
ENHANCING ADOPTION OF 
EWALLET TRANSACTIONS AMONG 
CUSTOMERS AND SMES IN KLANG 
VALLEY, MALAYSIA

RAJAN AMALOO SIVANANTHAM

G1639343

UNDER THE SUPERVISION OF PROFESSOR DR. RAFIKUL ISLAM 

DBA 7990 
17/6/2020



Introduction

• When companies enter electronic commerce, choosing an electronic

payment (e-wallet) system that will work well with the way they run

their business, which is both popular and safe, is a major concern.

• In this paper, after examining different e-wallet systems in Klang

Vallet, Malaysia, we identify assessment criteria based on previous

researches and interview with experts. Then, using analytic hierarchy

process (AHP) we prioritize e-wallet systems in Klang Vallet,

Malaysia based on experts opinions.



Problem Statement 

• To execute the omni channel retail management, 8excite’s needs to do 
system integration  with E-Wallet service providers in Malaysia. The 
cost of  system integration is very expensive approx. cost up to 
RM1million and also in terms of cyber security and customer 
Personal Data Protection Act (PDPA), 8excite’s needs to work with 
the  best E-Wallet service provider in Malaysia. 

• In Malaysia there are 37  companies providing E-Wallet service , 
among the 37 E-Wallet service provider the top E-Wallet service 
provider in Malaysia are Grabpay, Boost, Touch N Go, Lazada Wallet 
and Samsung Pay. 

• This project paper will assist 8excite to make decision on to choose 
the best E-Wallet service provider in Malaysia. 



Chapter 1 :Research Question 

This paper addresses the following research

questions:

1. What are common e-wallet methods in Klang

Valley, Malaysia?

2. Which criteria exist for evaluation of eWallet

systems?

3. What is the ranking of eWallet systems?



Scope of Study 

• This consultancy project aims to determine a set

of criteria required to systematically select the

best eWallet in Klang Valley, Malaysia.

• The study is limited to 8excite Sdn Bhd and

covers its present operation Only those

experiences with E-Wallet operation were

selected and evaluated for the selection process.



Significance of Study 

• 8excite Sdn Bhd is in the process increasing its 
customer redemptions to 90% as current 
redemptions at 50%.

• Therefore, as part of this project, 
recommendations concerning which E-Wallet 
service provider will assist 8excite Sdn Bhd in 
increasing their customer redemptions to 90%, 
will also be addressed. 
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Physical Wallet
Unpack a physical wallet

Virtual Wallet (Mobile or Wearable)
Digitise all features…and enable more!!

Enable Payments
Store scheme cards  
in-app, NFC, QR  
enabled

Bill Payments
Pay bills, fines, top-up

mobile credits

eCommerce/C2B  
“check-out”
In-app purchases

Rewards and loyalty
Loyalty Cards, Coupons,
Location-based offers etc

Pass Store  
Boarding pass, concert &  

airline tickets, bus tickets etc

Peer-to-Peer
Pay friends, share  
expenses

Identity  
National/office ID, health 

cards, membership etc

Store Value
Linked with Debit/Credit  
cards for top-up

$

Chapter 2 : What is an eWallet?

KPMG,2018 



The list of Criteria  For  Best eWallet Performance Evaluation 



The Decision Hierarchy of Selection The Best eWallet in Klang Valley, Malaysia 



Decision hierarchy for best eWallet in Klang Valley, Malaysia. (Source: Super 
Decision Tool) 



CRITERIA NODE COMPARISONS : PCM for Criteria 



ALTERNATIVE NODE COMPARISONS : PCM for Selection 



ALTERNATIVE NODE COMPARISONS : PCM for Trust



ALTERNATIVE NODE COMPARISONS : PCM for User Experience  



ALTERNATIVE NODE COMPARISONS : PCM for Security   



ALTERNATIVE NODE COMPARISONS : PCM for Pricing   



ALTERNATIVE NODE COMPARISONS : PCM for Convenience 



Overall Synthesized Alternatives 



Alternative Rankings 
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