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Abstract— This study examined the effectiveness of the e-

payment system and the level of client satisfaction among 

students and parents/guardians of one private higher 

education institution in the Negros Island Region during 

the academic year 2026–2027. It described the 

respondents’ profile in terms of age, sex, and type of user, 

and assessed the effectiveness of the e-payment system 

alongside client satisfaction. A quantitative descriptive 

research design was employed involving 336 respondents, 

consisting of 169 students and 167 parents/guardians. 

Data were gathered using a researcher-made 

questionnaire that underwent validity and reliability 

testing to ensure accuracy and consistency. Findings 

showed that the respondents were mostly female and aged 

31 years old and above, with nearly equal representation of 

students and parents/guardians. The e-payment system was 

rated highly effective, while clients were very satisfied with 

the system. Results revealed no significant differences in 

the effectiveness of the e-payment system when 

respondents were grouped according to age and type of 

user. However, a significant difference was found 

according to sex. Client satisfaction showed no significant 

differences according to age and sex but significantly 

differed according to type of user, with parents/guardians 

reporting a higher level of satisfaction than students. The 

study concludes that the e-payment system provides an 

effective and satisfactory means of completing school-

related financial transactions, highlighting the importance 

of continuously enhancing the system to improve digital 

financial services and user experiences. 

 

Index Terms— client satisfaction, digital payments, e-

payment system, higher education, system effectiveness 

 

I. INTRODUCTION 

 

The rapid advancement of digital technology has 

transformed financial transactions across 

organizations, including educational institutions. 

Electronic payment systems support faster and more 

convenient transactions, improve access to financial 

services, and can reduce manual processing and 

transaction errors. In higher education, these systems 

have become an important part of school fee collection 

and digital service delivery [1]–[4]. 

 

Despite these advantages, e-payment implementation 

continues to raise concerns involving accessibility, 

reliability, security, transaction accuracy, technical 

issues, and user satisfaction. These concerns make 

regular evaluation necessary to determine whether a 

system meets users’ expectations and institutional 

objectives [5], [6]. 

 

This study examined an e-payment system used by a 

private higher education institution in the Negros 

Island Region. It determined the respondents’ 

demographic profile; assessed the system’s 

effectiveness and clients’ satisfaction when grouped 

by age, sex, and type of user; and tested whether 

significant group differences existed. The study was 

anchored on the Technology Acceptance Model, 

which emphasizes perceived usefulness and perceived 

ease of use as important factors in technology 

acceptance [7]. In the context of digital payments, 

convenience, reliability, security, efficiency, and 

accuracy are closely related to favorable user 

evaluations and continued use [8]–[10]. 

 

II. RESEARCH ELABORATIONS 

 

A. Research Design and Respondents 

The study used a quantitative descriptive survey 

design. The population consisted of 2,069 students and 

parents/guardians who used the institution’s e-

payment system during academic year 2026–2027. 

Using Yamane’s formula with a 5% margin of error, a 

sample of 336 respondents was obtained. The final 

sample consisted of 169 students and 167 

parents/guardians. A non-probability quota sampling 

technique with a convenience sampling approach was 

used. 
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B. Research Instrument 

A 22-item researcher-made questionnaire served as 

the primary data-gathering instrument. It contained 

sections on demographic profile, e-payment system 

effectiveness, and client satisfaction. Effectiveness 

was measured using a five-point scale from Highly 

Ineffective to Highly Effective, while satisfaction was 

measured from Very Dissatisfied to Very Satisfied. 

Five experts in research and business administration 

evaluated the instrument for content validity, 

producing an average rating of 4.60. A pilot test 

involving 30 e-payment users yielded a Cronbach’s 

alpha of 0.934, indicating very high reliability. 

 

C. Data Collection and Analysis 

Institutional and ethical approvals were secured before 

data collection. The questionnaire was administered 

online and included instructions, a data privacy 

agreement, and a screening question. Collection 

continued until the required sample of 336 qualified 

respondents was reached. Frequency and percentage 

described the respondent profile; mean and standard 

deviation summarized effectiveness and satisfaction; 

Kruskal–Wallis H tested differences across age 

groups; and Mann–Whitney U tested differences by 

sex and type of user. Statistical decisions were made 

at the 0.05 level of significance. 

 

III. RESULTS AND FINDINGS 

 

A. Demographic Profile 

 

Table I. Demographic Profile of Respondents 

Profile Category f % 

Age 15 years old 28 8.33 

 16–20 years old 91 27.08 

 21–25 years old 44 13.10 

 26–30 years old 72 21.43 

 
31 years and 

above 
101 30.06 

Sex Male 122 36.31 

 Female 214 63.69 

User 

Type 
Student 169 50.30 

 Parent/Guardian 167 49.70 

 

The largest age group was 31 years and above 

(30.06%), followed by respondents aged 16–20 years 

(27.08%). Females comprised 63.69% of the sample. 

Students and parents/guardians were almost evenly 

represented, at 50.30% and 49.70%, respectively. 

 

B. Level of E-Payment System Effectiveness 

 

Table II. Effectiveness of the E-Payment System by 

Respondent Profile 

Profil

e 
Category 

Mea

n 
SD 

Interpretati

on 

Age 15 4.35 
0.4

2 

Highly 

Effective 

 16–20 4.40 
0.4

5 

Highly 

Effective 

 21–25 4.27 
0.5

9 

Highly 

Effective 

 26–30 4.50 
0.4

3 

Highly 

Effective 

 31+ 4.46 
0.3

6 

Highly 

Effective 

Sex Male 4.52 
0.4

1 

Highly 

Effective 

 Female 4.36 
0.4

5 

Highly 

Effective 

User 

Type 
Student 4.37 

0.4

5 

Highly 

Effective 

 
Parent/Guardi

an 
4.46 

0.4

3 

Highly 

Effective 

 

All demographic groups rated the e-payment system 

as highly effective. The highest age-group mean was 

recorded among respondents aged 26–30 years (M = 

4.50, SD = 0.43), while the lowest was among those 

aged 21–25 years (M = 4.27, SD = 0.59). Males 

reported a higher mean effectiveness score (M = 4.52) 

than females (M = 4.36). Parents/guardians also 

reported a slightly higher mean (M = 4.46) than 

students (M = 4.37). These consistently high ratings 

indicate favorable perceptions of the system’s 

convenience, accessibility, reliability, and support for 

school-related financial transactions. 
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C. Level of Client Satisfaction 

 

Table III. Client Satisfaction by Respondent Profile 

Profil

e 
Category 

Mea

n 
SD 

Interpretati

on 

Age 15 4.40 
0.4

4 

Very 

Satisfied 

 16–20 4.36 
0.4

4 

Very 

Satisfied 

 21–25 4.38 
0.5

4 

Very 

Satisfied 

 26–30 4.51 
0.4

6 

Very 

Satisfied 

 31+ 4.49 
0.4

1 

Very 

Satisfied 

Sex Male 4.49 
0.4

4 

Very 

Satisfied 

 Female 4.41 
0.4

6 

Very 

Satisfied 

User 

Type 
Student 4.37 

0.4

7 

Very 

Satisfied 

 
Parent/Guardi

an 
4.50 

0.4

2 

Very 

Satisfied 

 

Respondents across all groups were very satisfied with 

the e-payment system. Among age groups, 

respondents aged 26–30 years had the highest mean 

satisfaction score (M = 4.51, SD = 0.46). Males 

reported M = 4.49 compared with M = 4.41 for 

females. Parents/guardians recorded M = 4.50, while 

students recorded M = 4.37. The close range of mean 

scores shows that favorable experiences were broadly 

shared across the system’s primary users. 

 

D. Significant Differences in Effectiveness and 

Satisfaction 

 

Table IV. Tests of Significant Differences 

Outcome 
Groupi

ng 
Statistic 

p-

value 

Decisio

n 

Effectiven

ess 
Age 

H = 

6.653 

0.15

5 

Not 

Signific

ant 

 Sex 

U = 

10221.5

00 

<0.0

01 

Signific

ant 

 
User 

Type 

U = 

12492.5

00 

0.06

8 

Not 

Signific

ant 

Satisfacti

on 
Age 

H = 

7.015 

0.13

5 

Not 

Signific

ant 

 Sex 

U = 

11543.5

00 

0.07

4 

Not 

Signific

ant 

 
User 

Type 

U = 

11991.0

00 

0.01

6 

Signific

ant 

 

Effectiveness did not significantly differ by age (H = 

6.653, p = 0.155) or type of user (U = 12492.500, p = 

0.068). A significant difference was found by sex (U 

= 10221.500, p < 0.001), although both male and 

female respondents still rated the system as highly 

effective. Client satisfaction did not significantly 

differ by age (H = 7.015, p = 0.135) or sex (U = 

11543.500, p = 0.074). However, satisfaction differed 

significantly by type of user (U = 11991.000, p = 

0.016); parents/guardians reported a higher descriptive 

mean than students. These results suggest that user 

role and demographic characteristics may shape some 

aspects of system evaluation even when overall 

perceptions remain favorable [11], [12]. 

 

IV. DISCUSSION 

 

The findings indicate that the e-payment system 

generally met users’ needs for practical and reliable 

school-fee transactions. The consistently high 

effectiveness ratings are compatible with prior work 

emphasizing ease of use, usefulness, security, and 

efficiency as important considerations in digital 

payment adoption and evaluation [3], [8], [9]. 

Likewise, the very high satisfaction ratings support 

evidence that system quality, service quality, 

convenience, and perceived usefulness contribute to 

positive experiences with mobile and electronic 

payment services [10], [13]. 

 

The significant difference in effectiveness assessments 

by sex indicates that male and female respondents did 

not evaluate system effectiveness in exactly the same 

way, despite both groups assigning high ratings. The 

study did not establish a causal explanation for this 
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difference. The significant difference in satisfaction by 

user type similarly suggests that students and 

parents/guardians may experience or evaluate the 

payment process differently. Parents/guardians had a 

higher mean satisfaction score, while students 

remained within the very satisfied category. These 

findings reinforce the value of collecting feedback 

separately from major user groups rather than relying 

only on an overall satisfaction measure [11], [12]. 

 

From a management perspective, maintaining a highly 

rated system requires continued monitoring rather than 

assuming that favorable ratings eliminate the need for 

improvement. Transaction verification and 

reconciliation, system maintenance, security controls, 

usability improvements, and responsive user 

assistance remain important areas for sustaining 

service quality. 

 

V. CONCLUSION 

 

The respondents were predominantly 31 years old and 

above and female, while students and 

parents/guardians were nearly equally represented. 

The e-payment system was perceived as highly 

effective across all demographic groups and clients 

were very satisfied with the service. Effectiveness did 

not significantly differ by age or user type but differed 

significantly by sex. Satisfaction did not significantly 

differ by age or sex but differed significantly by user 

type, with parents/guardians reporting a higher mean 

satisfaction score than students. 

 

The institution should continue regular evaluation of 

the e-payment system and use user feedback to guide 

improvements. The Accounting and Finance Office 

may strengthen monitoring, verification, and 

reconciliation of electronic transactions, while IT 

personnel and system developers may continue 

improving functionality, usability, security, and 

reliability. Particular attention may be given to student 

feedback because students reported a slightly lower 

level of satisfaction than parents/guardians. Future 

studies may examine additional variables, broaden the 

respondent population, or compare e-payment 

platforms across institutions. 

 

 

 

ACKNOWLEDGMENT 

 

The author acknowledges the Graduate School of La 

Carlota City College, the research adviser and 

validators, the participating institution, and the 

students and parents/guardians who contributed their 

time and responses to the study. 

 

REFERENCES 

 

[1] World Bank, “Digital financial services,” 2021. 

[2] C. J. B. Raon, M. V. De Leon, and R. P. Dui, 

“Adoption of e-payment systems in the 

Philippines,” Jurnal Ilmu Komunikasi, vol. 18, 

no. 1, pp. 123–134, 2021. 

[3] R. Ramayanti, N. A. Rachmawati, Z. Azhar, and 

N. H. Nik Azman, “Exploring intention and 

actual use in digital payments: A systematic 

review and roadmap for future research,” 

Computers in Human Behavior Reports, vol. 13, 

Art. no. 100348, 2024. 

[4] D. I. Cendana and T. D. Palaoag, “The potential of 

designing a digital payment framework for 

Philippine HEIs,” IOP Conference Series: 

Materials Science and Engineering, vol. 803, no. 

1, Art. no. 012045, 2020. 

[5] A. O. Adeniyi and A. A. Adegbite, “Electronic 

payment system and financial sustainability of 

tertiary institutions in Nigeria,” African Journal 

of Economic and Management Studies, vol. 13, 

no. 4, pp. 683–696, 2022. 

[6] M. Saong, E. C. Zuñiga, and K. T. Palmares, 

“Satisfaction with and challenges of bank 

remittance in student payments in the 

Philippines,” International Journal of Academe 

and Industry Research, vol. 4, no. 3, pp. 20–36, 

2023. 

[7] F. D. Davis, “Perceived usefulness, perceived ease 

of use, and user acceptance of information 

technology,” MIS Quarterly, vol. 13, no. 3, pp. 

319–340, 1989. 

[8] A. A. Alalwan et al., “Fintech and contactless 

payment: Help or hindrance? The role of 

invasion of privacy and information disclosure,” 

International Journal of Bank Marketing, vol. 42, 

no. 1, pp. 66–93, 2024. 



© AUG 2026 | IRE Journals | Volume 10 Issue 2 | ISSN: 2456-8880 
DOI: https://doi.org/10.64388/IREV10I2-1722611 

IRE 1722611          ICONIC RESEARCH AND ENGINEERING JOURNALS 3205 

[9] S. Joshi, M. Sharma, P. Bisht, and S. Singh, 

“Explaining the factors influencing consumer 

perception, adoption readiness, and perceived 

usefulness toward digital transactions,” Rajagiri 

Management Journal, vol. 15, no. 1, pp. 39–52, 

2021. 

[10] M. Al Amin, A. M. Muzareba, I. U. Chowdhury, 

and M. Khondkar, “Understanding e-

satisfaction, continuance intention, and e-loyalty 

toward mobile payment application during 

COVID-19,” Journal of Financial Services 

Marketing, vol. 28, pp. 318–340, 2023. 

[11] A. A. Al-Qudah, M. Al-Okaily, G. Alqudah, and 

A. Ghazlat, “Mobile payment adoption in the 

time of the COVID-19 pandemic,” Electronic 

Commerce Research, vol. 24, pp. 427–451, 2024. 

[12] L. Saksono, “Exploring the factors on student 

satisfaction with digital payments in higher 

education,” Jurnal Pendidikan Humaniora, vol. 

11, no. 4, pp. 215–224, 2023. 

[13] L.-T. Nguyen et al., “Unlocking pathways to 

mobile payment satisfaction and commitment,” 

Journal of Computer Information Systems, vol. 

63, no. 4, pp. 998–1015, 2023. 


