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PREFACE 

 

 

This final year research project is conducted to fulfil the requirement to complete 

Bachelor of Commerce (Hons) Accounting. This project is completed and furnished 

by the authors based on other conducted researches which were quoted as 

references. 

 

The tittle of this research project is “The Awakening Frontier: Barriers Repelling 

Baby Boomers from Adopting Mobile Payment in Malaysia.” There are a number 

of similar past studies conducted in Malaysia. However, they only carried out in 

one particular state and thus the result is not representative of all Malaysians. Thus, 

we were driven to carry out this research. 

 

This study will give a better insight to students in understanding the factors that 

refrain baby boomers from adopting mobile payment in Malaysia. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

The Awakening Frontier: 

Barriers Repelling Baby Boomers From Adopting Mobile Payment In Malaysia 

 

xiv 

 

ABSTRACT 

 

Mobile payment is defined as utilizing wireless and other communication 

technologies to make payments for goods, services and bills with mobile device. 

While mobile payment is popular in Malaysia, the adoption rate of baby boomers 

in Malaysia has not been encouraging although they possess high level of spending. 

Interestingly, existing research work on mobile technologies have so far focused 

primarily on the adoption theory. Furthermore, past antecedents were mainly 

conducted in foreign countries which less applicable in Malaysia context. This 

study addresses these limitations by using innovation resistance theory which 

consists of usage, value, risk, tradition and image barriers to determine baby 

boomers’ behavioural intention to adopt mobile payment.  Additional constructs, 

namely information barrier was incorporated into the Innovation Resistance theory 

in considering on the consequences of limited information on adoption. Due to 

absence of dependent variable in the theory, behavioural intention is adopted. The 

integrated model was applied to 310 baby boomers in Malaysia who had no 

experience or had used one or twice in mobile payment through a seven-point Likert 

scale questionnaire approach and was tested using multiple linear regression. This 

research findings display that all barriers adopted have significant relationship to 

baby boomers’ behavioural intention in adopting mobile payment in Malaysia. This 

research contributes to mobile payment service providers in improving mobile 

payment service platform with the aim to increase mobile payment service adoption 

among Malaysia’s baby boomers. 
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CHAPTER 1: RESEARCH OVERVIEW 

 

 

1.0 Introduction 

 

Chapter one show a brief explanation of keywords and problem statement used in 

this study. Further, general and specific research questions and objectives is 

presented with the support of the theoretical and managerial significance 

contributed from this research. 

 

 

1.1 Background of the Study  

 

Technological advancement had revolutionized the way customers make payment 

from traditional credit card to mobile devices (De Kerviler, Demoulin, & Zidda, 

2016). Exhilaratingly, mobile payment service (MPS) is introduced to enhance 

convenience and usefulness of the payment method (Ting, Yacob, Liew, & Lau, 

2016).  

 

MPS is defined as utilising wireless and other communication technologies to make 

payments for goods, services, and bills with mobile device such as mobile phone, 

smart-phone, or personal digital assistant (Leong, Hew, Tan, & Ooi, 2013). 

Generally, MPS can be used in physical transactions, as well as services access such 

as car-parking fees or transport charges (Dahlberg, 2015).MPS gives a greater cost 

efficiency compared to paper-based payment system which could further enhanced 

nation’s overall futuristic monetary services level (Phonthanukitithaworn, Sellitto, 

& Fong, 2016). 

 

MPS can be classified into remote and proximity depending on the distance of the 

user’s smartphone to the merchant’s Point of Sales (POS) (Raina, 2014). Remote 

MP system refer to non-directly interact payment with merchant’s physical POS 

system through a variety of online mobile data channel (Oliveira, Thomas, Baptista, 

& Campos, 2016) such as Paypal, Maybank2u, and PB Engage. Proximity payment 
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is a payment interact with physical POS device in close with near field 

communication (NFC) enabled devices to initiate a transaction (Slade, Williams, 

Dwivedi, & Piercy, 2014) such as CIMBPay, MaybankPay, AliPay.  

 

According to Department of Statistic Malaysia (2016), the penetration rate of 

mobile devices had reached the peak of 97.5% in 2015. Meanwhile, total transaction 

of mobile commerce in Malaysia has grown by 148.9% from 2015 to 2016 (iPay88, 

2017). Both trends indicate a positive development in MPS. By the end of 2021, 

MPS in Malaysia is expected to hit a total amount of US$927 million (“Number 

of,” 2017). Maybank Pay, the first mobile wallet was launched in 2016 followed by 

CIMB Pay and Alipay had entered into the Malaysia’s MP market (“Maybank 

Introduces,” 2016; “CIMB launches,” 2016; “Maybank and CIMB,” 2017). 

 

Despite of the rapid development in innovation, older adults often feel a digital gap 

in their ability to use and follow the trend of new technology (Nilsson & Townsend, 

2010). Most of them were frustrated with touch-screen devices and felt innovation 

of technology was too fast paced (Larsson, Larsson-Lund, & Nilsson, 2013). 

Nevertheless, they are still opened to learn new technology (Van Volkom, Stapley, 

& Amaturo, 2014). According to Lau (2014), baby boomers (BB) in Malaysia are 

born between 1946 and 1960, current ages vary between 57 to 71 years old in year 

2017. In Malaysia, age structure for 55 and above consist of 13.92% from the whole 

population (“The World Factbook - Central Intelligence Agency,” 2017). 

 

 

1.2. Problem Statement  

 

Worldwide MPS volume is expected to increase from US$163.1 billion in 2012 to 

US$721.4 billion in 2017 (“Global Mobile,” 2015). Despite of its popularity, some 

researchers proposed that older customers constituted a smaller share in using MPS 

than younger mobile network subscribers (“When It Comes,” 2015; Ceipidor, 

Medaglia, Volpi, Moroni, & Sposato, 2012; Ferreira et al., 2014; Oh, Park, & Lee, 

2014). Besides, attitudes towards new technologies tend to become negative when 
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ages increase and eventually lead to unfavourable belief towards innovation (Law 

& Ng, 2016).  

 

BB are perceived as conservative to adopt newly unknown technologically 

advanced products (Badowska, Zamojska, & Rogala, 2015). In Malaysia, BB are 

the lucrative market segment in relation to their high level of income, economic 

security and career success (Gindi, Abdullah, Ismail, & Nawi, 2016). However, 

only 16% of BB had made a MPS compared to Gen X (40%) and Gen Y (49%) 

(“Decoding the Malaysian,”2016). Therefore, it is imperative to identify resistance 

factor that affects BB from adopting MPS in order to provide a more comprehensive 

understanding for practitioners in designing a user-friendly platform for BB in 

Malaysia. 

 

There are some past studies addressed this research problem by looking into the 

users from different age groups, which include BB’ perception and acceptance 

towards mobile banking (MB) by adopting Technological Acceptance Model 

(TAM), Theory of Planned Behaviour (TPB), and Mobile-TAM (Berraies, Ben 

Yahia, & Hannachi, 2017; Ward, Raue, Lee, Ambrosio, & Coughlin, 2017; Ooi & 

Tan, 2016). Besides, Tan and Lau (2016) have adopted Unified Theory of 

Acceptance and Use of Technology to examine users’ behavioural intention (BI) to 

adopt MP. Study of Ramos-de-Luna, Montoro-Ríos, and Liébana-Cabanillas (2015) 

also adopted TAM, but they were studying users’ intention to use NFC 

technologies. On the flip side, Laukkanen (2016) has adopted Innovation Resistance 

Theory (IRT) to investigate users’ resistance towards mobile and internet banking. 

However, less studies had probe into innovation resistance which deals with factors 

inhibiting BB from adopting technological innovation. As most people perceive 

innovation as a good thing that will improve current situation, they tend to neglect 

the resistance towards innovation (Joachim, Spieth, & Heidenreich, 2017). 

 

Undeniably, existence of mobile technology brings convenience and benefits to 

consumers, yet the adoption rate in Malaysia still remained low and very little study 

has been conducted in relation to the MPS solution (Moorthy et al., 2017). Although 

there is research studying the BB’ resistance to mobile technology and seemingly 

similar service innovation, it was focused outside Malaysia (Laukkanen, 2016; 
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Laukkanen et al., 2007). Therefore it raised a need to understand the resistance 

amongst BB towards MPS in Malaysia. 
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1.3 Research Questions and Objectives 

 

Table 1.1: General Research Question and Objective 

General Research Objective General Research Question 

To investigate the barriers that influence 

BI of BB to adopt MP in Malaysia. 

What barriers are influential in BI of BB 

to adopt MP in Malaysia? 

Source: Developed for the research 

 

Table 1.2: Specific Research Question and Objective 

No. Specific Research Objective No. Specific Research Question 

1. To analyse the relationship 

between usage barrier (UB) and BI 

of BB to adopt MP in Malaysia. 

1. What is the relationship between 

UB and BI of BB to adopt MP in 

Malaysia? 

 

2. To analyse the relationship 

between value barrier (VB) and BI 

of BB to adopt MP in Malaysia. 

2. What is the relationship between 

VB and BI of BB to adopt MP in 

Malaysia? 

3. To analyse the relationship 

between risk barrier (RB) and BI of 

BB to adopt MP in Malaysia. 

3. What is the relationship between 

RB and BI of BB to adopt MP in 

Malaysia? 

4. To analyse the relationship 

between tradition barrier (TB) and 

BI of BB to adopt MP in Malaysia. 

4. What is the relationship between 

TB and BI of BB to adopt MP in 

Malaysia? 

5. To analyse the relationship 

between image barrier (IB) and BI 

of BB to adopt MP in Malaysia. 

5. What is the relationship between 

IB and BI of BB to adopt MP in 

Malaysia? 

6. To analyse the relationship 

between information barrier (InB) 

and BI of BB to adopt MP in 

Malaysia. 

6. What is the relationship between 

InB and InB of BB to adopt MP in 

Malaysia? 

Source: Developed for the research 

Note: UB= Usage Barrier, VB= Value Barrier, RB= Risk Barrier, TB= Tradition 

Barrier, IB= Image Barrier, InB= Information Barrier. 
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1.4 Significance of the Study 

 

 

1.4.1 Theoretical Significance 

 

This research contributes to future researchers and academicians who are 

interested in the context of MP. The significance of this study is integrating 

InB as an additional independent variable (IV) into IRT. This is due to the 

consequences of limited information on the adoption of MP were rarely 

investigated in past studies. Lack of information causes users resistance 

towards innovation because they feel uncertainties when using the service. 

By integrating IRT with InB, this study will contribute a relatively 

comprehensive understanding on barriers that affect BB to adopt MP. 

 

 

1.4.2 Managerial Significance 

 

Other than academic line, this study also contributes to the MPS provider in 

Malaysia. This study will bestow a better understanding to service providers 

regarding the factors that refrain BB from using their services and the 

consumers’ perception towards their services. This study enables MPS 

providers to target BB’ customers effectively and develop services that are 

more suitable to BB’ preferences. As a result, the penetration and adoption 

rate of BB in MPS will be improved. Increment in the MP usage will 

eventually exhilarate the living standards in Malaysia and enable 

Malaysians to function the payment methods in a more efficient manner. 

Furthermore, it is aligned with Malaysia’s vision which is moving towards 

to cashless society by 2020 (“Moving Towards,” 2016). 
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1.5 Outline of the Study 

 

This chapter discuss a research overview which consist of background, purpose and 

significance of the study in establishing an appropriate foundation for this research. 

Chapter two focus on developing conceptual framework and hypotheses on the past 

studies related to resistance factors. For Chapter three, a brief discussion of data 

collection methodology are presented which inclusive of research proposal, aimed 

target population, sampling procedure, data collection method, constructs and 

measurement. Chapter four will explain the outcome of pilot and final test generated 

from actual data with the support of several data analysis. Further, Chapter five will 

pointed out the major findings managerial and theoretical implications based on the 

data analysed. 

 

 

1.6 Conclusion 

 

This chapter showed classification of MPS and discussion on BB. From the 

problems statement, research objective and question, this research aims to 

determine the barriers leading to the resistance to MPS among the BB in Malaysia. 

Chapter two would provide the relevant literature review.  
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CHAPTER 2: LITERATURE REVIEW 

 

 

2.0 Introduction 

 

Chapter two detailed the concept of IRT and the reason to support additional 

variable. Further, prior empirical studies was reviewed depending on the selected 

variables. Therefore, the theoretical framework and hypothesis has been proposed. 

 

 

2.1 Theoretical Framework  

 

 

2.1.1 Innovation Resistance Theory (IRT) 

 

Innovation is defined as “idea, practice or object that is perceived as new by 

an individual or other unit of adoption” (Zaltman & Wallendorf, 1983). 

Innovation resistance refers to consumers' reaction towards an innovation, 

either because it creates potential changes from a satisfactory status quo that 

lead to functional barrier or clashes with their belief structure that resulted 

in psychological barrier (Ram & Sheth, 1989). It is classified as active 

resistance due to attitudinal outcome formed after an unfavourable product 

evaluation (Ram & Sheth, 1989). Functional barriers consist of UB, VB, and 

RB, whilst, psychological barriers consisting of TB and IB. IRT has been 

applied in many research topic for example mobile commerce (Heinze, 

Thomann, & Fischer, 2017; Laukkanen, 2015; Gupta & Arora, 2017; 

Chemingui & Ben Lallouna, 2013), electronic commerce and online 

shopping (Kwon & Noh, 2010; Laukkanen, Sinkkonen, & Laukkanen, 

2008). 

 

There are researchers criticised that other than barriers in IRT, unavailability 

of important information will discourage innovation adoption due to 
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intensive innovation require substantial of learning effort (Laukkanen, 

Sinkkonen, & Laukkanen, 2007). Hence, InB is integrated with IRT 

elements in this study. This integration is supported by past studies which 

discovered that InB has negatively affect the intention to adopt mobile 

financial services on top of IRT elements (Kuisma, Laukkanen, & Hiltunen, 

2007). According to Kuerbis, Mulliken, Muench, Moore, and Gardner 

(2017), older adults become disoriented and lack of knowledge when the 

service providers failed to deliver sufficient guidance. Thus, it is unlikely 

for them to adopt such technologies. Hence, this study would examine how 

the importance of InB in affecting BI for BB to adopt MP by integrate this 

with the original elements of IRT. 

 

Table 2.1: Definition of Five Barriers in IRT and Information Barrier 

IRT and InB Definition 

UB The UB arise due to incompatibilities with existing 

habits and the need to learn new skills. 

VB Exists when innovation is unable to provide a strong 

performance to price value. 

RB Degree of uncertainty and potential side effects that 

cannot be expected, including physical, economic, 

functional, and social risks. 

TB Arise when incompatible with individuals’ existing 

values and past experience. 

IB A perceptual problem that arise out of stereotyped 

thinking and makes life difficult for the innovation. 

InB This barrier is caused due to lack of information 

concerning an innovation. 

Source: Ram & Sheth (1989); Laukkanen & Kiviniemi (2010) 
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2.1.2 Behavioural Intention 

 

BI describes the ability of a person’s intention towards the behaviour 

(Fishbein & Ajzen, 1977). It is the most influential predictor of behaviour 

(Thakur & Srivastava, 2014) and correlates with actual behaviour of 

consumers (Al-Maghrabi & Dennis, 2011; Venkatesh, Thong, & Xu, 2012; 

Yiu, Grant, & Edgar, 2007). Due to the absence of dependent variable (DV) 

in IRT model, this study adopts BI as the DV. Some past studies have 

proposed that users’ BI is significant in determining their actual adopting 

behaviour towards MP (Liébana-Cabanillas, Sánchez-Fernández, & 

Muñoz-Leiva, 2014; Thakur & Srivastava, 2014; Thakur, 2013). It has also 

been used as a DV to test the relationship with the five barriers in IRT 

(Laukkanen, 2016; Kuerbis et al., 2017). 

 

 

2.2 Review of Prior Empirical Studies and Hypotheses 

Development 

 

 

2.2.1 The relationship between usage barrier and 

behavioural intention to adopt mobile payment 

 

Ram and Sheth (1989) proposed that UB arises when innovation is not 

compatible with consumer's existing workflow, practices, or habits. Some 

past studies have supported that UB is negatively influence adoption in 

mobile service. According to Sun, Sun, Liu, and Gui (2017), mobile users 

faced difficulties in the process of adopting mobile financial services 

because of troublesome input in a small screen and multi-screen 

inconvenient operation. According to Rahman (2013), one of the major 

barriers to m-commerce adoption among users in Bangladesh is lack of 

literacy in English. This is due to reasonable level of literacy is required to 

use the keypad or screen for various m-commerce service. Additionally, 
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most of the respondents feel inconvenient and slow to unlock their phone 

and start payment application in the process of mobile tap-pay services (Huh 

et al., 2017; Sivathanu, 2018; Zhou, 2014). When BB perceived difficult to 

use due to visual impairment and lack of literacy in keying sensitive 

information and unlock their phone (Kuerbis et al., 2017), they are less 

likely to adopt this new innovation. Thus, the follow hypothesis has been 

formulated: 

 

H1: There is a significant negative relationship between UB and BI to adopt 

MP among BB in Malaysia. 

 

 

2.2.2 The relationship between value barrier and behavioural 

intention to adopt mobile payment 

 

Rammile and Nel (2012) defined VB as resistance towards usage of product 

or services when consumer believe that cost of learning exceeds their 

perception of performance-to-price value. There are some past studies 

proved that VB is significantly affecting adoption in mobile technologies. 

Agwu (2013) proved that older adults would not adopt MB services if 

innovation failed to deliver better appearances, size, shapes, weight and 

other features. 

 

Besides, Awasthi and Sangle (2013) also proved that VB is affecting user’s 

BI to adopt mobile technology significantly. The targeted respondents, 

which includes BB, tend to refuse to adopt mobile technology when the 

development of electronic banking services failed to provide added value 

for them. The study of Joachim et al. (2017) reveals that negative 

relationship existed between VB and innovation adoption. From the study, 

it reveal that users will refuse to use innovative products when VB arises as 

they think the upfront cost to adopt technology is too high. 

 



 

 

The Awakening Frontier: 

Barriers Repelling Baby Boomers From Adopting Mobile Payment In Malaysia 

 

 

Page 12 of 83 
 

Laukkanen (2016) has revealed that non-users are yet to identify the 

advantages of these services innovation or bank has failed to demonstrate 

its benefit to users. Lian and Yen (2014) proved that when online shopping 

does not provide higher value for older adults than traditional ways of 

shopping, such as convenience, consumers will tend to avoid using online 

shopping. Similarly, BB may be less motivated to adopt the services if MPS 

does not provide performance-to-price compared to conventional payment 

method such as cash and credit card (Cruz, Barretto Filgueiras Neto, 

Muñoz-Gallego, & Laukkanen, 2010). Given the results referred from the 

past studies, the second hypothesis is proposed: 

 

H2: There is a significant negative relationship between VB and BI to adopt 

MP among BB in Malaysia. 

 

 

2.2.3 The relationship between risk barrier and behavioural 

intention to adopt mobile payment 

 

RB is defined as the degree of uncertainty and potential side effects that 

cannot be expected, including physical, economic, functional and social 

risks as these are the type of risks that inherent in an innovation (Ram & 

Sheth, 1989). Firstly, physical risk is the risk that harms a person or an asset 

by innovation such as privacy, confidentiality and personal information 

(Chemingui & Lallouna, 2013). Yu and Chantatub (2016) found that 

respondents in Taiwan tend to resist to adopt MP when not protected by 

governmental law and regulations. Without proper protections, BB may 

worry their sensitive information is unsecured while making payment 

through mobile devices. 

 

Secondly, economic risk refers to the increment of price paid for the product 

or service (Ram & Sheth 1989). Akturan and Tezcan (2012) have 

emphasized the significance of perceived cost amongst consumers that 
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adoption towards MB is negatively impacted by the additional charge of 

monetary such as service charge or non-monetary cost like time and effort. 

 

Thirdly, functional risk is associated with functionality of innovation such 

as worry for it cannot be functioned properly. For example, MPS consumers 

are concerned with the internet connection and power of their smartphone 

(Hayashi, 2012). El.Aziz, El Badrawy, and Hussien (2014) has proven the 

significance of functional risk to users in adopting mobile technologies due 

to the inconvenience in making payment resulted from a weak internet 

connection. Makanyeza (2017) also proved that RB has negative influence 

on BI to adopt MB technology. Respondents from various age group 

including BB are reluctant to adopt the mobile technology when they think 

there is uncertainties and undesirable outcome associated with the adoption 

of it. 

 

Lastly, social risk exists when one is judged by others due to the adoption 

of new product or service (Ram & Sheth, 1989; Kleijnen, Lee, & Wetzels, 

2009). According to Yang, Lu, Gupta, Cao, and Zhang (2012), social risk is 

proved significant in affecting users’ BI to use MP as fresh MPS users will 

incline to rely on others opinion in making their own decision. When BB 

are perceived to behave in ways against social norms, they will refuse to use 

MPS due to social influence. Therefore, the third hypothesis is proposed: 

 

H3: There is a significant negative relationship between RB and BI to adopt 

MP among BB in Malaysia. 

 

 

2.2.4 The relationship between tradition barrier and 

behavioural intention to adopt mobile payment 

 

TB arises when an innovation is incompatible with a user’s current values, 

norms and past experience (Ram & Sheth, 1989) which block the adoption 

of the innovation eventually (Rogers, 2003). TB is a significant factor in 
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influencing adoption of mobile services. Wijayaratne (2015) has found that 

Sri Lankan customers prefer traditional banking methods as they used to 

experience human interaction when performing financial transactions. TB 

as also one of the main barrier to the intention to use mobile financial 

services among Tunisian consumers (Chemingui & Lallouna, 2013; Gupta 

& Arora, 2017). This can be explained by a form of inertia, resisting any 

habit changes by a social dimension and the need for human interaction with 

staff member that is lack in mobile financial services. El Badrawy, El Aziz, 

and Fady (2012) proved that, although there is additional charge at the 

branches’ counter compared to MB with zero charges, customers still prefer 

to communicate with bank staff and seek for customer service advices as 

they are less affected by technology advancement. When BB believe they 

are incapable to learn new technology (Kuerbis et al., 2017), they will likely 

resist from adoption MP. Therefore, forth hypothesis is formed: 

 

H4: There is a significant negative relationship between TB and BI to adopt 

MP among BB in Malaysia. 

 

 

2.2.5 The relationship between image barrier and 

behavioural intention to adopt mobile payment 

 

IB refers to negative perception of consumers towards a product or service, 

the product or service image, company reputation, as well as the origin 

country (Cruz et al., 2010). There are few past studies shown IB has a 

significant negative relationship with BI of consumers in adopting mobile 

technologies. From Nguyen, Cao, Dang, and Nguyen (2016), BI of 

consumers is highly depended on services providers’ trustworthiness and 

the service’s reliability. Consumers will tend to resist in adopting MPS when 

they uphold a negative perception and low trust towards service providers. 

Yu (2013) indicates that negative opinions from peers and public are 

distracting people's willingness to adopt MB. Laukkanen (2016) found that 

older people is less likely to adopt MB compared to younger people. This is 
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due to most customers in Finland felt that the application provided are non-

user friendly. BB are categorized as conservative consumers as they are 

sensitive to the negative comment on the services and thus they are likely to 

resist MPS (Badowska et al., 2015).  

 

From the study of Thakur and Srivastava (2014), negative perception was 

proved significant in affecting customers’ intention to adopt MB. They 

worry that the banks may share their personal profiles with other companies 

in the banking group and use the information to try and sell additional 

products. 

 

Further, Priya, Gandhi, and Shaikh (2018) proved that the IB can negatively 

affect BI to adopt mobile technology. The targeted respondents in their 

study tend to perceive the financial fraud will happen frequently due to 

tampering of users’ private data. Therefore, the fifth hypothesis is developed: 

 

H5: There is a significant negative relationship between IB and BI to adopt 

MP among BB in Malaysia. 

 

 

2.2.6 The relationship between information barrier and 

behavioural intention to adopt mobile payment 

 

InB was found to be occurred from lack of information in relation to a new 

product or service (Laukkanen & Kiviniemi, 2010). Some prior studies 

results support InB is negatively influencing mobile technologies' adoption. 

Consumers feel that lack of information about MB had discouraged them 

from adopting the service which they are not familiar with (Ewe & Yap, 

2012; Yang, Liu, Li, & Yu, 2017). According to Lian, Liu, and Liu (2012), 

Taiwanese do not believe the service providers will give them favourably 

personalized information compared to auto-generated information via MB 

application. Based on Pinchot, Mishra, Paullet, and Kohun (2016) research 

on MPS, students in mid-Atlantic are aware of the existence of MPS, 
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however they have less knowledge of the services available for their own 

smartphone and ways of using the features. According to Kuerbis et al. 

(2017), when service providers failed to deliver sufficient guidance, older 

adults will become disoriented and lack of knowledge towards technologies. 

Therefore, BB will avoid using MPS when they are unable to acquire 

relevant information. Hence, the sixth hypothesis is proposed: 

 

H6: There is a significant negative relationship between InB and BI to adopt 

MP among BB in Malaysia. 
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2.3 Proposed Conceptual Framework 

 

Figure 2.1: Proposed Conceptual Framework of Barriers Repelling BB from 

Adopting MP in Malaysia. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Ram & Sheth (1989); Laukkanen & Kiviniemi (2010) 

 

Conceptual model of this research is shown in Figures 2.3. VB, UB, RB, TB, IB 

and additional of InB are the IV for this study. While BI to adopt MP remains as 

the DV to be tested for this particular study. 
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2.4 Conclusion 

 

In conclusion, integrated IRT is used in this study and six hypotheses regarding the 

relationship between six barriers and DV have been proposed with the support of 

prior studies. 
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CHAPTER 3: RESEARCH METHODOLOGY 

 

 

3.0 Introduction 

 

This preceding topic review the relevant literature of past studies. Chapter three will 

provide an overview about the data collection method used, targeted respondents, 

variables and measurement and data analysis technique used in this study. 

 

 

3.1 Research Design 

 

This study aims to investigate the barriers that influence BI of BB to adopt MP in 

Malaysia. Self-administered questionnaire is the survey method used in this study 

to gather primary data as it produces data that happened in reality (Kelley, Clark, 

Brown, & Sitzia, 2003). According to Blackstone (2012), survey is able to gather 

huge information in an efficient manner. Besides, most of the past researchers have 

successfully gathered their data with self-administered questionnaire to BB in their 

research (Badowska et al., 2015; Kim, Fidgeon, & Kim, 2014; Koo & Lee, 2013). 

Cross-sectional research is applied as the data is collected only once. Therefore, 

there is no follow up needed, lower cost and shorter time is required (Mann, 2003). 

BB who born in between 1946 and 1960, also the user who had no experience or 

had used once or twice in MPS in Malaysia are selected as unit of analysis in this 

study (Laukkanen, 2016). 
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3.2 Population, Sample and Sampling Procedures 

 

 

3.2.1 Target Population 

 

Previous IRT studies have used those respondents with no experience 

(Laukkanen et al., 2007) and had used once or twice (Laukkanen, 2016) in 

mobile technology due to similarity in attitudes between these two groups. 

This is in compliance with active innovation resistance, attitudinal outcome 

in resistance of technology formed after an unfavourable new product 

evaluation (Ram & Sheth, 1989). According to Laukkanen (2016), there is 

no difference between those with no experience and tried once or twice. 

Hence, population in this research consists of BB who had no experienced, 

and tried once or twice in MPS in Malaysia.  BB are targeted as they are 

having stable income, precipitate their high spending phase of life, however 

their adoption rate of MPS is remaining low compared to Gen X and Gen Y 

(“Decoding the Malaysian,” 2016). 
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3.2.2 Sampling Location 

 

Sampling location refers to the place or area that was chosen in a research 

to gather the intended information from the target respondents. According 

to Hair (2016), a research should be conducted in an efficient, suitable and 

economical manner, therefore East Malaysia was excluded due to time and 

budget limitation (Moorthy et al., 2014).  

 

Table 3.1: Mobile Penetration Rate and the Exact Survey Location in 

respective areas 

Areas Mobile User Rate Survey Location   

 (Shopping malls) 

Selangor 20.9% Sunway Pyramid 

Johor 12.7% City Square 

Kuala Lumpur 8.9% Pavillion 

Perak 8.5% Aeon Klebang 

Aggregate 51% - 

Source: Malaysian Communications and Multimedia Commission (2015); 

"The Top 10 Malaysia Shopping Malls – TripAdvisor," (2017). 

 

Shopping malls were chosen as sampling location since most of older 

customers prefer visiting shopping malls than online shopping as they 

reluctant to accept new e-shopping approach (Law & Ng, 2016). The listed 

shopping malls were selected as the exact sampling location due to their 

superlative malls recognition in their respective states ("The Top 10 

Malaysia Shopping Malls - TripAdvisor," 2017). According to Ooi and Tan 
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(2016), shopping malls are the place with high number of potential mobile 

users available which will precipitate the data collection process. In 

addition, as shopping malls are populous, consumers from various 

background can be identified over there, it is more effective and accessible 

for data collection (Sarich & Sittiporn, 2017). The data collection was 

conducted from 5th September 2017 to 19th January 2018. 

 

 

3.2.3 Sample Technique 

 

Sampling techniques can be divided into probability sampling and non-

probability sampling (Saunders et al., 2009, p.213). Non-probability 

sampling is selected as sampling frame of BB who are inexperienced and 

used once or twice in MPS in Malaysia is unknown. Hence, quota sampling 

and purposive sampling were applied in this research. Hair, Bush, and 

Ortinau (2003, p.351) states that quota sampling is the selection of 

prospective participant using two-stage purposive process. 

 

Stage one involves using quota sampling technique. Four states were 

selected based on the highest mobile users’ penetration rate in Malaysia. 

Quota sampling technique was used to proportionate target respondents 

based on mobile user percentage in selected states. 

 

In second stage, purposive sampling is then used for the selection of the 

sample elements. Purposive sampling is chosen as the appropriate 

respondents can be identified based on researcher’s judgement (Hair et al., 

2003, p.351). Each target respondent was selected based on their age and 

experience level in MPS. 
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3.2.4 Sample Size 

 

Sample is a subset that represents targeted population in a research (Sekaran 

& Bougie, 2010). Sampling is crucial as survey entire population is 

unrealistic due to it involved huge monetary resources and time consuming 

(Saunders, Lewis, & Thornhill, 2009). According to Zikmund, Babin, Carr, 

and Griffin (2010), sample size is depending on the researcher’s 

consideration. Hinkin (1998) recommended that item-to-response ratios 

range from 1:4 to at least 1:10 for each set of scales to be analysed. There 

were in total of 31 questions constructs in each set of the questionnaire. 

Therefore, 310 survey questionnaires were distributed as the optimal sample 

size for this study range within 124 and 310. 

 

 

3.3 Data Collection Method 

 

Self-administered questionnaire used in collection of data. By doing so every 

respondent will be answering the same questions (Bryman & Bell, 2015). 

Additionally, respondents can clarify any unclear information from researchers. 

Hence, comparability of answers can be further enhanced (Hair, 2016). Moreover, 

the completion of the survey is time saving as it enables researchers to gather large 

amount of data within a shorter time frame (Bryman & Bell, 2015). 

 

 

3.3.1 Pre-test 

 

The questionnaires were pre-distributed to 5 researchers who expertise in 

mobile technology. By referring to their advices, misunderstandings 

participants may encounter with instrument items can be detected (Perneger, 

Courvoisier, Hudelson, & Gayet-Ageron, 2014). 
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3.3.2 Pilot Test 

 

Upon the pre-test of the questionnaires, the pre-final version of the revised 

questionnaire has been pilot tested on a small sample size of 30 BB from 

Aeon Klebang, Perak. 

 

 

3.4 Variables and Measurement 

 

Givon and Shapira (1984) found pronounced improvements in item reliability when 

moving from 2-point scales toward 7-point scales. Reliability continued to increase 

up to lengths of 11 points, but the increases beyond 7 points were quite minimal for 

single items Therefore, this research were anchored on a 7-point Likert-scale 

ranging from “1” (strongly disagree) to “7” (strongly agree).  

 

Table 3.2 explains the definitions for each variable and the sources of each variable. 

There are 26 items for six IV and five items for DV being examined. The items which 

were adapted from previous studies was modified for this study to fit the context of 

MPS. 

 

Table 3.2: Definitions, number of items and sources of each variables 

Construct 

(Independent 

variable) 

Definition  Number 

of 

item(s) 

Sources 

Usage Barrier  

 

UB is concerned with the 

usability of innovation 

resulted when the innovation 

is not same with current plan 

and practice (Laukkanen et 

al., 2007).  

4 Laukkanen, 

Sinkkonen, Kivijarvi, 

and Laukkanen 

(2007) 
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Value Barrier 

 

VB refers to performance –to-

price value perceived by the 

innovation against other 

alternative solutions 

(Laukkanen et al., 2007). 

 

4 Laukkanen et al. 

(2007) 

El Badrawy and Aziz 

(2011) 

Risk Barrier 

 

RB refers to the insecurity that 

users experience or perceive 

in innovations. The more 

risky the innovation, the lower 

its acceptance (Laukkanen et 

al., 2007). 

 

5 Laukkanen et al. 

(2007)  

Peng, Xu, and Liu 

(2011) 

Tradition 

Barrier 

 

TB exists when users prefer to 

have direct interaction with 

the respective person instead 

of using the arm-length 

technologies (Laukkanen et 

al., 2007). 

5 Mahatanankoon and 

Ruiz (2007) 

Image Barrier 

 

IB comes into place when 

one’s has negative perception 

on the technology or the bad 

image on respective company 

who introduce the technology 

(Laukkanen et al., 2007). 

4 Laukkanen et al. 

(2007). 

 

Information 

Barrier 

 

Emerging from a lack of 

information in relation to 

innovation (Laukkanen & 

Kiviniemi, 2010). 

4 Laukkanen and 

Kiviniemi (2010) 

Laukkanen et al. 

(2007) 

Oreg (2016) 

Kleijnen et al. (2009) 

Herbig and Kramer 

(1994) 
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Construct 

(Dependent 

variable) 

Definition  Number 

of item 

Number of items: 

Sources 

Behavioural 

intention 

 

Consequences of the sum of 

the variables that culminate 

into acceptance of the 

consumers to perform certain 

actions or behaviour (Schierz 

et al. 2010). 

5 Schierz et al. (2010) 

Dastan and Gurler 

(2016) 

Lian and Yen (2013)  

Source: Developed for the research 
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3.5 Data Analysis Techniques 

 

 

3.5.1 Descriptive Analysis 

 

According to Zikmund et al. (2010), descriptive analysis refers to analysis 

technique that transforms collected raw data into more understandable form. 

Frequency and percentage were classified and presented in table form to 

understand the characteristics of target respondents (Saunders et al., 2009). 

Mean and standard deviation are calculated for every response of all 

variables to obtain the average value and the variation from mean (Greener, 

2008). 

 

 

3.5.2 Scale Measurement 

 

 

3.5.2.1 Normality Test 

 

Normality test assist in examining whether data collected is normally 

distributed. It is important as non-normality will affect the accuracy of 

statistical tests (Weston & Gore, 2006). Normality test is conducted on 

every questionnaire item in each of the variables. Normality of the data can 

be found out through skewness and kurtosis value for each of the items. Hair, 

Black, Babin, and Anderson (2010) even Kline (2005) suggested that when 

the skewness value of the variable is less than ±3 and kurtosis value is less 

than ±10, the variable is considered as normally distributed as well. 

 

 

3.5.2.2 Reliability Test 

 

Based on Zikmund (2003), reliability test is an important tool in ensuring 

result generated is trustable and free from unfairness. Generally, it is 
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conducted on one variable at a time and measured by Cronbach’s coefficient 

alpha (α) that normally between 0 and 1. From Nunnally and Bernstein 

(1994), data is considered reliable when it obtains alpha value more than 

0.70. 

 

 

3.5.3 Inferential Analysis 

 

 

3.5.3.1 Pearson Correlation Coefficient Analysis 

 

Correlation within two variables was measured by Pearson Correlation 

Coefficient Analysis in this study (Saunders et al., 2012). It is generally 

represented by r and ranges between -1 and +1 (Hair, Money, Samouel, & 

Page, 2007). When the r showing ‘+’ symbol, the variables are said to be 

positive relationship while the r showing ‘-’ symbol, the variables are said 

to be negative relationship. This study required to fulfil both normality and 

linearity assumption to use the analysis (Uyanik & Guler, 2013). 

 

 

3.5.3.2 Multiple Linear Regressions 

 

This study will use multiple linear regressions as an inferential analysis 

technique to examine the relationship between multiple IV and a DV (Hair, 

Bush, & Ortinau, 2006). The assumptions of this analysis are normality, 

linearity and multicollinearity. There is multicollinearity when variance 

inflation factor value is greater than 10 (Akinwande, Dikko, & Samson, 

2015). Multiple linear regressions is used as there are multiple IV with a DV 

in this study (Gogtay, Deshpande, & Thatte, 2017). Table 3.3 below shows 

the multiple linear equations of this study. 
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Table 3.3: Multiple Linear Regression Equation 

Multiple Linear Equation 

Y = β + β1X1 + β2X2 + β3X3 + β4X4 + β5X5 + β6X6 

Where: 

Y = Dependent Variable = Behavioural Intention to Adopt Mobile Payment 

X1  = 1st Independent Variable = Usage Barrier 

X2 = 2nd Independent Variable = Value Barrier 

X3 = 3rd Independent Variable = Risk Barrier 

X4= 4th Independent Variable = Tradition Barrier 

X5 = 5th Independent Variable = Image Barrier 

X6 = 6th Independent Variable = Information Barrier 

β = the intercept of the regression line. 

β1, β2, β3, β4, β5 & β6 = regression coefficient for X1, X2, X3, X4, X5 & X6 

Source: Developed for the research 

 

 

3.6 Conclusion 

 

In overall, chapter three had discussed into the data collection method used, targeted 

respondents, variables and measurement and data analysis technique of this study.  
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CHAPTER 4: DATA ANALYSIS 

 

 

4.0 Introduction 

 

Chapter four will present the discussion of descriptive analysis on survey 

respondents, result from reliability and normality test to ensure data collected is 

reliable, and inferential analysis in testing co-relationship among the variables. 

 

 

4.1 Descriptive Analysis 

 

 

4.1.1 Demographic Profile of Respondents 

 

Targeted BB’s gender, year of birth, races, highest education completed and 

level of experience in MPS are shown as below. The usable survey 

questionnaire are 288 sets out of 310 sets. 

 

Figure 4.1: Percentages of Respondents based on Level of 

Experience in Mobile Payment Services 

 

Source: Developed for the research 
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Figure 4.1 shows 87.85% of respondents had never used the MPS while only 

12.15% of the respondents had used the services (Laukkanen, 2016). 

 

Figure 4.2: Percentages of Respondents based on Gender 

 

Source: Developed for the research 

 

According to Figure 4.2, there are 62.85% of female respondents and 

37.15% of male respondents from the surveys collected. 

 

Figure 4.3: Percentages of Respondents based on Year of Birth 

 

Source: Developed for the research 

37.15%

62.85%

Gender

Male

Female

58.68%
30.21%

11.11%

Year of Birth

1956-1960 (57-61 years old)

1951-1955 (62-66 years old)

1946-1950 (67-71 years old)



 

 

The Awakening Frontier: 

Barriers Repelling Baby Boomers From Adopting Mobile Payment In Malaysia 

 

 

Page 32 of 83 
 

From Figure 4.3, it shows that most of the target respondent’s age are 

between 57 to 61 years old which comprises 58.68% out of the total. This is 

followed by those who aged in between 62 to 66 years old which stands at 

30.21% and 67 to 71 years old which contributes 11.11%. 

 

Figure 4.4: Percentages of Respondents based on Races 

 

Source: Developed for the research 

 

Most of the target respondents are Chinese which consists of 46.53%. It is 

followed by Malay and Indian which comprise 28.82% and 18.40% 

respectively. The others races are only occupied 6% of the total. 
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Figure 4.5: Percentages of Respondents based on the Highest 

Education Completed 

 

Source: Developed for the research 

 

According to Figure 4.5, 42.01% of total respondents had completed up to 

high school level. Meanwhile, 21.53% of respondents had completed up to 

primary school studies. It is followed by 16.32% and 14.24% who are 

diploma and bachelor degree holders respectively. Furthermore, 2.43% and 

1.39% of respondents owned the master and PhD level. The remaining of 

2.08% of respondents are classified as others. 
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            4.1.2 Central Tendencies Measurement of Constructs 

 

Table 4.1: Central Tendencies Measurements of Constructs 

IV 
Mean Standard Deviation 

Usage Barrier 

UB 1 4.1285 1.4606 

UB 2 4.0521 1.5731 

UB 3 4.2912 1.2790 

UB 4 4.3472 1.2787 

 Value Barrier 

VB 1 3.8056 1.1793 

VB 2 4.1840 1.2399 

VB 3 3.9653 1.0814 

VB 4 3.7708 1.0770 

VB 5 3.9826 1.4349 

 Risk Barrier 

RB 1 4.3368 1.4890 

RB 2 4.5139 1.3511 

RB 3 4.3472 1.3834 

RB 4 4.4931 1.4338 

RB 5 4.6042 1.2052 

 Tradition Barrier 

TB 1 4.3819 0.9481 

TB 2 4.8438 1.2687 

TB 3 4.4375 1.0994 

TB 4 4.2222 1.1227 

 Image Barrier 

IB 1 3.6354 0.9196 

IB 2 4.1771 1.2125 

IB 3 4.4097 1.4455 

IB 4 3.9514 1.0744 
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 Information Barrier 

InB 1 4.2813 1.2071 

InB 2 4.1181 1.0224 

InB 3 4.4097 1.1069 

InB 4 4.4861 1.1596 

 Behavioural Intention 

BI 1 3.8125 1.2009 

BI 2 4.0729 1.2147 

BI 3 3.8264 1.1855 

BI 4 3.8021 1.1381 

BI 5 4.2431 1.1491 

            Source: Developed for the research 

 

Table 4.1 shows the mean and standard deviation of each of the construct. 

The mean of UB range between 4.0521 to 4.3472, VB range between 3.7708 

to 4.1840, RB range between 4.3368 to 4.6042, TB range between 4.2222 

to 4.8438, IB range between 3.6354 to 4.4097, InB range between 4.1181 to 

4.4861 and BI range between 3.8021 to 4.2431. As most of the mean are 

above 4, it indicates that the target respondents are generally agree to the 

barriers stated in the questionnaire. However, for the VB, IB and BI, 

respondents show different view which resulted the mean to be varied 

between above and below 4.  

 

Standard deviation ranged from 0.9196 to 1.4890. All of the variables are 

close to 1 except for two statements from IB1 and TB1. Standard deviation 

ranges from 0 to 1 is considered to be consistent. 
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4.2 Scale Measurement 

 

 

4.2.1 Reliability Test 

 

Table 4.2: Summary of Reliability Test (Pilot Test) 

Independent 

Variables 

Cronbach’s 

Alpha 

Dependent 

Variable 

Cronbach’s 

Alpha 

Usage Barrier 0.8603 

Behavioural 

Intention 
0.9169 

Value Barrier 0.8319 

Risk Barrier 0.8922 

Tradition Barrier 0.7776 

Image Barrier 0.7116 

Information Barrier 0.8630 

Source: Developed for the research 

 

A pilot test was conducted among 30 BB in Aeon Klebang, Ipoh to assess 

the validity and reliability of questionnaire. The result of Cronbach’s alpha 

for every variable is shown in Table 4.2. The Cronbach’s alpha are ranging 

from 0.7116 to 0.9169 indicated that all result are reliable as the result are 

exceed 0.7 (Nunnally & Bernstein, 1994).  

 

Table 4.3: Summary of Reliability Test (Final Test) 

Independent 

Variables 

Cronbach’s 

Alpha 

Dependent 

Variable 

Cronbach’s 

Alpha 

Usage Barrier 0.8164  

 

Behavioural 

Intention 

 

 

0.8902 

Value Barrier 0.7906 

Risk Barrier 0.8643 

Tradition Barrier 0.7127 

Image Barrier 0.7662 

Information Barrier 0.8182 

Source: Developed for the research 
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Table 4.3 illustrate the outcome for each variable’s reliability test. A 

variable is viewed as reliable if Cronbach’s alpha have at least a minimum 

value of 0.7 (Nunnally & Bernstein, 1994). Thus, all items adapted in 

questionnaire for this study is reliable. 

 

 

4.2.2 Normality Test 

 

Skewness is the degree of asymmetry in a frequency distribution 

(Kaloyanov, 2011). If the skewness value is positive, it would assumed to 

be positive skewed and show a longer tail to the left. Whilst, a negative value 

skewness indicates a negative skewness and result in a longer tail to the right 

(Saunders et al., 2009). 

 

According to Saunders et al. (2009), kurtosis is the indicator of edge or 

latitude of distribution as compared to a normal distribution. A positive 

value of kurtosis showed a higher latitude distribution and vice versa. Hair 

et al. (2010) proposed that endogenous variable is satisfactory if the 

skewness value fall within the range of -3 to +3. Whilst, kurtosis is 

acceptable within the range of -10 to +10 (Hair et al., 2010). Hence, data 

shown in this study are normally distributed as all the criterion were met. 
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Table 4.4: Summary of Normality Test for Independent Variables (Pilot 

Test) 

Independent 

Variables 

Skewness Kurtosis Independent 

Variables 

Skewness Kurtosis 

UB 1 -0.0836 -0.0804 RB 5 -0.0230 -0.3299 

UB 2 0.0862 -0.5187 TB 1 0.9074 1.1164 

UB 3 -0.1075 -1.5737 TB 2 -0.1857 -0.6769 

UB 4 0.1323 -1.4878 TB 3 0.5896 -0.3309 

VB 1 0.5171 -0.6041 TB 4 -0.0068 -0.9732 

VB 2 0.6062 -0.2069 IB 1 0.9674 0.3108 

VB 3 0.4429 -0.8351 IB 2 0.5244 -0.1827 

VB 4 1.0202 0.7046 IB 3 0.2482 -1.2496 

VB 5 0.1540 -0.6123 IB 4 0.7702 1.0120 

RB 1 -0.4856 0.6235 InB 1 0.7577 -0.1425 

RB 2 -0.5194 -0.3177 InB 2 0.3254 1.3163 

RB 3 -0.7415 2.8575 InB 3 0.3504 0.4745 

RB 4 -0.9483 2.3502 InB 4 -0.2500 0.5230 

Source: Developed for the research 

Note: UB=Usage Barrier; VB= Value Barrier; RB=Risk Barrier; TB= 

Tradition Barrier; IB= Image Barrier; InB= Information Barrier 

 

Table 4.5: Summary of Normality Test for Dependent Variable (Pilot Test) 

Dependent Variable Skewness Kurtosis 

BI 1 -0.5651 -1.0461 

BI 2 -0.2829 -1.0470 

BI 3 -0.6905 -0.5177 

BI 4 -0.4805 -0.9584 

BI 5 -0.4011 -1.2674 

Source: Developed for the research 

Note: BI= Behavioural Intention 

 

Table 4.4 and 4.5 presented the outcome of normality test which was 

collected in the pilot test. The value of skewness for all variables are ranging 
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from -0.9483 to 1.0202, whereas the result of kurtosis test ranges between -

1.5737 to 2.8575. Hence, the data considered normally distributed as the test 

for normality is met as skewness is within ±3 and kurtosis is within ±10 

(Hair et al., 2010).  

 

Table 4.6: Summary of Normality Test for Independent Variables (Final 

Test) 

Independent 

Variables 

Skewness Kurtosis Independent 

Variables 

Skewness Kurtosis 

UB 1 -0.0020 -0.7666 RB 5 -0.4391 0.7190 

UB 2 0.0973 -0.6722 TB 1 0.5037 1.2000 

UB 3 0.0235 -0.8673 TB 2 0.0800 -0.3479 

UB 4 -0.2196 -0.1649 TB 3 0.3660 0.0434 

VB 1 0.2031 -0.2776 TB 4 0.1033 -0.3378 

VB 2 0.2753 0.3986 IB 1 0.4892 1.5672 

VB 3 0.3689 -0.3054 IB 2 0.2583 -0.1770 

VB 4 0.8043 1.6680 IB 3 0.0176 -0.6460 

VB 5 0.0235 -0.3297 IB 4 0.3178 0.9440 

RB 1 -0.6939 -0.0208 InB 1 0.2348 0.6885 

RB 2 -0.3027 -0.2056 InB 2 -0.2979 1.3377 

RB 3 -0.2600 0.2778 InB 3 -0.0709 1.2504 

RB 4 -0.7609 0.6249 InB 4 -0.4858 1.0264 

Source: Developed for the research 

 

Table 4.7: Summary of Normality Test for Dependent Variable (Final 

Test) 

Dependent Variable Skewness Kurtosis 

BI 1 -0.3146 -0.5613 

BI 2 -0.1874 -0.6662 

BI 3 -0.1273 -0.4429 

BI 4 -0.1763 -0.4428 

BI 5 -0.1260 -0.2860 

Source: Developed for the research 
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Table 4.6 and 4.7 revealed the outcome of final normality test. The skewness 

of all items in the survey questionnaires are ranging from -0.7609 to 0.8043, 

while kurtosis ranges within -0.8673 to 1.6680. Therefore all data is 

normally distributed as the test of normality is met (Hair et al., 2010).  

 

 

4.3 Inferential Analysis 

 

 

4.3.1 Pearson Correlation Analysis 

 

Table 4.8: Pearson Correlation Coefficients 

Variables UB VB RB TB IB InB BI 

UB 
1.0000       

<.0001       

VB 
0.3554 1.0000      

<.0001 <.0001      

RB 
0.3399 0.3113 1.0000     

<.0001 <.0001 <.0001     

TB 
0.3749 0.3043 0.2814 1.0000    

<.0001 <.0001 <.0001 <.0001    

IB 
0.3193 0.2549 0.1740 0.2168 1.0000   

<.0001 <.0001 <.0001 <.0001 <.0001   

InB 
0.2770 0.2841 0.2580 0.2595 0.3908 1.0000  

<.0001 <.0001 <.0001 <.0001 <.0001 <.0001  

BI 
-0.6442 -0.4928 -0.4060 -0.4479 -0.3917 -0.4343 1.0000 

<.0001 <.0001 <.0001 <.0001 <.0001 <.0001 <.0001 

Source: Developed for the research 

Note: UB= Usage Barrier, VB= Value Barrier, RB= Risk Barrier, TB= 

Tradition Barrier, IB= Image Barrier, InB= Information Barrier, BI= 

Behavioural Intention 
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Based on Pearson Correlation Coefficients shown in Table 4.8, all the 

hypotheses for this study are significant as the p-value between each IV and 

DV are less than 0.05.. Result shows that there are a significant and negative 

relationship between each UB (r=-0.6442), VB (r=-0.4928), RB (r=-

0.4060), TB (r=-0.4479), IB (r=-0.3917), InB (r=-0.4343) with BI. Among 

all the correlation between barriers and BI, UB has the strongest relationship 

with BI while IB has the weakest relationship with BI. Furthermore, the 

correlation between IB and InB is the highest among all the IVs which is 

0.3908. As the correlations amongst variables are less than 0.90, this implies 

there is no multicollinearity issue. (Hair et al., 2010). 

 

 

4.3.2 Multiple Linear Regression 

 

Table 4.9: Model Summary 

Root MSE 0.6457 R-Square  0.5766 

Dependent Mean 3.9514 Adj R-Sq 0.5676 

Coeff Var 16.3420   

Source: Developed for the research 

 

Table 4.9 implies that R-Square for the six IVs is 0.5766. This indicates that 

57.66% of the variation in BI can be explained by the six barriers which are 

UB, VB, RB, TB, IB and InB. 

  

Table 4.10: Analysis of Variance 

Source DF Sum of 

Squares 

Mean 

Square 

F value p value 

Model 6 159.5890 26.5982 63.79 <.0001 

Error 281 117.1705 0.4170   

Corrected 

Total 

287 276.7594    

Source: Developed for the research 
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From the Table 4.10, F-value (63.79) is large whereby p-value is small 

(<.0001) which is less than 0.05. This shows that at least one of the six IVs 

can be used to model BI. Since it is proved that there is a significant 

relationship between all IVs and BI, model fit is achieved. 

 

Table 4.11: Parameter Estimates 

Variable 
Parameter 

Estimate 

Standardized 

Estimate 

T 

value 
p value Tolerance 

Variance 

Inflation 

Intercept 8.6631 0 31.12 <.0001 - 0 

UB -0.3553 -0.4078 -8.94 <.0001 0.7241 1.3810 

VB -0.2211 -0.2009 -4.58 <.0001 0.7841 1.2753 

RB -0.0943 -0.1064 -2.47 0.0140 0.8133 1.2295 

TB -0.1690 -0.1407 3.23 0.0014 0.7964 1.2557 

IB -0.1063 -0.0979 -2.24 0.0258 0.7899 1.2661 

InB -0.1711 -0.1620 -3.68 0.0003 0.7756 1.2894 

Source: Developed for the research 

Note: UB= Usage Barrier, VB= Value Barrier, RB= Risk Barrier, TB= 

Tradition Barrier, IB= Image Barrier, InB= Information Barrier 

 

According to Table 4.11, UB (p=<.0001), VB (p=<.0001), RB (p=0.0140), 

TB (p=0.0014), IB (p=0.0258) and InB (p=0.0003) have significant 

relationship with BI since their p-value are less than 0.05. UB has the 

greatest effect on BI of MP followed by VB, InB, TB and RB while IB has 

the weakest relationship with BI. Besides, all the IVs in the study also have 

a negative relationship with BI. Therefore, all of the six hypotheses are 

supported. On the other hand, the result implies multicollinearity problem 

amongst IVs do not exist. This is due to tolerance value of all IVs are more 

than 0.1 and variance inflation value are less than 10 (Akinwande et al., 

2015).  
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Below shown is the Multiple Linear Regression equation: 

BI = 8.6631 – 0.3553(UB) – 0.2211(VB) – 0.0943(RB) – 0.1690(TB) – 

0.1063(IB) – 0.1711(InB) 

 

 

4.4 Conclusion 

 

Chapter four conclude the findings the result generated from the data collected 

through different analysis. Based on the result, major findings, implication, 

limitation and recommendation will be discussed in chapter five.  
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CHAPTER 5: DISCUSSION, CONCLUSION AND 

IMPLICATIONS 

 

 

5.0 Introduction 

 

This chapter summarise the characteristics of survey respondents and the outcomes 

of survey collected. Further, it also pointed out the major findings, managerial and 

theoretical implications based on the data analysed. Further, limitations as well as 

recommendations is provide for the reference of future researchers. 

 

 

5.1 Summary of Statistical Analysis 

 

Total of 310 sets of self-administered questionnaire disseminated to the survey 

respondents but only 288 sets can be used due to the incompatible characteristics 

which set in this study. Based on the survey analysed, most of the respondents are 

those who had never used it before. The female respondents has occupied the higher 

percentage compared to the male. Besides, majority of respondents are those born 

in between 1956-1960 and had completed their studies up to the high school level. 

Moreover, Chinese respondents has the higher amount compared with the others. 

 

According to the SAS results, the lowest means in the questionnaire is 3.6354 while 

highest means is 4.8438. The smallest and largest of the standard deviation are 

0.9196 and 1.4890. This shows that the data values are slightly distribute around 

the central tendency. 

 

According to SAS analysis conducted, the normality and reliability of data was 

generated and proven. For the normality test, all data is assumed to be normally 

distributed which is proven that skewness and kurtosis test is satisfactory as the 

skewness of all variable range within ±3 and kurtosis range within ±10. Meanwhile, 

the result of reliability test signifies that all the constructs are usable as the 
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Cronbach’s alpha figure are larger than 0.7. To conclude, most of the variables in 

this study are reliable. 

 

According to Pearson Correlation Analysis, each of the barriers has a significant 

and negative relationship to BI as the p-value are below 0.05 and r-value is in 

negative form. UB has highest relationship with BI while IB has lowest relationship. 

Multicollinearity problem does not exist as the correlation between all IVs are less 

than 0.9. 

 

From the Multiple Linear Regression, 57.66% of the variation in BI can be 

explained by the six barriers in this study. The model is adaptable as the F-value is 

large enough which mean that at least one of the barriers can use to model BI. The 

p-value calculated indicates that all the IVs have significant impact to BI. From the 

result, all of the hypotheses are supported. Besides, UB has greatest effect on BI 

while IB has lowest effect. 

 

 

5.2 Discussion of Major Findings 

 

 

5.2.1 Usage Barrier 

 

UB has been proven to have the strongest negative relationship towards BI 

in adopting MP among BB in this study. From the analysis in Chapter 4, the 

p-value of UB is <.0001 which is lower than 0.05, indicates that the 

hypothesis 1 is supported. The beta of UB, -0.3553 shows strong negative 

relationship existed between UB and BI.  

  

This findings is correspondence with the previous literature from Huh et al. 

(2017), Sun et al. (2017), Rahman (2013), and Kuerbis et al. (2017) which 

had showed UB has a significant negative relationship towards the adoption 

of innovation. Surprisingly, the reason that most of the BB resist MPS is 

when they found that instruction provided on the MP platform is unclear. 



 

 

The Awakening Frontier: 

Barriers Repelling Baby Boomers From Adopting Mobile Payment In Malaysia 

 

 

Page 46 of 83 
 

This might due to the instruction provided in MPS consist of technological 

jargon such as transaction authorization code (TAC) and card code 

verification (CCV) that is unfamiliar by BB in Malaysia. In addition, natural 

age-related farsightedness has further decrease the clarity and 

understandability of the instruction provided especially when the MPS 

instruction is presented in small size of mobile screen, and unsuitable font 

type and size used. 

 

As BB are perceived as conservative to adopt newly unknown 

technologically advanced products (Badowska et al., 2015), they would not 

adopt MP unless they able to understand the operating method in detailed. 

 

 

5.2.2 Value Barrier 

 

VB yielded a significant value of 0.001, which implied that hypothesis 2 is 

validated as its p-value is less than 0.05. Hence, it is statically proven that 

VB as one of the factor of rejection MPS adoption. Besides, the relationship 

direction is moderately negative as the beta-value of VB is -0.2211. 

 

This findings in this study are coherent with previous empirical past studies 

which produce the similar outcome that VB has a negative and significant 

relationship. (Agwu, 2013; Laukkanen, 2016; Lian & Yen, 2014). The result 

in this study shows that majority of BB believe that MPS does not increase 

the ability to control own financial matters. This might due to BB worry of 

over-spending as they only able to trace back the amount spent when 

monthly bank statement is received compared to checking cash balance in 

wallet directly. 

 

When BB believe the MPS doesn’t improve the quality of life, they tend to 

remain the current payment behaviour and less likely to adopt MP.  
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5.2.3 Risk Barrier 

 

From the analysis in Table 4.13, hypothesis 3 in this study is supported as 

RB had achieved a p-value of 0.0140, which is below the 0.05. Besides, the 

beta of -0.0943 implies that significant negative relationship existed 

between RB and BI to adopt MP amongst the BB in Malaysia. 

 

This result is found to be consistent with the past researches (Yu & 

Chantatub, 2016; El.Aziz et al., 2014; Akturan & Tezcan, 2012; Yang et al., 

2012). The result shows that most of the BB in Malaysia resist to adopt MP 

when they worry there is faultiness in the function of MP. Faultiness of MPS 

platform arise when the platform turn unresponsive at the interfaces while 

the payment has been doubled or delayed. Besides, BB in Malaysia worry 

their personal sensitive information being exposed to the unknown parties 

if they adopt MP. This result is coherent with the current news regarding 

largest personal data breach which caused personal data of 46.2 million 

mobile phone subscribers in Malaysia been stolen (Rodzi, 2017). 

 

In short, the more the RB perceived, the less the BB’ BI to adopt MP in 

Malaysia.  

 

 

5.2.4 Tradition Barrier 

 

According to the analysis from Table 4.13, the p-value of TB was 0.0014, 

which is lower than 0.05, indicates that hypothesis 4 in this study was 

supported. On other hand, the beta of -0.1690 indicates a significant 

negative relationship between TB and BI to adopt MP amongst the BB in 

Malaysia. 

 

This result is consistent with the past researches (Wijayaratne, 2015; 

Chemingui & Lallouna, 2013; Badrawy et al., 2012). The result from this 

study shows that most of the BB in Malaysia still prefer the physical face-
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to-face communication with the seller to make the purchase of goods or 

services as compare to MPS. This might due to they have been accustomed 

to the traditional physical way of making payment for more than half of their 

lifetime, they don’t think there is a necessary for them to change.  

 

As they are the group of generation which less impacted by the 

technological advancement, they might feel more comfortable through the 

interaction and eye contact with sellers, or even expression of gesture by the 

sellers before they make the payment. 

 

 

5.2.5 Image Barrier 

 

According to Table 4.13,, p-value of IB is less than 0.05 which shows 

0.0258. It implies that the hypothesis 5 is supported. Further, IB shows the 

beta-value which is -0.1063, means that IB also has a negative impact to BI 

to adopt MP among BB in Malaysia. BB tend to refuse in adopting MP when 

they hold a negative perceptions toward MPS. 

 

The outcome is aligned with the major findings of past studies from Nguyen 

et al. (2016), Yu (2013) and Laukkanen (2016). From the result, most of the 

BB in Malaysia perceived that new technologies are too complicated to use. 

This might due to BB always think that they are too old for using new 

technology. Besides, they also tend to see themselves as slow learning group 

whereby learning a new technology is a daunting task for them (Magsamen-

Conrad, Upadhyaya, Joa, & Dowd, 2015).  As a consequence, there is less 

chance for them to learn more about MPS and further caused them to 

perceive it as a difficult thing to use. 

 

In short, negative perception will also lead to Malaysia BB’ resistance 

towards MPS. 
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5.2.6 Information Barrier 

 

According to analysis in Chapter 4, InB has 0.0003 of p-value which is 

lower than 0.05 indicates that the hypothesis 6 is supported. Meanwhile, the 

beta of InB, -0.1711 shows that it has a moderate negative relationship 

between InB to BI in adopting MPS among BB. When there is insufficient 

of information regarding MPS, BB tends to resist on using it. 

  

The past studies from Yeong and Fen (2012), Lian et al. (2012), Pinchot et 

al. (2016) and Kuerbis et al. (2017) have supported to research result. 

Interestingly, BB tend to resist toward MPS because of the information 

available concerning MPS is not overwhelming. This might due to the media 

channel used by MPS providers fail to deliver sufficient information 

regarding MPS to the BB effectively.  

 

When BB feel that the information provided is not sufficient, they would 

not choose to adopt it unless they obtained enough of information from the 

service provider. 

 

 

5.3 Implications of Study 

 

 

5.3.1 Managerial implication 

 

According to the above analysis, there are several implications that MPS 

providers could be considered to encourage more BB to adopt MPS in 

Malaysia context. 

 

The result revealed that UB formed the greatest resistance towards the BI of 

BB to adopt MPS. Most of the respondents felt MPS is too difficult and 

complex to use especially when instruction provided in MPS platform is 

unclear. Limitations of mobile devices screen size, poor interfaces design 
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and age-related farsightedness might be the reasons that cause most of the 

BB felt uncomfortable and confused in reading instruction provided and 

following operating procedures required. Hereafter, MPS providers are 

strongly encouraged to accommodate the needs of BB by improving 

interface design such as simplify words used in operating process and 

increase font size to reduce the resistance amongst them.  

 

Besides, VB is also one of the critical resistance indicators that affect the BI 

of BB in adopting MPS. BB are perceived as conservative group to adopt 

newly unknown technologically advanced products (Badowska et al., 2015), 

and will only adopt it when the products and services meet an actual demand 

(Laukkanen et al., 2007b). From the result, most of the BB worry in 

overspending as difficulty arise in checking cash balance done by 

MPS.  Hence, MPS providers should consider to provide an option for BB 

to receive real-time balance statement such as email to convince BB that 

MPS able to increase their ability in controlling financial matters. 

 

Besides, RB is one of the important inhibitor that impede the adoption of 

MP among BB. Based on the findings of this study, faultiness of function is 

one of the reason that resist BB from adopting MP. By referring the result 

from this study, MPS providers should provide a reliable customer support 

service to ensure mis-charges due to faultiness of function can be recovered 

in a fast and easy manner. Furthermore, development team should 

continually improve MPS platform to reduce risk of personal information 

being exposed illegally and the frequency of faultiness faced by BB in 

Malaysia. 

 

Additionally, the finding revealed that TB has a negative significant 

relationship toward the BB’s BI to adopt MPS. This study reveals that 

majority of the respondents still prefer face-to-face communication and to 

have a physical contact with seller. BB are struggling to change their habits, 

behaviour and interact with service providers as “brand new” payment 

services will attribute to unfamiliarity of consumers (Chemingui & Lallouna, 

2013). MPS providers could consider to open a customer service counters 
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that is easy to access by BB to introduce the MPS where BB are given a 

chance to try out the MPS and the staff should be readily available for 

support. 

 

Besides, the result showed that IB also has a significant and negative 

relationship with BI of BB to use MPS. The target respondents think that 

new technology such as MPS is complicated and difficult to use and hence 

a negative perception is formed. Based on the result, MPS providers should 

emphasize MPS platform is easy to use by providing proper communication 

to BB such as marketing campaign and advertisement with the aim to 

improve the perception of BB toward MPS. 

 

Majority of respondents agreed that InB significantly influences their BI to 

adopt MPS. According to their responses, respondents felt information 

regarding MPS is not overwhelming. Thus, it discouraged them from trying 

the services as they are not familiar towards the MPS offered. Therefore, 

service providers are advised to focus on identifying and choosing the right 

media channel in order to deliver relevant MPS information to BB 

adequately. 

. 

 

5.3.2 Theoretical Implication 

 

This deductive research contributed to future researchers who intended to 

test IRT in MP area as it has successfully verified the applicability of IRT 

in MP context. This is due to result from this study supported IRT as an 

effective theory to explain resistance factors faced by BB in affecting their 

BI to adopt MP in Malaysia as all IVs have significant negative relationship 

with BI.  

 

Moreover, this study provide a more comprehensive conceptual framework 

for future researchers as it integrated an additional IV, namely InB together 

with five barriers of IRT which are UB, VB, RB, TB and IB to examine the 
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BI of BB in Malaysia to adopt MP which rarely done by other researchers 

before. This study successfully found BB tend to resist in adopting MP when 

information provided is limited. Furthermore, the effect of integration of 

InB in MP has created awareness for future researchers to integrate InB into 

their study in relation to mobile technology.  

 

In short, proposed model from this study provides a more comprehensive 

understanding in predicting intention of Malaysian BB in adopting MP and 

it is referable by future researchers to conduct study in relevant context. 

  

 

5.4 Limitations and Recommendations  

 

There are few drawback encountered in this research. Firstly, the data collected in 

this research was merely through survey questionnaire. This may potentially lead 

to the collection of biased and inappropriate responses. This is due to some 

respondents may find annoying or being forced to fill up the questionnaire 

(Akbayrak, 2000).  

 

Besides, questionnaire is ineffective when there is none of the alternatives fits the 

respondents’ thought and belief. Other data accumulating technique such as 

interview could be considered by future researchers to adopt which enables 

respondents to provide feedback in a more open manner rather than limited by the 

alternatives provided in the questionnaire. 

 

Besides, the responses from different generations such as generation X and Y were 

neglected in this study. As different generations would have different exposure to 

the technologies, their responds and BI towards the technologies might be different 

as well. It would be beneficial for future studies if other age range is included as it 

can provide more detailed understanding by comparing different responses.   

 

Moreover, the result of current study was based on cross-sectional data, and 

therefore raising the question about the applicability of these results in the long term. 
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This consideration should be taken into account as users’ predisposition, belief and 

awareness towards technologies are more likely to change over time (Alalwan, 

Dwivedi, & Rana, 2017). A longitudinal study could provide more comprehensive 

understanding by evidencing the extent of how much the effect of proposed factors 

could be stabilised over passage of time. 

  

 

5.5 Conclusion 

 

Throughout the study, all the IVs including the addition of InB are found to have a 

negative relationship towards the BI of BB in Malaysia to adopt MP. This study 

also concludes that UB has the greatest effect followed by VB, InB, TB, RB and IB. 

In a nutshell, the research objective of this study which is to investigate the barriers 

that influence BI of BB to adopt MPS in Malaysia has been achieved. 
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Appendix A: Summary of Past Empirical Studies on Barriers in IRT and Behavioural Intention to Adopt Mobile Payment 

 

Study  Country Data Major Findings 

Nguyen, Cao, 

Dang, & 

Nguyen, 2016 

Vietnam Structured interview of 489 

Vietnamese citizens who 

were interested in mobile 

payment services 

Personal beliefs, resources and social influences are significant 

predictors of intention to use mobile payment services. 

Yu, 2013 Taiwan Online survey of 238 

Taiwanese citizens  

Risk barriers, traditional barriers, and image barriers are salient factors 

impacting people resistance to use mobile banking. 

Laukkanen, 

2016 

Finland Survey of 1736 consumers in 

Finland 

Value barrier is the strongest inhibitor of Internet and mobile banking 

adoption, image barrier slows mobile banking adoption. 

Yu and 

Chantatub, 

2016 

Taiwan, 

Thailand 

Online survey of 1203 Thai 

respondents and 658 

Taiwanese respondents 

Governmental protection and regulations are significant in affecting 

respondents’ resistance towards mobile payment services. 

Akturan and 

Tezcan, 2012 

Turkey Face to face interviews with 

435 university students 

Perceived cost has a negative impact on consumer adoption towards 

mobile banking. 

El.Aziz, El 

Badrawy, and 

Hussien, 2014 

Egypt 1500 questionnaires were 

distributed over respondents 

from ATM, Internet banking 

and m-banking usage. 

Inconvenience due to weak internet connection while making payment 

transactions has a negative impact on users intention to adopt mobile 

technologies. 

Yang, Lu, 

Gupta, Cao, 

China Online survey of 639 

respondents in China 

Social influence is proved significant is affecting users behavioural 

intention to use mobile payment. 
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and Zhang 

(2012) 

Agwu, 2013 UK Questionnaire survey of 900 

in three big cities in the 

United Kingdom: London, 

Birmingham, and 

Manchester. 

Functional barrier (Usage, Value and Risk barrier) is more significant to 

influence internet banking adoption compare to psychological barrier 

(Traditional and Image barrier). 

Lian &Yen, 

2014 

Taiwan 1,437 questionnaires survey 

were distributed to the older 

adult subjects and 308 

questionnaires to university 

students. 

Value barrier, Risk barrier and Tradition barrier have significant 

influence for older people to shop online. . However, only value barrier 

is significant on online shopping among young people. 

Lian, Liu, &  

Liu, 2012 

Taiwan 178 questionnaire from 

college students who majored 

in IS related departments in 

Taiwan 

The users of financial services may believe that traditional service staff 

will provide more personalized information which is suitable to them. 

Online banking cannot have the ability to provide such information, so 

the user resists changing their financial habits. 

Ewe & Yap, 

2012 

Malaysia 20 respondents which owned 

a mobile phone and maintain 

at least a regular bank 

account were interviewed 

Lack of knowledge about mobile technology and/or mobile banking 

especially information related to the applications discourage them from 

trying the service. 

Kuerbis, 

Mulliken, 

Muench, 

Moore, and 

Gardner, 2017 

USA Data was contributed by 

synthesized results from 

contemporary literatures 

A lack of knowledge about: technology jargon, why automatic software 

updates occur, and skills to solve problems as they occur (ranging from 

“blue screen” to viruses) contribute to older adults feeling frustrated and 

out of control 
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Wijayaratne, 

2015 

Sri 

Lanka 

393 of survey followed by 

few interviews with corporate 

management personnel of 

several banks 

Non-adopters do not find self-service alternatives more pleasant than 

personal customer service. This is because Sri Lankan customers are 

used to traditional banking methods. 

Chemingui 

and Lallouna, 

2013 

Tunisia Data collected through direct 

and online questionnaire who 

are more than 18 years old 

and never used MobiFlouss 

which is accompanied by an 

information booklet about 

MobiFlouss.  

The results of our survey showed that the main factor of resistance to the 

adoption of mobile financial services is tradition barrier. 

Badrawy, 

Aziz, and 

Fady, 2012 

Egypt, 

UK 

229 questionnaire collected 

from Alexandria and Cairo, 2 

interview made to 2 out of the 

three main public banks 

The tradition barrier is regarded as one of the major barriers, where 

consumers in Egypt seem less affected by technology advancement, and 

that old beliefs of cash-carry banking might have been considered as 

main causes. 

Sun, Sun, Liu, 

& Gui, 2017 

China A total of 500 questionnaires 

were distributed to 5 bank 

and 3 telecom operator in 

Wuhan Optics Valley. 

Difficulty in using mobile banking is arise from respondent perceived 

ease of use such as small mobile phone screen. 

Rahman, 2013 Australia 27 face to face in-depth 

interviews were conducted 

among the participants who 

were classified as bankers, 

solution providers, telcos, 

retailers and government 

official. 

Reasonable level to use the keypad or screen for various m-commerce 

service significantly affect barriers to adopt m-commerce. 
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Huh, Verma, 

Rayala, 

Bobba, 

Beznosov, & 

Kim, 2017 

USA Online survey to 349 Apple 

Pay and 511 Android Pay 

participants 

Low speed of unlocking mobile phone to process payment application 

would cause inconvenience to the users, which eventually lead to users’ 

reluctance to adopt mobile payment application. 

Awasthi & 

Sangle, 2013 

India 657 hardcopy surveys were 

distributed in person while 

another 143 softcopy survey 

sent via email. 

Perceived value is significantly affecting the behavioural intention to use 

mobile services. 

Joachim, V., 

Spieth, P., & 

Heidenreich, 

S., 2017 

Saarland Quantitative large scale-study 

to access the relative 

importance of each single 

product-specific adoption 

barrier within new product 

evaluation.  

Value barrier is negatively significant in affecting the adoption 

behaviour of consumers. 

Thakur, R., & 

Srivastava, 

M.,2014 

India  1500 structured paper 

questionnaires were 

distributed to the respondents 

who are current banking and 

mobile phone customers. 

Majority respondents are refused to adopt new technological innovation 

because they were accustomed to the traditional way of using such 

innovation. 

Priya, R., 

Gandhi, A. V., 

& Shaikh, A., 

2018 

India 268 questionnaires were 

distributed to alumina 

working with various 

organizations in India. 

Negative perception towards the innovation is negative significantly 

affecting users to use the mobile technology. 
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Sivathanu, 

2018 

India 766 questionnaires have been 

distributed to respondents 

who consume any forms of 

digital payments. 

Difficulty in executing the payment through mobile platform has a 

negative and significant relationship with the users’ behavioural 

intention to adopt mobile payment. 

Zhou, 2014  China 226 surveys were distributed 

in 2 largest service outlets in 

China.  

Continuance usage plays a significant role in affecting users’ adoption 

behaviours towards digital payment. 

Gupta, A., & 

Arora, N., 

2017 

India Online survey was sent to 

over 975 customers through 

email and social networking 

websites. 

Consumers are generally refuse to change from current behaviour and 

adapt to new and unfamiliar technologies. 

Yang, Y., Liu, 

Y., Li, H., & 

Yu, B., 2015 

China Online survey were posted at 

professional questionnaire 

survey website and 310 

responds had been received. 

Consumers refused to adopt the mobile technologies when they did not 

receive enough information from the service providers. 

Source: Developed for the research 
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Appendix B: Variables & Measurement 

 

 

 

Constructs 
 

Number 

of 

item(s) 

Description of items Measurement Sources 

Usage Barrier  
 

4 I find that mobile payment are difficult to 

use. 

Seven-point Likert 

scale 

Laukkanen, Sinkkonen, 

Kivijarvi, and Laukkanen 

(2007) 

 
I find that mobile payment are inconvenient 

to use. 

I find that mobile payment are inefficient 

compare to paying in cash. 

I find that instruction provided on the 

mobile payment platform is unclear. 

Value Barrier 
 

5 For me, using mobile payment is 

uneconomical. 

Seven-point Likert 

scale 

Laukkanen et al. (2007) 

El Badrawy and Aziz (2011) 

For me, using mobile payment does not 

increase the ability to control my own 

financial matters. 

For me, using mobile payment services does 

not offer any extra benefits when compared 

to cash payment. 

For me, using mobile payment does not 

eliminate the constraint of time when 

conducting the transactions. 

For me, mobile payment is not a good 

substitutes for traditional cash payment. 
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Risk Barrier 
 

5 I am afraid for making any mistakes in the 

process of using mobile payment. 

Seven-point 

Likert scale 

Laukkanen et al. (2007) 

Peng, Xu, and Liu (2011) 

I am afraid of entering wrong information during 

the payment process. 

I am afraid for expose of privacy if using the 

mobile payment platform. 

I am afraid for any unreasonable or fraudulent 

charges if using the mobile payment services. 

I am afraid for faultiness in the function of 

mobile payment. 

Tradition 

Barrier 
 

 

 

4 I feel impatient with the mobile payment 

applications. 

Seven-point 

Likert scale 

Mahatanankoon and Ruiz 

(2007) 

I prefer to face-to-face communicate with the 

seller to purchase goods and services that I want. 

I prefer to use physical forms of payment for my 

transactions. 

I prefer to made payment through computer 

rather than using mobile phones or tablets 
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Image Barrier 
 

4 Mobile payment projected a very negative image. Seven-point 

Likert scale 

Laukkanen et al. (2007) 

 Mobile payments are perceived to be difficult to 

use. 

New technologies are always too complicated to 

use. 

The reputation of the mobile payment service 

providers are not so good. 

Information 

Barrier 
 

4 I think, it is difficult to get enough information 

about mobile payment services. 

Seven-point 

Likert scale 

Laukkanen and Kiviniemi 

(2010) 

Laukkanen et al. (2007) 

Oreg (2006) 

 Kleijnen et al. (2009) 

Herbig and Kramer (1994) 

 

I think, the information available about mobile 

payment services is unclear and unhelpful. 

I think, there is not enough of guidance from 

service providers in relation to mobile payment 

service. 

The information available concerning mobile 

payment services is not overwhelming. 

Behavioural 

intention 
 

5 I will use mobile payment services in the near 

future. 

Seven-point 

Likert scale 

Schierz et al. (2010)  

Dastan and Gurler (2016) 

Lian & Yen (2013)  I will use mobile payment services if the 

opportunity arises. 

It is likely that I will use/continue using mobile 

payment services in the future. 

I am planning to use mobile payment services. 

I intend to learn how to use mobile payment 

services to perform my transaction. 

Source: Developed for the research
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Appendix B: Permission Letter to Conduct Survey 
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                    Universiti Tunku Abdul Rahman                                                                                       

 
 

The Awakening Frontier: Barriers Repelling 

Baby Boomers from Adopting Mobile Payment 

in Malaysia. 

 

Survey Questionnaire 

 

 

Dear Respondent, 

 

We are final year undergraduate students of Bachelor of Commerce (Hons) Accounting, 

Universiti Tunku Abdul Rahman (UTAR). The purpose of this survey is to conduct a research 

to investigate the resistance factors in order to understand the low adoption rate of Mobile 

Payment among baby boomers in Malaysia. Please answer all questions to the best of your 

knowledge. There are no wrong responses to any of these statements. All responses are 

collected for academic research purpose and will be kept strictly confidential. 

 

Thank you for your participation. 

 

Instructions: 

 

1) There are THREE (3) sections in this questionnaire. Please answer ALL questions in 

ALL sections. 

2) Completion of this form will take you less than 5 minutes. 

3) The contents of this questionnaire will be kept strictly confidential. 

 

Voluntary Nature of the Study 

 

Participation in this research is entirely voluntary. Even if you decide to participate now, you 

may change your mind and stop at any time. There is no foreseeable risk of harm or discomfort 

in answering this questionnaire. This is an anonymous questionnaire; as such, it is not able to 

trace response back to any individual participant. All information collected is treated as strictly 

confidential and will be used for the purpose of this study only. 

 

I have been informed about the purpose of the study and I give my consent to participate in this 

survey. 

YES (  )    NO (  ) 

 

Note: If yes, you may proceed to next page or if no, you may return the questionnaire to 

researchers and thanks for your time and cooperation. 
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Introduction about survey topic: Mobile Payment 
 

Utilizing wireless and other communication technologies to make payments for goods, 

services, and bills with mobile device such as mobile phone, smart-phone, or personal digital 

assistant. 

 

 

Classification of Mobile 

Payment 

Definition 

 

Example 

 

Remote  

 

Non-directly interact payment 

with merchant’s physical POS 

system through variety online 

mobile data channel 

PayPal 

 
 

Maybank2u (M2U) 

 
 

Public Bank Engage (PBe) 

 
 

Proximity 

 

Directly interact payment with 

physical POS device in close 

with near field communication 

(NFC) enabled devices to 

initiate a transaction 

CIMBPay 

 
 

MaybankPay 

 
 

Alipay 
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Section A: Demographic Profile 

 
In this section, we would like you to fill in some of your personal details. Please tick your answer 

and your answers will be kept strictly confidential. 

 
QA 1: Level of Experience in Mobile Payment Service: 

 □ Never used it before 

 □ Used it once or twice  

 □ Used it three times and above 

 

QA 2: Gender:  □ Female  □ Male 

 

QA 3: Year of Birth:  

□ 1946-1950   (67 - 71 years old) 

□ 1951-1955 (62 - 66 years old) 

□ 1956-1960 (57 - 61 years old) 

 

QA 4: Race: 

□ Malay  

□ Chinese  

□ Indian  

□ Others: _______  

 

 

QA 5: Highest education completed:  

 □ Primary School 

 □ High School 

□ Diploma 

□ Bachelor Degree 

□ Master  

□ PhD 

□ Others: _______ 
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Section B: Barriers 

 
This section is seeking your opinion regarding the importance of different types of barriers. 

Respondents are asked to indicate the extent to which they agreed or disagreed with each statement 

using 7 Likert scale [(1) = strongly disagree; (2) = somewhat disagree; (3) = disagree; (4) = neutral; 

(5) = agree; (6) = somewhat agree; (7) = strongly agree] response framework. Please circle one 

number per line to indicate the extent to which you agree or disagree with the following statements.  
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B1 Usage Barrier        

UB1 I find that mobile payment are 

difficult to use. 

1 2 3 4 5 6 7 

UB2 I find that mobile payment are 

inconvenient to use. 

1 2 3 4 5 6 7 

UB3 I find that mobile payment are 

inefficient compare to paying in cash. 

1 2 3 4 5 6 7 

UB4 I find that instruction provided on the 

mobile payment platform is unclear. 

1 2 3 4 5 6 7 
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B2 Value Barrier        

VB1 For me, using mobile payment is 

uneconomical. 

1 2 3 4 5 6 7 

VB2 For me, using mobile payment does 

not increase the ability to control my 

own financial matters. 

1 2 3 4 5 6 7 

VB3 For me, using mobile payment 

services does not offer any extra 

benefits when compared to cash 

payment.  

 

 

1 2 3 4 5 6 7 
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VB4 For me, using mobile payment does 

not eliminate the constraint of time 

when conducting the transactions. 

1 2 3 4 5 6 7 

VB5 For me, mobile payment is not a good 

substitutes for traditional cash 

payment. 

1 2 3 4 5 6 7 
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B3 Risk Barrier        

RB1 I am afraid of making any mistakes in 

the process of using mobile payment. 

1 2 3 4 5 6 7 

RB2 I am afraid of entering wrong 

information during the payment 

process. 

1 2 3 4 5 6 7 

RB3 I am afraid of privacy exposure if 

using the mobile payment platform. 

1 2 3 4 5 6 7 

RB4 I am afraid of any unreasonable or 

fraudulent charges if using the mobile 

payment services. 

1 2 3 4 5 6 7 

RB5 I am afraid of faultiness in the 

function of mobile payment. 

1 2 3 4 5 6 7 
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B4 Tradition Barrier        

TB1 I feel impatient with the mobile 

payment applications. 

1 2 3 4 5 6 7 

TB2 I prefer to face-to-face communicate 

with the seller to purchase goods and 

services that I want. 

1 2 3 4 5 6 7 

TB3 I prefer to use physical forms of 

payment for my transactions. 

1 2 3 4 5 6 7 
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TB4  I prefer to make payment through 

computer rather than using mobile 

phones or tablets. 

1 2 3 4 5 6 7 
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B6 Information Barrier        

InfB1 I think, it is difficult to get enough 

information about mobile payment 

services.  

1 2 3 4 5 6 7 

InfB2 I think, the information available 

about mobile payment services is 

unclear and unhelpful.  

1 2 3 4 5 6 7 

InfB3 I think, there is not enough of 

guidance from service providers in 

relation to mobile payment service. 

1 2 3 4 5 6 7 

InfB4 The information available concerning 

mobile payment services is not 

overwhelming. 

1 2 3 4 5 6 7 

 

B5 Image Barrier        

IB1 Mobile payment projected a very 

negative image. 

1 2 3 4 5 6 7 

IB2 Mobile payment are perceived to be 

difficult to use. 

1 2 3 4 5 6 7 

IB3 New technologies are always too 

complicated to use. 

1 2 3 4 5 6 7 

IB4 The reputation of the mobile payment 

service providers are not so good.  

1 2 3 4 5 6 7 

No Questions 

 

 

 S
tr

o
n

g
ly

 

D
is

a
g

re
e
 

S
o

m
ew

h
a

t 
 

D
is

a
g

re
e
 

D
is

a
g

re
e
 

N
eu

tr
a

l 

A
g

re
e
 

S
o

m
ew

h
a

t 
 

a
g

re
e 

S
tr

o
n

g
ly

 

a
g

re
e 



 

 

The Awakening Frontier: 

Barriers Repelling Baby Boomers From Adopting Mobile Payment In Malaysia 

 

Page 83 of 83 
 

Section C: Behavioral Intention 

 

This section is seeking your opinion regarding the impacts of adoption intention with the types of 

barriers given. Respondents are asked to indicate the extent to which they agreed or disagreed with 

each statement using 7 Likert scale [(1) = strongly disagree; (2) = somewhat disagree; (3) = disagree; 

(4) = neutral; (5) = agree; (6) = somewhat agree; (7) = strongly agree)] response framework. Please 

circle one number per line to indicate the extent to which you agree or disagree with the following 

statements.  

 

 

 

 

- Thank you for your time and participation - 
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C1 Behavioral intention        

BI1 I will use mobile payment services 

in the near future. 

1 2 3 4 5 6 7 

BI2 I will use mobile payment services 

if the opportunity arises.  

1 2 3 4 5 6 7 

BI3 It is likely that I will use/continue 

using mobile payment services in 

the future  

1 2 3 4 5 6 7 

BI4 I am planning to use mobile 

payment services. 

1 2 3 4 5 6 7 

BI5  I intend to learn how to use mobile 

payment services to perform my 

transaction. 

1 2 3 4 5 6 7 


