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Abstract

The determinants of G-Wallet user retention has become important. This study examines the factors influencing user retention and the
continned use of the G-Wallet application in Thailand. This research investigates the relationships between perceived usefulness, perceived
ease of use, satisfaction, confirmation of expectation, relative advantage, compatibility, complexity, behavioral intention, and continnons
use behavior. This research is quantitative research with 573 users. Key findings indicate that PU significantly enhances positive user
attitudes towards G-Wallet, while PEoU has a negative effect on attitude, suggesting a complex relationship where ease of use may be
perceived as diminishing the value of the application. COE positively impacts user satisfaction; however high satisfaction does not directly
translate to a strong bebavioral intention for continued use. RA and COMP positively affect bebavioral intention, while complexity
acted as a deterrent. Bebavioral intention strongly predicts continuous use behavior, though satisfaction’s effect on continned use is
significant.

Keywords: G-Wallet, User Retention, Technology Acceptance Model, Technology Continnance Theory, Innovation Diffusion
Model, Satisfaction, Behavioral Intention, Continuons Use Intention.

Introduction

Digital financial services, particulatly in developing economies, have undergone a rapid transformation with
the rise of e-wallet applications. G-Wallet, a government-backed digital wallet, emerged as a key player
during Thailand’s COVID-19 relief efforts. However, despite its initial success, the platform faces
challenges in retaining users in a predominantly cash-based economy. Understanding the drivers of
continuous use for G-Wallet can provide insights into how digital payment platforms can secure long-term
user engagement.

This study explores the factors influencing G-Wallet’s retention through the lens of key theoretical models:
the Technology Acceptance Model (TAM), Technology Continuance Theory (TCT), and the Innovation
Diffusion model. This study delves into exploring different relationships between key research constructs,
including the perceived ease of use (PeoU), perceived usefulness (PU), attitude (ATT), confirmation of
expectation (COE), satisfaction (SAT), relative advantage (RA), compatibility (COMP), complexity
(COMX), behavioral intention (BI), and continuous use behavior (CU) to seek to provide guidance for

strategies that can enhance G-Wallet’s user retention and align with broader financial inclusion goals in
Thailand.

Literature Review

Technology Acceptance Model (1:AM)

The Technology Acceptance Model (TAM) has been widely applied to understand technology adoption
and user behavior in various contexts, including financial services. Proposed by Davis (1989), TAM posits

that Perceived Usefulness (PU) and Perceived Ease of Use (PEoU) are the primary factors influencing
users’ attitudes towards technology, ultimately shaping their intention to use and their actual usage behavior.
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PU refers to the degree to which a user believes that using a particular system enhances their performance,
while PEoU refers to the user’s perception of the effort required to use the system.

Several studies have validated TAM in the context of e-wallets. For example, Sarassina (2022) showed that
PU was a critical determinant of user satisfaction and adoption of e-wallets in Southeast Asia. Similarly,
Ariffin et al. (2021) found that PU had a stronger influence on e-wallet adoption than PEoU, suggesting
that users prioritize perceived benefits over the simplicity of the interface. In contrast, other studies have
noted that PEoU can play a more significant role in cases where users lack prior exposure to digital payment
systems (Venkatesh & Davis, 2000).
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Figure 1. Technology Acceptance Model

Technology Continuance Theory (ITCT)

The Technology Continuance Theory (TCT), an extension of TAM, introduces the concept of post-
adoption behavior, emphasizing the factors that influence users’ intention to continue using a technology.
TCT highlights the role of Confirmation of Expectations (COE) and Satisfaction (SAT) in shaping
Behavioral Intention (BI) and Continuous Use Behavior (CU) (Liao ef al., 2009). Confirmation refers to the
extent to which the system meets users’ initial expectations, and satisfaction represents the emotional
response to this confirmation.

Empirical research has shown that users are more likely to continue using a system if it meets their
expectations, leading to higher satisfaction levels (Bhattacherjee, 2001). In the context of e-wallets,
satisfaction is a crucial determinant of long-term engagement, as users are more likely to remain loyal to a
platform that consistently meets or exceeds their expectations (Daragmeh e @/, 2021). However, as
observed in the present study, high satisfaction does not automatically translate into a strong intention to
continue use intention, suggesting the need for additional factors to be considered.

Figure 2. Technology Continuance Theory
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Innovation Diffusion Model

The Innovation Diffusion model, proposed by Rogers (1983), provides another lens through which to view
technology adoption and retention. This model identifies five key attributes that influence users’ decisions
to adopt new technologies: Relative Advantage (RA), Compatibility (COMP), Complexity (COMX),
Trialability, and Observability. RA refers to the perceived benefits of the innovation compared to existing
solutions, while COMP measures how well the innovation fits with users’ needs and existing systems.
Conversely, COMX refers to the difficulty in understanding and using innovation, which can deter adoption.

In the context of G-Wallet, RA and COMP have emerged as critical factors influencing user retention.
Prior research suggests that users are more likely to continue using digital payment platforms that align with
their existing financial behaviors and offer clear advantages over traditional payment methods (Miller, 2015).
On the other hand, high levels of complexity can serve as a barrier to continuous use, particularly for users
who may not be digitally literate or accustomed to mobile payment systems.
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Figure 3. Innovation Diffusion Model
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Conceptual Model and Hypothesis Development

Based on the literature review and the theoretical model adoption, this research adopts theoretical adoption
from Technology Acceptance Model (TAM), Technology Continuance Theory (TCT), and the Innovation
Diffusion model illustrates the following conceptual framework.

Figure 4. Conceptual Model for Research
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Research hypotheses presented in the following lists.

H1:

H2:

H3:

H4:

H5:

Ho6:

H7:

HS8:

HO:

Perceived Ease of Use (of e-wallet application) is a significant predictor of attitude (towards e-
wallet application).

Perceived Usefulness (of e-wallet application) is a significant predictor of attitude (towards e-
wallet application).

Confirmation of expectations (from the e-wallet application) positively affects the satisfaction
(received from the e-wallet application).

Attitude (towards e-wallet application) has a positive significant effect on satisfaction (received
from e-wallet application).

Satisfaction (received from e-wallet application) has a positive significant effect on behavioral
intention to use e-wallet application.

Relative Advantage of e-wallet application has a positive significant effect on behavioral intention
to use e-wallet application.

Compeatibility of e-wallet application has a positive significant effect on behavioral intention to
use e-wallet application.

Complexity of e-wallet application has a negative significant effect on behavioral intention to use
e-wallet application.

Behavioral intention (to use e-wallet application) has a positive significant effect on the continuous
use intention (of e-wallet application).
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H10: Satisfaction (received from using e-wallet application) has a positive significant effect on the
continuous use intention (of e-wallet application).

Methodology
Research Design

This study adopts a quantitative research strategy to explore factors influencing user retention and
continuous use of the G-Wallet application in Thailand. A close-ended questionnaire was applied with the
utilization of statistical analysis — using Structural Equation Modelling (SEM) analysis to investigate the
interaction of key variables i.e. perceived usefulness (PU), perceived ease of use (PEoU), attitude (ATT),
confirmation of expectation (COE), satisfaction (SAT), relative advantage (RA), compatibility (COMP),
complexity (COMX), behavioral intention (BI) and Continuous Use Intention (CU).

Sampling and Data Collection

The study used a non-probabilistic sampling strategy to ensure representation of different user
demographics within the G-Wallet population. The population was segmented based on age groups, and
geographic regions. This sampling method was chosen to ensure a balanced representation of all
demographic groups, minimizing bias and allowing for more generalized results. The surveys screened the
inclusion criteria of the respondents age, which must be of age 18 and above, the respondents must also
be a Thai nationality and reside permanently in Thailand, in addition, he/she must be an active user of G-
Wallet, who experienced the use within the last 24-months.

Following Yamane’s minimum sample size strategy, it is required a minimum of 400 respondents to
participate in data analysis, based on the population size of 40 million users of G-Wallet users in Thailand.
The Yamane’s formulae and sample size calculation illustrates as following:

N 40,000,000 40,000,000
n= = = = 399.99 =~ 400 respondents 1)
1+N(e)? 1+40,000,000(0.05)2 100,001
Where: 7 = minimum sample size

N = population size
¢ = sampling error (standard 5% or 0.05)

Determination formula for a known population, a minimum sample size of 400 was necessary to ensure a
95% confidence level with a 5% margin of error. However, the sample size was finally increased to 573
participants to enhance reliability.

Data Collection Method: The data were collected using face-to-face interviews, where respondents were
approached in person. Trained interviewers asked the survey questions and recorded the responses on
behalf of the respondents. This approach was particularly useful in reaching older and rural participants
who might be less familiar with digital survey platforms.

Interview Process: Interviewers were provided with structured questionnaires and followed standardized
procedures to ensure consistency in data collection. Each respondent was asked to provide their informed
consent before participating, and the interviews were conducted in neutral settings, targeting gas stations’,
convenience stores’” and hyperstores’ visitors, to ensure comfort and accessibility for all participants.

Questionnaire Format: The survey consisted of 7-point Likert-scale questions (ranging from 1 = strongly

disagree to 7 = strongly agree), covering the key constructs of Perceived Usefulness (PU), Perceived Ease
of Use (PEoU), Attitude (ATT), Confirmation of Expectations (COE), Satisfaction (SAT), Relative
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Advantage (RA), Compatibility (COMP), Complexity (COMX), Behavioral Intention (BI), and Continuous
Use Behavior (CU).

Measurement Instruments

The measurement instruments were adapted from established scales used in prior research. Perceived
Usefulness (PU), Perceived Ease of Use (PEoU) and Attitude (ATT) were measured using Davis’ (1989)
TAM scale, while Satisfaction (SAT) and Behavioral Intention (BI) were measured using Liao ez a/” (2009)
TCT model to reflect the Continuous Use Intention (CU). Relative Advantage (RA), Compatibility
(COMP), Complexity (COMX) were measured based on Rogers’ (1983) Innovation Diffusion model.

Reliability and Validity Test: To ensure internal consistency, Cronbach’s Alpha Reliability Test (CART) was
used to assess the reliability of the constructs. The reliability score has been acquired by 30 preliminary
respondents, with all items exceeding the 0.70 threshold, indicating strong internal consistency. In addition,
an 1OC (item-objective-congruence) validity analysis was performed to evaluate the quality and
appropriateness of individual items with a scale. The IOC validity test was assessed from 5 experts, the
1OC validity value was determined as 0.83, which exceeds the accepted threshold of 0.50 indicating a strong
level of content validity for the instrument.

Data Analysis

Data were analyzed using SPSS to examine descriptive statistics and Structural Equation Modeling (SEM)
to test the hypothesized relationships and model fit. Model fit was assessed using key indicators such as the
Chi-square/df ratio, Goodness of Fit Index (GFI), Root Mean Square Error of Approximation (RMSEA),
and the Comparative Fit Index (CFI). All indices indicated an acceptable model fit, confirming the
robustness of the model.

Table 1. Model Fit Indices

Measure Model Fit Expected Threshold Remarks
(Citation)

CMIN (Chi-Square) Default model: <3.0 The chi-square value is
2.592 (Kline, 2011) low, indicating an
Independence acceptable model fit.
model: 27.056

RMR (Root Mean Square | Default <.05 Within acceptable range,

Residual) model: .080 (Hu & Bentler, 1999) | indicating a good fit.

GFI (Goodness of Fit Default > .90 Good fit.

Index) model: .903 (Hu & Bentler, 1999)

RMSEA (Root Mean Default <.06 Good fit.

Square Error of model: .053 (Hu & Bentler, 1999)

Approximation)

NFI (Normed Fit Index) | Default >.90 Good fit.
model: .914 (Bentler, 1990)

CFI (Comparative Fit Default >.90 Good fit.

Index) model: .945 (Bentler & Bonett,

1980)
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Measure Model Fit Expected Threshold Remarks
(Citation)
ECVI (Expected Cross- | Default model: Lower is better Indicates model fit in
Validation Index) 2.028 (Browne & Cudeck, | cross-validation; lower is
1993) better.
Results
General Findings

The respondent distribution is geographically diverse, with the highest concentrations in Bangkok and its
vicinity (28.3%) and North-East Thailand (26.5%). These are followed by Central (20.6%), Northern
(14.7%) and Southern Thailand (9.9%). In terms of age, the majority of respondents are between 26 and
42 years old (45.9%) followed by the generation Z of age 18 to 25 years group (27.1%). Respondents over
58 years old make up 4.4% of the total. The majority of respondents primarily used G-Wallet for the
“Government Lottery” service, making it the most utilized feature (86.4%). This also solidified “E-
payment” as the main purpose for using G-Wallet (91.8%). Respondents indicated that “Promotions and
discounts” were the most influential factor in their decision to use G-Wallet (74.3%), while “Convenience”
and “Security” were less significant, cited by 9.3% and 3.0% of users, respectively. A significant majority
(83.4%) reported rarely encountering technical issues with G-Wallet, and 59.5% found the service
convenient and sufficient for their needs. The most important enhancement suggested by respondents was
the addition of more merchant partnerships (44.9%). Overall, 76.3% of respondents were “mildly likely”
to recommend G-Wallet to others.

Descriptive Statistics

The descriptive statistics provide an overview of the key variables used in this study, including perceived
usefulness (PU), perceived ease of use (PEoU), attitude (ATT), confirmation of expectations (COE),
satisfaction (SAT), relative advantage (RA), compatibility (COMP), Complexity (COMX), behavioral
intention (BI), and continuous use behavior (CU).

Table 2. Descriptive Statistics for Key Variables

Indicator: Statements N Mean Standard
Deviation
Variable: Perceived Usefulness
PU1: I find the g-wallet application to be useful to me. 573 5.35 .679
PU3: Using the g-wallet application enhances 573 5.40 671
effectiveness.
PU4: Using the g-wallet application is more 573 5.40 .682

convenient than using cash payment.
Variable: Perceived Ease of Use

PEoU2: Using g-wallet application requires minimum 573 5.42 .658
effort to learn.

PEoU3: My interaction with the g-wallet application is 573 5.38 .683
understandable.

PEoU4: It was easy for me to become skillful at using 573 5.42 .678

g-wallet application.
Variable: Attitude

ATT1: I believe that using g-wallet services is a good 573 5.18 .663
idea.
ATT3: Using g-wallet services is interesting, 573 5.20 713
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Indicator: Statements N Mean Standard
Deviation

ATT4: G-Wallet provides a wide range of other 573 5.23 .700
financial products.
Variable: Confirmation of Expectation
COE2: The service level provided by the g-wallet 573 5.21 .594
application was better than what I expected.
COEA4: The experience with g-wallet corresponds 573 5.19 .631
with my anticipation.
COEDS5: Opverall, most of my expectations about the g- 573 5.24 .655
wallet application were confirmed.
Variable: Satisfaction
SAT2: I am satistied with the performance of the g- 573 5.11 .690
wallet application.
SAT?3: I believe that my decision to use g-wallet was a 573 5.10 .643
wise decision.
SAT4: I think I did the right thing by deciding to use 573 5.14 .642
the g-wallet application.
Variable: Relative Advantage
RA1: G-wallet are better than using cash or other 573 4.81 792
means of payment.
RA2: G-wallet is more interesting than other means 573 4.78 .808
of payment.
RA3: Using g-wallet made my transaction expetience 573 4.70 .813
better than I would have otherwise.
Variable: Compatibility
COMP1: G-wallet application is compatible with the 573 4.54 1.151
devices that I own.
COMP2: G-wallet application is compatible with my 573 4.56 1.166
lifestyle.
COMP3: G-wallet application is accepted across 573 4.51 1.148
majority of the stores where I shop at.
Variable: Complexity
COMXT1: Using g-wallet application was a challenge. 573 5.21 .643
COMX2: I prefer using cash over g-wallet application. 573 5.13 .564
COMX3: It took me time to understand the payment 573 5.14 .625
method in g-wallet application.
Variable: Behavioral Intention
BI1: I intent to use g-wallet application for online 573 5.09 1.286
shopping in the next month.
BI4: I am inclined to use the g-wallet application for 573 4.64 1.188
making in-store purchases in the coming weeks.
BI5: I would not consider switching to other g-wallet 573 4.56 1.210
in the near future.
Variable: Continuous Use Behavior
CU1: I have integrated g-wallet application into my 573 4.41 1.166
regular payment routine.
CU3: I have made recurring payments using the g- 573 4.32 1.209
wallet application without considering alternatives.
CU4: I have a history of using g-wallet application for 573 4.39 1.233
various types of transactions over time.
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The descriptive statistics reveal that respondents view G-Wallet positively. The G-Wallet application is
considered useful (mean of 5.35), and effective, particularly for convenience over cash payments, both
scoring means of 5.40. It is also easy to understand (mean of 5.38), with minimal effort required to learn
and become skillful (means of 5.42). Respondents believe that using G-Wallet is a good idea (mean of 5.18),
find it interesting (mean of 5.20), and appreciate its broad range of financial products with a mean of 5.23.
Respondents moderately agree that the service level provided by G-Wallet exceeded and corresponded with
their expectations, with means of 5.21 and 5.19, respectively. They confirmed that the application generally
met their expectations (mean of 5.24). Satisfaction levels are generally high and overall performance rated
positively (mean of 5.11). They believe they make a wise decision by using it, with means of 5.10 and 5.14,
respectively. Despite this, respondents moderately agree that G-Wallet is more interesting than other means
of payment and has improved their transaction experience, with means of 4.78 and 4.70, respectively.
Among these, the statement “G-Wallet are better than using cash or other means of payment” received the
highest agreement (mean of 4.81). Compatibility with devices and shopping preferences scored moderately
(means ranging from 4.51-4.56). Challenges were noted, particularly with understanding the payment
method (mean of 5.21), and that it took time to understand its payment method, while cash was still
preferred by some (mean of 5.14 and 5.13, respectively). While G-Wallet use for online shopping was
moderate (mean of 5.09), intentions for in-store purchases and not switch to another g-wallet were lower
(means of 4.64 and 4.56, respectively). Continuous use behavior showed weaker agreement, with lower
means for integrating G-Wallet into daily routines (mean of 4.41).
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The Structural Equation Modeling (SEM) analysis was conducted to test the hypothesized relationships
between the variables. All indices indicated an acceptable model fit, confirming the robustness of the
model, with a Chi-squatre/df ratio of 2.592, Goodness of Fit Index (GFI) of 0.903, Comparative Fit Index
(CFI) of 0.945, and a Root Mean Square Error of Approximation (RMSEA) of 0.053, indicating that the
structural model was acceptable for further analysis.

Figure 5. Structural Model
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Table 3. Structural Model Results and Hypotheses Testing

Hypotheses Estimate Significance Direction Relationship

H1: PEoU — ATT -3.798 .002 Negative Significant negative
effect. PeoU negatively
impacts ATT.

H2: PU — ATT 5919 ook Positive Significant positive
effect. PU positively
impacts ATT.

H3: COE — SAT 0.535 ook Positive Significant positive

effect. COE positively
impacts SAT.

H4: ATT — SAT 0.447 ook Positive Significant positive
effect. ATT positively
impacts SAT.

H5: SAT — BI -0.107 023 Negative Significant negative
effect. SAT negatively
impacts BI.

H6: RA — BI 0.162 .001 Positive Significant positive
effect. RA positively
impacts BL.

H7: COMP — BI 0.645 ok Positive Significant positive
effect. COMP
positively impacts BI.

H8: COMX — BI -0.224 015 Negative Significant negative
effect. COMX
negatively impacts BL

H9: BI — CU 1.343 ok Positive Significant positive
effect. BI positively
impacts CU.

H10: SAT — CU 0.101 .046 Positive (not | Not significant at the

significant) | 0.05 level. Weak
positive effect.

In the context of G-Wallet in Thailand, there are several key findings reveal; Perceived Usefulness (PU) is
a strong positive predictor of Attitude (ATT) towards the application, while Perceived Ease of Use (PEOU)
negatively impacts Attitude (ATT). Confirmation of Expectations (COE) and Attitude (ATT) both
significantly enhance Satisfaction (SAT), though Satisfaction’s influence on Behavioral Intention (BI) is
slightly negative. Relative Advantage (RA) and Compatibility (COMP) positively affect Behavioral Intention
(BI), whereas Complexity (COMX) has a negative effect. Behavioral Intention (BI) significantly boosts
Continuous Use (CU), but the impact of Satisfaction (SAT) on Continuous Use (CU) is borderline
significant. These results highlight the importance of Perceived Usefulness (PU) and Confirmation of
Expectations (COE) in shaping user attitudes and satisfaction, as well as the complex interplay of factors
influencing continued usage of e-wallet applications.

Discussion

The strong positive impact of Perceived Usefulness (PU) on Attitude (ATT) reaffirms the established
understanding that usefulness may be the more dominant factor influencing user attitudes in the context
of e-wallet services, especially in environments where functionality and practical benefits are highly valued
by users. The negative relationship between Perceived Ease of Use (PEoU) and Attitude (ATT) challenges
conventional understanding and implied that users might associate simplicity with a lack of sophistication
or value. Therefore, while PEoU is traditionally viewed as a critical determinant of positive user attitudes,
this finding suggests that, in the context of the G-Wallet application, users might value other aspects of
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the service more, and excessive simplicity might detract from their overall experience. The significant
positive effect of Confirmation of Expectations (COE) and Attitude (ATT) on Satisfaction (SAT)
highlights the importance of effectively managing user expectations through design, functionality, and user
expetience, fostering higher level of satisfaction and long-term engagement that led to continuous use and
loyalty. However, Satisfaction’s influence on Behavioral Intention (Bl) is slightly negative, indicating that
despite being satisfied with the G-Wallet application, users may be influenced by other factors such as
concerns about security, privacy or possibly related to user habits, alternative options in the market or
external influences. The significant positive impact of Relative Advantage (RA) and Compatibility (COMP)
on Behavioral Intention (BI), emphasize the need for the G-Wallet to be positioned as a supetior alternative
to other payment methods and compatible with users’ existing digital habits. Whereas Complexity (COMX)
has a negative effect on Behavioral Intention (BI), acts as a barrier, reinforcing the need for simplicity
without compromising perceived value. The strong positive effect of Behavioral Intention (BI) on
Continuous Use Intention (CU) suggests that users who initially intend to use the application are highly
likely to continue using it in the long term. However, the weak positive effect of Satisfaction (SAT) on CU
suggests that while users who are satisfied with the G-Wallet application may be more likely to continue
using it, satisfaction alone may not be sufficient to drive long-term engagement.

Implications
Theoretical Implications

The significant positive relationship between perceived usefulness (PU) and attitude (ATT) supports the
core assumption of TAM: users are more likely to have favorable attitudes towards technology they perceive
as useful. However, the negative effect of perceived ease of use (PEoU) on Attitude is a surprising finding.
Traditionally, ease of use is expected to enhance user attitudes, but in this context, it appears that users may
associate simplicity with a lack of sophistication or value. This suggests that for fintech applications like G-
Wallet, where security and advanced features are paramount, ease of use might not always be a favorable
driver of user attitudes. This finding provides new insight into how TAM can be applied in fintech contexts,
where functionality might be prioritized over simplicity.

The negative relationship between satisfaction (SAT) and behavioral intention (BI) is another unexpected
result. In most continuance models, satisfaction is a strong predictor of future use intentions. However, in
the case of G-Wallet, high satisfaction did not necessarily translate into higher behavioral intention,
suggesting that other factors may play a more significant role in shaping long-term usage. One potential
explanation is that users may be satisfied with the platform but not loyal, given the increasing competition
in the fintech industry. This highlights the need for G-Wallet to go beyond merely satisfying users and
instead foster habitual use or offer unique incentives to encourage loyalty.

The strong positive effects of Relative Advantage (RA) and Compatibility (COMP) on Behavioral Intention
(BI) align with Rogers’ Innovation Diffusion model, which emphasizes the importance of perceived
benefits and alignment with users’ lifestyles in driving technology adoption. This finding underscores the
importance of ensuring that G-Wallet not only adds tangible value compared to traditional payment
methods but also integrates seamlessly into users’ daily routines. G-Wallet’s focus on providing secure,
government-backed services enhances its relative advantage, while expanding integration with other public
services can improve compatibility, fostering long-term retention.

Practical Implications

The study’s findings offer practical guidance for improving user engagement and retention on G-Wallet.
First, the positive impact of Perceived Usefulness suggests that G-Wallet must continuously innovate and
introduce features that add clear value to users, such as financial management tools or seamless integration
with government services. Emphasizing these benefits in marketing campaigns can enhance user
perceptions and improve attitudes towards the platform.
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Given the negative impact of Perceived Ease of Use on attitudes, G-Wallet must strike a careful balance
between simplicity and functionality. Users expect fintech platforms to provide a high level of security and
advanced features. Therefore, while the interface should remain user-friendly, it is essential to offer more
sophisticated features that appeal to users’ need for control and security in managing their finances. This
tinding may be particularly relevant for fintech developers aiming to attract a more tech-savvy or security-
conscious user base.

The negative relationship between Satisfaction and Behavioral Intention suggests that G-Wallet needs to
move beyond satisfaction and focus on fostering habitual use through loyalty programs and rewards
systems. Offering incentives for frequent usage, such as cashback rewards or tiered loyalty benefits, can
create a sense of commitment among users, driving long-term retention even when satisfaction levels are
already high. Additionally, expanding the platform’s integration with daily activities, such as recurring bill
payments or public transportation services, can help to make G-Wallet indispensable to users.

Finally, the significant positive effects of Relative Advantage and Compatibility suggest that G-Wallet
should continue to emphasize its unique advantages over traditional payment methods. This includes
reinforcing its government backing and lower transaction fees, which enhance its relative advantage. To
further improve compatibility, G-Wallet should consider expanding its service offerings to include a wider
range of third-party applications, making it an integral part of users’ financial ecosystems.

Conclusion

This study explored the key factors influencing user retention in G-Wallet, a government-supported digital
wallet in Thailand, and offers valuable insights. While perceived usefulness was identified as a key
determinant of user attitudes, the findings indicate that satisfaction alone may not ensure long-term usage.
Factors such as relative advantage and compatibility positively influence behavioral intention, while
complexity acts as a deterrent, highlighting the importance of these constructs in shaping user behavior.
The nuanced and complex relationships between these factors highlight the importance of perceived
usefulness and confirmation of expectations in shaping user attitudes and satisfaction, as well as the
complex interplay of factors influencing continued usage of e-wallet applications. These results contribute
to both academic understanding and practical strategies for promoting digital wallet adoption and retention.
As Thailand progresses towards a digital economy, platforms like G-Wallet play a pivotal role in promoting
financial inclusion and enabling citizens to participate in the digital financial ecosystem. To sustain user
engagement, developers and policymakers should focus on enhancing perceived usefulness, managing user
expectations, and emphasizing G-Wallet’s relative advantages and compatibility.

While this study employs solely a quantitative method approach, providing statistical and objective insights.
Incorporating a mixed-method approach in future research could provide a more holistic understanding by
combining quantitative data with qualitative insights. Geographic-wise, the sampling strategy for this study
limit to G-Wallet users in Thailand, whom the preferences may differ from those in other regions — the
future research should consider conducting comparative studies across different cultural contexts to
enhance the generalizability of the results. Finally, this research faced difficulties in collecting sample size
leading to the difference from the intended sample size. Despite these challenges, the sample collected
remains representative of the target population, allowing for valid and generalizable findings — the future
research suggests that the sample screening strategy should allow flexibility of inclusion criterion given
more opportunities to experienced G-Wallet users eligible for research contributions. The researcher
believes that employing latger and more diverse samples could further enhance the robustness of the
findings and allow for more detailed subgroup analyses, thereby strengthening the overall validity and
applicability of the research outcomes.
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