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Mobile payment usage must be maintained for mobile wallet companies to survive.
Long-term user relationships can assist businesses in lowering costs and increasing
profitability to retain customers which ultimately will lead to continuance intention.
Despite M-wallets' relative maturity, a study in this sector has been limited to first
acceptance/rejection. No study has particularly evaluated the technology's post-
adoption impacts. Existing studies mostly examine the initial adoption of mobile wallet
users and their antecedents. Though many people use M-wallets regularly, consistency
is rare. Thus, both academic researchers and practitioners must investigate mobile
wallet users' continued usage behaviour. This research conducts a thorough evaluation
of the systematic review of literature on M-wallet continuous usage intentions from
2011 to 2021. The authors of this study employed systematic review methods to
analyse the current state of continuous usage of M-wallet research. They identified
current research streams and offered ideas for future research. The review identified
the Geographic representation of mobile wallet continuous usage research,
methodological approaches to investigate continuous usage intention of m-wallets,
and popular theories adopted to investigate continuance intention. Through research
synthesis, predictors and moderators/mediators of mobile wallets were also identified.
The authors then discovered various service quality characteristics that demonstrated
how trust, flow, and satisfaction—which have primarily been studied—had a direct
impact on behavioural intentions as a result of service quality. The authors recommend
the direction of potential future research in mobile wallets. This paper is a systematic
review of the continuance usage of mobile wallets based on the dimensions of service
quality and is one of the very few papers to offer a systematic review of continuous
usage.
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1. Introduction

For over a decade, M-wallets have been a central focus of service marketing research which
evolved in 1997. Despite the importance of this topic, few studies consider the fundamental question
of how mobile wallets evolve in the service marketing discipline. The following chart provides a clear
view of the evaluation of its study. Scopus analysis retrieves 2946 papers till 2023 using the keywords:
Mobile wallet or M-wallet, e-wallet, digital wallet, mobile payment or mobile payment applications,

and digital payment.
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Fig. 1. Number of studies on M-wallet till 2023 (Scopus)

M-wallet, a component of MDS (mobile device service) refers to "mobile devices that can access
digital content on the internet wirelessly. MDS provides a range of application services, including m-
government, financial, entertainment, information and communication, and apps for spatial and
financial data Kumar et al., [1]. Kim, Choi, and Han [2] define Mobile Wallets as “wireless access to
digitalised contents on the internet via mobile devices”

M-wallet is a programme that makes MDS-based fund transfers and purchases easier. In simple
terms, a mobile wallet is a virtual payment service which works as a cashless system. Its adoption is
gradually replacing traditional payments like cash and cards across the globe. In industrialised
nations, payment through mobile is one of the most transparent and common forms of payment
Kumar et al., [1].

M-wallet is a digitalised version of a traditional wallet that provides quick payment, hassle-free
transactions and a safe mode of payment system to the customers is taken from the previous study
[3].

M-wallets provide an opportunity to reach a sizable demographic in developing economies is
taken from the previous study [4].

The Economic Times said that Paytm, the top mobile wallet provider, saw an annual growth of
435 %in 2019. The National Payments Corporation of India developed the Bharat Interface for Money
(BHIM) software to enable direct cash transactions between bank accounts taken from the previous
study [5]. In fact, it is predicted that 1.31 billion mobile payment transactions will take place globally
in 2023, up from 950 million users in 2019. Applications for mobile wallets, include PayPal, Apple Pay,
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Android Pay, Samsung Pay, Google Pay, WeChat Pay, Ali Pay, and others as reported by Statista [6,7].
PayPal and Apple Pay were the most widely used and accepted mobile wallets as per Statista report
[6].

For market share, India is home to many domestic and international mobile wallet providers.
Worldwide mobile wallet transactions in 2019 totalled 2 trillion Indian rupees, and the surveys
showed that 83.6% of respondents in India use mobile wallet transactions. According to the Global
market analysis despite the widespread use of mobile wallets, some obstacles, such as the lack of
knowledge about their advantages and cybercrimes related to the mobile wallet business, may limit
the market's expansion throughout the forecast period is taken from the previous study [7]. Only a
few among the many studies on the use of m-wallets focused on the criteria for evaluating the quality
of m-wallet services. They found that there are numerous businesses that provide m-wallet services,
and customers have been using them for a substantial period of time is taken from the previous study
[8]. But up until now, very little research has looked at the variables influencing the calibre or quality
of m-wallet services. Therefore, it is essential to look at the m-wallet service quality.

2. Service Quality

In the last two decades, service quality has gained scholarly interest and has been acknowledged
as a critical component in differentiating services and creating competitive advantage Zeithaml, Berry
and Parasuraman [9]. One of the major determinants of e-commerce success or failure is service
quality Yang Z [10]. The rising use of e-services has increased the need to develop criteria and
instruments for assessing and ensuring quality. A critical first step toward improving living conditions
in our fast-paced culture is investing in e-services. Perceived security and utility are the major factors
influencing people's intentions to use mobile wallets Routray et al., [11]. They suggested that to
retain users, service providers should focus on the quality of m-wallets. By presenting and ranking
various service quality metrics in the context of mobile wallets, the current study aimed to address
this gap and assist service providers in improving the quality of their services and retaining clients.

3. Service Quality Dimensions

While e-service quality dimensions are infrequently seen to be directly influencing e-loyalty is
taken from the previous study [12]. The majority of research sees them as antecedents of e-
satisfaction Ribbink et al., [13]. As yet, there is no consent on the exact nature or number of quality
dimensions that customers consider when evaluating e-services are taken from the previous studies
[14,15]. For the present study, some commonly used e-quality dimensions were chosen and were
presented in Table 1 i.e., system quality, information quality, perceived usefulness, perceived ease
of use, perceived security, perceived value, trust and so on. Out of which perceived security is the
major determinant which influences satisfaction and ultimately leads to continuance Intention.

One of the main factors influencing customer adoption of e-payment technologies is security
perception. As per previous study [16] describes a scenario in which a customer is protected against
possible damage that could occur during a transaction or financial activity. Prior studies have
confirmed the impact of perceived security on the adoption and continuous usage of mobile wallets
Routray et al., [11], and taken from the previous study [17].
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4. Continuance Intention

The willingness of a user to continue using a technology-based service or product after the
adoption is known as continuation use intention is taken from the previous study [18].

Continuance usage intention fosters long-term relationships between the service provider and
the users. These relationships can lead to trust and loyalty, which are essential for sustaining a
business in the long run. And for that reason, customer retention is much more important in any
business than creating a new customer. Creating a new customer is a costly affair so companies give
much emphasis to retaining customers.

Customer retention is one of the most crucial problems that leisure managers must address since
it requires detailed knowledge of behavioural aspects of customers’ decision-making process is taken
from the previous study [19]. When implementing any kind of system meant to increase process
efficiency and effectiveness and ensure customer loyalty, it is crucial to measure consumers’
perceptions of service quality and satisfaction in order to ascertain users’ experiences and
sentiments. This is essential when implementing any type of system aiming to improve process
efficiency and efficacy and secure customer loyalty is taken from the previous study [20]. Previous
research has shown that consumers’ Continuance Intention to use technology in the future is
influenced by how satisfied they were with their earlier usage in different IS contexts is taken from
the previous study [21].

One of the significant developments in mobile technology that positively impacts businesses and
customers is the creation of mobile payment systems, sometimes known as mobile wallet
applications. The different client types and their differing needs make it particularly challenging for
service providers to understand why clients are loyal, despite the widespread use of mobile wallets.
this study examines the factors that affect mobile wallet users' intentions to adhere to a certain
service provider and how this behaviour differs based on the client categories is taken from the
previous study [22].

Some other benefits the e-wallet companies provide to their customers are explained below. E-
wallet providers have made large investments to improve the ease, security, and safety of their
services to draw customers. For instance, user data stored in an e-wallet account is normally
encrypted and not saved on a mobile device. All payment transactions are automatically stored to
make it simple for customers to access the history ledger. E-wallet users also save time by not having
to search around for and count coins and bills. Additionally, travelling can save time and physical
strain on the users. for example, users of Touch n Go cards, can connect their smart cards to the e-
wallet and top up their accounts online instead of physically standing in queue at certain retailers.
Reducing paper use encourages a lower risk of environmental waste and pollution from an ecological
standpoint.

Most of the existing studies focused on the initial adoption, exploring the antecedents and the
behavioural intention of customers towards M-wallet services. But up till now, very little research
has been conducted on the service quality dimensions of m-wallets which affect continuous intention
to use M-wallet services Yang et al., [23]; and is taken from the previous study [24].

Along with that as per Gupta et al., [25], and Alhassan et al., [26] there is still a dearth of research
on the post-adoption stage in the context of mobile wallets. So, there is a need to investigate the
determining factors of mobile wallets' continuance usage intention.

As per Kapoor et al., [27], there has been a scarcity of research focusing on the factors for
assessing the quality of M-wallet services. However, till date, there has hardly been any research that
has explored the dimensions influencing M-wallet service quality. Therefore, it is essential to explore
the service quality dimensions of mobile wallets.
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According to earlier research, there are several issues that pose a threat to the business's
sustainability including tough competition among service providers, security concerns, and low
switching costs for M-wallet services that result in low customer retention. Therefore, it is imperative
for organisations to devise conducive strategies that lead to customer retention. In the case of mobile
wallet services customer retention is possible through continuance usage of this technology or
service is taken from the previous study [28] Bhattacharjee et al., [29].

Despite the enormous growth potential of mobile wallets, there hasn't been much research that
provides a thorough synthesis and analysis of the factors influencing the intention to use mobile
wallet services continuously. This study aims to address this gap by providing a comprehensive review
of the related literature retrieved from Scopus, Web of Science, and PubMed databases.

5. Methodology

The systematic review technique recommended by Tranfield et al, [30] was adopted. The
documentation, assessment, and synthesis of all pertinent research on a given subject can be aided
by a systematic review Petticrew and Roberts [31] which also aids in identifying any gaps in the body
of existing knowledge. We initially chose the Web of Science (WOS) database, Scopus, and PubMed.
With many more characteristics compared to other databases, Scopus is a practical, popular, reliable
database Thireret al., [32].

Additionally, a comparison of the journal coverage provided by Scopus and WOS indicated that
97% of WOS articles are also included in Scopus, and only a small fraction of journals is exclusively
indexed in WOS is taken from the previous study [33]. Scopus has developed a strong reputation for
performing systematic reviews is taken from the previous study [34] author and peer
recommendations were used to choose keywords, using synonyms. As the focus of this work was to
review the field of Continuance Intention of mobile wallets there could have been some articles that
may have used keywords such as “Continuous usage intention,” “Continuance intention to use” or
“customer loyalty” or interchangeably, whereas the focus of those articles might be built on Cl. Thus,
we used various combinations of keywords and applied them in the Title, Abstract and Keywords
sections of Scopus and Web of Science databases, which resulted in more than 375 articles. The
selection of research papers was conducted in several stages.

The 1st stage was to discover 2499 research papers from “PubMed”, Scopus” and “Web of
Science” (WOS). Then the selection process excluded papers based on the title and abstract. 2200
research papers were selected. The third stage was choosing the research papers relevant for further
review using the inclusion criteria that found 961 research papers. The next stage was to exclude the
research paper based on the full text and 50 research papers were retrieved. The final stage used the
exclusion criteria and obtained 20 research papers.

We used the following criteria to determine whether an article should be included or excluded
from the review:

5.1 Inclusion Criteria
i.  Studies from any geographic location were considered.
ii.  Only publications published in scholarly journals were taken into account.

iii.  Research articles published between 2011 and 2021 were considered.
iv.  Articles considered are within the Social Science domain.
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5.2 Exclusion Criteria

i.  We chose papers based on their abstracts. Articles that appeared to be unrelated to our

study aim were manually removed from the list.

ii.  The study's goals and outcomes must be within the scope of our research.
iii.  Non-English language studies were not considered.
iv.  Duplicate papers were excluded.

v. Student’s theses or dissertations were excluded.

In this study, Figure 2. PRISMA flowchart summarises our methodological procedure which is

presented below.
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Fig. 2. PRISMA flowchart

The published research articles in scholarly publications are given priority in this study. 20 articles
were successfully collected following the screening procedure, which was deemed sufficient for the
review. The results showed that the majority of research on proximity-based mobile wallets was
qguantitative. A quantitative technique was used to write the 20 papers. Table 1 below provides a
summary and presentation of the specifics of the earlier studies.
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Table 1
Quantitative inferential studies on mobile wallet continuance usage intention in different countries from 2011 to 2021
Sources country Context Theory Predictors Mediators/ Outcome
Moderators
(if any)
Azizah Indonesia 405 Mobile combination of an  Trust, Flow, satisfaction Trust, Flow, and  The result shows that trust, flow, and satisfaction directly
etal., [35] wallets users information Information Quality satisfaction influence customer continuance intention to use m-wallets.
system success system Quality, Service Service quality factors like system quality, service quality,
model with flow Quality, and information quality directly affect trust, flow, and
theory satisfaction. Continuance Intention (Cl) is indirectly affected
by trust, flow, and satisfaction.
Lingling China 219 mobile The information Trust and satisfaction satisfaction The results indicated that the trust transfer process
etal., [36] payment systems (IS) positively influences the Cl of mobile payment through
users Success model satisfaction. Satisfaction is an important factor affecting
continuance intention. Moreover, trust in online payment,
perceived similarity, and perceived entitativity between
online and mobile payments can positively influence trust.
Guptaetal, India 574 users Extended Performance Confirmation The findings indicate that pre-adoption performance and
[37] Expectation— expectancy, effort and satisfaction  effort expectancies impact consumption-driven
Confirmation expectancy, facilitating confirmation, which in turn affect the post-adoption
Model (EECM) conditions & and perceived usefulness, post-adoption perceived security and
individual mobility are user satisfaction. Further, satisfaction, post-adoption self-
crucial antecedents to efficacy, and post-adoption perceived usefulness were
the confirmation that found to be strong antecedents of the user’s continuance
leads to Cl. intention (Cl).
Tao Zhou Eastern 200 mobile Integrating both Trust, flow, and Trust, Flow, and  The results indicated that system quality, information
[38] China payment the information satisfaction are the satisfaction quality, and service quality affect Cl through trust, flow, and
users systems success predictors of Cl. satisfaction. In addition, trust affects flow, which in turn
model and flow affects satisfaction. The results imply that service providers
theory need to deliver quality systems, information, and services
to facilitate users' post-adoption usage of mobile payment.
Nobukhosi South 269 The information Service quality, trust, Trust and The study provides strong support for positive and
Dlodlo [39] Africa experienced systems (IS) and satisfaction are the satisfaction are  significant relationships between service quality with trust.
Mobile success model predictors of Cl. mediators. Both trust and satisfaction demonstrated a positive and
payment significant influence on the users’ decision to continue using
users M-payment services.
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Tao Zhou
[40]

Liébana-
Cabanillas
[41]

Raman and
Aashish [42]

Tamara
etal., [43]

China

Spain

India

Jakarta,
Indonesia

226 valid
Respondents

500 mobile
wallet users

612 M-
payment
respondents

268 mobile
payment
users

TAM & IDT
(Technology

acceptance model

and innovation

diffusion theory).

Innovation
diffusion theory

Technology
Continuance
Theory (TCT) and
Technological
Personal
Environmental
(TPE) model

Trust in online payment,
information quality,
system quality, Trust in
Mobile Payment, Flow in
using mobile payment
(MP), and Performance
expectancy.

Perceived trust, social
value, convenience
satisfaction, service
quality, effort
expectancy, and
perceived risk are the
predictors of Cl.

Effort expectancy and
satisfaction significantly
influence Cl. Perceived
risk negatively influences
Cl.

Service quality, attitude,
and effort expectancy
are the predictors of Cl.
Perceived risk negatively
influences Continuance
Intention.

Additional value,
government support,
system quality and
satisfaction are the
predictors of Cl.

Trust, Flow, and
Performance
expectancy are
mediators.

Trust and
satisfaction are
mediators.

Satisfaction,
effort
expectancy, and
attitude are
mediators.

Satisfaction is
the mediator.

The results indicated that performance expectancy, trust
and flow affect continuance usage. Among them, the flow
has a relatively larger effect on mobile payment.

In addition, System Quality (SQ) has a stronger effect on
performance expectancy and flow. Trust in online payment
affects continuance Intention. SQ strongly affects
performance expectancy and flow. (IQ) Information Quality
has a significant effect on trust, which in turn affects
performance expectancy and flow. These three factors
determine Continuance Intention (Cl).

The results show that Perceived trust, social value, and
convenience influence Satisfaction. Satisfaction, service
quality, effort expectancy, and perceived risk are
determining factors of the Cl. service quality significantly
influences perceived trust, satisfaction, and Cl.

The results are important for the new area of research
regarding the adoption of mobile payments, as well as its
continued use over time by users of urban public
transportation.

This study contributes valuable knowledge regarding the
determination of factors that affect the decision to
continue using a mobile payment system within the context
of frequent use with the same provider.

The outcomes of the research suggest that service quality,
attitude, effort expectancy and perceived risk act as
influencing antecedents of continuance intention (Cl) to use

Mobile payment services.

Determinants like perceived trust, convenience, and social
value have no influence on users’ Cl.

The results showed that user satisfaction, as a mediator,
significantly influenced the continuance intention of mobile
payment during COVID-19.

User satisfaction is directly influenced by environmental
factors, which contain additional value, government
support, and system quality. Moreover, system quality
shows the most significant influence followed by adding
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Halim al.,
[44]

Humbani
and Wiese
[45]

Limetal.,
[46]

Shaoetal.,
[47]

Samar
Mouakket
(48]

Malaysia

South
Africa

China

China

United
Arab
Emirates

379
respondents

426 users of
mobile
payment apps

350 eligible
responses

740 mobile

wallet users.

416 university
students.

Technology
continuance
theory (TCT)

integrated
modified TRl and
E-ECM-IT models.

Cognitive
absorption theory

Innovation
Diffusion Theory
(IDT),

Information
systems success
model,

Perceived usefulness,

satisfaction and attitude,

price benefit, trust,
habit, and operational
constraints are the
predictors of Cl.

All driving factors,
Perceived usefulness,
Perceived ease of use,
and satisfaction are the
predictors of Cl.

Perceived ease of use,
Perceived usefulness,
Perceived security,
Subjective well-being,
and Attitude are
predictors of
Continuance Intention.

Mobility, customization,
security and reputation
are the predictors of Cl.

Satisfaction, Effort
expectation,
Performance
expectation,

Perceived
usefulness,
satisfaction, and
attitude are
mediators.

Perceived
usefulness,
Perceived ease
of use, and
satisfaction are
mediators.

Attitude and
Subjective well-
being

Gender
moderator,
Trust and
perceived risk
mediators.
Satisfaction
mediates
between Effort
expectation,

value and government support and system quality can
increase customer satisfaction and the continuance
intention to use mobile payments.

There is a significant influence of perceived ease of use,
Perceived usefulness, and satisfaction toward users’
attitudes on the users’ intention to continue to use an e-
wallet. Results also verified that Cl to use e-wallet was
positively influenced by satisfaction, attitude, price benefit,
habit, and operational constraints.

“Drivers” were better predictors of adoption than
“inhibitors” while satisfaction emerged as the strongest
predictor of continuance intentions.

Perceived usefulness and perceived ease of use have a
significant impact on Continuance intention (Cl) through
satisfaction.

The emphasis should be placed on important issues, such as
reliable connectivity and security to bring about a sense of
satisfaction that would lead to the continued use of mobile
payment apps.

The intention to continue using an e-wallet app was
positively predicted by attitude and subjective well-being.
The findings reveal how implementing money-gift functions
promotes various positive outcomes that influence the
intention to continue using an e-wallet app.

The statistical analysis indicates that security is the most
significant antecedent of customers’ trust, followed by
platform reputation, mobility, and customization.
Customers’ trust influences Continuance Intention [47].

This study of (m-payment) identifies individual
characteristics (personal innovativeness) and (self-efficacy)
and m-payment quality characteristics (system quality,
information quality, and service quality) that can influence
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Vermaetal.,
[49]

Kumar et al.,

(1]

Karim
Garrouch
[50]

PHUONG
etal., [51]

India

India

Saudi
Arabia

Vietnam

387 users of
mobile
payments.

400 MBA
students

382 users of
mobile
wallets

276 M-wallets
respondents.

The extended TPB

model

Expectation—
Confirmation
Theory.

TAM, (UTAUT and

UTAUT2) model

TAM and UTAUT
model

Personal Innovative,
Self-efficacy, System
Quality and Service
quality are the
predictors of Cl.

Attitude, moral norms
and merchant pro-
activeness of the society
are the predictors of Cl.

Grievance redressal,
trust and satisfaction are
the predictors of the Cl.

The provider’s
reputation, ease of use,
trust, perceived value,
and security of mobile
wallet applications are
the predictors of the Cl.
mobile application
quality, mobile wallet
familiarity, situational
normality, payment
security, and feedback
mechanism

Performance
expectation &
continuance
Intention

Attitude and
subjective
norms are the
mediators.

Grievance
redressal, trust
and satisfaction
are the

mediators of Cl.

Trust and
perceived
security are the
mediators.

Trust and
satisfaction are
the mediators.

expectations about the performance and effort of this
technology. These two outcome expectations may affect
user satisfaction with m-payment, which will in turn
influence users’ continued intention to use this technology.
However, the quality characteristics only system quality
significantly affected users’ expectations of the ease of use
and usefulness of m-payment.

The study revealed that subjective norms (in contradiction
to what the theory claims) were important predictors of
intention. The findings validated the influence of subjective
norms on decision-making by Indian citizens after
demonetization, as respondents gave importance to the
thoughts and recommendations of persons in their social
circle before moving ahead with mobile payment services.
The analysis reveals that perceived usefulness and
perceived ease of use significantly affect user satisfaction
and intention to continually use M-wallets. The effect of
perceived security on user satisfaction is significant, and
grievance redressal mediates the effect of perceived
security on the intention to continually use M-wallets.
grievance redressal, trust and satisfaction affect M-wallet
continuance intention positively. Among these characters,
trust was found to have the highest effect on M-wallet
continuance intention.

Findings confirm that the provider’s reputation has a
significant impact on trust & perceived security and both of
which are antecedents of Cl. Also, the provider’s profession
moderates the impact of reputation on trust [50].

The findings suggest that familiarity and high-quality mobile
applications can have a considerable impact on perceived
ease-of-use (PEOU) and perceived utility (PU), which in turn
affect satisfaction. On the other hand, client trust is
impacted by payment security and feedback systems.
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Talwaretal., India 914 M-

[52] wallets
respondents.

Chen and Li China 243 m-

[53] payment
users

Mensah [54] China M-wallets
users

Dual Factor
Theory

The ITC theory

Technology
acceptance model
and diffusion of
innovation theory

Positive word of
mouth and
Negative word
of mouth are
mediating
variables

Perceived information
quality, perceived ability,
and perceived benefit
drive positive word of
mouth (PWOM), while
the inhibitors' perceived
cost, perceived risk, and
perceived uncertainty
drive negative word of
mouth (NWOM).
Institution-based trust
(IBT), trusting beliefs
(TBS), Post-PU, Post-PR,
Disconfirmation of pre-
PU (DPU),
Disconfirmation of pre-
PR (DPR) and satisfaction
are predictors of
Continuance Intention
(c.

Satisfaction

perceived usefulness,
perceived ease of use,
perceived service
quality, social influence,
internet self-efficacy,
relative advantage,
compatibility, and
complexity are the
predictors of mobile
payment.

Therefore, satisfaction and trust have a favourable impact
on the intention to continue using an electronic wallet.
NWOM is known to negatively impact a company's
potential and existing customers to the point that it makes
them have a bad attitude or even abandon the brand. At
that time the PWOM is the only factor driving m-wallet
users' plans to continue using the service. Thus, the study
shows that the antecedents of PWOM are distinct from
those of NWOM [52].

According to the findings, Cl for mobile payment services is
significantly influenced by customer satisfaction.
Institutional trust has a positive impact on post-adoption
perceived utility and a negative impact on post-adoption
perceived risk; customer satisfaction positively influences
both institutional trust in mobile payment technologies and
beliefs in service providers. The finding implies that trusting
beliefs (TBs) might either directly or indirectly influence the
intention to continue using mobile payment services (MPS)
through influencing mediating factors (flow). This also
suggests that the substantial correlation between TBs and
customer satisfaction may still have theoretical value [53].
The results demonstrated that internet self-efficacy is a
predictor of perceived ease of use. Relative advantage,
compatibility, complexity of mobile payment services,
perceived ease of use and social influence were found to
have a significant impact on the perceived service quality of
WeChat mobile payment.
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6. Result

Mobile internet has penetrated even the remotest corners of the world, especially in countries
like India and China with huge populations. This has led to an exponential increase in e-commerce in
these countries and the adoption of mobile wallets for making payments. The current study was
aimed at studying the perception of consumers towards continued mobile wallet service usage.
Perceived Usefulness (PU), Perceived Ease of Use (PEU), Perceived Service Quality (PSQ), Social
Influence (Sl), Trust in the Internet (TI), Internet Self-Efficacy (ISE), Relative Advantage (RA),
Compatibility (C), Complexity (Com), and Continuance Intention to Use (CIU) were examined in a
study. They found that PU, PEU, PSQ, SI, ISE, RA, C, and Com were all significant predictors of
consumers' proclivity to utilise WeChat payment services on a regular basis. According to the findings,
PEU and PSQ had a beneficial influence on the use of mobile payment services. It also supplied first-
hand statistics demonstrating the major impact of Sl on the PSQ of mobile payment services taken
from the previous study [54].

When structural equation modelling to uncover the factors that impact the continuation of
mobile wallet usage in Indonesia, it was found that characteristics such as trust, flow, and
contentment affected the continued use of mobile wallets. Furthermore, quality considerations
included system quality, service quality, and information quality, all of which have a direct impact on
trust and flow is taken from the previous study [35].

Many developing countries, such as India, have concentrated on removing the scourge of black
money from their economies, emphasising a transparent online payment facility such as M-wallets.
The impact of perceived utility, perceived security, perceived simplicity of use, trust, grievance
redressal, and contentment on the intention of young users in India to continue using M-wallets was
studied. According to the findings, perceived utility and perceived simplicity of use have a substantial
impact on user satisfaction and the desire to continue using M-wallets is taken from the previous
study [55].

A study in China with 219 mobile payment users, evaluated parameters such as Trust in online
payment (TOP), Perceived similarity (PS), Perceived entitativity (PE), Trust in mobile payment (TMP),
Satisfaction (SAT), and Continuance intention (Cl) Lingling et.al [36].

These findings further highlighted the significance of satisfaction as a factor determining
continuation intention. Furthermore, confidence in online payment, perceived resemblance, and
perceived entitativity between online and mobile payments were found to have a significant
influence on trust in mobile payment is taken from the previous study [35].

In the Chinese population, structural equation models were also used to investigate the influence
of initial trust on mobile payment user uptake. Their research demonstrated the significance of
perceived security, perceived ubiquity, and perceived convenience in establishing early trust, which
influences perceived utility and usage intention is taken from the previous study [8].

The Technology Acceptance Model (TAM), the Unified Theory of Acceptance and Use of
Technology (UTAUT), and the more current UTAUT2 are the two key theoretical frameworks for
understanding how consumers adopt technology. These models have been applied to the studies on
mobile payment uptake are taken from the previous studies [56-58]. The Theory of Reasoned Action
has been adapted into TAM. TAM's goal is to give a broad explanation of the determinants of
computer acceptance that may explain user behaviour towards a variety of end-user computing
technologies and user demographics while being both parsimonious and theoretically justifiable.
TAM defines perceived utility and perceived ease of use as two characteristics of acceptance
behaviour Slade et al., [59]. UTAUT is based on four fundamental constructs: performance
expectation, effort expectation, social influence, and enabling conditions is taken from the previous
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study [17]. The first three are factors of usage intention and behaviour, whereas the fourth is a user
behaviour determinant. This theory was developed and reviewed using eight previous models: the
theory of reasoned action, technology acceptance model, motivational model, social cognitive
theory, personal computer use model, diffusion of innovation theory, methods of planned behaviour,
personal computer use model, and a combined theory of planned technology/behaviour acceptance
model. TAM and UTAUT2 were used to study variables influencing user recommendations to utilise
mobile wallets. The following factors were shown to have a substantial impact on user intention:
ease of use, usefulness, perceived risk, and attitude Slade et al., [59]. A study was conducted on the
French population to discover the characteristics influencing the intention to make purchases using
a mobile phone using the Technology acceptance model (TAM). Concerns about the influence of
pleasure on the desire to make purchases using smartphones and the effect of perceived happiness
on the intention to do transactions using smartphones is taken from the previous study [58].

A study investigated factors influencing non-users’ intentions to accept Remote Mobile Payment
(RMP) in the UK, employing the Unified Theory of Acceptance and Use of Technology (UTAUT) It can
be changed to improve adoption and encourage the continued acceptance of mobile payment Slade
etal., [59]. Astudy investigated the factors thatinfluence users' post-adoption continuance intention
(CINT) for an M-wallet using a novel Extended Expectation-Confirmation Model (EECM) that
amalgamates features of the unified theory of acceptance and use of technology (UTAUT) is taken
from the previous study [37], a pre-adoption model, and the expectation-confirmation model (ECM),
a post-adoption model is taken from the previous study [56]. The technology acceptance model
(TAM) is taken from the previous study [57] and the unified theory of acceptance and use of
technology (UTAUT) is taken from the previous study [41], were also applied to study the drivers of
intention to use P2P M-pay among Spanish smartphones. The results showed that usefulness,
subjective norms, and personal innovativeness had particularly strong direct effects on intention to
use. It was also noted that perceived trust, individual mobility, and perceived risk had significant
effects. A study evaluated e-wallet usage among Malaysian hospital clients. The following theories
were used: Mobile Technology Acceptance Model (MTAM), Critical Mass Theory, Self-efficacy
Theory, and Flow Theory. The study found that technical self-efficacy and perceived critical mass had
no influence on the intention to use a mobile wallet in Malaysia is taken from the previous study [60].

Artificial Neural networks were used to study the reasons for mobile wallet resistance in the
Malaysian public using the Innovation resistance theory (IRT) model. M-wallet resistance was
influenced negatively by education and perceived novelty Leonget al., [61].

The COVID-19 pandemic has caused immense fatalities globally. The WHO report [62] says the
first case of the outbreak was reported in Wuhan, Hubei, China, in December 2019. The spread of
the disease was through social interactions. By 18" April 2020, more than 2.1 million cases were
reported all over the world Kidam et al., [63]. Technology has played a significant role in facilitating
social distancing in payment systems, especially in response to the COVID-19 pandemic. Technology,
particularly mobile wallets, has been instrumental in promoting social distancing in payment systems
by reducing physical contact and enabling contactless transactions. These innovations have not only
provided convenience but have also contributed to public health and safety during the COVID-19
pandemic and beyond.

Therefore, multiple stakeholders must work together to persuade consumers to switch from
conventional payment methods to mobile wallet apps. Although the consumer plays a significant
role, other parties need to work together as well, including the government, financial institutions like
banks, mobile providers, and retailers. Governments, banks, and network operators need to create
an environment that encourages the use of mobile applications while retailers must urge customers
in that direction, resulting in a seamless customer experience. Users are also encouraged to use the
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mobile wallets continuously for longer periods of time if constant innovations and developments are
going on.

This study aimed to create a model to investigate the dynamics of trust development in third-
party mobile payment systems. They studied the possibility of major disparities in trust-building
processes between female and male consumers in the context of mobile payment. An empirical study
was carried out, and responses were obtained from 740 Chinese Alipay and WeChat pay users. A
multi-group analysis revealed that the relative importance of trust-building strategies varies by
gender. In particular, male consumers were more influenced by mobility and reputation while
creating trust, whereas female customers were more influenced by security and customisation Shao
etal., [47].

7. Conclusion

This systematic review clearly reveals that perceived utility, perceived familiarity, satisfaction and
trust are the primary elements affecting customer behaviour toward continuous use of mobile
payment services. As a result, mobile wallet service providers must continue to endeavour to improve
the system, service, and information quality of their m-wallet applications. Enhancing the quality can
increase the user experience and contentment, which will lead to a continued intention to use M-
wallet services.

Future studies in this domain should consider the cultural differences between the various study
populations included in the studies, as well as the inclusion of appropriate cultural dimensions in
their research models aimed at studying factors influencing the continued use of mobile payment
services. As a result, mobile wallet service providers must continue to endeavour to improve the
system, service, and information quality of their m-wallet applications. Enhancing the quality can
increase the user experience and contentment, which will lead to a continued intention to use M-
wallet services.
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