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Abstract: 

Background: Technological developments make all activities easy, practical, and 
efficient, one of which occurs in instruments and payment systems that can be accessed 
mobile using a smartphone. LinkAja is one of the many mobile payment services in 
Indonesia
Purpose: This study examines the factors in the modified UTAUT2 model and factors 
affecting continuance intention in using LinkAja. 
Design/methodology/approach: The research analyzes the impact of factors within 
the modified UTAUT2 model on influencing continuance intention in using LinkAja, 
understanding respondent characteristics, and formulating managerial implications to 
enhance the continued use of LinkAja. The study involved 200 respondents who have 
used LinkAja, selected through purposive sampling. Data were collected through online 
questionnaires, and the analysis was conducted using Covariance-based Structural 
Equation Modeling (CB-SEM).
Findings/Result: The results of this research reveal that time savings, user-friendliness, 
the influence of individuals' highly valued smartphone ownership, enthusiasm, cost 
savings, routines, and habits are crucial factors identified in the modified UTAUT2 
model. Continuing to use LinkAja over alternatives is the key to continuance intention 
in using LinkAja. Performance expectancy, hedonic motivation, and habit significantly 
affect continuance intention in using LinkAja.
Conclusion: This study identifies key factors from the modified UTAUT2 model that 
significantly affect the continuance intention of using LinkAja, such as performance 
expectancy, hedonic motivation, and habit. Managerial implications suggest that 
enhancing application reliability, introducing innovative features, and forming strategic 
partnerships can promote continued use of LinkAja.
Originality/value (State of the art): This research uniquely applies a modified 
UTAUT2 model to mobile payments in Indonesia, identifying critical factors influencing 
the continued use of LinkAja. It enriches academic understanding and offers practical 
strategies for improving mobile payment systems.
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INTRODUCTION

Payment instruments in Indonesia are divided into two 
types: cash and non-cash. Cash consists of banknotes 
and coins, while non-cash payments include paper-
based instruments such as checks and money orders 
and card-based instruments such as credit and debit 
cards. The innovation in non-cash payment tools is 
practical electronic money, which is different from 
credit and debit cards, where money is stored in a bank 
account. Electronic money, or e-money is funds that 
are deposited and stored electronically, which can be 
used for payment transactions. There are two types of 
e-money: chip-based, such as Flazz BCA and TapCash 
BNI, and server-based, or e-wallet, used via smartphone 
applications, such as LinkAja and GOPAY. These two 
forms are regulated by Bank Indonesia Regulations and 
have been developed with various publishers, including 
fintech such as OVO and DANA.

The development of smartphone technology makes 
it easier to use electronic money with easy access to 
mobile payments using the internet and applications 
on smartphones. Chen and Nath (2008) explain that 
electronic money that involves smartphones as a 
payment medium can be said to be mobile payment. 
Mobile Payment utilizes three platforms for payment, 
namely QR Code, NFC (Near-Field Communication) 
and OTP (One Time Password). Mobile payments 
have become part of the lifestyle in Indonesia; the 
PwC Global Consumer Insight survey in 2019 showed 
an increase in the use of smartphones for payments 
from 38% in 2018 to 47% in 2019 (Bisnis.com, 2019). 
According to DSResearch research in 2019, GOPAY 
is the most popular digital wallet in Indonesia, used 
by 83.3% of respondents, followed by OVO (81.4%), 
DANA (68.2%), LinkAja (53%), and DOKU ( 19.7%) 
of 651 respondents who used more than one e-wallet 
(Dailysocial, 2019).

LinkAja is server-based electronic money that 
originally came from the T-Cash product, which is 
chip-based electronic money owned by PT. Telkomsel. 
On June 30, 2019, T-Cash merged with Bank Himbara’s 
electronic money (Uniqu, T-Bank, and e-cash) and 
transformed into LinkAja, which is managed by PT. 
Fintek Karya Nusantara. LinkAja allows users to carry 
out various transactions such as purchasing credit/data, 
merchant payments, bill payments, sending donations 
and money, insurance payments, and loan applications.
Mobile payment is a trend and lifestyle in Indonesia. 

Digital wallets, which are a form of mobile payment, 
can increase business efficiency and convenience 
in transactions, eliminating the need to carry cash 
(Terasmaluku, 2019). The Ipsos survey shows that the 
use of digital wallets is driven by practical, comfortable, 
and safe factors, as well as saving on expenses such as 
transportation costs and credit (Ipsos, 2020). Digital 
wallets also provide convenience in sending money 
and affordable admin fees (Liputan6, 2020).

UTAUT2 (Unified Theory of Acceptance and Use 
of Technology 2) model developed by Venkatesh et 
al. (2012), which is a development of the UTAUT 
model in 2003. UTAUT2 is considered appropriate to 
use in this research because the UTAUT model only 
focuses on the use of technology in organizational and 
corporate environments, the presence of UTAUT2, 
which adds latent variables of hedonic motivation, 
price value and habit makes UTAUT2 suitable used 
to examine individual consumers’ use of technology 
and is more relevant to the study of consumer products 
and services. UTAUT2 is often used in research on 
technology adoption, including mobile payment. A 
study conducted by Gupta and Arora (2019) found that 
several exogenous variables from UTAUT2, such as 
Performance Expectancy, Effort Expectancy, Habit, 
and Facilitating Conditions, significantly influence 
the behavioral intentions of mobile payment users in 
India. Indrawati and Putri (2018), in their study entitled 
Analyzing Factors Influencing Continuous Intention Of 
e-Payment Adoption Using Modified UTAUT2 Model, 
found that the factors that influence the sustainability 
of Go-Pay adoption are Habit, Trust, Social Influence, 
Price Saving Orientation, Hedonic Motivation, and 
Performance Expectancy. This model strongly predicts 
consumers’ continued interest in Go-Pay services in 
Indonesia.

LinkAja, as a mobile payment platform in the form of 
an electronic wallet owned by a state-owned company, 
faces challenges in surpassing private digital wallets 
despite the past success of T-Cash as electronic 
money. The platform lags behind in terms of capital 
and ecosystem development (detikFinance, 2019). 
Capital plays a crucial role in mobile payments like 
LinkAja as it enables the provision of more promotions 
to users. However, LinkAja’s state ownership and 
strict financial oversight by the government limit its 
financial management compared to private companies 
(Pontas.id, 2019).  According to an Ipsos survey 
(2020), a number of respondents who are LinkAja 
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the intention to continue using the mobile payment 
platform. So the exogenous latent variables in this study 
are; performance expectancy, effort expectancy, social 
influence, facilitating conditions, hedonic motivation, 
price saving orientation, habit, and trust. Meanwhile, 
the endogenous latent variable is continuity intention.
It is hoped that this research will have the benefit 
of being a reference for library materials and also 
a reference regarding the factors in the UTAUT2 
modification model regarding continuance intention 
and can provide input and considerations to LinkAja 
in designing marketing strategies to increase the 
continuance intention of LinkAja users. The scope of 
this research is only on the latent variables above, and 
the respondents who participated were only respondents 
who had or are currently using LinkAja.

Based on the background and problem formulation 
described , this research aims to look at the characteristics 
of LinkAja mobile payment users, analyze the factors 
in the UTAUT2 modification model, analyze variables 
related to continuance intention towards using 
LinkAja, and analyze the influence of the UTAUT2 
modification model on continuity intention of LinkAja 
mobile payment users, as well as formulate managerial 
implications that LinkAja can implement in order to 
increase continuance intention.

METHODS

This research was conducted using a cross-sectional 
design using Google Forms facilities to obtain 
respondents’ responses online. The time for distributing 
the questionnaire was approximately two months. 
The sample used was 200 LinkAja users using a non-
probability sampling method using a purposive sampling 
technique based on the criteria of having previously 
and currently used LinkAja. The data sources used are 
primary data obtained from distributing questionnaires 
online as well as secondary data. These sources do not 
directly provide data to data collectors obtained from 
several relevant studies.

This research instrument has been tested for validity 
and reliability using the SPSS 25 application, which 
was carried out on 30 respondents with a value of n 
= 30 and a significance level of 5% so that r-table = 
0.361.  The results obtained are that all instruments 
are valid and all latent variables are reliable. The 
Covariance-based Structural Equation Modeling (CB-

users expressed dissatisfaction, leading them to switch 
to other digital wallets, resulting in a low intention to 
continue using LinkAja, only at 6%, significantly lower 
than competitors like GO-PAY at 53%, OVO at 28%, 
and DANA at 11% (Ipsos, 2020).

This research aims to examine and analyze the 
factors influencing the intention to continue using the 
platform. Therefore, this study aims to provide a deeper 
understanding of the factors that may influence users’ 
decisions to continue using LinkAja. This analysis will 
provide insights into how LinkAja can improve these 
influential factors to enhance user satisfaction and 
intention for continued usage. This research is important 
as it will identify the factors that deter LinkAja users 
from continuing their usage. Therefore, through this 
research, it is hoped that the factors influencing users’ 
intention to continue using LinkAja in relation to the 
challenges faced by the platform can be revealed. 
Thus, the research findings can provide valuable input 
for LinkAja to address these issues and improve its 
performance in the mobile payment market.

This research adopts the UTAUT2 model introduced 
by Venkatesh et al. (2012) with several modifications; 
the exogenous latent variable price saving orientation 
replaces the latent variable price value, this is because 
the use of technology is expected to give rise to a price 
saving orientation, Escobar also did this- Rodriguez 
Carjaval-Trujillo (2014), who changed price value to 
price saving orientation in researching people who buy 
plane tickets using the LCC e-commerce website, this 
is reinforced by research conducted by Indrawati and 
Putri (2018), who found that price saving orientation 
influences continuity intention towards adoption of 
GO-PAY e-payment. Furthermore, the addition of an 
exogenous latent variable, namely trust, is believed to 
be one of the determining factors, as was done by Kim 
and Kim (2020), who examined the influence of trust 
on continuance intention in Bike-Sharing services in 
China, also supported by research conducted Raihan 
and Rachmawati (2019) found the influence of trust 
on continuance intention in using the DANA e-wallet. 
Furthermore, the latent variable use behavior was 
also deleted because it did not test research behavior, 
and the latent variable moderating age, gender, and 
experience was deleted. Behavioral intention, which 
is an endogenous latent variable, was changed to 
continuance intention because this research aims to 
examine the intention to continue using, similar to 
what was done by Shao et al. (2019), who examined 
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Relationship between Facilitating Conditions and 
Continuance Intention

Facilitating conditions refer to consumers' perceptions 
about the availability of resources and support for using 
a system (Venkatesh  et al. 2012). Wu and Wu (2019) 
found facilitating conditions to be one of the factors 
that influence continuance intention. This is reinforced 
by research conducted by Cheng et al. (2020) that 
facilitating influences continuance intention in using 
mobile news in India.
H4: Facilitating conditions has a significant effect on 
continuance intention.

Relationship between Hedonic Motivation and 
Continuance Intention

Hedonic motivation is defined as the pleasure 
obtained from using a technology (Venkatesh  et al. 
2012). Hsiao et al. (2016) found in their research that 
hedonic motivation is one of the driving factors for the 
continued use of social media. Research conducted by 
Chen et al. (2021) found that hedonic motivation had 
a significant impact on continuance intention in using 
personal cloud services.
H5: Hedonic motivation has a significant effect on 
continuance intention

Relationship between Price Saving Orientation and 
Continuance Intention

Escobar-Rodriguez and Carjaval-Trujillo (2014) state 
that Price Saving Orientation has a definition of benefits, 
such as reducing prices when using technology, so that 
latent variables, so that price value is changed to price 
saving orientation because by buying plane tickets 
with the LCC e-commerce website, then consumers 
will get price savings. Price Saving Orientation refers 
to the degree to which individuals value cost savings as 
an important factor in purchasing decisions or service 
selection. Research conducted by Indrawati and Putri 
(2018) changed the exogenous latent variable price 
value to a price-saving orientation, and the results 
showed that price-saving orientation influenced 
continuance intention in the adoption of GO-PAY 
e-payment.
H6: Price saving orientation  has a significant effect on 
continuance intention

SEM) analysis model uses LISREL 8.80 software to 
see the influence of indicators on latent variables, the 
influence of exogenous latent variables on endogenous 
latent variables, and the influence between exogenous 
latent variables. The following is an explanation of the 
relationship between variables in this research.

Relationship between Performance Expectancy and 
Continuance Intention

Performance expectancy  is the level to which 
individuals believe that using a system can help their 
performance and productivity (Venkatesh et al. 2012). 
Research conducted by Razak et al. (2021) stated 
that performance expectancy is a strong predictor of 
continuance intention. This is confirmed by Cheng et 
al. (2020), who state that performance expectancy is 
the most influential effect on continuance intention 
towards mobile news applications in India.
H1: Performance expectancy has a significant effect on 
continuance intention.

Relationship between Effort Expectancy and 
Continuance Intention

Effort expectancy is the level of ease of using technology 
relative to the effort required to complete a task using 
a particular technology (Venkatesh  et al. 2012). Tam 
et al. (2020) found that effort expectancy is one of 
the most important driving factors of continuance 
intention in using mobile apps. Research conducted by 
Cheng et al. (2020) found a positive influence of effort 
expectancy on continuance intention.
H2: Effort expectancy has a significant effect on 
continuance intention

Relationship between Social Influence and 
Continuance Intention

Social influence is the extent to which consumers feel 
that important others, such as family and friends, believe 
that they should use certain technology (Venkatesh  et 
al. 2012). Zaidi et al. (2017), in their research regarding 
the use of e-government applications, also found a 
significant impact of social influence on continuance 
intention. Social influence is the factor that has the 
highest value in influencing continuance intention in 
the adoption of electronic payment Sakuku (Khalilah 
and Indrawati 2020).
H3: Social influence has a significant effect on 
continuance intention
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S3 graduates have the lowest educational background, 
namely 0.5%, while primary school (SD) and junior 
high school (SMP) education is 0%.

Private employees dominate in this research, namely 
52%, then civil servants (PNS) at 16%, followed by 
students at 15.5%. Self-employed is the fourth highest 
position at 10.5%, then there are other job groups, which 
include Freelance daily workers (THL), Coaches, 
BUMN, and honorary employees at 3%. The sixth 
position is housewives at 2%, followed by respondents 
who work in the Indonesian National Army (TNI) at 
1% of the total respondents. Meanwhile, for the police 
job group, 0%. Most of the respondents’ income is 
in the range IDR3,000,000–IDR5,000,000 at 44%, 
then second place at 36%, namely those with income 
above IDR5,000,000 per month; next are respondents 
who earn IDR1,000,000–IDR3,000,000, as much 
as 18%. Finally, there are 4 people whose income is 
below IDR1,000,000 per month, or 2% of the total 
respondents.

Model Fit Test

Goodness of Fit is a testing stage of the extent of 
suitability of the model through various reviews of 
criteria. Hair (2010) explains that goodness of fit is a 
model test carried out to determine the extent to which 
the model is good at meeting the estimated covariance 
matrix (theory) and the observed covariance matrix 
(reality). A model can be declared feasible if at least 
one of the goodness of fit tests has been fulfilled.

The Goodness of Fit test results show that of the 9 
criteria tested, 6 of them meet the requirements and fall 
into the “good fit” category (Table 1). This indicates that 
the research model used is appropriate to the sample 
data and can be used to test the factors that influence 
continuity intention. Therefore, hypothesis testing can 
be continued.

Measurement Model Fit

In testing how good a measuring instrument is 
(measurement model fit), a validity test and a reliability 
test are carried out. The validity test looks at how well 
the indicators in the measuring instrument correspond 
to what is supposed to be measured. If the indicator has 
a loading factor value of more than 0.5, it is considered 
valid. If anything is less than that, the indicator needs 
to be deleted. Next, a reliability test is carried out to 

Relationship between Habit and Continuance 
Intention

Habit is an illustration and explanation to understand 
how habitual tendencies influence technology adoption 
(Venkatesh  et al. 2012). Research conducted by Xu 
(2014) on Social Network Games found that habit is 
one of the factors that influence continuance intention. 
Furthermore, Tam et al. (2020) found that one of the 
factors that influence continuance intention in mobile 
apps is habit.
H7: Habit has a significant effect on continuance 
intention

Relationship between Trust and Continuance 
Intention

Trust is a set of beliefs held by consumers regarding 
certain characteristics of a supplier, as well as the 
likelihood of the supplier’s future behavior (Ganesan, 
1994). Komiak and Benbasat (2004) explain that trust 
is the degree to which consumers trust a trustee to carry 
out any transactions with a particular service provider. 
Consumer trust in mobile payments means that they 
have positive confidence in the mobile payment 
service and application (Shuhaiber, 2016). Research 
conducted by Ahmed and Ali (2017) shows that trust 
has a significant influence on continuance intention 
among MMT (Mobile Money Transfer) consumers 
in Banadir District. Furthermore, research conducted 
by Violinda and Khoirunisya (2022) found that there 
was an influence of trust on the millennial generation’s 
interest in using LinkAja mobile payments.
H8: Trust has a significant effect on continuance 
intention

RESULTS

Respondent Characteristics

Respondents in this study consisted of 64% men and 
36% women, with the majority of respondents aged 
between 23–28 years (68%), followed by the age 
range 29–34 years at 14.5%, then 35–39 years at 8 %, 
in the fourth position, the age range 17–22 years was 
5.5% and in the last position Over 40 years were 8 
respondents, or 4%. Bachelor (S1) graduates dominate 
the respondents’ final education at 64%, followed by 
Diploma III at 15%, followed by Master’s or Master’s 
graduates at 10.5, and high school at 10%. Doctoral or 
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Table 2 shows that all research indicators in latent 
variables are declared valid except for the FC4 
indicator, which does not meet the rule, namely a 
loading factor value of 0.5; therefore, the FC 4 indicator 
is deleted so that FC has three indicators. Furthermore, 
for the reliability test, the latent variable Facilitating 
Conditions has an AVE value of 0.5. However, the CR 
value meets the rule of 0.72, which is still quite good 
and can be said to be reliable. Therefore, each latent 
variable is declared reliable and worthy of testing its 
hypothesis.

see how consistent this measuring instrument is in 
measuring something. If the average variance extracted 
(AVE) is more than 0.5 and composite reliability (CR) 
is more than 0.7, then the measuring instrument is 
considered reliable. A higher reliability value indicates 
that each indicator has a good level of consistency in 
measuring latent variables.

Table 1. Goodness of fit test results
Criteria Critical Point Value Explanation
Probability Level (P-Value) ≥ 0.05 0.00 Not Fit
Root Mean Square Error of Approximation (RMSEA) ≤ 0.08 0.067 Good Fit
Goodness of Fit Index (GFI) ≥ 0.9 0.77 Not Fit
Adjusted Goodness of Fit Index (AGFI) ≥ 0.9 0.73 Not Fit
Comparative Fit Index (CFI) ≥ 0.9 0.98 Good Fit
Normed Fit Index (NFI) ≥ 0.9 0.96 Good Fit
Non-normed Fit Index (NNFI) ≥ 0.9 0.98 Good Fit
Incremental Fit Index (IFI) ≥ 0.9 0.98 Good Fit
Relative Fit Index (RFI) ≥ 0.9 0.95 Good Fit

Table 2. Validity and reliability test result
Latent 

Variables
Symbol Loading Factor Explanation AVE CR Explanation

Perfomance 
Expectancy

PE1 0.75 Valid 0.59 0.85 Reliable
PE2 0.80 Valid
PE3 0.81 Valid
PE4 0.71 Valid

Effort 
Expectancy

EE1 0.74 Valid 0.51 0.81 Reliable
EE2 0.69 Valid
EE3 0.75 Valid
EE4 0.68 Valid

Social 
Influence

SI1 0.87 Valid 0.61 0.88 Reliable
SI2 0.87 Valid
SI3 0.89 Valid
SI4 0.53 Valid
SI5 0.68 Valid

Facilitating 
Conditions

FC1 0.70 Valid 0.47 0.72 Reliable
FC2 0.67 Valid
FC3 0.63 Valid
FC4 0.37 Deleted

Hedonic 
Motivation

HM1 0.78 Valid 0.56 0.83 Reliable
HM2 0.69 Valid
HM3 0.66 Valid
HM4 0.85 Valid
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Latent 
Variables

Symbol Loading Factor Explanation AVE CR Explanation

Price Saving 
Orientation

PSO1 0.79 Valid 0.52 0.81 Reliable
PSO2 0.61 Valid
PSO3 0.78 Valid
PSO4 0.69 Valid

Habit H1 0.83 Valid 0.73 0.92 Reliable
H2 0.85 Valid
H3 0.90 Valid
H4 0.85 Valid

Trust T1 0.75 Valid 0.52 0.76 Reliable
T2 0.72 Valid
T3 0.69 Valid

Continuance 
Intention

CI1 0.80 Valid 0.65 0.88 Reliable
CI2 0.80 Valid
CI3 0.82 Valid
CI4 0.80 Valid

Table 2. Validity and reliability test result (continue)

Influence Indicators on Latent Variables

In the validity test, the loading factor value for each 
research indicator is known. The loading factor value 
determines the size of the indicator in describing 
the latent variable. Time savings when processing 
payments using LinkAja (PE3) is the strongest 
indicator in describing latent performance expectancy 
variables, finding it easy to use LinkAja (EE3) is the 
biggest indicator in describing effort expectancy,  
and SI3 (people whose opinions respondents value 
suggest respondents use LinkAja) is the best indicator 
in describing latent social influence variables. 
Furthermore, ownership of a smartphone required to 
use LinkAja (FC1) becomes a latent variable depicting 
facilitating conditions. Being enthusiastic when using 
LinkAja (HM4) is the indicator with the largest loading 
factor value, which indicates that this indicator best 
describes the latent variable of hedonic motivation. 
LinkAja saves money (PSO1) is the indicator that best 
describes the latent variable price saving orientation. In 
the latent variable of habit, the indicator using LinkAja 
becomes a routine (H3) illustrated strongly. LinkAja 
can be trusted (T1), which is the biggest indicator in 
describing the latent variable of trust.Furthermore, 
regarding the latent endogenous variable of continuance 
intention, the indicator of continuing to use LinkAja 
rather than other mobile payment alternatives with 
the code CI3 is the highest indicator in describing 
continuance intention or the intention to continue using 
LinkAja mobile payments.

Hypothesis Test

Hypothesis testing was carried out using the Covariance-
Based Structural Equation Modeling, or SEM-CB 
method using LISREL 8.80 software. The influence 
between latent variables can be said to be significant 
if the path coefficient value is ≥ 0.05 with a calculated 
t-value > 1.96, then the hypothesis will be accepted. 
If these rules are not fulfilled with a path coefficient 
value of <0.05 with a t-value <1.96, then the influence 
between latent variables is categorized as insignificant, 
and the hypothesis is rejected. In Table 3, it is shown 
that three exogenous latent variables, namely PE, HM, 
and H, respectively, have a significant influence on 
continuance intention. In comparison, five exogenous 
latent variables, T, SI, EE, FC, and PSO, do not have a 
significant influence on continuance intention.

Performance Expectancy (PE) has a t-value of 2.85 
and a path coefficient of 0.67, which indicates that 
performance expectancy has a significant influence on 
continuance intention. This is supported by research by 
Oyewole and Onaolapo (2018) and Razak et al. (2021), 
who identified that performance expectancy influences 
continuance intention. This shows that performance 
expectancy is something that allows LinkAja consumers 
to increase repeat use or continuance intention, which 
is based on the fact that LinkAja can provide a benefit 
in terms of performance expectations.



775

Jurnal Aplikasi Bisnis dan Manajemen (JABM), 
Vol. 10 No. 3, September 2024

Tabel 3. Hypothesis test results
Hypothesis Latent Variables Relationships Path Coefficient t-values Explanation Conclusion

H1 PE → CI 0.67 2.85 Significant Accept H1
H2 EE → CI -0.16 -0.62 Not significant Reject H2
H3 SI →  CI 0.07 0.46 Not significant Reject H3
H4 FC → CI -0.20 -0.97 Not significant Reject H4
H5 HM → CI 0.53 2.53 Significant Accept H5
H6 PSO → CI -0.62 -1.73 Not significant Reject H6
H7 H → CI 0.41 2.04 Significant Accept H7
H8 T → CI 0.31 1.76 Not significant Reject H8

Note: Perfomance Expectancy (PE); Effort Expectancy (EE); Social Influence (SI); Facilitating Conditions (FC); Hedonic 
Motivation (HM); Price Saving Orientation (PSO); Habit (H); Trust (T); Continuance Intention (CI)

The exogenous latent variable, hedonic motivation 
(HM), is the second-highest latent variable that 
influences continuance intention. This is indicated by 
the t-values of 2.53 and the path coefficient of 0.53. 
In line with research conducted by Chen et al. (2021), 
it was found that there was a significant influence 
between the latent variable hedonic motivation and 
continuance intention. This shows that the enjoyment 
of the LinkAja application influences how consumers 
can continue using it, such as bonus balance services, 
promos, and other features that can be considered a 
pleasure for consumers.

Habit (H) is the last exogenous latent variable that has 
a significant relationship to continuance intention with 
t-values of 2.04 and a path coefficient of 0.41. Research 
conducted by Xu (2014) and Gupta and Aurora (2020) 
supports this research where there is an influence of 
habit on continuance intention. Furthermore, research 
conducted by Rahma et al. (2021) found that there is a 
significant influence between habit and Generation Y’s 
intentions in the digital cash endowment movement in 
Indonesia. Habit plays an important role in continued 
use because when the behavior of using LinkAja 
develops into a habit, consumers will continue to use 
LinkAja in their daily lives.

Trust (T) does not have a significant influence on 
continuance intention, with a t-value of 1.76 and a path 
coefficient of 0.31. In line with research by Budiraharjo 
and Laksmidewi (2020), which examined the driving 
factors of  intention to continue using digital wallets in 
Java Island, they did not find any significant influence 
between trust and continuance intention. This indicates 
that trust does not influence the continuation of using 
LinkAja. This hypothesis shows that in order to continue 
using LinkAja, consumers do not really consider social 
influences in their environment.

Social influence, known by the abbreviation SI, does not 
have a significant influence on continuance intention. 
This is indicated by the t-values of 0.46 and the path 
coefficient of 0.07. This is in line with research by Wu 
and Wu (2019), which also did not find any influence of 
social influence on continuance intention. Furthermore, 
research conducted by Heryani et al. (2020) found that 
social influence does not influence the behavior of 
using internet banking as a financial transaction tool.

Effort Expectancy (EE) has a t-value of -0.62 and a 
path coefficient of -0.16, which indicates that there 
is no significant influence on continuance intention. 
Research conducted by Cheng et al. (2020) supports 
this research, which states that there is no significant 
influence between effort expectancy and continuity to 
use intention among mobile news app users in India. 
Priyadi et al. (2017) also did not find any relationship 
between effort expectancy and the use of the e-Office 
portal at Bank XYZ in the UTAUT approach. It can be 
seen that LinkAja users no longer really consider the 
convenience provided by LinkAja to their consumers.
With t-values of -0.97 and a path coefficient of -0.20, 
it shows that Facilitating Conditions (FC) do not 
have a significant influence on continuance intention. 
Hutabarat et al. (2021), in their research examining 
the effect of facilitating conditions on continuance 
intention among OVO users, stated that facilitating 
conditions in the OVO application are not a reason for 
consumers to continue using OVO in the future. This 
proves that the facilities provided by mobile payment 
cannot influence consumers’ continued use.

The last latent variable that has no significance with 
continuance intention is price saving orientation with 
t-values of -1.73 and a path coefficient of -0.62. This is 
in line with research conducted by Escobar-Rodriguez 
Carjaval-Trujillo (2014) and Hutabarat et al. (2021), 
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balance bonuses, improved customer service, attractive 
promotions, and unique innovations in services that 
meet user desires. 

Additionally, fostering user habits should be a primary 
focus. Habit is an important factor influencing 
continuance intention, and creating user habits by 
using LinkAja is an effective strategy. LinkAja can 
collaborate with public transportation providers or 
other stakeholders to integrate the use of LinkAja into 
users’ daily routines, helping to build user habits in 
using LinkAja continuously. By implementing these 
recommendations, it is hoped that LinkAja and other 
businesses can strengthen their position in the mobile 
payment market, enhance user satisfaction, and build a 
loyal customer base.

CONCLUSIONS AND RECOMMENDATIONS

Conclusions

Based on the results and discussion previously 
presented above, several things can be concluded from 
this research, such as that this research is dominated 
by male respondents. In terms of age, most of the 
respondents were in the age range of 23–28 years. 
Bachelor’s degrees (S1) constitute the majority of 
respondents’ last education. Jobs as private employees 
dominate respondents. Meanwhile, respondents’ 
monthly income is dominated by the income range of 
IDR3,000,000–IDR5,000,000. Key indicators in the 
exogenous latent variables of the UTAUT2 modified 
model in this research include performance expectancy, 
ease of use (effort expectancy), advice from people who 
are valued (social influence), smartphone ownership 
(facilitating conditions), enthusiasm for use (hedonic 
motivation). , saving money (price saving orientation), 
routine use (habit), and trust in LinkAja’s reliability 
(trust). The endogenous latent variable of continuation 
intention is best explained by LinkAja usage indicators 
compared to other mobile payment alternatives. So it 
can be said that loyalty in not switching to other mobile 
payments is crucial in maintaining the continued use of 
LinkAja mobile payments. Maintaining this loyalty can 
be achieved in several ways, such as providing unique 
services that other mobile payments do not have, as 
well as providing services that can pamper consumers.
Performance expectancy, hedonic motivation and habit 
are the latent variables that have the largest positive 
and significant influence on continuance intention, 

which did not find any influence of price-saving 
orientation on continuance intention. This shows that 
a price savings orientation cannot influence consumers 
to continue to use the LinkAja mobile payment 
application.

Relationship Between Exogenous Latent Variables

Correlation matrix of independent variables is used to 
see how exogenous latent variables are related to each 
other. Values close to 1 or -1 indicate that the correlation 
is getting stronger, positively or negatively. This 
research examines the influence of exogenous latent 
variables that are related to continuance intention and 
exogenous latent variables that have no relationship to 
continuance intention.

The highest value is in the relationship between habit 
and price-saving orientation, with a value of 0.91, which 
is a very strong and positive correlation. Therefore, the 
stronger a person’s habit of using LinkAja, the higher 
the tendency to look for price savings. Users who 
regularly use LinkAja will get price savings such as 
promos, discounts, or cashback, which can increase 
cost savings. Meanwhile, the relationship between 
habit and facilitating conditions has the lowest value of 
0.50, which is categorized as a moderate and positive 
relationship. This shows that there is a relationship that 
is not too strong between a habit of using LinkAja and 
supporting facilities. Even though it has a relationship, 
a supporting facility does not really play a role in a 
user’s habits in using LinkAja.

Managerial Implications

Based on the findings of this research, several 
recommendations can be provided to businesses, 
particularly LinkAja, to enhance their mobile payment 
operations and achieve higher levels of customer loyalty. 
Firstly, focusing on improving application performance 
is crucial. Considering that the performance expectancy 
factor has the most significant influence on continuance 
intention, LinkAja needs to ensure that its application 
remains efficient, user-friendly, and capable of meeting 
user needs, including transaction speed, security, 
and an attractive user interface. Secondly, enhancing 
user enjoyment is also crucial. Hedonic motivation, 
which significantly influences continuity intention, 
indicates the importance of user enjoyment and 
satisfaction factors. Therefore, LinkAja can enrich 
the user experience through interactive features, 
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respectively, partially. Social influence, facilitating 
conditions, price saving orientation and trust do not 
have a significant relationship with continuity intention, 
respectively partially.

Recommendations

Further research can develop this research, for example 
by moderating the characteristics of respondents, then 
research can also be carried out specifically in one 
particular city/district or province. Next, new variables 
can be developed, which are a number of factors 
from the factors that already exist in this research. 
Suggestions for companies: LinkAja can focus on 
improving application performance, such as a simple 
user interface, not complicated to use, speeding up 
the transaction process, and ensuring that LinkAja’s 
usability is reliable. Furthermore, LinkAja can conduct 
research to come up with innovations that develop 
unique and interesting features, provide responsive 
service to customers, or increase promotions so as to 
create user enjoyment in using LinkAja. Then LinkAja 
can strengthen its partner network, especially those that 
are part of users’ routines and habits, such as public 
transportation providers, car bill payments, or other 
routine user activities.
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