$d is sufficie$nt to$ use$ the$ Po$spay applicatio$n. 

QIC2 
I am satisfie$d with the$ quality o$f the$ inte$rne$t se$rvice$ I use$ to$ acce$ss the$ Po$spay applicatio$n.   

QIC3 
I can e$asily acce$ss the$ inte$rne$t in my lo$catio$n whe$n I want to$ use$ the$ Po$spay applicatio$n. 

QIC4 
I rare$ly e$xpe$rie$nce$ inte$rne$t co$nne$ctio$n issue$s whe$n using the$ Po$spay applicatio$n.   

Pe$rce$ive$d 

Se$curity 

SE$C1 
I be$lie$ve$ the$ Po$spay applicatio$n is a safe$ e$-walle$t fo$r transactio$ns. 

SE$C2 
I fe$e$l safe$ whe$n transmitting data thro$ugh the$ Po$spay applicatio$n, as I trust it will no$t be$ inte$rce$pte$d by 

unautho$rize$d partie$s. 

SE$C3 
I be$lie$ve$ the$ Po$spay applicatio$n has ade$quate$ te$chno$lo$gy to$ pro$te$ct my data fro$m hacke$rs. 

SE$C4 
The$ Po$spay applicatio$n pro$vide$s ale$rts o$r no$tificatio$ns if suspicio$us activity is de$te$cte$d o$n my acco$unt. 

SE$C5 
The$ Po$spay applicatio$n re$quire$s stro$ng authe$nticatio$n (e$.g., finge$rprint o$r facial re$co$gnitio$n) be$fo$re$ 

co$mple$ting transactio$ns. 

Pe$rce$ive$d 

Trust 

TR1 
I trust that the$ Po$spay applicatio$n prio$ritize$s custo$me$r inte$re$sts.   

TR2 
I am co$nfide$nt that the$ Po$spay se$rvice$ pro$vide$r will assist me$ if a pro$ble$m arise$s.    

TR3 
I trust that transfe$rring mo$ne$y via the$ Po$spay applicatio$n is safe$. 
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TR4 
I trust that the$ Po$spay applicatio$n is re$gulate$d by autho$rize$d institutio$ns. 

Pe$rce$ive$d 

Risk 

PR1 
I fe$e$l co$nce$rne$d abo$ut the$ se$curity o$f my financial info$rmatio$n whe$n using the$ Po$spay applicatio$n.  

PR2 
The$re$ is a risk o$f lo$sing mo$ne$y due$ to$ e$rro$rs o$r fraud whe$n transacting thro$ugh the$ Po$spay applicatio$n. 

PR3 
I be$lie$ve$ the$ Po$spay applicatio$n is mo$re$ vulne$rable$ to$ hacking than traditio$nal payme$nt me$tho$ds. 

PR4 
I fe$e$l anxio$us abo$ut unautho$rize$d acce$ss to$ my Po$spay acco$unt. 

Se$lf 

E$fficacy 

SE$1 
I am co$nfide$nt I can re$so$lve$ issue$s if a fe$ature$ in the$ Po$spay applicatio$n do$e$sn't wo$rk.  

SE$2 
I am co$nfide$nt jo$ining o$nline$ discussio$ns abo$ut the$ Po$spay applicatio$n. 

SE$3 
I am co$nfide$nt I can unde$rstand the$ te$rms ne$e$de$d to$ use$ the$ Po$spay applicatio$n. 

SE$4 
I can use$ the$ Po$spay applicatio$n e$ve$n if no$ o$ne$ is aro$und to$ e$xplain ho$w it wo$rks. 

Satisfactio$n SAT1 
I am satisfie$d using the$ Po$spay applicatio$n fo$r daily transactio$ns. 

SAT2 
The$ fe$ature$s o$ffe$re$d by the$ Po$spay applicatio$n make$ things e$asie$r fo$r me$. 

SAT3 
The$ Po$spay applicatio$n wo$rks we$ll and rare$ly has issue$s.  

SAT4 
I am satisfie$d with the$ spe$e$d and e$ase$ o$f making payme$nts thro$ugh the$ Po$spay applicatio$n. 

Inte$ntio$n to$ 

Use$ 

INT1 
I inte$nd to$ use$ the$ Po$spay applicatio$n within the$ ne$xt we$e$k. 

INT2 
I plan to$ use$ the$ Po$spay applicatio$n within the$ ne$xt thre$e$ mo$nths. 

INT3 
I plan to$ use$ the$ Po$spay applicatio$n mo$re$ fre$que$ntly. 

INT4 
I will co$ntinue$ using the$ Po$spay applicatio$n in my daily life$. 

  
 

3. Result and Discussion 

3.1.  De$mo$graphic Data o$f Participants 

 This study invo$lve$d 523 active$ use$rs o$f the$ Po$spay applicatio$n re$siding in Surabaya. The$ 

de$mo$graphic characte$ristics are$ summarize$d be$lo$w : 

a. Ge$nde$r  

The$ majo$rity o$f re$spo$nde$nts we$re$ male$ (55% o$r 287 individuals), while$ fe$male$s acco$unte$d fo$r 45% 

(236 individuals). This sugge$sts slightly highe$r male$ e$ngage$me$nt, po$ssibly due$ to$ jo$b-re$late$d facto$rs 

invo$lving mo$re$ inte$nsive$ use$ o$f digital applicatio$ns. 

b. Age$ 

Mo$st re$spo$nde$nts we$re$ age$d be$twe$e$n 20–29 ye$ars (44%), fo$llo$we$d by the$ 30–39 age$ gro$up (42%). 

This indicate$s stro$ng participatio$n fro$m yo$unge$r and e$arly adult use$rs who$ typically have$ highe$r 

digital lite$racy. 

c. O$ccupatio$n 

A to$tal o$f 33% o$f re$spo$nde$nts we$re$ po$st o$ffice$ e$mplo$ye$e$s, fo$llo$we$d by po$stal age$nts (18%), private$ 

e$mplo$ye$e$s (13%), stude$nts (11%), e$ntre$pre$ne$urs (10%), fre$e$lance$rs (6%), civil se$rvants (5%), 

re$tire$e$s (3%), and o$the$rs (2%). The$se$ re$sults sho$w that while$ many use$rs are$ fro$m inte$rnal po$stal 

ne$two$rks, the$ app also$ re$ache$s the$ ge$ne$ral public. 

d. Mo$nthly Inco$me$ 

Mo$st re$spo$nde$nts e$arne$d be$twe$e$n IDR 3,000,000–4,999,999 (33%), fo$llo$we$d by IDR 1,000,000–

2,999,999 (27%) and IDR 5,000,000–6,999,999 (23%). This re$fle$cts the$ app's acce$ptance$ amo$ng 

middle$-inco$me$ use$rs who$ active$ly e$ngage$ in digital financial transactio$ns. 

e. Re$side$nce$ 

Re$spo$nde$nts we$re$ distribute$d acro$ss five$ re$gio$ns o$f Surabaya, with the$ highe$st co$nce$ntratio$n in E$ast 

Surabaya (28%), fo$llo$we$d by We$st (25%), Ce$ntral (21%), No$rth (15%), and So$uth Surabaya (11%). 

This sho$ws a re$lative$ly e$ve$n distributio$n o$f Po$spay usage$ thro$ugho$ut the$ city. 

f. Fre$que$ncy o$f Use$ 

Abo$ut 56% o$f re$spo$nde$nts use$d the$ Po$spay app 5–6 time$s, and 44% use$d it mo$re$ than 6 time$s. No$ 

re$spo$nde$nts use$d it fe$we$r than five$ time$s, as the$ sample$ was pre$-filte$re$d. This indicate$s a stro$ng 

le$ve$l o$f use$r e$ngage$me$nt. 
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3.2.  Infe$re$ntial Analysis 

Infe$re$ntial analysis in this study was co$nducte$d to$ asse$ss bo$th the$ me$asure$me$nt mo$de$l (o$ute$r mo$de$l) 

and the$ structural mo$de$l (inne$r mo$de$l), as we$ll as to$ te$st the$ pro$po$se$d hypo$the$se$s. The$ analysis, base$d o$n 

data fro$m 523 Po$spay use$rs, was carrie$d o$ut using SmartPLS ve$rsio$n 3.0. 
 

3.3.  O$ute$r Mo$de$l 

The$ o$ute$r mo$de$l, o$r me$asure$me$nt mo$de$l, re$pre$se$nts the$ re$latio$nship be$twe$e$n late$nt variable$s and 

the$ir indicato$rs. It e$valuate$s ho$w we$ll e$ach indicato$r re$fle$cts its co$rre$spo$nding co$nstruct thro$ugh te$sts o$f 

co$nve$rge$nt validity, discriminant validity, and re$liability [23]. 

 

Table$ 3. Co$nve$rge$nt Validity Value$ 

 
Variable Item Outer Loading AVE 

Attitude$ ATT1 
0.810  

 

 

 

0.594 

ATT2 
   0.746 

ATT3 
0.759 

ATT4 
0.767 

Facilittating 

Co$nditio$ns 

FC1 
0.814  

 

 

 

0.600 

FC2 
0.806 

FC3 
      0.712 

FC4 
0.762 

Life$style$ 

Co$mpatibility 

LC1 
0.853  

 

 

 

0.633 

LC2 
0.805 

LC3 
0.718 

LC4 
0.801 

Pe$rce$ive$d 

E$ase$ o$f Use$ 

PE$O$U1 
0.818  

 

 

0.631 

PE$O$U2 
0.811 

PE$O$U3 
0.798 

PE$O$U4 
0.748 

Pe$rce$ive$d 

Use$fulne$ss 

PU1 
       0.726  

 

 

0.565 

PU2 
0.775 

PU3 
0.716 

PU4 
0.788 

Quality o$f 

Inte$rne$t 

Co$nne$ctio$n 

QIC1 
0.866  

 

 

0.676 

 

 

 

QIC2 
0.846 

QIC3 
0.764 

QIC4 
0.810 

Pe$rce$ive$d 

Se$curity 

SE$C1 
0.800  

 

 

 

 

0.562 

SE$C2 
0.732 

SE$C3 
0.760 

SE$C4 
0.735 

SE$C5 
0.718 

Pe$rce$ive$d TR1 
0.832  
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Trust 
TR2 

0.766  

 

0.585 

 

TR3 
0.744 

TR4 
0.713 

Pe$rce$ive$d 

Risk 

PR1 
0.885  

 

 

0.727 

PR2 
0.846 

PR3 
0.842 

PR4 
0.837 

Se$lf E$fficacy SE$1 
0.766  

 

 

0.567 

SE$2 
0.759 

SE$3 
0.744 

SE$4 
0.743 

Satisfactio$n SAT1 
0.779  

 

 

0.560 

SAT2 
0.776 

SAT3 
0.700 

SAT4 
0.737 

Inte$ntio$n to$ 

Use$ 

INT1 
0.787  

 

 

0.626 

 

INT2 
0.737 

INT3 
0.815 

INT4 
0.823 

  
  

Re$liability te$sting e$valuate$s the$ co$nsiste$ncy o$f indicato$rs within a co$nstruct. It is asse$sse$d using 

Cro$nbach’s Alpha and Co$mpo$site$ Re$liability value$s. If bo$th e$xce$e$d 0.70, the$ indicato$rs are$ co$nside$re$d 

re$liable$. Table$ 4 pre$se$nts the$ re$sults o$f the$se$ re$liability me$asure$s. 

 

Table$ 4. Re$liability Te$st Re$sults 
 

Variable Cronbach’s Alpha Composite Reliability 

ATT 
0.773 0.854 

FC   0.778 0.857 

LC 
0.811 0.873 

PE$O$U 
0.807 0.872 

PU 
0.744 0.838 

QIC 
0.842 0.893 

SE$C 
0.805 0.865 

TR 
0.767 0.849 

PR 
0.875 0.914 

SE$ 
0.746 0.840 

SAT 
0.739 0.836 

INT 
0.801 0.870 

 

Base$d o$n Table$ 4, all co$nstructs have$ Cro$nbach’s Alpha and Co$mpo$site$ Re$liability value$s abo$ve$ 

0.70, indicating go$o$d re$liability. Thus, all variable$s are$ co$nsiste$nt and suitable$ fo$r use$ in this study. 

 

3.4.  Inne$r Mo$de$l 
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The$ inne$r mo$de$l, o$r structural mo$de$l, ide$ntifie$s and e$valuate$s causal re$latio$nships be$twe$e$n 

e$xo$ge$no$us and e$ndo$ge$no$us variable$s. It is asse$sse$d using R-square$ to$ me$asure$ the$ stre$ngth o$f influe$nce$ and 

F-square$ to$ de$te$rmine$ the$ e$ffe$ct size$ o$f inde$pe$nde$nt variable$s o$n de$pe$nde$nt variable$s [24]. 

 

Table$ 5. R-square$ Value$ 

 
Variable R-square 

Attitude$ 
         0.240 

Inte$ntio$n to$ Use$ 0.284 

. 
R-square$ asse$sse$s ho$w we$ll inde$pe$nde$nt variable$s e$xplain the$ variance$ in a de$pe$nde$nt variable$. 

Acco$rding to$ Hair, R² value$s o$f 0.75, 0.50, and 0.25 indicate$ stro$ng, mo$de$rate$, and we$ak e$xplanato$ry po$we$r, 

re$spe$ctive$ly [16]. As sho$wn in Table$ 4.16, the$ R² value$ fo$r Attitude$ is 0.240 and fo$r Inte$ntio$n to$ Use$ is 

0.284, indicating we$ak e$xplanato$ry po$we$r. This me$ans that 24% o$f Attitude$ and 28.4% o$f Inte$ntio$n to$ Use$ 

are$ e$xplaine$d by the$ mo$de$l, while$ the$ re$st is influe$nce$d by o$the$r facto$rs o$utside$ the$ mo$de$l. 

 

Table$ 6. F-square$ Value$ 

 

Variable F-Square 

ATT → INT 0.003 

FC → ATT 0.030 

FC → INT 0.012 

LC → ATT 0.001 

LC → INT 0.000 

PE$O$U → ATT 0.017 

PE$O$U → INT 0.008 

PU → ATT 0.033 

PU → INT 0.011 

QIC → ATT 0.004 

QIC → INT 0.003 

SE$C → ATT 0.003 

SE$C → INT 0.005 

TR → ATT 0.000 

TR → INT 0.000 

PR → ATT 0.001 

PR → INT 0.009 

SE$ → ATT 0.002 

SE$ → INT 0.035 

SAT → ATT 0.007 

SAT → INT 0.017 

 

F-square$ e$valuate$s the$ e$ffe$ct size$ o$f e$ach inde$pe$nde$nt variable$ o$n the$ de$pe$nde$nt variable$. Acco$rding 

to$ Hair, value$s o$f 0.02, 0.15, and 0.35 indicate$ small, me$dium, and large$ e$ffe$cts, re$spe$ctive$ly [24]. As sho$wn 

in Table$ 4.17, mo$st inde$pe$nde$nt variable$s have$ F-square$ value$s be$lo$w 0.02, indicating minimal o$r no$ 

influe$nce$. Fo$r e$xample$, Attitude$ o$n Inte$ntio$n to$ Use$ has a value$ o$f 0.003, and Facilitating Co$nditio$ns o$n 

Inte$ntio$n to$ Use$ sco$re$s 0.012—bo$th ne$gligible$. Facilitating Co$nditio$ns o$n Attitude$ (0.030), Pe$rce$ive$d 

Use$fulne$ss o$n Attitude$ (0.033), and Se$lf-E$fficacy o$n Inte$ntio$n to$ Use$ (0.035) sho$w small e$ffe$cts. O$the$r 

variable$s such as Life$style$ Co$mpatibility, Pe$rce$ive$d E$ase$ o$f Use$, Pe$rce$ive$d Risk, Pe$rce$ive$d Se$curity, 

Pe$rce$ive$d Trust, Quality o$f Inte$rne$t Co$nne$ctio$n, and Satisfactio$n all have$ ve$ry lo$w F-square$ value$s, 

sugge$sting insignificant impacts. O$ve$rall, mo$st inde$pe$nde$nt variable$s in this mo$de$l do$ no$t significantly affe$ct 

the$ de$pe$nde$nt variable$s. 

 

3.5.  Hypo$the$sis Te$sting 
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Hypo$the$sis te$sting was co$nducte$d using SmartPLS 4.0 so$ftware$ thro$ugh the$ bo$o$tstrapping me$tho$d. 

The$ re$sults o$f this analysis are$ sho$wn in Figure$ 2. 

 

 
Figure$ 2. Structural Mo$de$l Diagram in SE$M Analysis 

 

Figure$ 4 displays the$ bo$o$tstrapping re$sults pro$ce$sse$d using SmartPLS 3.0. This figure$ pre$se$nts the$ 

hypo$the$sis te$sting o$utco$me$s base$d o$n path co$e$fficie$nts, t-statistics, and p-value$s. Path co$e$fficie$nts indicate$ 

the$ stre$ngth o$f influe$nce$ be$twe$e$n variable$s, while$ p-value$s (in pare$nthe$se$s) sho$w significance$ le$ve$ls. 

Acco$rding to$ Gho$zali and Latan, a hypo$the$sis is acce$pte$d if the$ p-value$ is le$ss than 0.05 and the$ t-statistic is 

at le$ast 1.96 [25].  

 

Table$ 7. Hypo$the$sis Te$sting Re$sults 

 
Hypothesis  

O 

 

T-Statistic 

 

P-Values 

 

Description No. Path 

H1 
ATT → INT 0.055 1.420 0.078 No$t Suppo$rte$d 

H2 FC → ATT 0.168 2.572 0.005 Suppo$te$d 

H3 
FC → INT 0.103 1.827 0.034 No$t Suppo$rte$d 

H4 
LC → ATT 0.034 0.929 0.177 No$t Suppo$rte$d 

H5 
LC → INT 0.006 0.192 0.424 No$t Suppo$rte$d 

H6 
PE$O$U → ATT 0.127 2.272 0.012 Suppo$te$d 

H7 
PE$O$U → INT 0.084 2.165 0.015 Suppo$te$d 

H8 
PU → ATT 0.179 2.687 0.004 Suppo$te$d 

H9 
PU → INT 0.102 2.123 0.017 Suppo$te$d 

H10 
QIC → ATT 0.060 1.661 0.049 No$t Suppo$rte$d 

H11 
QIC → INT 0.047 1.074 0.142 No$t Suppo$rte$d 

H12 
SE$C → ATT 0.062 1.505 0.066 No$t Suppo$rte$d 

H13 
SE$C → INT 0.073 2.134 0.017 Suppo$te$d 

H14 
TR → ATT 0.018 0.451 0.326 No$t Suppo$rte$d 

H15 
TR → INT 0.015 0.412 0.340 No$t Suppo$rte$d 

H16 
PR → ATT 0.023 0.542 0.294 No$t Suppo$rte$d 
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H17 
PR → INT 0.085 1.848 0.033 No$t Suppo$rte$d 

H18 
SE$ → ATT 0.043 0.824 0.205 No$t Suppo$rte$d 

H19 
SE$ → INT 0.184 3.976 0.000 Suppo$te$d 

H20 
SAT → ATT 0.091 1.617 0.053 No$t Suppo$rte$d 

H21 
SAT → INT 0.139 2.315 0.011 Suppo$te$d 

 

Base$d o$n the$ re$sults pre$se$nte$d in Table$ 7, it can be$ co$nclude$d that 8 o$ut o$f the$ 21 pro$po$se$d 

hypo$the$se$s we$re$ acce$pte$d, while$ the$ re$maining 13 we$re$ re$je$cte$d. Variable$s such as Pe$rce$ive$d E$ase$ o$f Use$ 

and Pe$rce$ive$d Use$fulne$ss sho$we$d significant po$sitive$ e$ffe$cts o$n bo$th Attitude$ and Inte$ntio$n to$ Use$, 

indicating the$ir e$sse$ntial ro$le$s in shaping use$r be$havio$r. Se$lf-E$fficacy, Pe$rce$ive$d Se$curity, and Satisfactio$n 

we$re$ also$ fo$und to$ significantly influe$nce$ Inte$ntio$n to$ Use$, but no$t Attitude$. O$n the$ o$the$r hand, Attitude$, 

Facilitating Co$nditio$ns, Life$style$ Co$mpatibility, Pe$rce$ive$d Trust, Pe$rce$ive$d Risk, and Quality o$f Inte$rne$t 

Co$nne$ctio$n did no$t de$mo$nstrate$ co$nsiste$nt o$r significant impacts o$n the$ de$pe$nde$nt variable$s. The$se$ findings 

sugge$st that impro$ving use$rs’ pe$rce$ptio$ns o$f use$fulne$ss, e$ase$ o$f use$, and the$ir co$nfide$nce$ in using the$ 

applicatio$n plays a mo$re$ substantial ro$le$ in e$nco$uraging the$ ado$ptio$n o$f the$ Po$spay applicatio$n. 

 

4. Conclusion 

This study aime$d to$ analyze$ the$ facto$rs influe$ncing use$r acce$ptance$ o$f the$ Po$spay applicatio$n in 

Surabaya using a mo$difie$d Te$chno$lo$gy Acce$ptance$ Mo$de$l (TAM). O$f the$ 21 pro$po$se$d hypo$the$se$s, 8 we$re$ 

suppo$rte$d and 13 we$re$ re$je$cte$d. The$ findings re$ve$al that Facilitating Co$nditio$ns, Pe$rce$ive$d E$ase$ o$f Use$, and 

Pe$rce$ive$d Use$fulne$ss significantly influe$nce$ Attitude$, while$ Pe$rce$ive$d E$ase$ o$f Use$, Pe$rce$ive$d Use$fulne$ss, 

Pe$rce$ive$d Se$curity, Se$lf-E$fficacy, and Satisfactio$n significantly affe$ct Inte$ntio$n to$ Use$. Me$anwhile$, Attitude$, 

Life$style$ Co$mpatibility, Inte$rne$t Quality, Pe$rce$ive$d Trust, and Pe$rce$ive$d Risk did no$t have$ a significant 

e$ffe$ct, sugge$sting that use$rs may vie$w the$se$ as base$line$ e$xpe$ctatio$ns o$r no$n-critical facto$rs. The$se$ re$sults 

align with the$ re$se$arch o$bje$ctive$s se$t in the$ Intro$ductio$n, co$nfirming that the$ mo$difie$d TAM e$ffe$ctive$ly 

capture$s the$ ke$y variable$s influe$ncing Po$spay acce$ptance$. The$ findings also$ o$pe$n o$ppo$rtunitie$s fo$r furthe$r 

e$xplo$ratio$n and practical imple$me$ntatio$n in e$nhancing digital financial se$rvice$ ado$ptio$n. 
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