® ASSESSMENT OF SERVICE QUALITY

Check for

" DIMENSIONS AND STUDENT’S SATISFACTION
IN USING E PAYMENT SERVICES OF
UNIVERSITY OF BATANGAS - BATANGAS
CAMPUS

Dexter Villas!*

ICollege of Business, Accountancy and Hospitality Management University of
Batangas
dexter.villas@ub.edu.ph

Abstract. The growth of e-payment services has made digital transactions
much more efficient and convenient. However, because of the perceived
hazards and limitations, many Filipino users are still reluctant to utilize e-
payment methods. Users' happiness and perceptions of the e-payment
services' service quality, along with certain associated difficulties, are
examined in this correlation study, with a focus on a private Philippine
institution. According to the results of a poll conducted among 253 college
students, the most popular way to make monthly electronic payments is
through e-wallets. The findings also imply that students' satisfaction with
e-payment systems is positively correlated with the system's service quality,
particularly with regard to certainty, dependability, and efficiency.
Establishing clear security standards and rules, as well as provisions for
university staff training to efficiently administer the system and support the
students, are examples of policies that must be put into place in order to
emphasize service quality factors. The creation of an e-payment system that
is more dependable, inventive, high-quality, and sustainable will be
significantly impacted by these findings. By encouraging the development
of dependable and robust financial technology and by enabling safe and
effective economic transactions, this study directly relates to UN SDGs 8
(Decent Work and Economic Growth) and 9 (Industry, Innovation, and
Infrastructure). By incorporating digital literacy into the university
curriculum, UN SDG 4 also advances (Quality Education) by preparing
students for a tech-driven economy.

Keywords: E-payment, Service Quality, Technology Acceptance Model,
Perceived Usefulness, Perceived Ease of Use, Student’s Satisfaction, Uni-
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1 Introduction

Although e-payment systems are now widely accepted and used, the Philippines is
a unique example of a country where resistance to these technologies endures in
spite of their shown advantages in other places. The majority of international re-
search focuses on areas like Europe, North America, and portions of East Asia that
have high levels of digital literacy, robust banking systems, and general trust in
online transactions. On the other hand, adoption is hampered in the Philippine set-
ting by a confluence of trust-related, cultural, and infrastructure-related obstacles.
However, little is known regarding the precise effects of service quality elements on
this demographic's happiness and intention to use, such as assurance, efficiency, and
dependability. In Philippine academic institutions, where socio-cultural norms, per-
ceived hazards, and institutional support may be more important than in more
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technologically advanced economies, most adoption frameworks used in worldwide
contexts have also not been thoroughly investigated.

In addition, China is among the top nations in the world for using electronic
payments for everyday transactions. Various firms employ e-payments as part of
their transaction process to keep up with emerging technical trends. Alibaba, a mas-
sive e-commerce company with its social media platform WeChat, and Tencent, a
gaming company, are responsible for this achievement. These days, their names are
well recognized and accessible to all customers. [1] emphasizes in his essay that
China's most recent method is based on digital wallets and QR codes, which are
made possible by two significant internet companies: WeChat Pay, which is con-
nected to Tencent, and Alipay, which is connected to Alibaba. To sum up, e-pay-
ments in China create a unique payment landscape with a range of incentives for
payment service providers, retailers, and customers.

Nonetheless, the majority of Filipinos in the Philippines use a variety of online
payment and buying options. As more Filipinos adopt digital commerce platforms
and accelerate the nationwide adoption of digital payments, this shows that new
consumer habits are accepted. Another factor propelling the use of digital wallets is
the Philippines' rapid e-commerce growth. Digital wallets and other safe and effec-
tive payment options are becoming more and more popular as more people shop
online. There have been many major companies in the Philippines' digital payments
market in the past, including banks, mobile wallet providers, and online payment
platforms. In the Philippines, virtual wallets like G-Cash and PayMaya are among
the most popular digital payment options.

Additionally, in keeping with worldwide technical trends that have been in place
since 2017, the University of Batangas Batangas-City (UBBC) has smoothly incor-
porated an online payment system for the convenience of its students. Students can
readily access this system by using their e-brahman accounts. To make it simple and
safe for students to pay their tuition and other fees, the UBBC has worked with a
number of banks and payment processors. Additionally, they accept payments using
online bank payment channels. Now that they don't have to wait in line for a long
time at the cashier to pay their transaction fees, students may save time and enjoy
the convenience that the e-payment system offers. Online tuition payment allows
parents and authorized payers to monitor payment processes and make methodical
tuition payments.

This disparity emphasizes the necessity for contextualized, localized research
that looks at the perceptions and usage of e-payment systems in Philippine private
higher education institutions. They want to find out what college students think
about the quality of e-payment systems and how satisfied they are with them in order
to address the need for more research. Improving the university's e-payment sys-
tem's uptake and quality are the main goals of this study. The study's specific objec-
tives are to find and fix obstacles that students have when utilizing the service, raise
knowledge of its security, and expedite the transaction procedure in order to cut
down on lengthy lines. Proposing an action plan that guarantees University of Ba-
tangas-Batangas Campus students may confidently and fully employ the contempo-
rary e-payment service is the end goal.

This study is based on the Technology Acceptance Model (TAM), which holds
that perceived usefulness (PU) and perceived ease of use (PEOU) are the two main
criteria influencing consumers' behavioral intention to embrace a technology. Effi-
ciency, assurance, and dependability are service quality factors that have a direct
impact on both PU and PEOU in the context of e-payment systems. Students are
more likely to see the e-payment system as helpful in expediting their transactions
and as simple to use without requiring a lot of work if they believe it to be effective,
safe, and reliable. Their overall level of happiness and intention to keep using tech-
nology are influenced by these perceptions.
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Independent variable Dependent variable
Service quality Level of stu-
dimensions of dent’s satisfac-
electronic pay- »| tion on e-pay-
ment system ment services

Fig. 1 Conceptual framework

Figure 1 illustrates the cause-and-effect flow of the conceptual framework: The
service quality dimension of the e-payment system is the independent variable,
while the degree of student satisfaction is the dependent variable. This framework
uses the TAM technique to demonstrate the relationship between service quality
aspects and satisfaction. The study offers a theoretical explanation for why students
might or might not accept e-payment services in their academic transactions in ad-
dition to addressing the practical issues of technological adoption. Targeted inter-
ventions that improve the technical and experiential components of e-payment ac-
ceptance are made possible by this conceptual paradigm.

This study determines how college students perceive the University Batangas e-pay-

ment system's service quality and degree of satisfaction. It aims to address the fol-

lowing goals:

1. Determine the profile of the respondents in terms of age, gender, department,
method of payment used and frequency of usage.

2. Analyze the perception of the students on the service quality dimension of e-
payment system in terms of security and privacy, efficiency, assurance, reliabil-
ity and responsiveness.

3. Ascertain the level of student’s satisfaction towards e-payment services in terms
of perceived usefulness and perceived ease of use.

4. Identify some issues and concerns encountered by students in using the e-pay-
ment system.

5. Determine the relationship between the student’s perception on service quality

dimension and level of satisfaction towards e-payment service.

Proposed plan that will help improve e-payment system

S

2 Literature Review

The University has been updating itself in response to the economic integration with
contemporary payment services because of technological advancements. Students
now find electronic and mobile banking payments to be handy in their daily life
because to the enhanced technology innovation in higher education institutions. The
study focuses on evaluating the aspects of service quality, including perceived utility
and perceived simplicity of use, as well as the degree of satisfaction with security
and privacy, efficiency, assurance, reliability, and responsiveness.

2.1 University students.
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The purpose of current study is to evaluate how University of Batangas college stu-
dents feel about the institution's electronic payment system. The researchers, who
are university students, acknowledge the necessity of assessing the quality of e-pay-
ment services and the level of pleasure they provide considering the ongoing usage
of this service. The purpose of the study is to identify and address certain problems
that deter students from full adoption, such as low digital literacy with relation to e-
payment use, fear of fraud or financial loss, and lack of trust. This study intends to
close a significant gap in the literature by investigating the viewpoints of the stu-
dents and directly addressing the problems, worries, and difficulties that users con-
front in the actual world. The growing need for easy digital payment options and the
increased awareness of related security threats make this inquiry pertinent and
timely.

Students' propensity to embrace e-payment systems is highly influenced by per-
ceived advantage, performance expectancy, and perceived risk/security, according
to an empirical study conducted across six universities by [13]. Importantly, they
found negative correlations between perceived risk and security, indicating that stu-
dents' anxiety over security actively lowers their willingness to use the system. This
directly supports the focus of your study on students' fear of fraud.

[21] which concentrated on Philippine college students, found a substantial cor-
relation between user satisfaction in e-payment systems and perceived benefits (use-
fulness, simplicity of use) and confidence (including structural assurances). The fac-
tors (perceived benefit and trust) at the heart of your study on service quality and
satisfaction among a comparable student body are supported by this literature.

[17] study in a university context discovered that student satisfaction with digital
payments was highly influenced by perceived trust and utility. One important find-
ing, though, was that perceived risk, security, and simplicity of use did not signifi-
cantly affect the study. To resolve a possible discrepancy in the academic findings,
this conclusion emphasizes the necessity for your study to ascertain whether the ex-
periences of Filipino university students are consistent with this or if security con-
tinues to be a major obstacle.

2.2 Service Quality Dimensions of E-Payment System.

Therefore, if the bank can guarantee the privacy concerns identified with the mobile
banking service, the customer will be assured of the good performance of bank ser-
vices and encourage wider utilization of m-banking services. Privacy includes
providing customers with security regarding their personal information. Credit card
information should be stored securely and data should not be shared. To put it an-
other way, security can be defined as the degree to which the mobile banking service
is protected and protects the customer's banking data from any intrusion [11]. Lastly,
it is essential to provide people the information and abilities that allow them to iden-
tify and react effectively. The staff is better equipped to spot fraudulent conduct as
it occurs and may stop information security events when they are aware of the safe
payment process. Fraud prevention can be significantly aided by education and
training [5].

Finally, it's critical to provide people the information and abilities they need to
identify and react effectively. The team can prevent information security events and
detect fraudulent activity in real time when they are aware of the safe payment pro-
cess. To combat fraud, education and training can be crucial [5].

According to [22], e-payments' advantages such as their high-quality services,
time savings, round-the-clock accessibility, less paperwork, and safe transactions
have made more individuals choose them. According to [4], cashless payment sys-
tems are essential to schools' transition to blended learning while also assisting in
the safety of school staff by removing the risks associated with handling currency
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considering the current public health crisis. Additionally, as students don't need to
carry cash on hand, cashless payment at educational institutions can facilitate finan-
cial transactions, increase transparency, reduce theft fears, increase efficiency, track
spending, benefit banks, and possibly even promote good hygiene [16].

Digital payments encourage an effective payment and settlement system, which
can enhance a nation's e-commerce. By lowering trading costs and improving pay-
ment efficiency, the implementation of a digital payment system can encourage e-
commerce. (2020, BSP). More Filipinos are using e-wallet or e-payment systems
than using credit cards, according to data from the Bangko Sentral ng Pilipinas
(BSP). According to [22], Filipinos have other options for doing digital financial
transactions without depending on actual currency or credit cards thanks to plat-
forms like GCash and PayMaya.

[17] clarified that a few techniques, including secure authentication, encryption,
and the usage of third-party payment providers, can be used to establish assurance.
Sensitive information is encoded using this technique to stop unwanted access. Sen-
sitive information can only be accessed by authorized users thanks to secure authen-
tication. By serving as go-betweens for the customer and the retailer, third-party
payment providers give an extra degree of protection. According to Alaa S. Jameel
et al. (2021), students' happiness was influenced by dependability because, when
they browsed the university website, they expected to find exactly what they needed
and understood what they wanted with high reliability and correct service. Addition-
ally, responsiveness is thought to be able to make it easier to contact a generation
that is adjusting to technology [16].

2.3 Student’s Satisfaction towards E-payment Service

Specifically, [21] discovered a strong relationship between user satisfaction, trust,
and perceived advantages among college students. In broader contexts, the quality
of services is mostly determined by security, dependability, and convenience of pay-
ment [10]. [5] developed e-service quality models that outline seven crucial dimen-
sions fulfillment, security, ease of use, responsiveness, personalization, and website
appearance as the cornerstones of the whole user experience. E-satisfaction can be
defined in a number of ways. [10] define it as "the satisfaction of a consumer with
respect to his or her previous purchasing experiences." Online school fee payment
is much more convenient for both parents and kids.

[21] found a substantial correlation between user happiness and familiarity and
structural guarantees. E-payment systems were deemed "very effective" by Filipino
HEIs in terms of speed and ease of use, with a focus on usability [13]. According to
additional research on digital payments in higher education [17] and general mobile
payment apps [15], perceived utility, information quality, service quality, and post-
usage confirmation are important factors for both initial adoption and ongoing use.
According to [5] a person's assessment of a usefulness belief and the degree of that
belief may influence perceived usefulness. Altering the assessment of an existing
salient belief could likewise alter an individual's perceived usefulness. This could
entail making an already-existing positive belief more salient.

Perceived ease of use, according to [6] is the degree to which a user thinks a
technology or system can be utilized effortlessly and without issues. The system's
simplicity of use can also be demonstrated by the frequency of use and user involve-
ment. The more widely used systems demonstrate that the system is more well-
known, simpler to use, and easier for people to run.
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3 Methodology

The researchers employed a correlational research design to investigate the possible
cause-and-effect link between college students' satisfaction with the University of
Batangas' e-payment services and their impression of the service quality dimension.
Therefore, stratified random sampling is the sampling method employed in this
study since it can be utilized to divide college students into departments and select
a random sample from each department for reliable findings. The researchers used
the Raosoft sample size calculator to get a sample size of 253 respondents out of
3,664 college students who used the online payment system. The respondents come
from a variety of departments, including the College of Engineering, which has the
largest population (127 or 50.20%), followed by the College of Business, Account-
ancy, and Hospitality Management (34 or 13%), the College of Arts and Sciences,
22 or 9%, the College of Information and Communication Technology, 13 or 5%,
the College of Nursing and Midwifery, 13 or 5%, and Technical Education, 12 or
5%. The College of Allied Medical Sciences and the College of Education each have
6 or 2%, and the College of Criminal Justice Education makes up a smaller portion,
4 or 1.58%. The data was analyzed and interpreted using the SPSS Software Pack-
age.

A self-created questionnaire was employed by the researchers. Before it was
finalized, the survey questionnaire was approved and revised multiple times. In or-
der to guarantee the information's correctness and dependability, the content was
also verified by professionals. The primary tool used in this study to collect data was
an online survey questionnaire that was obtained using Google Forms. The research-
ers ask the statistician for help with validity and reliability testing after gathering
and cleaning the data. Cronbach's Alpha values from the pilot test showed an out-
standing degree of internal consistency, with a value of 0.90.

The respondents' information would be handled with the highest confidentiality
and utilized only for academic research, the researchers promised. Prior to gathering
data, the researchers obtained the informed consent of every respondent, ensuring
voluntary participation in accordance with study ethics. The goal of the study, the
steps involved, and the participants' freedom to discontinue participation at any mo-
ment without facing any consequences were explained to them. In order to ensure
that responses could not be linked to specific people, the respondents' anonymity
was rigorously preserved by refraining from gathering personally identifiable infor-
mation. To ensure that the study complied with ethical requirements for academic
research, the researchers also upheld the values of honesty, integrity, and respect for
the rights and welfare of the respondents.

4 Results and Discussions
4.1 Student E-Payment Usage Patterns

This section explains how University of Batangas—Batangas Campus students use
the electronic payment system.

Table 1. Data on the demographics, preferred payment methods, and frequency
of use of student e-payments.

Age Frequency (f) Percent (%)

21-23 years old 147 58%
Gender Frequency (f) Percent (%)
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Male 129 51%
Department Frequency (f) Percent (%)
College of Engineering 127 50%
Methods of Payment Frequency (f) Percent (%)
E-wallet (Geash, Grab PAY, Coins
PH, Dragon Points, Maya) 153 60%
Frequency of Use Frequency (f) Percent (%)
Monthly 130 51%

The demographic breakdown of the respondents by age, gender, and departmental
affiliation is shown in Table 1. Most of the students are between the ages of 21 and
23, which is in line with the average age of undergraduates in their third or last year
of study. The fact that there were somewhat more male replies than female ones
suggests that the gender imbalance reflects the university's enrollment pattern,
especially in traditionally male-dominated programs. The college's concentration on
technical and technology-oriented fields, where student populations are significantly
bigger, is further highlighted by the College of Engineering's strong representation.
This demographic profile is crucial background information since it shows that the
survey mostly reflects the viewpoints of students who are at a pivotal point in their
academic careers and who are more likely to use technology to influence their
payment habits and preferences.

The observed payment method selections are explained by the demographic
trends that were found. E-wallets like GCash and Maya became the most popular
payment methods (60%), which may be explained by the fact that engineering
students, who make up a major portion of the respondents, are typically more
accustomed to and exposed to digital tools. Their preference is a reflection of both
the accessibility and the increasing confidence that youthful consumers have in
mobile banking systems. The fact that 51% of respondents choose monthly
installment payments highlights the financial difficulties that many students
experience. This trend shows that students value manageability and flexibility in
their transactions, striking a balance between their limited resources—such as part-
time income or allowances and academic costs. These results collectively imply that
students' payment habits are impacted by their demand for financial flexibility as
well as their technological orientation.

The findings in the tables reflect previous research highlighting the function of
digital finance in assisting student groups that are both financially disadvantaged
and technologically savvy. The prevalence of e-wallets indicates a significant
movement toward cashless transactions, which is consistent with findings in other
higher education contexts and the global trend of financial digitization. These
parallels indicate that the UBBC student population is not only adapting to but also
embodying broader trends in digital finance and economic pragmatism. Thus, the
demographic profile offers a thorough insight of how students handle their finances,
technology familiarity, and ease in their everyday academic lives when combined
with payment preferences and usage frequency.
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4.2  Student Satisfaction and Service Quality Perceptions on E-Payments

This section assesses how students view the security, dependability, responsiveness,
perceived utility, and perceived ease of use.

Table 2. Student Satisfaction and Service Quality Perceptions on E-Payment’s
system in terms of security, reliability, responsiveness, perceived usefulness
and perceived ease of use alongside their overall satisfaction.

Verbal
Interpreta-
Security and Privacy Mean SD tion
I feel secure knowing that UB provides us with guide-
lines on how to protect our accounts and personal infor-
mation by using strong passwords. 3.38 0.65 agree
R, Verbal Inter-
Reliability Mean SD pretation
I believe that the e-payment system is reliable in main-
taining my transaction records and histories. 3.46 0.59 agree
Verbal Inter-
Responsiveness Mean SD pretation
The e-payment system provides me with a real-time
transaction 3.28 0.68 agree
Verbal Inter-
Perceived Usefulness Mean SD pretation
I find it convenient to use the e-payment system with the
different modes of payment provided by UB.
3.40 0.60 agree
Verbal In-
Perceived Ease of Use Mean SD terpretation
[ find it convenient to use the e-payment system with the Strongly

different modes of payment provided by UB. 3.62 0.60 Agree
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Both perceived safety and functional dependability appear to be key factors in The
table 2, show that most students believe the payment system is safe and dependable,
and most of them concur that having clear instructions on how to use it safely adds to
their sense of security. Although sporadic technological difficulties were identified as
opportunities for improvement, students also acknowledge the system's dependability,
placing their faith in its accuracy and record-keeping procedures. Students praised
responsiveness as well, recognizing the effectiveness of real-time processing despite
occasional hiccups that interfered with the user experience. Respondents expressed
great satisfaction with the system overall, praising its accessibility across devices,
variety of payment alternatives, and utility. These results demonstrate that although
there are still some small issues, most people believe the payment system to be reliable
and user-friendly for students.

Students' confidence in the system, based on the positive assessments obtained
across these service quality aspects. Students' increasing knowledge of the risks
associated with digital transactions is reflected in the emphasis on security, where clear
policies and safeguards allay worries. Response time and dependability indicate that
the system can manage transactions effectively, which is essential for reducing student
stress associated with financial commitments. The degree of satisfaction, which is
directly related to accessibility and convenience, shows how crucial smooth digital
platforms are for students juggling their money management and academic
obligations. Small problems like sporadic glitches don't seriously lower satisfaction;
instead, they draw attention to areas where ongoing system maintenance and updates
could increase confidence.

The results are consistent with other research highlighting how important service
quality is in determining user loyalty and confidence in digital banking systems.
Security and privacy are essential for maintaining long-term use of e-payment
platforms, particularly among younger populations that are suspicious of fraud, as [20]
point out. Like this, [3] emphasizes that responsiveness and dependability are crucial
factors that directly affect how well a system is perceived. Recent studies of
administrative and payment systems have shown that providing flexible, easily
accessible options what [1] refers to as "ubiquitous service availability” significantly
increases user satisfaction.

4.3  Identified Barriers and Concerns with the University’s E-Payment System

Although the system is generally seen favorably, the tables show that students still
encounter several obstacles that negatively impact their experience using it. The plat-
form's perceived responsiveness and dependability are adversely affected by sporadic
technical problems including bugs, sluggish response times, and system outages. The
system's wider significance in financial management is also limited since, although it
has been helpful in processing payments, students typically do not view it as a tool for
financial planning or budgeting. The lack of knowledge with some services, such
transaction history and automated payment reminders, which are underutilized despite
their potential advantages, is another issue that has been noted. These obstacles show
that despite the system's widespread acceptance and trustworthiness, there are still ar-
eas that need improvement in terms of user involvement and functionality.
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These results imply that maintaining long-term system adoption requires both
technological dependability and user knowledge. The existence of bugs and outages
emphasizes how crucial it is to provide ongoing system updates and technical
assistance in order to preserve students' trust in digital platforms. Due to a lack of user
education, students may not be making the most of the system's full potential, as
evidenced by the limited use of features like transaction history and reminders. Similar
to this, students' attitudes toward financial literacy and design constraints are reflected
in the platform's perceived as a payment tool alone, rather than as a more
comprehensive financial management resource. According to this view, the platform's
value might be increased by enhancing system stability, user training, and financial
education. This would make it more than just a simple way for students to make
payments; it could also help them make better financial decisions.

Students' concerns are in line with research on the adoption of digital services,
which highlights the importance of technological dependability, feature awareness,
and user education in guaranteeing long-term use. Lastly, it showed that if digital
payment systems are paired with budgeting tools and backed by educational programs,
they may contribute more to the advancement of financial literacy. According to these
research, system acceptance, contentment, and long-term sustainability can all be
considerably increased by resolving technical problems and improving user
understanding.

4.4 TImplications of Findings for System Improvement

The study's findings offer several concrete recommendations for enhancing the UBBC
electronic payment system. First, in order to minimize downtime, decrease glitches,
and further strengthen perceptions of responsiveness and dependability, technological
improvements are required. In order to assist students, get the most out of the platform,
user education should also be given top priority. This can be achieved by holding
seminars, orientations, or awareness drives that highlight underutilized features like
transaction history and payment reminders. In order to satisfy the varied interests of
the student population, the system can broaden its collaborations with banks, e-wallet
providers, and other financial institutions in the crucial area of inclusion. Finally,
maintaining the platform's convenience, security, and readiness for the future requires
constant innovation and system adaptation to match students' changing digital habits.

According to these guidelines, UBBC's e-payment system's ability to meet the
wider demands of its users will be just as important to its success as its technical
capabilities. While improving financial literacy through user education can turn the
platform from a straightforward payment channel into a tool that supports good
financial management, strengthening reliability through system enhancements will
directly increase trust. While continued innovation meets the demands of a student
body that is accustomed to using technology, expanding payment alternatives
acknowledges the diversity of student preferences and guarantees inclusivity. When
combined, these actions will strengthen the platform's position as a vital financial
service for the institution while also enhancing student satisfaction and promoting
long-term loyalty and adoption.

The findings from the body of research on digital banking and service quality are
in line with these suggestions. System availability and reliability are two of the most
important factors influencing consumer trust in e-payment services. According to [20]
user education is crucial to optimizing the usefulness of digital platforms, especially
for younger users who might not fully utilize all of the capabilities. By addressing both
technical and user-centered aspects, these studies lend credence to the notion that
UBBC's e-payment system can increase efficiency, satisfaction, and long-term sus-
tainability.
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Table 3. Relationship of Level of Satisfaction in Perceived Ease of Use on
Service Quality and Electronics Service Quality Dimensions

Dimensions Pearson-r p-val- Decision on Verbal
ues Ho Interpreta-
tion
Security and 0.74 0.22 Failed Not Signif-
Privacy to Re- icant
ject
Efficiency 0.81 0.01 Reject
Significant
Assurance 0.84 0.01 Reject Significant
Reliability 0.84 0.01 Reject Significant
Responsive- 0.68 0.69 Failed Not Signif-
ness to Re- icant
ject

Significance level is 95% (<.05)

The University of Batangas—Batangas Campus (UBBC) e-payment system was
evaluated by college students using the Pearson-r correlation coefficient. The results
showed that responsiveness (R=0.68, P=0.69) and security and privacy (R=0.74,
P=0.22) had a strong positive association with the degree of satisfaction in perceived
ease of use, while efficiency (R=0.81, P=0.01) and both assurance and reliability
(R=0.84, P=0.01) showed a very strong positive relationship. For the relationship
test, there is sufficient evidence to conclude that students' perceptions of the UBBC
e-payment system's efficiency, assurance, and reliability are significantly correlated
with their level of satisfaction with perceived ease of use. However, there is insuffi-
cient evidence to conclude that security and privacy and responsiveness are signifi-
cantly correlated (r=0.77; p=0.01, 0.01, and 0.01; and 0.22 and 0.69, respectively).
These findings suggest a strong correlation between UBBC's e-payment system's
perceived ease of use and the three main service quality criteria of efficiency, assur-
ance, and dependability. Efficiency in the context of electronic payments refers to
the system's ability to facilitate quick and easy financial transactions, including the
payment of tuition, textbooks, housing, and other costs. In order to build trust, a
user-friendly system must provide efficient, secure, and dependable service factors
that are necessary for a positive e-payment experience. Assurance reflects students'
confidence that their financial information is safe and secure, while reliability en-
sures transactions are processed correctly and on time.

4.5. Significant relationship between the profile of the respondents and level
of satisfaction of the students towards University of Batangas’ e-pay-
ment services using the TAM Model

The table shows the relationship between the profile of the participants and level of
satisfaction in the TAM model in terms of gender, Department, Methods of Payment
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and frequency of use.

Table 4. Relationship of Level of Satisfaction in TAM model in terms of
gender, Department, Methods of Payment and frequency of use.

Deci-
P sion on Verbal Inter-

Dimension N X2 DF CV_ VALUE Ho pretation

Failed to
AGE 3 1.71 9 16.92 0.99  Reject Not Significant

Failed to Not Signifi-
GENDER 5 4.30 6  59.64 0.64 Reject cant

Failed to Not Signifi-
DEPARTMENT 6 6.21 30 4378 0.99  Reject cant
METHODS OF Failed to Not Signifi-
PAYMENT 28 8.37 6 1259 0.21  Reject cant
FREQUENCY Failed to Not Signifi-
OF USE 20 0.50 6 12.59 0.99  Reject cant

The chi-square tests of independence revealed that there was no significant relation-
ship between students’ satisfaction with the e-payment system, as measured through
the Technology Acceptance Model (TAM), and their demographic profiles such as
age and gender. This suggests that satisfaction levels with the system remain con-
sistent across these groups, indicating that e-payment services provide equitable us-
ability regardless of demographic differences. Younger and older students alike ben-
efit from the convenience and accessibility of digital transactions, and gender differ-
ences do not appear to influence satisfaction, highlighting that the system’s design
and functionality are broadly accessible and user-friendly. These results reinforce
findings from previous studies, such as those by [12], [13] which emphasize that sat-
isfaction is more closely tied to system performance and quality rather than demo-
graphic distinctions.

Similarly, the results showed that departmental affiliation, mode of payment, and
frequency of use also do not significantly affect satisfaction levels. Students from
different academic backgrounds expressed similar perceptions, suggesting that crit-
ical factors such as efficiency, reliability, and ease of use core components of TAM
play a stronger role in shaping satisfaction than contextual factors like department
or payment preference. This finding aligns with [1] who argued that the quality of
e-payment services, rather than institutional or personal factors, drives user satisfac-
tion. Additionally, while modes of payment and frequency of use were expected to
play a role, the results indicate that as long as the system accommodates commonly
used methods and functions smoothly, these variables do not significantly alter sat-
isfaction. This supports [16] and [17] who highlighted that ease of use and service
quality are more influential in initial adoption but have less impact on satisfaction
once users are accustomed to the technology.

Overall, these findings suggest that satisfaction with UB’s e-payment system is
not determined by demographic or contextual characteristics but by the system’s
overall functionality and user experience. This highlights the importance of contin-
ued investments in reliability, efficiency, and ease of use, which are critical to sus-
taining satisfaction across diverse groups of students. For policy and practice, this
means that improvements in technological design, transaction accuracy, and service
quality should remain the primary focus, as these factors will drive student trust and
engagement more effectively than tailoring features based on demographic profiles
or usage patterns.
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4.6 Plan of Action to the University of Batangas-Batangas Campus e-payment
Rationale: The researchers have drawn proposed strategies for E-payment system
adoption at the University of Batangas to encourage the students to utilize an e-payment
system as it is more efficient, reliable, and trustworthy. The plan includes strategies that
appeal to issues and concerns of the students regarding the e-payment.

Areas of Objectives Strategies  Person Time Budget Perfor-
Concerns Responsi- Fram mance Indi-
ble e cator
Performance of To enhance Conductin-  Guest 1-day 10,000  Students’
UB’s E-Pay- studenten-  terdepart- Speaker seminar confidence
ment System:  gagement in mental sem- (bank man- and  profi-
Efficiency, Re- e-payment, it inarsto edu- ager) ciency in us-
liability, and is important  cate stu- ing the e-
Assurance to explain dents on the payment sys-
and empha-  safety of the tem are ex-
size the e-payment pected to in-
safety and se- system and crease by
curity fea- to provide 90%
tures of UB’s guidance on
e-payment navigating it
system effectively
Address- To help Implement a IT 3 weeks 20,000 75% of
ing Issues students chatbot sys- Department 30,000 Students will
and Con- address tem to en- have access
cerns on prob- hance user to chatbox
Enhancing lems re- support and that can as-
Transac- lated to minimize sist them in
tion Accu- transac- transaction their transac-
racy tion er- errors by of- tion issues
rors fering real-
time assis-
tance and

guidance
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Issues and To help stu- Provide us- IT 4 weeks 10,000  75% of Stu-
Concerns: dents address ers with a Department dents will be
Safeguarding problems two-factor able to ena-
E-payment ac- concerning  authentica- ble the two-
counts from transaction  tion option, factor au-
Unauthorized eITorS. requiring thentication
Access both a pass- option,
word and a which is ex-
confirma- pected to in-
tion code crease their
from their usage of the
device. In- e-payment
tegrate a se- system
curity status
dashboard
that dis-

plays recent
login activ-
ity and
alerts for
unusual ac-
count ac-
cess at-
tempts

Issues and Con- To help stu- Implement IT Every 5,000 95% of
cerns: Enhanc-  dents ad- dashboard Department  online the students
ing Transaction dress con- updates in pay- will be at
Dependability  cerns re- the E-Brah- ment ease in
garding the  man ac- trans- their every
success of count to no- acti on online
their trans-  tify students transaction
actions that a pay- and user
ment has trust in the
been made system will
and is being rise
processed,
with an esti-
mated re-
flection pe-
riod of 2-3
days in the
student
ledger

4.7  Proposed Multi-Function Identification Card-Sample Layout

To achieve this, the researchers intended to form a partnership with the Maya platform
for students to securely store their funds. The process of collaborating with Maya for
the multi-purpose ID card begins with the researchers reaching out to Maya through
official channels. Discussions are initiated to explore the integration of Maya's system
into the card. Together, they will work on technical setup, testing, and finalizing legal
aspects. Once completed, the integrated system will be launched and promoted to stu-
dents.

The identification card is provided at no cost; however, an initial deposit might be
required, varying based on the specific Maya policies. This deposit serves as an account
funding or activation requirement, ensuring that users have a starting balance in their
associated account upon acquiring the card. The amount needed for the initial deposit
may differ among banks and could potentially be used to cover any associated fees or
facilitate immediate use of the card for transactions. The card will be activated once it
is linked to the Maya app that is available for both ios and android devices, it can link
up to three cards at the same time.
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FEATURES OF THE CARD

1. School ID

2. Cashless Transactions (e.g tuition)

3. Students can store funds

4. It contains QR code that will be directed to:
e university’s online payment website
e guide on how to pay online

r 7 University of 3
& Batangas
0000 00000 0000 0000
VALID
THRU 00/00
STUDENT'S SIGNATURE
Person to notify in case of emergency:
Juana Dela Cruz
DELA CRUZ Tel/Cell. No.: 09234567910
JUAN D_ REGISTRAR
E
L 1234567 | \§ y |

5 Conclusion and Recommendation

The researchers formulated their conclusions based on the data and information
gathered from the findings. Thus, the conclusions are presented below:

This study's scope was limited exclusively to the e-payment system offered at
the University of Batangas Main Campus. The findings do not include data on tra-
ditional payment methods or apply to students who do not use the campus's e-pay-
ment services. The survey respondents were only those college students actively
using the system at the Main Campus during the time of the research.

The findings suggest that the University of Batangas—Batangas Campus (UBBC)
students, particularly those from the College of Engineering and within the 21-23
age group, are generally satisfied with the e-payment services provided by the insti-
tution. Their strong positive perceptions toward efficiency, reliability, and security
reflect that e-payment systems have successfully gained student trust and acceptance.
This highlights the importance of clear security protocols, user-friendly processes,
and real-time transaction features in fostering adoption of digital financial platforms
within educational settings. For administrators, this implies that continued invest-
ment in secure and efficient e-payment infrastructures can strengthen institutional
credibility and encourage broader digital adoption among students.

At the same time, the results underscore the value of aligning institutional pol-
icies with students’ needs by addressing their primary concerns such as transaction
errors or discrepancies while continuing to refine service quality and ease of use.
The lack of significant correlation between student profile and satisfaction also sug-
gests that e-payment systems are broadly accessible and effective across demo-
graphic groups, making them equitable tools for digital finance in education. Future
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research may explore how external factors, such as evolving fintech innovations or
shifts in regulatory frameworks, might influence students’ perceptions and satisfac-
tion. Additionally, longitudinal studies could assess whether students’ early adop-
tion of e-payments in school translates into sustained digital financial behaviors in
their professional and personal lives. There is no significant relationship between
the profile of the participants and the level of satisfaction of the students towards the
University of Batangas’ e-payment services using the TAM model. The researchers
proposed an action plan that can encourage students to adopt an e-payment system
through different strategies aimed at improving the performance of the e-payment
system and addressing students' issues and concerns related to it.

The researchers advanced their study by analyzing the collected data, which
subsequently led to the formulation of the following recommendations: The study
highlights that while students generally have a positive perception of UBBC’s e-
payment system, there is still room for improvement to sustain and enhance their
satisfaction. The researchers emphasize the importance of continuous technological
innovation, such as refining the user interface, strengthening security protocols, di-
versifying payment options, and ensuring faster and more seamless transactions.
These improvements not only address current student concerns but also align with
broader trends in financial technology, positioning the university as proactive in
adapting to evolving digital payment practices.

Furthermore, the proposed action plan offers a structured approach to enhanc-
ing students’ overall experience by streamlining transaction processes and providing
more reliable services. To complement this, the researchers recommend building
stronger feedback mechanisms such as regular surveys and engagement platforms
to capture student concerns and suggestions. Doing 3so would create a cycle of con-
tinuous improvement, ensuring that the system remains user-centered and respon-
sive. For future research, this underscores the need to explore how ongoing system
enhancements and user engagement strategies impact adoption, trust, and long-term
satisfaction with institutional e-payment systems.
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	      ASSESSMENT OF SERVICE QUALITY DIMENSIONS AND STUDENT’S SATISFACTION IN USING E PAYMENT SERVICES OF  UNIVERSITY OF BATANGAS -BATANGAS  CAMPUS 
	  1 Introduction 
	            1College of Business, Accountancy and Hospitality Management University of  Batangas 

	                                                                                                         In addition, China is among the top nations in the world for using electronic  payments for everyday transactions. Various firms employ e-payments as part of  their transaction process to keep up with emerging technical trends. Alibaba, a mas- sive e-commerce company with its social media platform WeChat, and Tencent, a  gaming company, are responsible for this achievement. These days, their names are  well recognized and accessible to all customers. [1] emphasizes in his essay that  China's most recent method is based on digital wallets and QR codes, which are  made possible by two significant internet companies: WeChat Pay, which is con- nected to Tencent, and Alipay, which is connected to Alibaba. To sum up, e-pay- ments in China create a unique payment landscape with a range of incentives for  payment service providers, retailers, and customers. 
	                                                                                                                       This study is based on the Technology Acceptance Model (TAM), which holds  that perceived usefulness (PU) and perceived ease of use (PEOU) are the two main  criteria influencing consumers' behavioral intention to embrace a technology. Effi- ciency, assurance, and dependability are service quality factors that have a direct  impact on both PU and PEOU in the context of e-payment systems. Students are  more likely to see the e-payment system as helpful in expediting their transactions  and as simple to use without requiring a lot of work if they believe it to be effective,  safe, and reliable. Their overall level of happiness and intention to keep using tech- nology are influenced by these perceptions. 
	                                                                                                       Additionally, in keeping with worldwide technical trends that have been in place  since 2017, the University of Batangas Batangas-City (UBBC) has smoothly incor- porated an online payment system for the convenience of its students. Students can  readily access this system by using their e-brahman accounts. To make it simple and safe for students to pay their tuition and other fees, the UBBC has worked with a  number of banks and payment processors. Additionally, they accept payments using  online bank payment channels. Now that they don't have to wait in line for a long  time at the cashier to pay their transaction fees, students may save time and enjoy  the convenience that the e-payment system offers. Online tuition payment allows  parents and authorized payers to monitor payment processes and make methodical  tuition payments. 

	   Fig. 1 Conceptual framework 
	                       Analyze the perception of the students on the service quality dimension of e-payment system in terms of security and privacy, efficiency, assurance, reliabil-ity and responsiveness.  . 
	  2 Literature Review 
	                   This study determines how college students perceive the University Batangas e-pay- ment system's service quality and degree of satisfaction. It aims to address the fol- lowing goals: 

	                                                                Students' propensity to embrace e-payment systems is highly influenced by per- ceived advantage, performance expectancy, and perceived risk/security, according  to an empirical study conducted across six universities by [13]. Importantly, they  found negative correlations between perceived risk and security, indicating that stu- dents' anxiety over security actively lowers their willingness to use the system. This  directly supports the focus of your study on students' fear of fraud. 
	                                                            According to [22], e-payments' advantages such as their high-quality services,  time savings, round-the-clock accessibility, less paperwork, and safe transactions  have made more individuals choose them. According to [4], cashless payment sys- tems are essential to schools' transition to blended learning while also assisting in  the safety of school staff by removing the risks associated with handling currency 
	                                                            [17] study in a university context discovered that student satisfaction with digital  payments was highly influenced by perceived trust and utility. One important find- ing, though, was that perceived risk, security, and simplicity of use did not signifi- cantly affect the study. To resolve a possible discrepancy in the academic findings,  this conclusion emphasizes the necessity for your study to ascertain whether the ex- periences of Filipino university students are consistent with this or if security con- tinues to be a major obstacle. 

	                                                                    Digital payments encourage an effective payment and settlement system, which  can enhance a nation's e-commerce. By lowering trading costs and improving pay- ment efficiency, the implementation of a digital payment system can encourage e- commerce. (2020, BSP). More Filipinos are using e-wallet or e-payment systems  than using credit cards, according to data from the Bangko Sentral ng Pilipinas  (BSP). According to [22], Filipinos have other options for doing digital financial  transactions without depending on actual currency or credit cards thanks to plat- forms like GCash and PayMaya. 
	                                                                                                   [21] found a substantial correlation between user happiness and familiarity and  structural guarantees. E-payment systems were deemed "very effective" by Filipino  HEIs in terms of speed and ease of use, with a focus on usability [13]. According to  additional research on digital payments in higher education [17] and general mobile  payment apps [15], perceived utility, information quality, service quality, and post- usage confirmation are important factors for both initial adoption and ongoing use. According to [5] a person's assessment of a usefulness belief and the degree of that belief may influence perceived usefulness. Altering the assessment of an existing salient belief could likewise alter an individual's perceived usefulness. This could  entail making an already-existing positive belief more salient. 

	                                                                                                                                                                 The researchers employed a correlational research design to investigate the possible cause-and-effect link between college students' satisfaction with the University of  Batangas' e-payment services and their impression of the service quality dimension.  Therefore, stratified random sampling is the sampling method employed in this  study since it can be utilized to divide college students into departments and select  a random sample from each department for reliable findings. The researchers used  the Raosoft sample size calculator to get a sample size of 253 respondents out of  3,664 college students who used the online payment system. The respondents come  from a variety of departments, including the College of Engineering, which has the  largest population (127 or 50.20%), followed by the College of Business, Account- ancy, and Hospitality Management (34 or 13%), the College of Arts and Sciences,  22 or 9%, the College of Information and Communication Technology, 13 or 5%,  the College of Nursing and Midwifery, 13 or 5%, and Technical Education, 12 or  5%. The College of Allied Medical Sciences and the College of Education each have  6 or 2%, and the College of Criminal Justice Education makes up a smaller portion,  4 or 1.58%. The data was analyzed and interpreted using the SPSS Software Pack-age. 
	             Table 1. Data on the demographics, preferred payment methods, and frequency  of use of student e-payments. 
	  Frequency (f) 
	                                                                                                         The respondents' information would be handled with the highest confidentiality  and utilized only for academic research, the researchers promised. Prior to gathering  data, the researchers obtained the informed consent of every respondent, ensuring voluntary participation in accordance with study ethics. The goal of the study, the  steps involved, and the participants' freedom to discontinue participation at any mo- ment without facing any consequences were explained to them. In order to ensure that responses could not be linked to specific people, the respondents' anonymity  was rigorously preserved by refraining from gathering personally identifiable infor- mation. To ensure that the study complied with ethical requirements for academic  research, the researchers also upheld the values of honesty, integrity, and respect for  the rights and welfare of the respondents. 

	 129 
	 127 
	 60% 
	 Department 

	                  This section assesses how students view the security, dependability, responsiveness,  perceived utility, and perceived ease of use. 
	            I feel secure knowing that UB provides us with guide- lines on how to protect our accounts and personal infor-
	 Reliability 
	   Security and Privacy 

	                                                                                                                       Students' confidence in the system, based on the positive assessments obtained  across these service quality aspects. Students' increasing knowledge of the risks  associated with digital transactions is reflected in the emphasis on security, where clear  policies and safeguards allay worries. Response time and dependability indicate that  the system can manage transactions effectively, which is essential for reducing student  stress associated with financial commitments. The degree of satisfaction, which is  directly related to accessibility and convenience, shows how crucial smooth digital  platforms are for students juggling their money management and academic  obligations. Small problems like sporadic glitches don't seriously lower satisfaction;  instead, they draw attention to areas where ongoing system maintenance and updates  could increase confidence. 
	          4.3 Identified Barriers and Concerns with the University’s E-Payment System 

	                                                                                    Students' concerns are in line with research on the adoption of digital services,  which highlights the importance of technological dependability, feature awareness,  and user education in guaranteeing long-term use. Lastly, it showed that if digital  payment systems are paired with budgeting tools and backed by educational programs,  they may contribute more to the advancement of financial literacy. According to these  research, system acceptance, contentment, and long-term sustainability can all be  considerably increased by resolving technical problems and improving user  understanding. 
	                                                                                                                                   The study's findings offer several concrete recommendations for enhancing the UBBC  electronic payment system. First, in order to minimize downtime, decrease glitches,  and further strengthen perceptions of responsiveness and dependability, technological  improvements are required. In order to assist students, get the most out of the platform,  user education should also be given top priority. This can be achieved by holding  seminars, orientations, or awareness drives that highlight underutilized features like transaction history and payment reminders. In order to satisfy the varied interests othe student population, the system can broaden its collaborations with banks, e-walle providers, and other financial institutions in the crucial area of inclusion. Finally, maintaining the platform's convenience, security, and readiness for the future requires  constant innovation and system adaptation to match students' changing digital habits. 
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	                                                                                            The researchers advanced their study by analyzing the collected data, which  subsequently led to the formulation of the following recommendations: The study highlights that while students generally have a positive perception of UBBC’s e- payment system, there is still room for improvement to sustain and enhance their satisfaction. The researchers emphasize the importance of continuous technological innovation, such as refining the user interface, strengthening security protocols, di- versifying payment options, and ensuring faster and more seamless transactions.  These improvements not only address current student concerns but also align with  broader trends in financial technology, positioning the university as proactive in  adapting to evolving digital payment practices. 
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