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Abstract

Technological advancement has driven changes in SME payment systems, shifting from non-digital methods
toward digital payments. However, not all business operators adopt digital payments, as differences in technology
readiness, business characteristics, and the habits of SME operators and customers have caused both methods to
remain in use. This study aims to compare digital and non-digital payments in SMEs and analyze their effects on
transaction efficiency and customer satisfaction. A qualitative method with a phenomenological approach was
employed to understand SME operators’ direct experiences using both payment methods. Data were collected
through in-depth interviews, direct observation, and documentation, then analyzed using thematic analysis. The
results indicate that digital payments are superior in transaction efficiency due to automated processes; in contrast,
non-digital payments show inconsistent efficiency owing to manual processes, purchase quantities, and customer
volume. In terms of customer satisfaction, no single payment method comprehensively improves satisfaction;
rather, satisfaction is limited to specific customer groups and is influenced by customer habits and digital literacy.
These findings constitute the study’s novelty, indicating that payment system success in SMEs is not solely
determined by technology use, but also by the characteristics of the customers served. Accordingly, this study
suggests that offering both digital and non-digital payments simultaneously is the most effective strategy for SMEs
to meet diverse customer needs.

Keywords: Customer Satisfaction, Digital Payments, Non-Digital Payments, Transaction Efficiency.

1. Introduction

Technological advancement has reshaped human interaction, communication, and
business practices, particularly in the economic and financial sectors (Adelia et al., 2025;
Harahap et al., 2026; Utami, 2024). Technology has become one of the essential needs for
business operators in enhancing competitiveness and driving global economic growth. The
advancement of digital technology has transformed business activities globally, including the
transformation of financial systems in Indonesia. One manifestation of this advancement is
the payment system. In line with the view of Fahrudin and Isnaini (2023) that technological
advancement also drives the growth of the digital economy, one of the felt innovations is the
increasingly developing transaction system. Technological advancement has brought major
changes; transaction activities are no longer limited to the use of cash but have shifted to non-
cash payment systems that are faster and more efficient (Siddiqi et al., 2025; Simangunsong
& Simanjorang, 2025). Research conducted by Maharani et al. (2025) also explains that in
recent years, technological advancement has influenced society’s financial transaction
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patterns, one of which is the digital payment system that has become an important part of the
global economic ecosystem, as digital payment systems have gradually replaced cash
transactions.

As technology has advanced, payment systems in Indonesia have now undergone
changes, encompassing a range of transaction methods from traditional to electronic. It is this
transformation that continues to drive changes in people’s behaviour regarding the use of
technology. In the digital age, electronic payments have become an integral part of Indonesia’s
financial system (Hasan et al., 2025).
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Figure 1. Growth in Electronic Money Transaction Volume
Source: Bank Indonesia (BI), visualized by: Miranda Ayu Resky

This can be seen in the graph as in figure 1 above, which illustrates the trend in the value
and growth of electronic money transactions in Indonesia during the period from December
2023 to December 2024. The graph shows that the value of electronic money transactions has
continued to rise over time. This indicates that the use of electronic money is growing and
playing an increasingly significant role in economic activity. This increase reflects the fact that
electronic money transactions are becoming increasingly accepted and used, in line with
technological advancements and changes in people’s lifestyles in the modern era.
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Figure 2. Number of Frequently Used Financial Technology Types
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Furthermore, based on the types of financial technology most frequently used by the
Indonesian public, as shown in figure 2, it is evident that digital payments are the most
popular fintech service compared to others. The high uptake of digital payments indicates that
Indonesians are becoming increasingly accustomed to using technology for their day-to-day
financial transactions.

Technological advancements have become one of the key factors driving economic
growth and transforming the structure of various business sectors, including the Micro, Small
and Medium Enterprises (MSME) sector (Ndraha et al., 2024). MSME operators are
beginning to adapt to various changes, moving away from a system dominated by cash
payments towards the rapidly growing world of digital payments. In line with the view by
Pradani and Puspita (2025) the intense competition in the digital business sector is driving
SMEs to adapt, as this has become a key factor in maintaining and improving business
performance.

SME operators, particularly Madura shops, are currently facing challenges in running
their businesses, especially in providing fast service and meeting the diverse needs of
customers. One of the main challenges is improving transaction efficiency so that the buying
and selling process runs more smoothly, as well as ensuring customer satisfaction to maintain
loyalty. Furthermore, there are differences in customers’ payment habits; some customers are
accustomed to using digital payments, whilst others still prefer non-digital or cash payments.

A fast payment system plays a significant role in enhancing customer satisfaction, as it
is closely linked to the customer experience. In buying and selling, customers judge not only
the product they purchase but also how the process unfolds. When the payment system
operates quickly, customers do not have to wait long; thus, a swift transaction process makes
customers feel they are being served without wasting time. A slow payment system can also
cause inconvenience, indicating that speed and efficiency directly impact customer decisions
and satisfaction.

For SME operators, the availability of both digital and non-digital payment methods also
influences transaction efficiency and customer satisfaction. The use of digital payment
systems, for example, research conducted by Amanda et al. (2025) shows that the use of digital
payments can help businesses reduce operational costs and improve transaction efficiency.
The implementation of digital payment systems also has an impact on customer satisfaction
(Putra et al., 2023). Digital payment systems enable faster, safer and more convenient
transactions. They can also be processed automatically, unlike non-digital payment methods.
The introduction of these systems represents an adaptation by SMEs to keep pace with
technological advancements and changes in the habits of modern society. Overall,
technological advancements are encouraging SMEs to adopt digital payments, which holds
great potential for facilitating the growth of SMEs in Indonesia. Through the implementation
of digital payments, SMEs can enhance customer loyalty by providing an efficient and secure
transaction experience. Digital payments offer significant benefits to SMEs; however, the
majority of SMEs have yet to adopt digital payment systems (Susanti et al., 2025).

Although the use of digital payments offers a range of benefits, the reality is that many
people still prefer non-digital payment methods over digital ones. This indicates that the use
of digital payments in Indonesia has yet to reach its full potential across all sections of society.
Although the benefits of technology for SMEs are widely recognised, in practice there are still
many SMEs that have not yet adopted digital payment systems. Low digital literacy among
SME operators is one of the main factors hindering the uptake of digital transactions
(Mendrofa et al., 2025). Furthermore, many SMEs still lack technological knowledge and
consequently continue to opt for cash payments (Lestari et al., 2023).
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Although technological advances have brought about various innovations in payment
systems, non-digital payments remain the most commonly used method among the public.
Research conducted by Hanim and Syihabuddin (2025) also show that although digital
payments are widely used, non-digital or cash payments remain the most common method for
small-value transactions. Cash payment systems offer small business owners the convenience
of completing transactions quickly without complicated procedures. Although an increasing
number of people are now switching to digital payments, non-digital payments continue to
play a vital role in ensuring the smooth flow of transactions. Non-digital payments are still
regarded as a practical, easy-to-understand means of payment that can be used without relying
on technological devices.

In practice, this situation is caused by a lack of understanding among SME operators
regarding digital technology, including how digital payment systems work (Mendrofa et al.,
2025). Many SME:s still lack technological knowledge and consequently choose to continue
using cash (Mursalini et al., 2023). Although some MSME operators have switched to digital
transaction systems, this has not entirely hampered their economic activities. MSMEs
continue to adapt by providing non-digital payment options for those who are not yet familiar
with technology. This approach demonstrates the flexibility of SMEs in serving different
generations, thereby maintaining customer loyalty.

Given these circumstances, the author believes that providing payment methods tailored
to customer characteristics is a crucial step for SMEs in maintaining service quality and
customer loyalty. Therefore, research is needed to gain a clear understanding of the strengths
and limitations of each payment method. This study aims to analyse and compare the use of
digital and non-digital payment systems in SMEs, as well as their impact on transaction
efficiency and customer satisfaction. The results of this study are expected to provide insights
for SME operators in determining the appropriate payment strategy in line with business
needs and customer characteristics.

2. Literature Review

2.1. Small and Medium-sized Enterprises (SMEs)

Small, Medium, and Micro Enterprises (SMEs) represent one of the sectors that receives
primary attention in building the economy across various regions. This is due to the significant
contribution of SMEs to the economy and the social welfare of the community (Susanti et al.,
2025). Small, Medium, and Micro Enterprises (SMEs) are enterprises that play an important
role in the economy. The development of micro enterprises in Indonesia is the most strategic
step in strengthening the Indonesian people’s economy. A strong economy derives from the
large number of micro enterprises existing in a country. The large number of micro enterprises
developing in a country will ensure the country’s ability to address the economic needs of its
society (Triningsih, 2024).

Small, Medium, and Micro Enterprises have varying definitional boundaries and
criteria. SMEs have definitional boundaries covering three types of enterprises in accordance
with Law No. 20 of 2008, defined as follows:

a) Micro Enterprises are productive enterprises owned by individuals or individual
business entities.

b) Small Enterprises are productive economic enterprises that operate independently,
carried out by individuals or business entities that are not subsidiaries or branches of
medium or large enterprises, either directly or indirectly.
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¢) Medium Enterprises are productive economic enterprises that operate independently,
carried out by individuals or business entities that are not subsidiaries or branches of
small or large enterprises, either directly or indirectly.

SMEs play a strategic role in national economic development, owing to their large
contribution to job creation, innovation enhancement, and the provision of goods and services
needed by society (Efilia et al., 2024). The diversity of SME characteristics is reflected in the
breadth of business sectors they engage in, encompassing agriculture, industry, and services,
all of which contribute to driving the economy across various layers of society.

The strategic role of SMEs in the economy makes service quality improvement an
important aspect to consider. Along with the advancement of digital technology, SMEs also
face demands to adapt to various innovations in their operational activities, including in the
payment system. The use of digital payment methods such as QRIS, digital wallets, and mobile
banking is one of the efforts that can improve transaction efficiency and provide convenience
for customers. However, not all SME operators are able to adopt digital payment systems
optimally due to various obstacles, such as limited technological knowledge. This condition
has caused some SMEs to continue using non-digital payment systems in their business
activities.

2.2. Payment System

Payment systems are a vital component of the global economy; they play a key role in
ensuring the smooth flow of payments used by businesses and the general public (Alfiana et
al., 2024). In the payment system, there are two types of payment instruments: digital and
non-digital.

2.2.1. Digital Payment Systems (Cashless)

Payment systems in Indonesia are now evolving in line with technological advances
(Hendrawan et al., 2023). Digital payments are a method that uses mobile technology for
payments, transfers or other transactions. Advances in payment technology have reduced the
role of cash as a means of payment, replacing it with cashless or digital payments, which are
more efficient and cost-effective (Bowo, 2023). Digital payments are transactions that use
electronic money within a digital platform (Tarantang et al., 2019).

By using digital payments, there is no need for cash or face-to-face meetings when
making transactions. Digital payments can be made via electronic devices using specialised
apps designed to facilitate digital transactions. Payment systems are constantly evolving, and
payment service providers are becoming increasingly innovative in offering a range of
payment alternatives using secure, fast and efficient technology that operates on a global scale.

2.2.2. Non-digital Payment Systems (Cash)

A non-digital payment system is a payment system that uses physical currency
(banknotes and coins) as a means of payment. This is the most common form of conventional
payment in economic activities, where transactions between sellers and buyers take place
directly. In this system, payments are made face-to-face without the use of digital technology.
Non-digital or cash payment systems are widely chosen for their convenience. They are
considered easy and practical as they do not require an internet connection. Cash payments
are the simplest and most direct method of transacting, whereby the buyer can immediately
receive the goods or services, and the seller receives the money as payment. Cash payments
are the simplest and most direct method of transacting. The money is handed over as payment,
and the transaction is considered complete once the payment has been made.
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2.3. Transaction Efficiency

Transaction efficiency refers to the ability of a value exchange process to use as few
resources as possible without compromising the quality of the transaction outcome.
Transaction efficiency reflects how effectively a payment system or method is able to speed up
the process. The objectives of transaction efficiency include, among others, ensuring
transactions proceed smoothly as intended, speeding up the transaction process to save time,
making the most of all elements involved so that nothing is wasted, improving quality and
performance to maximize transaction outcomes, and optimizing the quality of transactions for
the benefit of customers.

2.4. Customer Satisfaction
Customer satisfaction occurs when a customer’s needs and expectations regarding a

product or service are met through the service provided. Satisfaction stems from the quality of
the products and services received, thereby resulting in customer satisfaction in terms of the
fulfilment of their needs. In line with the view by Hamzah and Pratiwi (2025), Customer
satisfaction is one of the keys to success; it reflects consumers’ acceptance of a product or
service and can foster positive loyalty and business growth. Furthermore, customer
satisfaction is achieved when the service provided meets or exceeds consumers’ expectations
(Sahabuddin et al., 2024). Customer satisfaction has a significant impact on business growth.
Customers who receive high-quality service and feel satisfied are more likely to become loyal
customers of that business (Setiawati, 2021). High levels of customer satisfaction typically
encourage customer loyalty and increase the likelihood of repeat purchases.

3. Methods

This study employs a qualitative method with a phenomenological approach. This
approach was chosen because the study focuses on experiences, perspectives, and meanings
that are directly felt (Hasan et al., 2025). The subjects of this study are operators of Madura
shops in Denpasar City. Informant selection was carried out in accordance with business
operators who use digital and non-digital payment methods. The selection of Madura shops
as the research location is based on the diverse characteristics of their payment system use.
Some Madura shops have implemented digital payments, while others continue to maintain
cash payments. This condition provides a relevant context for comparing the use of both
payment methods in daily business activities. The study was conducted to obtain a real picture
of the use of both payment methods and their effects on transaction efficiency and customer
satisfaction.

Data were obtained through three data collection techniques, namely interviews with a
number of users of digital and non-digital payment methods. Interviews were conducted
directly using open-ended question guides to explore experiences and perspectives in depth.
Additional information was also supported by direct observation in the field, particularly at
business locations that provide digital and non-digital payments. Observation was carried out
by directly observing the transaction process and payment activities at those locations.
Documentation was also used as supporting data in the form of visual evidence during the
study.

The research procedure was carried out in stages. The first stage involved determining
the research location and selecting informants in accordance with the research focus. The
second stage involved data collection through interviews, observation, and documentation.
The third stage involved grouping and analyzing data based on research themes,
encompassing factors of payment method use, transaction efficiency, and customer
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satisfaction. Subsequently, the collected data were selected and compared to identify patterns
and meanings from the informants’ experiences.

The research results were measured and evaluated through a thematic analysis process
by comparing findings from interviews, observation, and documentation. Data validity testing
was conducted using time triangulation, namely data checking through information collection
at different times to observe the consistency of responses and the conditions observed. This
technique was used so that the data obtained are more accurate, stable, and capable of
describing the actual conditions regarding the use of digital and non-digital payments in SMEs
and their effects on transaction efficiency and customer satisfaction.

Nevertheless, this study was conducted only on Madura shop SMEs in Denpasar City, so
the findings cannot yet be generalized to all SMEs in Indonesia. The research findings more
accurately describe the conditions and experiences of business operators within the context of
the location and type of enterprise studied. Therefore, future research is recommended to
involve more diverse types of SMEs and regions in order to obtain a broader understanding of
the use of digital and non-digital payment systems.

4. Results and Discussion

4.1. Research Results

This study was conducted amongst MSME operators to understand the use of digital and
non-digital payment methods and their impact on transaction efficiency and customer
satisfaction. It employed a qualitative approach centered on interviews, observation and
documentation. This study was able to explore the direct experiences of SME operators in
using the payment methods they employ on a daily basis. The results indicate that the use of
payment methods among SMEs is influenced by business conditions, customer
characteristics, and the operators’ level of technological understanding.

4.1.1. Interview results

The interviews were conducted in person with two informants who use both digital and
non-digital payment methods among MSME operators, yielding the following information.
Regarding the factors driving the use of digital and non-digital payment methods, the first
informant stated that: “Digital payments are more convenient, faster, and can be adapted to
the habits of customers who are accustomed to using technology.” The second informant
stated that: “Due to a lack of understanding of technology, cash payments are chosen because
they are considered easier and safer.” The interview results show that the choice of payment
method among MSME operators is influenced by technological developments, user
convenience, and their level of technological understanding.

Regarding transaction efficiency, the first informant stated that: “Digital payments are
faster and automatic, so there is no need to prepare change, thereby improving transaction
efficiency.” The second informant stated that: “Non-digital payments are not always quick;
payment delays depend on the customer’s shopping situation, and the process takes longer
because change has to be calculated and prepared manually.” The interview results indicate
that digital payments are considered more effective at improving transaction efficiency, as the
process is automated and payments can be made more quickly without the need to prepare
change. Meanwhile, non-digital payments are considered to take longer, as the transaction
process still relies on manual cash counting.
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Regarding customer satisfaction, the first informant stated that: “Digital payments can
increase customer satisfaction among the younger generation, as they align with their
technological habits. However, this is limited to customers who are less tech-savvy and
continue to use cash. Therefore, providing both digital and non-digital payment methods can
satisfy all customer segments.” The second informant stated that: “Customers who are
accustomed to using cash still feel comfortable and their satisfaction is met, so this works
well. Although there are some customers who are accustomed to using digital methods, their
satisfaction is sometimes not met.” The interview results indicate that customer satisfaction
with payment methods is not always consistent, as each customer has different transaction
habits and preferences. Consequently, the simultaneous use of both payment methods is
considered more effective in catering to a wide range of customer profiles and maintaining
overall customer satisfaction.

4.1.2. Results of the Observation

Based on the results of research conducted with the aim of gathering data and seeking
information on all matters relating to digital and non-digital payments, which will
subsequently serve as the subject matter and focus of the study, the observations carried out
yielded the required data. These include the payment transaction process carried out by
customers, the type of payment method used, and the queue situation when making a
payment. Through this observation, the researchers gained a clear picture of how payment
methods are used in everyday life.

4.1.3. Documentation Results

Documentation techniques are used in data collection to supplement the data obtained
from interviews and observations. Documentation is carried out by the researcher to gather
various pieces of evidence relating to field research activities. The types of documentation
collected include:

Figure 3. The Paymét Transaction Process and Evidence of Digital and Non-
Digital Payment Use at the Research Site

Figure 3 shows the differences in transaction mechanisms used by SME operators and
customer habits, namely digital payments and non-digital payments. Both images show
transactions conducted through digital devices that allow the payment process to take place
electronically. Meanwhile, in the other, transactions are still carried out in cash through the
direct exchange of money between customers and sellers.
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Figure 4. Queue Conditions When Making a Non-Digital Payment

Figure 4 shows the transaction atmosphere at SMEs still dominated by cash payments.
During busy customer conditions, the cash payment process has the potential to cause service
delays because business operators must check the monetary denomination and prepare
change. This observation finding is align with the interview findings, which indicate that the
cash payment system tends to require longer transaction times compared to digital payments.

4.2. Discussion

4.2.1. Factors Driving the Use of Both Digital and Non-Digital Payment
Methods
Based on the research findings, the use of digital and non-digital payment methods

reflects differing perspectives and considerations in their selection. Regarding digital payment
use, the findings indicate that the factor driving SME operators to develop various business
strategies is the need to adapt to technological developments and changing customer habits.
This finding is consistent with the theory of Harahap et al. (2026), which explains that
technological advancement and behavioral changes drive adaptation to more modern
payment systems in order to meet the diverse and continuously evolving needs of customers,
particularly the younger generation accustomed to using technology. These changes encourage
SME operators to adapt to technology in order to continue meeting customer expectations and
providing services that align with customer needs, thereby remaining relevant and competitive
(Fajriah, 2025). Digital payments are also considered capable of providing convenience,
accelerating the payment process, and improving transaction efficiency (Hanafi, 2026), thus
facilitating both business operators and customers, as transactions can be completed without
preparing cash or change, allowing transactions to proceed more quickly. The readiness of
SME operators to use digital payments has emerged due to technological advancement and
customer habits that drive a shift toward more practical and modern payment systems.

However, the research findings indicate that digital payment use has not fully become a
primary need for all SME operators. Effendy and Sunarsi (2020) states that digital payment
systems can provide a digital SME platform facility, yet digital payment systems are not always
seamless because not all SME operators are ready to accept valid payments in digital currency.
This difference in perspective is evident in the findings of this study, where some SME
operators have regarded digital payments as an important means of meeting customer needs,
while others still consider digital payments merely as supplementary facilities and not yet an
urgent necessity. This condition is thought to be influenced by business characteristics,
business scale, and the customer profile still dominated by SME operators who continue to
use non-digital payments.
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Meanwhile, the use of non-digital payments is still maintained by some SME operators.
The findings indicate that the driving factor in choosing non-digital payments is the absence
of a perceived urgent need to use digital payments. SME operators indicate that non-digital
payments are considered simpler, safer, easier to use, and require no additional applications
or devices. This shows that ease of use is the primary reason for maintaining the cash payment
method. In addition, the driving factor is also based on concerns about transaction errors in
digital systems and a lack of technological knowledge and skills (Ruisli et al., 2024). These are
among the reasons why SME operators have yet to adopt digital payment methods.
Nevertheless, the findings of this study indicate that the reasons for maintaining cash
payments are not solely attributable to low digital literacy, but also to the characteristics of
customers who are still accustomed to conducting transactions directly using cash. In this
study, the factor of customer preference has emerged as one of the important considerations
influencing SME operators’ decisions to maintain non-digital payment systems.

From the research findings and field observations, the comparison of both perspectives
regarding the factors driving SME operators in their choice of payment system is influenced
by the readiness of SME operators, their level of trust in technology, and the characteristics of
the customers they serve. Digital payments are more effective in terms of speed, offer greater
convenience, and improve transaction efficiency and customer satisfaction (Ekaputra et al.,
2024). However, the benefits of digital payments are more strongly felt by customers
accustomed to using technology. Conversely, non-digital payments are still considered more
appropriate for SME operators accustomed to conducting transactions directly without
technology. Therefore, the findings of this study indicate that the effectiveness of a payment
method is not solely determined by technological advancement, but also by its compatibility
with the business conditions faced by SME operators.

4.2.2. The Impact of Digital and Non-Digital Payments on Transaction
Efficiency

Based on the research findings, differences in the payment methods used by each
business operator indicate variations in the level of transaction efficiency experienced directly
in the field. The findings from SME operators show that the use of digital payments is capable
of accelerating the transaction process, providing payment convenience, improving
transaction security, and creating greater time efficiency. This finding is consistent with the
research of Pangestika et al. (2025), which states that digital payments are capable of
accelerating the transaction process, are easier to use, provide payment security, and achieve
greater time efficiency. This indicates that digital payments have an advantage in terms of
efficiency, as the process is carried out automatically without the need to prepare cash or
change within a short time. Digital payments also constitute one of the components through
which their use can reduce customer queuing time (Sabrina et al., 2026). This condition is
consistent with the theory of transaction efficiency objectives, namely accelerating the process,
saving time, and creating convenience. This indicates that the faster the payment process, the
more efficient the service provided to customers, whether in quiet or busy conditions.

Nevertheless, the findings of this study do not fully align with the view that digital
payments are always more effective than non-digital payments. Juliandhani (2022) found that
there is no significant difference in effectiveness between digital and non-digital payments.
Although digital payments offer various conveniences and can provide good efficiency
effectiveness, non-digital payments are not always synonymous with inefficiency; rather, their
effectiveness depends on the characteristics of the transaction and customer needs. This
finding offers a perspective that differs from some prior studies that place greater emphasis
on the superiority of digital payments over non-digital payments. Under conditions of simple
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transactions and a relatively small number of customers, non-digital payments can still be
conducted quickly and smoothly. Therefore, transaction efficiency is not solely determined by
the type of payment method used, but is also influenced by business conditions and customer
characteristics.

The findings from SME operators still using non-digital or cash payments indicate that
they do not always provide the same level of efficiency under every condition. This shows that
non-digital payments are inconsistent; for small purchase quantities, transactions can proceed
quickly. However, they tend to take longer when purchase quantities are larger or when the
shop is busy. One of the factors affecting the length of transactions is that the process must go
through cash calculation and change preparation that must be carried out manually.
Consequently, the use of a manual system that is not integrated can hinder service and cause
customers to feel neglected (Haikal et al., 2025). This condition arises because non-digital
payments require careful attention to avoid errors (Wibisana, 2025), which becomes the
primary factor causing transactions to be somewhat slow. This indicates that non-digital
payments are less efficient when used under high transaction volume conditions and thus fall
short of meeting the principles of efficiency.

Ultimately, comparing both perspectives, it can be seen that digital payments have a
greater advantage in improving transaction efficiency compared to non-digital payments.
Digital payments are capable of accelerating and stabilizing the transaction process and
reducing queues. Meanwhile, non-digital payments can still be used effectively under certain
conditions, particularly for simple transactions and low transaction volumes, but tend to be
less efficient as customer numbers increase. Therefore, from the perspective of time efficiency,
digital payments are considered more effective in supporting transaction efficiency.

4.2.3. The Impact of Digital and Non-Digital Payment Methods on
Customer Satisfaction
Based on the research findings with SME operators, it is known that the level of customer

satisfaction is influenced by the habits and characteristics of each customer in conducting
transactions. This finding is consistent with the research of Sangapan et al. (2025), which
states that customer satisfaction is strongly influenced by habits and is adjusted to the
individual characteristics of the customers being served. Customer satisfaction is highly
dependent on the payment system available and its alignment with the habits of customers
who come to shop.

SME operators consider digital payments to be an important factor in improving
customer satisfaction, particularly among the younger generation who are accustomed to
conducting digital transactions in line with their habits. This condition arises because digital
payments are easier, faster, and more comfortable for transactions, without the need to carry
cash, allowing transactions to be completed practically. This condition is consistent with the
theory that customer satisfaction is influenced by service quality and speed of service
(Sopiawadi et al., 2026). This has a positive impact and can improve customer satisfaction by
fulfilling the payment method that aligns with their needs and habits.

However, the finding of Astono (2024) states that the presence of digital payments does
not automatically improve the satisfaction of all customers, particularly those who are not yet
accustomed to using digital technology. This finding offers a perspective that differs from
some prior studies that tend to position digital payments as a factor in improving customer
satisfaction. This study found that for customers of older generations or those not yet
accustomed to using technology, digital payments have no effect on their satisfaction. This is
consistent with the theory that dissatisfaction can arise when the service provided does not
match the expectations or capabilities of the customer (Lubis & Rahmadi, 2026). The presence
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of digital payments does not automatically improve customer satisfaction across all age groups
and is only effective for those accustomed to using them.

The research findings from SME operators indicate that maintaining customer
satisfaction across all age groups requires more than providing a single payment method; it
requires offering two payment methods simultaneously. This shows that providing more than
one payment method can have a positive impact in improving overall customer satisfaction to
meet diverse customer needs. In the context of this study, customer satisfaction is more
optimal when customers are given the freedom to choose the payment method that suits their
needs and habits. By providing both payment methods, business operators can accommodate
customers from various age groups and digital literacy levels.

On the other hand, SME operators who only provide non-digital or cash payments
indicate that customer satisfaction becomes limited to specific customer groups. For older-
generation customers accustomed to using non-digital payments due to limited understanding
of technology, this does not pose a problem and can still provide general customer satisfaction
in transactions. SME operators also highlight the constraint that limited digital payment
methods can cause dissatisfaction among some customers.

Thus, comparing the use of both payment methods reveals that no single payment
method can be considered the most superior for all customers. Unlike some literature that
emphasizes the superiority of digital payments in improving customer satisfaction, this study
finds that the level of customer satisfaction is more strongly influenced by the compatibility of
the payment method with the characteristics and habits of customers. Therefore, the most
appropriate step for SMEs is to provide both payment methods by combining digital and non-
digital payments simultaneously. This approach enables business operators to serve all types
of customers, both those accustomed to using technology and those still comfortable with cash,
thereby improving customer satisfaction and maintaining customer loyalty.

5. Conclusion

After conducting comprehensive research and discussion, it can be concluded that the
use of payment systems has a different effect on SME performance, particularly in transaction
efficiency and customer satisfaction. Digital payments are proven to be superior in
accelerating the payment process as they are carried out automatically without requiring
manual calculation, while non-digital payments require more time and demonstrate an
inconsistent level of efficiency influenced by customer volume and purchase quantity. In terms
of customer satisfaction, no single payment method is entirely superior for all conditions.
Digital payments are more capable of satisfying customers accustomed to using technology,
while non-digital payments continue to provide comfort for customers accustomed to
transacting directly and less familiar with technology. Consequently, customer satisfaction
tends to depend on individual habits, so neither payment method can improve satisfaction
across all groups; rather, customer satisfaction is limited to specific customer groups. The
contribution of this study provides an understanding that the success of a payment system
implementation is not solely determined by technological advancement, but by customer
characteristics and the readiness of business operators.

This study contributes by providing empirical evidence from Madura shop SMEs in
Denpasar City regarding the implementation of digital and non-digital payment systems. The
research findings indicate that although digital payments are superior in improving
transaction efficiency, non-digital payments remain necessary to serve certain customers. The
novelty of this study lies in the finding that the effectiveness of a payment system is not only
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determined by technological advancement, but also by customer characteristics, transaction
habits, and the readiness of business operators to adopt payment technology.

Therefore, the implications of this study indicate that SME operators need to provide
diverse payment alternatives in order to improve service quality. This enables business
operators to serve various customer characteristics, thereby improving transaction efficiency
while maintaining overall customer satisfaction. This study has limitations as it was conducted
only on some SMEs in Denpasar City with a limited number of informants, so the findings
cannot be broadly generalized to the entire SME sector. Future research is recommended to
involve a greater number of informants, encompassing various types of SMEs and different
regions, in order to obtain broader findings regarding the effect of payment systems on SME
performance.
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