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Background: Provide an adequate background covering the literature review 

and the gap of the research with other relevant former research works. 

Aim: This study aims to determine the Factors Affecting Adoption Intention 

to OVO Mobile Payment Users in Surabaya. 
Method: This type of research is basic business research using a quantitative 

approach with data analysis in the form of SEM (Structural Equation Model). 

Management of data in this study using AMOS 22.0 for windows which are 

used in testing the Measurement Model (Outer Model) and Structural Model 

(Inner Model). The sampling technique used is 300 respondents with the last 

education of SMK/SMA and have used m-payment OVO in the last 6 months 

and who are domiciled in Surabaya. 

Findings: The results showed that Perceived Transaction Convenience 

(PCT), Compatibility (COM), Relative Advantage (RA), Government 

Support (GS), Additional Value (AV), Perceived Risk (PSR), Absorptive 

Capacity (AC), Affinity (AFFI), and Personal Innovativeness in Information 

Technology (PIIT) is proven to have a significant effect on  Adaptation 

Intention (AI). In addition, Social Influence (SI) has been shown to have non-

significant results on the Adaptation Intention (AI) of OVO mobile payment 

users in Surabaya. 

KEYWORDS adoption intention; social influence; m-payment; OVO 

 

INTRODUCTION 

The development of payment systems in this technological era has developed and has 

evolved by abandoning old payments with manual payment systems and switching by using 

mobile payments (m-payment) (Soebandhi, Aini, & Baktiono, 2017). Meanwhile, the 

population in Indonesia amounted to 272.1 million people with the use of internet devices 

amounting to 175.2 million. In everyday payment using a mobile payment system is needed 

such as Go-Pay, OVO, Tcash, BCA Klikpay, or others. Various activities carried out, especially 

during pandemic Covid-19 like this by making payments with cash have begun to be unused 

to avoid the spread of the Covid-19 virus. Mobile circulation in Indonesia is quite large from 

the population of Indonesia which numbers 272.2 million where everyone has more than one 

car device (Table 1). 

 

Table 1. Digital User Data on The Number of Residents in Indonesia 

No Digital Users  Number of users Total Penduduk Percentage 

1 Mobile phone 338.2 million 272.2 million 124% 

2 Internet 175.4 million 272.2 million 64% 
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3 Social media 160.0 million 272.2 million 59% 

Source: https://wearesocial.com/ 

 

Users of various mobile devices put the most frequently used mobile phones reached 91% 

then the most commonly used second place on smartphones reached 60% then users who are 

often used third i.e. laptops or computers reached 22% and tablets reached 8% (Tabel 2). 

 

Table 2.  Mobile Usage Percentage Data in Indonesia 

No Device Type Percentage usage 

1 Mobile phone 91% 

2 Smartphone 60% 

3 Computer or laptop 22% 

4 Tablet 8% 

Source: https://wearesocial.com/ 

 

The results of table 2 explain that the percentage of mobile phone use is the highest and 

often used by people in Indonesia. The use of mobile phones during Covid-19 activities itself 

many people use to make transactions such as shopping online or making other payment 

transactions. According to Communications and Multimedia Malaysia (MCMC) (2016), 90% 

of mobile phone users must have a smartphone, in addition, according to the Malaysia Digital 

Association (2016) states that statistics show that penetration of 144.8% of users in Malaysia. 

Enabling high mobile use will result in high potential in mobile payment usage. 

The use of mobile payments in Indonesia is growing rapidly, mobile payments or mobile 

payments are often used as shopping needs or as shopping in retail stores. In Indonesia the use 

of smartphones will increase with the population in Indonesia the use of this smartphone is at 

least 89.2% of the population in Indonesia utilizing smartphones. Many companies continue to 

improve their capabilities and always innovate in facilitating daily activities and making them 

more effective and efficient. Of the many ideas that there are one of them is the mobile payment 

which is one of the innovations that make it easier for people in terms of buying and selling 

goods in Indonesia. According to a survey conducted by PricewaterhouseCoopers (PWC), the 

use of mobile payments has become a lifestyle of people today, the use of mobile payments in 

various countries of the world Indonesia is ranked fifth according to a survey conducted by 

PWC, various mobile payment services are highly utilized by countries such as China. About 

47% of respondents have used mobile devices as a means of payment, a higher figure than the 

previous year which reached 38%, a figure that is up 9% from the previous figure and makes 

mobile payment a lifestyle that is often used by the public. Pwc's survey confirmed predictions 

a few years ago that digital businesses were becoming one of the movements in a country's 

economy. 

 

 

https://wearesocial.com/
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Table 3.  Mobile Payment App Download Data 

No Mobile Payment Download Type 

1 Gojek 155 million 

2 OVO 155 million 

3 Dana 50 million 

4 LinkAja 40 million 

5 Genius 25 million 

Source: https://katadata.co.id/ 

 

The survey was conducted by katadata in 2019 there were 5 most popular digital wallets 

in Indonesia, namely, Gojek, OVO, Dana, LinkAja, and Jenius. OVO is one of the most 

frequently used download data by people in Indonesia of 155 million along with OVO Gojek 

download data also amounting to 155 million, then there is a fund of 50 million, then there is 

LinkAja of 50 million, and genius of 25 million and judging from the competition that occurs 

there are OVO and Gojek competing in the digital wallet market. (table 1.3). Based data 

reported by Bank Indonesia (BI) shows that OVO's market share has reached 37% of all total 

digital wallet transactions in Indonesia, from the data report the total transactions made in 2019 

semester 1 have reached Rp. 56.1 trillion, which can be interpreted that OVO making Grab and 

Tokopedia affiliated by reaching Rp. 20.8 trillion. OVO's closest competitor, Grab, is said to 

have a portion of 17% or Rp 9.8 trillion, with other digital wallet providers such as DANA and 

LinkAja, which have contributions of 10% and 3% of the report data shown to payment 

industry players in a closed event. 

Wei-Chuan Chen et al (2019) explained that mobile payment is a technology application 

that is very rapid in development around the world. According to Kim and Han in Chen et al 

(2019) explained that when consumers open a phone and see inside the phone there are 

messages such as free electronic coupons and discount coupons through smartphones 

consumers will look to get a gift. According to Pham and Ho in Chen et al (2019) explained 

that consumers will be confident in using a mobile payment will benefit them such as getting 

discounts or getting e-coupons where they tend to use payment methods by looking at it. A 

survey conducted by the Clearing Association of China in 2018 explained that preferential and 

promotional activities are second only to convenience in influencing the use of payments by 

users in China, which aims to show that added value is very important in consumers' 

willingness to use mobile payment. 

The research was conducted to find out what factors affect the behavior intention of people 

who mainly live around Surabaya to adopt a mobile payment system, namely OVO. Chen et 

al, (2019), Madan & Yadav (2016), and Aik-Chuan Teo (2015) have discussed that the most 

important predictors in how influential perceived transaction convenience, compatibility, 

relative advantage, social influence, government support, additional value, perceived risk, 

absorptive capacity, affinity, and personal innovativeness in information technology affect 

https://katadata.co.id/
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adoption intentions in both studies have different results against Perceived Risk to Behavioral 

Intention in adopting mobile payments. 

In a new mobile payment study, Wei-Chuan Chen et al (2019) explained that the most 

important predictor in mobile payment adoption is perceived risk.  In this case, it will help in 

the use as a mobile payment user. Perceived risk has been found to be a significant factor in 

several mobile payment studies in a calculation conducted by researchers. 

According to Schierz et al. (2010) in Phonthanukitithaworn et al. (2016), explaining that 

consumers are less interested in adopting new payment methods if they think in existing 

payment methods will have a greater risk impact, in the process of risk decision making is 

considered a critical determinant, especially at the stage of adoption when a person has no 

experience and is aware of the risks and consequences of its use. Featherman and Pavlou (2003) 

in Phonthanukitithaworn et al. (2016) explained that perceived risk in construction reflects that 

feelings of uncertainty among consumers will have possible negative consequences from the 

use of new technologies that may hinder adoption. 

Ricardo de Sena Abrahao et al. (2016) explained that bringing in relative advantage is the 

most important factor followed by perceived risk and compatibility. Overall the authors found 

that there was variation in behavioral intentions across stages and post-adoption. According to 

Perreira et al. (2013) in Ricardo de Sena Abrahao et al. (2016) in an exploratory study describes 

the need for an action related to current user habits and the ease of the user in improving 

innovation. 

 

Table 4.  Comparison of Research Results 

 Research 1 Research 2 Research 3 

Chen et al, 

(2019) 

Madan & Yadav 

(2016) 

Aik-Chuan Teo 

(2015) 

Perceived Risk → 

Adoption Intent 

Unsupported Supported Unsupported 

Social Influence → 

Adoption Intention 

Supported Supported Unsupported 

Perceived Transaction 

Convenience → Adoption 

Intention 

Supported - Unsupported 

Source: Chen et al (2019), Madan & Yadav (2016), & Aik-Chuan Teo (2015) 

 

Differences in results in the research contained in the table above can be concluded that it 

can be an interesting topic to be re-examined. Differences in a country's anomalies and 

characteristics may affect research. This research was conducted in Indonesia, especially in the 

city of Surabaya whether it gave rise to Perceived Risk which could have influenced adoption 

intentions in adopting  OVO mobile payments. 

Based on the background that has been explained, there are differences in the results of 

perceived risk influence to adopt adoption intentions.  Research conducted by Chen et al, 
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(2019) explained that in a country in China proves Perceived Risk negatively affects adoption 

intentions to adopt adoption intentions. 

Research conducted by Madan & Yadav (2016) believes that Perceived Risk has a 

significant effect on adoption intention on perceived risks that will cause a person to buy in 

using mobile payment because they are less likely to engage in transactions if they consider 

this type of service to be high risk. 

Research conducted by Aik-Chuan Teo (2015) explains that in making an individual 

decision to buy related to the choice or purchase results marked by a perceived expectation 

such as moving consumers in collecting and processing information about the item and always 

understand a perceived risk. This research discusses what can trigger related communities, 

especially those who live in the city of Surabaya in adopting OVO mobile payment. 

The purpose of this study is to find out: 

1) Knowing the influence of Perceived Transaction Convenience on the adoption 

intention of Surabaya people who use OVO m-payment; 

2) Knowing the influence of compatibility on the people  of Surabaya who use m-

payment OVO; 

3) Knowing the influence of Relative Advantage on the adoption intention of Surabaya 

people who use m-payment OVO; 

4) Knowing the influence of Social Influence on the adoption intention of Surabaya 

people who use m-payment OVO; 

5) Knowing the influence of Government Support on the adoption intention of Surabaya 

people who use m-payment OVO; 

6) Knowing the influence of Additional Value on adoption intentions of Surabaya people 

who use OVO m-payment; 

7) Knowing the influence of Perceived Risk on the intentions of the people of Surabaya 

who use m-payment OVO; 

8) Knowing the influence of Absorptive Capacity Risk on adoption intentions of 

Surabaya people who use m-payment OVO; 

9) Knowing the influence of Affinity on the adoption intention of Surabaya people who 

use m-payment OVO; and 

10) Knowing the influence of Personal Innovativeness in information technology on the 

adoption intention of Surabaya people who use m-payment OVO. 

 

Hypothesis 

H1: Perceived Transaction Convenience has a positive influence on Adoption Intention 

H2: Compatibility has a positive influence on Adoption Intention 

H3: Relative Advantage has a positive influence on Adoption Intention 

H4: Social Influence has a positive influence on Adoption Intention 

H5: Government Support has a positive influence on Adoption Intention 

H6: Additional Value has a positive influence on Adoption Intention 

H7: Perceived Risk negative influence on Adoption Intention 

H8: Absorptive Capacity positive influences Adoption Intention 

H9: Affinity on positive influences on Adoption Intention 
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H10: Personal Innovativeness in information technology on the positive influence of Adoption 

Intention 

 

METHOD 

This study is included in the category of research that examines the variable relationship 

of Perceived Transaction Convenience, Compatibility, Relative Advantage, Social Influence, 

Government Support, Additional Value, Perceived Risk, Absorptive Capacity, Affinity, and 

Personal Innovativeness in information technology to influence Adoption Intention.  Causal 

research is research that aims to determine the relationship of a causal/causal of a thing. This 

research uses this type of quantitative research because of data management by using data in 

generating numbers. Data collection techniques are carried out using survey methods by 

collecting data directly from respondents through questionnaires. 

The type of data used in this study is primary data obtained directly through the 

dissemination of questionnaires obtained directly from respondents. This data was obtained 

directly through the dissemination of an online questionnaire about the "Effect of OVO m-

payment adoption in Surabaya" by having exogenous variables consisting of, Perceived 

Transaction Convenience, Compatibility, Relative Advantage, Social Influence, Government 

Support, Additional Value, Perceived Risk, Absorptive Capacity, Affinity, and Personal 

Innovativeness in information technology.  It has an endogenous variable: Adoption Intention.  

The data source in this study is to adjust the data related to user expectations in the use of OVO 

in Surabaya. The number of respondents needed in this study is at least 300 respondents, so 

this study must spread questionnaires more than 300 in avoiding invalid questionnaire answers. 

In this study, the data processing method used is Structural Equation Modeling (SEM). 

Data processing in this study was assisted by using 2  SPSS 18 and AMOS software. Before 

the data was processed using SEM, a validity and reliability test was conducted using  SPSS 

18 software using 30 questionnaires that had been filled out by respondents. 

 

RESULTS AND DISCUSSION 

Test hypotheses using  AMOS software. On the influence of influences between variables 

the research hypothesis can be said to be significant if a significant value is produced, namely 

0.5 (ɑ = 5%) or CR > 1.96 as follows: 

 

 

Table 5.  Hypothesis Test Results 

Variable Std. 

Estimate 

CR P-Value Information 

H1(+) PCT → AI 0,150 2.823 0,005 Supported Hypothesis 

H2(+) COM → AI 0,149 2.104 0,035 Supported Hypothesis 

H3(+) RA → AI 0,118 2.493 0,013 Supported Hypothesis 

H4(+) SI → AI -0,059 -1.110 0,267 Unsupported Hypothesis 

H5(+) GS → AI 0,107 2.075 0,038 Supported Hypothesis 

H6(+) AV → AI 0,123 2.110 0,035 Supported Hypothesis 
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H7(-) RDP→ AI -0,157 -3.335 *** Supported Hypothesis 

H8(+) AND AI → 0,373 5.378 *** Supported Hypothesis 

H9(+) AFFI → AI 0,114 2.077 0,038 Supported Hypothesis 

H10(+) PIIT → AI 0,178 3.560 *** Supported Hypothesis 

Source: Primary Data, Processed 

 

In the hypothesis test perceived transaction convenience against adoption intention showed 

that perceived transaction convenience has a positive effect on adoption intention with a value 

of CR 2.823 and p-value of 0.005 then it can be interpreted that H1 in the study is supported. 

The compatibility hypothesis test against adoption intention showed that compatibility has 

a positive effect on adoption intention with a value of CR 2.104 and p-value of 0.035 so thus it 

can be concluded that H2 in the study is supported. 

In the hypothesis test relative advantage to adoption, intention showed that relative 

advantage positively affects adoption intention with a value of CR 2,493 and p-value 0.13 then 

it can be concluded that H3 in the study supported. 

The social influence hypothesis test on adoption intention showed that social influence did 

not have a significant positive effect on adoption intentions with a cr value of -1,110 and p-

value of 0.267 that did not meet the criteria, H4 can be concluded in the study is not supported. 

In the hypothesis test government support against adoption intention showed that 

government support positively affects adoption intention with a value of CR 2.075 and p-value 

of 0.38 then that affects the criteria can be concluded H5 in the supported research. 

The test hypothesis of additional value to adoption intention showed that additional value 

positively affects adoption intention with a value of CR 2,110 and p-value of 0.035 then it can 

be concluded that H6 in the study supported. 

In the hypothesis test perceived risk against adoption intention showed that perceived risk 

has a negative and significant effect on adoption intention with a value of CR -3,335 and p-

value *** then it can be concluded that H7 in the study is supported. 

In the test hypothesis, absorptive capacity against adoption intention showed that 

absorptive capacity positively affects adoption intention with a value of CR 5.378 and p-

value*** (p<0.1) then it can be concluded that H8 in the study supported. 

In the affinity hypothesis test against adoption, intention showed that affinity has a positive 

effect on adoption intention with a value of CR 2.077 and p-value of 0.038 so that affects the 

criteria, H9 can be concluded in the supported study. 

The hypothesis test of Personal Innovativeness in information technology showed that 

Personal Innovativeness in information technology had a positive effect on adoption intention 

with a value of CR 3,560 and p-value *** (p<0.1) so it can be concluded that H10 in the study 

is supported. 

In table 4.31 there are 9 hypotheses that are supported significantly, while there is one 

hypothesis that is not supported, the first hypothesis (H1) states that the relationship between 

perceived transaction convenience to adoption intention, where perceived transaction 

convenience has a significant influence on adoption intention. H1 has a p-value of 0.005 which 

in this study uses α = 5% so that probability values indicate the direction of significant 

relationships and CR values of 2,823. H1 obtained significant results and was in accordance 
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with research from Chuan Chen et al.  (2019) namely "Drivers of Mobile Payment Acceptance 

in China: An Empirical Investigation" in this study proves that perceived transaction 

convenience from the community in Surabaya has a significant influence on adoption intention 

in using m-payment OVO. 

The second hypothesis (H2) shows the relationship between compatibility and adoption 

intention, where compatibility has a significant positive influence on adoption intention. H2 

has a p-value of 0.035 which the study uses α = 5% so that the value of probability shows a 

significant result and a CR value of 2,104. H2 got positive results according to research from 

Chen et al.  (2019) namely "Drivers of Mobile Payment Acceptance in China: An Empirical 

Investigation" in this study proves that compatibility in Surabaya society has a positive 

influence on adoption intentions in using m-payment OVO. 

The third hypothesis (H3) shows that the variable relationship is relative to adoption 

intention, where relative advantage has a significant influence on adoption intention.  The p-

value of H3 is 0.013 which the study uses α = 5% so that the value of probability shows a 

significant result and a CR value of 2,493. H3 got positive results according to research from 

Chen et al.  (2019) namely "Drivers of Mobile Payment Acceptance in China: An Empirical 

Investigation" this study proves that relative advantage in Surabaya society has a positive 

influence on adoption intentions in using m-payment OVO. 

The fourth hypothesis (H4) shows the relationship of social influence variables to adoption 

intentions, wherein the social influence variable has no significant positive effect on adoption 

intention. The P-value of H4 has 0.267 which does not meet the standard so probability values 

indicate the direction of the relationship that has no significant positive effect and the CR value 

of -1,110. H4 obtained results that did not have significant positive effects according to 

research from Chen et al.  (2019) namely "Drivers of Mobile Payment Acceptance in China: 

An Empirical Investigation" in this study proves that social influence in the Surabaya 

community does not affect adoption intention in using m-payment OVO. 

The fifth hypothesis (H5) states the relationship between government support to adoption 

intention, where government support has a significant influence on adoption intentions.  H5 

has a p-value of 0.038 where the study uses α = 5% so that the value of probability shows a 

significant result and a CR value of 2,075. H5 got positive results according to research from 

Chen et al.  (2019) namely "Drivers of Mobile Payment Acceptance in China: An Empirical 

Investigation" this study proves that government support in the Surabaya community has a 

positive influence on adoption intentions in using m-payment OVO. 

The sixth hypothesis (H6) shows that the relationship of additional value to adoption 

intention, which is added value has a significant result in adoption intention.  The p-value of 

H6 is 0.035 where the study uses α = 5% so that the value of probability indicates a significant 

result and a CR value of 2,110. H6 obtained significant results and according to research from 

Chuan Chen et al.  (2019) namely "Drivers of Mobile Payment Acceptance in China: An 

Empirical Investigation," this study proves the additional value of the community in Surabaya 

has a significant influence on adoption intentions in using  OVO m-payment. 

The seventh hypothesis (H7) states that the variable relationship of perceived risk and 

adoption intention, where perceived risk shows negative and significant results in adoption 

intention.  H7 p-value of *** of this study uses α = 5% so that the value of probability shows 

a significant result and CR value of -3,335. H7 obtained significant negative results according 
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to research from Chen et al, (2019) namely "Drivers of Mobile Payment Acceptance in China: 

An Empirical Investigation" in this study proving that perceived risk in Surabaya society has a 

significant negative influence on adoption intentions in using  OVO m-payment. 

The eighth hypothesis (H8) proves the relationship between absorptive capacity variables 

and adoption intentions, which in absorptive capacity has a significant influence on adoption 

intentions.  The resulting p-value of H8 is *** (p<0.1) so that the value of probability shows a 

significant result and a CR value of 5,378. H8 got positive results according to research from 

Chen et al.  (2019) namely "Drivers of Mobile Payment Acceptance in China: An Empirical 

Investigation" this study proves that absorptive capacity in Surabaya society has a positive 

influence on adoption intentions in using m-payment OVO. 

The ninth hypothesis (H9) states that the relationship between affinity and adoption 

intentions has a significant influence on adoption intentions.   H9 p-value is 0.038 so the value 

of probability indicates a significant result and a CR value of CR 2,077. H9 received positive 

results according to research from Chen et al.  (2019) namely "Drivers of Mobile Payment 

Acceptance in China: An Empirical Investigation" this study proves that affinity in Surabaya 

society has a positive influence on adoption intentions in using m-payment OVO. 

The tenth hypothesis (H10) proves the relationship between the variable Personal 

Innovativeness in information technology and adoption intention, which in Personal 

Innovativeness in information technology has a significant influence on adoption intentions.  

The p-value of H10 is value *** (p<0.1) so that the value of probability indicates a significant 

result and a CR value of 3,560. H10 received positive results according to research from Chen 

et al. (2019) the "Drivers of Mobile Payment Acceptance in China: An Empirical Investigation" 

in this study proves that Personal Innovativeness in information technology in Surabaya society 

has a positive influence on adoption intentions in using  OVO m-payment. 

 

CONCLUSION 

 It is said that there are 9 hypotheses supported and 1 unsupported hypothesis that has been 

tested using  AMOS 22 software and uses the SEM (Structural Equation Modeling) method: 

1) Perceived Transaction Convenience has a significant effect on OVO's Adoption 

Intention m-payment in Surabaya; 

2) Compatibility has a significant effect on OVO's Adoption Intention m-payment in 

Surabaya; 

3) Relative Advantage has a significant effect on OVO's Adoption Intention m-payment 

in Surabaya; 

4) Social Influence does not have a significant positive effect on OVO's Adoption 

Intention m-payment in Surabaya; 

5) Government Support has a significant effect on Adoption Intention m-payment in 

Surabaya; 

6) Additional Value has a significant effect on adoption intention m- payment OVO in 

Surabaya; 

7) Perceived Risk negatively and significantly affects OVO's Adoption Intention m-

payment in Surabaya; 

8) Absorptive Capacity has a significant effect on OVO's Adoption Intention m-payment 

in Surabaya; 
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9) Affinity has a significant effect on OVO's Adoption Intention m-payment in Surabaya; 

and 

10) Personal Innovativeness in information technology terhadap Adoption Intention m-

payment OVO di Surabaya. 
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