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ABSTRACT

Purpose: This paper examines the digital payment systems adoption through the lens
of the Technology Acceptance Model (TAM), focusing on how Perceived Usefulness
(PU) and Perceived Ease of Use (PEOU) influence user behaviour across different
global contexts.

Design/Methodology/Approach: The study adopts a literature-based approach,
synthesizing empirical findings from diverse regions, including India, Bangladesh,
Kenya, China, Europe, and the United States. The existing studies are reviewed to
check out how PU and PEOU interact with contextual factors such as trust, culture,
and social influence.

Findings: The review highlights PU as the strongest driver of adoption, as users value
efficiency, convenience, and security in financial transactions. PEOU serves as a
facilitator, reducing barriers to entry and building confidence during initial use. The
interplay of these constructs with cultural and social dynamics explains why adoption
patterns vary across countries and demographic groups.

Originality: This paper offers a critical review of previous studies, highlighting the
combined effect of PU and PEOU instead of studying them separately. This also
highlights the implications for policymakers, technology innovators in finance, and
banking organisations while identifying areas that need further investigation.
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Introduction

Over the past two decades, the global financial landscape
has undergone a profound transformation driven by rapid
advancements in digital technologies (Vardomatskya et al.,
2021). The recent development of digital payments system
is a remarkable and significant outcome of this paradigm
shift (Ramayanti et al., 2024). Digital payments, which
include the transactions that are conducted through mobile
applications, internet banking, real-time transfer systems,
and contactless cards, have become a vital part of modern
life. The unconventional rise of digital payments has been
supported by increasing smartphone penetration, improved
internet connectivity, and the growth of fintech ecosystems
that offer innovative financial solutions tailored to consumer
needs (Agarwal et al., 2024).

The significance of digital payments extends far beyond
convenience. They play a crucial role in the promotion of
financial inclusion, particularly in areas where conventional
banking systems are still lacking (Singh et al., 2014). Kenya’s
M-Pesa, for example, is often cited as a revolutionary system
that brought millions of unbanked individuals into the
financial ecosystem by providing accessible mobile money
services (Burns, 2015). Similarly, in India, the Unified
Payments Interface (UPI) has transformed the payment
ecosystem by offering real-time, low-cost transfers that
integrate seamlessly with banks and third-party applications
(Chette & Sidharla, 2023). In China, the ubiquity of Alipay
and WeChat Pay has created an almost cashless economy,
reshaping both consumer behaviour and business practices
(Jiang, 2022). These examples illustrate the broad importance
of digital payments in transforming the global economy.
Despite all of this, not everyone has adopted digital payments.
Both in developed and developing economies, significant
percentages of the population are still reluctant to embrace
the digital payments. Subjective judgements have a significant
role in the choice to accept digital payments, even while
infrastructure elements like internet penetration, cell phone
availability, and regulatory frameworks are unquestionably
vital. Individuals often evaluate whether digital systems
are worth using based on their anticipated benefits and the
perceived ease of integrating them into daily life (Toorajipour
et al., 2020).

The Technology Acceptance Model (TAM) provides
a useful theoretical framework for understanding these
adoption decisions. According to Davis (1989), technology
adoption is shaped primarily by two cognitive beliefs:
Perceived Usefulness (PU), defined as the belief that using
a system enhances performance, and Perceived Ease of Use
(PEOU), defined as the belief that the system is effortless
to use. These constructs shape attitudes toward technology,
which in turn influence behavioural intentions and actual
usage. While numerous extensions of TAM—such as TAM2
and the Unified Theory of Acceptance and Use of Technology
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(UTAUT)—have incorporated additional constructs like
trust, facilitating conditions, and social influence, PU and
PEOU remain foundational in understanding digital payment
adoption (Venkatesh & Davis, 2000; Venkatesh et al., 2003).

This study aims to conduct a literature-based inquiry
into the means in which PU and PEOU affect the adoption
and ongoing usage of digital payment systems. By
reviewing studies from various socio-economic contexts,
the study carefully assesses consistent findings, indicates
contradictions, and discusses implications for practitioners,
and policymakers. This attempt going to be useful for both
the theoretical framework and the practical approaches
required for advancing digital financial inclusion.

Theoretical Background
Technology Acceptance Model (TAM)

The Technology Acceptance Model (TAM), developed by
Davis (1989), remains one of the most prominent frameworks
for studying user adoption of technology. Derived from the
Theory of Reasoned Action (Fishbein & Ajzen, 1975), TAM
emphasizes that an individual’s attitudes toward a system are
shaped by cognitive beliefs, which subsequently influence
behavioural intentions and actual usage. TAM identifies two
constructs as the prime determinants of adoption: PU and
PEOU. Together, these factors explain why some technologies
are readily embraced while others face resistance.

Extensions of TAM have expanded its scope. TAM2
integrated constructs such as subjective norms and
voluntariness, while the Unified Theory of Acceptance and
Use of Technology (UTAUT) introduced additional variables
such as performance expectancy, effort expectancy, and
facilitating conditions. Despite these modifications, PU and
PEOU remain the most consistently validated predictors of
adoption across contexts. Their relevance has been reaffirmed
in studies of e-commerce, online learning, and digital finance,
highlighting their robustness as explanatory tool.

Perceived Usefulness (PU)

PU reflects the extent to which a person believes that
using a system will strengthen their task performance. In the
era of digital payments, PU emerges as the understanding
that the system provides actual advantages, including
quicker transactions, reduced dependence on physical
cash, improved security, and increased control of finances
(Singhania & Tanty, 2023). Empirical research consistently
demonstrates PU as the strongest predictor of adoption.
For example, Chette & Sidharla (2023) found that following
India’s demonetization, the surge in digital payments was
largely driven by perceptions of efficiency and convenience.
Similarly, Jiang (2022) documented that mobile payments in
China increased consumer spending in supermarkets, a trend
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attributed to the perceived efficiency and improved tracking
of expenses. These findings underscore PU’s central role in
shaping adoption intentions.

Perceived Ease of Use (PEOU)

PEOU refers to the extent to which individuals presume
that using a technology requires minimal effort. In digital
payments, PEOU encompasses the simplicity of registration,
the intuitiveness of interfaces, and the transparency of
transaction processes(Davis,1989). Van der Cruijsen et al.
(2015) found that debit card payments were preferred over
cash because they required less cognitive effort. In Kenya,
M-Pesa’s success was attributed not only to its utility but
also to its simplicity and widespread accessibility (Burns,
2015). However, it is important to show caution regarding
the potential overestimation of the role of PEOU. Liu and
Dewitte (2021) showed that while ease of use may encourage
initial adoption, it cannot sustain long-term usage without
perceptions of usefulness. Thus, PEOU plays an important
role in enhancing accessibility and minimising barriers to
usage, while PU influences users’ participation and continued
engagement with digital payment systems.

Review of Literature

PU consistently emerges as the dominant predictor of
adoption. Chette & Sidharla (2023) reported that in India,
following demonetization, consumers turned to digital
payments primarily because they viewed them as faster
and more reliable alternatives in relation to cash. Jiang
(2022) observed that in China, the widespread adoption of
mobile payments has led to increased consumer spending,
particularly in supermarkets, owing to the efficiency and
convenience offered. Similarly, Klingemann et al. (2021)
demonstrated that perceptions of convenience mediated
willingness-to-pay in contexts as diverse as Germany, India,
and the United States. These findings suggest that PU
resonates across cultures and is a key driver of behavioural
intention.

However, the meaning of PU is not uniform. In rural
Bangladesh, Lee et al. (2024) found that mobile remittances
carried symbolic value, often earmarked for education
or savings rather than daily spending. In this case, PU
extended beyond efficiency to encompass cultural and social
dimensions. These findings stimulate the presumption that
usefulness is purely functional and emphasise the significane
of examining the PU within wider socio-cultural contexts.

The role of PEOU can lead to more intense discussions.
Early research emphasizes its significance in reducing
barriers to initial adoption. For example, M-Pesa in Kenya
became a global success story partly because of its simple
design and extensive agent network, which made the service
accessible even to individuals with low digital literacy (Burns,
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2015). The ease alone was insufficient to guarantee long-
term adoption, emphasizing that PEOU enhances adoption
primarily when paired with strong perceptions of usefulness
(Yet et al., 2021). Gheorghe (2013) also discussed that how
cognitive ease influenced payment preferences in European
contexts.

The interaction between PU and PEOU appears mutually
reinforcing. The smoothness of credit card transactions
encouraged higher willingness-to-pay, suggesting that ease
amplifies perceived benefits (Prelec and Simester,1998).
When systems are easy to use, users are more likely to focus
on benefits rather than costs (Chatterjee and Rose, 2012).
These findings suggest that PEOU just not only reduces
barriers but also strengthens the perceptions of usefulness by
allowing users to experience the benefits more directly.

Moderating factors such as trust, security, and social
norms play a critical role in the adoption and continued usage
of digital payments (Gefen et al., 2003; Pavlou, 2003; Zhou,
2011). The women entrepreneurs who received microfinance
disbursements through digital mode had reported higher
profits because digital accounts provided safer earmarking
of funds (Riley, 2024). Demographics also influence the
adoption of the technological advancements. Younger, tech-
savvy individuals tend to perceive both PU and PEOU more
positively than older individuals or those with limited digital
experience (Lee et al., 2024). These variations highlight
the complexity of adoption and the need to account for
contextual, cultural, and demographic factors in theoretical
models.

Discussion

The review highlights the significance of PU as the
most significant factor influencing the digital payments
adoption. Across diverse contexts, individuals consistently
prioritize the functional benefits that digital payment systems
provide, whether these involve speed, convenience, enhanced
financial control, or greater security. The studies also finds
that PU extends beyond functional benefits in certain cultural
contexts, where it acquires symbolic and social significance.
This finding signify that usefulness is not merely a matter
of technical efficiency but is deeply rooted within cultural
practices and social expectations.

PEOU, while being the secondary factor in the influence
of digital payments adoption, plays an indispensable role
in lowering barriers to entry. By reducing the cognitive and
technical effort required, PEOU ensures that individuals can
access and experience the benefits of digital payments. Over
time, the effect of the technology usually streamlines as users
become familiar with it. This dynamic interaction suggests
that PU and PEOU are not competing but complementary
constructs, with PEOU facilitating the initial adoption and
PU supporting the sustained long-term engagement.
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The interaction between PU and PEOU must also be
carried out within broader institutional and social contexts.
In environments where trust in financial institutions is
strong, the translation of usefulness and ease into adoption
is relatively straightforward. In contrast, in societies where
skepticism prevails, perceptions of risk can undermine the
advantages of PU and PEOU. This argument is particularly
relevant in developing economies, where issues of fraud,
data privacy, and consumer protection remain pressing
concerns. The case of Bangladesh illustrates how cultural
framing can reshape perceived benefits, turning remittances
into instruments of social purpose rather than mere financial
tools.

From a practical perspective, the findings carry
significant implications for multiple stakeholders. Fintech
developers must prioritize the dual goals of functionality
and simplicity, ensuring that systems are not only effective
but also accessible to users with varying levels of digital
literacy. Policymakers, on the other hand, should focus on
building trust by strengthening regulatory frameworks and
implementing robust consumer protection mechanisms.
Financial institutions may employ these insights to create
more inclusive services that address a variety of user needs,
thus promoting the primary objective of financial inclusion.
In conclusion, the findings support the idea that PU provides
a reason for adoption, whereas PEOU acts as the driving
force, so it is necessary to look at both simultaneously to
foster continued utilisation of digital payments.

Limitations and Future Scope

Although this study offers valuable insights, it is important
to acknowledge its inherent limitations. The study is based on
literature, relying solely on secondary sources and excluding
any collection of empirical data. This restriction limits the
capacity to directly examine the theoretical relationships
among PU, PEOU, and adoption behaviour. Moreover, the
examined studies tend to be context-dependent, concentrating
on specific nations, demographics, or historical periods.
Consequently, the results might not be entirely applicable to
various socio-economic or cultural settings.

Future studies should address these limitations by
employing multi-method strategies that integrate quantitative
surveys with qualitative case studies to yield more profound
insights into user behaviour. Longitudinal studies would be
especially beneficial in examining the evolution of perceptions
regarding PU and PEOU as users gain experience with digital
payment systems over time. Comparative analysis across
countries may reveal the ways in which cultural norms,
institutional frameworks, and infrastructural conditions affect
the impact of PU and PEOU. Another promising avenue
involves examining how demographics, especially age,
gender, and financial literacy, influence adoption decisions.
As digital ecosystems continue to evolve into areas like cross-
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border payments and e-commerce integration, it is essential
for future studies to explore how these shifting landscapes
adjust the dynamics between perceived usefulness, perceived
ease of use, and actual adoption.

References

. Agarwal, S., Ghosh, P, Li, J., & Ruan, T. (2024).
Digital Payments and Consumption: Evidence from the 2016
Demonetization in India. Review of Financial Studies, 37(8), 2550—
2585. https://doi.org/10.1093/rfs/hhae005

. Burns, S (2015). Mobile Money and Financial
Development: The Case of M-PESA in Kenya. Social Science Research
Network. https://doi.org/10.2139/SSRN.2688585

. Chatterjee, P., & Rose, R. (2012). Benefits versus costs in
payment mode. Journal of Consumer Psychology.

. Chette, S. Y., & Sidharla, M. (2023). Comparative Study
Between User and Non-user Behavior Towards Unified Payment Interface
(UPI) & QR Payments in an Unorganized Retail Sector in India. I(1),
1-16. https://doi.org/10.62011/kmicsjcm.2023.1.1.5

. Davis, F. D. (1989). Perceived usefulness, perceived ease
of use, and user acceptance. MIS Quarterly, 13(3), 319-340.

. Gefen, D., Karahanna, E., & Straub, D. W. (2003). Trust
and TAM in online shopping: An integrated model. MIS Quarterly,
27(1), 51-90. https://doi.org/10.2307/30036519

. Gheorghe, C.-M. (2013). The european order for payment
procedure. Agora International Journal of Juridical Sciences, 7(2).
https://doi.org/10.15837/A1JJS.V712.531

. Hastings, J., & Shapiro, J. (2013, 2018). Mental accounting
and household spending. American Economic Review.

. Jiang, L. (2022). Mobile payments and consumer
spending in China. Journal of Retailing.

. Klingemann, W., Kim, J.-Y., & Fdller, K. D. (2021).
Willingness to Pay. https://doi.org/10.1007/978-3-319-57413-4_35

. Lee, J. N, Morduch, J., Ravindran, S., & Shonchoy, A. S.
(2024). The social meaning of mobile money. Journal of Economic
Behavior & Organization, 221, 675-688.

. Liu, W., & Dewitte, S. (2021). Replication of payment
effects. Journal of Economic Psychology.

. Pavlou, P. A. (2003). Consumer acceptance of electronic
commerce: Integrating trust and risk with the technology acceptance
model. International Journal of Electronic Commerce, 7(3), 101-134.
https://doi.org/10.1080/10864415.2003.11044275

. Prelec, D., & Simester, D. (1998). Always leave home
without it. Marketing Letters.

. Raghubir, P., & Srivastava, J. (2008). Payment mechanisms
and spending behavior. Journal of Experimental Psychology.

. Ramayanti, R., Rachmawati, N. A., Azhar, Z., & Nik
Azman, N. H. (2024). Exploring intention and actual use in digital
payments: A systematic review and roadmap for future research.
Computers in Human Behavior Reports, 13(October 2023), 100348.
https://doi.org/10.1016/j.chbr.2023.100348

. Riley, E. (2024). Digital accounts and women’s business
profits. World Bank Economic Review.

. Singh, A. S., Venkataramani, B., & Ambarkhane, D.
(2014). Role of Mobile Banking in Financial Inclusion. Social Science
Research Network. https://doi.org/10.2139/SSRN.2485777

86

Volume 17 | Issue 2 | Apr-Jun 2025

Online ISSN :0975-1432 | Print ISSN : 0975-153X




Himani Choudhery and Subodh Kesharwani

Research Thought ‘ ‘m )
WwWw.gjeis.com \)

. Singhania, D., & Tanty, G. (2023). Understanding of . Vardomatskya, L., Kuznetsova, V., & Plotnikov, V.
important factors for the adoption of Digital Payments. Asian (2021). Thefinancial technologies transformation in the digital economy. 244,
Journal of Management, 161-165. https://doi.org/10.52711/2321- 10046. https://doi.org/10.1051/E3SCONF /202124410046

5763.2023.00027 . Venkatesh, V., & Davis, F. D. (2000). A4 theoretical extension
. Soman, D. (2003). Payment transparency and consumer of the Technology Acceptance Model: Four longitudinal field studies.
behavior. Journal of Consumer Research. Management Science, 46(2), 186—204. https://doi.org/10.1287/

. Toorajipour, R., Sohrabpour, V., Nazarpour, A., mnsc.46.2.186.11926

Oghazi, P., & Fischl, M. (2020). Artificial intelligence in supply . Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D.
chain management: A systematic literature review. Journal of (2003). User acceptance of information technology: Toward a unified view.

Business  Research, 122, 502-517. https://doi.org/10.1016/j. MIS Quarterly, 27(3), 425-478. https://doi.org/10.2307/30036540

Jbusres.2020.09.009 . Zhou, T. (2011). An empirical examination of initial trust

. Van der Cruijsen, C., Hernandez, L., & Jonker, N. (2015). in mobile payment. Wireless Personal Communications, 77(2), 1519—
In Love with the Debit Card But Still Married to Cash. Social Science 1531. https://doi.org/10.1007/s11277-011-0461-7
Research Network. https://doi.org/10.2139/SSRN.2580891

GJEIS Prevent Plagiarism in Publication

DELNET-Developing Library Network, New Delhi in collaboration with BIPL has launched “DrillBit : Plagiarism Detection
Software for Academic Integrity” for the member institutions of DELNET. It is a sophisticated plagiarism detection software which is
currently used by 700+ Institutions in India and outside. DrillBit is a global checker that uses the most advanced technology to catch
the most sophisticated forms of plagiarism, plays a critical function for students and instructors and tag on a fully-automatic machine
learning text- recognition system made for detecting, preventing and handling plagiarism and trusted by thousands of institutions
across worldwide. DrillBit - Plagiarism Detection Software has been preferred for empanelment with AICTE and NEAT 3.0 (National
Education Alliance for Technology) and contributing towards enhanced learning outcomes in India. On the other hand software uses
a number of methods to detect Al-generated content, including, checking for repetitive phrases or sentences and Al-generated writing.
As part of a larger global organization GJEIS (www.gjeis.com) and DrillBit better equipped to anticipate the foster an environment
of academic integrity for educators and students around the globe. DrillBit is GDPR compliant with privacy by design and an uptime
of 99.9% and have trust to be the partner in academic integrity (https://www.drillbitplagiarism.com) tool to check the originality and
further affixed the similarity index which is {07%} in this case (See below Annexure 17.2.8). Thus, the reviewers and editors are of
view to find it suitable to publish in this Volume 17, Issue-2, Apr-Jun 2025.

Annexure 17.2.8

Submission Date Submission Id ‘Word Count Character Count
03-May-2025 4267684 (DrillBit) 2801 19037
Analyzed Document Submitter email Submitted by Similarity
2.8 RT1_Himani_GJEIS himani9712@gmail.com Himani Choudhery 07%

Apr-Jun 2025.docx

— ) DrillBit

B-Upgrade (11-40%)
8 A C-Poor (41-60%)
D-Unacceptable (61-100%) ¥ citcentral.com 1 Internet Data
SIMILARITY % MATCHED SOURCES GRADE
LOCATION MATCHED DOMAIN %  SOURCETYPE 5 Thesis Submitted to Shodhganga Repository 1 Publication
1 jjamet.com 1 Publication 7  www.tutorchase.com 1 Internet Data
. In Data
2 faudigital.flvc.org 1 Publication 8  springeropen.com <1 nternet Data
3 coek.info 1 Internet Data 9 link.springer.com 1 Tnternet Data

DOI: 10.1831 1/gjeis/2025 Volume 17 | Issue 2 | Apr-jun 2025




iis) Global Journal of Enterprise Information System

Reviewers

Memorandum\("’,

Reviewer’s Comment 1: The manuscript presents a well-structured
review of literature applying the Technology Acceptance Model
(TAM) to digital payment adoption. The focus on perceived
usefulness and perceived ease of use as complementary constructs
is clearly articulated and supported with diverse international
evidence. A notable strength is the integration of contextual
insights from India, Kenya, China, and other regions, which
enhances the paper’s global relevance. To strengthen the academic
contribution further, the authors could synthesize these findings
into a conceptual framework that visually illustrates how perceived

How Perceived Usefulness (PU) and Perceived Ease of Use (PEOU) Affects the Usage of igital Payments

Himani Choudhery and Subodh Kesharwani

“How Perceived Usefulness (PU) and Perceived Ease of
Use (PEOU) Affects the Usage of igital Payments”
Volume-17, Issue 2, Apr-Jun 2025. (www.gjeis.com)

https://doi.org/10.18311/gjeis/2025
Volume-17, Issue 2, Apr-Jun 2025
Online iSSN : 0975-1432, Print iSSN : 0975-153X

usefulness and perceived ease of use interact with moderating

\ Frequency : Quarterly, Published Since : 2009
factors such as trust, culture, and demographics.

Google Citations: Since 2009
H-Index = 96
i10-Index: 964

Source: https://scholar.google.co.in/citations?
user=S47TtNkAAAAJ&hl=en

@ a Conflict of Interest: Author of a Paper
had no conflict neither financially nor academically.

Reviewer’s Comment 2: The paper effectively highlights the
consistent importance of perceived usefulness as the strongest
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