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ABSTRAK 
Tujuan. Meskipun penelitian mengenai adopsi Financial Technology (FinTech) dan kinerja UMKM telah banyak dilakukan, masih terbatas 
penelitian kualitatif yang menjelaskan bagaimana sistem pembayaran digital memengaruhi praktik operasional dan keberlanjutan usaha 
UMKM dalam konteks daerah berkembang. Penelitian ini bertujuan untuk menganalisis dampak adopsi FinTech terhadap kinerja UMKM di 
Jawa Timur, Indonesia, yang merupakan salah satu provinsi dengan jumlah UMKM terbesar dan pertumbuhan ekonomi digital tercepat di 
Indonesia. Kontribusi utama penelitian ini adalah memberikan pemahaman kontekstual mengenai bagaimana perceived usefulness, ease of use, 
dan social influence memengaruhi keputusan adopsi FinTech pada UMKM. 
Material dan Metode. Penelitian ini menggunakan pendekatan kualitatif melalui wawancara mendalam semi-terstruktur kepada 10 pelaku 
UMKM sektor makanan dan minuman, ritel, jasa, dan industri kreatif di Jawa Timur. Informan dipilih menggunakan purposive sampling 
berdasarkan penggunaan aktif sistem pembayaran digital seperti QRIS, e-wallet, dan mobile banking. Wawancara berlangsung selama 45–60 
menit dan dianalisis menggunakan analisis tematik melalui proses open coding, axial coding, dan kategorisasi tema berdasarkan Technology 
Acceptance Model (TAM) dan Unified Theory of Acceptance and Use of Technology (UTAUT). 
Hasil. Hasil penelitian menunjukkan bahwa adopsi FinTech meningkatkan efisiensi transaksi, akurasi pencatatan keuangan, kenyamanan 
pelanggan, dan daya saing usaha. Perceived usefulness menjadi faktor dominan yang memengaruhi adopsi, terutama dalam mengurangi 
inefisiensi transaksi tunai dan mempercepat pelayanan. Ease of use mendorong UMKM dengan keterbatasan kemampuan teknologi untuk 
menggunakan QRIS dan e-wallet, sedangkan social influence dari pelanggan, pelaku usaha lain, dan institusi keuangan mempercepat keputusan 
adopsi. Namun demikian, tantangan masih ditemukan dalam aspek literasi digital, infrastruktur internet, dan risiko keamanan siber. 
Kesimpulan. Penelitian ini berkontribusi secara teoritis dengan memperluas penerapan TAM dan UTAUT pada konteks UMKM di daerah 
berkembang Indonesia, serta menunjukkan bahwa keberhasilan adopsi FinTech dipengaruhi tidak hanya oleh faktor teknologi tetapi juga 
kondisi sosial-ekonomi lokal. Secara praktis, penelitian ini menekankan pentingnya program literasi digital, penguatan infrastruktur, dan 
dukungan kebijakan untuk mendorong transformasi digital UMKM yang inklusif di Jawa Timur. 
Kata Kunci 
Financial Technology; UMKM; Kinerja Usaha; Literasi Digital; Transformasi Digital 

ABSTRACT 
Backgrounds. Although studies on Financial Technology (FinTech) adoption and MSME performance have been widely conducted, limited 
qualitative evidence explains how digital payment systems influence MSME operational practices and business sustainability within specific 
regional contexts in developing economies. This study addresses this gap by exploring the experiences of MSMEs in East Java, Indonesia, a 
province with one of the largest MSME populations and rapid digital economic growth in the country. The study contributes by providing 
contextual insights into how perceived usefulness, ease of use, and social influence shape FinTech adoption among MSMEs in emerging 
regional economies. 
Methods. This study employed a qualitative approach using semi-structured in-depth interviews with 50 MSME owners from the food and 
beverage, retail, service, and creative sectors in East Java. Informants were selected through purposive sampling based on their active use of 
digital payment systems such as QRIS, e-wallets, and mobile banking. Interviews lasted between 45–60 minutes and were analyzed using 
thematic analysis with coding procedures consisting of open coding, axial coding, and theme categorization based on the Technology 
Acceptance Model (TAM) and Unified Theory of Acceptance and Use of Technology (UTAUT). 
Results. The findings reveal that FinTech adoption improves transaction efficiency, financial recording accuracy, customer convenience, and 
business competitiveness. Perceived usefulness emerged as the strongest factor influencing adoption, particularly in reducing cash-handling 
inefficiencies and accelerating service delivery. Ease of use encouraged MSMEs with limited technological capability to adopt QRIS and e-
wallet systems, while social influence from customers, peer businesses, and financial institutions accelerated adoption decisions. However, 
challenges remain regarding digital literacy, internet infrastructure, and cybersecurity risks. 
Conclusions. This study contributes theoretically by extending TAM and UTAUT within the context of MSMEs in regional Indonesia and 
demonstrates that FinTech adoption is influenced not only by technological factors but also by contextual socio-economic conditions. 
Practically, the study highlights the importance of digital literacy programs, infrastructure development, and policy support to strengthen 
inclusive digital transformation among MSMEs in East Java. 
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I. INTRODUCTION 

The fast growth of digital technology has greatly changed the world economy, especially in the financial industry. One 
of the biggest changes in recent years is Financial Technology, or FinTech, which uses digital tools to make financial services 
faster, easier to use, and more convenient for people. FinTech has become an important force in helping more people access 
financial services and supporting economic growth, particularly in countries like Indonesia (Rahman et al., 2023; Susanto 
& Nurhadi, 2024). The increasing use of mobile phones and internet access has made it easier for people to use digital 
financial services like mobile banking, electronic wallets, and payment systems that use QR codes. The urgency of this study 
has increased significantly following the rapid acceleration of digital transformation after the COVID-19 pandemic. Digital 
payment systems such as QRIS, e-wallets, and mobile banking have become increasingly important for MSMEs to maintain 
business continuity, improve transaction efficiency, and adapt to changing consumer behavior toward cashless transactions. 
According to Bank Indonesia (2024), QRIS transaction volume in Indonesia grew by more than 170% between 2022 and 
2024, indicating a substantial shift in digital payment adoption among businesses and consumers. In addition, the Indonesian 
Ministry of Cooperatives and SMEs reported that more than 24 million MSMEs had entered the digital ecosystem by 2024, 
reflecting the growing importance of digital transformation for business sustainability. 

Micro, small, and medium businesses are very important for Indonesia's economy. They help create jobs and contribute 
a lot to the country's total economic output. However, small and medium-sized businesses often struggle with structural 
issues like having trouble getting access to money, using outdated ways to handle transactions, and not having good financial 
management practices (OECD, 2023; World Bank, 2024). The rise of FinTech offers a chance to solve these problems by 
offering affordable and easy-to-use financial tools that are suited for small businesses. Digital payment systems, like QRIS 
in Indonesia, have made it easier to process payments and allowed small businesses to take part in the digital economy. East 
Java represents one of the most strategically important regions for MSME development in Indonesia. According to the 
Ministry of Cooperatives and SMEs (2024), East Java has more than 9.7 million MSMEs, making it one of the provinces 
with the largest MSME populations in the country. MSMEs in East Java contribute significantly to regional employment 
and Gross Regional Domestic Product (GRDP), particularly in the food and beverage, retail, manufacturing, and creative 
sectors. At the same time, the province has experienced rapid growth in digital payment adoption due to increased internet 
penetration, smartphone usage, and government support for QRIS implementation. However, disparities in digital literacy, 
technological readiness, and internet infrastructure remain major challenges, especially among small-scale businesses 
located outside urban centers. These conditions make East Java an academically important context for examining how 
FinTech adoption affects MSME business performance in developing regional economies. 

Small businesses are increasingly adopting FinTech because they perceive digital financial technologies as useful, easy 
to use, and socially necessary within today’s competitive business environment. Recent studies show that perceived 
usefulness and ease of use remain important determinants influencing MSMEs’ intention to adopt digital payment systems 
and financial technologies (Irianto & Chanvarasuth, 2025; Santika et al., 2024). In addition, social influence, including 
customer expectations, peer business adoption, and institutional encouragement, significantly affects MSME decisions to 
implement digital payment systems such as QRIS and e-wallets (Wismantoro & Susilowati, 2021; Bailusy et al., 2025). For 
MSMEs, customer demand and competitive pressure often become major drivers of FinTech adoption as businesses seek to 
improve transaction efficiency, customer convenience, and operational competitiveness. In this study, TAM and UTAUT are 
integrated into the interview indicators to examine how MSME actors experience FinTech adoption in their daily business 
operations. The concept of perceived usefulness is reflected in MSME perceptions regarding transaction efficiency, faster 
payment processing, improved financial recording, and increased customer convenience. Ease of use is examined through 
MSME experiences related to the simplicity of QRIS, e-wallets, and mobile banking applications, particularly among users 
with limited technological capability. Meanwhile, social influence is analyzed through the role of customer demand, peer 
recommendations, and encouragement from financial institutions or government programs in shaping MSME decisions to 
adopt digital payment systems. By integrating these theoretical constructs into qualitative interviews, this study aims to 
provide a more contextual understanding of technology adoption behavior among MSMEs in East Java. 

Even though there are some advantages, small and medium businesses still face several difficulties when trying to use 
FinTech solutions. Many small and medium-sized business owners struggle with issues like not knowing much about digital 
tools, having trouble getting good internet connections, and worrying about safety and scams (World Bank, 2022). These 
challenges can stop FinTech from being used well and reduce its effect on how businesses perform. The advantages of using 
FinTech can be different for each business, and this depends on things like the type of industry they're in, how big their 
operations are, and how ready they are to use technology. Recent empirical evidence also indicates that FinTech adoption 
among Indonesian MSMEs remains uneven despite rapid digitalization growth. AFTECH (2024) reported that digital 
payment usage is concentrated mainly in urban areas and among younger entrepreneurs with higher digital literacy levels. 
Similarly, OECD (2023) emphasized that MSME digital transformation in developing countries is strongly influenced by 
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infrastructure readiness, technological capability, and institutional support. These findings suggest that technological 
adoption is not solely determined by system availability but also by broader socio-economic and contextual factors. 

Past research has mostly shown that using FinTech can help improve how well a business does, especially when it 
comes to making things more efficient, cutting costs, and making customers happier (Chen et al., 2019). However, there isn't 
much real-world evidence from specific places, like East Java in Indonesia, to support these ideas. Many current studies use 
numbers and big sets of data, but they might miss how real people in small businesses experience things and the reasons 
behind their choices. Although previous studies have extensively discussed FinTech adoption, MSME performance, and 
digital payment systems, most studies focus primarily on quantitative analysis and large-scale statistical relationships. 
Limited research provides qualitative and contextual evidence regarding how MSME actors in regional Indonesia experience 
the operational impact of FinTech adoption in their daily business activities. Furthermore, previous studies rarely integrate 
TAM and UTAUT constructs into interpretative qualitative analysis that explains why MSMEs perceive FinTech as useful, 
easy to use, or socially important. Therefore, this study contributes by providing in-depth qualitative evidence from East 
Java and by connecting technology adoption theories with MSME operational experiences in emerging digital economies. 

This study tries to address this gap by looking at how FinTech adoption affects the performance of small and medium 
businesses in East Java, using a qualitative method. This study looks at real-life situations to better understand how FinTech 
impacts the way small and medium businesses operate, make money, and stay competitive. Besides that, the study also looks 
at the difficulties and dangers people face when using FinTech, like problems with understanding digital tools and keeping 
financial transactions safe. The results of this study are likely to add value to both theoretical understanding and real-world 
applications. From a theoretical point of view, the study builds on current models of how technology is adopted by including 
factors that are specific to small and medium businesses in developing countries. From a practical point of view, the results 
offer useful information to help policymakers, financial organizations, and other interested parties create plans that support 
the digital transformation of small and medium-sized businesses. 

II. MATERIAL AND METHOD 

This study employs a qualitative research approach to examine how FinTech adoption affects the performance of micro, 
small, and medium enterprises (MSMEs). A qualitative approach is considered appropriate because it enables researchers to 
explore participants’ experiences, perceptions, and decision-making processes in greater depth, particularly in understanding 
how MSME actors experience digital transformation within their daily business activities (Simorangkir et al., 2025; Sukriyah 
et al., 2025). This approach is especially relevant for examining how MSMEs interpret the usefulness, ease of use, and social 
influence of FinTech adoption in real operational contexts, where technological adaptation is closely connected to socio-
economic and organizational conditions (Tedjomurti & Arofah, 2025; Bailusy et al., 2025). The data for this study were 
collected through semi-structured interviews with ten MSME owners in East Java who actively use digital payment systems 
such as QRIS, e-wallets, and mobile banking in their business operations. The informants consisted of MSMEs from several 
sectors, including food and beverage, retail trade, services, and creative industries. The businesses had been operating for 
approximately 3 to 15 years and varied in business scale, allowing the study to capture diverse experiences related to FinTech 
adoption. 

The participants were selected using purposive sampling, a technique commonly used in qualitative research to identify 
individuals who possess relevant knowledge and direct experience related to the phenomenon under study (Saunders et al., 
2019). The purposive sampling method was selected because this study specifically required MSME actors who had practical 
experience using digital financial services in daily transactions. MSMEs without experience in digital payments were not 
included because they could not provide relevant insights regarding FinTech adoption and business performance. The 
number of informants was considered sufficient because the study prioritized obtaining rich and in-depth information rather 
than statistical generalization. Recent qualitative research emphasizes that smaller sample sizes are acceptable when 
participants provide detailed insights that are highly relevant to the research objectives and contextual understanding of the 
phenomenon being studied (Hennink & Kaiser, 2022; Sim et al., 2023). Data collection was terminated after reaching 
thematic saturation, a condition in which additional interviews no longer generated substantially new themes or meaningful 
information regarding FinTech adoption, operational efficiency, and digital payment experiences among MSMEs (Saunders 
et al., 2023; Low, 2025). 

The interview questions were developed based on major constructs commonly applied in recent technology adoption 
studies, including perceived usefulness, ease of use, and social influence within digital financial service adoption among 
MSMEs (Rahman et al., 2023; Wismantoro & Susilowati, 2021). These constructs remain widely used to explain how 
business actors evaluate the benefits, simplicity, and social relevance of adopting digital payment technologies in emerging 
economies. Perceived usefulness was explored through questions related to transaction efficiency, revenue improvement, 
customer convenience, and financial recording accuracy. Ease of use was examined through participants’ experiences 



 
The Impact of Financial Technology Adoption on MSME Business Performance in East Java, Indonesia 

 

 

47 Volume 7 Nomor 1, 2026 
 

regarding the accessibility and simplicity of QRIS and e-wallet applications, particularly among MSME actors with limited 
technological capability. Meanwhile, social influence was analyzed through questions concerning customer demand, peer 
recommendations, and encouragement from financial institutions or government digitalization programs in supporting 
MSME adoption of digital payment systems (Bailusy et al., 2025; Santika et al., 2024). 

In addition, the questions explored practical aspects such as the impact of FinTech on transaction efficiency, revenue 
changes, customer behavior, and operational challenges. The semi-structured format allowed respondents to express their 
views freely while ensuring consistency across interviews. Each interview lasted approximately 45–60 minutes and was 
conducted either face-to-face or online depending on participant availability and business conditions. All interviews were 
conducted in Indonesian to ensure participant comfort and encourage more natural responses. The interviews were audio-
recorded with participant consent and subsequently transcribed verbatim to ensure accuracy during data analysis. 

The collected data were analyzed using thematic analysis, a method widely employed in recent qualitative research to 
identify recurring patterns, meanings, and themes within textual data (Byrne, 2022; Xu & Zammit, 2020). The analysis 
process consisted of several stages, including data familiarization, open coding, axial coding, theme categorization, and 
interpretation of findings. Open coding was initially conducted to identify significant statements related to FinTech adoption 
experiences among MSMEs. Axial coding was subsequently applied to connect related codes into broader analytical 
categories such as operational efficiency, customer behavior, digital literacy, and barriers to technology adoption. Finally, 
selective coding was used to identify central themes and explain the relationships between empirical findings and technology 
adoption constructs associated with FinTech implementation in MSME operational contexts (Tie et al., 2020; Castleberry & 
Nolen, 2021). 

The coding process was conducted manually by systematically reviewing interview transcripts multiple times to ensure 
consistency and depth of interpretation. This analytical approach enabled the researchers not only to describe what happened 
during FinTech adoption but also to explain why MSMEs perceived digital payment systems as useful, easy to use, or socially 
necessary within the Indonesian MSME context. To enhance the validity of the findings, this study employed triangulation 
by comparing responses across multiple participants. Consistent patterns observed across different respondents were 
considered strong evidence of underlying trends. In addition, member checking was conducted by reconfirming several 
interview interpretations with selected participants to ensure the accuracy of the researchers’ interpretations. Direct 
quotations from respondents were also incorporated into the findings section to strengthen empirical authenticity and 
credibility. Ethical considerations were carefully implemented throughout the research process. Participation in the study 
was entirely voluntary, and all participants provided informed consent before the interviews were conducted. The 
confidentiality of participant identities and business information was maintained by anonymizing all respondent data during 
transcription and reporting. Furthermore, interview recordings and transcripts were securely stored and used solely for 
academic research purposes. 

While qualitative research provides rich insights, it also has limitations. The relatively small sample size may limit the 
generalizability of the findings. However, the purpose of this study is not statistical generalization but rather an in-depth 
understanding of FinTech adoption experiences among MSMEs in East Java. This study also emphasizes interpretative 
analysis rather than merely descriptive findings. The experiences of MSME actors indicate that FinTech adoption in 
Indonesia is strongly influenced by contextual socio-economic factors, including customer behavior, digital literacy, 
infrastructure readiness, and competitive business pressure. In line with TAM, MSMEs adopted FinTech because they 
perceived digital payments as useful for improving transaction efficiency and customer service. Meanwhile, UTAUT is 
reflected through the significant role of social influence, particularly customer expectations and peer adoption, in 
encouraging MSMEs to adopt QRIS and e-wallet systems. Therefore, FinTech adoption among Indonesian MSMEs should 
not only be understood as a technological decision but also as an adaptive response to broader digital economic 
transformation. 

III. RESULT 

The findings indicate that FinTech adoption among MSMEs in East Java has become increasingly widespread, although 
the level of adoption varies across businesses. Most respondents initially relied on cash transactions before gradually 
transitioning to digital payment systems. This pattern reflects recent digital innovation adoption studies suggesting that 
MSMEs tend to adopt financial technologies progressively as they become more familiar with the benefits, operational 
practicality, and market demands associated with digital payment systems (Bailusy et al., 2025; Rahman et al., 2023). The 
gradual transition from conventional cash transactions to QRIS and e-wallet systems also demonstrates how technological 
adaptation among MSMEs is shaped by continuous interaction with customers, peer businesses, and broader digital 
economic transformation. The transition toward digital payment systems accelerated significantly after the COVID-19 
pandemic, particularly due to changing customer preferences toward cashless transactions. Most respondents stated that 
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customers increasingly expect businesses to provide QRIS and e-wallet payment options. One respondent from the food and 
beverage sector explained: 

“Before the pandemic, almost all customers paid in cash. Now many customers directly ask whether QRIS is available. If we do not 
provide digital payment, some customers prefer to buy from other stores.” (Respondent 3, Food and Beverage MSME) 

This finding demonstrates that social influence, as emphasized in the UTAUT framework, plays a critical role in FinTech 
adoption among MSMEs. In the Indonesian MSME context, adoption decisions are not solely driven by internal business 
strategies but are strongly influenced by customer expectations and competitive pressure from surrounding businesses. 
Customer demand emerged as a key driver of FinTech adoption. Many MSMEs reported that customers prefer cashless 
payments due to convenience and speed. This finding is consistent with previous studies that highlight the role of consumer 
behavior in driving digital payment adoption (World Bank, 2022). In addition to customer demand, social influence from 
peers and recommendations from financial institutions also contributed to adoption decisions. Several respondents explained 
that they initially adopted QRIS after observing competitors and neighboring businesses using digital payment systems 
successfully. One retail business owner stated: 

“At first, I was hesitant because I was not familiar with digital payments. But after seeing nearby stores using QRIS and customers 
asking for it, I decided to start using it too.” (Respondent 7, Retail MSME) 

This finding is consistent with recent studies highlighting that social influence plays a significant role in shaping 
technology adoption behavior among MSMEs, particularly in the context of digital financial services and cashless payment 
systems (Wismantoro & Susilowati, 2021; Santika et al., 2024). Customer expectations, peer business practices, and 
institutional encouragement often become important external pressures that motivate MSMEs to adopt digital payment 
technologies. However, unlike many previous quantitative studies, this research provides contextual qualitative evidence 
showing that MSMEs in East Java perceive digital payment adoption not merely as technological innovation but also as a 
business survival strategy within increasingly competitive and digitalized market environments (Bailusy et al., 2025; 
Rahman et al., 2023). In terms of operational efficiency, FinTech adoption has significantly improved transaction processes. 
Respondents reported that digital payments reduce the need for cash handling, eliminate the problem of providing change, 
and speed up transactions. These findings align with prior research suggesting that digital payments enhance efficiency and 
reduce transaction costs (Nguyen, 2022; Rahman et al., 2023). 

From the perspective of the Technology Acceptance Model (TAM), these findings indicate that perceived usefulness 
becomes one of the strongest determinants of FinTech adoption among MSMEs. Respondents consistently perceived QRIS 
and e-wallet systems as beneficial because they simplified operational activities and improved service quality. One 
respondent explained: 

“Using QRIS makes transactions faster and easier. We no longer need to prepare small change, and transaction records are automatically 
stored.” (Respondent 1, Retail MSME) 

This finding is consistent with recent studies showing that perceived usefulness remains one of the strongest 
determinants influencing FinTech and digital payment adoption among MSMEs (Rahman et al., 2023; Irianto & 
Chanvarasuth, 2025). In the context of Indonesian MSMEs, perceived usefulness is closely associated with operational 
practicality rather than sophisticated technological features. MSME actors tend to adopt FinTech because digital payment 
systems directly help solve practical transaction problems, improve service efficiency, simplify financial recording, and 
support daily business operations (Susanto & Nurhadi, 2024; Santika et al., 2024). However, the impact on revenue is more 
varied. While some MSMEs experienced noticeable increases in daily income, others reported only marginal improvements. 
This variation suggests that FinTech alone is not sufficient to drive revenue growth; other factors such as product quality, 
location, and marketing strategies also play important roles. 

This finding differs from several previous studies that tend to conclude that FinTech adoption directly improves business 
profitability (Chen et al., 2019). The present study indicates that the relationship between FinTech adoption and MSME 
performance is more complex and context-dependent. FinTech functions primarily as an enabling tool that supports 
efficiency and customer convenience, but sustainable revenue growth still depends on broader business capabilities and 
market competitiveness. The study also identified several challenges associated with FinTech adoption. Limited digital 
literacy was a major barrier, as many respondents lacked formal training in using digital financial tools. Additionally, 
unstable internet connectivity disrupted transactions and reduced efficiency. Cases of fraud, such as fake payment 
confirmations, were also reported, highlighting the risks associated with digital transactions. One respondent from the service 
sector stated: 

“Sometimes the internet connection becomes unstable, especially during busy hours. Customers have already transferred money, but the 
payment notification arrives late, which creates confusion.” (Respondent 5, Service MSME) 
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Another respondent highlighted concerns regarding digital fraud: 

“There were cases where customers showed fake transfer screenshots. Since we were still unfamiliar with the system, we sometimes 
trusted the screenshots without checking the balance first.” (Respondent 9, Food MSME) 

These findings reveal that ease of use within the TAM framework is not solely related to application simplicity but also 
connected to users’ technological readiness and digital literacy. MSMEs with limited digital capability tend to experience 
greater anxiety and operational difficulties during FinTech adoption. This condition reflects the broader challenges faced by 
MSMEs in developing countries, where digital transformation often progresses faster than technological readiness and 
infrastructure development. The findings also demonstrate that FinTech adoption among Indonesian MSMEs is strongly 
influenced by contextual socio-economic factors. Unlike large corporations with more structured digital transformation 
strategies, MSMEs often adopt digital payment systems reactively due to external pressure from customers, competitors, 
and market trends. Consequently, FinTech adoption in the Indonesian MSME sector should be understood not merely as 
technological modernization but as an adaptive response to rapid changes in consumer behavior and digital economic 
ecosystems. 

Theoretically, this study contributes to the development of TAM and UTAUT by demonstrating that perceived 
usefulness, ease of use, and social influence are interconnected within MSME operational realities in emerging economies. 
Previous studies frequently examine these constructs quantitatively, whereas this study provides qualitative evidence 
explaining how these factors emerge in everyday business experiences. Practically, the findings suggest that policymakers 
and financial institutions should not focus solely on increasing the number of MSMEs using digital payment systems. Greater 
attention should also be directed toward improving digital literacy, strengthening internet infrastructure, and enhancing 
cybersecurity awareness among MSMEs. Without adequate support systems, the benefits of FinTech adoption may not be 
fully optimized, particularly among small-scale businesses with limited technological capability. 

IV. CONCLUSION 

The study demonstrates that FinTech adoption contributes positively to MSME operational efficiency, transaction 
effectiveness, and customer service quality in East Java. Rather than merely improving transaction speed, FinTech adoption 
also changes how MSMEs interact with customers and adapt to the increasing demand for digital payment systems in 
Indonesia’s evolving digital economy. This study contributes theoretically by strengthening the application of the Technology 
Acceptance Model (TAM) and Unified Theory of Acceptance and Use of Technology (UTAUT) within the context of 
MSMEs in developing regional economies. The findings show that perceived usefulness, ease of use, and social influence 
are not isolated factors, but interact closely with contextual conditions such as digital literacy, infrastructure readiness, and 
customer behavior. Unlike many previous quantitative studies, this research provides qualitative evidence explaining why 
MSMEs adopt FinTech and how digital payment systems influence their operational practices and business competitiveness. 

From a practical perspective, the study highlights several important policy implications. First, policymakers should 
strengthen digital literacy and financial education programs for MSMEs, particularly for small-scale businesses with limited 
technological capability. Second, improving internet infrastructure and digital accessibility remains essential to support 
effective FinTech implementation, especially in non-urban areas of East Java. Third, financial institutions and government 
agencies should increase cybersecurity awareness and provide technical assistance to reduce the risks of digital fraud and 
transaction errors among MSMEs. 

The findings also indicate that FinTech adoption alone is insufficient to guarantee business growth. Sustainable MSME 
performance depends on broader factors such as product quality, marketing capability, customer trust, and managerial 
readiness. Therefore, digital transformation policies should be integrated with broader MSME development strategies to 
create long-term business sustainability. This study has several limitations. The research involved a relatively small number 
of participants and focused only on selected MSME sectors in East Java, which may limit the generalizability of the findings 
to other regions or industries. In addition, the qualitative approach emphasizes in-depth interpretation rather than statistical 
measurement. 
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