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Abstract

This study aims to provide an overview of the attitude toward mobile

banking among early adopters in Myanmar. By conducting exploratory

interviews with ten bank employees, factors that are important for

the adoption of mobile banking were also identified. The qualitative

method allowed factors beyond the existing technology adoption frame-

works to emerge. From the results, it was concluded that the attitude

toward mobile banking is overall positive among the early adopters.

Findings were aligned with the Technology Acceptance Model (TAM),

suggesting that perceived usefulness and perceived ease of use are im-

portant factors for the usage of mobile banking. Social influence did

not show any consistent results, but external barriers such as regu-

lations and cash-based society were evidently important factors for

adoption. Moreover, experience showed to have an impact on the par-

ticipants’ attitude and the adoption of mobile banking. The findings

from this paper could work as a foundation when formulating future

hypotheses for mobile banking adoption in Myanmar. Regarding prac-

tical contributions, banks can get an insight into what is important to

focus on when designing a strategy to increase the rate of mobile bank-

ing adoption. For future research, it would be of interest to extend the

sample and collect data from both users and non-users.

Keywords: Mobile banking, bank, innovation, technology adoption, early

adopters, Myanmar, Burma, developing country, emerging economy,

minor field study



Sammanfattning

Denna studie syftar till att ge en övergripande bild av attityden mot

mobila banktjänster bland tidiga användare i Myanmar. Genom explo-

rativa intervjuer med tio bankanställda, identifierades också faktorer

som är viktiga för att anamma mobila banktjänster. Den kvalita-

tiva metoden möjliggjorde faktorer som ligger utanför de befintliga

teoretiska ramverken att vara del av studien. Från resultaten drogs

slutsatsen att attityden mot mobila banktjänster är övergripande pos-

itiv bland de tidiga användarna. Resultaten låg i linje med modellen

Technology Acceptance Model (TAM), vilket tyder på att uppskattad

användbarhet och uppskattad användarvänlighet är viktiga faktorer för

anammandet av mobila banktjänster. Socialt inflytande visade inga

konsekventa resultat, men externa barriärer som regleringar samt kon-

tantbaserat samhälle visade sig vara viktiga faktorer för anammandet

till mobila banktjänster. Dessutom påverkade erfarenhet deltagarnas

attityd mot och anammandet av mobila banktjänster. Resultaten

från denna rapport kan användas som en grund vid formulering av

hypoteser i framtida forskning inom implementering av mobila bank-

tjänster i Myanmar. Vad gäller det praktiska bidrag från denna studie,

kan bankerna få en inblick i vad som är viktigt att fokusera på vid ut-

formning av strategi för att öka användningen av mobila banktjänster.

För framtida forskning vore det intressant att utöka urvalet av delta-

gare och samla in data från både användare och icke-användare.

Nyckelord: Mobila banktjänster, bank, innovation, teknikanammande,

tidigare användare, Myanmar, Burma, utvecklingsland, U-land, fält-

studie
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1 Introduction

This chapter provides a contextual background to the topic under investiga-
tion. It presents the purpose of this study, states the research questions and
explains the delimitations. Finally, sustainability is discussed in accordance
with the United Nation’s Sustainable Development Goals.

1.1 Background

The development of new technologies is steadily increasing all over the world,
putting pressure on society to adopt them. Companies are progressively us-
ing technology in sales and services. With this development, the concept of
self-service is becoming more frequently applied in several sectors and com-
panies, which obligates customers to use the technology that the self-service
entails (Parasuraman, 2000). Researchers are constantly trying to find pos-
sible explanations for the acceptance or rejection of new technologies. It has
been found that there are several factors affecting whether people will adopt
the technology or not. For instance, some suggested factors are perceived
usefulness, social influence, accessibility and demographic variables. Thus
offering a great product is not always what guarantee success. For the com-
panies to succeed and get customers to adopt their technology, they need to
understand what drives or inhibits the use of new technology. Consequently,
investigating technology adoption from the consumer perspective is impor-
tant for companies in order to develop a proper strategy when introducing
a new technology.

Today, 67% of the global population, 5.1 billion people, are subscribed to
mobile services according to a report by GSMA Intelligence (2019). It is
predicted that by 2025, an additional of 710 million people will have sub-
scribed to mobile services, where half of the new subscribers are expected to
come from Asia. The number of internet users is however much lower, with
a total amount of 3.6 billion internet users. Nevertheless, it is expected to
increase to 5 billion internet users by the end of 2025 (GSMA Intelligence,
2019). From the same report, it was found that the countries which had the
highest increase in mobile penetration during the time period of 2014-2017
were Myanmar, Iran, India, Bhutan and Turkey. Although mobile phone and
internet adoption are continuously increasing in emerging economies, they
are still far behind the advanced economies (K. Taylor & Silver, 2019). For
example, in advanced economies, the majority of mobile devices are smart-
phones, whereas in developing countries it is still a minority. The increased
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use of mobile service and internet users has indeed multiple advantages and
enables emerging economies to join the journey toward a digital society.

It is evident that people are increasingly moving online and becoming more
mobile than ever. This digitalization is forcing many sectors to undergo ex-
tensive transformations. One sector facing several changes to its traditional
business is the banking sector. The banking sector has responded to the rapid
technology development by mobile banking, generating a new kind of added
value for the customers (Laukkanen & Lauronen, 2005). Mobile banking can
be defined as "a channel whereby the customer interacts with a bank via a
mobile device" (Barnes & Corbitt, 2003, p. 275). This service has shown
to be efficient and convenient for balance inquiries, transaction history, bill
payments, peer-to-peer payments and so forth (Weber & Darbellay, 2010).
Compared to traditional banking, mobile banking offers benefits such as free-
dom from place and time, as well as efficiency for transactions (Laukkanen,
2017). The increased use of smartphones has also given rise to mobile wal-
lets, which has in several countries been established by telecommunication
companies. Since many of the developing countries lack a mature financial
services ecosystem, the telecommunication companies have great opportuni-
ties to build up a payment infrastructure without including the banks (GIZ,
2014). Mobile wallets only require a SIM card which is usually easier to get
than a traditional bank account (Steffens, Nennker, Ren, Yin, & Schneider,
2009). Furthermore, it can easily be topped up at an agent. A mobile wallet
agent can be anything from larger shops to small convenience stores. Hence,
they could be considered easier to access compared to banks. In order for the
banks to stay competitive in this constantly changing market, it is important
to understand what the customers need and want.

Mobile banking has been widely deployed in European countries such as
Germany, Sweden, Spain, Austria and the UK (Shaikh & Karjaluoto, 2015),
as well as in other countries like the U.S.(Saeed, 2011), Australia (Wessels
& Drennan, 2010) and Singapore (Riquelme & Rios, 2010). While the per-
centage of bank account holders is still higher in developed countries, like
the ones previously mentioned, mobile banking has also had a breakthrough
in some emerging economies. For instance, Botswana is topping the list of
the highest percentage of mobile banking users among their bank account
holders, followed by several other African countries (Sawe, 2017). The pro-
gression of the financial development in some of those African countries seems
to have skipped several development steps by taking a large step from cash-
dominated systems to the use of mobile banking (GSMA Intelligence, 2019).

2



Mobile banking has facilitated the use of banking errands significantly, both
for the banks and for their customers. With the increase in mobile inter-
net, particularly in many of the developing countries, mobile banking has
the opportunity to breakthrough. Myanmar is one example of a developing
country where the usage of mobile internet has increased significantly over
the last years (Sitt, 2019). The situation in Myanmar is special as the coun-
try has been closed off to the rest of the world during its five decades of
military rule (GIZ, 2018). Not until 2010, the country started opening up,
which has resulted in radical changes. Although Myanmar is continuously
changing and developing, there is little research about how the citizens re-
spond to new technology. More than 70% of the population in Myanmar
have access to mobile internet (Sitt, 2019), but there are only a few who
use it for banking services (Zainudeen & Galpaya, 2015). Why are not more
people using mobile banking services? To obtain a better understanding of
the status of mobile banking in Myanmar and the citizens’ attitude toward
it, an exploratory study has been conducted. Hence, this research is search-
ing for an overview of the attitude and usage of mobile banking among early
adopters in Yangon, Myanmar.

1.2 Research Purpose and Research Questions

New technologies are constantly introduced to the financial market, affect-
ing the banks and their customers, and more are anticipated to come. As
previously mentioned, mobile phone penetration is high in Myanmar, and
social media applications such as Facebook have been widely accepted by
the population. Mobile banking, however, has not had the same impact as
in other countries, despite that many of its necessities are present.

The implementation of mobile banking is still ongoing in Myanmar, with
only a few of the 28 banks offering the service today. By looking at the con-
sumers’ attitude toward the existing technology solutions for mobile bank-
ing, this research could help banks to develop their upcoming mobile banking
business in a way that consumers adopt better and thus also faster.

Furthermore, for emerging economies that have an increase in mobile pen-
etration, mobile banking will most likely be relevant in the future (Barnes
& Corbitt, 2003). Hence, this study can contribute to an understanding of
early adopters to mobile banking, although these results will be based on a
different culture and history. Alternatively, this study could be applicable
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to other innovations in Myanmar, where the product or service will differ,
but the cultural aspects will be the same as in the current study.

This paper aims to answer the following research questions:

• What is the attitude toward mobile banking among early adopters in
Myanmar?

• What factors affect the attitude and usage of mobile banking among
early adopters in Myanmar?

1.3 Delimitations

This case study is delimited to mobile banking in Yangon, Myanmar, from
the consumers’ perspective. Thus, only mobile banking and not online bank-
ing is included in the study. The targeted sample is bank employees, as they
can be seen as early adopters to mobile banking. In addition, the choice of
sample guarantees that the participants have a bank account in at least one
bank, and are familiar with mobile banking. Yangon is the largest city in
Myanmar, with a population of more than five million people. It is also one
of the most developed cities in the country. Similar to the sample selection,
Yangon was a logic decision for this empirical research. First, because in
Yangon more people possess a smartphone and are connected to the inter-
net. Secondly, because the citizens have the possibility to go to branches
nearby, which might not be the case in rural areas.

1.4 Sustainability

One third of all adults in the world are still unbanked (Demirguc-Kunt,
Klapper, Singer, Ansar, & Hess, 2017). Being able to access banking ser-
vices is one step closer toward a broader financial inclusion. The World
Bank (2018) defines financial inclusion as the pursuit of proffering useful
and affordable financial products and services to meet their needs. Financial
inclusion strives to provide services and products such as insurance, peer-
to-peer payments, transactions, savings, credits and so forth. Hence mobile
banking can possibly play an important role to attain several of the United
Nation’s 17 Sustainable Development Goals (SDG).

The tenth sustainability goal regards reducing inequalities by lifting people
out of poverty. To reduce the inequalities, the focus must be on the disad-
vantaged population, with the goal of including them in the financial system.
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By using mobile banking, the opportunity to reach out to more people, in-
cluding people in rural areas, is higher (United Nations, 2018). Although
the use of smartphone has increased in Myanmar, access to banking services
is still low. Traditionally, banking errands can only be performed where the
banks are, but with mobile banking some of the geographic constraints can
be eliminated. Thereby, digital financial services have a huge potential to
bring more people into the financial system. Furthermore, when people are
using financial services they have a greater opportunity to start and expand
businesses. Financial inclusion goes beyond the possession of a bank account.
For instance, it enables saving accounts, credits, loans and payment cards,
which facilitate starting and running businesses. Consequently, with more
small and medium enterprises in the economies, additional jobs can be cre-
ated. Hence, financial inclusion could contribute to the eighth sustainability
goal about providing decent work and economic growth, and the ninth goal
regarding industries, innovation and infrastructure (United Nations, 2018).

Myanmar is the largest country in Southeast Asia, located between the gi-
ants India and China, the two most populated countries in the world. Hence,
Myanmar plays a significant role in several ways; geographically, economi-
cally but also politically. The country is undergoing several changes due to
its liberalization, facing both opportunities and challenges. The opportuni-
ties are rising with the increased use of new technologies. However, people
in Myanmar have not been exposed to much technology before, which is
likely to affect the adoption of new technology. It is therefore of interest to
investigate the attitude towards mobile banking in Myanmar since mobile
banking could work as a tool for financial inclusion.
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1.5 Outline

Chapter 1 introduces the topic under investigation, explains the purpose of
the current study, states the research questions and the delimitations of the
study. Finally, it discusses sustainability in relation to the United Nation’s
Sustainable Development Goals.

Chapter 2 gives an overview of the most commonly used framework in tech-
nology adoption research. Additionally, the literature review aims to provide
an understanding of previous research within technology adoption and mo-
bile banking adoption.

Chapter 3 presents the scientific method used in the current study. The
purpose is to discuss and motivate the chosen scientific method. Thus, it
covers research approach, research design, research context, sample selection
and choice of methods for gathering and analyzing the empirical data. In
addition, the scientific quality is discussed in terms of reliability and validity.

Chapter 4 presents the empirical findings from the conducted research. This
is to give an objective picture of the result before it is further analyzed. The
result is structured according to the themes that emerged in the data anal-
ysis.

Chapter 5 provides an analysis and discussion of the empirical results in
relation to previous research. The chapter is structured according to the
factors affecting the attitudes and usage of the participants. Furthermore,
the limitations of the study are discussed.

Chapter 6 outlines the conclusion, theoretical and practical implications,
as well as suggestions for further research.
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2 Literature Study

This chapter presents some of the most frequently used frameworks in technol-
ogy adoption. In addition, it gives an overview of research within technology
adoption and mobile banking adoption.

2.1 Technology Adoption Frameworks

Four commonly used technology adoption frameworks are Technology Ac-
ceptance Model (TAM), Theory of Planned Behavior (TPB), Diffusion of
Innovation (DOI) and Unified Theory of Acceptance and Use of Technology
(UTAUT). Most of the frameworks have since their introduction been ex-
tended and integrated with each other and other theories in multiple ways.
Typically, studies have extended existing frameworks by adding one or sev-
eral variables that have been hypothesized to be important for adoption.
Based on a literature review conducted by Koul and Eydgahi (2017), the
TAM and the TPB are the main frameworks in technology adoption, both
being widely used and applicable across different cultures, locations and con-
texts. Below follows a description of each of the four frameworks.

2.1.1 Technology Acceptance Model

The Technology Acceptance Model (TAM), first introduced by Davis (1989),
focuses on two factors affecting a potential user’s attitude toward the us-
age of a technology (Davis, 1985). These two are perceived usefulness (PU)
and perceived ease of use (PEOU), which a numerous of studies have con-
firmed as important factors for attitude toward technology. PU refers to the
degree to which a potential user believes that his or her job performance
would increase if using a specific application system. PEOU is defined as
the potential user’s belief that using the system would be effortlessly (Davis,
1989). The two factors represent a potential user’s attitude toward using
a technology and are influenced by external factors, called design features.
The model is visualized in Figure 1, where the arrows indicate the causal
relationship. Notice that PEOU also has a causal effect on PU. Here, use
is referred to as "an individual’s actual direct usage of the given system in
the context of his or her job" (Davis, 1985, p. 25), whereas attitude refers to
what extent an individual evaluates the using of the particular system. The
model is visualized in Figure 1.
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Figure 1: Technology Acceptance Model (Davis, 1985)

Although TAM is considered well-defined and is widely used in research, it
can be argued that the model has some limitations. For instance, Wu (2009)
argued that the model does not fully explore and explain cultural, social-
technical and organizational dimensions that affect the technology adoption.
Consequently, many researchers have extended the framework of TAM in
order to explain the context of their specific studies (Turner, Kitchenham,
Brereton, Charters, & Budgen, 2010; Wu, 2009). In 2000, V. Venkatesh and
Davis developed an extension of TAM, called TAM2, including the factors
subjective norm, personal informativeness and computer anxiety.

The different versions of TAM have been criticized for being too simple to
cover all essential factors for technology adoption (Wu, 2009). Consequently,
there might be a need to customize and extend the TAM model. Hence,
factors such as perceived enjoyment, (Davis, Bagozzi, & Warshaw, 1989), ac-
cessibility (Daniel, 1999), demographic variables (McKechnie, Winklhofer, &
Ennew, 2006; Morris & Venkatesh, 2000) and perceived risk (Langendoerfer,
2002) can be added to further explain the context of a specific study.

2.1.2 Theory of Planned Behavior

The Theory of Planned Behavior (TPB) is a model which has been widely
applied to different kinds of intended behavior. Furthermore, the theory has
been applied in technology adoption research (e.g. Yu, 2013). The behavior
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intention is according to the TPB determined by attitude, subjective norms
and perceived behavioral control (Ajzen, 1991). TPB has its origin in Fish-
bein and Ajzen’s Theory of Reasoned Action (TRA), but with the additional
factor perceived behavioral control. Attitude refers to the individual’s atti-
tude toward a specific behavior and can be either favorable or unfavorable.
The subjective norms concern the social pressure toward the behavior. The
perceived behavioral control refers to if the individual perceives it as easy or
difficult to perform the behavior. It also takes into account when the individ-
ual does not have complete control over the behavior, which influences both
the behavioral intention and the actual behavior. The combination of the
three factors is considered to explain a substantial portion of the variance in
behavior (Ajzen, 1991). A summary of the model is found in Figure 2.

Figure 2: Theory of Planned Behavior (Ajzen, 1991)

After the introduction of TPB, the model has been extended by several re-
searches, typically by decomposing beliefs into multidimensional constructs.
The reason for decomposing the model is to get a better understanding of
how belief and the factors of intended behavior are related. One example
is S. Taylor and Todd (1995), who compared TPB with a decomposed TPB
by adding one level of factors that affect attitude, subjective norms and
perceived behavioral control. In their study, they found that the decom-
posed model had a better explanatory power compared to the original TPB.
Similarly, a decomposed TPB was applied in a study of internet banking
in Taiwan, showing a better explanatory power than both the original TPB
and TRA (Shih & Fang, 2004). TPB has also been combined with TAM,
where PEOU and PU were considered as drivers for attitude in TPB (Chen,
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Fan, & Farn, 2007). It has been argued that neither TAM or TPB can
give consistent superior explanations of behavior on their own (S. Taylor &
Todd, 1995; Venkatesh, Morris, & Davis, 2003). This could be explained by
that factors vary for consumers, depending on for example the technology
and the context. The two models have therefore been combined by several
researchers, resulting in a more rigorous model.

2.1.3 Diffusion of Innovation

The oldest and maybe the most widely used model among the four presented
in this literature review is Diffusion of Innovation (DOI), also called the In-
novation of Diffusion Theory. DOI was first established by Everett Rogers in
1962 and describes the life cycle of adoption of a new product or innovation.
The life cycle tends to be a lengthy period despite evident advantages with
the product. Diffusion refers to "the process by which an innovation is com-
municated through certain channels over time among the members of a social
system" (Rogers, 2015, p. 378). Thus there are four main elements in the
model: the innovation itself, communication channels, time and the social
system. Rogers (2015) explains that an innovation might have been invented
a long time ago, but if the individuals perceive it as new, then it could still
be seen as an innovation for them. Furthermore, he states that a source
is where the innovation originates from, and the innovation is delivered to
the receiver through a channel. Mass media and interpersonal communica-
tion are two usual communication channels. Rogers (2015) highlights that
time is usually an ignored aspect in behavioral research. Hence, including
time as a dimension of diffusion research demonstrates one of the strengths
of the model. The social system can be divided into five groups of people:
innovators, early adopters, early majority, late majority and laggards. These
are shown in Figure 3. The adoption in the social system does not happen
simultaneously, it is rather a process where some people are more likely to
adopt an innovation than others (Rogers, 2015).

The innovation diffusion process can be described as a process that reduces
uncertainty. In order to reduce the uncertainty, there are five attributes
to take into consideration. The key attributes that influence the adoption
behavior are characterized as relative advantage, compatibility, complexity,
trialability and observability (Rogers, 2015). If these variables are present,
the innovation diffusion process can be accelerated.

Even though DOI is considered to be a contemporary model which is highly
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applicable in several disciplines, some researchers have argued that the model
is ignoring some important aspects. For instance, DOI does not take culture
into consideration. Studies have found that there are differences in rates
of diffusion of innovations, which can be explained by for example specific
country-variables (Dwyer, Mesak, & Hsu, 2005; Kumar, Ganesh, & Echam-
badi, 1998).

Figure 3: Diffusion of Innovation (Rogers, 1995)

2.1.4 Unified Theory of Acceptance and Use of Technology

The Unified Theory of Acceptance and Use of Technology (UTAUT) was de-
veloped by Venkatesh et al. (2003) as a combination of eight other models,
including TAM, TPB and DOI. The model focuses on the intention of us-
age, which is explained by four main factors: performance expectancy, effort
expectancy, social influence and facilitating conditions. They also identified
four key moderating variables: gender, age, experience and voluntariness of
use which indirectly influence the behavior. How these variables affect the
four factors is presented in Figure 4. Performance expectancy showed to
be the strongest predictor in behavioral intention and refers to what extent
an individual thinks that using the system will benefit his or her job per-
formance (Venkatesh et al., 2003). In effort expectancy, three factors from
previous models are included: PEOU, ease of use and complexity, and thus
reflects the level of ease an individual relates to using the system. The social
system concerns the influence of important others’ opinion about whether
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the individual should use the new system or not. For instance, in this con-
struct the subjective norm is included. Facilitating conditions refers to how
much an individual believes that there exists a technical and organizational
infrastructure that supports the use of the system. Perceived behavioral
control is one of the included factors in this construct.

Figure 4: Unified Theory of Acceptance and Use of Technology (Venkatesh
et al., 2003)

As with all previous mentioned models, UTAUT has also been extended by
multiple researchers. In a study conducted by Al-Qeisi, Dennis, Alamanos,
and Jayawardhena (2014), effort expectancy and PEOU in TAM were treated
as synonyms, likewise performance expectancy was put as equivalent to PU
in TAM (e.g. Al-Qeisi et al., 2014). Al-Qeisi et al. (2014) also chose to
describe facilitating conditions in terms of website design quality instead.

2.1.5 Comparison of Frameworks

Four theoretical frameworks have been presented, where the approach to
explain technology adoption differs among them. The TAM originally aims
to model technology use, the TPB explains adoption by a belief approach,
whereas DOI focuses on the characteristics of innovation and adoption stages
related to the users’ characteristics. The UTAUT, however, stands out as it
is an integrated model, including the three frameworks and five additional
models, which are not discussed in this report. None of the presented models
in this literature review include cultural factors.
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2.2 Technology Adoption in Emerging Economies

Previous research has shown that there are several differences in technology
adoption between developed and developing countries (e.g. Basu, 2004; Zhu,
Kraemer, & Xu, 2006). Basu (2004) emphasizes that the high level of flexibil-
ity and efficiency, such as interaction with government through an encounter
24 hours a day, is much more difficult to reach for developing countries com-
pared to developed countries. In addition, he found that legal inadequacy is
one of the impeding factors for e-government in developing countries. Zhu
et al. (2006) also discussed the legal issue, but in relation to e-business, by
concluding that developing countries are more dependent on the regulatory
environment than developed countries are.

Taking the user’s perspective for adopting an innovation in an emerging
economy, two of the main factors found in relation to both e-banking ser-
vices (Poon, 2008) and cloud computing (Al-Hujran, Al-Lozi, Al-Debei, &
Maqableh, 2018) were privacy and security. These two factors were also
discussed by Basu (2004), but primarily in terms of fundamental rights and
authentication possibilities, respectively. However, neither privacy nor secu-
rity were highly ranked in a meta-study about adoption to mobile banking
(Shaikh & Karjaluoto, 2015), but trust was highly ranked. According to
Basu (2004), trust and privacy are closely related since the user needs to
trust the service or product in order to respect the privacy principles. Fur-
thermore, accessibility, convenience, design and content were found to be
the main drivers for the adoption of e-banking in the emerging economy
Malaysia (Poon, 2008).

There are several studies investigating technology adoption within the bank-
ing sector in emerging economies. One of them is conducted by Agarwal,
Rastogi, and Mehrotra (2009), who studied e-banking usage and attitude in
India. In contrast to previously mentioned articles, Agarwal et al. (2009)
found social influence to be one of the most important factors affecting the
intended use of e-banking. The author explains the importance of social
influence as a result of the perceived risk with online banking. Thus, the
consumers prefer to follow friends’ and relatives’ feedback on online banking
before using it, rather than following the bank employees’ recommendations
or advertisements.

When studying technology adoption of e-banking, it is reasonable to di-
vide it into two different categories: internet banking (i.e. using a computer
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device) and mobile banking. Yu (2013) studied the two categories sepa-
rately, and found that the perceived attitude, perceived behavior control and
network externality differed among online and mobile banking customers.
In addition, according to some researchers, the use of internet banking in
emerging economies is limited since few people own or have access to com-
puters (Cruz, Barretto Filgueiras Neto, Munoz-Gallego, & Laukkanen, 2010;
Dasgupta, Paul, & Fuloria, 2011). In many of the developing countries, mo-
bile phone penetration is much higher than computer penetration (Dasgupta
et al., 2011). Hence, the attitude toward e-banking is likely to differ between
internet banking users or mobile banking users.

2.3 Mobile Banking Adoption

For mobile banking specifically, the three most commonly used theories are
TAM, DOI and UTAUT, where the TAM is the most frequently used theory
(Shaikh & Karjaluoto, 2015). There does not seem to be any difference in
the choice of model across different countries, thus studying an emerging
economy does not affect the choice of model in the current study. However,
it was noted from Shaikh and Karjaluoto’s literature review that the ma-
jority of the studies had been conducted in South East Asia, East Asia and
Africa. The high mobile penetration around the world gives mobile banking
a favorable commercial opportunity for the banks when it comes to pro-
viding banking services (Cruz et al., 2010; Dasgupta et al., 2011; Safeena,
Date, Kammani, & Hundewale, 2012). Safeena et al. (2012) mean that for
e-banking to diffuse, customer acceptance is more important than seller of-
ferings.

Typically, quantitative measures are used when investigating mobile banking
adoption (Shaikh & Karjaluoto, 2015). For example, Saeed (2011) used quan-
titative measures to investigate mobile banking adoption among adopters
and non-adopters at a mid-western university in the U.S. The researcher used
UTAUT, DOI and Ubiquitous Computing Framework (UCF) to identify fac-
tors influencing individuals’ adoption of mobile banking. The study showed
that all variables except personalization differed across the two groups. The
factors that differed the most were accessibility, ease of navigation and alert-
ness. For the adopters, accessibility was the highest ranked factor for adop-
tion. In Australia, a large-scale survey was conducted by Wessels and Dren-
nan (2010), investigating the motivators for consumer acceptance of mobile
banking. By adding several variables to the TAM, their findings showed
that ease of use, usefulness, perceived risk, cost and compatibility were most
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essential factors for mobile banking adoption.

Several studies regarding mobile banking have been conducted by Laukka-
nen in Finland (Laukkanen & Kiviniemi, 2010; Laukkanen & Lauronen, 2005;
Laukkanen & Pasanen, 2008). In 2008, 70% of the banking customers in Fin-
land paid their bills on the internet, using online banking services. However,
mobile banking was not as widely used as online banking by that time. By
using the terms of Rogers’ DOI theory, mobile banking services were only
at the innovators and early adopters stage (Laukkanen & Pasanen, 2008).
In contrast to many other studies that investigate technology adoption by
using quantitative measures, Laukkanen and Lauronen (2005) performed an
exploratory study using a qualitative approach. The findings indicated that
safety and convenience were the most valuable attributes for mobile banking
consumers. A few years later, Laukkanen and Pasanen (2008) conducted a
quantitative study with experienced electronic banking customers. The find-
ings showed that the most critical factor was ease of use. Nevertheless, there
exist several other studies that also have concluded ease of use to be the most
essential factor for mobile banking adoption (e.g. Laukkanen & Kiviniemi,
2010; Mallat, 2007).

Riquelme and Rios (2010) investigated if there is any difference in mobile
banking adoption between men and women in Singapore using TAM2 and
DOI. The researcher included gender and risk as complementary variables
of TAM. The findings deduced that there is a difference between men and
women in several factors. For example, gender has an effect on perception
of ease of use and social norms. Risk, however, was a common factor that
was relevant for both genders when it came to mobile banking adoption.

2.4 Mobile Banking Adoption in Emerging Economies

There are previous studies showing that mobile banking adoption in devel-
oping countries depends on social and cultural factors (Alafeef, Singh, &
Ahmad, 2011; Bankole, Bankole, & Brown, 2011). Bankole et al. (2011)
means that the development of mobile banking is likely to be determined by
unique characteristics for a certain country. They also explain the variety
of findings in previous research in mobile banking adoption by the diversity
of culture in different countries. According to a literature review by Shaikh
and Karjaluoto (2015), only 8 out of 55 studies examine culture as a factor
for mobile banking adoption. Social influence/subjective norm was exam-
ined by 15 out of 55 studies, resulting in the fourth most mentioned factor.

15



In the same literature review, the most frequently used factors were PEOU
and PU, which were examined in 27 and 23 articles, respectively, followed
by trust.

Alafeef et al. (2011) argue that in Jordan, demographic factors (age, gen-
der, education and income) play a more significant role in mobile banking
adoption compared to trust and security. Among the demographic factors,
the education level had the strongest influence on adoption, whereas in-
come showed a positive correlation with the adoption level. In contrast,
(Makanyeza, 2017) did not find demographic factors to be significant for
mobile banking adoption in Zimbabwe. What was noteworthy in that study,
however, was that they found ease of use to be insignificant, which does not
align with the majority of previous literature. Instead PU, self-efficacy, so-
cial influence, relative advantage, perceived compatibility and perceived risk
were shown as significant factors.

According to Shaikh and Karjaluoto (2015), there are some factors to mobile
banking adoption that have not received any notable attention but would be
worth to consider. For further research, they suggest looking into factors
such as consumer awareness, personal involvement, network externality, pol-
icy and regulatory frameworks, experience, and religiosity. However, it is
not clear from the article how experience is defined and what it includes.

From this literature review, it is first noted that PU and PEOU are the
most popular factors to investigate in technology adoption, both in gen-
eral and in mobile banking. Although they have been widely supported as
important, several studies agree that there exist more influencing factors be-
sides PU and PEOU. Second, there is evidently a difference in technology
adoption in developed and developing countries, and they should therefore
be studied separately. Finally, the majority of the studies were performed
with quantitative measures. Specifically for mobile banking, only 5% of the
studies included in the literature review by Shaikh and Karjaluoto (2015)
were performed by qualitative methods such as interviews. This thesis will
therefore attempt to fill this gap, by studying mobile banking adoption by
using a qualitative approach. By collecting data through interviews, new
and elaborated perspectives can be provided and hence new suggestions of
significant factors for mobile banking adoption could be added to the existing
literature. Similar to Laukkanen and Lauronen (2005), this study will hold
an exploratory and descriptive approach, targeting early adopters of mo-
bile banking in the developing country Myanmar. As previously mentioned,
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technology adoption research usually applies one or more existing theoreti-
cal frameworks to their research. This study, however, will not be conducted
within the limits of the presented frameworks. Instead, the review of ex-
isting frameworks will work as a knowledge foundation for the researchers.
Hence, this study attempts to look beyond the existing frameworks, letting
unexpected factors affecting mobile banking adoption to take part.
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3 Methodology

This chapter presents the method used to address the research problem, as
well as explains the rationale behind selecting the particular method. More-
over, reliability and validity are discussed to evaluate the scientific quality of
this study.

3.1 Research Approach

The current study held an inductive approach with the application of a case
study. Case studies are typically used for inductive research as they gener-
ate more detailed empiricism and enable discovery of new dimensions in a
specific setting and situation (Blomkvist & Hallin, 2014). As the purpose
of this study was to get a deeper understanding of the attitude toward mo-
bile banking in Myanmar, rather than finding generalizable results, the case
study approach was chosen. For the same reason, qualitative measures were
preferred over quantitative measures, since qualitative data is usually col-
lected for inductive studies as they provide a more contextual understanding
(Blomkvist & Hallin, 2014). Corbin and Strauss (2008) argue that qualita-
tive approaches can be used to discover the participants’ inner experience,
how meanings are shaped through and in culture, which this work aimed to
achieve. Moreover, qualitative methods can give a deeper understanding of
the participants’ actions (Denzin, 1989), which will generally not be the case
for quantitative methods.

Case studies may be divided into at least three different categories, namely
exploratory, descriptive and explanatory (Yin, 2003). For the current re-
search, a combination of the exploratory and descriptive categories were
used. The study was partly exploratory since the objective was to generate
insights about a given phenomena, rather than verifying them (Dudovskiy,
2016). Exploratory studies aim to find the possible linkages in the data
that can be used to describe the phenomena using models that answers the
research objectives (Sekaran & Bougie, 2013). Nevertheless, descriptive stud-
ies are used to distinguish different aspects of the phenomenon and describe
characteristics and/or behavior of the sample selection (Dudovskiy, 2016).
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3.2 Research Design

As the study holds an inductive and exploratory approach, the research pro-
cess was designed in a way that allowed openness in the structure and the
research question (David & Sutton, 2016). This design was preferred as its
flexibility enables to take on the direction of the participants’ priorities and
actions. The first step of the process was thus to have an initial focus and pri-
mary questions within the specific area, based on the literature review. The
next step was then to conduct the first interviews. Based on the interviews,
the research questions, the focus of the research and the interview questions
were all re-evaluated. Next round of interviews was then performed, and the
process of reflection and re-evaluation was done after each interview. Fewer
changes had to be made in the later stages of the study. The described
process is summarized in the flow chart in Figure 5.

Figure 5: Illustration of the research design

3.3 Research Context

There are two main reasons for conducting this study in Myanmar. First,
since research in Myanmar is comparatively limited, more research is needed.
Not too long ago, Myanmar was ranked among the most repressive and self-
isolated nations in the world (International Development Research Center,
2019). Consequently, the country has not been exposed to as much technol-
ogy as other countries have (Japan Science and Technology Agency, 2015),
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but now things are changing for the Myanmar people. Second, the banking
sector in Myanmar is considered one of the least developed in the world. It
has lately encountered several changes. In 2011, a reformation of the banking
system was initiated, which was followed by several banking regulations and
laws (Singh, 2018). Today, several banks in Myanmar are focusing on mo-
bile banking as a channel for offering their services, but the customer usage
is still low. However, because of the high level of smartphone penetration
in Myanmar, mobile banking has a great potential to enhance the financial
sector. Therefore, it is of interest to investigate how new mobile banking is
adopted in Myanmar.

Moreover, the largest city in Myanmar is Yangon. With its over 5 mil-
lion people, it is also one of the most developed cities in the country. By
that reason, this case study took place in Yangon. To ensure that the partic-
ipants were bank customers and well familiar with mobile banking systems,
only bank employees were included in this research. These participants can
be recognized as early adopters in a social group, a concept developed by
Rogers (1995), which is explained in Section 2.1.3.

3.4 Sample Selection

Considering the limited usage of technology and financial services in Myan-
mar, a non-random sample was selected for the current study. To guarantee
the possession of a bank account and knowledge about mobile banking, bank
employees were chosen as the target population. This way of choosing a sam-
ple that can provide rich information is called purposeful sampling, which
is widely used in qualitative studies (Palinkas et al., 2015). The contact
information of potential participants was provided by a financial center in
Yangon. By informing the potential participants about how the contact in-
formation was retrieved, the perceived reliability of the research was expected
to be increased. When selecting the participants among the members, the
foremost intention was to get employees from different banks.

The bank employees were characterized as early adopters of mobile banking
because they work closely to the service and are therefore at least famil-
iar with it. This approach of choosing early adopters as participants has
been used by previous researchers when investigating technology adoption
(e.g. Arvidsson, 2014; Laukkanen & Kiviniemi, 2010; Laukkanen & Lauro-
nen, 2005; Laukkanen & Pasanen, 2008). In the mobile banking studies
conducted by Laukkanen and Kiviniemi (2010); Laukkanen and Lauronen
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(2005); Laukkanen and Pasanen (2008), the choice of early adopters as par-
ticipants was motivated by the low usage of mobile banking when the study
was conducted. By that time, it had not reached out to the majority of bank
customers yet, thereby they only chose bank customers with experience of
internet banking. For the current research, bank employees worked as a sam-
ple with experience of mobile banking. The objective of the listed studies
was to get a deeper understanding of mobile banking adoption, rather than
finding results that could be generalized, which coincides with the purpose
of the current study.

3.5 Data Collection

To answer the research questions for this study, empirical data was collected
through ten interviews. The choice of data collection was justified as the
aim was to get an understanding of personal experience and attitude, which
would be more difficult to reach with quantitative measures. By using inter-
views, it allows the participants to share more information, and most likely
other information than the researcher had in mind. These insights would
not have been attained if using questionnaires for example.

All interviews were conducted in person and lasted from 25 to 75 minutes.
After the fourth interview, the research focus was not changed anymore in
the iterative research design process presented in Section 5. By the seventh
interview, the interview questions did not have to be changed, and the re-
trieved answers became more similar to each other. Hence, data saturation
within the targeted sample group was achieved (Saunders et al., 2018). For
participants with limited English skills, a translator was present to trans-
late any uncertainties. However, the majority of the interviews were held in
English without any translator. The data was collected in two rounds, begin-
ning with an exploratory approach with semi-structured interviews, moving
towards more structured interviews. Not more than two interviews were
planned at the same time, and after each interview, the next participant
was chosen based on the information from the precedents interview. This
technique of sample selection is called snowball sampling (David & Sutton,
2016). An overview of all interviews can be found in Table 1.

As this study took an overt approach, all participants were informed about
the purpose of the study before the interviews, either by e-mail or telephone.
They were also given examples of what questions that were to be asked in
advance. Providing the participants with example questions was considered
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important for the participants to understand what level the questions would
be at. However, this was not considered influencing the results since the
interviews were still semi-structured, where the questions and direction de-
pended on the answers. The ethical considerations were taken into account
by applying informed consent, informing about the participants’ integrity,
confidentiality and anonymity (David & Sutton, 2016) at the beginning of
each interview. The purpose of the study was also repeated at the interview,
and the participants were informed about confidentiality and asked if they
agreed on being part of the study.

No. Gender Bank Interview date Duration
1 Female A 13/03/2019 52 min
2 Male B 14/03/2019 74 min
3 Male C 15/03/2019 53 min
4 Female D 18/03/2019 59 min
5 Female E 03/04/2019 40 min
6 Male D 04/04/2019 25 min
7 Female E 08/04/2019 47 min
8 Female F 09/04/2019 35 min
9 Female G 09/04/2019 41 min
10 Male G 26/04/2019 64 min

Table 1: Presentation of the participants and the interviews

3.5.1 First Round of Interviews

The first round of interviews intended to increase the understanding of the
participants’ use of technology. Hence, the interviews had an exploratory
approach with a semi-structured setup. General topics and questions were
decided beforehand, but rather than asking closed questions, the participants
were encouraged to divert to areas of their knowledge and interests. The
pre-determined questions were asked according to how the conversation de-
veloped, rather than in a specific order. Due to the nature of semi-structured
interviews, some of the prepared questions were neglected since the respon-
dent had already answered them, as well as new questions were formulated
as new topics were brought up during the interview.
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3.5.2 Second Round of Interviews

In the second round, the interviews were more structured compared to the
first round. Nevertheless, the interviews were still semi-structured allowing
follow-up questions and discussions. For this round, the focus of the research
had been adjusted and the interviews were more adapted to this new focus.
Still, for each interview, the questions were re-evaluated based on the pre-
vious interview. By constantly re-evaluating the questions, the researchers
were more prepared and could for example remove questions that did not
provide useful information or re-formulate poorly formulated questions that
the previous participant did not understand.

3.6 Data Analysis

For analyzing the collected data, thematic analysis was used. Thematic anal-
ysis is a method for identifying, analyzing and reporting within a data set
(Braun & Clarke, 2006). The first phase of the method is to familiarize with
the data to gain a holistic view. Hence, the first step of the data analysis was
to transcribe the interviews, enabling a closer analysis (Kvale, 2007). The
transcriptions were created through listening to the audio records from the
interviews as well as complementing them with notes that were taken during
the interviews.

The second phase involves generating initial codes from the data. The codes
were identified at a semantic and latent level (Braun & Clarke, 2006), that is,
first identifying what the participants were saying, and then identifying their
underlying ideas, assumptions and ideologies. Investigator triangulation was
used to reduce bias that is typically encountered in research (Denzin, 1973).
Hence, after collecting and transcribing the data, it was coded separately by
the two researchers. During this phase, the number of initial codes were over
90 for each researcher, in which several of the codes were the same or similar.

The third phase involved combining codes to overarching themes. When all
the data had been coded and collated, the codes were grouped into themes.
The codes were divided into main themes and sub-themes while others were
discarded. The codes that did not belong to any theme were gathered un-
der miscellaneous codes and were temporarily neglected (Braun & Clarke,
2006). When reducing data, there is a risk for neglecting relevant data be-
cause of the researchers’ subconscious perceptions that could affect what is
chosen as relevant and what is not (Kvale, 2007). Therefore, the neglected
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data was saved in order to revisit it later in the process. This step was also
performed independently by the two researchers and resulted in 9 and 12
themes, respectively. Thereafter, a converged result of the thematic analysis
was produced by evaluating both researchers codes and themes.

The fourth phase regards evaluating and refining the themes. Through-
out this phase, it became more apparent that some candidate themes could
not be considered as a theme. The reasons for removing these themes were
for example that there was not enough data supporting it, or that the data
within the theme was too diverse (Braun & Clarke, 2006). The main themes
were chosen to be Experience, Mobile Banking Application, Social Influence,
External Barriers and Trust. The final step in the thematic analysis is to
define and name the themes. It includes identifying the essence of what
each theme is about. Moreover, it is essential to understand how the themes
fit into the broader picture of the collected data (Braun & Clarke, 2006).
Thereby, sub-themes were formed and named. The sub-themes were used
to give structure to larger and complex themes. Hence, Experience had the
sub-themes Technological Changes at Work and Personal Use of Technology,
Mobile Banking Application had the sub-themes Mobile Banking Usefulness
and Application Design, lastly, External Barriers had the sub-themes Regu-
lations and Cash-Based Society. The result is summarized in Figure 6.

Figure 6: Main themes and sub-themes
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3.7 Reliability and Validity

Throughout the research process, this thesis followed the four criteria for
science suggested by Blomkvist and Hallin (2014). These criteria include a
systematic manner, an unbiased approach, being critical and problematizing.
These were followed to ensure that the current work holds a scientific level.
The criteria are tightly connected to the quality of the thesis, which will now
be discussed in terms of reliability and validity.

Using reliable sources that are suitable to the topic under investigation
increases the level of validity (Blomkvist & Hallin, 2014). Therefore, the
sources used for this research were carefully selected to ensure reliability.
Moreover, they were continuously updated as the focus and aim were ad-
justed throughout the research process. Consequently, all sources were rele-
vant for the topic under investigation.

The current study has investigated a small group of people working in the
same sector. The applied method results in an in-depth understanding of
the participants, but it also constrains the external validity (David & Sut-
ton, 2016). Since the interviews were semi-structured, the interviews differed
from each other. When they differ, it gets more complicated to compare the
interviews and thus also more difficult to attain generalizable conclusions
(David & Sutton, 2016). The most valid sampling method is considered
to be random sampling, which is not possible for the inductive approach
(David & Sutton, 2016). Nevertheless, the aim of an inductive study is to
explore the topic under investigation, rather than testing a hypothesis. The
lack of validity that this small sample entails is thus concluded to be justified.

In terms of reliability when conducting interviews, there are two main issues
according to Kvale (2007). One issue is if the participant will be consistent
and honest with the answers, both during the interview but also if there
were to be another interviewer asking the questions. The respondents’ opin-
ions and answers might be affected by how and what questions are asked.
This issue was handled by several factors. First, all the participants were
informed about the aim of the study and were given examples of what sub-
jects that were to be discussed at the interview. Providing the participants
with information can make them feel more comfortable and thus result in
more sincere answers. Secondly, the interview questions were more open than
closed questions, formulated as simple as possible to avoid wording bias. Us-
ing semi-structured interviews also allowed a more relaxed atmosphere, as
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the participant could talk about the dimensions that he or she thinks is im-
portant within the topic under investigation. In addition, leading questions
were avoided to the largest extent possible. The interview questions were
arranged to avoid question-order bias. This means that the order of the
questions depended on the answer from the respondent (Perreault, 1975).
Lastly, the knowledge of being anonymous in the study could supposedly in-
crease the reliability as the participants might feel more comfortable sharing
their true stories.

The second issue that Kvale (2007) raised in terms of reliability is the tran-
scription and analysis of the interviews. This statement is supported by for
example Hansson (2007); Kuzmanić (2009), who both discuss the researcher’s
impact on the investigation and the interpretations of it. The researcher’s
bias is inevitable when it comes to qualitative research, but in this study this
was prevented to some extent by using triangulation in the analysis. Thus
by using two researchers to analyze and interpret the interviews separately,
the reliability of the current study was increased.
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4 Empirical Findings

This chapter presents the empirical findings from the conducted interviews.
The findings are structured according to the themes that emerged from the
data analysis.

4.1 Experience

Prior experience with technology was a common topic in all of the interviews.
In this study, experience is defined as how much the participant has used any
type of technology, at work and at home. Since most of the banks recently
started using more technology, the technological changes in banking were
often discussed. Moreover, the participants explained how extensive their
technology usage was and what they used it for.

4.1.1 Technological Changes at Work

In all interviews, it was clearly stated that Myanmar is undergoing a techno-
logical shift. This huge shift toward becoming more dependent on technology
has impacted all the participants, during their spare time but also at work.
It was not long ago that the changes started to take place at the banks. One
participant explained that most of the changes have taken place in the last
four to five years, while another one argued that things are very different
compared to the last two years. Several participants expressed the advan-
tages of using technology at work. One of the most evident advantages was
that technology facilitated their work and more things could be done in a
more efficient manner. The amount of manual work has reduced significantly
in the last years and the banks are continuously working on becoming more
and more automatic. Before, it was not unusual that employees had to stay
until midnight to finish their daily tasks, but nowadays they can mostly
finish their work on time. However, even though the bank employees are
using more and more technology, there are still many things that are done
manually. For example, at one of the banks, the employees still save the
customer data on physical documents rather than on an electronic database.
One of the participants expressed the frustration when it could take up to
three days just to find the certain documents they were looking for. An-
other example was that tasks had to be performed manually because of the
shortage of technical devices such as computers. One participant explained
that they only had one computer to share in her whole department and they
could therefore not fully exploit the benefits of it.
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Overall, the view of new technology was positive. Nevertheless, there were
participants who expressed some skepticism to technological changes. Re-
luctance to change was a common topic, meaning that some participants
showed resistance until they understood why and how something could help
them. One participant expressed,

"People are resistant to change, right? (...) So at first, they are
maybe afraid or something like that. But once they get to know
about the system better, they like it, because it saves them a lot
of time and effort." (Respondent No. 10)

However, another participant expressed that she prefers the manual work-
ing processes rather than using technology. The reason why the participant
doubted technology was primarily because of the perceived uncertainty when
using it.

One technological change that was mentioned in every interview was core
banking or centralized online real-time exchange banking. This system al-
lows branches to access all customers’ bank accounts and perform trans-
actions from any of the bank member branch offices. For Myanmar, core
banking has recently been applied to some of the banks. It varied from
bank to bank how far they have come in the process of implementing core
banking. The participants who used core banking agreed that it was a bit
chaotic when it first was introduced. The conversion from manual to this
computer-based process was hard at the beginning, especially when some
employees had little or no experience using any similar type of technology
before. However, the younger the employees were, the more accepting of core
banking they were. In the end, all participants concluded that core banking
had made their job easier and that it saved them a lot of time in their work.

4.1.2 Personal Use of Technology

The majority of the participants used technology both at work and home on
a daily basis. Furthermore, the same participants expressed how they gen-
erally found new technology easy to use and that they were usually the first
person to try it among their friends and family. Nevertheless, the remain-
ing minority explained how they prefer to see others testing new technology
before they use it themselves. The reason for not wanting to be first was
because they wanted to make sure that it is useful and works properly.
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Three of the participants had spent longer time living in Singapore, the
UK and the U.S., respectively. All of them noted that is was a great differ-
ence when it came to the usage of technology, compared to Myanmar. The
participants expressed that they used technology more extensively when liv-
ing abroad. As a result, the participants felt that they are able to embrace
new technology more easily.

One participant explained that laptops are not as widely used in Myanmar
compared to in other countries, mainly because they are cost prohibitive,
preventing people to buy them. At the same time, the price of smartphones
have decreased in recent years, making it the most common technological
device among the participants. The smartphone was mostly used for infor-
mal purposes, such as games and social media like Facebook, Instagram and
LinkedIn. According to one of the participants, the reason why Facebook is
popular is because of its simple interface, which makes it easy to use. Even
though the majority of the participants used their smartphones for more
formal errands such as mobile banking and sending emails, it was not as
frequently used as the informal activities.

4.2 Mobile Banking Application

Within this theme, the discussion from the interviews could be divided into
two sub-themes. The first sub-theme is related to how much the participants
use mobile banking and how useful they find it. The second sub-theme is
more about how they perceive the application and how they learned to use
it.

4.2.1 Mobile Banking Usefulness

The usage of mobile banking varied among the participants, ranging from
two times per day to two times per month. The majority of the participants
found mobile banking useful and would recommend others to use it. In
fact, one participant expressed that he would not go to the bank if the
bank errands he wants to perform is supported on the mobile banking app.
Moreover, the translator translated one participant’s comments about the
advantages of mobile banking,
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"She doesn’t need to go to the branch in order to transfer money.
(...) to top up the phone, she doesn’t need to go outside, she
can do it from her phone. And the currency exchange rate also,
she will know from the app. So it’s easy with all these features."
(Respondent No. 9)

The most commonly used features among the participants were remittance,
phone top up and to check balance and transactions. For those who also
used it for checking the currency exchange rate, the usage was much higher
compared to the participants who did not. Most of the participants agreed
that they would be frustrated or upset if the application would be removed.
However, one participant mentioned that she would not be affected that
much because she only used it to check her transactions, which was not very
often.

What was however reported as a desired feature for today’s mobile bank-
ing services, was to transfer money between banks. One of the participants
described the lack of interbanking as a problem when she wants to transfer
money to someone with another bank. Then she would have to create an
account at her friend’s bank, withdraw money from her own bank, deposit to
her new bank and then do the transfer to her friend. So she would have to go
to both branches, which she described as inconvenient. Several participants
said that it would have been easier if interbanking would exist.

The participants had learned how to use mobile banking in different ways,
such as through Google, Facebook, YouTube, from the bank office, or from
the manual book. Two of the participants mentioned that in their bank,
new customers are offered mobile banking when creating an account. If the
customer wants to sign up for mobile banking, the bank will demonstrate
how the application works. For the already existing customers, some banks
require that they go to the bank office to issue mobile banking, while for
other banks you can do it online.

All participants brought up mobile wallets and compared it to mobile bank-
ing. Several participants said that they believe that people will use mobile
wallets more than mobile banking in the future. The primary strength for
mobile wallets is, according to one participant, that you can "cash in and
cash out from different agents". One participant explained that bank offices
have restricted opening times by law, for instance, they are only open certain
hours and only open during the weekdays. In contrast, mobile wallet agents
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are often open 24 hours every day. Additionally, the number of agents is
much higher than the number of bank branches. Another participant high-
lights the possibility to create mobile wallets without being a bank customer
as an advantage, since it makes the service accessible for everyone. The third
advantage was that mobile wallets are simple and easy to use.

4.2.2 Application Design

The majority of the participants said that they were satisfied with the mo-
bile banking application as it is today, except for the lack of interbanking.
Everyone found it easy to use and easy to learn how to use the application.
One participant compared two mobile banking applications and said that
one of them is easier to use because there are only a few steps, whereas the
other application has too many.

In another interview, it was discussed that not too long ago there were many
problems with the application. There were problems with logging in, delays
and errors in the application. The participant described it by:

"4-5 years ago, WiFi was not upgraded in our country. It was
crashing a lot, so people got upset (...) But now, the technology
is upgraded. So it’s easier for the users. More user friendly.
Before, the apps had a lot of errors too". (Respondent No. 5)

According to a third participant, the mobile banking applications are not
impeccable today either. He meant that in order for people in Myanmar to
adopt mobile banking, the banks need to offer a good product. He explained
it as follows:

"... the banks do not deliver, great or good experience. Either
through the design process or even the functionality. So the fun-
damental stability of the app fails all the time. So that is a frus-
tration. But I don’t think that is a reflection of people’s openness
to technology, that is just more the capability".
(Respondent No. 6)

Nevertheless, most of the participants expressed that small errors did not
affect their usage of the application. Instead, if there were any problems,
they would log in and out and try again, or wait to see if it would work a
couple of hours later.
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4.3 Social Influence

In general, the banks in Myanmar promote the use of mobile banking, encour-
aging both their customers and employees to use it. Moreover, as previously
mentioned, at some banks customers can get personal guidance on how to
use the mobile banking application. Thereby, the banks are helpful and en-
couraging when it comes to people wanting to start using mobile banking.

Mobile banking was widely used among all the participants’ colleagues. One
participant explained that as bankers, they have to use and believe in their
own products. Furthermore, younger participants meant that all their friends
are also using mobile banking. Peer-to-peer transfers were the most com-
monly used attribute among young participants. Because of the lack of
interbanking, the participants could have several applications in order to
send money to their friends using different banks.

Several of the participants explained that they are the only ones in their
family using mobile banking. A couple of them meant that the older genera-
tions do not use it that much, or not at all. Furthermore, some participants
argued that they were not even interested in having a bank account. One
of the reasons for not using digital payments was because they preferred to
do things the old manual way, by using cash and going to the bank if they
would have to run a bank errand. One participant elaborated,

"Most people are on smartphones and Facebook. And yes, banks
are a bit different, but they have never had a bank account before.
So they are thinking ‘why do I need a bank account, what does
it do for me?’ (. . . ) So I think the reason they don’t adopt
technology is because they don’t need the functionality of it, they
have cash in their pocket, they get paid in cash, the world is cash."
(Respondent No. 5)

Another participant explained that she has tried to show and teach her
parents how to use mobile banking, but they would not use it on their own.
If the parents would have to use mobile banking services, then they would
ask her to do it for them.
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4.4 External Barriers

There were two external barriers that were frequently mentioned in the in-
terviews. The external barriers refer to factors that are beyond the control
of the mobile banking application and its users, but still prevents the adop-
tion of mobile banking. These two were identified to be regulations and the
cash-based society.

4.4.1 Regulations

One of the external constraints that could affect the adoption of mobile bank-
ing was thought to be the absence of regulations and laws. One participant
explained that there are regulations that inhibit mobile banking to move on
to the next level. Another one mentioned that there are not enough regula-
tions regarding mobile banking, if something goes wrong when using mobile
banking, it is not clear what happens with the customer and the bank, and
who is responsible for what. Moreover, it was a common view that changes
in regulations could happen rapidly without any notice. A few participants
expressed that they could feel some lack of control and uncertainty toward
the government:

"We don’t know what the government will do" (Respondent No. 10)

"Maybe they will make a new law tomorrow" (Respondent No. 4)

4.4.2 Cash-Based Society

Another external constraint that was brought up was the lack of infrastruc-
ture for digital payments. For instance, only the largest companies offer bill
payment services, while the majority do not. Furthermore, some partici-
pants explained that even though they want to make payments online, it
still requires them to go to an agent and pay with cash. Hence, some par-
ticipants expressed that even though they want to use mobile banking more
frequently, it is not possible today.

4.5 Trust

One observation was that the only participant who did not use much tech-
nology at work, also had a different attitude toward the security of mobile
banking and other technologies. This participant expressed fear of typing in
the wrong information online, such as the name. If she was to type it incor-
rectly, then it would be inconvenient to correct the mistake. However, she
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said that she could have "loved" technology if it would feel more reliable.
This fear aligns with several statements from the other participants when
talking about the older generation. They described the older generation
as being scared during the digital processes, scared of typing in something
wrong, but also because they prefer cash over technology. One of the partic-
ipants told a story about his uncle, an elderly man who is an advocate for
the cash-based society. When transferring money to other people, he does
it in cash, no matter how high the amount of money is and how long the
distance is to the receiver. When he was to transfer money to his friend, he
refused to go to the bank to do the transfer, but rather let the friend go all
the way to his home to pick up the bags with money. This was primarily
because he was afraid that he would type in something incorrectly, and he
did not trust the system. Again, this is another example of the cash society
in Myanmar, where the population wants to use physical money rather than
digital.

Most of the participant considered mobile banking relatively safe. One par-
ticipant felt safe because there are so many steps to log in and use it. Another
participant expressed that she felt safe because her bank used one-time pass-
words (OTP). However, there were some initial doubts when it came to the
security of the mobile application. Several of the participants were worried in
the beginning but felt more secure after getting more used to the application.
A couple of participants mentioned that with all these new technologies you
will never be 100% secure because there could exist loopholes. Moreover,
one participant brought up that she feels more uncertain whenever she will
hear about something bad happening on the news regarding technology.
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5 Analysis and Discussion

This chapter presents an analysis and discussion of the empirical results
in relation to previous research. The chapter is structured according to the
themes that emerged from the data analysis. Finally, the limitations of this
study are discussed.

5.1 Experience

Shaikh and Karjaluoto (2015) point out that there are some factors related
to mobile banking adoption that have not received any notable attention
in previous research. One of them is experience, which has been apparent
as an important factor in the current study. In this study, experience was
defined as how much technology a person has been exposed to, before using
mobile banking. Among the participants, there was one positive side and
one slightly negative toward new technology. One participant stood out
particularly. She had not been exposed to a lot of technology neither at
work nor did she use it a lot at home. Based on her interview, she was not
an advocate of technological changes. It is possible that her low exposure
to technology has affected her attitude. It was evident that the participants
felt more comfortable using new technology if they had been exposed to
it before. Moreover, the participants who had spent a long time outside
Myanmar (Singapore, the UK and the U.S.) considered themselves as more
tech-savvy than the average person in Myanmar. This could be explained
by a higher exposure of advanced technology in the other countries since
all the three countries mentioned are considered to be among the top of
technology-advanced nations.

5.2 Mobile Banking Application

The success of an application depends on what it has to offer, but also on
how it delivers complete user satisfaction. According to the findings of the
current study, there were some features that increased the usage of mobile
banking. For example, the possibility to check the exchange currency rate
was shown to create additional value. All participants who used this feature
also used mobile banking more frequently. There was however one feature
that the majority of the participants were missing, namely the possibility
to transfer money between banks. The lack of this feature is likely to affect
the perceived usefulness of the application since it was stated as a problem.
However, it did not appear to be a factor that made the early adopters use
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it less, but they would probably use it even more if they could. These find-
ings support the key factor PU in Davis’ TAM. Tentatively, certain features
increase the users’ PU and thus also their usage.

Another interesting observation in relation to the PU of mobile banking was
that even though the participants wanted to use mobile banking, it was not
always possible. For example, bill payments are only possible to perform for
the largest electricity and water suppliers that are connected to the system.
Today there are not many companies that are connected to the system, and
might therefore only accept cash or card. Thus the participants described
that they occasionally have to use other solutions, which is often cash. Con-
sequently, they need to have a contingency plan if mobile banking would not
work. It is clear that the infrastructure for mobile banking is lacking and
the interoperability between the banks and third parties is low. However,
the participants that used mobile banking expressed that they find it useful.
They also said that they would recommend it to others, indicating that the
participants perceive mobile banking as helpful for themselves and for others
in accomplishing banking tasks. This highlights that the attitude for early
adopters is positive even though the technology is still at an early stage.
Nonetheless, it is probable that the lack of infrastructure affects people’s
perception of mobile banking’s usefulness.

Consistent with previous research (Daniel, 1999; Saeed, 2011), accessibility
was found to be important for the participants in this study. Accessibility
was typically mentioned in relation to mobile wallets. While banks only are
allowed to be open certain times during the week, mobile wallet agents can
be open 24 hours a day. Several of the participants explained that the high
accessibility for mobile wallets is the reason for its success in Myanmar. Ac-
cording to (Saeed, 2011), accessibility is especially important for adopters
of certain technology. The fact that people can use banking services in a
ubiquitous environment was considered as one of the biggest advantages ac-
cording to some of the participants. However, if a user requires help or has
problems with the application, the help is restricted by time of the day and
location. While several developed countries have customer service available
at all times, the accessibility to assistance is more limited in a developing
country like Myanmar. This is congruent with the study conducted by Basu
(2004), which points out that this type of flexibility is difficult to reach in
developing countries.

Another main advantage with mobile wallets that was raised in the inter-
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views was that it does not require a bank account, so anyone could use it,
including the unbanked population. However, mobile wallets can not offer as
many services as mobile banking can. Since the possibility of using mobile
wallets without being a customer is highly valued, it might be an idea for
the banks to get an understanding of why people do not want to become
bank customers. In other words, understand how to become useful for the
unbanked customers. Therefore, in order for the banks to stay competitive
on the market for financial services, they should consider how to increase
their level of accessibility and how to reach out to the unbanked population.

Poon (2008) suggests that design is an essential factor for adoption. The
design could work as an enhancer or bottleneck for people’s usage. This
was a recurring factor throughout the interviews in the present study but
in terms of user-friendly and ease of use. For example, the majority of the
participants highlighted that the application needs to be user-friendly in or-
der for them to use it. Furthermore, the number of steps when performing
mobile banking activities showed to be important for the sense of how easy
the application is to use. All participants that used mobile banking in this
study indicated that the application is easy to use. Again, this can be related
to Davis’s second key factor in TAM, PEOU, where it is clear that there are
several factors that affect the participants’ perception of what is required for
the application to be easy to use. For example, fewer steps in the application
were related to a higher PEOU. Since TAM has been widely used to explain
why people reject or adopt new technology, it was not unexpected that ease
of use was one of the topics in the conducted interviews.

All participants clearly stated that people in Myanmar use their smartphones
a lot, but mostly for informal use. Facebook was frequently mentioned as the
most popular application. One participant pointed out that Facebook’s sim-
ple interface was one of the reasons why so many people use it. This can be
related to what another participant said about the banks delivering a good
product. That is, it has to be designed for the Myanmar people and it has
to work as expected. Hence the adoption of mobile banking might be more
about the banks delivering a good experience, rather than lack of knowledge
or people’s incapability to use it. Consequently, what is offered and how it
is delivered should be customized to the country where it is offered.
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5.3 Social Influence

Social influence did not show any clear or consistent result, in contrast to
previous research that has found social influence or subjective norm to be a
significant factor (Agarwal et al., 2009). For some participants, particularly
the younger participants, peer-to-peer transfers were the most used features.
They even had several applications from different banks only to be able to
transfer money to friends with different banks. Thereby, social influence is
present when it comes to the feature of peer-to-peer payments, but nothing
similar was noted for other features. However, most of the participants were
the only one in their family using mobile banking, suggesting that family
does not affect the participants’ usage.

Some participants expressed that they usually prefer trying out new tech-
nology after their friends and family have tried it, which is aligned with the
conclusions by Agarwal et al. (2009). Other participants wanted to be the
first one to try out new technology, independently of other people’s opin-
ions. Consequently, this study obtained both supportive and non-supportive
findings on the importance of social influence in mobile banking adoption.

5.4 Trust

The majority of the participants expressed that they feel safe when using
mobile banking, whereas two of the participants did not. Among those who
trusted it, there were still some uncertainties. For example, one participant
described that she does not trust it fully, but she trusts it enough to use
it. Additionally, as previously mentioned, many of the participants’ parents
did not use mobile banking. It was believed that older people do not trust
technology. What should be kept in mind, however, is the changes Myanmar
has faced since their liberalization not too long ago. The people included in
the older generation have not been exposed to technology until their later
age.

As discussed in the previous literature review, the concept of trust can be
closely related to terms like reliability, security (Al-Hujran et al., 2018) and
privacy (Basu, 2004). Privacy was not one of the themes discussed in the in-
terviews of this study, but security and reliability were. Concerning security,
one participant stated that OTP makes mobile banking feel safe, which sug-
gests that the authentication process is of importance and valued by users.
Authentication was also brought up by Basu (2004), as an element of secu-
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rity. Another participant said that mobile banking feels safe because only
bankers can reach the data. However, she also mentioned hackers as a threat,
but this was not considered to affect her use of mobile banking.

The two participants who did not feel safe and showed a low trust in technol-
ogy and mobile banking were also the ones using mobile banking the least.
One of them only used mobile banking to check transactions and did not
perform any banking activities such as transfers or payments on it. This
finding suggests that a lack of trust in technology inhibits the usage of mo-
bile banking.

In terms of reliability, it did not seem to affect the participants’ choice of
whether to use or not use the application. The majority expressed that they
have a quite high tolerance to malfunctioning technology since if it does not
work they keep trying until it works again. Thus the patience threshold is
high, which is beneficial for the banks. However, there was one exception,
one participant expressed that she doubted her own ability to use the ap-
plication. As a consequence, she expressed that her insecurities affected her
thoughts about the reliability of the application.

One could argue that it is likely that the participants, as bank employ-
ees, feel more safe than the general population does because they are in the
bank environment and know how things work there. Nevertheless, it can
be assumed that trust, including security and reliability, have an impact on
the adoption of mobile banking, supporting Basu (2004); Poon (2008) who
studied e-government adoption and e-banking, respectively.

5.5 External Barriers

Accordingly with Basu (2004); Zhu et al. (2006), regulations were mentioned
to have an impact on the adoption of technology. This was proposed to
be especially evident in developing countries Zhu et al. (2006), which coin-
cides with the low trust reported by the participants in the current study
when discussing the government and the country’s regulations. In developed
countries, there are generally safety nets for consumers, such as regulations
supporting safe usage. In contrast, according to some participants in this
study, there are no clear laws protecting the consumers. In addition, laws
and regulations can be changed whenever, according to a few participants.
It is reasonable that people feel uncertain toward the usage of a product
or service when the sense of control is lacking. The problem could also be
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more deep-rooted, it could also have to do with the distrust toward the tra-
ditional banks. This finding could also be a factor to discuss related to the
low amount of bank customers in general, which naturally affects the usage
of mobile banking. Even though laws and regulations were mentioned in
some interviews it did not seem to affect the participants in this study con-
siderably. The lack of trust in laws and government is likely to be stronger
for other people not working at the bank, and thus also discourage the use
of mobile banking.

The fact that Myanmar is predominantly a cash-based society was men-
tioned in all interviews, and the participants believed it is an obstacle for
mobile banking. First, the country has a heavy reliance on cash meaning
that there is not as much focus on building functioning payment infrastruc-
tures for digital money. Hence, as previously mentioned, the adopters of new
technology might be held back because they cannot fully take advantages of
it. In addition, the participant explained that cash payments are still usu-
ally preferred among the people in Myanmar. He believed that the general
population is comfortable with the current solutions. Furthermore, they are
probably not aware of the advantages of having their money digitally. In
order to move away from the cash, the financial literacy needs to elevate.
The potential customers need to know the benefits, and how it will change
their lives to the better.

5.6 Limitations

Four of the interviews required a translator, one during the first round and
three during the second round. A translator was used to bridge the language
barrier that occurred. However, there is always a risk that the translator will
not be able to capture the essence of the phenomena in the translated lan-
guage. To minimize the errors related to translation, a translator with good
credentials was chosen (Squires, 2009). The translator in this study does not
work as a professional translator but is a native Burmese speaker with a uni-
versity degree obtained at an English-speaking university. Nevertheless, the
translator obtained a high-level sociolinguistic language competence and was
therefore able to communicate using a high level of vocabulary. Moreover,
the translator was able to describe complex concepts and rephrase words
that she did not know, which is important during cross-language communi-
cation (Savignon, 1997).

For all interviews, with or without a translator, language barriers impeded
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the understanding in both asking questions and answering them. This re-
sulted in that open questions had to be explained by examples, which could
be considered as leading questions. One example is "How did you feel
when...", then the interviewer would typically complete the question by "did
you feel happy, sad or angry" if the participant did not know how to answer
the question. In a way, this supports the choice of conducting interviews
since questionnaires could have resulted in participants filling in answers on
questions that they do not understand. However, it affects the reliability of
the collected data.

In the set-up of the current study, it is likely that the targeted sample is
more interested in mobile banking compared to a random sample from the
population of Myanmar. As banking employees, they are naturally more fa-
miliar with and updated in mobile banking. Thus the perceived ease of use
is also likely to be higher rated. Nevertheless, selection bias is common when
it comes to testing new products and services (Arvidsson, 2014). However,
as previously stated, this study was not performed to produce generalizable
results, instead to achieve a deeper understanding of the mobile banking
adoption in Myanmar.
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6 Conclusion, Implications and Further Research

This chapter presents the conclusion from the results of the study and some
theoretical and practical implications of it. Finally, suggestions for further
research are outlined.

6.1 Conclusion

This study aimed to generate insights about the attitude toward mobile
banking as well as identifying possible factors influencing the attitude and
usage of mobile banking in Myanmar. The conducted interviews with early
adopters suggest that the overall attitude is encouraging and optimistic. The
findings indicate that there were several factors influencing the participants
mobile banking attitude and usage. In accordance with TAM, perceived
usefulness and perceived ease of use were important factors to adoption.
Other factors were also identified, including social influence, trust, experience
and external barriers. The findings from this study could be used as a
foundation for the formulations of hypotheses in future research.

6.2 Theoretical Implications

The findings from this study could be used as a foundation for formulat-
ing new research questions as well as hypotheses for future research. The
majority of the studies investigating mobile banking adoption use quanti-
tative measures. Typically, existing frameworks have aimed to confirm ex-
isting frameworks or extended frameworks. This study, however, used an
exploratory approach by using qualitative measures and found additional
factors compared to existing literature. Congruently with previous articles,
this study concluded that the factors perceived usefulness and perceived ease
of use (TAM framework) showed to be important for the participants’ at-
titude toward mobile banking. As an additional factor, the participants’
previous experience related to technology, seems to affect the attitude and
thus also the usage of mobile banking. Another factor that has not been
mentioned is the presence of a cash society. In Myanmar, the use of cash
could be considered to be one of the main barriers based on the results of
this study. There are still many countries in the world that are cash-based,
and thus it is reasonable to consider it as an important factor for adopting
mobile banking services.
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6.3 Practical Implications

From the findings of the present study, it is apparent that banks should focus
on customizing the mobile banking application to the people in Myanmar.
In other words, copying the design from another country might not work.
Also, it should be noticed that since previous experience appears to be a
crucial factor in mobile banking adoption, this should be kept in mind for
the banks’ strategies. It is evident that many of the people in Myanmar have
not been exposed to as much technology as other countries have. Thus for
the inexperienced people to adopt mobile banking, it is important to offer
a user-friendly application and support in the learning process. Looking at
Facebook for example, which is easy to use and user-friendly, is widely de-
ployed among the Myanmar people. The banks could benefit from getting
inspiration from Facebook’s simple and clean interface. What was also re-
ported as dissatisfaction among the majority of the participants was that
there is no ability to transfer money between different banks. Thus banks
should consider co-operating with each other in order to increase the cumu-
lative satisfaction and perceived value for their customers. This co-operation
could also favor the mobile banking infrastructure and by that increase the
use by third parties. Finally, accessibility was also suggested as a factor for
mobile banking adoption. Comparing to mobile wallets for example, banks
are much more limited when it comes to location and opening hours. In
contrast, mobile wallets have numerous agents that are open all day and
night. Banks should therefore consider accessibility, maybe in terms of loca-
tion and opening hours, but also in terms of the possibility to for example
open mobile banking online.

6.4 Suggestions for Future Research

The current study could be extended further by investigating different groups
of individuals. For example including a sample with more diverse demo-
graphics to see if there is a difference in attitude depending on for example
education and income like suggested by Alafeef et al. (2011). It would also
be of interest to study the differences in attitude for users and non-users of
mobile banking. Studying the resistance from non-users could contribute to
further understanding about how to reach the population who do not use
mobile banking today.

This study emphasized two factors that have not gained much attention
in previous mobile banking adoption research. These are experience and
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cash-based society, which both could play an important role in adopting
mobile banking. However, more evidence would be required to confirm this
conclusion. Therefore, a suggestion for future research is to investigate in-
dividuals’ experience and the influence of cash-based society when studying
mobile banking.
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