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Introduction

0 When companies are in electronic commerce, choosing
an electronic payment system (E-wallet) that will work
well with the way they run their businesses, is a major
concern.

O In Malaysia there are altogether 37 companies providing
E-Wallet services

O This high number of availability of E-Wallets poses a
decision-making problem on the selection of E-Wallet for
making payment to merchants




Objective

O Among the 37 E-Wallet service providers, the top ones
are: Grabpay, Boost, Touch N Go, Lazada Wallet, and
Samsung Pay.

O The objective of the present work is to rank the above-
mentioned E-Wallet service providers on the basis of
seven criteria using the Analytic Hierarchy Process




Literature Review

O E-Wallets are developed as user-friendly and time-saving
alternatives to traditional payment methods as a direct result of

the widespread adoption of smartphones and other network
technologies (Teng & Khong, 2021).

O Professionals are increasingly adopting mobile phones, while

mobile payment usage has increased with time (Lai et al.,
2022).

O Users of E-Wallets have the impression that the process of
using the system itself 1s engaging, entertaining, and
pleasurable, and this sense of having a positive experience
leads to unforeseen wants to make purchases (Lai et al., 2022).




Criteria to choose an E-wallet

Criteria hdaanmpe

1. Conmvemencs Clomvenmiance refors to the extent to which a customer faalzs that the wel
srfhe 1= simaple, imfurtmire, and user friendly. (Zaky Chaef COperating
Officer Baexcite Sdn Bhd)

Aocezmibality of informaton and simaplicris of the transachion proce=ses
are 1mmporiant antecedsant= to the successful completion of trans=actions.
| (Sakl, Chief Operating Officer, BEexmcite. Sdn. Bhd)

Enabling consumers to search for mformathon easily amd makimg thea
information readily acce=z=mible amd =a=ikle. (Saki. CThisf Operating
Crfficer Bexcite Sdn Bhd)

2 Promohon Cash Back Promotion, Febate Promotion, Promo Coda, Discount, when
u=inz E-WWallets zz payment optiom. Sk Chisf Operasting
COrfficer, Bexcite Sdn Bhd)

3 Security In the form of kespme customers safe from an mvasion of thelr privacy,
affects trust ard zatisfaction. k. Chief Crparating
Crfficer Bexcite Sdn Bhd)

Carefollby waigh the benefits of customuzastion allowead by dafa collaction
agammst po=ychological co=ts o customer=. (Sakl. Chief Operating
COfficer. Bexcite Sdn Bhd)

4 Tl=arx Site makes uzse of the service effortles=, and the =mmall po=zitive mmpact
Expernance sy depend oL tolaramca O LAk Chief Crparatinge
Oifficer. Baxcite. Sdn. Bhd])

5 Pricing Transaction fees, zervice foes for nesms the E-Wallet ax 2 pavment option
{Zakl, Chiaef Operating CHficer, Bexeite Sdn Bhd)

G Zelection OfYer a wider range of product categories and a2 zrsater wamety of
prodocts  within amny  Ziven category.  (Jaki, Chisf Operating
Offcer. Bexcuie Sdn Bhd)

The custormer has ssamlaz=z gocess to the enfire range of products carried
by the zlliznce from the e-retziler’=s web=zite. (Zzky, Closef Cparating
Cficer, Bexorte Sdn. Bhd)

7. Tru=t The dezgres of confidences customers hane m online exchangese=, or in the
online exchangsa chanmel.
Omnline trust inchades comsomer perception of how the webhsite wonld
deliver on expectaiion, how belisvakls the weabsite " = mformation 1=, and
the level of comfidence 1n sife chamnel (Zaki CThisf Cperating
Oifficer Bexcite Sdn Bhd)




onceptual Framework




Research Method

O

Data for the present research were obtained through distributing
guestionnaires among 30 experts. These experts were interviewed
using the AHP structured questionnaires

The questionnaire consists of two sections: First section - The
pairwise comparisons for main criteria; Second Section: The
pairwise comparisons for selected five E-wallets with respect to the
seven criteria

The participants included 12 IT managers and 18 specialists who
were employed by various e-commerce enterprises



Criteria Comparison Matrix

CriceEri=s

Results

D FRID SEC L E>X PRI SEL TR
SO 1 5 1 1 = 3 175
RO 145 1 1 1 1 102 1/5
SEC 1 1 1 1 1 102 1/5
LE>C 1 1 1 1 1 10= 175
PRI 102 1 1 1 1 143 1/5
SEL 103 = = = = 1 1/5
TR = 5 = 5 = = 1

2. NMode comparisons wWithh respect to The Selection of The—

SEraphical e i Bllatrisx Duesticonmairs _
P ——— o osoa= ] Thi= iz the girect dats impUt Sereos.
Tywpe in eews direct data hers, amndfor
Pricimng o.oszasz ] Click the insert boax insvert priorities for this
Fromaotiom o ras3o ] B
SaCuriky .o r1eas ] FIOTE: SsAmy chamnges mads in direct dats take
- aefffect mmediately amd owsrseribe
Selactian jo.zaea 1 pre—-existing data inputted im e
S ——— IE e T I ethhEr e
Lo [ o e e ARTAT
Fiare <. oohs COrmpar s T Wwidh respect o dhe oriterio Tine Selection of e Sest F-Waolier in glong,
Faifer, Afoioysio, faghlye socored oriferio A5 LEET ExiesT i rnoE Wit DL A



PCkA for Conwvenience

COM &GP BT L THG ZP
GP 1.00 Q.87 0.67 1.19 0.24
BT 7/8 1.00 0.29 .67 .17
L 273 277 1.00 .67 0.17
TG 11,5 273 273 1.00 .17
sP 1/4 1/6 1/6 .17 1.00
2. Mode comparisons with respect to Convenience
Graphical Verbal Maftrix Questionnaine -
Boost 23367 This is the direct data input area.
e | Type in new direct data here, andfor
Grabpay [0.23843 | Click the imvert box inwert priorities for this
Lazada Wallet|[0. 14542 | L.
Samsung Pay |0.3282 MNOTE: Any changes made in direct data take
efffect immediately and cverwrite
Toueh N Go |[0.05634 | pre-existing data inputted in the
ather modes.

Fiqure 140; Node Comporison with the respect to Convemnience, the highest scored alternatives is

Somsung Sgy ML 0. F2624.




PCM for Pricing

PRI GP BT L THG SP
GP 1 0.87 0.67 1.19 0.24
BT 7/8 1 0.67 1.19 0.24
LW 273 /3 1 1.19 0.24
THG 115 115 115 1 0.24
SP 1/4 1/4 1/4 174 1.00

2. Mode comparisons with respect to Pricing

Graphical Yerbal Bdairix Suestionnaine _
Boost 14412 This is the direct data input area.
lﬂ l Type in new direct data here, and/or
Grabpay [0.09661 | Click the invert box invert priorities for this

azads Wallet |Ei AB0G | direct data.

Samsung Pay [0.6444 MNOTE: Any changes made in direct data take
efffect immediately and overwrite

Toueh N Go [[0D.06772 | pre-existing data inputted in the
other mades.

Figure 9: Wode Comparnison with the respect to Pricing, the highest scored alternatives is Sgamsung Poy
gl O.54445.




PCM for Security

SEC GP BT L' THG 5P
GP 1 1.07 0.39 0.95 0.4%
BT 1 1 0.39 0.95 0.49
L' 2/5 2/5 1 0.95 0.4%
THG 1 1 1 1 0.4%
5P 1/2 1/2 1/2 1/2 1.00

2. Node comparisons with respect to Security
Graphical Varbal Matrix Guestionnaire -

Boost 0.10068 This is the direct data input area.
| J Type in new direct data here, and/for
Gralbpay 1227 Click the invert box invert pricrities for this

Lazada Wallet|[0.1427 | Ao

Samsung Pay j0.46482 NOTE: Any changes made in direct data take
efffect immediately and overwrite

Touch N Go |[0.17853 | pre-axisting data inputted in the

other modes.

Figure 8: Node Compansaon with the respect to Securiy, the highest scored altermgtiives s 5amsumg

ERUISD, 045952,




PCEA for Selection

SEL GP BT LW TG SP

GP 1 0.78 0.33 0.98 0.28
BT 7/9 1 0.332 0.98 0.28
LW 1,3 1/3 1 0.98 0.28
THG 1 1 1 1.00 0.28
5P 2/7 2/7 277 2/7 1.00

2. Node comparisons with respact to Selaction
Graphical Vaerbal Matrix CQuestionnaire -

Boost lo.19384 | This is the direct data input area.
Type in new direct data here, and/or
Click the invert box invert priorities for this

Grabpay F:I.'lﬂ-EDE

direct data.
Lazada walletfl0.370 :
Samsung Pay E_Eﬂ.an? | MOTE: &ny changes made in direct data take
efffect immediately and oversrite
Touch N Go [}0.05821 | pre-existing data inputted in the

other modes.

Figure 5: Node companson with respect to Selection. the highest scored altematives is Lgzada Wallet
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PCM for Trust

TRU GP BT LW THG 5P
GP 1.00 0.71 0.70 0.632 0.58
BT 5/7 1 0.70 0.632 0.58
LW 23 23 1 0.62 0.58
THG /8 /8 /8 1 0.58
SP 47 47 a7 a7 1.00

2. Mode comparisons with respect to Trust

Graphical Yerbal Blafrix Qe stlEmnaire -
[o.19302 | This is the direct data input area.
Type in new direct data here, andfor
|0.20628 | Click the invert box invert priorities for this
a534 direct data.
(0.22534 | MOTE: Any changes made in direct data take
efffect immediately and overwrite
[0.02187 | pre-existing data inputted in the
othar modes.




PCM for User Experience

UEX GF BT L THG aP

GF 1 0.50 0.33 1.00 022
BT 1/2 1 0.33 1.00 0.22
L 1/3 1/3 1 1.00 022
THNG 1 1 1 1 0.22
SP 2/9 2/9 279 2/9 1.00

2. Node comparisons with respect to User Experience
Graphical verbal Matrix  Questionnaire -
oost__ o728 e e
Grabpay |((0.06787 Click the invert box imvert priorities for this

direct data.

Lazada Wallet|}D.12983
Samsung Pay ((0.22225
Touch N Go ((0.20796

efffect immediately and averwrite
pre-existing data inputted in the
ather modes.

|
|
| MOTE: Any changes made in direct data take
|

Fiqure 7- WNode Companson with the respect to User Experience, the highest scored alterngtives 1=
Boost with 0.3723.




Synthesized Results

Crhegrall Synthesized Altermatives.

Here ara the overall synthesized priorities for the
altermatives. You synthesized from the nebtwork Sup-er
Decisions Main Window: Unnamed file 0

Blarre ] Craphic l:ll-: - MNesrrals I R |
Boast | 0.264683 0144117 0072088
Grabpan - 0.175602 005613 0047807 |
Larada Wallet I 0.271925 0.148060 0074030
Sameurg Pay _ 1.000000 n-.:Eu.lnn OLITI2AS
Towch M Go | 0124371 OOATTI0 OOIABSD |
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Figwra 117 owerall Spnthecized gpnorities for he StErrotfvres QosEs To SOmsLmg SOy Waith monmiad vaiue of
O S g,




Alternative Rankings

Alternatives

| Boost [0.07210.1441 [0.2647 3
1 Grabpay | 0.04780.0956 (0.1756] 4
| | Lazada Wallet|0.0740| 0.1481 [0.2719( 2
| Samsung Pay [0.2722/ 05445 [1.0000| 1
i Touch N Go 3

Figure 12: Alternotive ranking for the selection of the best E-Wallet in Klang Valley, Malaysia. fonk

No.1 goes to Samsung Pay.
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Conclusions

O Usage of E-Wallets as a means for payment system is on the rise,
not only in Malaysia, but in the whole world.

O By means of detailed working, this paper shows that Samsung Pay
is the most desired E-Wallet in the Klang Valley of Malaysia. Note
that the ranking of the selected E-Wallets is done on the basis of the
seven criteria. Samsung Pay is not the best with respect to all the
criteria, rather it is the best overall,

O Itis concluded that the ranking is only a temporary one as the set of
criteria may evolve over time and performance of the E-Wallet
providers may change
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