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Abstract
The expansion of digital technologies has reshaped the delivery of financial services across many developing countries. In Tanzania, mobile network operators have become central to the operation of public digital payment systems, enabling citizens to settle government-related payments through mobile platforms. Although several operators provide similar services, users often show clear preferences when selecting a network for conducting digital transactions. Understanding the factors that shape these choices is essential for improving the effectiveness of digital payment systems. This study investigates the determinants influencing the selection of mobile network operators in public digital payment services within Tanzania’s telecommunications sector. A quantitative research design was adopted, and primary data were collected through structured questionnaires administered to 182 users of mobile payment services in Dar es Salaam. The collected data were analysed using descriptive statistics, correlation analysis, and multiple regression techniques to examine the relationships among the study variables. The results indicate that network reliability, service accessibility, and overall service quality play an important role in shaping users’ preferences for particular mobile network operators. In contrast, higher transaction charges tend to discourage users from relying on certain platforms. Reliability and validity tests confirmed that the measurement instruments used in the study were appropriate and produced consistent results. Overall, the findings underscore the importance of stable network infrastructure, convenient service availability, and efficient customer support in strengthening public digital payment systems. The study contributes to the growing body of knowledge on digital financial services and offers practical insights for policymakers and telecommunications providers seeking to enhance the performance and user experience of mobile-based payment platforms in Tanzania.
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Introduction
Digital transformation has fundamentally reshaped the global financial landscape, particularly in developing economies where technological innovations have expanded access to financial services. In many regions, mobile technologies have enabled individuals to perform financial transactions conveniently without relying on traditional banking infrastructure. The increasing integration of mobile technology into financial systems has contributed significantly to financial inclusion by providing accessible and affordable financial services to populations that were previously underserved (Ozili, 2021; Suri and Jack, 2016).
Across Sub-Saharan Africa, mobile money services have become a critical component of digital financial ecosystems. These services allow individuals to send and receive money, pay for goods and services, and manage financial resources using mobile devices. Mobile network operators have played a central role in this transformation by leveraging their telecommunications infrastructure to deliver digital financial services through mobile platforms (Donovan, 2012; GSMA, 2023). As a result, mobile money has become one of the most widely adopted financial technologies in the region.
Tanzania is widely recognized as one of the leading countries in Africa in terms of mobile money adoption and digital payment innovation. Over the past decade, the country has witnessed substantial growth in the use of mobile financial services. The expansion of mobile money platforms has been supported by increasing mobile phone penetration, improved telecommunications infrastructure, and supportive regulatory frameworks (Bank of Tanzania, 2023). Recent statistics indicate that the number of active mobile money users in Tanzania has grown rapidly, reflecting the growing reliance on digital financial services for everyday transactions. For instance, mobile money subscriptions increased significantly in recent years, exceeding 60 million accounts and facilitating billions of transactions annually, highlighting the growing importance of mobile-based financial services in the country’s economy .
The rapid development of mobile payment systems has also transformed how individuals interact with public services. Governments across the world are increasingly adopting digital payment platforms to improve efficiency in public financial management and enhance transparency in revenue collection (World Bank, 2022). In Tanzania, public institutions have introduced electronic payment systems that allow citizens to settle various government-related payments through digital platforms. These include payments for utilities such as electricity and water, as well as taxes, licensing fees, and other government services. Mobile payment platforms have become an essential channel through which these public transactions are conducted. The integration of mobile money systems into public service delivery has simplified payment processes, reduced administrative costs, and minimized the risks associated with handling physical cash (Klapper and Singer, 2017). The expansion of digital payment platforms has also contributed to broader financial inclusion by enabling individuals who do not have access to formal banking services to participate in the digital economy.
Despite the widespread availability of mobile payment services in Tanzania, users often show preferences for specific mobile network operators when conducting digital transactions. The telecommunications sector in Tanzania is characterized by strong competition among mobile network operators that offer mobile money services. Major providers such as Vodacom, Airtel, and Yas (formerly Tigo) compete to attract users by offering innovative services, competitive pricing, and improved network coverage (Tanzania Communications Regulatory Authority, 2024). This competitive environment has encouraged continuous improvements in digital financial service delivery. Several factors may influence the choice of mobile network operators for digital payment transactions. Network reliability is one of the most important considerations because successful financial transactions depend heavily on stable telecommunications infrastructure. Users are more likely to rely on mobile payment services when they are confident that transactions will be processed quickly and without technical interruptions (Adewusi et al., 2025). Similarly, the accessibility of services, including network coverage and the availability of mobile money agents, plays a significant role in shaping users’ preferences. Transaction costs also influence user decisions when selecting mobile payment platforms. Service charges associated with mobile money transfers, withdrawals, and other financial transactions may affect how frequently users rely on certain service providers. Research has shown that affordability is a key determinant of digital financial service adoption, particularly in low- and middle-income countries where users are sensitive to transaction fees (Evans and Pirchio, 2020). In addition, service quality is an important factor influencing user satisfaction and continued usage of mobile payment platforms. Efficient customer support, secure transaction systems, and user-friendly service interfaces contribute to positive user experiences and encourage long-term adoption of digital financial services (Rwechungura, 2025). When users perceive that a mobile network operator provides reliable and efficient services, they are more likely to continue using that operator for financial transactions.
Although existing studies have examined the adoption and usage of mobile money services in developing countries, relatively limited attention has been given to the factors influencing the choice of mobile network operators in the context of public digital payment systems. Many previous studies have focused on mobile money adoption in general rather than examining the specific determinants that shape user preferences for particular network providers. As digital financial ecosystems continue to evolve, understanding the factors that influence users’ selection of mobile network operators has become increasingly important. Such insights can help policymakers design more effective digital payment policies while enabling telecommunication companies to improve service delivery and enhance user satisfaction.
This study therefore investigates the factors influencing the choice of mobile network operators in public digital payment systems in Tanzania’s telecommunications sector. By examining key determinants such as network reliability, transaction costs, service accessibility, and service quality, the study aims to provide empirical evidence that contributes to the understanding of user behavior in digital financial services. The findings are expected to offer valuable insights for policymakers, regulators, and telecommunications companies seeking to strengthen digital payment systems and promote efficient service delivery.
Literature Review
Digital Payment Systems and Mobile Network Operators
Digital payment systems have emerged as an essential component of modern financial infrastructure, enabling individuals and organizations to conduct financial transactions electronically without the use of physical cash. These systems rely on digital platforms such as mobile applications, internet banking interfaces, and electronic payment cards to facilitate the transfer of funds between parties. The expansion of digital payment technologies has significantly improved efficiency, transparency, and convenience in financial transactions across many economies (World Bank, 2022; Ozili, 2018). The rapid diffusion of mobile technology has further accelerated the development of digital payment ecosystems, particularly in developing countries where traditional banking services are often limited. Mobile payment platforms allow users to store money in digital wallets and perform financial transactions using mobile phones. Such innovations have played an important role in expanding financial inclusion by providing financial services to individuals who previously lacked access to formal banking institutions (Suri and Jack, 2016; Demirgüç-Kunt et al., 2022).
In many African countries, mobile network operators have become key actors in the delivery of digital financial services. Through mobile money platforms, telecommunications companies provide services that allow users to transfer funds, pay bills, purchase goods, and conduct other financial activities using mobile devices. These services have gained widespread acceptance because they provide convenient, affordable, and accessible financial solutions (Donovan, 2015; GSMA, 2023). Tanzania represents one of the leading examples of successful mobile money implementation in Sub-Saharan Africa. Over the past decade, the country has experienced significant growth in mobile financial services supported by expanding mobile phone penetration and technological innovation. Mobile network operators such as Vodacom, Airtel, and Yas (formerly Tigo) have developed mobile money platforms that integrate telecommunications infrastructure with financial services. This integration has enabled millions of individuals to participate in the digital financial system (Bank of Tanzania, 2023; Tanzania Communications Regulatory Authority, 2024).
The collaboration between telecommunications companies, financial institutions, and regulatory authorities has strengthened Tanzania’s digital payment ecosystem. The government has also promoted electronic payment systems as part of broader financial sector reforms aimed at improving transparency and efficiency in public financial management (World Bank, 2022). Consequently, digital payment platforms have become an increasingly important channel through which citizens conduct everyday financial transactions.
Network Reliability and Digital Payment Usage
Network reliability refers to the stability and performance of telecommunications infrastructure that supports digital services. In the context of digital payments, reliable network connectivity is essential for ensuring that transactions are processed quickly and accurately. When communication networks experience interruptions or delays, users may encounter difficulties completing financial transactions, which can undermine confidence in digital payment platforms (Aker and Mbiti, 2010). Reliable telecommunications infrastructure enhances the efficiency of mobile financial services by allowing users to access digital platforms without disruptions. Studies have shown that network stability is a key factor influencing the adoption and continued use of mobile payment systems. Users tend to prefer service providers whose networks offer consistent connectivity and minimal service interruptions (Mothobi and Grzybowski, 2017; Aron, 2018).
In the case of mobile money services, network performance is particularly important because financial transactions are conducted in real time. Any technical failure or delay may result in unsuccessful transactions or inconvenience for users. Consequently, telecommunication companies that maintain strong network infrastructure are more likely to attract and retain users of digital payment services (GSMA, 2023).
Transaction Costs and User Preference
Transaction costs refer to the financial charges incurred when using digital payment platforms. These costs may include transfer fees, withdrawal charges, service commissions, and other related expenses associated with financial transactions. According to economic theory, consumers generally prefer services that offer lower costs while still providing the desired level of convenience and efficiency (Varian, 2019). In the context of mobile money services, transaction costs play an important role in influencing user behaviour. High service charges may discourage individuals from relying on digital payment platforms, particularly among low-income populations that are sensitive to financial costs. Empirical studies have shown that affordability significantly influences the adoption and usage of mobile financial services in developing countries (Evans and Pirchio, 2015; Jack and Suri, 2016).
Research conducted in several African countries indicates that users frequently compare transaction fees offered by different mobile network operators before choosing a particular service provider. When transaction charges are perceived to be excessive, users may switch to alternative platforms that provide more affordable services (Mothobi and Grzybowski, 2017). As a result, pricing strategies adopted by telecommunication companies can have a significant impact on the competitiveness of mobile payment platforms.
Service Accessibility
Service accessibility refers to the ease with which users can obtain and utilize digital financial services. Accessibility may involve factors such as network coverage, availability of mobile money agents, and convenience in accessing mobile financial platforms. In many developing countries, the physical presence of mobile money agents plays a critical role in facilitating financial transactions, particularly for services that require cash deposits or withdrawals (Demirgüç-Kunt et al., 2022). Mobile money agents serve as intermediaries between users and digital financial systems by enabling customers to convert physical cash into digital funds and vice versa. The availability of agent networks increases the convenience of mobile financial services and allows users to access digital payment platforms even in areas where banking infrastructure is limited (Donovan, 2015).
Previous studies suggest that the accessibility of mobile money services significantly influences the adoption and continued use of digital payment systems. When services are widely available and easy to access, users are more likely to rely on digital platforms for everyday financial transactions (Aron, 2018). In contrast, limited access to service agents or network coverage may discourage users from utilizing mobile payment platforms.
Service Quality
Service quality represents the ability of service providers to deliver services that meet or exceed customer expectations. In digital payment systems, service quality may involve several dimensions, including transaction speed, system security, reliability, and customer support. High service quality contributes to positive user experiences and increases satisfaction among customers (Parasuraman et al., 1988). In the context of mobile financial services, service quality plays a crucial role in determining whether users continue to rely on digital payment platforms. Efficient transaction processing, reliable system performance, and secure financial transactions are essential components of a high-quality mobile payment service (Laukkanen, 2017).
Research has demonstrated that customer perceptions of service quality significantly influence their willingness to adopt and continue using digital financial technologies. When users believe that a mobile payment system is secure, efficient, and reliable, they are more likely to maintain long-term engagement with the service provider (Malaquias and Hwang, 2019).
Telecommunication companies operating in competitive markets must therefore focus on maintaining high service standards in order to retain customers and sustain growth in digital financial services. Improvements in service quality not only enhance customer satisfaction but also strengthen trust in digital payment platforms.
Conceptual Framework
A conceptual framework provides a structured explanation of how the key variables in a study are expected to relate to one another. It guides the research process by clarifying the theoretical relationships between determinants and the outcome being investigated. In studies concerning digital financial services, conceptual models are particularly useful because user decisions are often influenced by multiple technological, economic, and service-related factors (Shaikh and Karjaluoto, 2015; Bongomin et al., 2020).
In the context of digital payment systems, user behaviour is commonly explained through technology adoption and service quality theories. The Unified Theory of Acceptance and Use of Technology (UTAUT) and related technology acceptance models suggest that individuals adopt digital services when they perceive them to be useful, reliable, convenient, and cost-effective (Venkatesh et al., 2012; Oliveira et al., 2016). Similarly, studies on mobile payment adoption emphasize that the reliability of digital infrastructure, affordability of services, and ease of access significantly influence user preferences when choosing financial technology platforms (Liébana-Cabanillas et al., 2017; Alkhowaiter, 2020). Within mobile money ecosystems, telecommunication infrastructure plays a central role in shaping the user experience. Network reliability determines whether transactions can be completed successfully and without delay. When mobile networks are unstable, users may encounter transaction failures or delays that undermine confidence in digital payment services. Prior empirical studies have shown that reliable telecommunications infrastructure is a critical factor influencing digital payment adoption and continued usage (Humbani and Wiese, 2019; Karsen et al., 2019).
Another important determinant is transaction cost. Digital payment users are often sensitive to the financial charges associated with mobile transactions, including transfer fees, withdrawal costs, and service charges. Economic decision-making theory suggests that consumers generally prefer services that deliver value at lower cost (Oliveira et al., 2016). Empirical evidence also indicates that high transaction fees can discourage users from utilizing certain mobile payment platforms, prompting them to switch to alternative service providers offering more affordable rates (Alkhowaiter, 2020; Bongomin et al., 2020). Service accessibility represents another crucial factor in digital payment ecosystems. Accessibility refers to how easily users can reach and utilize mobile financial services. This includes factors such as mobile network coverage, availability of mobile money agents, and the convenience of accessing services through mobile applications or USSD platforms. In many developing economies, the widespread presence of mobile money agents has played a significant role in expanding digital financial inclusion by enabling users to convert cash into electronic money and vice versa (Koomson et al., 2021). When services are widely accessible, users are more likely to rely on a particular mobile network operator for financial transactions.
In addition to infrastructure and cost considerations, service quality also shapes user preferences. Service quality in digital payment systems encompasses transaction speed, security, system reliability, and the effectiveness of customer support services. High-quality services increase user satisfaction and trust in digital platforms, thereby strengthening customer loyalty toward a particular provider (Humbani and Wiese, 2019). Telecommunication companies that consistently deliver secure and efficient payment services are therefore more likely to attract and retain users in competitive markets. Drawing from these theoretical and empirical insights, this study proposes that the choice of a mobile network operator in public digital payment systems is influenced by four major determinants: network reliability, transaction costs, service accessibility, and service quality. These factors collectively shape users’ experiences when conducting digital transactions and ultimately influence their selection of a preferred service provider.
Variables in the Conceptual Framework
Independent Variables
i. Network Reliability
ii. Transaction Costs
iii. Service Accessibility
iv. Service Quality
Dependent Variable
i. Choice of Mobile Network Operator in Public Digital Payment Systems
The framework assumes that when mobile network operators provide stable connectivity, affordable transaction charges, easily accessible services, and high service quality, users are more likely to prefer and consistently utilize those operators when making public digital payments.
Figure 1: conceptual framework diagram
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Study Methodology 
This study adopted a quantitative research approach to investigate the determinants that influence users’ choice of mobile network operators within public digital payment systems. A cross-sectional survey design was employed, allowing data to be collected at a single point in time from a representative sample of mobile payment users. This approach is suitable for examining relationships between variables and testing hypotheses in a systematic manner (Creswell and Creswell, 2018; Bryman, 2016). The research was conducted in Dar es Salaam, Tanzania, the country’s largest city and a hub of digital financial activity. Dar es Salaam was selected due to its high penetration of mobile payment services and diverse user population, which provides a reliable context for exploring factors affecting the choice of mobile network operators. The study targeted individuals who actively use mobile payment platforms to carry out public transactions, including payments for utilities, government fees, taxes, and other civic services.
Data collection was carried out using a structured questionnaire designed specifically for this study. The instrument comprised closed-ended questions intended to capture respondents’ perceptions and experiences regarding four key independent variables: network reliability, transaction costs, service accessibility, and service quality. Responses were recorded using a five-point Likert scale ranging from “strongly disagree” to “strongly agree,” which facilitated quantitative analysis of attitudes and behavioural intentions (DeVellis, 2017). The questionnaire also collected demographic information such as age, gender, education level, and frequency of mobile payment usage to control for potential confounding variables.
A total of 182 questionnaires were administered to respondents through simple random sampling, ensuring that each member of the target population had an equal chance of selection. This sampling method enhances the representativeness of the sample and reduces selection bias (Saunders et al., 2019). Respondents were approached at locations where mobile financial transactions frequently occur, including utility offices, mobile money agent outlets, and public service centers. Participation in the survey was voluntary, and respondents were assured of the confidentiality and anonymity of their responses to encourage honest reporting.
The collected data were carefully coded and entered into statistical software for analysis. Descriptive statistics were used to summarize respondents’ demographic characteristics and general trends in mobile network operator preferences. Inferential analyses, including correlation and multiple regression techniques, were employed to test the hypothesized relationships between the independent variables and the choice of mobile network operators. These analyses provided empirical evidence on the strength and direction of associations, thereby addressing the study’s research objectives (Field, 2018).
By employing a structured quantitative methodology with a carefully defined population, validated instruments, and rigorous sampling procedures, this study ensures the reliability and validity of its findings while providing actionable insights into the factors shaping users’ selection of mobile network operators in public digital payment systems.
Results and Discussion
Demographic Characteristics of Respondents
Examining the demographic characteristics of respondents provides important insights into patterns of mobile payment usage and user behavior in public digital payment systems. Understanding the composition of users by gender, age, and other demographic factors can help explain preferences for specific mobile network operators and guide the design of targeted financial services (Koomson et al., 2021; Mothobi & Grzybowski, 2017).
Gender Distribution
When analyzing involvement in digital payment systems, it's critical to comprehend the gender distribution of responses. The frequency of digital transactions, access to financial services, and patterns of technology adoption can all be influenced by gender. The study offers insight into how various groups interact with mobile-based payment services by examining the distribution of male and female respondents. In the framework of public digital payment systems, mobile technologies are becoming more and more important to both men and women for financial activities including bill payment and government service access. It is therefore possible to ascertain whether digital payment systems are widely used by the populace by looking at gender representation. Additionally, it offers policymakers and service providers helpful information for creating inclusive digital financial solutions that cater to the demands of a wide range of users.
Table 1: gender distribution
	
Gender
	
Frecuency
	
Percentage %

	Male 
	102
	56

	Female 
	80
	44

	
Total
	
182
	
100


The survey results indicate that 56% of respondents were male, while 44% were female. This demonstrates that both genders actively participate in mobile financial transactions, although males slightly predominated in this sample. The gender distribution suggests a relatively balanced engagement across male and female users, aligning with trends observed in other studies of mobile payment adoption in Sub-Saharan Africa (Bongomin et al., 2018). Gender-based differences in mobile payment adoption may reflect variations in financial literacy, income levels, or access to mobile devices, which have been highlighted in recent empirical research (Koomson et al., 2021).
The observed gender distribution provides context for interpreting patterns in mobile network operator preferences. Service providers may need to consider gender-sensitive strategies, such as promoting financial literacy for female users or designing user interfaces that enhance accessibility and convenience for all demographic groups.
This visual representation illustrates that although male users slightly outnumber female users, both genders are actively engaged in digital payment systems. The relatively balanced participation indicates that mobile financial services have broad appeal across the population, reinforcing the importance of designing inclusive services that address the needs of diverse user groups (Mothobi and Grzybowski, 2017).
Age Distribution 
Age composition is an important factor when analysing the use of digital financial services because different age groups often demonstrate varying levels of familiarity with mobile technologies and digital platforms. Younger and middle-aged individuals tend to adopt mobile payment solutions more quickly due to greater exposure to smartphones, internet services, and digital applications (GSMA, 2024). Examining the age structure of respondents therefore provides useful insight into which population segments are most actively engaged in public digital payment systems.
Table 2: Age distribution

	
Age Group
	
Frecuency
	
Percentage %

	18 - 25 years
	38
	21

	26 - 35 years
	71
	39

	36 - 45 years
	49
	27

	Above 45 years
	24
	13

	
Total
	
182
	
100


The findings show that the largest proportion of respondents falls within the 26–35 years age category, accounting for 39% of the total sample. This group represents the most active segment of users of public digital payment services. Individuals within this age bracket are generally part of the economically productive population and often rely on mobile technologies for everyday financial transactions such as paying utility bills, purchasing services, and transferring funds.
Respondents aged 36–45 years represent 27% of the sample, indicating that middle-aged individuals also play a substantial role in the use of digital payment platforms. This group typically possesses stable income sources and frequently interacts with public service systems, which may explain their active engagement with mobile payment solutions.
The 18–25 years category accounts for 21% of respondents. Although this group is highly familiar with digital technologies, their relatively lower participation in digital payment services may reflect limited financial responsibilities or lower income levels compared to older groups.
Finally, respondents aged above 45 years constitute 13% of the sample. The comparatively smaller proportion in this category may be linked to lower levels of digital literacy or limited exposure to mobile financial technologies, a pattern also observed in several global studies on digital financial inclusion (Demirgüç-Kunt et al., 2022).
Overall, the age distribution indicates that economically active adults between 26 and 45 years dominate the use of public digital payment systems. This finding is consistent with global evidence showing that individuals in their prime working years are more likely to use digital financial services due to greater financial activity and technological engagement (Pew Research Center, 2021). The results therefore suggest that policies aimed at expanding digital payment usage should also consider strategies to encourage participation among younger users and older adults who may face barriers to technology adoption.
Education Level of Respondents
The level of education among respondents is an important demographic factor in studies related to the adoption of digital technologies, particularly digital financial services. Education often shapes individuals’ ability to understand technological innovations, evaluate their benefits, and confidently engage with digital platforms. Consequently, examining respondents’ educational backgrounds provides useful insight into how literacy and knowledge may influence the use of digital payment systems.
Table 3: Education Level

	
Education level
	
Frecuency
	
Percentage %

	Secondary Education
	51
	28

	Diploma
	44
	24

	Bachelor’s Degree
	62
	34

	Postgraduate
	25
	14

	
Total
	
182
	
100


The results indicate that the largest proportion of respondents held a Bachelor’s Degree (34%), followed by those with Secondary Education (28%), Diploma qualifications (24%), and Postgraduate education (14%). This distribution suggests that most respondents possess at least a moderate level of formal education, which may contribute to their understanding and adoption of digital financial services.
A relatively high proportion of respondents with tertiary education is significant in the context of digital payment systems. Individuals with higher levels of education are often more exposed to information technology and are generally more comfortable using digital tools in their daily activities. According to Venkatesh et al (2012), education plays a crucial role in shaping users’ perceptions of technology usefulness and ease of use, which are key determinants in the adoption of information systems.
Furthermore, education is closely associated with financial literacy, which enhances an individual’s ability to make informed financial decisions and safely use digital financial platforms. People with higher educational attainment tend to better understand the functionality, benefits, and potential risks associated with digital transactions. As highlighted by Demirgüç-Kunt et al. (2022), individuals with greater levels of education are more likely to utilize formal financial services, including digital payments, due to their improved financial knowledge and confidence in using financial technologies.
In addition, education contributes to the acceptance of technological innovations within society. Users who have attained higher education are more likely to experiment with and adopt new digital financial tools such as mobile payments, online banking, and other fintech services. Ozili (2020) notes that education significantly influences the diffusion of financial technologies by increasing individuals’ awareness and trust in digital financial systems.
Overall, the findings imply that educational attainment may play an important role in facilitating the adoption and use of digital payment services. A population with higher levels of education is generally better positioned to understand the advantages of digital financial platforms, navigate digital interfaces, and utilize these systems efficiently for financial transactions.
Mobile Network Operators Used for Digital Payments
Respondents were asked to indicate the mobile network operator they most frequently use when conducting public digital payment transactions. Understanding the distribution of mobile network usage is important because mobile network operators serve as the primary platforms through which digital financial services are delivered in Tanzania. Services such as mobile money transfers, bill payments, and government payments are largely facilitated through mobile network infrastructures.
Table 4: Mobile Network Operators Used for Digital Payments
	
Mobile Network Operator
	
Frecuency
	
Percentage %

	Vodacom
	69
	38

	Airtel
	49
	27

	Tigo (Yas)
	44
	24

	Halotel
	20
	11

	
Total
	
182
	
100


The findings presented in Table 4 indicate that Vodacom is the most frequently used mobile network operator for digital payment transactions, accounting for 38 percent of respondents. This suggests that a considerable proportion of users prefer Vodacom services when making digital payments. One possible explanation for this trend is the widespread adoption of Vodacom’s mobile money service, M-Pesa, which has become one of the most established digital payment platforms in Tanzania. The platform has expanded its reach through extensive agent networks, reliable service infrastructure, and integration with various payment systems used for public and private transactions (Suri and Jack, 2016).
The second most frequently used operator in the sample is Airtel, representing 27 percent of respondents. Airtel has steadily expanded its digital financial services through the Airtel Money platform, which supports payments, transfers, and merchant transactions. The growth of Airtel Money can partly be attributed to competitive transaction charges and ongoing innovations designed to attract both urban and rural users. Previous studies have shown that competition among mobile network operators in Tanzania has played an important role in improving service accessibility and reducing the cost of digital transactions (Donovan, 2012).
Tigo, currently operating under the brand Yas, accounts for 24 percent of respondents in this study. Tigo has long been recognized as a significant participant in Tanzania’s mobile money ecosystem through its service known as Tigo Pesa, now integrated into the Mixx by Yas platform. The operator has maintained a strong presence in the digital payments landscape, particularly due to its focus on interoperability, which enables users to send and receive funds across different networks. Interoperability has been widely acknowledged as a key factor in expanding digital financial inclusion in Tanzania (Evans and Pirchio, 2015).
The results also show that Halotel represents 11 percent of the respondents, making it the least used operator for digital payment transactions among those surveyed. Although Halotel offers its own mobile money platform, HaloPesa, its adoption appears to be comparatively lower in this sample. This outcome may reflect differences in network coverage, market penetration, brand familiarity, and the availability of agents across different regions.
The dominance of Vodacom, Airtel, and Tigo in this study aligns with broader industry statistics showing that these operators collectively control a large share of Tanzania’s mobile money market. Reports from the Tanzania Communications Regulatory Authority (TCRA) indicate that these three providers account for the majority of mobile money subscriptions and transactions in the country (TCRA, 2024). This concentration suggests that users often prefer operators that offer reliable network connectivity, extensive agent networks, and trusted mobile money services.
The increasing reliance on mobile network operators for digital payments reflects the growing role of mobile money services in promoting financial inclusion across Tanzania. Digital payment platforms enable individuals to conduct financial transactions without requiring access to traditional banking infrastructure. This has been particularly beneficial for populations that were previously excluded from formal financial systems (Demirgüç-Kunt et al., 2022). As digital financial services continue to expand, the role of mobile network operators is expected to remain central in facilitating secure and convenient payment systems.
Overall, the findings suggest that while multiple mobile network operators participate in Tanzania’s digital payment ecosystem, a few dominant providers attract the majority of users. Factors such as network reliability, transaction costs, service accessibility, and customer trust appear to influence the choice of operator used for digital payments.
Descriptive Statistics of Study Variables
Descriptive statistics were employed to provide a clear summary of respondents’ perceptions regarding the main variables examined in this study. In quantitative research, descriptive statistics such as the mean and standard deviation are widely used to describe the central tendency and variability of responses collected from survey participants. The mean indicates the average level of agreement or perception among respondents, while the standard deviation reflects the extent to which individual responses vary from the average value. Together, these measures offer an overview of how respondents evaluate different aspects of the services under investigation and help identify patterns in the data before further statistical analysis is conducted. In the studies on digital payment systems and mobile financial services, descriptive statistics are particularly useful because they provide insights into how users perceive service attributes such as reliability, cost, accessibility, and quality. Understanding these perceptions is important since user experience and satisfaction are often influenced by such service characteristics. Previous studies have emphasized that customer perceptions of service performance play a crucial role in shaping the adoption and continued use of digital financial services (Laudon and Traver, 2021; Rogers, 2003).
Table 5: Descriptive Statistics of Study Variables (N = 182)
	
Variables
	
Mean
	
Standard Deviation

	Network Reliability
	4.12
	0.71

	Transaction Cost
	3.78
	0.83

	Service Accessibility
	4.05
	0.69

	Service Quality
	4.18
	0.65


The results indicate that all variables recorded relatively high mean scores, suggesting that respondents generally hold positive perceptions regarding the performance of mobile network operators in facilitating digital payment services. Since the responses were measured on a Likert scale where higher values represent stronger agreement or more favorable perceptions, mean values above the midpoint indicate that respondents tend to evaluate these service characteristics positively.
Service Quality
Among the variables examined, service quality recorded the highest mean score of 4.18, with a standard deviation of 0.65. This finding suggests that respondents generally perceive the services offered by mobile network operators to be of satisfactory quality. The relatively low standard deviation indicates that respondents’ views were fairly consistent, meaning that most participants expressed similar perceptions regarding the quality of digital payment services. Service quality has been widely recognized as a critical determinant of customer satisfaction and technology adoption in digital service environments. High service quality typically reflects efficient system performance, responsive customer support, and the ability of service providers to meet user expectations. When users perceive service quality to be high, they are more likely to trust the platform and continue using the service for financial transactions. According to Parasuraman et al.,  (2005), perceived service quality in electronic service environments significantly influences users’ satisfaction and their willingness to continue using digital platforms. In the situation of mobile financial services, quality perceptions may also include transaction speed, system stability, and the overall reliability of service delivery.
Network Reliability
The variable network reliability recorded a mean score of 4.12 and a standard deviation of 0.71, indicating that respondents generally consider mobile network services to be reliable for conducting digital payments. Network reliability refers to the ability of the telecommunications infrastructure to provide stable and uninterrupted connectivity during transactions. Reliable networks are essential for digital financial services because payment transactions require real-time communication between users, mobile network operators, and financial institutions. The relatively high mean value suggests that most respondents believe the networks they use are dependable enough to support financial transactions such as bill payments, money transfers, and other digital services. The moderate standard deviation shows that although most respondents expressed positive views, there was still some variation in their experiences, which may reflect differences in network coverage across geographical areas or variations in network performance among different service providers.
Scholars studying digital infrastructure have highlighted that network reliability is one of the fundamental enablers of digital financial ecosystems. Without consistent connectivity, users may experience transaction failures, delays, or security concerns, which can reduce trust in digital payment systems (Kshetri, 2017). Therefore, the relatively strong rating observed in this study suggests that the telecommunications infrastructure supporting digital payments is generally functioning effectively from the perspective of users.
Service Accessibility
The variable service accessibility recorded a mean score of 4.05 with a standard deviation of 0.69. This result indicates that respondents generally perceive digital payment services as accessible and easy to use. Accessibility in the context of digital financial services refers to the ease with which users can access platforms, complete transactions, and obtain support when needed. A mean value above four suggests that respondents believe mobile payment services are widely available and convenient. Accessibility may be influenced by several factors, including mobile network coverage, availability of mobile money agents, user-friendly interfaces, and the ability to conduct transactions at any time and from different locations. Digital payment platforms that are accessible tend to attract a larger number of users because they reduce the barriers associated with traditional financial systems.
Research on financial inclusion has consistently emphasized that accessibility plays a central role in expanding the use of digital financial services, especially in developing economies. When digital payment systems are easy to access, individuals who previously lacked access to formal banking services can participate more effectively in the financial system (Demirgüç-Kunt et al., 2022). The relatively high mean score observed in this study therefore reflects the increasing availability of digital payment infrastructure and mobile financial services.
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Transaction Costs
Compared to the other variables, transaction costs recorded the lowest mean score of 3.78, with a standard deviation of 0.83. Although this value is still above the midpoint of the scale, it suggests that respondents are somewhat less satisfied with transaction costs compared to other aspects of the service. Transaction costs refer to the fees or charges incurred when users perform digital payment transactions such as money transfers, bill payments, or withdrawals. In many digital financial systems, transaction fees are determined by mobile network operators or financial service providers and may vary depending on the transaction amount or service type.
The slightly lower mean score may indicate that some respondents perceive transaction charges to be relatively high or inconsistent. Higher transaction costs can discourage frequent use of digital payment services, particularly among low-income users who may be sensitive to service fees. Previous studies have found that transaction costs are one of the key factors influencing users’ decisions to adopt and continue using mobile financial services (Donovan, 2012). If fees are perceived as excessive, users may prefer alternative payment methods such as cash transactions. The relatively higher standard deviation of 0.83 also indicates greater variability in respondents’ opinions regarding transaction costs. This variation may arise from differences in usage patterns, transaction frequency, or the specific mobile network operators used by respondents.
However , the descriptive statistics suggest that respondents generally hold favorable perceptions toward the key service characteristics examined in this study. The high mean values observed for service quality, network reliability, and service accessibility indicate that these factors are positively evaluated by users of digital payment services. These findings highlight the importance of maintaining reliable infrastructure, accessible platforms, and high service standards in order to support the continued growth of digital payment systems. At the same time, the relatively lower mean score for transaction costs suggests that pricing structures may still represent a concern for some users. Service providers and policymakers may therefore consider reviewing transaction fee structures to ensure that digital financial services remain affordable and inclusive. Descriptive statistics serve as an important foundation for further statistical analysis. By summarizing the central tendencies and variations in respondents’ perceptions, they provide a basis for exploring the relationships between service characteristics and the adoption or use of digital payment services in subsequent sections of the study.
Correlation Analysis
Correlation analysis was conducted to examine the degree and direction of relationships among the key variables included in the study. This statistical technique helps determine whether changes in one variable are associated with changes in another variable and whether such relationships are positive or negative in nature. In social science research, correlation analysis is commonly used as a preliminary step before regression analysis because it provides an initial understanding of the interrelationships among variables (Hair et al., 2019; Pallant, 2020). In this study, Pearson’s correlation coefficient (r) was used to measure the strength and direction of relationships among the independent variables: network reliability, transaction costs, service accessibility, and service quality. Pearson’s correlation coefficient ranges from –1 to +1, where values close to +1 indicate strong positive relationships, values close to –1 indicate strong negative relationships, and values near zero indicate weak or no linear relationship (Field, 2018).
Table 6: Correlation Matrix of Study Variables
	
Variables
	
1
	
2
	
3
	
4

	Network Reliability
	1.000
	
	
	

	Transaction Cost
	0.41
	1.000
	
	

	Service Accessibility
	0.46
	0.38
	1.000
	

	Service Quality
	0.52
	0.44
	0.47
	1.000


The findings reveal that all correlations among the study variables are positive, suggesting that improvements in one service attribute tend to be associated with improvements in others. Positive relationships among service-related factors are common in digital service environments because various elements of service delivery often operate together to shape user experiences (Laukkanen, 2017; Koul and Eydgahi, 2020). The strongest relationship observed in the correlation matrix is between service quality and network reliability (r = 0.52). This result suggests that when network infrastructure is stable and dependable, users are more likely to perceive the overall quality of digital payment services as high. Reliable network connectivity ensures that transactions are processed quickly and without interruptions, which contributes significantly to user satisfaction and trust in digital payment platforms (Kim et al., 2020; Shaikh et al., 2020).
A moderate positive relationship was also found between service quality and service accessibility (r = 0.47). This indicates that when users can easily access mobile payment services through wide network coverage and readily available agents, they tend to evaluate the quality of those services more favorably. Accessibility enhances convenience and reduces the time required to complete financial transactions, thereby improving the perceived value of digital payment systems (Suri, 2017; Bongomin et al., 2018). Similarly, network reliability shows a moderate positive relationship with service accessibility (r = 0.46). This relationship suggests that reliable telecommunications infrastructure often supports broader service availability and coverage. In practice, strong network performance allows users to access digital payment platforms more consistently across different geographic areas.
The correlation between transaction costs and service quality (r = 0.44) also indicates a moderate positive association. This finding implies that when users perceive digital payment services as offering reasonable or affordable transaction charges, they tend to evaluate the service quality more positively. Previous studies have noted that pricing structures influence user satisfaction and the continued use of digital financial services (Donovan, 2012; GSMA, 2023). Additionally, the relationship between transaction costs and network reliability (r = 0.41) suggests that users may associate well-performing networks with more efficient transaction processes that reduce hidden costs such as failed transactions or delays. The lowest correlation observed in the table is between transaction costs and service accessibility (r = 0.38), although the relationship remains positive and moderate in strength.
Importantly, none of the correlation coefficients exceed 0.70, which indicates that multicollinearity is unlikely to be a serious concern in the regression analysis. According to methodological guidelines, correlation values above 0.70 may indicate redundancy among variables and potential multicollinearity problems (Hair et al., 2019). The moderate correlations observed in this study therefore suggest that the variables are related but still capture distinct aspects of digital payment service performance.
Moreover, the correlation results provide preliminary evidence that the examined service attributes are interrelated and jointly contribute to users’ experiences with digital payment systems. These findings justify the inclusion of the variables in the subsequent regression analysis, which further examines how these factors influence the choice of mobile network operators in public digital payment systems.
Regression Analysis
Multiple regression analysis was conducted to examine the extent to which the independent variables influence the choice of mobile network operators in public digital payment systems. Regression analysis is widely used in quantitative research to assess the predictive power of several independent variables on a single dependent variable and to determine the relative contribution of each factor within the model (Wooldridge, 2020; Gujarati and Porter, 2021). In this study, the analysis focused on four explanatory variables: network reliability, transaction costs, service accessibility, and service quality.
Table 7: Model Summary
	
Statistic
	
Value

	R
	0.67

	R2
	0.45

	Adjusted R2
	0.43



The model summary indicates that the correlation coefficient (R) is 0.67, suggesting a moderately strong relationship between the set of independent variables and the dependent variable. This implies that the combined effect of network reliability, transaction costs, service accessibility, and service quality is meaningfully associated with users’ choices of mobile network operators for digital payments.
The coefficient of determination (R² = 0.45) shows that approximately 45 percent of the variation in users’ choice of mobile network operators can be explained by the variables included in the model. In other words, nearly half of the decision-making behavior of users regarding mobile network operators in public digital payment systems is influenced by the four service-related factors examined in this study. The Adjusted R² value of 0.43 further confirms that the explanatory power of the model remains relatively strong even after adjusting for the number of predictors used in the analysis (Montgomery et al., 2021).
Although the model explains a substantial proportion of the variation, the remaining 55 percent may be influenced by other factors not included in this study, such as brand reputation, promotional incentives, technological innovation, and user trust in digital financial systems. Similar findings have been reported in studies examining mobile financial service adoption, where technological and service-related attributes significantly influence user preferences (Alalwan et al., 2017; Oliveira et al., 2016).
 Regression Coefficients
To better understand the individual influence of each explanatory variable, the regression coefficients were examined. The results are presented in Table 8.
Table 8: Regression Coefficients
	
Variables
	
Beta Coefficient
	
t-value
	
Significance (p-value)

	Network Reliability
	0.31
	4.86
	0.000

	Transaction Cost
	-0.24
	-3.91
	0.001

	Service Accessibility
	0.27
	4.22
	0.000

	Service Quality
	0.29
	4.55
	0.000


The results reveal that network reliability has a positive and statistically significant effect on the choice of mobile network operators (β = 0.31, p < 0.001). This finding indicates that users are more likely to select mobile network operators that provide stable and dependable network connectivity when conducting digital payment transactions. Reliable telecommunications infrastructure ensures that transactions are processed quickly and without interruptions, which enhances user confidence in digital financial platforms (Shaikh et al., 2022; Dahlberg et al., 2015).
Service quality also demonstrates a strong positive influence on users’ choices (β = 0.29, p < 0.001). High service quality typically involves efficient transaction processing, system security, responsive customer support, and minimal system errors. When users perceive a digital payment platform as reliable and efficient, they are more inclined to continue using services offered by that particular mobile network operator. Studies on digital financial services consistently highlight service quality as a critical determinant of technology acceptance and customer loyalty (Alalwan et al., 2017; Karjaluoto et al., 2021).
Similarly, service accessibility has a positive and statistically significant relationship with the dependent variable (β = 0.27, p < 0.001). This result suggests that users prefer mobile network operators whose services are easily accessible through wide network coverage, convenient mobile interfaces, and readily available mobile money agents. Accessibility reduces transaction barriers and enhances the convenience associated with digital financial services, thereby encouraging greater usage (Suri and Jack, 2016).
In contrast, transaction costs show a negative and statistically significant relationship with the choice of mobile network operators (β = -0.24, p = 0.001). This finding implies that higher transaction charges reduce the likelihood that users will prefer a particular mobile network operator for digital payments. When fees associated with transfers, bill payments, or withdrawals are perceived as expensive, users may switch to alternative providers offering more affordable pricing structures. Previous research on mobile financial services has similarly demonstrated that transaction costs play a crucial role in shaping consumer behavior in digital payment ecosystems (Evans and Pirchio, 2015; Arner et al., 2020).
Furthermore, the regression results confirm that service-related attributes significantly influence users’ decisions when selecting mobile network operators for digital payments. Among the variables examined, network reliability appears to exert the strongest influence, followed closely by service quality and service accessibility, while transaction costs negatively affect user preference. These findings highlight the importance for telecommunication companies to invest in reliable infrastructure, maintain high service standards, and offer competitive transaction fees in order to attract and retain digital payment users.
Reliability Test
Assessing the reliability of research instruments is an important step in quantitative studies because it ensures that the measurement items consistently capture the constructs they are intended to measure. Reliability refers to the degree to which a set of indicators produces stable and consistent results when measuring a particular concept (Hair et al., 2019). In survey-based research, internal consistency reliability is commonly evaluated using Cronbach’s Alpha coefficient, which measures how closely related a group of items are within a scale. In this study, Cronbach’s Alpha was calculated to determine the internal consistency of the measurement items used to capture the main variables of the research: network reliability, transaction costs, service accessibility, service quality, and the choice of mobile network operator. According to methodological literature, a Cronbach’s Alpha value of 0.70 or higher is generally considered acceptable for exploratory and applied research, while higher values indicate stronger internal consistency among measurement items (Taber, 2018; Hair et al., 2019).
Table 9: Reliability Statistics (Cronbach’s Alpha)
	
Variables
	
Number of Items
	
Cronbach’s Alpha

	Network Reliability
	5
	0.82

	Transaction Cost
	4
	0.79

	Service Accessibility
	5
	0.84

	Service Quality
	5
	0.87

	Operator Choice
	4
	0.76


The findings indicate that all constructs demonstrate acceptable levels of reliability, as their Cronbach’s Alpha values exceed the commonly recommended threshold of 0.70. Among the variables examined, service quality recorded the highest reliability coefficient (α = 0.87), suggesting a strong level of internal consistency among the items used to measure respondents’ perceptions of service performance. Likewise, service accessibility (α = 0.84) and network reliability (α = 0.82) also show high reliability values, indicating that the questionnaire items designed to measure these constructs were well aligned and captured consistent responses from participants. Transaction costs (α = 0.79) and operator choice (α = 0.76) also fall within acceptable reliability ranges, demonstrating that the measurement scales used in this study are dependable for analyzing user perceptions related to digital payment services.
In general, the reliability results confirm that the survey instrument used in this research provides consistent and dependable measurements, making it suitable for further statistical analyses such as correlation and regression modeling. Ensuring high internal consistency strengthens the credibility of the study findings and increases confidence in the interpretation of the results (Boateng et al., 2018).
Validity Test
In addition to reliability, it is essential to assess the validity of the measurement instrument, which refers to the extent to which the survey items accurately measure the theoretical constructs they are intended to represent. Construct validity ensures that the variables included in the study appropriately reflect the underlying concepts being investigated (Field, 2018). To evaluate the suitability of the dataset for factor analysis and to confirm the adequacy of the measurement structure, this study employed two widely used statistical tests: the Kaiser–Meyer–Olkin (KMO) Measure of Sampling Adequacy and Bartlett’s Test of Sphericity.
The KMO test examines whether the sample size and correlations among variables are sufficient for performing factor analysis. KMO values range between 0 and 1, where values above 0.60 are considered acceptable, values above 0.70 are considered good, and values above 0.80 indicate strong sampling adequacy (Kaiser, 1974; Hair et al., 2019). While, Bartlett’s Test of Sphericity, on the other hand, evaluates whether the correlation matrix significantly differs from an identity matrix. A statistically significant Bartlett’s test (p < 0.05) indicates that the variables are sufficiently correlated to justify factor analysis (Field, 2018).
Table 10: KMO and Bartlett’s Test of Sampling Adequacy
	
Test
	
Value

	Kaiser-Meyer-Olkin (KMO) Measure
	0.823

	Bartlett’s Test of Sphericity (Chi-square)
	1126.45

	Degrees of Freedom
	120

	Significance (p-value)
	0.000


The KMO value of 0.823 indicates a high level of sampling adequacy, suggesting that the sample size used in the study is sufficient for reliable factor analysis. This value falls within the range considered “meritorious,” indicating that the dataset contains strong patterns of correlations among the variables. Furthermore, Bartlett’s Test of Sphericity produced a Chi-square value of 1126.45 with a significance level of p = 0.000, which is well below the commonly accepted threshold of 0.05. This result confirms that the correlation matrix is statistically significant and that meaningful relationships exist among the variables included in the analysis.
Taken together, the KMO and Bartlett’s test results demonstrate that the dataset is appropriate for multivariate statistical analysis and that the measurement items adequately capture the constructs under investigation. These findings strengthen the methodological rigor of the study and provide confidence that the variables used in the research are both statistically reliable and valid for examining the determinants influencing the choice of mobile network operators in public digital payment systems.
Conclusion and Recommendations
Conclusion
The  objective of this study is to examine the factors that influence users when selecting mobile network operators for conducting public digital payment transactions in Tanzania. As digital payment systems continue to expand across developing economies, understanding the determinants that shape user preferences becomes increasingly important for improving financial service delivery. This research therefore focused on four key service attributes network reliability, transaction costs, service accessibility, and service quality and assessed how these factors influence the choice of mobile network operators among users of public digital payment platforms.
The empirical findings of the study demonstrate that network reliability plays a critical role in shaping users’ decisions when selecting mobile network operators for digital payment transactions. A stable and dependable telecommunications infrastructure ensures that financial transactions are processed smoothly and without interruption. When users experience frequent network disruptions, delays, or failed transactions, their confidence in the service provider tends to decline. As a result, individuals are more likely to prefer operators that offer consistent connectivity and reliable network performance. The results therefore suggest that improving network stability is essential for strengthening public digital payment systems.
Another important finding from the analysis is the positive influence of service accessibility on user preferences. Accessibility refers not only to the geographical coverage of the mobile network but also to the ease with which users can access mobile money services through agents, mobile applications, and digital platforms. The study indicates that when digital payment services are easily accessible, individuals are more inclined to rely on a particular operator for financial transactions. In the context of Tanzania, where mobile money services are widely used for paying government fees, utility bills, and other public services, the availability of service points and network coverage becomes a crucial factor in shaping user behavior.
The study also reveals that service quality significantly contributes to the choice of mobile network operators. Service quality in digital payment systems encompasses several dimensions, including transaction speed, system reliability, customer support, and overall user experience. Respondents generally perceived operators that provide efficient and user-friendly services as more attractive for conducting digital transactions. When digital platforms operate smoothly and customer support services respond effectively to user concerns, individuals tend to maintain long-term relationships with the service provider. This highlights the importance of maintaining high service standards in order to retain customers within competitive telecommunications markets.
In contrast, the results indicate that transaction costs have a negative influence on the choice of mobile network operators. Digital payment users often compare service charges across different providers before deciding which platform to use. When transaction fees are perceived as excessive, users may shift to alternative operators that offer more affordable services. This finding suggests that pricing structures play an important role in shaping consumer behavior in digital financial markets. Competitive pricing can therefore enhance the attractiveness of mobile payment services and encourage wider participation in digital financial systems.
In general, the results of this research emphasize that the effectiveness of public digital payment systems depends largely on the quality, reliability, and affordability of the telecommunications services that support them. Mobile network operators serve as the backbone of digital financial infrastructure in many developing countries, including Tanzania. By strengthening network performance, improving service delivery, and ensuring reasonable transaction charges, telecommunication companies can contribute significantly to the development of efficient and inclusive digital payment ecosystems. Beyond its practical implications, the study also contributes to the broader academic discussion on digital financial services by providing empirical evidence from Tanzania’s telecommunication sector. The findings offer insights into how service-related attributes influence user preferences in mobile-based financial platforms. These insights are valuable for policymakers, regulators, and telecommunication companies seeking to enhance the performance and adoption of public digital payment systems.
Recommendations
Based on the findings of the study, several practical recommendations can be proposed to improve the effectiveness and reliability of digital payment services in Tanzania.
First, telecommunication companies should prioritize investments in network infrastructure. Reliable network connectivity remains one of the most important factors influencing user trust and satisfaction in digital payment platforms. Expanding network coverage, upgrading telecommunications equipment, and improving system stability can reduce transaction failures and ensure that users are able to complete financial operations without interruption. Such improvements would significantly enhance the efficiency of digital payment services.
Second, mobile network operators should adopt transparent and competitive pricing strategies for digital payment transactions. Since transaction costs were found to negatively influence operator choice, reducing service charges or introducing flexible pricing structures may encourage greater use of mobile payment services. Affordable transaction fees can make digital platforms more attractive to a broader population, including low-income users who rely heavily on mobile financial services.
Third, improving service accessibility should remain a key priority for service providers. Expanding the network of mobile money agents, strengthening digital platforms, and ensuring reliable mobile applications can improve the convenience of digital payment services. When users can easily access mobile money services in both urban and rural areas, the adoption of public digital payment systems is likely to increase.
Another important recommendation relates to service quality and customer support systems. Telecommunication companies should continue to enhance the quality of their digital payment platforms by ensuring fast transaction processing, strong security systems, and efficient customer service channels. Prompt resolution of customer complaints and effective technical support can significantly improve user satisfaction and trust in digital payment systems.
From a policy perspective, government authorities and regulatory institutions should continue promoting interoperability among mobile network operators. Interoperability allows users to transfer funds across different networks more easily, which improves convenience and reduces barriers within the digital financial ecosystem. Strengthening collaboration between telecommunication companies, financial institutions, and government agencies can also enhance the efficiency of public digital payment platforms.
Finally, future research could explore additional factors that may influence user preferences in digital payment systems, such as security perceptions, technological literacy, and trust in digital financial platforms. Expanding research in these areas would provide a more comprehensive understanding of the dynamics shaping the adoption and use of digital payment services.
To sum up, strengthening the performance of mobile network operators is essential for the long-term success of public digital payment systems in Tanzania. By addressing issues related to network reliability, transaction costs, service accessibility, and service quality, stakeholders can create a more efficient and inclusive digital financial environment that benefits both service providers and users.
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