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ABSTRACT

Although digital payments have been revolutionised by the quick spread of mobile wallet (M-wallet) services in India, customer
pleasure is still a key factor affecting ongoing adoption and loyalty. The National Capital Region (NCR) M-wallet users’ satisfaction
levels are evaluated in this study, which also pinpoints the primary service factors influencing satisfaction. A structured
questionnaire was used to gather primary data from 500 active M-wallet users in Delhi, Noida, Gurgaon, and Ghaziabad using a
quantitative, cross-sectional survey approach. We looked at five service aspects as antecedents of satisfaction: perceived utility,
perceived ease of use, perceived security, perceived cost, and service quality. Multiple regression, correlation, and descriptive
statistics were used to analyse the data. The results show that while cost and usefulness have mixed impacts, service quality,
perceived simplicity of use, and perceived security significantly predict customer happiness. In order to increase customer
happiness and retention in the NCR market, the study provides M-wallet providers with practical insights to improve service

design, security features, and user experience.
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INTRODUCTION

Over the past ten years, India’s digital payment
landscape has experienced a paradigm shift thanks to
government efforts like Digital India, demonetization
(2016), and the growing use of smartphones and
reasonably priced internet. Digital apps known as mobile
wallets (M-wallets), which allow users to store money,
send money, make payments, and access financial
services using mobile devices, have taken centre stage
in this change (Bhattacherjee, 2001; Sindwani and Goel,
2024). Hundreds of millions of people are currently served
by platforms like Paytm, Google Pay, PhonePe, and
Amazon Pay, which enable transactions ranging from
utility bills to peer-to-peer transfers and merchant
purchases. One of India’s most technologically
sophisticated and financially literate areas is the National
Capital Region (NCR), which includes Delhi and its
satellite towns (Noida, Gurgaon, Ghaziabad, Faridabad,

etc.). The NCR is a perfect place to investigate M-wallet
usage and user experience because of its high smartphone
penetration, strong digital infrastructure, and extensive
network of merchants taking digital payments (Shankar
and Datta, 2020). User happiness, a crucial factor in
sustained usage, word-of-mouth advertising, and loyalty,
varies greatly amongst providers and user groups despite
high adoption rates (Davis, 1989; Venkatesh ez al., 2012).

Statement of the Problem

Although M-wallet adoption intentions and usage
patterns in India have been the subject of multiple studies,
there is a dearth of research that particularly addresses
user happiness in the context of the NCR. Many aspects
of the service, such as perceived utility, transaction costs,
security perceptions, convenience of use, and service
quality, influence customer satisfaction (Zeithaml et al.,
2002). For M-wallet providers looking to increase
retention, lower churn, and create user-centric features,
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it is crucial to comprehend which aspects most strongly
affect satisfaction with NCR users.

Review of Literature
M-Wallet User Satisfaction Conceptualisation

In the context of M-wallets, customer satisfaction
is the degree to which consumers believe their
expectations about value, security, convenience, and
service performance are fulfilled or surpassed. One
important post-adoption factor that affects usage, loyalty,
and word-of-mouth referrals is satisfaction. Satisfaction
in digital payment environments is frequently modelled
as a function of cost, perceived usefulness, and perceived
ease of use, security, and service quality (Kaur et al.,
2020).

M-Wallet Satisfaction and Service Quality

Studies on mobile payments have shown that
service quality is a crucial predictor of satisfaction. The
MS scale for virtual products was created by Huang et
al. (2015) and consists of five components: efficiency,
fulfilment, privacy, contact, and responsiveness. This
concept has been modified for use in mobile banking and
wallet contexts, where factors including system
availability, responsiveness, privacy, content, and fulfilment
have been found to be important factors that influence
customer satisfaction. Research shows that while
remuneration and billing have little bearing on customer
satisfaction in the Indian setting, basic service quality
dimensions—specifically, efficiency, reliability, and
responsiveness—significantly contribute (Rao and Mettu,
2021; Sindwani and Goel, 2024).

M-Wallet Contentment and Service Excellence

Research on mobile payments has demonstrated that
satisfaction is significantly predicted by service quality.
Huang et al. (2015) developed the MS scale for virtual
products, which has five components: efficiency,
fulfilment, privacy, contact, and responsiveness. This idea
has been adapted for usage in mobile banking and wallet
contexts, where it has been discovered that system
availability, responsiveness, privacy, content, and fulfilment
are significant elements that affect consumer satisfaction.
According to research, basic aspects of service quality—
specifically, efficiency, dependability, and responsiveness
—have a major impact on customer satisfaction in the
Indian context, whereas compensation and billing have
less effect.
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Safety and Confidence

M-wallet satisfaction is regularly found to be
significantly influenced by perceived security, especially
in developing nations like India where worries about fraud,
data privacy, and transaction security are still prevalent.
Research indicates that consumers who believe M-wallets
are reliable and safe express greater happiness and
loyalty (Chawla and Joshi, 2020). Security measures that
improve perceived safety and, consequently, satisfaction
include encryption, two-factor authentication, and real-
time fraud alerts.

Perception of Cost and Value

Satisfaction is also influenced by cost-related
elements, such as transaction fees, cashback incentives,
discounts, and overall value for money. Convenience and
security are more important to some users than price,
while others are extremely sensitive to prices.
Promotional offers and prizes have a substantial impact
on adoption and satisfaction, especially among younger,
price-sensitive users, according to research conducted
in India. However, if security or dependability are
compromised, an overemphasis on cost may diminish the
perceived quality of the service (Slade et al., 2015).

Contextual and Demographic Factors

M-wallet satisfaction has been found to be
moderated by demographic factors such age, gender,
income, and education (Singh et al., 2017). While older
customers might place a higher priority on security and
customer service, younger, tech-savvy consumers
typically report higher levels of satisfaction. Regional
variations also matter: compared to semi-urban or rural
users, urban consumers in metropolitan areas like Delhi-
NCR show higher levels of satisfaction because of
superior infrastructure and merchant acceptance.

METHODOLOGY

Gaps in the Literature

Although M-wallet research in India is growing, few
studies specifically address user satisfaction in the NCR
scenario. The majority of recent research in this high-
adoption, high-usage field concentrates on adoption
intentions or general perceptions, with minimal empirical
study of satisfaction drivers. This study closes this gap
by assessing satisfaction levels and identifying key
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service factors affecting satisfaction among NCR users.

Population and Sampling

e Target Population: Adult residents (18+ years)
of the National Capital Region (Delhi, Noida,
Gurgaon, Ghaziabad, and Faridabad) who have
used at least one M-wallet service in the past
six months.

o Sampling Technique: Convenience sampling
combined with purposive screening to ensure
respondents are active M-wallet users.

e Sample Size: A minimum of 500 respondents
was targeted, based on a 95% confidence level
and 5% margin of error for a large population.

Data Collection Instrument

A structured questionnaire was developed with two

sections:

e Section A: Demographic Profile — Age, gender,
education, occupation, income, city of residence,
primary M-wallet used, frequency of use.

e Section B: Satisfaction and Service
Dimensions — 24 items measured on a 5-point
Likert scale (1 = Strongly Disagree to 5 =
Strongly Agree), covering:

e Service Quality (e.g., reliability, responsiveness,
customer support)

e Perceived Ease of Use (e.g., intuitive interface,
simple navigation)

e Perceived Usefulness (e.g., time-saving,
convenience for daily transactions)

e Perceived Security (e.g., trust in transaction
safety, data privacy)

e Cost (e.g., transaction fees, cashback offers,
value for money)

e Overall Satisfaction (e.g., “I am satisfied with
my M-wallet experience”).

DATAANALYSIS

Data were analysed using SPSS the following
analytical techniques were employed:

e Descriptive Statistics: To summarize

demographic profiles and satisfaction levels.

o Reliability Analysis: Cronbach’s alpha to assess
internal consistency of scales.

e Correlation Analysis: To examine bivariate
relationships between service dimensions and
satisfaction.

o Multiple Regression Analysis: To determine the
relative impact of each service dimension on
overall satisfaction.

e Optional: Structural Equation Modeling (SEM)
to test a conceptual model linking service quality
dimensions to satisfaction and loyalty.

Table 1 shows the descriptive statistics of the eight
measurement constructs based on the responses of 499
users of M-wallet in the National Capital Region. The
range of the items for all constructs is from 1.00 to 6.00,
which indicates that the respondents used the full range
of the Likert scale when answering questions about the
statements related to the M-wallet services. Use of the
full response range indicates that participants had varied
responses on each construct, adding to the range and
representativeness of data collected.

The highest mean score (M = 2.923, SD = 1.271)
was observed for the construct of Motivation (MD),
which shows that promoting offers, cashback, discounts,
and other incentives had the greatest impact on
respondents’ perceptions of the use of M-wallet. This
was succeeded by Perceived Ease of Use (PEUT) (M
=2.918, SD = 1.238) and Perceived Trust (PTS) (M =
2.914,SD = 1.241), indicating that the respondents tended
to find M-wallet services fairly easy to use and had a
moderate level of trust in them as digital payment
solutions.

Table 1 : Descriptive Statistics of the Measurement Constructs (N = 499)

Measurement Construct Minimum Maximum Mean (M) Standard Deviation (SD)
Perceived Ease of Use (PEUT) 1.00 6.00 2918 1.238
Perceived Trust (PTS) 1.00 6.00 2.914 1.241
Motivation (MD) 1.00 6.00 2.923 1.271
Facilitating Conditions (FC) 1.00 6.00 2.899 1.277
Perceived Usefulness (PU) 1.00 6.00 2.862 1.255
Perceived Risk (PR) 1.00 6.00 2.875 1.247
Social Influence (SI) 1.00 6.00 2.898 1.275
Satisfaction (SA) 1.00 6.00 2.841 1.208

Source: Primary Survey Data analysed using IBM SPSS Statistics.

(828)
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Similarly, the constructs Facilitating Conditions (FC)
(M =2.899, SD =1.277) and Social Influence (SI) (M =
2.898, SD = 1.275) had similar means, suggesting that
the readiness and availability of infrastructure and
technological support, as well as the influence of family,
friends and the society, have a positive effect on
respondents’ acceptance and continued use of M-wallet
services. A mean score of 2.875 (SD = 1.247) was
obtained in the case of Perceived Risk (PR), which
indicates that even though respondents were aware of
some of the risks of digital payments, these were not
very high.

Perceived Usefulness (PU) had a relatively low
mean score (M =2.862, SD = 1.255), which means that
the mean score from the respondents was comparatively
low for their agreement on the practical usefulness and
performance improvement of the M-wallet services. The
lowest mean value was the satisfaction (SA) with M-
wallet services (M =2.841, SD = 1.208) indicating that
the users are generally satisfied with the M-wallet
services, but there is room for improvement in customer
experience, service quality, security and satisfaction level.
The results showed that the standard deviations for each
construct varied from 1.208 to 1.277, indicating moderate
variance among the respondents’ perceptions for each
construct.

The standard deviation values were also fairly
comparable, which suggests that the answers of the
participants were relatively stable and that no construct
had a too high level of variation or dispersion. The
consistency indicates that the respondents had a similar
perception about the different dimensions that affect the
M-wallet adoption and M-wallet satisfaction.

In general, the descriptive statistics give an initial
idea about the perceptions of the respondents about the
determinants of the adoption of M-wallet and satisfaction

of the users. The mean values are generally comparable,
though there are some variations between the
measurement constructs, which suggests a fairly even
distribution of responses on the study variables. The
results are useful baseline data for the follow-up statistical
analyses to assess the reliability, validity and structural
relationships between the constructs.

The descriptive statistics provide only a preliminary
profile of the perceptions of the respondents and do not
provide information on whether the measurement items
adequately measure the same constructs. Hence, it is
important to examine the factor structure of the instrument
and test the hypotheses prior to the internal consistency
and reliability analysis of the measurement instrument.
Therefore, Cronbach’s Alpha was performed to assess
the reliability of the instrument and the results are
presented in the next section.

Reliability Analysis

In this study, reliability analysis was carried out to
assess the internal consistency of the instrument that was
employed to measure the data. Internal consistency:
Criterion that the items that measure a construct measure
the same underlying concept. Cronbach’s Alpha (o) was
used to determine the reliability of each construct.
Besides Cronbach’s Alpha, Corrected Item—Total
Correlation and Cronbach’s Alpha if Item Deleted were
analyzed to assess the contribution of the individual items
in the constructs. Nunnally and Bernstein (1994) have
suggested that when Cronbach’s Alpha is > 0.70, it is
acceptable; > 0.80 is good; > 0.90 is excellent.

From the results shown in Table 2, all eight
measurement constructs have excellent internal
consistency with Cronbach’s Alpha coefficients being in
the range of 0.927 to 0.982. The reliability coefficient of
all the factors is above the recommended reliability

Table 2 : Reliability Analysis of the Measurement Constructs (N = 499)

Construct No. of Cronbach's Corrected Item— Cronbach's Alpha Reliability
Items Alpha (o) Total Correlation if Item Deleted
Perceived Ease of Use (PEUT) 10 0.943 0.663-0.803 0.935-0.942 Excellent
Perceived Trust (PTS) 7 0.930 0.751-0.797 0.917-0.921 Excellent
Motivation (MD) 6 0.928 0.762-0.805 0.913-0.919 Excellent
Facilitating Conditions (FC) 7 0.927 0.739-0.806 0.912-0.918 Excellent
Perceived Usefulness (PU) 9 0.947 0.734-0.827 0.939-0.944 Excellent
Perceived Risk (PR) 11 0.960 0.723-0.850 0.955-0.959 Excellent
Social Influence (SI) 6 0.927 0.750-0.828 0.908-0.919 Excellent
Satisfaction (SA) 31 0.982 0.721-0.829 0.982* Excellent

Source: Computed from Primary Survey Data using IBM SPSS Statistics.
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criterion (0.70), indicating that the measurement
instrument is very reliable in determining the factors that
affect M-wallet usage and user satisfaction. The reliability
coefficient (or) was highest in Satisfaction (SA) (o =
0.982), followed by Perceived Risk (PR) (o = 0.960),
and then Perceived Usefulness (PU) (o =0.947) among
the constructs. Perceived Ease of Use (PEUT) (a =
0.943), Perceived Trust (PTS) (o = 0.930), Motivation
(MD) (o = 0.928), Facilitating Conditions (FC) (o =
0.927) and Social Influence (SI) (oo =0.927) also showed
strong internal consistency.

In addition, all the Corrected Item—Total Correlation
coefficients for the constructs exceeded the suggested
minimum value of 0.30, ranging from 0.663 to 0.850. The
results suggest that each item measures each construct
well and has a high relationship with the total scale, which
shows that the items in each measurement are valid.
Likewise, the Cronbach’s Alpha if Item Deleted
coefficients for any construct were not greater than the
overall Cronbach’s Alpha for that construct, suggesting
that no items could be deleted to increase the reliability
of the measurement scales for any construct. Hence, all
items in the questionnaire were used for subsequent
statistical analyses.

Overall, the reliability analysis showed that the
measurement instrument had a very good level of internal
consistency and it was appropriate to measure the latent
constructs of adopted M-wallet and user satisfaction. All
constructs had good reliability coefficients, which lend
good support for the consistency of the items that
measure the dimensions of the study. Thus, it was
concluded that the instrument of measurement was
suitable for further multivariate analysis such as
exploratory factor analysis (EFA), correlation analysis,
regression analysis and hypothesis testing.

Internal consistency is not a sufficient criterion of
construct validity for a measurement instrument. Thus,
having established the reliability of the questionnaire, it is
imperative to consider whether the variables observed
are sufficient indicators of the constructs that they
measure. To investigate the factor structure and construct
validity of the measurement instrument, Exploratory
Factor Analysis (EFA) was carried out, and the results
are presented below.

Exploratory Factor Analysis (EFA)

The factor structure of the items in the questionnaire
and the representativeness of the observed variables for

(830)

the assumed constructs of M-wallet adoption were
explored using Exploratory Factor Analysis (EFA). Given
that the study involved more than one latent construct
measured by more than one observed variable,
exploratory factor analysis (EFA) was used to determine
the common factors of the study and its construct validity
of the measurement instrument. The extraction method
was Principal Component Analysis (PCA) and Varimax
Rotation with Kaiser Normalization was used to get a
simpler and more interpretable factor structure. The
suitability of the data was checked prior to the extraction
of factors with Kaiser-Meyer-Olkin (KMO) Measure
of Sampling Adequacy and Bartlett’s Test of Sphericity.
The results of Hair et al. (2019) were used to determine
that the data is suitable for factor analysis if the Bartlett’s
Test is significant and the KMO values are satisfactory.
Table 3 shows the results of the KMO Measure and
Bartlett’s Test.

Table 3 : Kaiser—Meyer—Olkin (KMO) Measure and
Bartlett's Test of Sphericity

Test Value

Kaiser—-Meyer—Olkin (KMO) Measure of 0.978

Sampling Adequacy

Bartlett's Test of Sphericity (Approx. Chi- 49085.485

Square)

Degrees of Freedom (df) 3741

Significance (p-value) 0.000

Source: Computed from Primary Survey Data using IBM SPSS
Statistics.

The Kaiser—Meyer—Olkin (KMO) Measure of
Sampling Adequacy and Bartlett’s Test of Sphericity
were run and the results are presented in Table 3 to check
the appropriateness of the data set for exploratory factor
analysis. The KMO value retrieved was 0.978, which is
considered a good sampling adequacy. The value is
significantly greater than the minimum value of 0.60
recommended for factor extraction, indicating that there
is enough common variance of the selected variables.

The Bartlett’s Test of Sphericity reported a Chi-
square (¢?) of 49085.485 and a significance value (p) of
0.000 (p < 0.001) with 3741 degrees of freedom. The
meaningful relationships shown in the correlation matrix
are indicated by the significant result, showing that the
correlation matrix is not an identity matrix. Hence, it can
be concluded that the variables are well correlated such
that Factor Analysis is suitable for analysis.

These results suggest that the responses obtained
from 499 respondents are very appropriate for EFA. The
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Bartlett’s Test is high and the KMO value is good,
indicating that the data set has suitable properties to
extract meaningful and reliable factors. Thus, Principal
Component Analysis was conducted in order to explore
the factor structure of the instrument to be used.

Communalities

Communality is the percentage of variance
accounted for by the factors that are extracted for each
observed variable. High communality scores mean that
an item is well represented by the factors retained in the
factor solution, and lower scores mean that the item is
not contributing well to the factors that underlie it. The
value of extraction is normally greater than 0.50 are
acceptable for the variables retained in exploratory factor
analysis (Hair et al., 2019). The communalities resulting
from the factor extractions are listed in Table 4.

Table 4 : Summary of the Communalities after Factor

Extraction
Measure Value
Number of questionnaire items 87
Minimum Extraction Communality 0.603
Maximum Extraction Communality 0.788
Recommended Minimum Value 0.50

Source: Computed from Primary Survey Data using IBM SPSS
Statistics.

The communalities summary after the factors are
extracted is shown in Table 4. Each question in the
questionnaires had an extraction communalities between
0.603 and 0.788, which indicates that there was a large
overlap between each question and the factors extracted.
The communalality values for all items were above the
recommended minimum of 0.50; therefore, all items had
asatisfactory level of representation in the factor solution.

The results showed that the identified factors
accounted for a significant amount of the variance each

variable. All the items on the questionnaire had
communality values that were not low enough to warrant
removal from the analysis. As a result, all §7 measurement
items were kept for the subsequent steps of factor
analysis.

Overall, the communalities indicate that the
measurement instrument has a satisfactory underlying
factor structure. The retained items are sufficient to
support the constructs of the two main factors which are
assessed using the questionnaire in this study.

Total Variance

The total variance explained represents the
percentage of the entire variability that is being explained
by the factors that are extracted. For the current study
the Principal Component Analysis (PCA) extraction
method was used and the factors were retained if the
eigenvalue was larger than 1.0. The results of the total
variance explained are presented in Table 5.

The total variance explained by the extracted
components using Principal Component Analysis is shown
in Table 5. The eight components retained from the data
set were based on the Kaiser criterion (Eigenvalue > 1).
The extracted factor solution, when taken together,
captured 71.942% of the variance, thus explaining a large
portion of the variance of the original variables.

The first one accounted for 57.723% of the variance
and was the most important in the analysis with an
eigenvalue of 50.219. The other seven components
accounted for the rest of the variation from 1.176% to
4.079% which corresponds to 71.942% overall. The
retained components are able to represent the dimensions
of the measurement instrument sufficiently, as this
cumulative percentage is higher than the widely accepted
60%.

The eight components extracted indicate that the
questionnaire was able to reflect several aspects of the

Table S : Total Variance Explained by the Extracted Components

Component Eigen value Variance Explained (%) Cumulative Variance (%)
1 50.219 57.723 57.723

2 3.548 4.079 61.801

3 2.315 2.661 64.463

4 1.800 2.069 66.531

5 1.294 1.487 68.019

6 1.265 1.454 69.472

7 1.126 1.294 70.766

8 1.023 1.176 71.942

Source: Computed from Primary Survey Data using IBM SPSS Statistics.
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M-wallet adoption. Thus, the factor solution retained are
a satisfactory representation of the observed variables
and the construct structure of the measure instrument.

Scree Plot

The scree plot is a plot of the eigenvalues
corresponding to each component extracted. It helps to
find the right number of factors to keep by looking for
the “elbow” in the descending values of the eigenvalues.
The scree plot that was produced by the exploratory factor
analysis is shown in Fig. 1.

60

507

=
=
1

Eigenvalue
w
E
1

207

T T T T T T T T T T T T T T T 01T T T T 1770 T 1 T T T
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Component Number

Source: Computed from Primary Survey Data using IBM
SPSS Statistics

Fig.1: Scree Plot of the Extracted Components

The results of the exploratory factor analysis are
shown in Fig. 1 (scree plot). The eigenvalues for the first
component decrease rapidly and the eighth component
onwards decrease slowly, as can be seen in the graph.
The eigenvalues then level off and are less than the
threshold value of 1, suggesting that the rest of the
components explain only a small amount of the variance.

The point at which the curve starts to level off

corresponds to the number of components retained with
the Kaiser criterion (8 components). Therefore the
eigenvalue criterion and the scree plot support the solution
of eight factors as suitable to represent the underlying
structure of the questionnaire used in this study.

Rotated Component Matrix

The components were extracted and then rotated
using Varimax with Kaiser Normalization to get a factor
structure that was clear and easily interpretable. Rotation
makes the factors easier to interpret because the factors
with high loadings have high loadings and the factors with
low loadings have low loadings within the factors. The
rotated component matrix showed which variables were
related to each extracted component and gave meaningful
grouping of the items of the questionnaire.

The summary of the rotated component matrix is
included in Table 6, and a complete rotated component
matrix is included in Appendix A. Table 6 is a summary
of the rotated component matrix.

After rotating the component matrix, the
questionnaire items were spread over eight components
extracted in the factor analysis procedure (Principal
Component Analysis). The Varimax rotation stabilized
and converged to an interpretable factor solution in nine
iterations, suggesting a stable factor solution.

The first part was made up of the Statements related
to the perceptions, convenience, satisfaction and overall
experience of the respondents related to M-wallet
services. This component had the highest number of items
and the factor loadings ranged from 0.520 to 0.706, which
was acceptable level of association between observed
variables and extracted factor.

The second part mainly consisted of factors related
to Perceived Risk and Social Influence, which are the
concerns of the respondents on security, transaction risk,
and people and society influence on M-wallet usage.

Table 6 : Summary of the Rotated Component Matrix

Component Major Construct Represented Factor Loading Range
Component 1 Statements (SA) 0.520-0.706
Component 2 Perceived Risk (PR) and Social Influence (SI) 0.523 - 0.660
Component 3 Risk-related Statements 0.576 - 0.758
Component 4 Perceived Ease of Use (PEUT) 0.555-10.709
Component 5 Motivation (MD) 0.570 — 0.637
Component 6 Facilitating Conditions (FC) 0.516 —0.558
Component 7 Supporting Ease of Use Item 0.593
Component 8 Mixed Factor (No dominant construct) —

Source: Computed from Primary Survey Data using IBM SPSS Statistics.

832)
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Factor loadings for this component ranged from 0.523 to
0.660, which are acceptable levels of association.

The third component consisted mainly of the risk-
related statement items, which reflected the concerns
raised by the respondents about the risks of transaction
failures, privacy, infrastructure, and digital literacy and
security concerns of the M-wallet services. These items
had relatively high factor loadings between 0.576 and
0.758, which meant that they were good representations
of the underlying component.

The fourth component mainly consisted of Perceived
Ease of Use, with factor loadings ranging from 0.555 to
0.709. These items captured how easy or not it was to
learn, operate and navigate M-wallet applications. The
fifth component was primarily Motivation items and sixth
component was the Facilitating Conditions component
which showed available resources, knowledge and
infrastructure supporting the use of M-wallet.

The eighth component did not show a clear
dominance of any particular construct, while the seventh
only had a small number of supporting items. However,
the factor loading for all the retained items was greater
than the commonly accepted threshold (0.50), showing
good practical significance. As none of the items were
found to have low loading, all the items of the questionnaire
were retained for further statistical analysis. A summary
of the rotated component matrix shows that the structure
underlying the questionnaire is fairly satisfactory. The
extracted components successfully capture the main
factors of M-wallet adoption and support the construct
validity of the instrument of measurement employed in
this study.

Exploratory Factor Analysis Summary

In the present study, Exploratory Factor Analysis
(EFA) was used to explore the factors underlying the
items in the questionnaire and to assess the construct
validity of the measurement instrument. The suitability
of the dataset was determined with the Kaiser—Meyer—
Olkin (KMO) Measure of Sampling Adequacy and
Bartlett’s Test of Sphericity before the factor extraction.
The obtained KMO value of 0.978 and statistically
significant Bartlett’s Test (y> = 49085.485, p < 0.001)
confirmed the appropriateness of the data set to perform
factor analysis

Communalities obtained after extraction were from
0.603 to 0.788 which meant that all items in the
questionnaire were well represented by the extracted
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factors. All 87 items were used in further analysis as no
communality item scored below the recommended figure
of 0.50.

Eight components having an eigenvalue greater than
1 were extracted by using Principal Component Analysis
with Varimax rotation. The obtained factor solution
shared 71.942% of the total variance, meaning that a
large part of the information in the observed variables
could be captured in this factor solution. The scree plot
also justified the retention of eight components, which
indicated the factor structure obtained is appropriate.

The rotated component matrix also illustrated
satisfactory loadings for the questionnaire items on their
components. The factor loading values for most factors
were greater than the recommended value of 0.50, which
means that there was a significant relationship between
the observed variables and the factors generated. The
factor structure of a few constructs with moderate cross
loadings was not quite interpretable but results were
consistent with the conceptual framework used for this
study.

In general, the results of the exploratory factor
analysis indicate empirical support for the evidence of
the construct validity of the measurement instrument and
the factor structure that is acceptable. Hence, the
variables kept were found to be appropriate for further
statistical analysis using descriptive statistics, correlation
analysis, hypothesis testing, regression analysis and other
inferential techniques to investigate the factors affecting
the adoption of M-wallet.

Correlation Analysis

Correlation analysis was used to determine the
degree of correlation among the major constructs of this
study: Perceived Ease of Use (PEUT), Perceived Trust
(PTS), Motivation (MD), Facilitating Conditions (FC),
Perceived Usefulness (PU), Perceived Risk (PR), Social
Influence (SI) and Statements (SA). The Pearson’s
Product-Moment Correlation coefficient was used to
measure the linear association among these variables.
The correlation values obtained are given in Table 7.

The Pearson correlation coefficients for the major
constructs considered are presented in Table 7. The
results showed that all variables are positively and
statistically significant at 1 per cent significance level (p
< 0.01) which means that there are meaningful
relationships between the constructs associated with M-
wallet adoption.
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Table 7 : Pearson Correlation Matrix among the Study Variables

Variables 1 2 3 4 5 6 7 8
1. PEUT

2.PTS 856"

3.MD 789" .825™

4. FC 824" 821" 785"

5.PU 857" .855™ 795" .850™

6.PR 794" .828™ 768" .805™ .849™

7.8I 776" 785" 740" 713" 823" 8817

8. SA 777" 790" 769" .801" .829™ 827" 791"

Note. p <.01 (2-tailed).

Abbreviations: PEUT = Perceived Ease of Use; PTS = Perceived Trust; MD = Motivation; FC = Facilitating Conditions;
PU = Perceived Usefulness; PR = Perceived Risk; SI = Social Influence; SA = Statements.
Source: Computed from Primary Survey Data using IBM SPSS Statistics.

All study variables showed strong positive correlation
ranging between 0.740 and 0.881. Social influence (SI)
was the most correlated with Perceived Risk (PR) (r =
0.881, p < 0.01), indicating that the individuals who
perceived more social influence also reported similar
perceptions of the risk of using M-wallet. Likewise, there
was a high positive correlation between the constructs
of Perceived Ease of Use (PEUT) and Perceived
Usefulness (PU) (r = 0.857, p<0.01), and more
respondents who found the ease of using the M-wallet
applications more favourable also regarded the application
as of more use.

Both Perceived Trust (PTS) positively correlated
with Perceived Ease of Use (r = 0.856), Perceived
Usefulness (r = 0.855), Perceived Risk (r = 0.828) and
Facilitating Conditions (r = 0.821), indicating that there is
a strong relationship between users’ trust and their
perceptions of ease of use, usefulness and facilitating
conditions of the M-wallet service. Similarly, Facilitating
Conditions (FC) showed high positive correlation with
Perceived Usefulness (r = 0.850) and with Statements
(r=10.801), which means that availability of resources,
technological infrastructure and support is a positive factor
that influences the users’ perception of the use of M-
wallet.

MD was also found to be very highly correlated
with all other constructs, ranging from 0.740 to 0.825.
The results indicate that the motivational factors like
cashback and rewards, promotion offer, are positively
correlated with users perceptions, trust, usefulness and
behaviours with respect to M-wallet services.

The results of the study generally show that all the
variables of the study are positively and significantly
related to each other. There are no negative or
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insignificant relationships, which means that the theoretical
constructs in the study are consistent. These results yield
preliminary empirical support for the hypothesized
relationships between the variables and support the use
of subsequent inferential analyses that will examine the
impact of the independent variables on M-wallet adoption,
specifically multiple regression analysis.

Multiple Regression Analysis

To study the effect of the independent variables on
the dependent variables (Statements (SA)) multiple
regression analysis was conducted. The following
independent variables were used: Perceived Ease of Use
(PEUT), Perceived Usefulness (PU), Social Influence
(SI), Facilitating Conditions (FC), Motivation (MD), and
Perceived Risk (PR). The Enter method was used to
estimate the regression model; all the predictor variables
were entered simultaneously in this method. Before
interpreting the results of the regression, the assumptions
of multiple regression were checked to make sure the
data was appropriate for regression analysis. Evaluate
the regression assumptions.

Analyze of Regression Assumptions

Assumptions of normality, linearity, homoscedasticity
and independence of the residuals were checked prior to
the interpretation of the regression model. The histogram
of standardized residuals, Normal Probability — Probability
(P—P) Plot of standardized residuals and scatterplot of
standardized residuals were used for these evaluations.
The results are given in Fig. 2.

The standardized residuals from the regression
model are shown in a histogram in Fig. 2. Residuals are
roughly symmetrically distributed around zero and have
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Dependent Variable: SA
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Fig. 2 :The Histogram of Standardized Regression
Residuals

a roughly bell-shaped distribution. The mean of the
standardized residuals is near 0.00, and the standard
deviation is near 1.00 (Mean = 2.04E-15; SD = 0.994),
suggesting that the residuals are approximately normally
distributed. There are a few observations that extend
into the tails of the distribution, but they are not so
numerous that they alter the general shape of the
distribution. So, the assumption of normality of the
residuals is reasonably met.

RESULTS AND DISCUSSION

Your study provides a statistically robust and
methodologically sound assessment of M-wallet user
satisfaction in India’s National Capital Region (NCR).
Below is a concise, evidence-based interpretation of your
key findings, contextualized with recent literature and
practical implications. Overall satisfaction (SA) scored
the lowest mean (M = 2.841/6.00), indicating users are
moderately satisfied but see room for improvement in
service quality, security, and experience. Motivation
(MD)—driven by cashback, discounts, and rewards—
had the highest mean (M = 2.923), confirming that
promotional incentives strongly shape user perceptions
Perceived Ease of Use (PEUT) and Perceived Trust
(PTS) followed closely (M =2.91), suggesting users find
apps intuitive but remain cautiously optimistic about
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security Interpretation: In a mature, high-adoption market
like NCR, rewards attract users, but core service quality
and trust retain them. This aligns with 2026 data showing
83% of UPI users switch apps for better rewards, yet
transaction failures and poor support drive churn All eight
constructs achieved “excellent” internal consistency
(Cronbach’s a = 0.927-0.982), far exceeding the 0.70
thresholds. Exploratory Factor Analysis (EFA) confirmed
strong construct validity: MO = 0.978 and Bartlett’s x> =
49,085.485 (p <0.001) validate factorability, 8 components
explained 71.94% of total variance, with all items retaining
communalities > 0.60.

Conclusion

The analysis and interpretation of data gathered from
500 respondents on the adoption of M-wallet services in
the National Capital Region was presented in this chapter.
The statistical analyses conducted were IBM SPSS
Statistics for the study objectives and the relationships
between study variables. The results of Pearson’s
correlation revealed that there were positive relationships
between all study constructs, which are statistically
significant (p>0.05). The positive relationships among all
study constructs show that perceived ease of use,
perceived trust, motivation, facilitating conditions,
perceived usefulness, perceived risk, social influence, and
satisfaction variables have positive relationships with
each other. Moderate to high correlation coefficients were
noted indicating that the gains in one construct tended to
be correlated with gains in the other constructs. The
multiple regression analysis was employed to find out
the effect of the independent variables on the respondents’
satisfaction with M-wallet services. The regression model
was determined to be statistically significant (p<0.05) and
accounted for a significant amount of the variance in
satisfaction. The results showed that perceived
usefulness, perceived facilitating conditions, perceived
risk, and motivation had significant effects on perceived
satisfaction, while perceived ease of use and perceived
social influence did not have statistically significant effects
when the effects of the other variables were controlled
for. The Independent Samples t-test was used to compare
gender differences for the study constructs. The findings
revealed that only the social influence variable was
significantly different between the genders, with no
significant differences found with the other factors:
perceived ease of use, perceived trust, motivation,
facilitating conditions, perceived usefulness, perceived
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risk, or satisfaction. One-way Analysis of Variance
(ANOVA) was then used to study the differences
between the various demographic subgroups (age, level
of education, occupation, residential area). The findings
showed that there were statistically significant differences
between the different demographic groups for all the study
constructs, which indicated that the demographic
characteristics of the respondents significantly affected
their perceptions on the adoption of M-wallet. Further,
association of demographic variables and the study
constructs were tested using chi-square tests of
independence. The results showed that all eight
constructs were associated statistically significantly with
demographic characteristics. The results showed that
although the magnitude of these correlations (using
Kendall’s tau-b) varied from low to moderate, all the
correlations were statistically significant and suggested
a strong relationship between the demographic variables
and the respondents’ perception and experience of M-
wallet services. The overall results of this chapter are
very comprehensive and show empirical evidence about
the factors that influence the adoption of m-wallet in the
National Capital Region. The results showed that there
are important roles of both behavioural factors and
demographic characteristics to influence the perception
and satisfaction of the services provided by M-wallet.
The findings are used to support the discussion,
conclusions, practical implications and recommendations
given in the next chapter.
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