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Abstract 

 
  

The rapid growth of digital payment technologies has transformed how 

people conduct financial transactions in Indonesia. As one of the 

leading innovations, QRIS (Quick Response Code Indonesian 

Standard) plays a key role in promoting a cashless society across 

various regions. This study aims to analyze users’ continuance 

intention toward the use of QRIS in Southeast Sulawesi through the 

lens of the Expectation Confirmation Model (ECM) framework. Given 

the growing adoption of digital payment systems, the research seeks to 

systematically identify and evaluate the key determinants influencing 

users’ sustained usage behavior. Quantitative methods were applied by 

collecting data from 250 respondents who are QRIS users. The results 

of the analysis show that expectation confirmation and perceived 

usefulness have a significant influence on user satisfaction. However, 

despite high satisfaction, no significant relationship was found 

between satisfaction and intention to continue using. In addition, habit 

was shown to contribute positively to intention to continue. These 

findings highlight the importance of user experience and trust in digital 

services. This study recommends further exploration to understand 

other factors that may influence intention to continue using in the 

context of digital payment systems. 
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INTRODUCTION 

Mobile payment systems are a concept that refers to technologies and services that allow users to make 

financial transactions using mobile devices such as smartphones, tablets or wearable devices. In recent years, these 

systems have become increasingly popular with the development of digital technology and the significant increase 

in internet access and smartphone adoption (Dahlberg et al., 2015; Singh et al., 2017; Franque et al., 2021). QRIS 

(Quick Response Code Indonesian Standard) is a payment system that utilizes QR codes to facilitate digital 

transactions in Indonesia. This mobile payment service, users can make payments through digital wallet 

applications (e-wallets) or mobile banking quickly and flexibly. Although it provides convenience, concerns about 
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security risks, such as fraud and data theft, can hinder users' intention to continue using the service. Therefore, it 

is very important to strengthen trust and ensure service quality in order to increase user satisfaction (Herviana & 

Abidin, 2024).  

Bank Indonesia (BI) noted that the number of transactions using the Standard QRIS experienced a rapid 

increase of 186 percent year on year (yoy), reaching 689.07 million transactions by November 2024. This growth 

was supported by the increasing number of users which had reached 55.02 million.(CNN Indonesia, 2024). This 

significant surge reflects the growing public acceptance of digital payment methods and the success of BI’s efforts 

to promote cashless transactions nationwide (Ratten & Usmanij, 2021; Strömbäck et al., 2017). 

The increasing use of QRIS reflects a noticeable change in consumer habits, with a stronger focus on speed, 

convenience, and security in transactions. More small businesses, even in rural regions, have started embracing 

digital payment methods, expanding QRIS adoption across the country. Government initiatives and Bank 

Indonesia’s campaigns continue to enhance public understanding of digital finance, supporting wider financial 

inclusion. Improved access to smartphones and internet services has also contributed to this rapid growth. In the 

future, digital payment platforms such as QRIS are likely to play a key role in shaping Indonesia’s digital economy 

(Hamzah Muchtar et al., 2024; Nurqamarani et al., 2023). 

 

Table 1. Volume and Nominal of QRIS Transactions 2020-2024 

Year Transaction Volume (Rp) Transaction Amount (Rp) 

2020 124.11 million 8.21 trillion 

2021 374.69 million 27.63 trillion 

2022 1 billion 99.98 trillion 

2023 2.14 billion 226 trillion 

2024 6.24 billion 659.93 trillion 

Source: Indonesian Payment Systems Association (ASPI), 2025 

 

Meanwhile, based on Table 1 Demonstrates that in January 2025, the number of QRIS users was 271,531 or 

grew by around 23.18% compared to 2024 and the number of transactions using digital payments in the period 

from 2024 to January 2025 had reached 1.5 million transactions. (Between News, 2025). Meanwhile, data from 

the Bank Indonesia Representative Office for Southeast Sulawesi shows a noticeable increase in the number of 

QRIS users, demonstrating a growing trend in digital payment adoption. The volume of transactions using digital 

payments has also experienced a significant rise, reflecting the region's shift toward more efficient and modern 

payment methods. This trend highlights the growing confidence in QRIS as a reliable and accessible payment 

solution. As more users embrace digital payments, the region is likely to see continued growth in financial 

inclusion and economic activity (Johan et al., 2021; Permatasari et al., 2024). 

This phenomenon not only exhibits the increasing adoption of the QRIS but also indicates the strong potential 

for continuation intention among users. Expectation confirmation model (ECM) developed by Bhattacherjee 

(2001) is an approach that is often used to analyze the ongoing behavior of users. ECM explains that users form 

expectations before using a system and then evaluate its performance after use. If the system meets or exceeds 

expectations, users are satisfied and vice versa. User satisfaction is the main predictor continuance intention is 

influenced by confirmation of expectations and perceptions of the usefulness of the system.(Bhattacherjee, 2001; 

Pereira & Tam, 2021). 

Continuance intention serves as the main driver that directs users to take real action in the form of 

continuance behavior. When the intention to continue using is supported by positive experiences, users are more 

likely to continue using it, tend to be committed and involved in the continued use of the system. (Lai et al., 2016). 

According to Limayem et al., (2007) defines continuance behavior as the actual behavior shown by users in 

using an information system (actual usage). Actual usage behavior reflects the level of user involvement and 

satisfaction with the information system, and can influence their intention to continue using it in the future.(Liu 

et al., 2023; Rabaa'i et al., 2022; Osang et al., 2018). 

Based on the above, this study aims to explore the mechanisms that influence the formation of continuance 

intention and continuance behavior of QRIS users in South east Sulawesi by combining the Expectation 

Confirmation Model (ECM) framework and the concept of habit (Mishra et al., 2023; Dhia & Kholid, 2021). 

According to Söllner et al., (2024) that Habits formed through repeated use make usage behavior automatic, thus 

increasing the user's intention to continue using the system. In addition, habits also contribute to the frequency of 

actual use, where users who are familiar with the system tend to be more active. The interaction between habit 

and continuance intention can strengthen system usage, indicating that the two support each other in the context 

of technology use (Wahyuni, 2024). 

This research introduces a novel approach by combining the concept of 'habit' with the ECM. This is 

significant because ECM, while useful, often underemphasizes the automation aspect in usage behavior. The 
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integration of 'habit' allows the research to explain how repeated QRIS usage can become a habit that influences 

continuance intention, even if user expectations or satisfaction change. The addition of the habit concept to the 

ECM framework offers a clearer understanding of how behaviors become ingrained and automatic over time, 

leading to sustained usage. It also highlights how these habitual behaviors can persist, even when initial 

expectations or satisfaction levels change. 

 

LITERATURE REVIEW 

Expectation Confirmation Theory (ECT) 
Expectation-Confirmation Theory (ECT) was first introduced by Richard L. Oliver in 1977 and 1980, 

explaining how the expectations consumers hold before purchasing a product can influence their performance 

evaluation of the product used, and how disconfirmation (the difference between expectations and perceived 

performance) can affect consumer satisfaction (Oliver, 1977; Oliver, 1980). This theory suggests that if a product 

meets or exceeds expectations, consumers are likely to feel satisfied, reinforcing future purchase intentions. 

Conversely, when the product does not meet expectations, it leads to dissatisfaction, which can result in negative 

reviews or the choice to turn to competing brands. 

Bhattacherjee (2001) developed the Expectation Confirmation Model (ECM) as an application of ECT to 

information systems, explaining how a user's initial expectations of the system, the perceived performance after 

use, and the confirmation (or disconfirmation) of those expectations influence their satisfaction. The ECM 

demonstrates that confirmation of expectations and perceived performance significantly influence user 

satisfaction, which in turn is a key predictor of continued information system usage intention; thus, this model 

provides a useful framework for understanding and improving user retention in the context of information systems. 

  

 

Figure 1.  Expectation Confirmation Model (ECM) by Bhattacherjee (2001) 

 

ECT explains how confirmation of user expectations about a system affects satisfaction, perceived 

usefulness, and system usage. Users have expectations before using a system, and after actual experience, they 

compare them to those expectations. If the experience meets or exceeds expectations, the confirmation is perceived 

positively, which increases user satisfaction. High satisfaction further strengthens the perception that the system 

is useful, driving continued use intentions (Nawanda & Tambotoh, 2024; Mehrabioun, 2024). The theory 

developed by Bhattacherjee (2001b) states first, users form initial expectations before using a service or product. 

Second, after actual use, users will compare actual performance with initial expectations. Third, if actual 

performance meets or exceeds expectations, positive confirmation occurs which increases satisfaction and 

intention to continue using the service. 

Kim et al. (2019); Wahyudi et al. (2021) and Ari barisa & Suryandari (2022) explains that confirmation can 

increase perceived usefulness through evaluating the results of using the application that are in accordance with 

user expectations. When users feel that the application meets or exceeds their expectations, their level of 

satisfaction will increase, which further contributes to the perception that the application is useful. Positive 

confirmation serves as a link that strengthens the relationship between user experience and perceived usefulness, 

thereby encouraging the intention to continue using the application in the future (Huang & Liu, 2024).  

H1: Confirmation has a positive and significant on perceived usefulness. 

H2: Confirmation has a positive impact on satisfaction 

H3: Perceived usefulness increases satisfaction 

H4: Perceived usefulness increases continuance intention 

 

Satisfaction and Continuance Intention 
Satisfaction can be defined as a positive affective state experienced by users after interacting with a digital 

service. Users who rate a digital service as an effective and easy-to-use tool tend to experience a higher level of 

satisfaction, which contributes to a stronger intention to continue using the digital service (Rajeh et al., 2021). 

Factors such as informativeness, self-expression, sense of belonging and trendiness contribute to the level of 

satisfaction. When users feel satisfied, they tend to have a stronger intention to continue using the application, and 

create a positive emotional attachment (Sharabati et al., 2022). 
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User satisfaction is the main factor in encouraging continued intention so that satisfaction becomes the main 

factor (Wan et al., 2020). Continuance intention refers to a user's decision to continue using a digital platform 

based on their previous experience. High satisfaction can increase continuance intention and vice versa (Maqableh 

et al., 2021; Ab Hamid et al., 2022). When users feel their expectations are consistently met or exceeded, they are 

more likely to remain loyal and engaged with the platform over time. 

H5: Satisfaction contributes positively to continuance intention 

 

Habits and Continuance Intention 
Habit refers to a person's tendency to perform a certain action automatically without thinking about the 

decision. Strong habits can increase continuation intention (Dai et al., 2020; Mangunsong & Sobari, 2024; 

Tekaqnetha & Rodhiah, 2020). In certain situations, habits can trigger associations between cues and behaviors 

that have been learned through previous experiences. Habits emerge without the need for conscious thought. It is 

hypothesized that habits can weaken the influence of intentions on behavior. When the situation is favorable, 

actions are more likely to be guided by habits than by momentary intentions. This means that under certain 

conditions, habits can dominate decisions made based on intentions (Gardner et al., 2020).This opinion is also in 

line with Yeriha Zehra et al. (2022) which explains Strong habits can reduce the influence of intentions, so that 

someone who is used to using a particular service may continue to use it even though their initial intention was 

not very strong. Under supportive conditions, such as a familiar environment, habits tend to dominate users' 

decisions, leading to more automatic actions. In addition, the user's level of self-control also plays an important 

role; when self-control is low, habits are more likely to dominate, while when self-control is high, users are better 

able to follow through on their intentions despite strong habits. 

H6: Strong habits can reduce the influence of continuance intention. 

 

 

Figure 2. Research Model  

 
 METHOD 

The design of this research is a quantitative approach, namely exploring the causal relationship between 

variables that play a role according to the previously formulated hypothesis or called explanatory research. The 

population in this study were residents of South east Sulawesi who used QRIS digital payments, the number of 

which was unknown, so the sample determination in this study used purposive sampling, namely taking samples 

by selecting individuals or groups based on certain criteria that were relevant to the research objectives (Sugiyono, 

2019). The criteria are that respondents are users of the QRIS application and have made transactions in the last 

six months. Based on the above, the number of samples in this study is 250 respondents. This is in accordance 

with Roscoe's opinion that the ideal sample size for most research is more than 30 and less than 500 (Sekaran, 

2006).  

 

Table 2. Operational Definition 

Variables Definition of Research Variable Indicator 

Perceived 

usefulness 

Ambalov (2021) 

Specific measures used to assess how much 

users believe that using a system or technology 

will increase the effectiveness and productivity 

of QRIS users. 

a. Efficiency 

b. Benefit 

c. Convenience 

d. Quality improvement   
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Variables Definition of Research Variable Indicator 

Confirmation 

Gupta et al. 

(2020) 

Users feel that their experience with a system 

or service meets, exceeds, or falls short of the 

initial expectations they had before using the 

system. 

a. Experience using the  system 

b. Services provided 

c. General confirmation of 

expectations 

Satisfaction 

Alsadoon (2022) 

User satisfaction levels reflect subjective 

evaluations of how well a system or service 

meets their expectations and needs after use. 

a. Emotional satisfaction 

b. Satisfaction with   benefits 

 

Habits 

Bölen (2020) 

The automatic tendency of users to repeatedly 

utilize this digital payment system without 

deep consideration, driven by prior experience 

and confirmation of expectations regarding 

ease of use and benefits obtained." 

a. User habits 

b. Daily routine 

c. Addiction to use 

 

Continuance 

intention 

Franque et al. 

(2021) 

User's intention to continue using an 

application or system after an initial usage 

experience. 

 

a. Intend to keep using this app rather 

than discontinuing it. 

b. Intend to continue using this 

system over other available 

options. 

c. Intend to maintain use of this 

application for a long period of 

time. 

d. Intend to increase the frequency of 

use of this application in the future. 

 
Structural Equation Modeling (SEM) is a statistical technique used to analyze the relationship between latent 

variables (not directly measured) and measured variables in this study. SEM allows researchers to test complex 

models, including cause-and-effect relationships between variables. he analysis of the outer model and inner 

model in Structural Equation Modeling (SEM) aims to ensure that the relationships between latent variables and 

their indicators are valid and reliable. The outer model assesses the extent to which indicators represent latent 

variables through convergent validity, discriminant validity, and construct reliability, using parameters such as 

loading factor, Average Variance Extracted (AVE), Composite Reliability (CR), and Cronbach's Alpha. 

Meanwhile, the inner model evaluates the relationships between latent variables by measuring collinearity through 

Variance Inflation Factor (VIF), path significance using bootstrapping, and model predictive power with R² and 

Q². Additionally, the model must be tested for Goodness-of-Fit using indicators such as Standardized Root Mean 

Square Residual (SRMR) to ensure its compatibility with the data (Hair et al., 2017). 

 

RESULT  

Evaluation of Measurement Model (Outer Model) 
Evaluation of the Measurement Model (Outer Model) in SEM-PLS assesses the relationship between latent 

variables and indicators through convergent validity (loading factor > 0.70, AVE > 0.50) and discriminant validity. 

Reliability is tested with Composite Reliability and Cronbach's Alpha (> 0.70) to ensure the accuracy and 

reliability of the construct. For further details, refer to Table 3, which presents the results of these evaluations. 

 

Table 3. Loading Factor 

 PU C S H CI 

PU1 .884     

PU2 .882     

PU3 .852     

PU4 .709     

C1  .871    

C2  .799    

C3  .833    

S1   .906   

S2   .918   

H1    .838  

H2    .970  

H3    .804  

CI1     .819 

CI2     .851 
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 PU C S H CI 

CI3     .742 

CI4     .866 

Notes: PU; Perceived Usefulness, C; Confirmation, S; Satisfaction, H; Habit, CI; Continuence Intention 

 
Table 4. Reliability and Validity 

Variables Items Cronbach's alpha Rho_A Composite reliability AVE 

PU 4 .841 .854 .894 .680 

C 3 .783 .796 .873 .697 

S 2 .798 .801 .908 .832 

H 3 .859 1.368 .906 .763 

CI 4 .841 .867 .892 .674 

Notes: PU; Perceived Usefulness, C; Confirmation, S; Satisfaction, H; Habit, CI; Continuence Intention 

 

The results of the SEM-PLS analysis presented in Tables 3 and 4 highlight that the evaluation of the 

measurement model is confirmed to be accurate and the construct is reliable. 

 

Table 5. Discriminant Validity 

 PU C S H CI 

Fornell-Lacker Criterion   

PU .824 .688 .013 .692  

C  .835   .042 

S .665 .579 .192 .594 .030 

H  .549  .874 .162 

CI     .821 

Heterotrait Monotrait (HTMT) 

PU  0.841  .817 .107 

C     .104 

S .803 .726  .713 .103 

H  .644   .143 

CI      

Notes: PU; Perceived Usefulness, C; Confirmation, S; Satisfaction, H; Habit, CI; Continuence Intention 

 

Table 5 indicates that the diagonal values are greater than the non-diagonal values for the criteria. Fornell 

Larcker and HTMT values are below 0.90 so it can be concluded that the construct has good discriminant validity. 

This indicates that each construct in the model is separate and not strongly related to the others. Consequently, 

the measurement model shows sufficient validity, affirming that the constructs assess distinct elements of the data. 

 

Structural Model Evaluation (Inner Model) 
The t-statistic value is an important indicator in hypothesis testing in SEM-PLS. The relationship is 

considered significant if the t-statistic > 1.96 (5%). The higher the t-statistic, the stronger the evidence to accept 

the alternative hypothesis. Significance is tested through bootstrapping to ensure the accuracy of the results. 

 

 

 

Figure 3. Bootstrapping SEM PLS 
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Figure 3. represents a Partial Least Squares (PLS) structural model that illustrates the relationships between 

several variables such as Expectation Confirmation, Perceived Usefulness, Satisfaction, Habit, and Continuance 

Intention. From this model, it is evident that Expectation Confirmation has a significant impact on Perceived 

Usefulness (0.688) and Satisfaction (0.231). Perceived Usefulness also has a significant effect on Satisfaction 

(0.506), but does not have a direct significant impact on Continuance Intention (-0.175, p = 0.087). Satisfaction 

also does not show a direct significant effect on Continuance Intention (-0.033, p = 0.372). In contrast, the Habit 

variable has a significant effect on Continuance Intention (0.303, p = 0.009), indicates that user habit plays a more 

crucial role in determining continuance intention than satisfaction or perceived usefulness directly. 

 

Table 6. Hypothesis Testing 

Hypothesis 
Path 

Coefficient 

T- 

Statistics 

P- 

Value 
F2 Decision 

H1. Confirmation → Perceived Usefulness .688 16,913 0.000 .897 Supported  

H2. Confirmation → Satisfaction .231 2,974 0.001 .053 Supported  

H3. Perceived Usefulness → Satisfaction .506 6,173 0,000 .255 Supported  

H4. Perceived Usefulness → Continuance Intention -0.175 1,362 0.087 .013 Rejected 

H5. Satisfaction → Continuance Intention -0.033 0.325 0.372 .001 Rejected 

H6. Habit → Continuance Intention .303 2,358 0.087 .047 Supported  

 

Table 6 present that confirmation and perceived usefulness have a significant positive effect on satisfaction, 

while satisfaction has an effect on continuance intention. However, there is no significant relationship between 

satisfaction and continuance intention in hypothesis H5, and similarly, no significant relationship between 

perceived usefulness and continuance intention in hypothesis H4. This indicates that other factors may need to be 

considered to understand continuance intention. 

 

Table 7. R2 Value 

Variables R-square 

Continuance Intention .046 

Perceived Usefulness .474 

Satisfaction .470 

 
Table 7 reveals the R² value for Satisfaction shows a fairly good model in explaining satisfaction, while for 

Continuance Intention and Perceived Usefulness, the model is less effective. This indicates the need for further 

research or the addition of other variables to better understand the factors that influence the intention to continue 

using and perceived usefulness. 

 

DISCUSSION 
The results of the SEM PLS analysis show that H1 shows a positive and significant influence between 

confirmation and perceived usefulness. The P-value of 0.001 indicates that this result is very statistically 

significant. A positive experience using QRIS in making transactions without obstacles and smoothly can increase 

the perceived usefulness of the benefits of digital payments, thus encouraging more people to use them. These 

findings confirm that positive confirmation can strengthen perceived usefulness because the services used meet 

and exceed user expectations.(Pereira & Tam, 2021; Ubaidillah et al., 2023). QRIS users in Southeast Sulawesi 

experience the benefits of QRIS digital payments for several reasons, namely convenience, security, and 

inclusivity in transactions. Payments via QRIS can be made quickly through smartphones, and reducing the risk 

of losing cash is also a reason. Another advantage of the benefits felt by QRIS is government support as part of 

efforts to encourage financial inclusion and economic digitization, such as the government providing subsidies to 

people who use QRIS for certain transactions, such as paying for public transportation or purchasing SMEs 

(Micro, Small, and Medium Enterprises) products. 

The statistical value of hypothesis 2 states that it is accepted, namely confirmation has a positive impact on 

satisfaction. A significant positive influence between confirmation and user satisfaction, with a path coefficient 

of 0.231 and a t-statistic of 4.029. A p-value of 0.000 indicates that this relationship is highly significant. This 

means that when users feel that the service meets or exceeds their expectations, this directly increases their level 

of satisfaction (Tyas & Azizah, 2022; Andrew & Ardianti, 2022). The results of observations and questionnaire 

data collection in the field provide a positive confirmation statement regarding the QRIS user experience in 

Southeast Sulawesi, which exceeds or meets the initial expectations of QRIS users regarding the ease, speed, and 

security of transactions. This positively confirmed experience is crucial to ensuring the continued use of QRIS in 

Southeast Sulawesi. User satisfaction with QRIS as a digital payment tool has a significant impact on QRIS 
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adoption by merchants, and this can serve as a reference for further research. Field data shows that when 

consumers use QRIS and are satisfied, merchants are more motivated to provide QRIS digital payment services 

as a payment option. This phenomenon naturally creates a positive effect because the more satisfied users there 

are, the higher the QRIS adoption rate, and the more people are interested in using QRIS. 

Hypothesis 3 states a positive and significant relationship between perceived usefulness and satisfaction with 

a path coefficient of 0.506 and a t-statistic of 6.173. The p-value reaching 0.000 confirms that this relationship is 

very significant. This means that the higher the user feels the usefulness of the service, the greater their level of 

satisfaction. In other words, positive perceptions of service benefits contribute directly to the user's satisfaction 

experience (Boliona et al., 2025; Umam & Puspawati, 2024). Perceived usefulness is a key factor in increasing 

QRIS user satisfaction in Southeast Sulawesi, given that this perception directly influences perceived value, 

fulfillment of needs, efficiency, reduced frustration, and motivation for continued use. When the people of 

Southeast Sulawesi perceive QRIS as a tool that simplifies transactions in traditional markets, saves time when 

paying for local transportation, and provides a sense of security in transacting without cash, they are more likely 

to be satisfied and motivated to continue using it. This encourages the widespread adoption of QRIS in Southeast 

Sulawesi, especially among communities that prioritize convenience and efficiency in their daily economic 

activities.  

Referring to the statistical value in hypothesis 4 shows that the hypothesis is rejected. The relationship 

between perceived usefulness and continuance intention is not significant with a path coefficient value of -0.175 

and a p-value of 0.172. High p-value indicates that there is insufficient evidence to support a positive relationship 

between the two. This means that users’ perceptions of the usefulness of a service do not affect their intention to 

continue using the service. Bhattacherjee et al., (2012) explains that even if users perceive usefulness, if their 

experience is unsatisfactory or there are other problems (such as difficulty of use or poor customer support), they 

may not have the intention to continue. In this case, perceived usefulness is not enough to increase the satisfaction 

needed to drive the intention to continue using the service. Hypothesis H4 was likely rejected because QRIS is 

already considered good enough by users, meaning perceived usefulness no longer significantly increases 

continuance intention. QRIS users in Southeast Sulawesi feel that QRIS sufficiently helps them by providing 

transaction convenience, so small improvements in usefulness do not make a fundamental difference in their 

intention to continue using QRIS. To understand why perceived usefulness may not increase continuance 

intention, it is important to consider other variables such as enjoyment and trust. Alternatively, further analysis, 

such as moderation or mediation analysis, can be conducted to uncover more complex relationships between the 

two variables, namely perceived usefulness and continuance intention. 

Hypothesis 5 states that there is no significant positive relationship between satisfaction and continuance 

intention. The negative path coefficient value (-0.033) indicates that increased satisfaction is not related to 

increased continuance intention. The very low p-value (0.001) indicates that this relationship is statistically 

significant, but in this context, the hypothesis is rejected because it does not support the expected relationship.  

Garg & Sharma (2020) emphasizes that user satisfaction is key to continuance intention. The quality of the user 

experience, including support and features, influences satisfaction and the decision to continue using a service. 

While satisfaction is conceptually linked to continuance intention, empirical studies suggest that in the context of 

QRIS, its influence may not be significant. This could be attributed to a threshold effect, where a minimum level 

of satisfaction has been met, such that further increases do not correlate with the intention to continue using the 

system. Furthermore, other variables such as usage habits, perceived ease of use, perceived instrumental value, 

trust in the system, and the availability of alternative payment options, potentially exert a stronger influence on 

continuance intention compared to satisfaction alone. Therefore, further investigation is needed to identify the 

dominant factors influencing the sustained adoption of QRIS. 

Hypothesis 6 states that there is a positive and significant relationship between user habits and intention to 

continue using. The path coefficient value (0.303) shows that the stronger the habit of users in using the service, 

the higher their intention to continue using it. The p-value (0.047) indicates that this result is statistically 

significant, which supports the hypothesis that habits have an effect on intention to continue. Habits are considered 

as an important factor influencing intention to continue using, which refers to the use that occurs automatically 

and gradually in the process of intention to continue using (Guo & Lv, 2019; Tekaqnetha & Rodhiah, 2020; Lai, 

2016). Strong habits can diminish the influence of continuance intention because behavior becomes automated 

and less reliant on conscious thought. Users with a strong habit of using QRIS, for example, are likely to continue 

using it even if their intention to do so is weak or even negative. This is because habits trigger behavior 

automatically through contextual cues, reducing the need for cognitive evaluation and deliberate decision-making. 

Even if an individual has a weak or even negative intention to continue using QRIS, the strength of the established 

habit can override that intention and promote continued usage behavior. The implication of this phenomenon is 

that strategies to encourage the sustained adoption of technology should focus on the formation and reinforcement 

of user habits, rather than solely manipulating intentions through increased satisfaction or perceptions of 

usefulness. 
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CONCLUSION 
This study demonstrates that confirmation of expectations and perceived usefulness significantly influence 

user satisfaction in the context of QRIS. Positive user experiences enhance satisfaction and contribute to the 

intention to continue using the system. However, the absence of a significant relationship between satisfaction 

and continuance intention suggests that satisfaction alone may not be a sufficient predictor of long-term use. 

Similarly, perceived usefulness does not significantly affect the intention to continue using QRIS, indicating that 

functional improvements may not be the primary driver of user retention. Instead, the results highlight the stronger 

influence of user habit on continuance intention. This suggests that repetitive and automatic use of the system can 

foster user loyalty over time. Therefore, to strengthen user commitment, service providers should prioritize 

enhancing user experience, building trust, and encouraging. 

This study is limited to the variables tested within the Expectation Confirmation Model (ECM) framework, 

with a specific focus on QRIS users. The findings may not be generalizable to other digital payment platforms or 

user segments with different behavioral patterns. In addition, the use of a cross-sectional survey design limits the 

ability to infer causality between variables. Future research should consider incorporating longitudinal data to 

better understand the development of habits and changes in user behavior over time. It is also recommended to 

explore other relevant factors such as trust, perceived risk, social influence, and availability of alternative payment 

methods. Comparative studies across different digital payment platforms could also offer broader insights into 

user continuance behavior in the digital financial ecosystem. 
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