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Abstract: In today’s life, mobile phone users feel more comfortable and flexible to perform online
payment transactions through a mobile device. Online payment transactions do not only save time but
are also convenient for the customers. The E-Wallet payment system, one type of online payment
platform in the Philippines, is a one-stop solution for cashless payment services. The purpose of this
study is to determine the level of satisfaction with the e-wallet payment system of the Baguio Water
District. This study employed a descriptive research design to gather customers’ thoughts about
BWD’s e-wallet payment system. This study has 100 respondents who were selected using the simple
random sampling technique, wherein the questions were answered through a survey questionnaire in
the form of Likert scales. The data were analyzed by applying a quantitative method using weighted
mean and average weighted mean. The study found that the respondents are very highly aware of the
E-Wallet System of Baguio Water District and have high level of satisfaction with its use, with a
computed average weighted mean of 4.54 and 4.14, respectively. Meanwhile, the problems being
encountered on the E-Wallet system of Baguio Water District have a high level of agreeableness with
an average weighted mean of 3.86. The findings of this research can be used as consideration of BWD
in evaluating the possible expansion of its payment collection platforms related to cashless
transactions.
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INTRODUCTION

The last decade has seen tremendous growth in the use of the internet and mobile phones all
over the world. The increased use of the internet, mobile penetration, and government initiatives are
acting as a catalyst that leads to an exponential growth in the use of digital payment. An electronic
transaction to the consumer made at the point of sale (POS) for services and products through Internet
banking or mobile banking through smart payment by phone or card is called digital payment (Jacob
etal., 2021).

With the digitization of business processes, it does not only optimize their execution but also
opens up many new possibilities for adding value. Ubiquitous electronic transformations have
increased the number of consumers shopping and paying for goods and services online (Shaw et al.,
2022). The COVID-19 pandemic and imposed social distancing measures have further raised the
number of shoppers using digital channels, including customers who previously rarely or never used
electronic payments (World Bank, 2023).

In fact, electronic payments (e-payments) arose in the early 1990s during the transition from
traditional to cashless payments. These are financial services allowing consumers to make payments
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to multiple vendors in an electronic environment instantly (Kabir et al., 2015). In the last two decades,
many financial technology (Fintech) providers have offered a new, advanced option — a digital wallet.
A digital wallet is a financial management application (online payment software or mobile
application) for storing funds, making transactions and tracking payment history via a computer or
mobile device (Traver & Laudon, 2018). An e-wallet is a prepaid payment instrument because, before
a financial transaction can take place, the wallet must be linked to the user’s bank account or funds
must be deposited into it. In addition to financial transactions, a digital wallet can store personally
identifiable data such as a driver’s license, health card, and other identity data about its owner, loyalty
cards, as well as a variety of discount or cashback options. Thus, it can authenticate the owner
(Taghiloo et al., 2010).

Now, the advancement in financial technology as cashless, is becoming the new norm.
Everything that can make things faster and hassle-free is convenient, especially when it comes to
technologies that bring comfort to many people. In the year 2020, at the peak of the pandemic, people
were forced to involve themselves in different digital transactions to avoid direct contact. That gives
the opportunity to recognize the existence of digital wallets, better known as e-wallets or mobile
wallets. E-wallets are used as payment methods via mobile devices such as a phone, smart watch, or
tablet that are encrypted and password protected, rather than using physical cash, and debit or credit
cards that allow a user to keep one or more payment methods digitally (MerchantYard, 2021).

Before the pandemic, e-payments, including those by e-wallets, already took up a significant
part of e-commerce transactions. For example, in the last two years before the coronavirus outbreak,
2018 and 2019, e-wallets contributed to the increase of online payment in e-commerce from 36% to
42% worldwide. The governments’ measures to prevent physical contact during the COVID-19 health
crisis forced consumers to use digital sales channels which, as a result, boosted e-wallet payments.
The analysis released by Appriss Retail (2023), indicated an increase in the number of these payments
during that period in many sectors, with some differences existing between certain regions or
countries due to their specific restrictions.

Despite the flourishing industry of electronic payment (e-payment) systems in recent years,
cash transactions continue to dominate in the Philippines. One factor affecting this diminutive growth
rate is the Country’s low bank population (Remo, 2018). However, electronic transactions have great
potential given that the Country’s mobile phone usage rate is high. Nevertheless, there are still many
challenges to overcome for the industry to become successful such as infrastructure, regulatory
concern, and buy-in from merchants. Most importantly, firms need to address and build awareness
and trust from consumers to improve e-payment usage in the country (Raon et al., 2021).

E-payment systems in the Philippines mostly do not require a bank account and can be easily
accessible using mobile phones. Systems such as GCash and PayMaya, make it easier for Filipinos to
use digital payment platforms. Eliminated the requirement of bank accounts, e-payment systems have
a strong potential in a low-bank country like the Philippines (Raon et al., 2021).

According to BSP data, more Filipinos were adopting e-wallet or e-payment systems than
credit cards in 2018. Platforms such as GCash and PayMaya are options for Filipinos to do digital
financial transactions without physical cash and credit cards (Zoleta, 2021). Additional data also show
that more Filipinos are becoming aware of contactless payments and see such services benefits. The
Visa Consumer Payment Attitudes study revealed that 80 percent of respondents were aware of e-
payment systems (Visa, 2019). However, despite the Filipino consumers’ awareness of the benefits of
digital payment platforms, the actual number of e-payment accounts dropped to 8.6 million from 11.4
million in 2018, according to the BSP’s Financial Inclusion Survey.

The Baguio Water District during the COVID-19 pandemic, being the lone water utility in the
Summer Capital, has its own crucial role in preventing the spread of the coronavirus within the
locality. In June 2020, BWD announced the launch of its additional payment option as it partners with
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the Electronic Commerce Payments, Inc. (ECPay), a subsidiary of Globe Telecom, Inc., which
manages the mobile remittance facility GCash. This has allowed BWD customers to settle their water
bills through the use of the GCash application, saving them the time and effort to commute from their
home or work to the BWD office or authorized billing sites to settle their bills. This provides an
extended venue for customers to pay bills remotely using a virtual wallet while the COVID-19
pandemic still poses health risks to people and as the Summer Capital transitions into the “new
normal”.

Apart from GCash, BWD also has other e-wallet payment partners to accommodate the
preferences of customers namely PayMaya, and the Landbank of the Philippines through their
Electronic Payment Portal (ePP).

However, although there are various applications and users of e-wallets, it is still a fact that
there are some people who still prefer to do cash transactions or other methods rather than e-wallets as
they are afraid of experiencing such unauthorized money transfer that could lead to theft and financial
fraud (Perez, 2022).

Statement of the Problem

The study aims to determine the level of satisfaction with the e-wallet payment system of the
Baguio Water District.

The study will be conducted to answer the following questions:

1. What is the level of awareness on the E-Wallet System of Baguio Water District?

2. What is the level of satisfaction on the E-Wallet System of Baguio Water District?

3. What are the problems encountered in the use of the E-Wallet System of Baguio Water
District?

Significance of the Study

The study is conducted to obtain a general overview of the respondents’ thoughts about the
BWD’s e-wallet payment system that may serve as a guide for BWD in assessing its payment
collection services. Moreover, the result of this study can deepen the BWD’s understanding to
consider more about the true potential of financial technology in its payment collection services.

METHODOLOGY

Research Design

This study utilized a quantitative method that uses the descriptive research design. Descriptive
research is typically used to gather information about the current state of a particular topic or to
understand how people use or respond to a product or service. Hence, this method can accurately and
systematically describe the target population, facilitating a whole understanding of the characteristics
of the BWD customers in relation to the research subject. Furthermore, this method does not require
connecting the relationship of the objectives of this study. Also, this method is a less time-consuming
as it focuses on collecting data about a specific topic or topic area thus, the researcher can collect data
from a large sample and analyze it quickly and accurately using statistical computation.

Locale and Population of the Study

The population of this study was the customers of Baguio Water District. As of December 31,
2024, there are 49,541 active connections of BWD, and for this research, Slovin's Equation in Pagoso
(1993); Atkinson (1996) has been used to determine the sample size. Using a ten (10) percent
allowable error, the computed sample size is 100.

Through the use of a simple random sampling technique, the researcher randomly selects a
total of 100 BWD customers. This sampling method is often used in quantitative research where the
researcher has an opportunity to select participants randomly and without bias. Simple random
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sampling is selected for populations that are highly homogenous, where the members of the research
are randomly selected to participate in the research (Bhardwaj, 2019). Simple Random Sampling is
the “simplest and most common method of selecting a sample, in which the sample is selected unit by
unit, with equal probability of selection for each unit at each draw” (Singh, 2003, p. 71). According to
Acharya (2013), “In this method, every individual has an equal chance of being selected in the sample
from the population” (p. 330). Simple random sampling makes sure that every person in a population
has an equal probability of being chosen as a respondent (Thomas, 2020).

Data Gathering Tools

For this study, a survey questionnaire was used as the only instrument to gather the necessary
data. It is a self-made questionnaire comprising series of questions parallel to the statement of the
problem. In the questionnaire, the 5-point scales were used to determine the respondents’ response in
a statement.

Reliability and Validity of the Research Instrument

The questionnaire was validated by the OIC Commercial Division Manager of BWD who has
been with the said agency for more than three decades. After the questionnaire was validated, it
underwent to reliability test wherein the researcher randomly selected twenty (20) BWD customers
who are not part of the respondents of this study to answer the survey questionnaire.

Data Gathering Procedures

After the survey questionnaire passed the reliability test, the researcher randomly selected 100
BWD customers to answer the questionnaire. A letter was attached to the questionnaire asking for the
respondents’ cooperation in answering the questions. The survey questionnaire was individually
distributed physically by the researcher to the respondents to allow them to ask questions if they had
concerns. The respondents were given time to respond, and the researcher collected the survey
questionnaire right after.

Treatment of Data

The data gathered from the survey questionnaire were analyzed through weighted mean and
average weighted mean. The Likert scale was used in identifying the respondents’ responses. Likert
scales are common rating format for surveys that rank quality from high to low or best to worst using
five or seven levels (Allen & Seaman, 2007).

Ethical Consideration

The researcher selects the respondents according to their availability. The researcher did not
require the respondents’ personal information in the questionnaire so that it would not affect how they
answered the questions. The filled-out questionnaires will be kept by the research and the data
gathered from the respondents can be offered as a reference to the Baguio Water District. There were
no incentives offered to the respondents for answering the questionnaire.
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RESULTS AND DISCUSSION

As shown in Table 1, the respondents are very highly aware of the services offered by the E-
Wallet system which includes the e-wallet payment system of Baguio Water District.

Table 1: Level of awareness on the E-Wallet System of Baguio Water District

Awareness on E-Wallet Weighted Desc_rlptlve Rank
Mean Equivalent
1. I am aware that the e-wallet system allows me to
send or receive money to and from other users using 471 Very Highly Aware 15
my mobile phone or computer
2. | am aware tha‘g the e-wallgt system allows me to 471 Very Highly Aware 15
make payments using my mobile phone or computer
3. | am aware that | can link my bank accounts, and .
credit/debit cards with the e-wallet system a.1r Highly Aware S
4. | am familiar with the e-wallet payment system of 455 Very Highly Aware 35
BWD
5. 1 am aware that | can pay my BWD water bills .
using the e-wallet payment system 4.55 Very Highly Aware 35
Average Weighted Mean = 454 Very Highly Aware
Numerical Scale Statistical Limit Descriptive Equivalent Symbol

4.21-5.00
3.41-4.20
2.61-3.40
1.81-2.60
1.00-1.80

PN Wk~Oo

Very Highly Aware
Highly Aware
Moderately Aware
Slightly Aware
Not Aware

VHA
HA
MA
SA
NA

Table 2 below shows that the respondents are highly satisfied on the E-Wallet System of
Baguio Water District wherein the main reason why they are using the E-Wallet in paying their water

bills is to avoid long queues in the payment centers.

Table 2: Level of satisfaction on the E-Wallet System of Baguio Water District

Uses of E-Wallet Weighted Desc-rlpt|ve Rank

Mean Equivalent

1. 24/7 service availability for making transactions 4.57 Very_Hl_gth 3

Satisfied

] . Very Highly

2. Avoid long queues in payment centers 4.73 Satisfied 1
. Very Highly

3. Can pay anytime and anywhere 4.28 Satisfied 4

4. Can pay using credit cards 3.31 Moderately Satisfied 55
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Sér(a‘,an pay using e-wallet without a phone or SIM 331 Moderately Satisfied 55
6. Can pay immediately within a short period 4.66 ngil;'igzly 2
Average Weighted Mean = 414 Highly Satisfied
Numerical Scale Statistical Limit Descriptive Equivalent Symbol

5 4.21 -5.00 Very Highly Satisfied VHS
4 3.41-4.20 Highly Satisfied HS

3 2.61-3.40 Moderately Satisfied MS
2 1.81-2.60 Slightly Satisfied SS

1 1.00-1.80 Not Satisfied NS

Table 3 below shows that the respondents agree on the problems that are being encountered

when using the E-Wallet System of the Baguio Water District. The most problem that is being
encountered by the respondents is the delayed posting of payment through e-wallet.

Table 3: Problems encountered in the use of the E-Wallet System of Baguio Water District

Problems Weighted Desc_rlptlve Rank
Mean Equivalent

1. The OTP (One-Time-Password) is delayed or not
received (for transfer of money). 3.56 Agree 4
2. Unannounced system downtime 4.32 Strongly Agree 2
3. Application glitch or the application is not
responding and is lagging (when signal is weak) 4.2 Strongly Agree 3
4. Delayed posting of payment through e-wallet 4.78 Strongly Agree
5. Unauthorized deductions from the application 3.43 Agree

. I Neither Agree nor
6. Spamming messages from the application 2.82 Disagree 6

Average Weighted Mean = 3.86 Agree
Numerical Scale Statistical Limit Descriptive Equivalent Symbol

5 4.21-5.00 Strongly Agree SA
4 3.41-4.20 Agree A
3 2.61-3.40 Neither Agree nor Disagree N
2 1.81-2.60 Disagree D
1 1.00-1.80 Strongly Disagree SD
CONCLUSIONS AND RECOMMENDATION
Conclusion

The customers have very high level of awareness on the E-Wallet System of Baguio Water
District. This result is supported by the research of Rason et. al. (2021) that people are well-aware of
e-payment systems and use such systems for different online transactions. The research of Ambon et.
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al. (2024) also shows that majority of the respondents are already familiar with e-wallets, which they
find useful.

The customers are also highly satisfied on the E-Wallet System of Baguio Water District. This
result is supported by previous studies that the increasing adoption and continuous use of e-wallet
system is due to the high level of customers’ satisfaction. Based on the research of Ambon et. al.
(2024), the respondents believe that e-wallet gives an easy way to pay bills, make bank transfers, and
perform other financial transactions safely and at any time. This proved that e-wallet has high level of
satisfaction for the users.

The customers agree that there are problems being encountered in the use of E-Wallet System
of Baguio Water District wherein the top-ranked most encountered problem is the delayed posting of
payment. This result is also supported by the research of Gurme (2019) that one of the major problems
often met by the respondents while using e-wallet is the long transaction time taken by E-Wallet for
processing the transaction.

Recommendation

It is recommended to conduct further study to identify if there is a correlation between the
problems encountered in the use of the E-Wallet System of Baguio Water District and the behavior of
the customers who still prefer cash transactions.
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