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PREFACE

The objective of this research project is to identify the factors that influence
acceptance of QR payment among customers in Malaysia. In last few years, the
payment options are being increased therefore traditional methods such as cash and
credit/debit cards are no longer the limited choices. One of the payment options is

quick-response (QR) code payments.

Moreover, this research examines the relationship between independent variables
(perceived usefulness, ease to use, trust and compatibility) and dependent variable
(intension to use). Therefore, this research will help to offer valuable insights to
financial and banking institutions or service providers enabling them to gain a better
understanding of customer needs and apprehensions regarding the QR code

payment system.

xiil
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ABSTRACT

This research aims to examine the factors that influence acceptance of QR payment
among customers in Malaysia. The independent variables are perceived usefulness,
ease to use, trust and compatibility while the dependent variable is intension to use
QR payment. This research has determined the relationship between independent

variables and dependent variable.

In this research, a quantitative approach was applied, with a sample size of 345 are
user of QR payment. The survey involved the participation of 345 respondents in
this research and all were successfully collected. The descriptive analysis, reliability
test, and multiple regression analysis are obtained by SPSS software. Lastly, the
limitations encountered and the recommendations for future studies have been

discussed in the chapter 5 of this research
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Chapter 1: Research Overview

1.0 Introduction

The purpose of this research is to identify the factors that influence acceptance of
QR payment among customers. In order to define and explain the overall study
project's clear discussion, this chapter is divided into five sections. Every
component of the research, including the setting, issue, objectives, questions, and

significance, has been thoroughly addressed in this chapter.

1.1 Research Background

Nowadays, the world is become a more cashless society where the electronic
payment replaced traditional cash payments (Suebtimrat & Vonguai, 2021). Even
in global, there still 85% using the cash payment, but many countries are started
reducing reliance on cash money. For instance, Sweden only conducted 2% in cash
transaction and this figure is expected to further decrease by 2020, therefore Sweden
being one of the most cashless societies worldwide, as reported in the 2017 World

Payments Report and by CNBC in 2018 (Ibrahim, Hussin, & Hussin, 2019).

In last few years, the payment options are being increased therefore traditional
methods such as cash and credit/debit cards are no longer the limited choices (De
Luna, Liébana-Cabanillas, Sdnchez-Fernandez, & Mufioz-Leiva, 2019). One of the
payment options is quick-response (QR) code payments, also known as mobile
payments (m-payments), have emerged as a flexible mobile service that empowers
consumers to purchase goods and services using their smartphones (Yan, Tan, Loh,

Hew, & Ooli, 2021).
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According to Ibrahim et al. (2019), (QR) code payment is where the consumers
need to scan a black-and-white two-dimensional code provided by sellers during
making purchases, followed by consumers entering the amount of payment to
complete the transaction. This method streamlines the payment process. In contrast,
other mobile payment systems are more complicated where involving more steps
such as log in the payment websites, enter seller account details, and obtain a

security PIN.

Besides, China has been a leader in adopting (QR) payment across various settings
of payment for several years. However, the technology has gained attention in other
countries such as Malaysia. This is because the access to national high-speed
Internet, widespread of smartphone usage, and support from major financial
institutions. Therefore, are the reasons that QR mobile payments may further

expand in Malaysia (Ibrahim et al, 2019).

All these factors emphasize the importance of understanding customer acceptance
of Quick Response (QR) payments, especially as the country moves toward

becoming a cashless society.

1.2 Research Problem

Malaysia government has recognized the advantages of (QR) payment and has take
steps to promote its adoption. For instance, in 2020, Malaysia government provided
a Rm30 incentive to eligible Malaysians who used (QR) payment and distributed
by three major service providers such as: Touch 'n Go eWallet, Boost, and GrabPay
(Zahiid, 2019). However, the usage of (QR) payment in Malaysia is surprisingly
low, accounting for only about 10% of total payments (Ibrahim et al., 2019).
Additionally, cash and cards still remain the dominant payment methods, and

hindering the country's transition to a cashless society. This highlights the need to
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better understand customer acceptance of Quick Response (QR) code payment as

the Malaysia look to shift towards a cashless society.

Besides, the use of quick-response (QR) codes has been examined in various
situation, including advertising, product verification, food labelling, and mobile
marketing (Hewawasam, Khatibi, Jaharadak, & Azam, 2022). However, when it
comes to (QR) payment become a new territory that are scant literature available
on this topic. Even the future of mobile payment systems is anticipated to be

significantly influenced by (QR) payments.

In Malaysia, (QR) payment is still in initial phases and hasn’t gain extensive
attention from consumers. The low adoption rate of QR payments among
Malaysians contributes to a lack of trust in QR payment systems. Therefore, there
is a need to comprehend the factors that impact the adoption of this payment
technology, especially in emerging markets. Consequently, this research aims to
bridge this knowledge gap by examining the factors of the acceptance of using (QR)

payment among customers in Malaysia.

Numerous studies have indicated that the people’s hesitation to use QR payment is
primarily due to security, trust issues and limited merchant adoption (Hewawasam
et al., 2023). While several studies on QR payment have been carried out, most of
these studies have focused on foreign countries, including the United States,
Sweden, and other European nations (Ibrahim et al., 2019). As a consequence,

Malaysia has conducted less study in this area than other nations.

Unfortunately, there are still not enough data to support up the study on the variables
influencing Malaysian consumers' acceptance of QR payments. This is mainly due
to the fact that not all segments of the population have fully embraced the concept
and workings of QR payment system, leading to some scepticism. While a majority

of research anticipates would rise in e-payment adoption in the future, but there
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remains a notable lack of studies focused on the specific realm of QR payments in

Malaysia.

Additionally, this research will help to offer valuable insights to financial and
banking institutions or service providers enabling them to gain a better
understanding of customer needs and apprehensions regarding the QR code
payment system. Moreover, it will assist vendors or software developers in
resolving user issues with QR payment systems. This study will put out a conceptual
model to identify the variables influencing end users' acceptance of QR payments

in Malaysia.

1.3 Research Objective

The objective of this research is to identify the factors that influence acceptance of

QR payment among customers in Malaysia.

1.3.1 Specific Objective

The specific objectives are listed as below:

1. Determining the relationship between perceived usefulness and

acceptance of consumer using QR payments.

2. Determine the relationship between ease of use and end acceptance of

consumer QR payment.

3. Determine the relationship between the trust and acceptance of consumer

using QR payment.
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4. Determine the relationship between compatibility and acceptance of

consumer using QR payment.

1.4 Research Questions

The research question is set as follows:

1. Does the perceived usefulness influence the acceptance of consumer on using

QR payment?

2. Does the ease of use influence the acceptance of consumer on using QR

payment?

3. What are the influence on the acceptance of consumer on using QR payment

from trust?

4. Is there any relationship between compatibility and the acceptance of consumer

on using QR payment?

1.5 Research Significance

The study examines the factors influencing customer acceptance of QR payment
usage. It is conducted to comprehend the variables that impact a customer to adopt
QR payment methods. The discovered insights have been employed as supporting
data to identify crucial elements that can be leveraged to formulate effective
strategies to support marketers and financial institutions in their efforts to promote

QR payment adoption among customers.

Furthermore, the research outcomes have made a valuable contribution to

enhancing the comprehension of financial institutions, the Malaysian government,
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and QR payment system developers regarding the issues and challenges faced by

customers in Malaysia when using electronic payments.

As result, this will provide businesses and enterprises with essential knowledge,
thereby increase the level of acceptance of (QR) payment. This aligns with the
Financial Sector Blueprint 2011-2020 for Malaysia, which designates electronic
payment methods as the eventual preferred medium for economic and commercial
transactions in Malaysia. As the usage of (QR) payments continues to rise, making

the study become more relevant.

1.6 Conclusion

The research on the factors influencing consumer acceptance of the use of QR
payment in Malaysia is compiled in this chapter. After studying the problem
statement and research background, the researcher will look at the objectives and
issues of the study. The chapter also discusses the importance of the research. The
findings presented in this chapter will be evaluated in more detail in the following

chapter.
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Chapter 2: Literature Review

2.0 Introduction

This chapter contain a literature review of the factors that influence acceptance of
QR payment among customers. This chapter presents arguments supporting a
literature review of the research observations, defining features, and terminology
relevant to the topic. The initial section involves a review of the theoretical model,
with the subsequent development of the theoretical framework in graphical form.
The second section of this chapter encompasses empirical reviews of various factors.
The final part focuses on constructing the conceptual framework and developing

hypotheses.

2.1 Underlying Theories

It is possible to analyse variations in QR payment acceptance using a number of
models. Thus far, intention-based models beginning in cognitive psychology have
dominated research on information system acceptance. These models include
Davis's (1989) Theory of Acceptance of Models (TAM), Ajzen's (1991) Theory of
Planned Behaviour (TPB), and Ajzen and Fishbein's (1980) Theory of Reasoned
Action (TRA).
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2.1.1 Theory of Reasoned Action (TRA)

Attitude Towards

/ Behavior \

Belief

Behavior 5| Actual

Intention Behavior

Normative

belief
T Subjective

Norms

Figure 2. 1: Theory of Reasoned Action (TRA)

The behaviour under study is considered to be under volitional control,
which means that people believe they may act in a particular way whenever
they choose to do so, according to the Theory of Reasoned Action (TRA)
(Ajzen, I, 1980). The TRA gained popularity throughout time as a tool for
analysing behaviours as control was a variable factor. To that purpose, the
TRA was expanded to incorporate a perceived behavioural control
component. This concept expresses how much people believe they can do
the task because they have enough opportunities or abilities, or because they
don't have them. It is evident that this feature can greatly boost the model's
wide applicability since many behaviours necessitate specific knowledge or

outside resources (Staats, H, 2004).

The theory of planned behaviour (TPB) is the replacement for TRA, which
includes volitional control. The combined influence of two subconcepts—
attitude and subjective norm—determines behavioral control. The first
subconcept is made up of what are known as control beliefs, which are the
assessed probabilities that various particular factors will either help or

hinder the behaviour’s execution (Staats, H, 2004).
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However, some research suggests that this theory has a limitation because
deliberate action does not necessarily translate into actual activity (Mimiaga,
Reisner, Reilly, Soroudi, & Safren, 2009). An argument against the strong
relationship between behavioural intention and actual action led to the
development of the theory of planned behaviour (TPB), a framework that

considers the impact of non-volitional factors on behaviour.

2.1.2 Theory of Planned Behaviour (TPB)

Attitude

et Intention i
Subjective Norms | —, | Behaviour

Perceived
Behaviour Control

Figure 2. 2: Theory of Planned Behaviour (TPB)

The Theory of Planned Behaviour (TPB) introduces an extra element,
perceived behavioural control (PBC), into the model (Ajzen, I, 1991).
Which reflects the control beliefs parameter related to an individual's
resources, situation, and talents. Even while PBC is crucial to the TPB, its
measurement and application in forecasting behavioural intentions and
actual conduct have been shown to yield inconsistent results, which has
made the notion problematic (Phonthanukitithaworn, Sellitto, & Fong,

2016).

According to TPB, the capacity (behavioral control) and motivation

(intention) are both necessary for behavioral achievement. The theory also
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contends that a person's attitude toward behavior, perceptions of behavioral
control, and subjective norms all influence their intentions and behaviors.

(Ibrahim et al., 2019).

2.1.3 Technology Acceptance Model (TAM)

Perceived Ease
of Use

l

Behaviour

External
Variables

Attitude Toward oy

Using Intention

|

Perceived «t
Usefulness

Figure 2. 3: Technology Acceptance Model (TAM)

The Technology Acceptance paradigm (TAM), first presented by Davis in
1989 and now widely accepted, is one well-known model in this field. It can
be regarded as the most significant extension of the theory of planned
behaviour (TPB) and the theory of reasoned action (TRA), substituting
technological acceptance measurements for behavioural control and

attitude-related factors (Schierz, Schilke & Wirtz, 2010).

The Technology Acceptance Model (TAM), which measures intention to use
QR mobile payment by perceived usefulness and perceived ease of use,
serves as the main theoretical basis for this study. Three more predictor
variables are included to this model: perceived security, subjective norm,

and personal innovativeness. Perceived usefulness, perceived ease of use,

10
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and intention to use are the core elements of TAM (Venkatesh & Davis,

1996), upon which the study paradigm is based (Ibrahim et al., 2019).

Following then, TAM has been extensively applied to study how people
accept various facets of information technology. TAM may be used as an
analytical technique to determine how customers want to accept QR
payments. In addition, the majority of research on e-commerce has used
TAM to discover ways to obtain customers to accept e-commerce (Chen &

Adams, 2005).

TAM ofters advantages such as dependable tools with strong measurement
characteristics, brevity, and empirical validity. Furthermore, TAM
outperforms other acceptance models in terms of explaining a significant
amount of the variation in usage intentions. TAM is also applicable to a
broad range of research issues, such as attitudes toward self-service
solutions, adoption of internet banking, and use of wireless LANS.
Consequently, the TAM variables can be used to forecast consumer
acceptability in a range of contexts, even if their initial purpose was to
anticipate the adoption of IT systems in the workplace (Schierz et al., 2010).
In addition to being widely used and validated, the TAM model has been
modified by numerous researchers to make it suitable for a variety of

settings (Chen et al., 2005).

Every model that was previously discussed has advantages and
disadvantages. Comparing innovative adoption theories, however, reveals
that the TAM is superior than the TRA and the TPB because it is a more
straightforward model that is easier to use and more effective at forecasting
and describing a person's adoption intentions and actual behaviour. The
TAM was chosen over alternative theories in many research that look into
the acceptability of QR payment services because it enables the causal

validation of variables (Phonthanukitithaworn, Sellitto, & Fong, 2016).

11
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2.2 Empirical Reviews of Factors That Influence

Acceptance of QR Payment Among Customer.

2.2.1 Perceived usefulness

The degree to which someone believes that implementing technology will
improve their performance at work is known as perceived usefulness (Davis,
1989). According to Tiirker, Altay, & Okumus (2022), regardless of other
system characteristics, a technology will not be accepted with satisfaction if
it does not improve work performance. The advantages that users would
experience as a result of utilizing technology are crucial to their positive
system acceptance. When it comes to QR payments, users typically want
ease of use, quickness, and additional benefits. A system with a high grade
for perceived usefulness would have a high rate of acceptance among users.

(Chen et al., 2005).

Perceived usefulness in the context of QR payment service adoption refers
to the utilization of a service that is thought to be beneficial while making
payments. For example, a customer might believe that QR payment systems
will eliminate the need for them to carry cash by enabling them to pay with
their phone (Phonthanukitithaworn et al., 2016). Liébana-Cabanillas,
Sanchez-Fernandez, & Mufoz-Leiva, (2014), found that PU is a significant
predictor of the behavioural intention to utilize QR payment systems in their
recent empirical research. Furthermore, perceived usefulness a powerful
predictor in distinguishing between adopters and non-adopters.
Unexpectedly, perceived usefulness was a significant issue for non-adopters
while having less of an impact on those who had previously embraced the

technology (Phonthanukitithaworn et al., 2016).
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According to Ibrahim et al. (2019), customers are welcoming and accepting
new ideas as long as they provide value or benefit them. The perception of
usefulness can be shaped by factors such as satisfaction, experience, and the
time spent using an application. Consequently, perceived usefulness stands
as one of the extensively examined variables in the context of QR payment
adoption. In a study by Kim et al. (2010), a noteworthy positive correlation
was discovered between perceived usefulness and the intention to use

mobile payment.

2.2.2 Ease to use

According to Rogers (1962) theory, a consumer perceives a new invention
as being easy to use when they find it easy to comprehend, pick up, and
apply. Because of this, people believe that one of the key elements
influencing their acceptance and utilization of new technologies is their ease
of use. Furthermore, it is claimed that perceived usefulness is precedent to
perceived ease of use (Davis, 1989). Customers who use the service with
ease will produce excellent results, and they may quickly include several

new uses of new services into their regular operations (Liu, & Tai, 2016).

Customers' preference to use QR payment services is greatly influenced by
their perception of how easy it is to use, which is something they will
undoubtedly question about modern services like QR payments. The degree
to which consumers would think utilizing a new service is straightforward,

uncomplicated, and effortless is known as the ease of use (Davis, 1989).

The instrumentality and self-efficacy of ease of use have a double effect on
attitude. One can argue that efficacy plays a major role in the development

of intrinsic motivations, or the drives that direct attention to one's
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surroundings (Liébana-Cabanillas et al., 2014). However, as the TAM
shown, enhancements in usability can also be crucial in boosting

performance through functionality.

Different payment methods, including cash and credit/debit cards, can be
substitute by a single QR payment service. As a result, customers can benefit
from the convenience of not needing to carry about cash and different plastic
cards by storing and using several card accounts into a QR payment service.
To be more precise, all those consumers need to do is utilize their mobile
payment device to authenticate the transaction and scan the QR code (Yan

etal., 2021).

2.2.3 Trust

According to Kim et al. (2010), trust is characterized as the readiness to use
a service while feeling secure, at ease, and accepting of potential risks.
People who are willing to take chances in trust that their needs will be
provided are considered to be trustworthy. It is the potential for one party to
carry out their responsibilities in a way that is truthful and in line with the
party trust's expectations (Liu & Tai, 2016). According to the research
conducted by Siau & Shen (2002), trust can be categorized into two types:
confidence in the capability of mobile technology to minimize transaction

risks and confidence that service providers will fulfil customer expectations.

Customers will be able to use services quickly and simply with little effort
on their part to translate online services since trust in the QR payment
system will lessen the need to comprehend, regulate, and monitor actions
(Liu et al., 2016). Consumers that are highly confident in QR payment
services will consider the service providers as being honest and dependable,

which will improve their desire to utilize the service. They anticipate that
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during that process, a guarantee not to disclose their personal information to
any improper parties will be provided. As a result, the study indicates that
trust influences how secure it is to adopt mobile payment systems (Liu et al.,

2016).

Furthermore, trust and perceived risk have long been linked. Numerous
studies of online behaviour have modelled the two concepts together, and it
has been discovered that both have an impact on customer attitudes
(Williams, Roderick, Davies & Clement, 2017). Consumers' perceived risk
associated with using QR payments should be expected to decline as trust
in QR payments grows, according to the general model of trust impacting
perceived risk, which holds that higher levels of trust are predicted to lower

levels of perceived risk (Williams et al., 2017).

2.2.4 Compatibility

According to Mallat, Rossi, & Tuunainen (2006), compatibility is the degree
to which a service aligns with the conventional ideals of an established
service and is effectively implemented. Furthermore, compatibility plays a
role in the innovation that results from users accepting the introduction of
mobile services (Mallat, 2007). According to Liu et al. (2016), compatibility
also took into account customers' expectations for a service that might be

innovative, practical, and beneficial in a number of ways.

The adoption of QR payment services is heavily influenced by the lifestyle
choices of individuals. People who often use Internet payment services may
be less reluctant to accept the mobile version of the service because QR
payment services are just an extension of such services. This validates the
concept that a technology's perceived compatibility directly influences

users' intentions to utilize it (Mallat et al., 2006). One of the key factors that
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determines the success of a service like QR payment is how well customers
can incorporate it into their everyday routines and purchasing habits (Liu et
al., 2016). Combining creative, prospective, and readily available values
with the efficient use of modern technologies to improve work performance
is what is meant by compatibility. A feature identified as compatibility
affects how innovative QR payment services are embraced, how well mobile
services fit into users' demands and lifestyles, and how easy it is for users to
test out a service. It also makes users aware of how helpful a service is to

them when they use it (Liu et al., 2016).

Prior research has established compatibility as a valuable addition to TAM
(Schierz, Schilke & Wirtz, 2010), and a number of studies have looked into
the connections between compatibility and TAM factors in the context of
mobile technology, mobile commerce, and mobile buying. Compatibility is
a highly relevant construct in the context of QR payments, and as such, it is
predicted to have a favorable impact on the desire to QR payments

(Williams et al., 2017).

2.2.5 Intention

Followed by Ajzen, I. (1980), the TRA model specifically contends that an
individual's behavioral intentions to carry out a specific task determine that
person's actual conduct. Individuals' attitudes and subjective norms, which
are shaped by their views about their motivations and the assessment of
those beliefs, shape and impact their behavioral intents

(Phonthanukitithaworn et al., 2016).

According to Davis (1989), behavioral intention is the desire to carry out a
behavior that results from conscious decision-making. Because many

parties, including financial institutions and payment service providers, will
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benefit from understanding the factors underlying consumers' intention to
use, researchers and practitioners are still keenly interested in learning about
consumers' intentions to use QR payment technology (Kim, Mirusmonov &
Lee, 2010). In many earlier studies, such as those on the uptake of QR
payments, intention to use frequently becomes the primary dependent
construct (Ibrahim et al., 2019). Furthermore, a person's readiness to engage
in a particular behavior is a definition of their motivating component (Raza,

Koondhar, Khan, Shaikh & Shah, 2019).
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2.3 Conceptual Framework

Independent Dependent
Variable Variable
Perceived

Usefulness H1

Intention of
H2 consumer to use

Ease T e
ase To Use QR payment

H3

Trust

H4

Compatibility

Figure 2. 4: Conceptual Framework

The Conceptual Framework presented in the figure serves as the
fundamental basis for this study. The TPB and TAM models are used in this
study to create the framework. The conceptual framework for examining the
relationship between dependent and independent variables is shown in the
above figure. The purpose of TPB is to identify all factors that influence
behavioral intentions that are appropriate for this research, and the purpose
of TAM is to provide an accurate research framework for implementing e-

commerce activities (Chen et al., 2005).
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2.4 Hypothesis Development

HI: There is a relationship between perceived usefulness and intention of consumer

to use QR payment.

H2: There is a relationship between ease to use and intention of consumer to use

QR payment.

H3: There is a relationship between trust and intention of consumer to use QR

payment.

H4: There is a relationship between compatibility and intention of consumer to use

QR payment.

2.5 Conclusion

Reviews of the literature on dependent and independent variables are covered in
this chapter. In general, the conceptual models described and the research

conducted have led to the development of the theoretical models in this chapter.
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CHAPTER 3: RESEARCH METHODOLOGY

3.0 Introduction

This chapter will concentrate on the research design, methodologies for data
collection, and the sampling design. It will provide details on the pilot study and the
research instruments. Additionally, the chapter will cover the constructing

measurements, including measurement scales, and various analysis methods.

3.1 Research Design

Based on Asenahabi (2019), the research design function as a through plane
connecting the conceptual research questions to the feasible and related empirical
study. It i1s a framework that provides exact instructions for conducting research.
The main goal of research design is to convert a research problem into data for
analysis, with the goal of obtaining pertinent research questions answers at the
lowest possible cost. As a result, study design was chosen to maximize control over

variables while effectively obtaining responses to research questions.

3.1.1 Quantitative Research

The methods and measurements used in quantitative research design yield
definite, quantifiable values (Kothari, 2007). Data collection and analysis
are carried out by using statistical and mathematical techniques to gather
numerical data and extrapolate the analysis's findings to the study

population.
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3.1.2 Descriptive Research

Descriptive research involves examining status in fields such as education,
nutrition, epidemiology, and behavioral sciences. The idea behind its
usefulness is that by observation, analysis, and description, issues can be
resolved and procedures improved (Koh, Owen, Koh, & Owen, 2000).
It is appropriate for this research since it allows researchers to examine the
sample  and increase their knowledge of the factors  that  influence
acceptance of QR payment among customers. Furthermore, this study
examines the relationships between the variables. Questionnaires are used

in surveys, which are the most popular descriptive research method.

3.2 Sampling Design

3.2.1 Target Population

The objective of this study is to examine the factors affecting the acceptance
of QR payments among customers. The focus will be on respondents who
are users of QR payments and belong to diverse racial backgrounds in

Malaysia.

3.2.2 Sampling Elements

The respondents who will participate in the research are Malaysian with
three different races which are Malay, Chinese and Indian. This group of

respondents has use QR payment
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3.2.3 Sampling Techniques

Non-probability sampling technique was applied in the research which is
convenience sampling. This method is favoured for its speed, low costs, and
making it easy to collect data from respondents from different place of Malaysia.
The sample of this research will be picking only user of QR payment in

Malaysia.

Furthermore, snowball sampling was use in this research where the data
collected is current, complete and accurate. The questionnaire was
distributed to Malaysia’s respondents who using QR payment by Google
Form through friends to friends. This method is more concentrate and

convenient for both researcher and respondents.

3.2.4 Sampling Size

The research with sample size that more than 30 and less than 500 are
suitable for most of the researchers (Hill, R, 1998). A total of 345
questionnaires were evenly distributed, and this research aimed to examine
four variables. The data collection occurred between December 2023 and
March 2024 through a structured questionnaire. Of the 345 questionnaires
was distributed to the targeted respondents in Malaysia. Total of 345

questionnaires are completely collected.
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3.3 Data Collection Method

3.3.1 Primary Data

In this research, the questionnaire survey method is used as primary data
where the researcher distributed a google form questionnaires to obtain
information from the target respondents through social media platform. A
total 345 questionnaires will be distributed to respondents. Once the
respondents submit their responses via the Google form, all their firsthand

data will be documented.

3.4 Research Instruments

3.4.1 Questionnaire Design

The response options in the questionnaire were employed for respondents
to choose their answers in response to closed-ended survey questions. This
approach simplifies the process of interpreting data due to the large number
of respondents and the consistent nature of their responses. Additionally,
respondents assigned scores to their answers exclusively based on the
questions presented, resulting in a more efficient use of their time in

providing responses.

The questionnaire comprises two sections: Part A, which focuses on
demographic factors, and Part B, which explores adoption factors. Part A
gathers information on demographics, including age, gender, ethnicity,
education level, occupation, frequency of using QR payment, and timespan
of usage QR payment. Part B consists of a total of 22 questions, and

respondents were asked to express their level of agreement or disagreement
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using a 5-point Likert Scale. Here, a rating of 1 corresponds to "strongly

disagree," while a rating of 5 corresponds to "strongly agree."

3.4.2 Pilot Test

A pilot test is meant to guarantee a high-quality survey. Decide who will
execute the pilot test and when. A small sample of respondents who are as
close to the expected respondents as possible should participate in the pilot
test. (Taylor-Powell & Hermann, 2000). A total of 30 set questionnaire were
collected and the reliability of the survey's data was determined using SPSS

software.

The results show the convenience has achieved Cronbach’ Alpha of 0.912,
0.947, 0.944, and 0.909 respectively of the independent variables including
perceived usefulness, ease to use, trust, and compatibility. It was
demonstrated that the independent variable in the study exhibits robust
reliability. On the other hand, the dependent variable, namely the consumer's
intention to use QR payment, yielded a Cronbach's Alpha of 0.830,
signifying a strong reliability for this variable as well. The table below

displays the outcome of the pilot test.

Table 3. 1: Pilot Test Result

Variable Number of Cronbach Reliability
Items Alpha Level

Perceived 4 0.912 Very Strong
Usefulness

Ease To Use 4 0.947 Very Strong
Trust 5 0.944 Very Strong
Compatibility 5 0.909 Very Strong
Intention 4 0.830 Very Strong

Source: Developed for the research
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3.5 Constructive Measurement

3.5.1 Nominal Scale

Nominal scales categorize which is a nominal scale can be based on natural
categories like gender or artificial categories like proficiency (Brown, 2011).
The majority of queries in Section A were formulated utilizing this
measurement scale, encompassing aspects like age, gender, ethnicity,

occupation, and education level.

3.5.2 Ordinary Scale

Scales with ordinals rank or order objects. The first action would be the most
fascinating, then the second, third, etc. (Brown, 2011). In Section A, the
frequency of using QR payment was developed based on ordinary scale such
as 1-10 times, 11-20 times, 21-30 times, 31-40 times, and more than 40
times. Another variable in Section A also utilized ordinary scale, namely
timespan of usage QR payment and the respondents were given options of

less than 1 year, 1-2 years, 2-3 years and more than 3 years.

3.5.3 Interval Scale

With equal distances between each point on the scale, interval scales
indicate the structure of items. (Brown, 2011). Section B of the
questionnaire utilized a 5-point Likert scale, implementing an interval scale.
Respondents were required to indicate their level of agreement, ranging

from strongly disagree to strongly agree.
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Table 3. 2: The origin of constructs

The factors that Questions Origin Asked Sources
influence
acceptance of QR
payment among
customers.
Perceived 1: Mobile payment services are a Bhattacherjee
usefulness (2001), Devaraj
useful mode of payment et al., 2002, van
der Heijden,
2003
2: Using mobile payment services
makes the handling of payments easier
3: Mobile payment services allow for
a faster usage of mobile applications
(e.g., ticket purchase)
4: By using mobile payment services,
my choices as a consumer are
improved (e.g., flexibility, speed)
Ease to Use 1: Learning to use QR code mobile Ooi and Tan
) (2016) from
payment is easy for me. van. L-Y.. Tan
G. W.-H., Loh,
X.-M., Hew, J.-
J., & Ooi, K.-B.
(2021).
2: Using QR code mobile payment
does not require a lot of mental effort.
3: Interaction with QR code mobile
payment is clear and understandable.
4: It would be easy for me to become
skillful at using QR code mobile
payment services.
Trust 1: I trust mobile payment systems to (Chandra et al.,
. 2010) from
be reliable. (Tiirker, C..
Altay, B. C., &
Okumus, A,
2022).

26


https://www.sciencedirect.com/science/article/pii/S1567422309000441#bib8
https://www.sciencedirect.com/science/article/pii/S1567422309000441#bib8
https://www.sciencedirect.com/science/article/pii/S1567422309000441#bib19
https://www.sciencedirect.com/science/article/pii/S1567422309000441#bib19
https://www.sciencedirect.com/science/article/pii/S1567422309000441#bib55
https://www.sciencedirect.com/science/article/pii/S1567422309000441#bib55
https://www.sciencedirect.com/science/article/pii/S1567422309000441#bib55

Factors That Influence Acceptance of QR Payment Among Customers in Malaysia

2: I trust mobile payment systems to

be secure.

3: I believe mobile payment systems

are trustworthy.

4: I trust mobile payment systems.

5: Even if the mobile payment systems
are not monitored, I'd trust them to do

the job correctly

Compatibility 1: I believe that using mPayment will | Nath, R. (2008).
Determinants of
Mobile
Payments:* An
Empirical
Analysis. Journ
al of
International
Technology and
Information

Management, 1
7(1), 9-20.

fit my lifestyle.

2: I believe that using mPayment
methods is compatible with the way [

like to shop

3: I believe that using mPayment
methods will enhance my lifestyle

image.

4: I believe that using mPayment

methods will be fun.

5: I believe that using mPayment

methods is suitable for me.

Intention to use 1: Given the opportunity, I will use (Schierz et al.,

mobile payment services 2010)

2: I am likely to use mobile payment

services in the near future

3: I am willing to use mobile payment

services in the near future
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4: I intend to use mobile payment

services when the opportunity arises

Source: Developed for the research

3.6 Data Processing

3.6.1 Descriptive Checking

The initial phase in data processing involves the examination of data
collected from online respondents. Researchers perform a thorough check
to ensure that all participants have completed the entire questionnaire
accurately. If any errors are detected, immediate corrections are made to
guarantee the production of dependable and precise findings by the
researcher. Once all the data is gathered, it can undergo a rigorous test to

ensure its reliability and evaluation.

3.6.2 Data Editing

Data editing comprises the procedure of reviewing and revising the
information submitted by respondents. If respondents encounter issues with
typing errors in their answers, the researcher is responsible for editing those

responses to ensure accuracy and clarity.
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3.6.3 Data Coding

Data coding involves the creation of codes for each piece of information in
the questionnaire. This facilitates easier analysis of the data and reduces the
likelihood of errors. For example, responses in Section B are coded to
represent varying degrees of agreement: strongly disagree (1), disagree (2),

neutral (3), agree (4), and strongly agree (5).

3.6.4 Data Transcription

The coded data will be inputted directly into the SPSS software from the
questionnaires for the final tabulation process. Upon successful entry of all
data into the software for analysis, the software can produce the evaluative

results.

3.6.5 Data Cleaning

Data cleaning aims to avoid inadvertent typing errors and ensures a
thorough review of responses through computer verification. Consistency
checks are performed to prevent data from falling outside the expected range
or value. Moreover, the SPSS software can be employed to identify any

ranges of values that fall outside the normal or expected range.
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3.7 Data Analysis

For this study, data from 345 respondents were gathered, and all questionnaires
were entirely filled out. Consequently, no incomplete questionnaires were noted
during the data collection process. The SPSS software was employed for the

analysis, producing various data analyses

3.7.1 Descriptive Analysis

The findings from the descriptive analysis indicate that the data will be
portrayed through tables and charts. Within this study, an exploration of
demographic details of the respondents and descriptive statistics, including

means, medians, and modes, will be conducted using descriptive analysis.

3.7.2 Reliability Testing

The Reliability Test assesses the internal consistency of a test or scale,
quantified by Cronbach’s alpha, a numerical value ranging from 0 to 1.
Internal consistency refers to how closely all when test items correspond
with a common notion or construct, it shows how interconnected the test
items are. (Tavakol & Dennick, 2011). A higher Cronbach's alpha indicates

greater reliability in the test results.
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3.7.3 Inferential Analysis

Inferential analysis is a technique that enables researchers to draw

conclusions and make generalizations based on a large population.

Inferential analysis is a technique that enables researchers to use data from

a huge population to draw findings and develop generalizations. Therefore,

this research utilized Multiple Regression Analysis for analysis.

3.7.3.2 Multiple Linear Regression

Multiple linear regression broadens the scope of simple linear
regression by incorporating more than one variable (Tranmer &
Elliot, 2008). While the equation for multiple linear regression
maintains the same structure as that of simple linear regression, it

encompasses additional terms:
y=p0+p1X1+ -+ fnXn+c¢

Where,

y is the dependent variable

PO is the y-intercept (constant term)

X1 is the regression's first independent variable

pn is the slope coefficients of each explanatory variable

£ 1s in the model's error term

3.8 Conclusion

The research approach is summarized in this chapter. After that, using the methods

described in this section, the upcoming chapter will examine the analysis
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CHAPTER 4: DATA ANALYSIS

4.0 Introduction

Chapter 4 involves the collection and analysis of the survey data using SPSS
software. It encompasses the outcomes related to demographic information and

descriptive statistics of the variables.

4.1 Descriptive Analysis

4.1.1 Respondent Demographic Profile

This section examines a set of 7 demographic information questions,
covering aspects such as age, gender, ethnicity, education level, occupation,
monthly frequency of QR payment usage, and the duration of QR payment
usage. The survey involved the participation of 345 respondents in this

research.

4.1.1.1 Age
A total of 338 participants (constituting 97.7%) falls within the age

range of 18 to 25, whereas 7 respondents (2%) are situated within

the 26 to 33 years old category.
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Figure 4. 1: Age

Age

m 18-25 = 26-33

Source: Developed for the research

Table 4. 1: Age

Age Frequency Percent (%)
18-25 338 97.77%
26-33 7 2%

Source: Developed for the research

4.1.1.2 Gender

A sum of 191 respondents, constituting 55.2% of the total 345
participants, are identified as female. Additionally, 154 male
respondents (44.5%) actively participated in the survey.

Consequently, the survey indicates a higher representation of female.

In this section, an examination is carried out on 7 demographic
information queries, including factors such as age, gender, ethnicity,

education level, occupation, monthly frequency of QR payment
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usage, and the duration of QR payment usage. The survey involved

the participation of a total of 345 respondents for this research.

Figure 4. 2: Gender

Gender

= Male = Female

Source: Developed for the research

Table 4. 2: Gender

Gender Frequency Percent (%)
Male 154 44.5%
Female 191 55.2%

Source: Developed for the research

4.1.1.3 Ethnicity

According to the gathered data, 8 respondents (comprising 8%)
identify as Malay. Additionally, 327 participants (making up 94.5%)
are of Chinese ethnicity, and there are 10 respondents (constituting

2.9%) who identify as Indian in this survey.
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Figure 4. 3: Ethnicity

Ethnicity

2.90%_ 2.30%

m Malay = Chinese = Indian

Source: Developed for the research

Table 4. 3: Ethnicity

Ethnicity Frequency Percent (%)
Malay 8 2.3%
Chinese 327 94.5%
Indian 10 2.9%

Source: Developed for the research

4.1.1.4 Education Level

Within this survey, 4 respondents have attained a high school
education level, making up 1.2% of the total participants.
Additionally, 2 respondents have pursued a diploma, while 336
participants hold a bachelor's degree, accounting for 0.6% and 97.1%
of the respondents, respectively. Lastly, 3 respondents, constituting

0.9%, possess a postgraduate degree.
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Figure 4. 4: Education Level

Education Level

1.20%0-69% 00,

97.10%

m High school Diploma Postgraduate degree Bachelor's degree

Source: Developed for the research

Table 4. 4: Education Level

Education Level Frequency Percent (%)
High school 4 1.2%
Diploma 2 0.6%
Bachelor’s degree 336 97.1%
Postgraduate degree 3 0.9%

Source: Developed for the research

4.1.1.5 Occupation

According to the gathered data, the majority of respondents,
comprising 88.7%, are students, accounting for 307 individuals.
Additionally, 9.5% of the participants, totalling 33 respondents, are

employed. Furthermore, 1 respondent is self-employed, and 4
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respondents are unemployed, representing 0.3% and 1.2% of the

participants, respectively.

Figure 4. 5: Occupation

Occupation

0.30% 1.20%
A"

m Student = Employed = Self-employed Unemployed

Source: Developed for the research

Table 4. 5: Occupation

Occupation Frequency Percent (%)
Student 307 88.7%
Employed 33 9.5%
Self-employed 1 0.3%
Unemployed 4 1.2%

Source: Developed for the research

4.1.1.6 Frequency of using QR payment in a months

The frequency of QR payment usage for 4 respondents (constituting
1.2%) falls within the range of 1-10 times per month. Additionally,
5 respondents mention using QR payment between 11-20 times

monthly, accounting for 1.4% of the total respondents. Furthermore,
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data from 10 respondents (amounting to 2.9%) indicates frequent
usage, with QR payments being used at least 21-30 times every
month. Finally, 241 respondents use QR payment 31-40 times per
month, and 85 respondents utilize QR payment more than 40 times,

representing 69.7% and 24.6% of respondents, respectively.

Figure 4. 6: Frequency of using QR payment in a months

Frequency of using QR payment in a months

1.20% _ 1.40%
2.90%

69.70%

m1-10times = 11-20times 21-30 times 31-40 times = more than 40 times

Source: Developed for the research

Table 4. 6: Frequency of using QR payment in a months

Frequency of using QR Frequency Percent (%)
payment in a months

1-10 times 4 1.2%

11-20 times 5 1.4%

21-30 times 10 2.9%
31-40 times 241 69.7%
more than 40 times 85 24.6%

Source: Developed for the research
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4.1.1.7 Timespan of usage QR payment

According to the gathered data, 0.9% of respondents, which equates
to 3 individuals, have been using QR payment for less than 1 year.
In contrast, 14 respondents (4.0%) have employed QR payment for
1-2 years. Additionally, 91 participants (26.3%) have utilized QR
payment for 2-3 years, while the majority, 237 respondents (68.5%),
have been using QR payment for more than 3 years, representing the

highest percentage in this survey.

Figure 4. 7: Timespan of usage QR payment

Timespan of usage QR payment

0.90% - 4.00%

26.30%

68.50%

m Less than lyear 1-2 years 2-3 years More than 3 years

Source: Developed for the research

Table 4. 7: Timespan of usage QR payment

Timespan of usage QR Frequency Percent (%)
payment

Less than 1 year 3 0.9%

1-2 years 14 4.0%

2-3 years 91 26.3%
More than 3 years 237 68.5%

Source: Developed for the research
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4.2 Reliability Analysis

The SPSS software was employed to assess the reliability of each variable. The
results indicate that the independent variables, namely perceived usefulness, ease
of use, trust, compatibility, and intention to use, achieved Cronbach's Alpha scores

01 0.937, 0.965, 0.969, 0.961, and 0.956, respectively.

Table 4. 8: Cronbach's Alpha Reliability Test

Variable Number of Items Cronbach Alpha
Perceived Usefulness 4 0.937
Ease To Use 4 0.965
Trust 5 0.969
Compatibility 5 0.961
Intention To Use 4 0.956

Source: Developed for the research

The table indicates that the tested variables have reliable alpha values. Trust exhibits
the highest alpha value of 0.969 with 5 items, signifying strong reliability.
Following closely is ease of use, which has an alpha value of 0.965 across 4 items.
Compatibility and intention to use both show alpha values of 0.961, encompassing
a total of 5 items, and an alpha value of 0.956 with 4 items, respectively. Perceived
usefulness records a Cronbach alpha value of 0.937 with 4 items. The results of the
reliability testing confirm that the independent variables have achieved a

satisfactory level of reliability.
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4.3 Inferential Analysis

4.3.1 Multiple Linear Regression

As calculated by SPSS software, the R value between the dependent variable
and the independent variables is 0.427, denoting a positive linear
relationship between them. Although the R2 value is modest at 0.182, it
provides evidence of the relationship between these four variables and the

dependent variable.

Table 4. 9: Model Summary

Model R R Square | Adjusted R Square | Std. Error of the
Estimate
1 0.4272 0.182 0.172 0.40911
a. Predictors: (Constant), perceived usefulness, ease of use, trust,
compatibility

Source: Developed for the research

Furthermore, the p-value recorded as less than 0.001, which is below the
alpha value benchmark of 0.05, underscores the statistical significance of
the relationship between the dependent and independent variables. The
computed F-statistic value of 18.917, being higher than 1.0, indicates that
the hypotheses can be supported. Therefore, all independent variables
exhibit a significant relationship with the dependent variable, confirming

the hypotheses put forth in the study based on the collected data.
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Table 4. 10: Anova

Model Sum of df Mean F Sig
Square Square
1 Regression | 12.665 4 3.166 18.917 <0.001°
Residual 56.907 340 0.167
Total 69.572 344

Source: Developed for the research

Based on the data in Table 4.10 above, the following multiple linear

regression equation is being formed:

Intention To Use= 2.169 + 0.234 (Perceived Usefulness) + -0.021 (Ease
To Use) + 0.109 (Trust)+ 0.213 (Compatibility)

As per the multiple linear equation presented earlier, it is evident that the
highest regression coefficient belongs to perceived usefulness at 0.234. This
implies that the intention to use increases by 0.234 units when perceived
usefulness increases by 1 unit, keeping other variables constant. In contrast,
ease of use, trust, and compatibility have regression coefficients of -0.021,
0.109, and 0.213, respectively, with ease of use having the smallest

regression coefficient.

Upon analysing the standardized beta values, compatibility emerges as the
most influential variable with a value of 0.229, signifying its strong impact
on the intention to use. It is followed by perceived usefulness (0.198) and
trust (0.132), while ease of use has the lowest standardized beta value at -
0.023, indicating its lesser influence on the intention to use. Therefore,
compatibility stands out as the most crucial predictor, while ease of use is

the least significant determinant of intention to use.
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Table 4. 11: Coefficients

Table 4.9.2: Unstandardized Standardized t Sig.
Coefficients Coefficient Coefficients
Model
B Std. Error Beta
1 (Constant) | 2.169 0.311 6.974 | <0.001
PU 0.234 0.069 0.198 3.364 | <0.001
ETU -0.021 0.057 -0.023 -0.365 | 0.715
T 0.109 0.051 0.132 2.121 |0.035
C 0.213 0.061 0.229 3.548 | <0.001

Source: Developed for the research

4.3.2 Hypotheses Testing

H1: There is a significant relationship between perceived usefulness and

intention of consumer to use QR payment.

Based on the data recorded in Table 4.11, the p-value is smaller than 0.05
which reject null hypothesis. Thus, there is a significant relationship
between perceived usefulness and intention of consumer to use QR payment

and H1 is supported.

H2: There is a significant relationship between ease to use and intention

of consumer to use QR payment.

Based on the data recorded in Table 4.11, the p-value is 0.715 which is
greater than 0.05, do not reject null hypothesis. Hence H2 is rejected in this
research which indicates that there is no significant relationship between

ease to use and intention of consumer to use QR payment.
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H3: There is a significant relationship between trust and intention of

consumer to use QR payment.

Based on the data recorded in Table 4.11, the p-value is 0.035 which is
smaller than 0.05, which reject null hypothesis. Thus, there is a significant

relationship between trust and intention of consumer to use QR payment.

H4: There is a significant relationship between compatibility and

intention of consumer to use QR payment.

Based on the data recorded in Table 4.11, the p-value is smaller than 0.05
which reject null hypothesis. Thus, there is a significant relationship
between compatibility and intention of consumer to use QR payment and

H4 is supported.

4.4 Conclusion

This chapter has provided the findings from descriptive analysis, Pearson's

coefficient, reliability testing, and multiple linear regression.
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Chapter 5: Discussion And Conclusion

5.0 Introduction

In this chapter, we will present a condensed overview of the statistical and
inferential analyses conducted, along with the primary research findings and their
implications. Additionally, we will delve into the limitations encountered and offer

recommendations to guide future studies.

5.1 Discussion of Major Findings

5.1.1 Perceived Usefulness

H1: There is a significant relationship between perceived usefulness and

intention of consumer to use QR payment.

According to the previously indicated results, perceived usefulness was
found to have a substantial relationship and impact on consumers' intentions
to utilize QR payments. Furthermore, the p-value associated with this
variable falls below 0.05, indicating a substantial relationship between the

two variables and thereby confirming the support for H1.

Customers' inclination to use QR payments is mostly based on how
beneficial they believe the technology to be. The literature on mobile
technology also contains some empirical data about users' intentions to use
mobile technology (Kim, Mirusmonov & Lee, 2010). When users find that

the system is helpful for their transaction demands or financial concerns,
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they will use QR payment. Thus, we predict that the intention to use QR
payment will be positively impacted by perceived utility.

Perceived usefulness reflects consumers' perceptions of how beneficial and
convenient QR payment is for their daily transactions. If consumers
perceive QR payment as a practical and efficient method for making
purchases or payments, they are more likely to intend to use it. Besides,
consumers assess the value they derive from using QR payment, such as
faster checkout times, seamless transactions, and access to rewards or
discounts. If consumers perceive QR payment as offering significant value
compared to traditional payment methods, they are more motivated to use

it, driving their intention to adopt it.

5.1.2 Ease to Use

H2: There is a significant relationship between ease to use and intention

of consumer to use QR payment.

According to the study's findings, consumer intention to use QR payments
is not greatly impacted by ease to use. Additionally, the p-value for this
variable is 0.715, which is greater than 0.05. This shown that the H2 is
rejected, indicating that the two variables do not significantly relate to one

another.

According to Kim et al., (2010), ease of use does not depend on one's desire
to do transactions online. Ease of use is insufficient to encourage consumers
to accept QR payments because of other issues. Over the past ten years, a
number of studies have shown evidence that perceived ease of use has a

crucial impact on intention, either directly or indirectly through its effect on
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perceived usefulness. This is because all of the respondents have past
experience utilizing QR payments, according to Yan et al., (2021). Since QR
code payment is simple to use and does not require innovation, unlike
wearable payment, they may already have formed this viewpoint.
Essentially, service providers and top retailers should consider improving
payment process speed and convenience in order to promote intention to use
behaviour. QR payment needs to be simple to use and easy to learn in order
to stop the system from being underutilized. Thus, hypothesis 2 is the

unsupported hypothesis statement in this study.

There are several factors might contribute to this outcome. If consumers
perceive the QR payment system as too complex or difficult to use, despite
its purported ease of use, they may hesitate to adopt it. Issues such as unclear
instructions, cumbersome setup processes, or frequent technical glitches can
undermine the perceived ease of use and deter consumers from using QR

payment.

5.1.3 Trust

H3: There is a significant relationship between trust and intention of

consumer to use QR payment.

Based on the established results, trust was also determined to have a
substantial impact on consumers' intention to use QR payments. This is
demonstrable since the p-value, which is less than the 0.05 alpha value, is
indicated at 0.035. It indicates that both variables have a significant relation,

supporting H3.
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According to Xin, Mondego & Gide (2018) earlier research, "trust is a
crucial factor of consumer's intention to adopt mobile payment." This
finding is stating that "perceived trust has a significant positive effect on the
intention to use of mobile banking." Dastan (2016) likewise emphasized the

beneficial influence that perceived trust has on the adoption of QR payment.

Therefore, trust becomes a critical component in the uptake of QR payments,
and the development of trust becomes an important factor influencing QR
payment systems, especially when sustaining customer relationships
becomes difficult, especially when there aren't many in-person interactions
(Mondego, & Gide, 2018). As a result, in order to promote consumers' use
of QR payment methods, service providers must concentrate on building

initial trust with users.

Trust in the security and reliability of QR payment systems plays a crucial
role in shaping consumers' perceptions of usefulness and intention to use.
When consumers trust that their financial information is secure and
protected when using QR payment, they are more likely to perceive it as

useful and feel confident about using it for their transactions.

5.1.4 Compatibility

H4: There is a significant relationship between compatibility and

intention of consumer to use QR payment.

According to the SPSS calculation, compatibility factors significantly
influence the dependent variable, which is the consumer's intention to use

QR payment. This independent variable's p-value is less than the 0.05 alpha
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value. It has been demonstrated that compatibility has a major impact on a

consumer's intention to use QR payments. H4 is therefore supported.

An innovation's perceived compatibility with the preexisting values,
experiences, and needs of potential customers is its degree of compatibility.
In the realm of mobile technologies, compatibility and TAM factors have
been the subject of various research, including those on m-commerce, and
m-shopping (Williams et al., 2017). Compatibility has previously been
shown to be a valuable extension of TAM. According to Dahlberg et al.
(2015), compatibility is a highly relevant construct in the context of mobile
payments. As such, it is likely to have a favourable impact on QR payment

adoption intentions, perceived usefulness, and perceived ease of use.

According to Williams et al. (2017), greater compatibility leads to less
uncertainty, which can be understood as resulting in less possible risk in the
context of technology acceptance (lower uncertainty suggesting less
concern for unintended repercussions). Additionally, holds that a higher
level of compatibility enables a person to give an innovation more
significance and familiarity—suggests that compatibility also positively

affects trust levels and, in turn, negatively affects risk levels.

This may due to QR payment systems that seamlessly integrate into
consumers' daily routines and lifestyles are perceived as compatible. When
consumers perceive QR payment as compatible with their existing payment
habits and preferences, they are more likely to intend to use it. For example,
if QR payment is accepted at commonly frequented establishments like
supermarkets, restaurants, or public transportation, consumers are more
inclined to adopt it. Besides, compatibility with consumers' existing
technology devices, such as smartphones, tablets, or wearable devices, plays
a significant role in driving intention to use QR payment. If QR payment

applications are easily accessible and compatible with a wide range of
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devices that consumers already own and use regularly, they are more likely

to embrace this payment method.

5.2 Implications of Study

5.2.1 Theoretical Implication

According to the study's findings, the four independent variables can affect
18.2% of the variation in consumers' intentions to use QR payments, while
81.8% of the variation in consumers' intentions to use QR payments is still
unresolved. Consequently, it was recommended that additional research be

done in the future to give a more thorough understanding of the variables.

5.2.2 Practical Implication

The results of this study will have a big impact on how QR payment services
are developed and improved. It is crucial to make sure that mobile users
would genuinely use QR payments, given the substantial effort and financial
investment needed to establish QR payment systems. The creation of a
suitable business model for QR payment services, marketing plans, and

system design are all necessary to accomplish this goal.

Users of QR payments might be categorized as early or late adopters from a
practical standpoint. The perceived usefulness and perceived ease of use of
these two user categories are influenced differently by individual differences
and the features of the QR payment system. Additionally, the service
providers will benefit from our results by allocating the proper amount of

time, resources, and funding to the creation and delivery of services.
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From a management standpoint, a variety of mobile commerce stakeholders,
including retailers, banks, mobile network operators, developers of QR
payment systems, and users of QR payment services, should find great value

in the results of the study.

From an academic standpoint, we made an effort to categorize outside
factors into constructs that are related to technology (system features) and
consumers (individual differences), and we then incorporated these
categories into the suggested study methodology. A researcher should be
able to easily connect new constructs to one of the constructs based on their

attributes in the future when they are being studied.

Furthermore, this study provides guidance for future investigations into the
categorization of QR payment user types. Although the two user groups
were found in this study, more appropriate and palatable categorization of

QR payment users may be the topic of future research.

Perhaps in the event of a pandemic, customers won't have to risk their lives
in a single retail store by standing in a panicked buying line thanks to the
use of QR code payment. Additionally, in order to further encourage the
intention to use QR codes, legislators and service providers can highlight
the positive aspects of this payment method. One way to do this is by
offering incentives to prospective mobile customers. For instance, in 2020,
the Malaysian government offered qualified mobile users a one-time RM30
incentive to promote the usage of QR codes for mobile payments in
Malaysia. When mobile users receive the right incentives, they will be

drawn to learn about the benefits of QR code payment.
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5.3 Limitation of Study

There are a few pertinent and evident limitations to this study. First, the sample that
was gathered via the Google form, with the respondent's race serving as the primary
restriction. The results of this study do not accurately reflect Malaysians' overall
intention to use QR payments, despite the fact that Chinese respondents had greater
rates than respondents of other races. As a result, it is difficult to generalize from

this conclusion and apply it to all end customers in Malaysia.

One of the challenges faced by the research is the uneven collection of data,
particularly with regard to the age and employment constructs. This is evident when
the age range of 26 to 33 is represented by just 7 responders. The age range of the
bulk of responders (338) was 18 to 25. Additionally, just 9.5% of the respondents
in this study are workers; the bulk of respondents, 88.7%, are students. We are
unable to conduct additional research from the viewpoint of the employee because
the bulk of participants are students. The ways in which different age groups and
professions want to use mobile commerce apps will differ. Therefore, an uneven
distribution of age and occupation within the Generation Z group could potentially

impact the efficacy of the outcome.

Third, customers have a high level of education generally. A higher education
degree, such as a bachelor's degree, is held by around 97.1% of the respondents.
Consumers with lower levels of education, however, might be less inclined to use
QR payments. If future studies include participants with a broader range of

educational backgrounds, these results will allow for a more accurate generalization.

52



Factors That Influence Acceptance of QR Payment Among Customers in Malaysia

5.4 Recommendation for Future Research

In order to get a variety of data, researchers should first cover broader age or ethnic
categories. It is easy to expand and increase the effect of sample size on the
hypothesis in order to improve the specificity and accuracy of hypothesis testing. It
is also advised that future studies be conducted to provide operational outcomes that
will refute the procedures now in use. It is recommended that future studies include

other analytical methods in addition to feasibility and accuracy.

Furthermore, the desire of end users in Malaysia to make QR payments will change
as a result of technology improvements, therefore long-term study is advised for
future studies in order to obtain more accurate and current data.

Moreover, in order to improve R-squared in research may include more relevant
variables where adding additional variables that are theoretically or empirically
linked to the dependent variable can increase the explanatory power of the model
and, consequently, the R-squared value. For example, benefit, self-efficacy and

social influences.

5.5 Conclusion

Perceived usefulness, ease to use, trust, and compatibility are four independent
variables that were found to be substantially correlated with the desire to embrace
e-payments. Based on coefficient values, there is a positive correlation between all
variables. The chapter concludes with a summary and discussion of the reasoning,
descriptive, managerial implications and limitations, and recommendations for

further research.
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The conduct of this rescarch is subject to the following:
(1) The participants’ informed consent be obtained prior to the commencement of the research;
(2) Confidentiality of participants” personal data must be maintained; and

(3) Compliance with procedures set out in related policies of UTAR such as the UTAR Research Ethics
and Code of Conduct, Code of Practice for Research Involving Humans and other related
policies/guidelines.

(4) Written consent be obtained from the institution(s)/company(ics) in which the physical or/and
online survey will be carried out, prior to the commencement of the research.

Should the students collect personal data of participants in their studies, please have the participants sign
the attached Personal Data Protection Statement for records.

Thank you.

Yours sincerely,

Professor Ts Dr Faidz bin Abd Rahman
Chairman
UTAR Scientific and Ethical Review Committee

c.c  Dean, Faculty of Accountancy and Management
Director, Institute of Postgraduate Studies and Research
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Appendix 1. 2: Questionnaire

EERSONAL DATA PROTECTION NOTICE

Please be informed that in accordance with Personal Data Protection Act 2010 ("PDPAT)
which came into force on 15 November 2013, Universiti Tunku Abdul Rahman ("UTART)
is hereby bound to make notice and require consent in relation to collection, recording,
storage, usage and retention of personal information.

1. Personal data refers to any information which may directly or indirectly identify a
person which could include sensitive personal data and expression of opinion. Among
others it includes:

a) Name

b) Identity card

c) Place of Birth

d) Address

e) Education History

f) Employment History
g) Medical History

h) Blood type

i} Race

j) Religion

k) Photo

I} Personal Information and Associated Research Data

2. The purposes for which your personal data may be used are inclusive but not limited
to:

a) For assessment of any application to UTAR

b) For processing any benefits and services

¢) For communication purposes

d) For advertorial and news

e) For general administration and record purposes

f) For enhancing the value of education

g) For educational and related purposes consequential to UTAR
h) Foer replying any responds to complaints and enquiries

i} Forthe purpose of our corporate governance

j)  Forthe purposes of conducting research/ collaboration

3. Your personal data may be transferred and/or disclosed to third party and/or UTAR
collaborative partners including but not limited to the respective and appointed
outsourcing agents for purpose of fulfiling our obligations to you in respect of the
purposes and all such other purposes that are related to the purposes and also in
providing integrated services, maintaining and storing records. Your data may be
shared when required by laws and when disclosure is necessary to comply with
applicable laws.

4. Any personal information retained by UTAR shall be destroyed andlor deleted in
accordance with our retention policy applicable for us in the event such information
is no longer required.
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5. UTAR is committed in ensuring the confidentiality, protection, security and accuracy
of your personal information made available to us and it has been our ongoing strict
policy to ensure that your personal information is accurate, complete, not misleading
and updated. UTAR would also ensure that your personal data shall not be used for
political and commercial purposes.

Consent:

6. By submitting or providing your personal data to UTAR, you had consented and
agreed for your personal data to be used in accordance to the terms and conditions
in the Notice and our relevant policy.

7. If you do not consent or subsequently withdraw your consent to the processing and
disclosure of your personal data, UTAR will not be able to fulfill our obligations or to
contact you or to assist you in respect of the purposes and/or for any other purposes
related to the purpose.

8. You may access and update your personal data by writing to us at_naiwen0528@ utar my

Acknowledgment of Notice
[ / 11 have been notified and that | hereby understood, consented and agreed per

UTAR above notice.

[ ]!disagree, my personal data will not be processed.

’ A
iR
A%

Name: [ ee Hai Wen
Date: 25/4/2024
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[Factors That Influence Acceptance of QR Payment Among

Customers in Malaysia.

Dear respondents,

I am undergraduate student from Universiti Tunku Abdul Rahman (UTAR), currently pursuing
degree in Bachelor of International Business (HONS) under Faculty of Accountancy and
Management (FAM). I am conducting a questionnaire to research about ‘Factors That

Influence Acceptance of QR Payment Among Customers in Malaysia’.

This questionnaire consists of THREE sections. Please answer ALL questions in ALL sections.
It will take approximately 10-15 minutes to complete this questionnaire. All answers will be
kept strictly PRIVATE and CONFIDENTIAL, and used exclusively for academic research
purpose. If you have any doubts regarding this survey, please drop me an email at

haiwen0528(@ lutar.my.

Thank you and appreciate your contribution.

Sincerely,

Lee Hai Wen

Undergraduate Student

Faculty of Accountancy and Management (FAM)

Universiti Tunky Abdul Rahman (UTAR)

* Indicates required question

1.  Email *

Section 1: Demagraphic

Demographic Information

2. Age*
Mark only one oval.

18-25
26-33
34-41

3. Gender*
Mark only one oval.

Male

Female

4. Ethnicity *
Mark only one oval,

Malay
Chinese
Indian

Others
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5. Education level *
Mark only one oval.
() High school
[ ) Diploma
) Bachelor's degree

() Postgraduate degree

6. Occupation *

Mark only one oval.
) Student

() Employed
) Self-employed

) Unemployed
() Others

7. Frequency of using QR payment in a months *
Mark only one oval.
) 1-10times
1 11-20 times
) 21-30 times
() 31-40times

) more than 40 times

8. Timespan of usage *
Mark only one aval.
() Less than 1 year
 11-2years
[ )23 vyears

'z: More than 3 years

Section 2: Factors

Please answer the gquestions below based on each statements using scale [ (1) =Strongly
Disagree (SD), (2) =Disagree (D); (3) =MNeutral (M), (4) =Agree (A) and (5) =Strongly Agree
(SA)] response framewaork.
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9. Perceived usefulness *
Perceived usefulness refers to the utilization of a service that is thought to be
beneficial while making payments.

Mark only one oval per row.

Strongly
Disagree

Strongly

Disagree Neutral  Agree Agres

QR payment
are a useful — — p— J— —
mode

Using QR

payment

makes the — — — — —
payment ) __ - . .
handling

easier

QR payment

services

allow for a

faster usage

of mobile D) ) ] ! 4
applications,

such as

ticket

purchase

By using QR

payment

services, my

choices as a

improved
(eq.
flexibility,
speed)

10. Ease to Use *
Ease to use when consumer find it easy to comprehend, pick up, and apply.

Mark only one oval per row,

Strongly
Disagree

Strongly

Disagree Neutral  Agree
isagr eutral g Agree

Leaming to use
QR payment is ) O o O
easy for me.

Using QR

payment does

not require a lot
of mental

effort.

Interaction with
QR payment is — — ) — —
cleara'bd AN A L A A
understandable.

It would be easy

for me to

become skillful D) ) D)
at using QR

payment.
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Trust *
Trust is characterized as the readiness to use a service while feeling secure, at
ease, and accepting of potential risks.

Mark only one oval per row.

Sjtmngly Disagree MNeutral  Agree Strongly
Disagree Agree

I trust QR

systems to
be rediable.

| trust QR

smemsm '._'. o ] | _ | , \_ ]
be secure.

| believe QR

systems
trustworthy.

I trust QR

systems.

Even if the

systems

are not Y
monitored, -

I'd trust
them to do

the job
correctly
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Compatibility *
Compatibility took into account customers' expectations for a service that might
he innovative, practical, and beneficial in a number of ways.

Mark anly one oval per row.

Strongly
Disagree

Strongly

Di Neutral A
isagree  Neutral grea Agree

1 believe
that using
QR — — —

methods
will be fun.

1 believe
that using
aR
methods is
suitable
for me.

66



Factors That Influence Acceptance of QR Payment Among Customers in Malaysia

Section 3: Intention to Use QR Payment

Please answer the guestions below based on each statements using scale [ (1) =Strongly
Disagree (SD); (2) =Disagree (D); (3) =Neutral (N}; (4) =Agree (A) and (5) =5trongly Agree
(8A)] response framework.

13.  Intention to Use *

Intention is the desire to carry out a behavior that results from conscious
decision-making which incuding financial institutions and payment service
providers.

Mark only one oval per row.

Strongly
Disagree

Strongly

Disagree Meutral  Agree Agree

Given the
Twill use — — — — —
QR S s L, L, N
payment
services

1am likely
touse QR

the near
future

1am willing
to use QR

Services in
the near
future

lintend 10
use QR

when the

anses
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Appendix 1. 3: Pilot Test

Perceived Usefulness

Reliability Statistics
Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha tems N of ltems
912 914 4
Ease To Use
Reliability Statistics
Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha tems N of tems
.947 950 4
Trust
Reliability Statistics
Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha tems N of items
944 946 5
Compatibility
Reliability Statistics
Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha Items N of items
.830 830 4

68



Factors That Influence Acceptance of QR Payment Among Customers in Malaysia

Intention
Reliability Statistics
Cronbach's
Alpha Based
on

Cronbach's Standardized
Alpha items N of tems
.909 913 5

Appendix 1. 4: Descriptive Analysis

Age of respondents

Cumulative
Frequency Percent Valid Percent Percent
Walid 1 338 9v.7 98.0 98.0
2 v 2.0 2.0 100.0
Total 345 99.7 100.0
Missing  Systemn 1 |
Total 346 100.0
Gender of respondentd
Cumulative
Frequency Percent Valid Percent Percent
Walid 1 154 44 5 44 6 44 6
2 191 552 554 100.0
Total 345 99.7 100.0
Missing  Systemn 1 |
Total 346 100.0
Ethicity of respondents
Cumulative
Frequency Percent Valid Percent Percent
Walid 1 8 23 23 23
2 327 94.5 948 a7 .1
& 10 2.9 2.9 100.0
Total 345 99.7 100.0
Missing  System 1 3
Total 346 100.0
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Education level

Cumulative
Fregquency Fercent Yalid Percent Percent
Valid 1 4 1.2 1.2 1.2
2 2 B B 1.7
3 336 971 a7 .4 991
4 3 8 9 100.0
Total 345 99.7 100.0
Missing  Systemn 1 |
Total 346 100.0
Occupation
Cumulative
Frequency Percent Valid Percent Percent
Walid 1 oy |87 29.0 29.0
2 33 9.5 9.6 98.6
& 1 3 3 988
4 4 1.2 1.2 100.0
Total 345 99.7 100.0
Missing  System 1 |
Total 346 100.0
Frequency of using QR payment in a months
Cumulative
Frequency Fercent Yalid Percent FPercent
Valid 1 4 1.2 1.2 1.2
2 5 1.4 1.4 2.6
3 10 248 2.9 55
4 241 69.7 69.9 754
4] a5 246 246 100.0
Total 345 89,7 100.0
Missing  System 1 .3
Total 346 100.0
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Timespan of usage QR payment

Cumulative
Fregquency Fercent Yalid Percent Percent

Valid 1 3 4 4 4
2 14 4.0 41 4.8
3 91 26.3 26.4 313
4 237 68.5 68.7 100.0
Total 345 897 100.0

Missing  Systemn 1 |

Total 346 100.0

Appendix 1. 5: Reliability Analysis

Perceived Usefulness

Reliability Statistics

Cronhbach's
Alpha Based
on
Cronbach's Standardized
Alpha [terms M oof lterms
=k 838 4

Ease to Use

Reliability Statistics

Cronhbach's
Alpha Based
on
Cronbach's Standardized
Alpha [terms M oof ltems
865 HE6 4
Trust
Reliability Statistics
Cronkbach's
Alpha Based
on
Cronbach's Standardized
Alpha [tems M oof ltems
65 A7 4]
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Compatibility

Reliability Statistics

Cronkbach's
Alpha Based
on
Cronbach's Standardized
Alpha [tems [ oof ltems
BE1 BE1 ]

Intention to Use

Reliability Statistics

Cronhbach's
Alpha Based
an
Cronbach's Standardized
Alpha [tems [ oof ltems
556 556 4

Appendix 1. 6: Multilinear Regression

Model Summary
Adjusted R Std. Error of

Madel R R Square Square the Estimate
1 4278 182 A72 40911
a. Predictors: (Constant), C_mean, PU_mean, ETU_mean,
T_mean
ANOVA®
sum of

Model Squares df Mean Sguare F Sig.
1 Regression 12.665 4 3,166 18.917 =001°

Residual 56.907 340 ABT

Tatal £9.572 344

a. Dependent¥Variable: ITU_mean

b. Predictors: (Constant), C_mean, FU_mean, ETU_mean, T_mean
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Coefficients”

Standardized
Instandardized Coefficients Coeflicients

Madel B Std. Error Beta 1 Sig.

1 (Constant) 2169 AN 6.974 =.001
PL_mean 234 069 188 3.364 =.001
ETU_mean -021 057 -.023 -.365 715
T_mean 108 051 132 2121 035
C_mean 213 060 228 3.548 =.001

a. DependentWariable: ITU_mean
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