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THE EFFECT OF USER AWARENESS, USER KNOWLEDGE, PERCEIVED
UST AND PERCEIVED RISK ON INTENTION TO USE GOP

GO-PAY as one of the GO-JEK mo ey platform in Indonesia ( previously called
Go Wallet ) is a virtual wallet which keep the consumer credit that can be used on transactions
related to services in the GO-JEK application. This study aims to examine "The Effect of User
Awareness, User Knowledge, Perceived Trust and Perceived Risk on Intention to use GOPAY™.

This study uses a quantitative approach with descriptive statistical data analysis
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1. INTRODUCTION
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As one of the developing countries, nesia has experienced rapid development in
digital payment systems. Users of this system can benefit many parties, both consumers and
sellers. Currently, the digital-based payment system in Indonesia is starting to look promising,
various companies engaged in the digital industry are starting to emerge, ranging from Per-Bank
to start-up digital that participates in advancing the movement of the Indonesian economy. One
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to other E-MONEY circulating in Indonesia. The YuGov Indonesia Research shows that GO-
PAY is the most used E-MONEY in Indonesia. This server-based electronic payment system is



ISSN : 2355-9357 e-Proceeding of Management : Vol.7, No.1 April 2020 | Page 1536

expected to play an important role in the financial inclusion target of 75 percent by 2019. The
increasing public interest in the use of electronic money in transactions has also triggered the
oducts. Some of t
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2. LITERATU
2.1 MARKETING

According to Brech in Sudaryono (2016: IS the process of determining consumer
demand for a product or service, motivating the sale of a product or service and distributing the
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product or service to the final consumer by making a profit. According to Kotler in Sudaryono
(2016: 41) marketing is a social and managerial process in which individuals and groups get
creation and exch

buyer be
even if the person is not involved in pla e, or using the product.
2.3 TRA, TAM, and IDT
TRA consists of three main components named as Behavioral intention (BI), Attitude (A)
and Subjective Norm (SN). This theory declares that a person’s behavioral intention depends on
the person's attitude about the behavior and subjective norms. Fishbein and Ajzen (1975)
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Diffusion of Innovation (DOI) Theory, developed by E.M. Rogers in 1962, is one of the
oldest social science theories. It originated in communication to explain how, over time, an idea
or product gains momentum and diffuses (or spreads) through a specific population or social
system. The end result of this diffusion is that people, as part of a social system, adopt a new
idea, behavior, or product. Adoption means that a person does something differently than what
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they had previously (i.e., purchase or use a new product, acquire and perform a new behavior,
etc.). The key to adoption is that the person must perceive the idea, behavior, or product as new
or innovative. It is through this that diffusion is possible.

Bhanot et al. (2012) highlighted that fin to the low-income individuals, distance
to the banks and government contribution as ors influencing mobile banking adoption and
where Chen (2013) suggested that these faCtors are part of the individuals awareness.
Meanwhile, according to Durianto, et al (2004: 30), brand awareness is the ability of a
prospective buyer to recognize, recall a brand as part of a certain product category.
The variable awareness indicator by Sadurawan, Samarasinghe, Kuruppu (2018):
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2.6 Perceived Trust
Trust can be identified as a wi Ice with a sense of comfort, safety,
and risk acceptance (Kim et al., 2010). Brand Image and loyalty are two key components that
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define the users trust on the product or service (Pavlou, 2003).In the study by Siau and Shen
(2003), trust can be divided into two categories: trust in the ability of mobile technology that will
service providers wi
ital fa

increase

service (Gefen, Karahanna, & Straub, her hand, mobile transaction needs to
enter personal information and as a result, t omers expect that their personal information
are secured with the service provider (Zhou, 2011). Based on Paylou (2003) perceived trust
indicator :
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2.8 Intention
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Behavioural intention is defined as a person’s intentions to perform various behaviours. The

measure
variable. The goal here is to understan e dependent variable (Venkatesh et al.,
2003).

2.9 Conceptual Framework

Based on the literature study key attributes which are identified as the factors affecting
the user’s intention to use the mobile money service are awareness, knowledge, trust, risk, buyer
ic factors. Using these factors conce
ption of mobile money servig
his study is shown in Figur
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Source : Adapted fr rasinghe, Kuruppu (2018).

3. RESEARCH METHOD
3.1 Type of Research

This study uses a quantitative approach. Quantitative research is a form of scientific
research that examines one problem from one phenomenon and looks at possible links or
relationships between variables in the issues that are set. The relationship.or relationship used
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a. Respondents’ Response Regarding Variables User Awareness (X1)

Alternative Answer
Question | SD | D | N A SA
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2. | know that 2 5 8 25 60 100 436 500

using

using
Gopay is

asy 1% | 4% | 8% | 20% % | 95,6% | 100%
4 | Canuse 4 3 6 18 69 100 445 500
Very Good
Gopay 4% | 3% | 6% | 18% | 69% | 100% | 89% | 100%
Total Score 1796 | 2000
Very Good
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ding Perceived Trust (X3)
Alternative Answer
NO | Question | SD | D N A | SA | Total
4 |
24 | 62

Ideal
Score | Score

Categories

100

Source: Processed Primary Data'e
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Based on Table, it can be concluded that the perceived trust (X3) belongs to the Very Good

category with a percentage value of 86,5%. This shows that Respondents has the trust to use
gojek.

d. Respondents' Response Regarding 4)
Alternative Answer Total | 1deal
NO | Question |[SD| D | N A | SA | Total Score | Score Categories
W@ B | @ | 6
1. | By using 3 | 7|13 | 24 | 53 | 100 416 500
Gopay,

3

4 | By using
Gopay,
know that Very Good
t:;:ifa 2% | 8% | 12% | 15% | 63% | 100% | 88,2 | 100%
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worry
5 By using 51| 3 8 21 | 63 | 100 |434 500

2500
85,24% | 100%

Total Score

Percentage Score
Source: Processed Primary Data of the Researchgrs, 2019
Based on Table, it can be concluded that the perceived risk (X4) belongs to the Very Good
category with a percentage value of 85,24%. This shows that Respondent know the
consequences if using gopay there still has risk.

e. Res arding Variables Intention (Y)
Alternative Answer
Total

NO | Question | SD | D N A | SA | Total

@ | ©)
23 | 53

Very Good
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Score

Categories

Score

100

Source: ae Researchers, 2019
at the Intention

4.2 Results of

Coefficients?

Standardized

Unstandardized Coefficients Coefficients
Model B | Std. Error Beta
1 (Constant) 292 .302

User Awareness 310 .095 .285
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User Knowledge 467 113 415
Perceived Trust -.188 101 -.163
Perceived Risk .337 110 .302

a. Dependent Variable: Intention

4.3 Simultaneous Significan

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 48.139 4 12.035 35.451 .000P
Residual 32.250 95 .339
Total 80.389 99

a. Dependent Variable: Intention
b. Predictors: (Constant), Perceived Risk, User Awareness, Perceived Trust, User Knowledge

Sourc esearchers, 2019
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ness, User Knowledge, Per
on Intention To Use Gopay

0,000.

st)
Coefficients?

Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 292 .302 .968 .335
User Awareness 310 .095 .285 3.254 .002
User Knowledge 467 113 415 4124 .000
Perceived Trust -.188 101 -.163 -1.859 .066
Perceived Risk 337 110 .302 3.061 .003

a. Dependent Variable: Intention
Source: Processed

The User Aw table (1.985) and a
significance level of 0.00 , it can be concluded that
partially there is a significant influe 1) on Intention To Use Gopay (Y).
The User Knowledge (X2) variable has a tcount (4.124)> t table (1.985) and a significance level
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of 0.000 <0.05, then HO is rejected. Therefore, it can be concluded that partially there is a
significant influence of User Knowledge (X2) on Intention To Use Gopay (Y). The variable

Model Summary®
Adjusted R Std. Error of the

Model R R Square Square Estimate

1 7742 .599 .582 .58265

a. Predictors: (Constant), Perceived Risk, User Awareness, Perceived Trust,
User Knowledge
b. Dependent Variable: Intention

lue is 0.774 and R Square (R2)
t of user awareness, user
way to calculate R Square

of Determinatio

perceived
40,1% isin

that has been stated
previously regarding t edge, perceived trust, and
perceived risk on intention in an be taken that are expected to
provide answers to the problems formulated in this study as follow:
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a) Partially influence the intention to use Gopay.
User awareness (X1) partially have significant influence on Intention to use Gopay ().
i ve significant i (Y).

b) Simultaneously influence

Independent variable (X) which co awareness (X1), user knowledge (X2),
perceived trust (X3), perceived risk (X4) joi or simultaneously has a significant effect on
intention.
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