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Abstract:
This study investigates the factors influencing the adoption of mobile wallets among

Generation Z in Surat District, utilizing a quantitative research approach. A structured
questionnaire was administered to a stratified random sample of 500 participants, yielding
insights into their perceptions of mobile wallet technology. The research specifically explored
the impacts of perceived ease of use, usefulness, security, and social influence on their
behavioral intentions to use mobile wallets. Results from multiple regression analysis revealed
that perceived usefulness and ease of use are the most significant predictors of adoption,
followed closely by security and social influence. These findings highlight the importance of
enhancing the user experience and integrating robust security features to increase mobile wallet
adoption among Generation Z. Additionally, the influence of peers and social networks
suggests that marketing strategies leveraging social proof could be particularly effective. The
study contributes to the understanding of digital payment systems adoption and provides
practical implications for mobile wallet providers aiming to cater to young consumers in

emerging markets.

Introduction:
The surge in digital financial solutions is reshaping consumer behaviors globally, with mobile

wallets at the forefront of this technological revolution. Generation Z, defined as individuals
born from 1997 onwards, represents a digitally native demographic uniquely receptive to
adopting new technologies, including mobile payment systems. In India, particularly in urban
districts like Surat, Gen Z's propensity to integrate technology into everyday activities offers a
fertile ground for mobile wallets' proliferation. This demographic's preferences and behaviors
are crucial for technology providers and marketers, as they navigate a landscape where
convenience, speed, and security are paramount.

While there is substantial literature on mobile payment systems, the specific adoption dynamics
within Gen Z in the Indian context remain underexplored. This gap is significant given the
rapid evolution of digital payment platforms and the distinct cultural and socioeconomic factors
influencing technology adoption in India. Understanding these nuances is vital for designing
and marketing mobile wallet solutions that cater to the needs and expectations of this young
consumer segment in Surat District.

This study aims to fill the research gap by identifying the determinants that influence mobile
wallet adoption among Gen Z in Surat District. Specifically, the study seeks to analyze the
impact of technological perceptions, such as ease of use and perceived security, on the adoption
rate of mobile wallets, To examine the role of social influence and personal attitudes towards

VNSGU Journal of Research and Innovation (Peer Reviewed)
ISSN:2583-584X

Volume No. 4 Issue No.:2 April to June 2025
625



technology in shaping adoption behaviors, and to assess the implications of these factors for
mobile wallet service providers and other stakeholders in the digital payments ecosystem.

This research intends to provide actionable insights that can help technology developers,
financial institutions, and policymakers better understand and serve this important
demographic segment. The findings aim to contribute to the broader discourse on digital
payment adoption, offering a nuanced view of the interplay between technology acceptance

models and generational characteristics within the Indian market.

Review of Literature:
Theoretical Frameworks in Technology Adoption

Understanding the adoption of mobile wallets among Generation Z requires a robust theoretical
foundation. Two prominent models frequently applied in technology adoption studies are the
Technology Acceptance Model (TAM) and the Theory of Planned Behavior (TPB). TAM
suggests that perceived ease of use and perceived usefulness are fundamental determinants of
technology adoption (Davis, 1989). Meanwhile, TPB introduces the roles of subjective norms
and perceived behavioral control, expanding the understanding of decision-making in the
context of behavioral intentions (Ajzen, 1991).

Mobile Wallet Adoption Among Generation Z

Research focusing on Generation Z indicates that this cohort values technology that integrates
seamlessly into their lifestyle. A study by Sharma and Sharma (2021) highlights that ease of
use and functionality are the primary drivers for mobile wallet adoption in young adults,
underscoring the relevance of TAM in the digital payments arena. Further, the influence of
peers and social circles, elements of TPB, significantly affect Gen Z's adoption choices (Jensen
et al., 2019). A key component in understanding mobile wallet adoption among Generation Z
is identifying what drives their acceptance and continued usage. According to a recent study
by Chen and Zheng (2023), the main drivers for Gen Z’s adoption of mobile wallets include
perceived ease of use, perceived usefulness, and the influence of social media. Social influence
plays a pivotal role in shaping the attitudes and adoption behaviors of Generation Z. As detailed
by Kumar and Shah (2022), Gen Z is more likely to adopt mobile wallets if they perceive that
their peers are also using these technologies. The study underscores the importance of social
proof and peer recommendations in decision-making processes for this demographic, which
are often facilitated through social media platforms (Kumar & Shah, 2022). While Gen Z is
generally tech-savvy, their concerns about security and privacy significantly impact their
willingness to adopt new technologies. In research conducted by Zhao and Lee (2022), it was

found that despite high levels of familiarity with digital technologies, Gen Z users are
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particularly cautious about their personal data. Thus, mobile wallet providers must ensure
robust security measures to gain the trust of this demographic (Zhao & Lee, 2022). Gen Z’s
inherent innovativeness also affects their adoption of mobile wallets. They are keen on
experimenting with new technologies that promise to enhance their lifestyle or offer
convenience. As highlighted by Patel et al. (2023), mobile wallet services that integrate
innovative features such as rewards programs, budgeting tools, and personalized financial
insights are more likely to attract Gen Z users (Patel et al., 2023). Cultural factors also
significantly impact the adoption rates among Gen Z. In diverse markets like India, family
influences and regional differences play crucial roles in the acceptance and use of mobile
wallets. Singh and Malhotra (2021) illustrate that in regions with a stronger collective
orientation, family members’ approval can be a critical factor in the adoption of financial
technologies (Singh & Malhotra, 2021).

Perceived Security and Trust

Security perceptions play a crucial role in the adoption of financial technologies. According to
Kim et al. (2020), concerns about data privacy and transaction security are major barriers to
mobile wallet adoption. However, trust in the technology provider can mitigate these concerns,
suggesting that trust-building measures are essential for increasing adoption rates among
skeptical users. The perception of security is paramount when it comes to the adoption of
financial technologies. A study by Tran and Nguyen (2023) emphasized that perceived
security, which includes the safeguarding of personal and financial information, significantly
influences the likelihood of mobile wallet adoption. The research points out that users are more
inclined to adopt mobile wallets when they are confident that their data is protected against
breaches (Tran & Nguyen, 2023). Trust in the mobile wallet provider is another crucial factor
that impacts user adoption. According to Lee and Kim (2022), trust is not only about the
security of transactions but also about the reliability of the service provider to handle issues
such as transaction errors and disputes. The study indicates that users' trust in mobile wallet
providers can be enhanced through transparent communication and robust customer service
practices (Lee & Kim, 2022). The implementation of advanced security features such as multi-
factor authentication (MFA) has been shown to positively impact users’ trust levels. A recent
paper by Smith and Johansson (2023) found that the presence of MFA and other security
features significantly reassures users about the integrity of mobile payment platforms, thereby
increasing their willingness to engage with these technologies (Smith & Johansson, 2023).

Social Influence and Cultural Factors
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The impact of social influence on technology adoption varies across cultural contexts. A study
conducted by Patel and Patel (2022) in the Indian context found that family and friends'
approval strongly influences Gen Z’s willingness to use mobile wallets, more so than in
Western contexts. This reflects the high value placed on community and familial opinions in
Indian society. Social influence within the domain of technology adoption typically refers to
the way perceptions and behaviors are shaped by the opinions and actions of peers, family, and
influential societal figures. In their comprehensive analysis, Anderson and Kumar (2023)
demonstrated that social influence is a significant predictor of mobile wallet usage, especially
among younger demographics who value peer opinions highly. The study found that positive
endorsements from peers can substantially increase the likelihood of mobile wallet adoption
(Anderson & Kumar, 2023). Cultural factors also play a crucial role in the adoption of mobile
wallets. The work of Zhao et al. (2022) explored how cultural dimensions such as individualism
versus collectivism and uncertainty avoidance affect mobile wallet adoption. In collectivist
societies, family and community opinions are more likely to impact individual decisions,
including the adoption of new technologies like mobile wallets. Conversely, in individualistic
cultures, personal benefits and self-efficacy tend to drive technology adoption (Zhao et al.,
2022). Patel and Singh (2022) investigated the interplay between traditional financial practices
and the inclination towards modern fintech solutions like mobile wallets. Their findings suggest
that in regions with a strong attachment to traditional banking methods, the adoption of mobile
wallets is slower and more influenced by the perceived trust and security offered by traditional
banks. This underscores the need for mobile wallet providers to build robust trust-building
campaigns that align with local cultural norms (Patel & Singh, 2022).

Implications for Mobile Wallet Providers

For mobile wallet providers, understanding these nuanced factors is critical. As noted by Lee
and Lee (2021), providers must tailor their strategies to address the unique needs and
expectations of Generation Z, such as offering enhanced security features, integrating social
components, and ensuring user-friendly interfaces. One critical area for mobile wallet providers
is the enhancement of user experience, which includes usability, interface design, and customer
support. A study by Nguyen et al. (2023) highlights the importance of a seamless and intuitive
user interface that can cater to both tech-savvy users and those less familiar with digital
technologies. The research points out that simplifying the transaction process and providing
clear instructions can significantly reduce user frustration and increase adoption rates (Nguyen
etal., 2023). According to research by Smith and Zhao (2022), trust and security are paramount
in users' decision to adopt and continuously use mobile wallets. They suggest that providers
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must invest in state-of-the-art security measures and transparently communicate these
protections to users to build trust. Additionally, the provision of insurance or guarantees against
fraudulent transactions can further reassure users about the safety of using mobile wallets
(Smith & Zhao, 2022). Khan and Patel (2022) explored the impact of social influence on mobile
wallet adoption and suggested that providers could leverage this by engaging in social media
marketing and influencer partnerships. By showecasing popular figures using their services,
mobile wallet companies can tap into the peer influence dynamics that particularly affect
younger demographics like Generation Z (Khan & Patel, 2022). Cultural adaptation is also
crucial, as highlighted by Lee and Jung (2021). Their study in multiple Asian markets shows
that mobile wallet services that are customized to fit local cultural expectations and values see
higher adoption rates. This may include language options, local customer service teams, and
features that align with local financial practices (Lee & Jung, 2021).

Methodology:
This study employed a quantitative research design to examine the factors influencing

Generation Z's adoption of mobile wallets in Surat District. The research utilized a structured
questionnaire to collect data on participants’ demographics, usage behavior, perceptions, and
intentions regarding mobile wallet technology. The sample consisted of Generation Z
individuals aged between 18 and 24 years residing in Surat District. A stratified random
sampling technique was used to ensure a representative distribution across various
demographics such as gender, education level, and area of residence (urban vs. rural). The final
sample size was determined to be 500 participants, calculated to achieve a 95% confidence
level and a 5% margin of error in the results.

Data collection was conducted over a three-month period using an online survey platform. The
questionnaire was distributed through social media channels and email, which are popular
among the target demographic. To incentivize participation, respondents were entered into a
draw for a chance to win a small monetary reward upon completion of the survey. Data analysis
was performed using SPSS software. Descriptive statistics were computed to provide an
overview of the sample characteristics and the main variables of interest. Inferential statistical
tests, including multiple regression analysis, were conducted to explore the relationships
between demographic factors, perceptions of technology, social influences, and behavioral

intentions to use mobile wallets.

Result:
The study sample comprised 500 Generation Z individuals from Surat District. The

participants' age ranged from 18 to 24 years, with an average age of 21.3 years. The gender
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distribution was balanced, with 50% male and 50% female respondents. Education levels
varied, with the majority (40%) having some form of higher education.

Table 1: Descriptive Statistics of Key Variables

Variable Mean | Standard Deviation | Min | Max
Age 21.3 1.9 18 24
Perceived Ease of Use 4.2 0.8 1 5
Perceived Usefulness 4.0 0.7 1 5
Perceived Security 35 1.1 1 5
Social Influence 3.8 0.9 1 5
Behavioral Intentions to Use Mobile Wallets | 4.1 0.6 1 5

These statistics indicate high perceived ease of use and usefulness, suggesting that the sample
population finds mobile wallets to be a convenient option for managing their financial
transactions. However, perceived security shows a lower mean and a higher standard deviation,
reflecting varying degrees of confidence in the security of mobile wallets.

Correlation analysis was conducted to examine the relationships between the key study
variables. All correlations were significant at the p < 0.01 level, indicating strong relationships
between the constructs.

Table 2: Correlation Matrix

Variable 1 2 3 4 5
1. Perceived Ease of Use 1
2. Perceived Usefulness 0.76** | 1
3. Perceived Security 0.64** | 0.69** | 1
4. Social Influence 0.58** | 0.60** | 0.55** | 1
5. Behavioral Intentions to Use | 0.82** | 0.85** | 0.75** | 0.80** | 1

A multiple regression analysis was performed to identify the predictors of behavioral intentions
to use mobile wallets. The model was significant, F(4, 495) = 137.58, p < 0.001, with an R? of
0.47, indicating that 47% of the variance in behavioral intentions could be explained by the
independent variables.

Table 3: Regression Analysis Results

Predictor B Standard Error | Beta | p-value
Perceived Ease of Use | 0.301 | 0.052 0.295 | <0.001*
Perceived Usefulness | 0.287 | 0.048 0.312 | <0.001*
Perceived Security 0.201 | 0.045 0.221 | <0.001*
Social Influence 0.276 | 0.050 0.268 | <0.001*
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The results highlight that perceived usefulness is the strongest predictor of behavioral
intentions, followed closely by perceived ease of use, social influence, and perceived security.
This suggests that enhancing the functionality, ease of use, and security of mobile wallets,
alongside leveraging social influences, are key areas for mobile wallet providers to focus on to

increase adoption among Generation Z in Surat District.

Discussion:
The findings of this study provide several insights into the factors influencing Generation Z's

adoption of mobile wallets in Surat District. The results corroborate and extend the constructs
of the Technology Acceptance Model (TAM) and the Theory of Planned Behavior (TPB), two
foundational theories in technology adoption research.

Perceived Ease of Use and Usefulness Consistent with the principles of TAM, perceived ease
of use and perceived usefulness were found to be significant predictors of behavioral intentions
to use mobile wallets (Davis, 1989). This study supports the assertion that when technology is
easy to use and perceived as beneficial, adoption rates are likely to increase. This is particularly
relevant for mobile wallet providers aiming to capture the tech-savvy but discerning Generation
Z market (Venkatesh & Davis, 2000).

Perceived Security The significant role of perceived security in predicting the intention to use
mobile wallets highlights the importance of trust in financial transactions. This finding aligns
with previous research emphasizing that security concerns can be a major barrier to the
adoption of financial technologies (Kim et al., 2020). Enhancing security measures and
effectively communicating these to potential users can mitigate fears and foster a trustful
relationship with technology (Zhou, 2012).

Social Influence The impact of social influence on behavioral intentions underscores the
importance of social factors in technology adoption, as suggested by TPB (Ajzen, 1991). This
study illustrates that Generation Z values the opinions and behaviors of their peers, which
significantly influences their decision to adopt new technologies. These results suggest that
marketing strategies that leverage social proof and testimonials could be particularly effective
(Chen, 2013).

Cultural and Contextual Factors While this study did not directly measure cultural factors, the
implications of the findings should be considered within the cultural context of Surat District.
The influence of social norms may reflect broader cultural characteristics that prioritize
communal opinions and collective decision-making, typical of many Indian societies
(Hofstede, 2001).
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Conclusion:
This research aimed to explore the factors that influence Generation Z’s adoption of mobile

wallets in Surat District, providing insights that could help guide mobile wallet providers in
enhancing their strategies to better cater to this demographic. The study found that perceived
ease of use, usefulness, security, and social influence are critical determinants of Generation
Z’s likelihood to adopt mobile wallets. Specifically, ease of use and usefulness emerged as the
strongest predictors, suggesting that mobile wallets need to be both user-friendly and beneficial
to meet the expectations of young consumers. Security concerns were also significant,
highlighting the need for robust security measures and clear communication about these
protections to build trust among potential users. Moreover, the influence of social networks
indicates that Generation Z's adoption behaviors are heavily swayed by peers, suggesting that
marketing efforts should leverage social proof and influencer endorsements to maximize their
impact.

The findings underscore the importance of designing mobile wallet services that are not only
technologically advanced but also secure, easy to use, and socially endorsed. For providers,
this means investing in technology that simplifies transactions, enhances user engagement, and
integrates seamlessly into the digital lifestyle of Generation Z. Additionally, as social dynamics
play a significant role in technology adoption, providers should use social media strategically
to influence potential users positively.

Future research should extend beyond the regional focus to include diverse cultural settings to
better understand the universal and unique drivers of mobile wallet adoption across different
contexts. Longitudinal studies would also be beneficial in tracking changes in consumer
behavior over time, especially as new technologies emerge and the fintech landscape evolves.
Ultimately, this study contributes to the growing body of knowledge on fintech adoption,
offering practical insights for businesses looking to innovate and succeed in the digital

economy.
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