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Abstract

This research aimed to study the behavior of using digital wallet services, adoption and use of
digital wallets, marketing mix, satisfaction, and problems in using digital wallet services. The sample
consisted of purposively selected 400 digital wallet service users to pay for goods or services at 7-11 in
Phuket Province. The data gathering instrument used was a questionnaire. The data were analyzed using
descriptive statistics, hypothesis testing with t-test, One-way ANOVA, and paired difference test.

The results revealed that the majority of the sample were single female students with the average
age of less than 20 years, and the average monthly income of less than 5,000 baht. They have used the
digital wallet 2-4 times a week to pay for items and transfer money at 7-11. They decided to use the services
due to the involvement of their families, its convenience with no need to carry cash, and its availability
anywhere and anytime. They have studied and made a comparison before making a decision to using digital
wallet services to pay for goods or services. Adoption and use of trustworthiness factors had the greatest
impact on the use of digital wallet services, followed by ease of use, and expectations from use. The
process factor of marketing mix had the greatest impact on digital wallet service adoption, followed by
service channels and products. Satisfaction with using digital wallet services in terms of media facilitating
digital wallets had the greatest impact on the use of digital wallet services, followed by satisfaction with
digital wallet’s convenience, and ease of use. Problems in terms of top-up failure had the greatest impact
on the use of digital wallet services, followed by failure to verify ID card information, and failure to take a
photo to verify identity. The sample with different genders, ages, statuses, occupations, and monthly
incomes had significant differences in their acceptance and use of digital wallets at level of .05. The sample
with different genders, ages, statuses, educational levels, occupations, and monthly incomes had
significantly different effects on satisfaction with using digital wallets at level of .05. The sample with
different uses of digital wallets for payments, functions of usage, people involved in decision making,
locations of service, main reasons for choosing, and steps before deciding to use different services had
significantly different effects on problems in using digital wallet services at level of .05. The results can be
used to make appropriate business plans in the future. The information obtained will be used to develop

and improve the functioning of the digital wallet system.
Keywords: Digital Wallet, 7-11, Marketing Mix Factors
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