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Abstract 

A mobile wallet is a mobile application that is intended to replace leather wallets. With high mobile 

and Internet penetration and increased life expectancy in developed economies, adoption of mobile 

wallets by the older population is becoming more important due to new trends. Therefore, this 

thesis aims to understand and increase adoption of mobile wallets in developed economies by the 

citizens between the ages of 50 to 75. Based on the mobile payment technology acceptance model 

(MPTAM) and an extensive literature review, a simplified model is suggested. Three sub-

questions (on 1 - social influence, 2 - perceived security, trust and risks, and 3 – perceived ease of 

use) are proposed for further study, which has been suggested in the literature to have more 

importance for the targeted demography. An exploratory qualitative study based on in-depth semi-

structured interviews was conducted.  

The findings show that social influence can have direct or indirect effects. Moreover, several 

factors were identified that seems to have impacts on the degree to which a content can influence 

people. In addition, perceived trust, security, and risks seem to be the most important impediment 

for the adoption of mobile wallets, especially for risk-averse people. Furthermore, perceived ease 

of use can improve the values that mobile wallets may provide. Perceived ease of use is more 

important for the targeted age group since some of the potential users in this age group has reduced 

learning and physical abilities. Finally, many implications of the findings and methods to improve 

the adoption of mobile wallets for the selected demography, i.e. restriction and customization, use 

of familiar design, use of strong brands, etc. are suggested. 
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Introduction 

In this chapter, the background of the problem and the importance of it together with the 

definition of some key concepts are explained. The research objectives are described 

subsequently, followed by delimitation of the research. Finally, an overview of the entire 

research, including theoretical and methodological approach and the layout of the rest of this 

study is provided. 

Background 

Mobile applications are changing business interactions and how business can be made (Gurtner, 

Reinhardt, & Soyez, 2014). Such new approaches change the industries and industrial 

management. Many of these mobile applications are developed to facilitate and enhance e-

commerce. In recent years, e-commerce has significantly affected industries in a positive way. It 

changed the way societies and industries are making commerce (Liébana-Cabanillas, Sánchez-

Fernández, & Muñoz-Leiva, 2014). Mobile payment solutions provide and alternatives to 

traditional ones, which are based on cash or cards. Many countries are moving towards digital 

currency and in the future, they may even consider the elimination of physical cash as we know 

today. However, the acceptance of mobile payments by the users is still limited (Qasim & Abu-

Shanab, 2016; Amoroso & Magnier-Watanabe, 2012). In addition, many people tend to complain 

about the number of cards they have to carry and that the number is increasing. This matter 

resulting in them not always carrying the card they need with them. Moreover, it is needless to say 

the number of passwords and electrical identities that people need to remember for different sites 

and services are increasing. A possible solution to these issues is the so-called mobile wallet. 

A mobile wallet is a mobile application that can be installed on smartphones or tablets that can 

securely store digital information. A mobile wallet can be used as a mobile payment solution. It 

provides not only the abilities of a physical wallet, but also many more abilities (Shin, 2009). A 

mobile wallet may store digital membership cards, travel cards, and ticket in addition of being a 

mobile payment solution. It can also store information such as passwords, pin codes, and store 

digital documents, biometrics, and identity that can replace any valuable document. Furthermore, 

it can securely store private keys that are needed to remotely access a computer or trade 

cryptocurrencies. The information is encrypted and password protected.  

In addition to be a good method to securely store digital information, mobile wallets are more 

environmentally friendly and they provide a more sustainable approach in comparison to the 

traditional solutions. Digitalization of money, cards, and documents lead to a reduction of paper 

and plastic and physical wallet usage. Having them all in the same place makes the information 

more accessible to the users and reduces the need for physical travel. In case the digital wallet gets 

lost or destroyed, there is no need to reuse any raw material to reproduce all the lost cards and 

information and send them by mail. All of these reduce carbon footprints and helps environment 

sustainability. 

At the same time, life expectancy is growing. It means that people are living a longer life. More 

than 17% of the population are over 55-year old (Factbook, 2010). In a near future, the older 

population may become larger than the younger population (Ferreira, 2014). Given the high 

number of the senior population and the new mobile applications that are getting more popular, it 

will be important for the older population to be able to use these services, and for organizations 

and government to provide the services suitable to this population since it creates values for all the 

parties. Being able to pay for the living is a basic right of every human, and removal of cash and 

physical documents without correctly providing a substitute for it can create hurdles for providers 
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(including government) and customers (Savage, 2018). This calls for extensive research in order 

to facilitate mobile wallets adoption for elderly people. 

Problem Statement and Research Aim 

New services are introduced into mobile platforms without properly understanding differences in 

diffusion of these services (Saeed, 2011). To better utilize the benefits of mobile services, 

organizations need to understand the reasons why individuals reject or accept a service (Gurtner, 

Reinhardt, & Soyez, 2014). Mobile wallets are getting more popular and can be an alternative to 

the traditional cash or card payment and physical cards and wallets. This is an issue that has been 

studied extensively (see e.g. Viehland & Leong, 2007; Amoroso & Magnier-Watanabe, 2012; 

Shin, 2009; Liébana-Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 2014). Acceptance of 

mobile wallet is important since the growth of mobile commerce is depending on it (Amoroso & 

Magnier-Watanabe, 2012). 

However, there is no comprehensive framework regardless of the attempts that have been made to 

create a model for mobile wallets acceptance (Amoroso & Magnier-Watanabe, 2012). In addition, 

persons differ from one another and demographic differences can play a significant role in it 

(Gurtner, Reinhardt, & Soyez, 2014). The age of the user can affect adoption of a product 

significantly (Hubona & Kennick, 1996; Arning & Ziefle, 2007; Okazaki & Mendez, 2012).  

Moreover, there are major differences in life expectancy and number of mobile and Internet users 

between developing and developed economies. Economically developed countries usually have a 

high Internet and mobile penetration. The life expectancy in these countries is also usually high, 

and many people are already over 50. There have been many studies on acceptance of mobile 

payment solutions for people of various ages. However, getting the senior people on board with 

mobile wallets is overlooked. Hence, the research question can be formulated as: 

How to increase adoption of mobile wallets by the citizens between the ages of 50 to 75 in 

developed economies. 

There are different definitions of elderly people and senior citizens. However, unless explicitly 

state otherwise, in the entire report these terms refer to the people between the ages of 50 to 75 

wherever they are used. 

The aim of this thesis is to understand the important factors that can affect adoption of mobile 

wallets by the aged population. The primary contribution of this research is to understand mobile 

wallets and mobile payment adoption for the almost ignored demographic of older people. This 

research is targeting the scholars, who are studying the adoption of mobile wallets, and more 

specifically mobile wallets diffusion by the older population. In addition, this research can also be 

used for understanding acceptance of mobile payment solutions, which is only part of mobile 

wallets with focus on senior citizens. This research can be used as the basis for future research.  

At the same time, this research can be used by practitioners and vendors who are systemizing and 

designing mobile wallets, mobile payment, or other trust intensive digital applications and 

highlights the effects of age and how to alleviate them to increase diffusion of these technologies 

by senior citizens. 

Delimitation 

While the target of this research is the older population, it does not include people over the age of 

75, since the credibility of their response may not be easy to confirm, due to their higher age and 

probable reduction in mental and analytical abilities.  



4 

 

In addition, since this study is not about mobile or Internet adoption by the senior people, this 

research only studies people who already own smartphones or tablets and to some extent are able 

to use the Internet on their handheld devices.  

Furthermore, this research’s focus is only on mobile wallets and it is not on other forms of mobile 

payments as there are many different types of mobile payment solutions and it is not viable to 

analyze all of them in one study. Some of these methods may have similarities, while the other 

may have major differences.  

Finally, this research only focuses on the population in economically developed countries, and 

more specifically, Sweden and Canada. The reason is that developed economies have different 

Internet and mobile penetrations than developing economies and their citizens have different 

perceptions of online payment and mobile payments solutions in compare to the citizens of the 

developing economies. Therefore, people in developed economies are more familiar with mobile 

devices and online payment solutions on average in comparison with the people from the 

developing economies. As a result, people in developed economies may have different perceptions 

and criteria on adoption of these services in comparison to the citizens of the developing 

economies. The reason to choose Sweden and Canada is that they have the required criteria and 

they have cultural similarities to each other, yet two countries can diversify the findings.  

Layout 

Chapter 2 contains an in-depth review of the state-of-the-art literature and an overview of the 

existing body of the knowledge. In the chapter, literature review of technology adoption and 

diffusion is conducted. In this part, different technology acceptance frameworks including the 

Technology Acceptance Model (TAM) and the Unified Theory of Acceptance and Use of 

Technology (UTAUT) are explained. Then, the literature review continues by explaining the 

mobile wallets and acceptance of mobile wallets. Next, acceptance of mobile payment systems by 

the older population is reviewed. Finally, in Chapter 2, by compiling the literature review and 

explained frameworks, a framework is proposed. Based on the proposed frameworks and the 

literature review, several research questions are proposed in order to find the answer to the main 

research question that this study is addressing. 

In Chapter 3, the methodological approach of this research and the reasons for the selected method 

are elaborated and motivated. This research is a qualitative study based on semi-structured 

interviews of the people between the ages of 50 to 75 in Sweden and Canada. It uses the abductive 

method and interpretive analysis. Furthermore, Chapter 3 contains information on the ethics of the 

study, as well as information about the participants of the study.  

In Chapter 4, the method of analysis together with the empirical findings are presented. Chapter 5 

includes discussions and conclusion of the study. In this chapter, the findings are summarized and 

analyzed. It also presents reflections on the similarities and differences between the existing theory 

and the empirical findings of this study. Finally, the last chapter describes the limitations of the 

study and proposes a few future research possibilities, which are not answered in this report.  
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Literature Review 

This chapter begins with reviewing two well-known technology acceptance models, i.e. 

technology acceptance model (TAM) and unified theory of technology acceptance and use of 

technology (UTAUT). Then, the state-of-the-art literature on mobile wallet adoption is reviewed. 

The chapter continues with the mobile payment adoption by the older population. At the end of 

this chapter, three research questions based on a proposed framework and the existing literature 

and technology acceptance models are introduced.  

Technology Acceptance Models 

In this study, varieties of different frameworks are explored according to their relevance. Many 

behavioral intention models and behavioral decision theories have been developed to understand 

and analyze humans’ behaviors when facing an innovation. Most of these models and theories are 

influenced by social psychology studies (Pavlou, 2002). 

The researcher considers that the adoption of a mobile wallet is a consequence of perceived 

behavior from technological acceptance. Therefore, the models that have been developed to 

explain consumers’ acceptance of a new technology are studied. These models, such as the well-

known technology acceptance model (TAM) which has generated an extensive stream of studies 

exploring consumers’ usage intentions and actual usage (Davis, 1989), is typically suitable in 

explaining the adoption of technologies. On the theoretical front, an abundance of research studies 

have reported a strong and significant causal relationship between user beliefs and behavioral 

intention of technology adoption (Zhang & Mao, 2008). 

Technology Acceptance Model 

The technology acceptance model (TAM) is the most used model for studying the adoption of 

technology by individuals. It is initially introduced by Davis, Bagozzi, and Warshaw (1989) to 

explain computer usage behavior. The TAM is influenced by the theory of reasoned action that is 

initially introduced by Fishbein and Ajzen, (1975) and is further developed in Ajzen and Fishbein 

(1980). Theory of reasoned actions (TRA) argues that the way people perform an action is 

influenced by the attitude toward the action and subjective norms that have an impact on behavioral 

intention (Fishbein & Ajzen, 1975). Subjective norm is the degree that an individual perceived that 

they should or should not perform an action or use a system according to people around them 

(Fishbein & Ajzen, 1975; Venkatesh & Davis, 2000; Hsu & Lu, 2004; Venkatesh & Bala, 2008). 

The TAM uses psychological factors in computer adoption. The TAM has proven to be a 

promising model with a high explanatory power of the variance in users’ acceptance across a wide 

variety of contexts (Ha & Stoel, 2009) and it is one of the most recommended models for modeling 

acceptance of technology and information systems by individuals. The TAM is the most influential 

technology acceptance model (Lymperopoulos & Chaniotakis, 2005) and is widely proven to show 

the intention to adopt a new technology (Davis, Bagozzi, & Warshaw, 1989; Davis, 1989). 

Therefore, this study uses the TAM as one of the theoretical frameworks.  

In the TAM, the actual use of technology is related to perceived ease of use and perceived 

usefulness of that technology (Davis, 1989). Perceived usefulness is the user’s believes that how 

the use of a new technology can increase efficiency for the user (Davis et al. 1989). Alternatively, 

it can be the relative advantage of a new technology in comparison to its predecessors (Rogers, 

2010). Ease of use means that the system can be used easily and effortlessly. Ease of use can 

increase perceived usefulness (Wang et al., 2003; Kleijnen, Wetzels, & de Ruyter, 2004).  

Perceived usefulness and perceived ease of use create an attitude towards the intention to adopt a 
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new technology. Attitude is people favorable or unfavorable feeling towards a behavior (Fishbein, 

1963; Premkumar, Ramamurthy, & Liu, 2008). Therefore, attitude to develop a behavior is 

required for the intention to use a technology (Ajzen & Fishbein, 1980; Pee, Woon, & Kankanhalli, 

2008). Attitude can be separated into two parts, one is the user knowledge and the other is user 

intention. Due to self-efficacy and instrumentality, ease of use has a double impact on attitude as 

ease of use has an impact on perceived usefulness (Davis, Bagozzi, & Warshaw, 1989). The TAM 

model is depicted in Figure 2.1. 

 

Figure 2.1 - Technology acceptance model (TAM) base on Davis, Bagozzi, and Warshaw (1989) 

Unified Theory of Acceptance and Use of Technology 

The TAM is one of the most used and accepted models. As the result, researchers started to extend 

TAM with more factors that can affect the use of a technology. One outcome of these extensions 

is unified theory of acceptance and use of technology (UTAUT). The UTAUT is designed to 

explain usage behavior caused by adopting a system and the user intentions to use it. The UTAUT 

argues that facilitating conditions, effort expectancy, performance expectancy, and social 

influence determinants are affecting the behavior and intention to use a technology (Venkatesh et 

al., 2003). Hence, the theory explains the usage intention and behavior (Shin, 2009). In the 

UTAUT, voluntariness of use, gender, age and experience act as the moderators and affect the 

main blocks of the theory (Venkatesh et al., 2003). In UTAUT age, gender, voluntariness of use 

and experience are factors that can moderate the main elements of the model. While facilitation 

conditions are a determinant of user behavior, the rest of determinants are related to usage intention 

(Venkatesh et al., 2003). The UTAUT is used in several studies and verified that it provides a good 

framework for technology acceptance analysis. 

There are several shortages in the TAM, which the UTAUT is addressing. First, the TAM does not 

consider the existence of alternative technologies and solutions. Second, the TAM assumes that 

willingness to use a technology is enough to use the technology in the reality (Mathieson, Peacock, 

& Chin, 2001). Finally, an important shortage of the TAM is that it does not count the peer (social) 

effect (Malhotra & Galletta, 1999) into consideration. The UTAUT considers social influence. 

However, the UTAUT has many variables that in practice it is not possible to use it effectively 

(Bagozzi, 2007). The newer revisions of the TAM, i.e. TAM 2 and TAM 3 are addressing some 

of the shortages of the original TAM. 

Mobile Wallet Adoption 

Mobile wallets are not only another mobile payment solution. Mobile wallets are mobile 

applications that can be used to store anything that can be digitized, and they can even contain 

more types of information than a leather wallet does. For instance, they can be used to store 

membership and loyalty cards, insurance policies and booking details and different types of 

documents. Moreover, mobile wallets can store digital letters and photos, PIN codes and 
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passwords, online identification and even keys that are needed to buy cryptocurrencies or perform 

other tasks. Moreover, it is possible to carry medical records all the time in case they are needed 

in another country in a mobile wallet. All these information are encrypted, so it is not possible to 

access them without the correct key. Different kinds of transactions, i.e. consumer-to-business, 

consumer-to-online, consumer-to-machines and consumer-to-consumer, are possible by using 

mobile wallets. 

Using mobile wallets requires an Internet connection on the phone, which with the high penetration 

of 3G and 4G phones in developed economies; it should not be a concern. New smartphones can 

use features of mobile wallet more effectively. For example, by using near field communication 

(NFC), it is possible to easily pay at NFC enabled point of sale (POS), or identify a membership 

type. At the moment, wearable products and implanted microchips are becoming a trend as well. 

In the future, it may become normal to pay or identify people or memberships easily by hovering 

a hand over an active reader. Customer apathy is the greatest challenge on mobile wallet adoption 

(Viehland & Leong, 2007). Mobile wallets are not very well known to the consumers, and since it 

has a significant amount of personal information, there is a major concern about mobile wallet 

security and privacy (Shin, 2009). There has been a little study on user perceived risk, security, 

and trust on mobile wallets (Shin, 2009), and there are even fewer studies on the same topic for 

the senior population. Amoroso and Magnier-Watanabe (2012) claim that although there have been 

some studies on adoption of mobile wallets; there is no holistic framework that is widely accepted 

by different scholars. Perceived trust and security are the most important factors when it comes to 

the intention to use mobile wallets and they can be increased by social influence (Shin, 2009). Shin 

(2009) argues that ease of use and usefulness is less important than perceived trust and security in 

the adoption of mobile wallets. Shin (2009) concludes that acceptance of mobile wallets has a 

correlation with technology acceptance blocks. Although it is shown that perceived usefulness and 

ease of use are the important factors, perceived usefulness and trust affect users’ intentions and 

attitudes (Shin, 2009). In addition, demographics have a significant effect on the variables 

importance and how they affect each other. This emphasizes that although the general technology 

acceptance models might be applicable for older populations, but age and access to technology 

and Internet can have a significant effect on the relation of different blocks in technology 

acceptance models. Perceived security is the most important factor in using mobile payment 

(Linck, Pousttchi, & Wiedemann, 2006; Shin, 2009).  

Both Shin (2009), and Amoroso and Magnier-Watanabe (2012) mainly considered the payment 

aspect of the mobile wallet. Amoroso and Magnier-Watanabe (2012) extend different technology 

acceptance models by adding attractiveness of alternatives to it and by providing the relationship 

between its key elements. The proposed framework by Amoroso and Magnier-Watanabe (2012) 

for mobile payment adoption consists of eleven blocks, which includes: perceived usefulness, 

perceived ease of use, perceived value, perceived risk, perceived security and privacy, trust, 

intention to use, social influence, attractiveness of alternatives, facilitating conditions and attitude 

towards using a technology. However, the researcher believes that eleven elements are too many 

factors to take into consideration correctly and appropriately, and as a result, a more concise model 

would be a better framework that can be used to understand and analyze the diffusion of a mobile 

wallet. Furthermore, culture has an influence on mobile wallet adoption (Amoroso & Magnier-

Watanabe, 2012), e.g. in Japan, there is technology push to consumers, while in the USA 

technology pull is important for companies before they invest in an innovation. 

Mobile Payment Adoption by Senior Citizens 

Mobile payment has been in use for many years (Dahlberg et al., 2008). Mobile payment in the 

future is going to be one of the top application for mobile and finance sectors (Ondrus & Pigneur, 

2006; Hu, Li, & Hu, 2008; Ondrus, Lyytinen, & Pigneur, 2009; Ghezzi et al., 2010). Mobile 
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payments soon will become a direct rival for traditional payment solutions (Liébana-Cabanillas, 

Sánchez-Fernández, & Muñoz-Leiva, 2014).  

There has been no common understanding of the moderating effect of the age on Internet-based 

service adoption (Liébana-Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 2014). Some argue 

that age has significant effects on technological acceptance (Phang et al., 2006; Li, Glass, & 

Records, 2008; Glass & Li, 2010) and young users encounter less technology acceptance problems. 

For a mobile payment system, age affects the users’ adoption significantly (Liébana-Cabanillas, 

Sánchez-Fernández, & Muñoz-Leiva, 2014). Higher trust in mobile payment can significantly 

increase the intention to use a mobile payment system (Lu et al., 2011) and remove the 

impediments (Shin, 2009).  

Liébana-Cabanillas, Sánchez-Fernández, and Muñoz-Leiva (2014) propose the mobile payment 

technology acceptance model (MPTAM) as depicted in Figure 2.2. The goal of this model is to 

understand the moderating effect of age in mobile payment adoption. The major difference of the 

MPTAM in compare to the TAM is the addition of with perceived trust and perceived risks. 

 

Figure 2.2 - Mobile Payment Technology Acceptance Model (MPTAM), based on  

Liébana-Cabanillas, Sánchez-Fernández, and Muñoz-Leiva (2014) 

Liébana-Cabanillas, Sánchez-Fernández, and Muñoz-Leiva (2014) argue that younger people 

usually have fewer problems with ease of use. Furthermore, the older people are going to be more 

affected by their social network and will be influenced more by the third parties (Van de Watering, 

2005; Chung et al., 2010) and the older users are also more affected by external factors when it 

comes to perceived usefulness (Venkatesh et al., 2003; Sun & Zhang, 2006). Moreover, younger 

people disclose more information on social media (Barnes, 2006) and have a higher level of trust 

on self-service systems (Dean, 2008). The relationship of ease of use and external influences, 

attitude and trust, and ease of use and trust have significant differences for senior citizens in 

compare to a younger population (Liébana-Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 

2014). External factors, i.e. subjective norms and social image, have the highest influence on 

acceptance of technology (Liébana-Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 2014). In 

addition perceived usefulness proves to be the second most important mobile payment acceptance 

factor, coming after external factors and perceived risks have an inverse effect on the intention of 

use of a mobile payment (Liébana-Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 2014). 

However, according to Liébana-Cabanillas, Sánchez-Fernández, and Muñoz-Leiva (2014), 

attitude does not show any significant influence on mobile payment adoption for older users. Older 

people compared to younger people have higher tendency to use easy-to-use tools (Chung et al., 

2010; Liébana-Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 2014) which is the result of lack 
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of technological knowledge and the greater requirement for external influence. Liébana-

Cabanillas, Sánchez-Fernández, and Muñoz-Leiva (2014) argue that word-of-mouth would be the 

most important approach to introduce a new mobile payment system to the senior population and 

they recommended the effect of word-of-mouth for the older population on a new system in their 

further study.  

Framework and Research Questions 

This research goal is to answer the methods to increase mobile wallets adoption with the focus on 

people over the age of 50 in the developed economies. In this section, a framework is proposed 

with regard to the previous frameworks and scholarly literature. Based on the proposed framework, 

research questions that this study is going to answer are proposed afterward.  

There are different frameworks for technology adoption, but the most used methods for 

understanding technology diffusion are the TAM and the models that are influenced by it. 

However, the researcher believes that the TAM model is not sufficient in explaining all the factors 

influence the diffusion of mobile wallet by the senior citizens, but the TAM with appropriate 

modifications is one of the best frameworks to be used in this study. With regard to the previous 

literature models, a framework to be used as a reference in this study is depicted in Figure 2.3. It 

uses the TAM as its basic framework and the starting point. Social influence as the main 

contributor towards external influences is added to the framework due to its importance for older 

population (Liébana-Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 2014). Moreover, 

perceived security and trust and perceived risks are added to the TAM as they are important for 

the diffusion of mobile wallet (Shin, 2009) and they are even more important for senior citizens in 

compare to the younger population. 

 

 

Figure 2.3 - Proposed framework for the study 

In order to find the answer to the main problem of this research, instead of analyzing the relation 

of different blocks of the proposed modified TAM model to each other, this study focuses on 

influencing different important blocks in the proposed framework in a way that creates a positive 

impact on the intention to use mobile wallets. By increasing the effects of the blocks that are 

increasing adoption of mobile wallets in the proposed framework, and decreasing the effect of the 

blocks that have a reverse relationship with the intention to use of a new technology, the adoption 

of mobile wallets can be increased. 
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With regards to the previous studies, for older people social influence and word-of-mouth are of 

extreme importance (Liébana-Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 2014). Therefore, 

increasing positive word-of-mouth and social influence can positively affect the intention to use a 

mobile wallet. Hence, the first research question can be formulated as: 

RQ1 - How to increase positive social influence and word-of-mouth when it comes to the 

mobile wallets for the senior population?  

The effect of this research question is depicted in Figure 2.4. The positively affected blocks are 

shown in green. 

 

 

Figure 2.4 - Effect of increasing social influence on the proposed framework 

Furthermore, many mobile payment studies point to the importance of perceived risks and trusts 

(Shin. 2009; Liébana-Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 2014). A mobile wallet 

security and trust has a higher importance in comparison to a mobile payment system since a 

mobile wallet not only has monetary aspects but also contains much more information that is 

sensitive. In the previous research, it is argued that security and trust are the most important barrier 

to adoption of mobile wallets (Shin, 2009). Although advanced cryptographic methods are used in 

mobile wallets for data storage and transfer, but most people would not understand them 

completely due to the advanced mathematics and communication methods that are used in them. 

It was mentioned that lack of understanding of the technology is a reason that leads to the lack of 

trust (Shin, 2009). It is very optimistic to expect the majority of senior citizens understand the 

underlying technology behind mobile wallets. At the same time, older people are more careful in 

the use of new technology and having trust to the new system (Barnes, 2006; Dean, 2008). 

Therefore, the lack of trust should be compensated in some ways for older people. As a result, the 

second research question can be formulated as: 

RQ2 - How to increase perceived security and trust and decrease perceived risks in older 

population for mobile wallets. 

The effect of this research question is shown in Figure 2.5. Perceived risks is in red since it has a 

reverse relation with the other block, and therefore the aim is to decrease it. The other blocks that 

will be impacted positively by this change are in green. 
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Figure 2.5 - Effect of increasing perceived security and trust and decreasing perceived risks 

 on the proposed framework 

Finally, perceived usefulness is affected by perceived ease of use (Davis et al. 1989). According 

to the research, for senior people perceived ease of use has a higher importance as this demographic 

is not as good as younger people in learning new tools (Chung et al., 2010; Liébana-Cabanillas, 

Sánchez-Fernández, & Muñoz-Leiva, 2014). At the same time, perceived ease of use has a positive 

double effect on attitude towards the use of technology as it has a direct effect on it and a positive 

effect on perceived usefulness (Davis, 1989). Hence, the final research question is formulated as: 

RQ3 - How to increase perceived ease of use for people over the age 50 for mobile wallets? 

The effect of the third research question is illustrated in Figure 2.6. 

 

Figure 2.6 - Effect of increasing perceived ease of use on the proposed framework 

By finding the answer to the three proposed research questions and improving the methods that 

are used, it is possible to increase the intention to use mobile wallets for the senior population. 

This increase is depicted in Figure 2.7. 
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Figure 2.7 - The improvements and outcome on the proposed framework 

The reason to select these blocks for improvement is that according to the literature review these 

blocks are more important when it comes to the adoption of mobile wallets or mobile payment 

solutions for the senior citizens.  
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Methodology 

In this chapter, the methods that are used to conduct this study and the rationales for choosing them 

are explained. The purpose of this research is to find the answer to the proposed research questions 

in the literature review and their effects on adoption of mobile wallets for the consumers over the 

age of 50 in developed economies. Based on the findings, the researcher proposes methods to 

improve diffusion of mobile wallets for senior citizens from a user-centric perspective. 

Research Approach 

The aim of this thesis is to identify how to modify different factors that affect the adoption of 

mobile wallets positively. To achieve this empirical data is collected and based on the findings, 

the data is analyzed and a conclusion is made. To conduct this research, a qualitative method is 

selected. The reasons are that qualitative research approach is beneficial to understand what and 

how of a phenomenon (Yin, 2009; Eriksson & Kovalainen, 2015). In addition, a qualitative method 

is suitable when there is limited control over the cases (Yin, 2009).  

Furthermore, exploratory research type is selected since the literature on non-technological aspects 

of mobile wallets adoption for older population is very limited and there have not been many 

articles that are addressing the integration of mobile wallets in the life of people over the age of 

50. This lack of knowledge is the case when it comes to acceptance of mobile wallets from the 

user perspective. Discovery of ideas and insights are the focus of exploratory research (Saunders, 

Lewis, & Thornhill, 2009). Moreover, when the boundaries of study are undetermined and several 

sources of data are needed, in-depth interviews is one of the preferred methods. Since this study is 

going to explain how mobile wallets can integrate easier in senior citizens everyday life, in-depth 

interviews is a suitable method to conduct this research. This approach enables researchers to 

validate existing literature and find new knowledge. 

To conduct the research with a high quality, an abductive approach is adopted. It means that the 

researcher revised theoretical framework and literature review based on analysis and empirical 

fieldwork and vice versa continuously (Dubois & Gadde, 2002). These dynamic changes at 

different stages of the research enable researchers to adjust to reality and theory. Abductive 

approach enhances gaining deep insight of empirical phenomena and contributing to the theory 

(Dubois & Gadde, 2002). 

Data Collection 

Interviews enable the researchers to find explanations and interfere when needed (Yin, 2009). 

Therefore, semi-structured interviews are chosen for data collection. This helps the interviewer to 

collect data more effectively by staying on track and understand the phenomenon better while the 

interviewees can discuss their perceptions. In addition, interviewers can ask for additional 

elaboration and explanations by asking more related questions when needed. The questions were 

neutral to prevent biasing the interviewees’ answers in a certain direction. Based on the developed 

framework and literature review, open-ended questions were designed to direct the interviewer 

and interviewees. This enables interviewees to provide answers that they perceive are relevant and 

important (Eriksson & Kovalainen, 2015). The questions slightly evolved during the research 

based on the new findings and extended literature review. A complete list of the questions is 

available in Appendix A. According to Eisenhardt (1989), less than four interviews do not usually 

provide enough data to contribute effectively to theory and more than ten interviews may create 

very large data that is difficult to analyze appropriately. Therefore, five interviews were conducted. 

By the time these five interviews were conducted, data collection had gotten to the saturation point 
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of the research. No new data was collected during the interviews and the researcher stopped 

conduction further interviews. 

Before the interviews, the research aim and ethics, as well as the questions, were provided to the 

interviewees. This enables interviewees to prepare and think about their answers before the 

interview starts. At the beginning of each interview, the interviewer introduces himself to the 

interviewee. Then the interviewer starts with describing the research goal and ethical 

considerations of the research. 

The interviewees were between the age of 50 to 75 who had some experience in using smartphones 

or tablets due to the need for them having some experience with smartphone or tablets and Internet. 

The age was selected between 50 and 75, as this demographic did not have smartphones when they 

were in their early adulthood, and they are not too old, so they still have a fair understanding of 

the Internet, digitalization, and e-commerce. In addition, their replies are more credible since their 

analytical and reasoning abilities have not significantly affected by the aging degradation. 

However, the degree of adoption of e-commerce and mobile wallets and mobile payment systems 

was not a condition, since the researcher was interested in finding the reasons that an interviewee 

did not highly get integrated as well as finding the reasons that an interviewee highly adopted these 

technologies. Moreover, the interviewees were from different countries, gender and occupations 

in order to keep it diverse. This diversity helps to reduce unintended focusing on a specific group 

with certain or similar characteristics and traits. To enable this diversity, some long distance 

interviews were conducted using phone or VOIP, while some of them were face-to-face. The 

shortest interview took 35 minutes and the longest interview took 55 minutes. Basic information 

on the conducted interviews is provided in Table 3.1. The table explains the gender, age, place and 

previous or current occupation of the interviewees. In addition, it gives a qualitative degree of 

adoption of e-commerce. It also contains the method that the interviewer has used and the length 

of the interviews. 

Table 3.1 - Information of the conducted interviews 

Gender Age Place Occupation Level of 

Adoption 

Method Duration 

(Minutes) 

M 71 Canada Veterinarian Medium VOIP 50 

M 53 Sweden IT High Face-to-Face 35 

F 65 Canada Accountants Low VOIP 45 

M 52 Sweden IT Medium Face-to-Face 40 

F 60 Sweden IT Medium Face-to-Face 55 

Quality of Research 

Achieving valid and reliable research was of the utmost importance. Data reliability is increased 

by explaining all phases of the research in details (Lincoln & Guba, 1985). Furthermore, 
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conducting five interviews and making sure that the collected data approves each other increases 

data reliability.  

Due to interpretive nature of the analysis method, researcher’s interpretations increase the risk of 

bias (Bryman & Bell, 2015). To increase data validity, several actions were taken. Risk of bias 

was reduced by designing factual questions. Factual questions minimize the risk of researcher 

applying their personal values and theoretical orientation. Furthermore, researcher interpreted the 

collected data together to further reduce the risk of bias. Additionally, response bias is possible. 

Common reasons for response bias are the bias caused by poorly articulated questions and 

interviewee saying what that interviewer prefers to hear (Yin, 2009).  

Additionally, there may be inaccuracy due to poor recall by the interviewees. In addition to 

providing the questions and aim of the research in advance, these issues mitigated by carefully 

designing open-ended questions and letting the interviewee mention what he or she thinks are 

important, applicable, and the interviewee can remember clearly.  

Pilot interviews were conducted to improve quality of the questions. The interviewee could ask 

for clarification of the questions. The responses were repeated by the interviewer to make sure that 

they have fully understood what the interviewees are trying to communicate. In addition, the 

reports were sent to the interviewees to make sure they agree on what is written in the report. If 

something was not clear, the interviewees were contacted for more clarification. And if any 

surprising data was collected, the interviewer asked more questions to make sure the interviewee 

really meant what he or she communicated.  

Furthermore, the interviewees were anonymous and they could remove parts of what they said 

from being published. This reduces the possibility of providing misleading information. 

This report was reviewed by the thesis supervisor and peer students and was presented in front of 

an academic group. In each step, the feedback was carefully collected and critically analyzed. In 

many cases, the feedback leads to further actions, which resulted in a more reliable, unbiased study. 

Limitations 

This research uses a qualitative method based on semi-structured interviews. Therefore, this 

research has all the limitations of the methodology, e.g. problems in misinterpretation of the data, 

the bias of interviewees and/or interpreter. These problems are alleviated by using the approaches 

that are explained in this chapter. The utmost attention is paid to avoid any kind of interpretation 

or question bias. Moreover, due to the limitations of the resources and time, this research is only 

based on five conducted interviews. Since this research is qualitative and interpretive, the findings 

of this research may not be repeatable if conducted for another time. 

In addition, the research results may benefit from more interviews, especially interviewing people 

with low level of adoption, i.e. less knowledge in technology and IT. However, the number of 

interviews is not a severe problem since it reached reply saturation indicating enough interviews 

were conducted (Eisenhardt, 1989).  

Furthermore, due to the limitation of the resources, this study can only focus on three research 

questions (propositions). These propositions are based on the most important factors that are 

identified during the literature review. However, it is possible to be skeptical towards their 

importance. For instance, the proposition that social influence has a higher effect on the older 

population in comparison to the younger population (Liébana-Cabanillas, Sánchez-Fernández, & 

Muñoz-Leiva, 2014) might not be correct and requires further validation. However, it was not 

feasible within the scope of this thesis.  
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Ethics 

This research closely followed ethical guidelines of Bryman and Bell (2015). Participation in the 

interviews were voluntary and with permission. The participants’ privacy and anonymity were 

respected. An alias is used whenever there is a need to refer to a specific interviewee. The designed 

questions avoid asking for any sensitive or unreasonable information. The interviews were 

conducted in the preferred way, place, and time, the interviewees preferred and interviewer 

avoided influencing the interviewees’ feelings and opinions. In the end, the final report was sent 

to all the interviewees to get their approval on what they had mentioned.  
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Findings and Analysis 
In this chapter, findings and analysis based on the conducted interviews are presented and 

connected to the theoretical concepts and backgrounds that are presented in the literature review 

chapter. To find the methods to increase mobile wallets adoption for the people between the ages 

of 50 to 75 (main research questions), three sub-questions are proposed based on the proposed 

framework. Hence, this chapter is organized into three sections based on the proposed sub-

questions that are presented in the framework section. Each sub-question has a dedicated section 

in this chapter.  

The first section is related to the findings on social influence and its influence on adoption of 

mobile wallets by the targeted group. The second section is dedicated to the findings and analysis 

of the factors that can affect perceived security, trust, and risks for the older population. Finally, 

the third section is addressing and analyzing the findings related to increasing ease of use of mobile 

wallets for the senior citizens.  

Social Influence 

The social influences appear to be more important for the older population when it comes to the 

diffusion of mobile wallets and online payment solutions (Liébana-Cabanillas, Sánchez-

Fernández, & Muñoz-Leiva, 2014) in comparison to the younger population. The findings of this 

report were consistent with the findings of previous literature.  

Social influence can have different degrees of effect when it comes to the diffusion of mobile 

wallets. For example, one of the interviewees replied: 

“It is very important for me to see what others are saying about a mobile wallet and its use 

cases for them…. If others around me are happy using a mobile wallet, I will use it as well. 

“ 

In this case, the interviewee mainly considers what other people are doing and based on that, the 

interviewee makes a decision to adopt the product or to avoid it. Therefore, in this case, social 

influence is more important than the benefits that a mobile wallet offers for this specific potential 

user.  

In contrast, in the case of other interviewees, although they may be influenced in a way or another 

by other users who are using a mobile wallet, but for these interviewees the functionality is more 

important than the mere use of the mobile wallets by others. One of the interviewees mentioned: 

“If others around me are using it, and I see they can do things better and faster than me 

because of the use of a mobile wallet, while I am trying to find my membership or credit 

card, I will get motivated to use a mobile wallet in order to do things easier as well.”  

Another interviewee with a high knowledge of IT and mobile payment solutions was even more 

function oriented. The interviewee replied: 

“I may look at what others use and what others do, but at the end the reason that I may 

decide to use a mobile wallet are the benefits that a mobile wallet will provide for me.” 

In the above cases, one form that other users of mobile wallets will influence the older population 

is in the form of product awareness. Product awareness is defined as the knowledge of people 

about the existence of a product. Product awareness is the prerequisite to the diffusion of 

innovative products (Rogers, 1976; Kalish, 1985). Unless the users are aware that a product exists, 

it is not possible that they start adopting the product. 
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Sources of Social Influence 

The source of the social influence can differ, which have an impact on the degree to which social 

influence can affect adoption of mobile wallets. At a top level, sources of social influence can be 

divided into user-generated content (awareness) and manufacturer-generated content. One of the 

interviewees mentioned: 

“I see the manufacturer-generated content, as marketing. The more they try to persuade 

me to use a product, the more I push back. I think there should be something wrong with it 

that they are trying hard to convince me to use it, hence, I do not use it.” 

In general, the interviewees agreed that they would be more influenced by the user-generated 

content, in comparison to manufacturer-generated content. They think that user-generated content 

is more trustworthy. This is consistent with the scholarly literature (see e.g. Borrego, Froyd, & 

Hall, 2010; Goh, Heng, & Lin, 2013).  

However, the credibility of manufacturers and their liabilities towards a mobile wallet can make a 

significant difference in the influence that they can make in the consumers regarding adoption of 

a mobile wallet. As one of the interviewees stated: 

“If my bank or the government recommend me to use a mobile wallet, I am more likely to 

do that. The reason is that they are responsible for any loss of my money or my information, 

they will compensate my loss.” 

Two out of five interviewees seem to put more trust in banks and get more impacted based on bank 

requests and insurances, rather than the content that users are generated.  

Moreover, it has been noticed that not all user-generated content has the same influence on the 

senior citizens. They pay attention to the person who is talking about a topic. If it is someone that 

they know well, it is more likely that they accept the generated content and consider adoption of a 

mobile wallet, which is in line with Kietzmann et al. (2011). Moreover, if they perceive the content 

generator a knowledgeable person in the content area, in the case of the mobile wallet, it is 

technology, information technology (IT) and finance, it is more likely that they accept that content 

in practice (Koslowsky & Schwarzwald, 2001; Cialdini & Goldstein, 2004). One of the 

interviewees said: 

“It depends on who is saying that a mobile wallet is good. If someone with high knowledge 

says that, it does not matter what is his or her relation to me. If I know that he or she is a 

knowledgeable person in the field, I may accept the mobile wallet. “ 

Another interviewee who works in the IT industry, with a high level of knowledge regarding IT 

and e-commerce stated: 

“My colleagues (who are working in the IT industry and have a high level of understanding 

and competence as I do) can have a stronger social influence on me than my family in the 

case of mobile wallets.” 

This shows that the importance of knowledge in the field is very important when it comes to the 

social influence on senior citizens. Interestingly, they do not think that the age of the people who 

are producing the content can make a significant difference on them for the adoption of a mobile 

wallet.  
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Perceived Trust, Security, and Risks 

Perceived trust, security, and risks are other important factors in the adoption of mobile wallets. It 

seems that the importance of these factors have a direct relationship with the value of the loss that 

can occur to the user of the service. One of the interviewees stated: 

“If I think the risks are high, I will only use the functionalities that expose me to fewer 

risks. For example, I will not use the payments aspects of the mobile wallet, but I am going 

to use other benefits that the mobile wallet provides.” 

Therefore, when it comes to perceived security, risks, and trust, it is important that provide 

customization options for the users, so they can only enable the features that they feel does not 

impose them to high risks. After a while, they may trust other aspects of the mobile wallet, and 

enable even features that they may consider more risky at the beginning. People are risk-averse 

and they will use services that the value of them is more than the perceived risk (Kalish, 1985).  

Furthermore, two out of five people considered perceived trust and security at the utmost in 

importance and they constantly relate different aspects of mobile wallets use cases to security and 

risks. For these risk-averse people, security is an important problem in the adoption of mobile 

wallets (Shin, 2009). One of the interviewees mentioned: 

“It should be very clear that which organization is responsible for the mobile wallet, and 

how the organization is going to compensate me for any losses that occur. … Unless I am 

sure about the security level, and who is responsible for any problem that is caused by it 

(which should be a credible organization, e.g. banks), I am not going to use it.” 

These risk-averse people require a very high level of insurance before they are willing to adopt a 

mobile wallet. Some of the interviewees added that if there are more people using mobile wallets, 

it might increase the perceived trust and security for them and decrease perceived risks. One of the 

interviewees mentioned: 

“Bad experience of others can be an alert, but it does not necessarily mean that the mobile 

wallet is not secure. … Hence, even if someone has a bad experience of a mobile wallet, it 

is important to know why. It can be a misinformation; it can be due to lack of knowledge 

in the user, or the system complexity and not a real problem in the system itself.” 

This is consistent with the findings from Shin (2009), who states that risks of financial loss affect 

adoption of mobile payment solution negatively, which can be due to natural risk aversion, wrong 

concerns, real system vulnerabilities or losses that have happened before (Shin, 2009). 

Since the interviewed people were very concerned about the security of the mobile wallet, they 

even offered many relatively technical methods to increase the security of such solutions, e.g. 

multi-level authentication (especially in other countries), being easily blockable and replaceable 

on other smartphones, offline availability for small transactions and identifications.  

In addition, high availability seems to be one of the top concerns for the informants. It is important 

that these systems can provide offline services to a limited extent, since if they are really going to 

replace traditional methods, they need to have high availability.  

Furthermore, they asked for share wallets that can be controlled and monitored from multiple cell 

phones with one administrator with extra privilege. They also asked that they would like to receive 

a digital itemized receipts that can be saved on their wallet upon their purchase, so they can verify 

their shopping list with the actual amount of transaction and keep it in the case of guarantee. It 
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means that trust is not only limited to the actual system trust, but it can be also related to the 

features that are provided by the sellers to increase the security and trust towards the mobile wallet 

itself.  

Perceived Ease of Use 

Ease of Use is one of the most important factors when it comes to the technology acceptance. It is 

one of the main blocks of the original TAM (Davis, Bagozzi, and Warshaw, 1989), which has a 

double effect on attitude towards using a technology by increasing perceived usefulness as well as 

its own effects. Furthermore, as one of the interviewees stated, ease of use can decrease the false 

feeling of risks, by decreasing possibility of mistakes. In the case of senior citizens, ease of use is 

even more important since many of them will not be able to learn the methods to use a product as 

quickly as younger targeted groups (Chung et al., 2010; Broady, Chan, & Caputi, 2010; Liébana-

Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 2014). However, as one of the interviewees 

mentioned: 

“Do not underestimate the learning power of the older people. They will not learn as fast 

as younger people, but from my experience with them, I noticed that most of them take 

notes and they really start to learn and use a product (when they are assisted).” 

This implies that most of these people are ready to learn new technologies, and probably they are 

willing to start to use new technologies when they find it useful. However, they may need extra 

assistance and patience before they can start to use the new services and products. At the same 

time, an easy to use product will improve their learning speed. 

One of the most demanded utilities that the interviewees requested for was to have learning 

sessions with instructors. These sessions should preferably be trimmed to their abilities and have 

a slower pace than a usual workshop for a younger audience. They also asked for booklets and 

help centers that they can use when they do not know how to use a feature and they need a quick 

help. However, they do not want it to become so complicated that they have to read intensively to 

learn how to use it. 

Furthermore, the senior people may have reduced abilities that need special attention. One of the 

interviewees stated: 

“I do not use many of the applications on my cell phone, because the keyboard on the cell 

phone is small, and it is hard for me to read the keys and type with it. If an application has 

a big keyboard, I may use it.” 

Moreover, other barriers to entry for some of the older people and more specifically for immigrants 

are the language and terms that are used by the application. Some of the senior citizens may not 

be familiar with all the used terms and language that appears in IT. Moreover, immigrants may not 

be fluent in the official language of the country they are living in. For the older people learning a 

new language fluently is a difficult task, which they may not be able to achieve. To address the 

stated problems, mobile wallets can have a different interface with a different language that can 

be customized to the language of the user. This does not require any significant change in the 

backbone of the application if the application is well designed. Therefore, the cost of such a user 

interface will not be high in comparison to the benefits it provides and other system costs. 

Moreover, they can provide a glossary in the wallet that helps the users to find the meaning of 

terms and the way to use different features in an easy language with accessible on demand extra 

help. 
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In addition, one of the interviewees asked for the similar user interface as a traditional leather 

wallet. The interviewee believes that it makes the adoption and use of mobile wallet easier and 

more familiar for many users. Designing a mobile wallet similar to an actual wallet may have both 

positive and negative effects. Since the mobile wallet is designed similar to the actual wallet, the 

usefulness may be reduced for average users as the options and design will be more restricted by 

this criterion. However, increased ease of use can increase perceived usefulness, and therefore it 

can become even more useful for senior citizens. Additionally, since it has a positive effect on 

trust (Komiak & Benbasat, 2006) and may create nostalgia, its total effect will be positive for the 

adoption of the mobile wallet by some people over the age of 50.  

Furthermore, an impediment to the adoption of mobile wallets is that there are only limited places 

that accept mobile wallets (Shin, 2009). The interviewees want to be able to use mobile wallets at 

as many places as possible.  Hence, in the future, they can eliminate the need to carry a leather 

wallet with them. This helps them to keep track of all their spending, especially by using digitized 

itemized list and receipts that are stored internally on the mobile wallet. Moreover, they can use it 

at many places, which not only motivates them to use the wallet but also prevents them to forget 

what they need to have with themselves. This integration and convergent can be a big advantage 

of mobile wallets. One of the interviewees said: 

“Many times, I forgot what I had to carry. As a result, I had to return to the home or office 

to pick up what I forgot. If everything is at the same place, which is my cell phone, it is 

very good for me, as I only need to carry my cell phone. It gives me a relief to know that I 

have everything I need with me. Hence, mobile wallets help me not to forget anything that 

I need to carry with me as I always carry everything with me in my cell phone.” 

This is an additional reason that shows that senior citizens would like to adopt mobile wallets if it 

is easy for them to use and if they can use it at almost everywhere. 

By doing the points that are stated above it is possible to improve the user experience for many 

users, and therefore increase the adoption of mobile wallet by increasing ease of use. The increase 

of ease of use will increase positive social influence and perceived security and trust as well as 

perceived usefulness, which leads to increase in the attitude of using mobile wallets. 
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Discussion and Conclusion 
The aim of this research was to understand the factors that influence adoption of mobile wallets 

for people between the ages of 50 to 75. Based on the previous literature review on mobile wallets 

and mobile payment solutions adoption by senior citizens, the frame in Figure 5.1 was proposed 

(see Chapter 2). 

 

Figure 5.1 - Proposed framework for the study (see Chapter 2) 

From the proposed framework, three factors were selected for the further analysis 1. Social 

influence, 2. Perceived security, trusts and risks, and 3. Ease of use. These factors were selected 

since previous studies prove that they have a higher influence on the people between the ages of 

50 to 75 (see Chapter 2). In this chapter, the findings of the study are summarized and concluded, 

and these findings are compared with the previous publications. Moreover, a few implications are 

made for academic and industrial researchers and practitioners based on the findings of this 

research. 

Social Influence 

As depicted in Figure 5.1, Social influence can affect perceived usefulness, perceived ease of use, 

and perceived security and trust. Social influence seems to have two different types of impact on 

the adoption of mobile wallets for senior citizens: direct and indirect impact (Forgas & Williams, 

2016). Direct impact is the effect that social influence directly motivates or demotivates the older 

population to adopt mobile wallets. For example, someone directly persuades someone else that it 

is beneficial for him or her to use a mobile wallet. In contrast, indirect impact is when the social 

influence, e.g. events, around senior citizens changes their attitude towards using mobile wallets 

indirectly. For instance, by showing others how mobile wallet can help individuals or the problems 

that it has caused for its users. 

Moreover, social influence does not have equal impact on everyone (Festinger, 1954). It seems 

that the previous level of knowledge of the senior citizens regarding a specific product or a field 

can make a difference in the extent to which social influence can affect them. However, social 

impact is important regardless of the degrees it can directly affect others. The minimum effect of 

a social impact is product awareness, so the senior citizens get to know about the existence of the 

mobile wallets. Product adoption will not occur without product awareness (Rogers, 1976; Kalish, 

1985). Therefore, even in the case that social influence does not directly influence the adoption of 

the product, it has a significant effect on it in a way or another. 
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In addition, some people care about the functionality that a mobile wallet can provide for them 

more than the direct social influence itself, i.e. what they directly see and hear from other users. 

However, they may get to know the benefits and features of a mobile wallet from others, and still 

social influence seems to be an efficient method to affect adoption of mobile wallets indirectly 

which is supported by the proposed framework and TAM2 (Venkatesh, & Davis, 2000). 

At the same time, perceived related expertise and knowledge of a content producer (credibility) 

regarding mobile wallets and information technology (IT) can significantly improve the influence 

power of content. It seems that people with higher knowledge can influence attitude towards using 

a mobile wallet largely (Koslowsky & Schwarzwald, 2001; Cialdini & Goldstein, 2004). 

Furthermore, the better the user is known by the receiver of the content, the more they will trust 

the content and will let this content affects their tendency (Kietzmann et al., 2011). However, in 

the case of mobile wallets, content producer knowledge and expertise in the field might (as 

perceived by the content receiver) may be able to compensate for the relationship that they have. 

It is noteworthy to mention that senior citizens do not usually pay attention to the age of the person 

who is influencing them as far as they trust him or her. 

Moreover, people tend to have a different attitude towards manufacturer-generated contents, in 

comparison with user-generated contents. People find user-generated contents more trustworthy, 

which is consistent with Borrego, Froyd, and Hall (2010), and Goh, Heng, and Lin (2013). 

However, it seems that if a manufacturer has a strong brand and is liable towards the products, 

people may trust their generated contents equally or even more (Thompson, Rindfleisch, & Arsel, 

2006). 

There are several implications based on the above discussion and findings. First of all, social 

influence always affects the attitude towards using a mobile wallet directly or indirectly. Therefore, 

it is beneficial to have a high penetration of a mobile wallet in order to motivate everyone and 

more specifically senior citizens to diffuse mobile wallets in their daily life.  

Secondly, since user-generated contents are generally more trustworthy than manufacturer-

generated contents (especially when the brand is not a strong brand or when they do not have 

extreme compensation programs that cover losses), it is better to initially target the groups that 

have lower technology acceptance barriers. The younger population can be better attracted by 

simplistic and utilitarian systems (Liébana-Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 

2014). Moreover, the younger people are usually perceived more knowledgeable in the IT field, 

which will increase their social influence on the older population. Since senior citizens do not seem 

to strongly care about the age of the social influence creators, the younger population can make a 

change on adoption of mobile wallets by the older population. However, this should not be 

considered as an excuse to ignore the older population, as they still have their needs and the sole 

social influence does not suffice for all the senior population to diffuse mobile wallets as a part of 

their everyday living.  

Finally, manufacturer-generated contents will have greater impacts if they are produced by a strong 

brand which is liable towards the customers. To make a manufacturer-generated content more 

effective, a reputable manufacturer, e.g. a well-known bank, should provide strong motivations 

and good insurance and compensation programs for the users on losses. Furthermore, it will be 

more effective if the people who are in the front end with the consumers have a high knowledge 

and expertise in IT and the field to increase the positive effect of the contents they are producing. 

It is important to keep it in mind that a social influence can have either a positive or a negative 

effect, and a negative content will have a higher impact in comparison to a positive content (Goh, 

Heng, & Lin, 2013). Other factors can be addressed to help the process of acceptance of mobile 

wallets. 
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Perceived Trust, Security, and Risks 

Social influence seems to be an important factor in the adoption of mobile wallets, but perceived 

security, trust, and risks are significantly affecting the attitude towards using of mobile wallets 

(Shin, 2009; Liébana-Cabanillas, Sánchez-Fernández, & Muñoz-Leiva, 2014). Low perceived 

security and trust or high perceived risks are the negative factors in the adoption of mobile wallets. 

It seems that some people give a very high priority to these factors. The people over the age of 50 

are more risk-averse, in comparison with the younger demographic (Barnes, 2006; Dean, 2008).  

In the case of more risk-averse persons, they may not even use a mobile wallet regardless of the 

social influence and the functionalities that it provides unless they have a high trust in the system. 

This calls for highly limitable and controllable system, in a way that it creates low perceived risks 

in the users by disabling some functionalities (Komiak & Benbasat, 2006). This can motivate 

people to use a mobile wallet to the extent they feel comfortable with if they find part of it useful 

for them. At the same time, it is very important that an organization that is very well trusted by the 

senior citizens promotes the use of a mobile wallet. They need to provide complimentary insurance 

to the people in order to decrease perceived risks (Mitchell, 1999). It seems that well-known banks 

that the older population is already familiar with, can be a good reputable option to promote the 

use of a mobile wallet. At the same time, it seems that senior citizens demand for the high 

availability of mobile wallets, and they request for replaceable methods in the case of cyber-attack 

or total power outage. These concerns need to be addressed in order to increase perceived trust in 

this age group. 

Perceived Ease of Use 

As depicted in Figure 5.1, Davis, Bagozzi, and Warshaw (1989) claim that perceived ease of use 

affects perceived usefulness and it directly influences attitude towards using a system.  

Perceived ease of use is more important for senior citizens as they are not able to learn as quickly 

as younger people (Chung et al., 2010; Broady, Chan, & Caputi, 2010; Liébana-Cabanillas, 

Sánchez-Fernández, & Muñoz-Leiva, 2014). It seems that senior citizens are willing to learn and 

use the tools that make their lives easier. However, they might have reduced abilities. Not only 

learning might be more difficult for them in comparison to the younger population, but also they 

may not be able to read or type as well as the younger population. Therefore, they need extra 

assistance. Moreover, they may have a problem with the language and the terms that are used in 

this software. In addition, it is more likely that they adopt solutions that they are already familiar 

with them (Komiak & Benbasat, 2006). Not only it is easier to use the solutions that they are 

already familiar with and reduce the resistance to changes (Evans, 1996), but also it may create a 

feeling of nostalgia and trust which will create a positive effect on the attitude towards using 

mobile wallets. An easy way to address all of the stated issues regarding the ease of use is to have 

a well-developed backend that is separate from the front end of the mobile wallet. This enables a 

good possibility of customization of the front end, without an extremely high cost. To enable better 

customizations, it is even possible to empower third parties by providing open API, which they 

can use to develop customized front end for the users. This enables open innovation and creates 

many opportunities for development of new user interfaces and abilities for the end user for all the 

users regardless of their age, language and abilities. However, this can be a difficult approach to 

the high security, without exposing the system to extra risks. This may require well-designed APIs 

and special licensing and handling of the approved third-party contributions. 

Additionally, senior citizens seem to be interested in the features that can make their life easier. 

Although, these features may not be directly connected to the ease of use of mobile wallets, e.g. 

digital receipts, not to forget anything anymore, and easy replacement of lost wallet. Therefore, 
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utilitarian aspects of mobile wallets are important for this market segment and ease of use is a 

facilitator of that. 

Future Research 

As this is explanatory research, the findings are primitives and need to be strengthened with 

additional studies. Quantitative research can be done based on the findings of this study to prove 

the findings in a bigger group. Moreover, the study can be done for more diverse product and 

service types to find out if the results of this study can be extended to other fields. Moreover, as 

this study asked about people's perceived feeling and behavior, an in-depth field study with the 

real use cases in real life, may provide more accurate value that is not dependent on the 

interviewees’ opinions and what they think. Instead, it uses the real person's behavior in adoption 

and use of mobile wallets. 

Among many possible future studies, a few topics might be more interesting to pursue. One 

question is that how social influence directly and indirectly affects people when it comes to 

adoption of mobile wallets. Some people think that they are rational decision-makers, and they 

barely get affected by social influence. However, they may get affected unintendedly, without 

them even noticing it. It can be beneficial to understand the actual impacts of social influence, 

even if the person is not aware of these effects on himself or herself. Additionally, it is noticed that 

1. the relationship between the content producer and content receiver, and 2. content producer 

perceived knowledge in the field, can play a significant role in the persuasiveness of the content 

on the content receiver. However, it is not known that which one and based on what conditions, 

one can have higher impacts in comparison to the other when it comes to adoption of mobile 

wallets for the senior citizens. At the same time, it is worthy to understand how perceived 

knowledge of a content producer and self can affect social influence for the adoption of mobile 

wallets. Moreover, manufacturer-generated content has a lower influence than user-generated 

content (Borrego, Froyd, & Hall, 2010; Goh, Heng, & Lin, 2013). However, when it comes to 

mobile wallets, it seems that the brand reputation can play a significant role in the effect of 

generated contents. Most specifically, well-known banks may have a very high social influence 

power. It can be useful to know how and in which cases, manufacturer-generated content gain a 

higher influential power in comparison with user-generated content. The answer to the proposed 

questions can lead to a better understanding of human behaviors and help researchers and industrial 

practitioners prepare the environment to achieve the desired goals.  

Furthermore, many interviewees emphasize the role of perceived trust. Some of the interviewees 

mentioned perceived trust as the most important factor that extremely affects their attitude towards 

the use of mobile wallets, while others considered a balance between trust and the degree to which 

use of mobile wallets can improve their quality of living. It can be beneficial to understand how 

the market can be segmented based on the importance of trust versus the value that mobile wallets 

can provide. In addition, a complementary study to the previous proposed research is to conduct a 

quantitative study in order to compare the degree of which perceived trust, ease of use, usefulness 

and social influence can play a role in creating an attitude towards using mobile wallets for the 

people between the ages of 50 to 75.  

Adoption of mobile wallets offers many promising future research opportunities. As it is 

mentioned earlier, research on the social aspects (in contrast with technical aspects) of mobile 

wallets adoption especially for senior citizens is still in its infancy. Since the success of a product 

depends on both social and technological success of it, social aspects of mobile wallets are 

important and there is a room for further research in different areas. 
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Conclusion 

To conclude, it seems that the population between the ages of 50 to 75 is willing to adopt mobile 

wallets if they trust the system and they find appropriate value propositions in it. Social influence 

directly or indirectly can affect several aspects (blocks in Figure 5.1) that in turn influence the 

attitude towards using mobile wallets. By creating a positive social influence towards the use of 

mobile wallets, it is possible to improve perceived usefulness, perceived ease of use, and perceived 

trust and security, which result to an increase in the attitude towards using mobile wallets. 

However, while the people between the ages of 50 to 75 can be more affected by social influence 

and third parties in comparison with the younger population, it is important to have a justifiable 

level of perceived security and trust and a low level of perceived risks. It is noticed that a low level 

of perceived security and trust and a high level of perceived risks seem to be the main impediments 

to the adoption of mobile wallets for this age group. Their reduced learning and physical abilities 

in some cases is another impediment that can be tackled if the designers pay enough attention to 

address those problems. It has been suggested that enabling customization can have a positive 

influence on perceived trust and security by restricting the functionalities that the user is reluctant 

to use due to perceived risks. Furthermore, customization can increase perceived trust and 

perceived ease of use by providing a familiar layout for the users. In addition, customization has a 

positive impact on ease of use by increasing the possibilities to compromise for their reduced 

learning and physical abilities. 

Mobile wallets have to help people to fulfill their tasks and satisfy their needs better in comparison 

to their current solutions that they are used to it. It is identified that the senior citizens want to be 

able to use mobile wallets in many places, so that they can really gain benefits from it and even 

stop carrying a traditional leather wallet, without being negatively affected. Hence, it is possible 

to increase adoption of mobile wallets for people between the ages of 50 to 75, by controlling the 

discussed factors, i.e. social influence, perceived trust, securities and risks, and perceived ease of 

use, in an appropriate way. 

These findings can help researchers to understand the adoption of mobile wallets by the people 

between the ages of 50 to 75. Moreover, the industrial managers and practitioners can better tailor 

their strategies for different market segments and demographics based on these findings.  
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Appendix A 
This list of questions is asked from the interviewees. 

Gender Age Place Occupation Level of 

Adoption 

Method Duration 

(Minutes) 

 

1 - In what ways social influences can affect you more regarding a mobile wallet? Why? 

1.1 - Who has more effect on you? Why? 

1.2 – How does it make a difference who suggests a mobile wallet to you? For example a 

relative or an acquaintance? 

1.3 – How does it make a difference if the person has the similar age as you or is 

significantly younger than you are? 

1.4 – How does it make any difference if a person recommends the use of a mobile wallet 

to you or if an organization recommends it to you?  

1.5 – How does it make any difference if people expect you to use or not to use mobile 

wallets?  

2 - How is it possible to increase perceived security and your trust regarding a mobile wallet? 

Why? 

3 - How to decrease perceived risks for you regarding a mobile wallet? Why? 

4 - How do you think it is possible to make use of a mobile wallet easier for you? Why? 

5 - What are the problems of traditional wallets for you?  

6 - How mobile wallets can help you? 
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