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Abstract 
 

The research outlined in this thesis focuses on the effects of implementation and use of 

mobile payments as experienced by older adults aged 55-75, as qualitatively examined 

through research interviewees (hereafter participants of this study) made up of individuals 

with varying cultural and technological backgrounds, who are acclimated to Greece’s culture 

and have lived within the country for at least a decade. Their own perception and reception of 

the practice allows for a more comprehensive look into the practical application of the 

technology within the country. No empirical studies are available on the aforementioned 

topic, despite the high importance and need for such study. Therefore, this research is carried 

out through a literature review. It then analyzes two models namely technology acceptance 

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

It applies a phenomenological research method and provides us with a more concise, 

contextualized background into the widespread application of m-payment and m-commerce 

within the country. This research contributes new knowledge to m-payment and m-commerce 

through theoretical and empirical research and benefits the interpretation of a recently 

emerging phenomenon. The research results are useful to various groups associated with m-

payments and m-commerce. Future research directions concerning this phenomenon involve 

the reception and enhancement of m-payment methods by older adults. 
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1. Introduction 
 
The purpose of this chapter is to introduce the concept of the research, the background 
regarding the study in Greece, any relevant studies to this one, the motivations that led to my 
choice of issues for this research as well as its achievable scope. The structure of the thesis is 
also presented in this chapter.  
 
The primary objective of the study is to allow for the older adults consumers of Greece to 
express their opinions and issues with regard to m-payment in general. This does, in turn, 
allow me to determine what motivates older adults into choosing and using mobile payment 
transactions, how older adults choose to use m-payments in their everyday routine and what 
their experiences are, overall, when they choose to use m-payment during a transaction. 

1.1 Background of the Study  

Widespread application of mobile payments on a regular basis in Greece came into the 

limelight in the summer of 2015 (Gouvalas et al., 2016, Duquenne and Vlontzos, 2014, 

Monokroussos, Thomakos and Alexopoulos, 2016 and Arvanitis et al., 2013) in the aftermath 

of the referendum instigated by the Syriza government, which was originally aimed to trigger 

an exit for the country from the European Union and the Eurozone in general. The immediate 

repercussions of this decision were what eventually led to the widespread use of mobile 

payments within the country, more than any other factor combined. 

 

While the government’s political strategy did not succeed, the aftermath and poor media 

coverage of the events in question caused an immediate dip in the country’s stock market and 

led to millions of Greeks withdrawing their savings at such alarming rates that the country’s 

financial system teetered on the edge of collapse (Gouvalas et al., 2016, pp.688-692). This 

led to the establishment of certain 'capital control' laws, which limited the citizen’s access to 

their financial deposits and cash withdrawals, but allowed for freedom of movement with 

regard to electronic forms of payment, by imposing almost no restrictions with regard to 

mobile payments made toward businesses, banks and public institutions within the country.  

 

By the end of 2016, Greece’s major banks had established and developed a wide-ranging 

mobile payment network (Monokroussos, Thomakos and Alexopoulos, 2016 and Gouvalas et 

al., 2016) which, despite its popularity among younger adults and its ease of access, still only 

had limited influence and had not become a mainstream part of Greek consumer culture. The 

vast majority of small businesses and a good portion of the population would acknowledge its 

existence, but its lack of streamlined design and hardware restrictions toward its use 

(requiring specialized individual payment machines which were only provided by certain 

affiliated banks under specific conditions) only allowed for a very small and short-lived 

group of early adopters to embrace the new development. In November 2016, the Greek Tax 

service began to implement a massive mobile payment overhaul that would allow for easier 

monitoring of citizens’ transactions, in exchange for considerable tax returns for early 

adopters (Gouvalas et al., 2016, pp.687-690). In January 2017, these strategies were passed 

into the existing legislation and have begun to be enforced, albeit sparingly. Already, the tax 

service requires that businesses openly notify whether or not they accept mobile payments, 

have removed any spending limitations with regard to mobile payments and are slowly 

beginning to implement cash purchase limitations for individuals within certain large 

convenience store chains. 
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In June 2017, the Greek government will enact legislature that will make the installation of 

m-payment terminals mandatory in every major and small business within the country, as 

well as impose limitations on citizens in their interactions with the Tax Revenue service, 

forcing them to use m-payment to settle any outstanding debts. 

 

Because of the recession state, most major retail chains have begun to extensively implement 

mobile payment options in every outlet, while every major bank in Greece has already begun 

to wholly replace last-generation contact-based PIN credit cards with contactless credit cards 

with almost unlimited purchase limits (Valcourt, Robert and Beaulieu, 2005). Even though 

these practices have been criticized by consumers and analysts alike, the Greek media have 

largely avoided commenting on the topic, in an effort to allow for the process of 

normalization. 

 

A significant factor that has impeded the full implementation of mobile payments into the 

mainstream means of exchange within the country has been the sheer extant of the financial 

crisis, which has left a significant portion of the younger adult population unemployed or 

with severely limited access to capital (Duquenne and Vlontzos, 2014, pp.898-900). As a 

result, the major consumers within the country, older adults, who are largely unwilling to 

embrace new technologies or approaches, have had considerable issues with adapting to the 

new mobile payment status quo. The reason for this is the lack of any consideration toward 

originally streamlining the mobile payment process, the lack of smartphone interfaces and 

marketing campaigns tailored to older adults, who are largely disinterested in purchasing 

more advanced phones simply for the sake of easier payments and, of course, a lifetime of 

habit with regard to paying in cash or credit, forms of payment which are more acceptable 

within their respective generations. 

 

As a result, the implementation has been delayed and could be delayed indefinitely, unless 

measures are taken to allow for the documentation and participation of older adults into the 

design process. The purpose of this study is not to directly offer a viable alternative, but to 

help in the documentation and implementation of the ideas and points of view of a diverse 

research approach among older adult individuals, in an effort to allow for further research 

into the issue concerning the problematic area of technological adaptation to a new payment 

system. 

1.1.1 Previous Studies 

There have been various studies (Barbonis and Laspita 2005, Kourouthanasis et al., 2010, 
Vrechopoulos et al., 2002 and Zarmpou et al., 2011) whose primary focus has been the users’ 
adaptation to technology as the users’ needs concerning the process of payment has changed 
over time. Mobile devices are an integral part of our life as they are interconnected with the 
payment system through our everyday transactions. Mobile commerce emerged as an 
innovative mobile payment which provokes new social influences and determinates a new 
technological approach in accordance to the use or adoption and the further implementation 
of mobile payment (Yang et al., 2012, p.129).  

 
Two main factors have affected the technological interest globally: the almost instantaneous 
proliferation of mobile technology and also population ageing. Furthermore, marketing 
campaigns, both conventional as well as online, have begun to adapt to this changing 
dynamically, by developing approaches specifically targeted to the older adult demographic 
in general. Older adults with greater frequency became stronger digital technology users but 
unfortunately they also encounter obstacles caused by technological contexts or settings and 



8 

 

the lack of the required skills to face the rapidly changing technological risks (Kuoppamäki 
et al., 2017, pp.110-111). 

   

M-commerce is a logical evolution of e-commerce, with more sophisticated, streamlined 
featured implemented within the context of a smartphone interface (such as location based 
services, quick response with internet connection and also voice and camera availabilities) 
strengthens the intertwined relations between stakeholders in the supply-demand systemic 
environment (Kemp, 2013, p.175). Mobile transactions can be settled in the stationary 
settings of e-commerce, through electronic payment options within a brick-and-mortar 
business setting or through money transfer between customers (Lu et al., 2011, p.394) freeing 
them from time and spatial constraints (Carlson et al., 2006, Mallat, 2007 and Jarvenpaa and 
Lang, 2005).  
 
Hence, mobile payment became an emerging information technology. As a direct result of 
mobile payment transactions, many companies inevitably began to venture into the market of 
mobile payment to promote their products and services. Nowadays, client-end applications 
and also wireless application protocols sites are used through a mobile payment transaction 
procedure. One way of mobile payment use is the remote one, with this kind of payment a 
transaction is fulfilled through a connection established between remote payment servers and 
users. Another approach to mobile payment is through proximity payment, where a mobile 
transaction is established and carried out through a radio frequency identification (RFID) and 
also near field communication (NFC) system (Zhou, 2013, p.1086). Currently, the digital 
wallet includes a subscriber identification module which is part of smartphones and 
maintains a software system capable of connecting and confirming the related applications 
during a payment with the subscriber identity module (SIM). Online wallet also is available 
for remote transactions based on downloaded apps on smartphones through personal 
identification number authentication procedure. Furthermore, the mobile wallet encapsulates 
NFC technology which promotes a radio communication between a nearby reader module 
and the user who waves the mobile appliance at the reader during a purchase process based 
on mobile payment technology (Kemp, 2013, p.176). 
 
Mobile payment technology has managed to free its users from the spatial obstacles that they 
had with other types of transactions like in the case of traditional online and the offline 
payments, as they do not require the exchange of cash, the presence of credit cards or any 
other form of debit. That does not make them ideal however; seeing as how such transactions 
can be susceptible to malicious user attacks or through other means of information 
interception (Zhou, 2013, pp.1086-1087). 
 
According to Zhou (2013, p.1086):  
“In addition, users’ experience may be affected due to the constraints of mobile terminals 
such as small screens and inconvenient input. Thus, users may need to engender enough trust 
and obtain a compelling experience in order to facilitate their usage.”  
 
The results of Zhou’s (2013) research indicated that trust, flow and satisfaction are the 
important components of system, service and also information quality. Ability, integrity and 
benevolence are also essential factors toward establishing trust, which also work with an 
ability for the system to instill in its users’ confidence through the unanimous care and know-
how of its handlers. When users adopt mobile transactions they need system quality and a 
basic toolkit knowledge on how to use it correctly and safely. A balance between skills and 
challenges is important to succeed an information technology flow and also promote users’ 
satisfaction in their interconnection with technology (Zhou, 2013, pp.1087-1090). 
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The usage of mobile payment transactions transforms dynamically the adaptation procedure 
of Information Systems in this systemic environment. The characteristics of mobile payment 
transactions affect the way with which the users will adapt and use this kind of technology. 
Perceived usefulness for example is highly connected with the exerted design characteristics 
of a system. In such way the system of mobile payment transactions and its technological 
features will take two paths: deterioration or enhancement of mobile payment usage based on 
its own transactional characteristics (Davis, 1989, cited in Kim et al., 2010, p.311).  

 

The m-payment systems (MPS) encompass some transactional characteristics such as: 

mobility, reachability, compatibility, convenience as spatial and temporal dimensions 

between interconnected stakeholders which in those systems are expanding enormously (Kim 

et al., 2010, pp.313-314). Perceived usefulness and ease of use are also important factors for 

users to proceed in mobile phone payments because those factors give value during the 

process without adding further complexity. Although, while streamlining the user experience 

in order to help a transactional system becomes more popular, also raises concerns with 

regard to its security. As a result, consumers are reluctant to adopt and use mobile payments 

due to security concerns. Often consumers say that security concerns are the number one 

obstacle to the usage of mobile payments. This, in turn, creates the need for the development 

of newer, more varied service options for different user groups that can only be successfully 

implemented through constant cycles of trial-and-error procedures during functional 

development (Kim et al., 2010, pp.319-320). 
 
But, not only the systemic functionality is important as during the implementation we have to 
keep in mind consumers’ choices with regard to their chosen means of payment which are 
based on their financial and also socioeconomic features (Schuh and Stavins, 2010, 
Borzekowski et al, 2008 and Stavins, 2001 cited in Trutsch, 2016, p.303). Less educated 
people, or people with lower income and the elderly group seem not to prefer mobile 
payment transactions in their everyday lives (Polasik et al., 2013, cited in Trutdch 2016, 
p.303). In the literature, we repeatedly see the same variables come into place in order for a 
mobile payment transaction to be chosen by the different demographic groups and 
stakeholders: ease of use, convenience, record keeping, speed and mainly security (Arango et 
al., 2015a, Ching and Hayashi, 2010, Schuh and Stavins, 2010 and Klee, 2008, cited in 
Trutsch, 2016, p.303), but also perceived usefulness and of course trust (Dahlberg et al., 
2015, cited in Trutsch, 2016, p.304). 
 
Lack of trust creates a big obstacle to mobile payment services, as studies based on trust 
transfer theory model have shown that when customers trust internet payment services this 
kind of trust impacts future mobile payment transactions (Lu et al., 2011, p.393). Prior 
studies also suggest that there are some characteristics that influence the adaptation process 
such as: compatibility, relative advantage, image, visibility, trialability and results 
demonstrability (Lu et al., 2011, p.395). 

 
In previous studies in Greece, Vrechopoulos et al. (2002) compared Greece with some 
European Countries such as Finland and Germany and they found through an online 
exploratory research that Greece was immature concerning the adoption of mobile devices. 
Kourouthanasis et al. (2010) looked into the adaptation behavior of mobile internet use and 
mobile internet applications based on personal performance and social acceptance. Zarmpou, 
Vlachopoulou and Patsioura (2011) investigated the adoption opportunities of mobile 
services in Greece’s market. Barbonis and Laspita (2005) inquired methods of enhancement 
for e-commerce, exploring consumers’ attitude and cultural diversity towards technology. 
Zarmpou, Sarpikis and Vlachopoulou (2010) investigated through the adoption procedure the 
perceived ease of use, perceived usefulness, familiarity and consumers’ adoption intention. 
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Their conceptual model gives a structural equation with explanatory predictions of mobile 
payment transactions.  
 
Since 2010, Greece has transformed from a market-centric financial market where cash and 
cheques could be used frequently for payments to a bank-centric financial system. In this 
kind of system, banks have a dominant role and stakeholders use payment transactions in 
order to implement transfers between bank accounts. Unfortunately, in journal databases I 
could not find studies on mobile payments on how different financial systems affect the 
electronification of payment transactions and mobile payment services.  
 
According to Dahlberg et al. (2008, p.170): 
“Since we found no studies on mobile payments that would have addressed such issues, it is 
especially important for future research to study how the social and cultural factors influence 
mobile payments services markets” (..)  
 
What seems also still to be missing as well is research that would explore the extent to which 
consumers should have an influence on the development of these services (Dalhberg et al., 
2008, p.174).  

 

In this study, adoption factors of mobile transactions were explored and mainly the 

influencing factor of age as older adults were the research interviewees, as an extensive 

literature review suggests that no empirical research has yet been conducted on this research 

topic.  

1.2 Motivations for the Study 

The core issue regarding mobile payments among older adults in Greece is related to the 

establishing of a relationship of trust. With a slew of developments taking place in rapid 

succession (from the capital control measures that stifled individual access to cash 

withdrawals, to the implementation of many emergency taxation measures to the current 

enforcement of mobile payment mainstream policies), very little attention has been paid to 

the older adult population and to their gradual integration into this process (Arvanitis et al., 

2013, pp.434-436). 

 

While the younger population has openly embraced the prospect of mobile payments - an 

idea which had long since been inserted into Greek online and popular culture through eBay, 

Amazon and PayPal - and even originally used online transactions to circumvent the initial 

capital control measures, the older population developed a newfound distrust for the banking 

and financial system and began to withdraw their capital with newfound zeal. 

 

This mistrust has become so widespread that it caused a passive pushback which, in turn, 

considerably delayed the implementation of mobile payments in smaller businesses in Greece 

in a wide scale and curbed the process of normalizing the new means of transaction, which 

was supposed to have been fully implemented by the end of 2016. 

 

So far, the Greek media, all major financial analysts and bank representatives have avoided 

breaching the topic and have largely avoided the protest of older adult consumers, who have 

remained steadfast in their cash-only and credit-card using determination. Even in light of 

protests filed by bank executives, the process continues with little to no regard for the users’ 

feedback. 
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For all the abundance of studies on factors that drive consumer acceptance of m-payment in 
general, there exists a research gap with regard to hypothesis-testing studies, especially when 
it comes to understanding the relationships which cause difference acceptance drivers to 
emerge in the first place. According to the statements made by Dahlberg et al. (2008, p. 179): 
 
‘‘Yet, we believe that more theory based empirical research is needed to enhance the current 
understanding of the mobile payment services markets. (. . .) to improve the quality and 
relevance of mobile payment research, we also recommend that researchers collect more 
empirical data backed by guiding theories (. . .).” 
 

While these observations have merit, the sheer subjectivity of the factors involved and the 

wide-reaching, highly varied factors that come into play with regard to the acceptance of m-

payment technology make any purely qualitative and quantitative research almost prohibitive, 

especially when examined with regard to the cost and time required to achieve conclusions. 

Despite this, the rise of trends with regard to specific groups has already set the groundwork 

for future study (Schierz et al., 2010, p.211). 

 

The purpose of this thesis is not to speculate into a means of implementing this technology 

within the older adult population, but to document their responses and search for an 

overarching theme within their fiercely reactionary stance, in order to allow for their unheard 

voices to be expressed and also, perhaps finally to be set into motion. 

 

With regard to the writing of this thesis, its purpose is to put the qualitative approach of the 

Scandinavian model into action, by examining the feedback of the affected consumer base. 

While Greek marketing and promotion departments are familiar with the concept of applying 

user feedback into their campaign, developers are always reluctant to put their advice into 

action and to allow for a more integrated approach. After personally having encountered 

numerous cases of older adults’ reluctance - in some cases, outright aversion - toward mobile 

payments within a business setting, I decided to allow for a venue through which the selected 

participants could weigh in on the situation, given how widely it affects them.  

1.3 Research Problem and Questions 

The primary issue regarding this thesis is that of successfully interpreting the phenomenon of 
mobile payments, as interpreted by older adult population. The diverse makeup of the 
interviewees chosen primarily helps shed light into the issue, with the main goal being to 
glean their own understanding of the series of events that led to mobile payment and their 
own understanding of the phenomenon in itself. This approach brought forward a more 
concise contextual image, which was qualitatively applied to the examination of the issue in 
question. 

  
It is important to note that, in order to achieve this, these reactions must be sincere reactions 
that must occur in as natural a series of events as possible, in order for me to document and 
implement it into my interview process and research material. While this makes it difficult to 
accurately predict the outcome of this research and interview, it certainly allows for patterns 
to emerge, which aid in the creation of an overarching, contextual backdrop to be put 
together. 
The purpose of this study is to explain how older adults experience the mobile payment 
transactions but also, how and why the older adults use mobile payments. The following 
questions formulated from the main research problem are thoroughly investigated in this 
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study: 
 

1. What really motivates older adults to use mobile payment transactions? 

2. How do older adults use mobile payments in their everyday life? 

3. What do they experience during a mobile payment transaction? 
 

This research attempts to provide answers to these questions by reviewing literature, 

analyzing two models, namely technology acceptance model (TAM), and unified theory of 

acceptance and use of technology (UTAUT) model and utilizing phenomenological research 

method. This study aims to achieve a better understanding of its particular demographic 

experiences and motivations regarding mobile payment and to suggest means through which 

the experience can be streamlined, in order to provide them with a better overall user 

experience. The research’s end results allow banks, business owners and individuals alike to 

approach a more trusting and technologically savvy, 'repurposed' demographic. 

1.4 Structure of the Thesis   

In the current Chapter 1 the background of the study is described, the research problem and 

questions are formulated, research objectives are defined, motivations are highlighted, and a 

structure of the thesis is outlined.  

 

A review of earlier research is undertaken in Chapter 2. The first part of Chapter 2 discusses 

the literature review of mobile payment transactions and m-payment application related 

diverse issues. The second part of Chapter 2 analyzes two models, namely technology 

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

model broadly. In Chapter 3, phenomenology as the underpinning theory during m-payment 

phenomenon investigation and participant’s voices are discussed in detail. This chapter is 

concluded with a summary. 

 
Chapter 3 describes the research methodology applied in the empirical part of the study. This 
research investigates the research questions by conducting phenomenological research 
method and performing qualitative data analysis. The methodological discussion concerning 
this particular research strategy is discussed in general and several points, which are regarded 
as justification, are presented from the point of view of the current research questions. This 
chapter deals with validity and reliability and ethical considerations or research ethics. 

 

Chapter 4 discusses empirical findings. 

 
Chapter 5 discusses the empirical findings on the basis of prior research (literature), TAM 
and UTAUT models. 
 
Chapter 6 concludes the study, discusses the results, addresses the particular limitations and 
provides future research directions. 
 

  



13 

 

2. Literature Review 
 
In this chapter, the topics for the literature review have been selected based on the main 
research question, the sub-questions formulated from the main research question and the 
objectives of the research, and have been discussed in detail below.  

2.1 Mobile Payment Transactions 

By all accounts, m-payment was an intuitive step forward with regard to the evolution of 

payment methods. What began as alternatives to original cash payments with checks and 

credit cards has since evolved in a purely electronic format that is based on a very few 

physical means and streamlined for use exclusively through dedicated smartphone apps, with 

payment systems that have been tailored to this effect (Linck, Pousttchi and Wiedemann, 

2006). While this definition popularly is tied to the use of smartphones exclusively, similar 

options exist for Personal Digital Assistant devices as well (Dahlberg et al., 2008) and have 

largely began to replace the more traditional means through which transactions are carried 

out. This method of payment takes place within both a fully online, global setting, as well as 

within secure, strictly defined networks within the context of a business, a government 

transaction or money transfer between individuals. 

 

M-payments have, largely, been implemented as the latest step in the rapid evolution of 

means of payment that have taken place within the last 40 years, intended to maximize the 

freedom afforded to the consumer, by bypassing the more traditional limitations that existed 

for previous modes of payment, both in the scope of accessibility, as well as with regard to 

the consumers' security (Deng et al., 2010, Shen and Yazdanifard, 2015).   
 

The primary purpose of mobile payments is to allow its users to almost instantaneously 

commence, authorize and complete any type of transaction within a specifically tailored and 

secure network or wireless communication, developed according to specifically set standards 

and backed by individually tailored encryption technologies which are constantly in 

development (Chandra, Srivastava and Theng, 2010, Lu, Yang, Chau and Cao, 2011 cited in 

Slade et al., 2015, p.209), with their primary interface purpose being to eliminate any manual 

input or allowance for error from the user’s behalf. 

 

There are two options, with regard to the application of m-payment: it can be achieved 

remotely or within a network in proximity. According to Gobry (2012), m-payments are 

further divided into four types: carrier billing, Near Field Communications (NFC), bank-

specific smartphone apps and specialized card readers, each with their own specific 

transaction means and specialized protocols with individual strengths and weaknesses. 

 

In the case of remote m-payment, all three stages of the transaction (initiation, 

communication, completion) are achieved through an intermediate relay network, instead of 

being completed through direct contact with the merchant or their POS system (Carlson et al., 

2006, Mallat, 2007 and Valcourt, Robert and Beaulieu, 2005). The aforementioned method 

requires little to no interaction with staff, merchants or other intermediaries and can be 

completed almost entirely independently. In the case of proximity payment, some interaction 

with staff or merchants with consumers might take place within the context of completing the 

transaction (Smart Card Alliance, 2011 cited in Shen and Yazdanifard, 2015, pp.490-492). 
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The first type of m-payment transaction is classified as carrier billing, which is defined as 

any type of transaction which places all charges directly to the user’s phone bill, through their 

carrier. Due to the direct, immediate nature of the payment and its capability to bypass 

considerable bureaucratic barriers, it has been renowned as the most user-friendly and most 

widespread means of m-payment. As it requires little to no effort for registration, it is popular 

with users from every age group or chosen brand of device, whether those are Apple or 

Android smartphones (Heggestuen, 2014, Shen and Yazdanifard, 2015).  

 

Due to the implied universality of carrier billing, it can be used predominantly to purchase 

digital content (such as applications of songs from iTunes and can be made immediately 

understood and available by younger users or users from countries with limited resources or 

literacy within the developing world, where consumers have no means to access any form of 

debit or credit cards and have to rely on immediate forms of payment (Heggestuen, 2014). 

While carrier billing seemed to be losing steam in the last decade, the advent of smartphones 

has allowed it to come back into the forefront, allowing carrier billing services to amass 

revenue of over 3 Billion dollars within the United States alone by 2014. 

 

The second type of mobile payment is known as NFC and is the technology which enables 

the use of most current POS terminals and services that involve mobile contactless payment 

taking place within a business (Smart Card Alliance, 2011 cited in Shen and Yazdanifard, 

2015, pp.490-492). This is achieved through the establishing of a two-way, short-range 

communication that allows for immediate exchange and transmission of information between 

a mobile device and a terminal. It can also be used between two enable devices, provided 

they are in proximity to one another and is impossible to be achieved in a wider network 

(Ondrus and Pigneur, 2009 cited in Slade et al., 2015, p.209).  

 

NFC technology streamlines the purchasing process, by allowing users to simply use their 

phones and approve of any given transaction simply by accessing the required app and 

inputting their security code. Furthermore, customers have the capability to customize their 

purchasing profiles and received personalized offers, where available (Kemp, 2013, pp.176-

177). It is important to note that this feature is relatively recent, having been implemented 

since Android version 4.4 and the iOS 8, overcoming a lot of the original hurdles that made it 

non-viable with the mainstream user base. Global businesses have gone so far as to add their 

own personal modification to NFC, adapting it to their individual business practice. 

Companies such as Starbucks, for example, allow consumers to scan their receipts’ barcode 

and to charge their Starbucks’ card, in keeping with their long established policy (Smart Card 

Alliance, 2011) to allow customers to add the cost of their products to their running account. 

  

The third type of m-payment is through the massively used mobile application, which are 

specialized Apps, designed by banking or other money transfer services (Gobry, 2012) and 

offer electronic and other banking services to their users without the necessary involvement 

of a member of staff or an ATM (Lu et al., 2011, pp.394-395). They can be used to transfer 

money to individuals, make payments and to handle tax services, among other option and are 

used widely by banking groups such as Groupon on a daily basis. 

  

The fourth payment option is called card reader and is not simply limited to software: card 

reader is a dedicated credit card reader which interfaces with the customer’s smartphone and 

allows for consumers to set up their own NFC terminal and to send the money directly to a 

business, bypassing the need for a terminal or the hurdle of finding a business that carries a 

user’s chosen credit card. The technology is currently being implemented en masse by such 
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mobile payment companies as PayPal, Intuit and Verifone and the lead provider for card 

reader technology is PayAnywhere, which works in conjunction with some of the bigger 

credit providers, allowing for instant ease of payment everywhere, in exchange for a minimal 

fee (PayAnywhere, 2015). It is important to note that this is the most recent developing 

technology however and that its application is limited within the developing world 

(Heggestuen, 2014) (see Figure 1). 

 

The ubiquity of NFC MP technology devices allow for a number of advantages with regard 

to safety and ease of use in their everyday application. However, the widespread application 

of these devices and their popularity has also made them the subject of attacks by malicious 

users, who have developed a slew of methods with the intent of overwhelming the integrity of 

the devices both by attacking the hardware as well as their associated networks (Au and 

Kauffman, 2008 and Zhou, 2014, cited in Slade et al., 2015, p.210).  

 

The constant threat of attack experienced by NFC MP technology devices still accounts for a 

considerable amount of reluctance toward professional and consumer adopters, as evidenced 

by a market research conducted by YouGov (Farmer, 2013 cited in Slade et al., 2015, p.210). 

This constant state of attack which has caused considerable security issues, has been 

examined in-depth by consumer focused adoption models, such as the one suggested by 

Venkatesh, Thong and Xu (2012 cited in Slade et al., 2015, p.210), who posited the model of 

a Unified Theory of Acceptance and Use of Technology (UTAUT) model, with the intent of 

establishing the groundwork for determining the factors of adoption of NFC MP within the 

trust and risk constructs of the mainstream markets. 

2.2 M-Payment Application  

M-payment application is the next step toward the application of most electronic payment 

options, offering a more streamlined user interface and transaction environment that ideally 

allows minimal input from users, whose transactions are considered to be de facto secured. 

Although the large number of wildly differing parties which contribute to the value of m-

payment delivery chain, make up an entire point of contention with regard to research and 

development of this technology (Dahlberg, 2007, cited in Kim et al., 2010, p.312). 
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Figure 1. The Four Core Mobile Payment Segments (Lerner, 2013) 

 

However, such an undertaking requires a considerable investment on behalf of the developers 

and intermediates alike. Furthermore, the considerable complexity of the architecture and 

solutions offered to the constantly emerging issues of such a system raise costs considerably. 

A number of researches have been underway during the past decade, in an effort to identify 

and resolve problems that might emerge on the front of scalability, security and functionality 

and to cut down on the costs as much as possible (Guo, 2008, Manvi, Bhajantri and 

Vijayakumar, 2009, Massoth and Bingel, 2009, Mohammadi and Jahanshahi, 2008 and 

Rahimian and Habibi, 2008 cited in Kim et al., 2010, p.312). 

 

Due to the integrated ease of access and use by all users, m-payment and m-payment options 

have become ubiquitous, as their interfaces and platforms are based on a widely used and 

massively popular technology that is already in place (Kleinrock, 1996, cited in Schierz et al., 

2010, p. 212). Through their smartphone usage, these options can be used at any time and any 

place and, when also considering their compatibility with online payment platforms, in any 

circumstance (Dahlberg et al., 2003, cited in Schierz et al., 2010, p.212).  
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And yet, despite the overwhelming popularity and proliferation of smart mobile phones in 

everyday use, m-payment still suffers from widely varying levels of popularity among users 

in every age group or social category. Highly mobile persons of younger ages are more 

willing to adopt such measures, provided they have been streamlined by developers for 

minimal input, as they are more easily integrated into their lifestyle and agree with their 

overall aptitude for newer technologies, allowing for a very few risk factors that have been 

traditionally associated with conventional currency and methods of payment.  

 

However, this aptitude only serves to prove a larger tendency toward a more positively 

charged perceived ease of use in this particularly studied group and does not seem to be 

influencing more reluctant users, who have not embraced high mobility and its relevant 

applications in their overall lifestyle (Dahlberg et al., 2003 cited in Schierz et al., 2010, 

p.212).  

 

Advantages and disadvantages of mobile payment (Liebana-Cabanillas, Munoz-Leiva and 

Sanchez-Fernandez, 2015, p.1393) are presented below: 

Advantages: 

 

 Greater ease of access through application via an already popular platform 

(smartphones) and operating systems which allow for easier development. 

 Quicker implementation through automated software updates and hands-on market 

testing through user feedback. 

 Highly personalized, according to the needs of each user. 

 Easier sales and after-sales service for products and services. 

 Higher, more elaborate security measures. 

 Increased measure of trust - thanks to direct nature of m-payments in general. 

 

Disadvantages: 

 

 Relatively high cost for new adopters or developers within the platform. 

 Widely differing payment systems with few interconnected points of reference 

throughout. 

 Increased complexity resulting to more strenuous means of establishing security, with 

difficulty of implementation only increasing due to scalability. 

 Due to high complexity and competition between developers, homogeneity is 

impossible to establish. 

 Lack of confidence caused by widespread lack of familiarity among users. 

 Overall unwillingness for technology to be embraced by older/less tech savvy users. 

 Lack of reach among Third World users. 

2.3 Models and Theories Applied in this Research 

According to the guidelines of researchers (Anfara and Mertz, 2006 and Denzin and Lincoln, 

2005) two complementary models have been selected and used in this research on the basis of 

research questions and research objectives. The research questions and research objectives 

have helped me to identify two complementary models, namely technology acceptance model 

(TAM) and unified theory of acceptance and use of technology model (UTAUT), as 
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appropriate models for conducting this research. These models have widely been applied to 

analyze information and communication technology use (see below). Researchers have used 

these two models extensively to carry out qualitative research (Charnkit, 2010, Lahtinen, 

2012, Taiwo and Downe, 2013, Vogelsang, Steinhüser and Hoppe, 2013, Losova, 2014, 

Durodolu, 2016 and Renaud and Biljon, 2008). In this study, the models have been used to 

develop questionnaire guide, collect relevant empirical data and compare with empirical 

findings (Anfara and Mertz, 2006, Schwandt, 2007 and Silverman, 2001). 

 

There is a very clear and important distinction between the notions of adoption or acceptance 

of technology. 

 

Adoption of technology is the end result of a long process beginning with a user first 

acknowledging the existence of a technology, introducing this technology into his or her 

lifestyle and finally, integrating it completely into their way of life. Adoption of technology 

also implies maintenance of said technology and optimization, such as the creation of 

personalized environments that comes from constant use. 

 

Acceptance, on the other hand, implies the introduction of a new technology among members 

of a given population but is far more fickle in nature: it is influenced by various factors that 

can sway the users' reception of it. Acceptance plays an important part toward the purchase of 

a technology but does not imply or guarantee adoption in itself. Even a user that buys into the 

promise of a new technology cannot be called an early adopter, as long as they do not move 

past the point of the initial acceptance. In the case of m-payments, the gulf between adoption 

and acceptance becomes more prominent with age: older adult users only tend to integrate m-

payment into their lifestyle only in the event of adoption, customizing it to their specific 

needs, while younger adult users have been overall much more accepting to the concept of m-

payment, but have remained a largely fickle user-base (Renaud and Biljon, 2008). 

 

Even though most technology acceptance models analyze the factors which influence 

acceptance of a technology among members of a given group, the factors that determine full 

adoption still remain elusive within the current theoretical context and possibly emerge only 

within the context of longer-term, more widely-reaching studies (Biljon, 2007). 

 

Understandably, it is impossible for me to simply ask the participants whether they have 

accepted m-payment technology. It is also impossible for me to reach such a conclusion 

simply by observing their usage. Therefore, my main focus during the interview was to write 

down the instances where a participant had begun to seamlessly integrate m-payment in their 

lifestyle, while also considering their overall comments toward m-payment in general 

according to practices described by Renaud and Biljon, (2008). 

2.3.1 Technology Acceptance Model (TAM) 

The theoretical basis of the technology acceptance model (TAM) (Chen, 2008, Garrett et al., 
2014 and Chandra, Srivastava and Theng, 2010) was used as a basis of examination with 
regard to the research’s participants, in regard to their willingness and the extent to which 
they would adopt m-payment services in general. 
 
Previous researches done with regard to the TAM model (Arvidsson, 2014, Bamasak, 2011, 
Keramati et al., 2012, Lu et al,. 2011, Nguyen et al., 2016, Phonthanukitithaworn, Sellitto and 
Fong, 2015, 2016, Schierz, Schilke and Wirtz, 2010, Shin, 2010, Tan, et al., 2014, Yan et al., 
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2009, Yang et al., 2015 and Zhou, 2011, 2014) have always involved the segregation of 
research participants into very specific circles of more or less technologically savvy users, 
dividing them into such groups as exclusively online payment users (Lu et al., 2011), 
exclusively Internet users (Liébana-Cabanillas, Sánchez-Fernández and Muñoz-Leiva, 2014a, 
2014b), early-adopting smartphone and mobile phone users (Bamasak, 2011, Chen, 2008, 
Nguyen et at., 2016, Phonthanukitithaworn et al., 2016, Tan et al., 2014 and Zhou, 2011, 
2013) and specific m-payment users, within a given context of examination (Arvidsson, 
2014, Kim, Mirusmonov and Lee, 2010 and Phonthanukitithaworn et al., 2015). Finally, there 
have been studies regarding potential m-payment users, which much like in this thesis, have 
been examined under the lens of overall usefulness and perceived ease of use, as we will see 
below (Garrett et al., 2014, Keramati et al., 2012, Schierz et al., 2010 and Shin, 2010, cited in 
Phonthanukitithaworn, Sellitto and Fong, 2016, p.2).  
 
The cases where there has been direct comparison among these groups are few and far 
between, with the most notable being studies that have compared early, currently using 
adopters versus reluctant non-adopters (Dahlberg, Guo and Ondrus, 2015, Tan et al., 2014) 
which have gone largely unreported. With regard to this thesis' issue on the reception and 
adoption of m-payments by older adults within Greece, a similar approach must be taken, if a 
more complete image of its perception is to emerge. With this in mind, this research consists 
of both technologically savvy, currently employed older adults, as well as reluctant adopters 
among recent pensioners and openly opposed pensioners, who have little to no interest 
toward allowing for the influence of m-payment in their lives. 

  
Given their current importance as the major consumers within the country with steadier, more 
disposable income even in light of recent cutbacks in social policy in light of the resurgence 
of austerity measures, their own willingness or unwillingness plays a very important part 
toward the adoption and influence of m-payment within the country. Their influence and far-
reaching availability of their measures varies among all three examined categories above, as 
established by previous comparative researches on the subject (Vandenberg and Lance, 2000 
and Vandenberg and Scarpello, 1990).  

  
All three groups listed above interpret m-payment application based on completely different 
criteria of perception: tech-savvy working older adults examine m-payment based on their 
own biases and are willing to admit (grudgingly or otherwise) the extent of its usefulness. 
Their suggestions are largely based on their own biases and are, as we will later find, 
applicable within the current social and technological context. 

  
The second group, comprised of reluctant adopters among the recently pensioned older 
adults, shows the haste with which m-payment has been promoted and applied among older 
adults within the country. Following the capital control measures of summer 2015 which led 
to an immediate shutdown of banks and a maximum 20 euro withdrawal from ATMs, a 
considerable number of small business owners and professionals near retirement age were 
outright forced to apply m-payments in general, as a result of peer and customer pressure. In 
their case, m-payment adoption became an issue of outright survival and the hectic approach 
to which it was put into place cultivated a resentment which is still present, even after they 
received their pensions. While they do understand the overall usefulness of the technology, 
they are extremely unwilling to adopt it and their feedback largely hinges on measures that 
involve normalization. 

  
The third group examined under the TAM model is the long-term pensioners of every 
cultural background, who have been openly hostile or unwilling toward m-payments. These 
are users who have felt threatened by recent measures and whose personal aversion toward 
adopting new technologies is compounded by an overall feeling of mistrust toward their 
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government, which they feel has largely failed them. The upcoming measures that will make 
m-payment methods mandatory in certain situation, as well as the negative publicity this has 
received from traditional media does little to help with their reception as well. As a result, 
their own input hinges on their children’s or other users' willingness to help and their 
feedback is based on alternative, more traditional means which have been normalized in the 
context of their experience.  

  
The issue of rejection or acceptance of m-payment technology hinges on two factors: overall 
usefulness and perceived ease of use. Overall usefulness is a subjective and environmental 
factor which determines the extent to which the new technology actually aids its user toward 
performing their job better, with fewer barriers. It factors in the streamlining of the process 
and the agent of the actant's agency within it, as well as the effort that the actor needs to 
invest in order to use said technology. 
 
The acceptance of the m-payment process overall, follows a similar pattern to the establishing 
of drives of e-commerce, when examined through the lens of the Technology Acceptance 
Model. The first step toward the establishing of that trend came through the establishing of 
the consumer's trust within the context of the then new technology (Pavlou, 2003, pp.102) 
which then allowed for elevated attention which, in turn, captured the consumer's behavior 
toward achieving normalization. 

  
Due to TAM's model certain objective measurements of factors that allow for the adoption of 
new technologies, there has been considerable documentation with regard to its application in 
a considerable number of information technologies (Moon and Kim, 2001 cited in Pavlou, 
2003, pp.108). While the original purpose of TAM model was to, overall, predict rising 
trends in the use of technology within the controlled environment of a workplace, its method 
can easily be expanded upon to include (in this case) the entirety of a payment trend within a 
given country, simply by examining the factors of overall usefulness and the perceived ease 
of use in m-payments (see Figure 2). 

 
 
Figure 2. Technology Acceptance Model (TAM) (Davis et al., 1989 and Venkatesh et al., 
2003) 
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This type of research has accounted for the normalization of Internet usage (Lederer et al., 
1999, Gefen and Starub, 2002 and Moon and Kim, 2001cited in Pavlou, 2003, pp.108) and 
other information technologies and is based on the relationship between the two factors: 
perceived ease of use establishes the intention of a user, as posited by Geffen and Straub, but 
it is the objective usage of said technology that will allow for its constant, everyday use 
(Pavlou, 2003, pp.108). After all, there can be no substitute for overall accessibility, with 
regard to any form of information technology. 

  
Perceived ease of use is an equally important but highly subjective factor, which determines 
the users' perception of the technology with regard to the effort required for constant or 
sustained use. Due to the highly personalized understanding of this factor, it is far more 
difficult to objectively measure and quantify but remains a decisive factor toward the 
application of an established technology (Davis, 1989, p.320). 
 
This ease of use is defined as “the degree to which a person believes that using a particular 
system would be free of effort”. In short, it is defined, in part as the objective measure in 
which difficulty is reduced with regard to the use of the examined technology's application 
(in this case, m-payment). It treats effort as a finite, measurable resource that each person can 
afford to allocate to every activity for which they are responsible (Radner and Rothchild, 
1975 cited in Davis, 1989, p.320). The reduction of said amount of effort that allows for more 
effort to be allocated to other activities is a valid starting point toward measuring how easy it 
might be for m-payment to be accepted by the examined research’s participants (Davis, 1989, 
pp.320-322).  

  
More specifically, perceived usefulness is defined as “the degree to which a person believes 
that using a particular system would enhance his or her job performance” (Pfeffer, 1982, 
Schein, 1980 and Vroom, 1964 cited in Davis, 1989, p.320). This belief is further encouraged 
or enforced by the implementation of bonuses, rewards or similar incentives that are provided 
in the context of a system in which the examined technology is applied. 

  
This means of providing incentives enforces the idea that the technology in question helps to 
enhance one's performance by providing them with tangible reward for its usage and 
therefore, helps to reinforce the idea of its perceived usefulness (Davis, 1989, p.320). In this 
manner, it becomes clear that perceived usefulness is the end result of a dedicated 
relationship between technology and setting in which it is established, that allows for it to 
successfully proliferate among its users. 

  
A third and crucially important element, with regard to the long-term survival of an 
information technology trend according to TAM model, is trust. While researches argue that 
this is an element more closely related to perceived usefulness of any given examined 
technology, especially within and on-line environment, the adoption of any given technology 
largely hinges on the human element behind the proliferation of the m-payment technology 
(Pavlou, 2003, pp.110). 

 
Trust, in and of itself, is the driving force that motivates any given consumer to understand, 
monitor and to familiarize himself with the given technology in order to control the situation 
and to become an active, willing participant in the m-payment transaction process (Pavlou, 
2003, pp.111). This approach allows for stakeholders, who are directly benefited from the 
normalization and ease of adoption of the given technology, to achieve a widespread 
application with little to no resistance by the consumer base whatsoever in as smooth and 
effortless a manner as possible. 

 
When trust is not fully established, then the given uncertainty that precedes it causes 
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considerable economic risk, as early adopters, stakeholders and developers alike are forced to 
invest more heavily in generating an m-payment product that will create trust, which in turn 
leads to personal risk, as a poorly developed screening system or a faulty product could serve 
to put early adopting consumers at risk and to hurt m-payment technology's application in the 
long-term and finally, privacy risk, as compromised consumers could stand to have their 
personal and private information exposed and abused by malignant users that could take 
advantage of the poorly implemented technology. These factors, without question, lead to 
poor seller performance, which hampers m-payment technology considerably and cripples its 
potential for growth (Pavlou, 2003, pp.109). 
 
According to Pavlour’s research (2003), the lack of trust creates an opposing force to overall 
and perceived ease of use, which he calls uncertainty and perceived risk that emerge from the 
behavioral and environmental uncertainty surrounding every given new technology. In the 
case of m-payment within the country toward older adults, m-payment seems to still have a 
long way to go before it achieves mainstream levels of application. 

  
These factors of uncertainty show a lack of intention to transact overall, which leads to lack 
of acceptance in general. Therefore, before every other approach can be assumed to be set 
into place, one must first establish trust and to focus solely on the perceived ease of 
use within the research’s interviewees, otherwise m-payments seem unlikely to achieve any 
measure of mainstream application (Pavlou, 2003, pp.123). 

 
Intent of usage, according to research carried out by Schierz et al. (2010, cited in Zhou, 2013, 
p.1086) is largely affected by the user base's perception of m-payment's security, its 
perceived usefulness and the user’s overall affinity for mobile applications and mobility in 
general. Individual differences in the widely varying platforms and applications available as 
well as their unique user interfaces also go a long way toward defining a user's intention to 
work with m-payment in general, according to research by Kim et al. (2010 cited in Zhou, 
2013, pp.1085-1086).  

 
Along with the aforementioned factors, an individual's own innovativeness and knowledge 
with regard to m-payment also plays a large part toward their own perceived convenience 
with regard to m-payment. These characteristics are overall referred to as 'tech-savviness' in 
layman’s terms but heavily affect a user’s understanding of mobility, reachability, 
compatibility and convenience for each system and finally, is a surefire measure to gauge 
their trust toward it. Examining the element of trust through TAM methods, we are able to 
understand a user's perceived reputation of a system and their likelihood of adopting it overall 
(Chandra et al., 2010, cited in Zhou, 2013, pp.1086-1087). 

 
With regard to Mobile Service providers, a user measures their willingness to adopt m-
payment when examining their reputation, their perceived opportunism, as well as their 
perceived environmental risk and structural assurance. According to research by Shin (2010 
cited in Zhou, 2013, p.1086), these highly subjective measures play a very important part 
toward a technology's establishing a mainstream user base in general, which is further 
compounded by objective details such as costs and overall complexity of a given service with 
regard to the user experience, as noted by Mallat (2007, cited in Zhou, 2013, pp.1086-1087). 

 
The issue of trust has become a widely researched topic with regard to academic study. 
Perhaps because of its highly subjective nature, perceived risk and trust issues are the most 
important factors toward determining a user's willingness to accept and implement m-
payments overall, despite any and all other indicators to the contrary. These findings have 
been corroborated by Yang et al. (2012, cited in Shao, Fan and Li, 2014, p.312) and Lee's 
(2005 cited in Shao, Fan and Li, 2014, pp.311-312) research has compounded the face that 
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perceived risks and trust issues can severely affect the intention of any and all m-payment 
adopters overall.  
 
In the interest of easier reference to these factors, they have been divided into six aspects: 
perceived ease of use (PEOU), Trust In Operations (TIO), Perceived Risk (PR) and most 
importantly, Perceived Usefulness (PU). These are compounded by the Trust In Application 
Service Providers (TIASP) and lastly, Trust In Financial Organization (TIFO). These factors 
play a major role in defining the Intention to USE (ITU) which this research model attempts 
to determine (Shao, Fan and Li, 2014, p.312). 

2.3.2 Unified Theory of Acceptance and Use of Technology Model (UTAUT) and 

Age Parameter 

An important factor toward achieving the acceptance of a new technology and to ensure its 
usage according to UTAUT model is establishing a balanced experience flow for users. This 
is done through the development of applications that are not entirely exceeded by a user's 
skill - thus resulting in apathy on behalf of the user- nor the applications overcoming the 
user's skill level - which results in frustration - a process which is long and arduous when it 
comes to the issue of m-payment development apps and platforms. 
 
When examining an older adult population in the context of this research, we must not simply 
take into account their overall intent to adopt this technology but also their overall 
willingness or familiarity with mobile technology in general, on which m-payment hinges. 
However, even in the case of users who are familiar with the knowledge and skills required to 
conduct themselves in a mobile internet environment and to carry out payments, they might 
still have to overcome challenges such as difficulty in operation of a perceived lack of 
payment security.  
 
The achievement of such balance leads to the generation of fluid operation, thus allowing for 
a more immersive, overall more enjoyable experience that will certainly be adopted (Zhou, 
2013, p.1087).  
 
Thus, information and service quality, overall system quality and overall flow in the user 
experience will allow for users to maintain their usage of the application in the long-term, 
even in the face of switching away from their original service provider. This can only be 
achieved by establishing explicit trust among users and providers, which can only be 
achieved through gradual familiarity with an overall more quality-oriented system of m-
payment development (Zhou, 2013, p.1090). 
 
TAM2 model (see Figure 3) was developed as an extended applied model of TAM model, 
with the intention of factoring in such variables as the subjective norm within a given 
research subjects, the image associated with m-payment, its relevance to the interviewees’ 
occupations, its output quality and result demonstrability. While these factors cannot be 
easily quantified, the extent of their influence within the context of the model cannot be 
ignored with regard to its impact on the PU factor. Furthermore, the subjective norm 
(perceive usefulness or risk regarding individual users toward m-payment) greatly affects 
user intention (Kim et al., 2010, p.311). 
 
Variables of TAM2 Model (Venkatesh and Davis, 2000): 
 

 Voluntariness is the extent to which adopters begin to embrace any given new 
technology with as little external coaxing or pressure as possible. 
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 Image is a factor that reflects the impact a given technology has on one's immediate 
social circle or surroundings.  

 

 Job relevance is defined by the degree to which a given technology affects any given 
individual within their place or context of work. 

 

 Output quality is the perception of a given individual whether the innovation allows 
for more efficient or result-oriented output with less input. 

 

 Subjective norm is based on a subject's understanding on whether their immediate 
social circle approves or accepts their new, technologically-assisted behavior. 

 

 Result demonstrability is an objective factor, based almost entirely on the result-
oriented findings that emerge through the use of the innovation. 

The subjective norm is the primary difference between the TAM and TAM2 models. 
However, despite this acknowledgment, neither TAM nor TAM2 take into consideration such 
variables as, for example age, which are chiefly important demographic variables within the 
context of this study.  
 
According to the findings by research made by Venkatesh and Davis (2000), the proposed 
TAM2 model's overall usage behavior is determined largely by a variety of societal factors, 
which require considerable support if the suggested technology is ever to be normalized. 
While voluntariness and experience so play a major part in the process, they are factors that 
mostly affect early adopters or younger users, who might be more willing to take risks while 
attempting to compliment their own lifestyle.  
 
For most other users however, the use of m-payment technology hinges considerably on the 
reception of their peers within and without their workplace instead of personal understanding 
and familiarity with the technology that is attempting to become established (Venkatesh and 
Davis, 2000, p.188). 
 
These factors account for a lack of conformity with regard to the adoption of m-payment 
technology. Instead of a wide-reaching, homogeneous wave, normalization happens in stages 
and across considerable periods of time. With regard to the user base, the rate at which the 
technology is adopted and implemented, hinges considerably on their personal familiarity and 
their willingness to experiment with m-payment in general (Rogers, 1995 cited in Kim et al., 
2010, p.314). 
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Figure 3. Extension of the Technology Acceptance Model (TAM2) (Venkatesh and Davis, 
2000, p.188) 
 
As a result, the main division in classification of m-payment users is divided into early or late 
adopters, based primarily at the rate of normalization of the technology among their given 
population. Their interactions play a large part in the struggle for the entrenchment of a given 
technology among mainstream consumer cultures in general during the entire process. 
 
On the forefront of m-payment application, early adopters exhibit an eagerness to seek further 
information with regard to m-payment and seek to be in the forefront of introducing personal 
customizations based almost entirely on their own eagerness and experience (Hong and Zhu, 
2006 cited in Kim et al., 2010, p.314). These early opinions presented by early adopters, their 
enthusiasm or lack thereof, are what establishes the overall belief with regard to the new 
technology, making them integral to the process of adoption. 
 
The intrinsic influence of early adopters makes them into functional opinion leaders, whose 
evaluations, product reviews and overall reception of m-payment technology can encourage 
or discourage the wider potential consumer user base (Rogers, 1995 cited in Kim et al., 2010, 
p.314) (see Table 1). It is through their input and behavior observations with regard to the 
adoption of m-payment can be made and for different belief constructs among users can 
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emerge with regard to the treatment of m-payment types (Kim et al., 2010, p.314). 
 
Table 1. Mobile Payment Classification (Kim et al., 2010, pp.318) 
 

 
  

Further examination of the UTAUT model reveals that there are four extra key constructs 
which help determine overall usage intention and behavior, defined as performance and effort 
expectancy, facilitating conditions and overall social influence (Venkatesh et al., 2003). It is 
important to note, at this point, that within the context of UTAUT model, performance 
expectancy is defined as: 
‘‘the degree to which an individual believes that using the system will help him or her to 
attain gains in job performance.” 
 
Therefore, it should not be confused with TAM's perceived usefulness, which hinges on the 
ease of use that is associated with the system and is largely tied with external factors, such as 
overall perception and reception of m-payment in general within an age or social group in 
question. In the case of performance expectancy, observation is directly tied to certain 
specific constructs, such as age, gender, experience and overall voluntariness involved in the 
use of m-payment technology and is used to measure usage intention and behavior within a 
well-defined set of parameters. Also unlike in the case of TAM, UTAUT model explicitly 
require that different user populations must also be studied and compared, for a better defined 
picture to emerge as it does not treat m-payment systems as type of information technology 
but rather as a payment trend and applied platform (Kim et al., 2010, p.311). 
 
In order for Venkatesh et al. (2003) to develop the UTAUT as a unified model, he set up an 
approach founded on social cognitive theory, merged with elements from eight major 
acceptance research models of information technology (IT). Through a careful examination 
of the behavioural intention and usage of their research’s informants, the researchers were 
able to choose those eight models, based on the virtue of their efficacy, before proceeding 
with their comparison and conglomeration. 
 
The eight models that were chosen to be integrated into UTAUT model were the models of 
Reasoned Action (TRA), Planned Behavior (TPB), Socio Cognitive Theory (SCT), the 
Technology Acceptance Model (TAM), the Motivational Model (MM) and the model of 
technology acceptance and theory of planned bahaviour (C-TAM-TPB). The model of PC 
utilization (MPCU) and Innovation Diffusion theory were also included in this iteration of 
UTAUT model.  
 
In order to implement these eight models, four core determinants to determine usage and 
intention among the interviewees currently researched. These determinants are performance 
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expectancy, effort expectancy, social influence and facilitating condition, which are applied 
along with the four moderators of age, gender, experience and voluntariness of use (see 
Figure 4). Through these lenses, key relationships begin to emerge in this current example of 
m-payment (Taiwo and Downe, 2013, p.49). 
 

 
 
Figure 4. Unified Theory of Acceptance and Use of Technology Model (UTAUT) 
(Venkatesh et al., 2003) 
 
In order for IS to achieve the desired results (Agarwal and Prasad, 1999, Chen, Czerwinski 
and Macredie, 2000, Karahanna, Ahuja, Srite and Galvin, 2002, Sun and Zhang, 2006 and 
Zmud, 1979 cited in Kim et al., 2010, p.313) and for technological interaction to take achieve 
a mainstream influence across every research informant (Dillon and Watson, 1996 cited in 
Kim et al., 2010, p.313), individual differences need to be taken into consideration within the 
context of any given research. 
 
With regard to m-commerce, individual differences have largely been taken into account, 
with interfaces and platforms constantly streamlined to allow easier, effortless access to any 
user (Kim et al., 2010, p.313). Models of user-centric m-payments have been introduced in 
numerous models with regard to the application of the technology in the past and developers 
have access to a wealth of informational reference on the subject of user-based m-payment 
input and research (Coursaris and Hassanein, 2002, Zmijewska, Lawrence and Steele, 2004a 
and Zmijewska et al., 2004b cited in Kim et al.2010, p.313).  
 
However, there has been no conclusive evidence on the issue of age, when it comes to the 
previously mentioned studies. Perhaps, on the issue of age, individual differences vary so 
wildly with regard to the experience of older adults that it is difficult for patterns to emerge 
through observation alone. While such factors as consumer behavior, Internet usage, 
technological aptitude and familiarity with online environments seem to play a large part in 
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the existing research. When researchers have attempted to broach the subject of differing age 
groups coming to terms with the advent of m-payment, they chose to measure more 
quantifiable aspects, including auto-scanning, automatic charging, familiarity with such 
notions as self-service, online and retail commerce and instant messaging.  
 
A user’s age is primarily measured on the basis of the relation between the subjective rules 
put forward by m-payment within the given context and by the facility of use of said 
technology within the research context. Younger users, who are de facto more familiar with 
the notion of newly introduced technologies and more eager to accept more innovative tools, 
will have fewer issues with acclimatization and will consider m-payment's facility of use as 
more substantial. This notion is empirically backed by survey date made with regard to 
mobile and Internet usage within this age group and show that there exists an affinity for 
adopting an online, constantly evolving platform such as m-payment with little to no amount 
of perceived effort from their part (Accenture, 2011 cited in Liebana-Cabanillas, Munoz-
Leiva and Sanchez-Fernandez, 2015, p1395).  
 
Older adult users, on the other hand, will require more effort to familiarize themselves with 
m-payment in general, are more likely to find that the results yielded from its use are 
perceived as fewer than in users among the younger adult group, will be affected by external 
influences more explicitly (Watering, 2005 cited in Liebana-Cabanillas, Munoz-Leiva and 
Sanchez-Fernandez, 2015, p.1395) and will overall be less willing to accept the shift without 
considerable investment on behalf of the developers and representatives of m-payment 
(Chung et al., 2010 cited in Liebana-Cabanillas, Munoz-Leiva and Sanchez-Fernandez, 2015, 
pp.1395-1396). 
 
However, older adults tend to place more trust on the endorsement of their online contacts 
and other early adopters within the context of their personal and online social circle, 
remaining mostly unaffected by third party push for a new technology or product. In contrast, 
younger adults and age groups, who are more familiar and therefore more comfortable in 
their online surroundings, will be more likely to accept the promises of a marketing campaign 
or third-party developer or marketer, owing to their own subjective perception of 
effectiveness of m-payment in general (Liebana-Cabanillas, Munoz-Leiva and Sanchez-
Fernandez, 2015, p1395). 
 
As a rule, younger users are more likely to accept the use of newer tools, based solely on the 
premise of greater ease of use and association with their mobility and technological affinity, 
while older adults will require further implication by the service, compounded by the 
inclusion of substantial endorsement efforts made within the community or work, online or 
otherwise. These traits prove that there exists a considerable investment on behalf of the 
developers, who will need to sway an audience that will harbor an extremely subjective view 
of any proposed new technology, as their opinion and experience will be closely tied to their 
own understanding of the facility of its use. 
 
As a result, research shows that a third-party suggestion made within an online context, while 
overwhelmingly more effective among younger adult users who will attempt to use and 
familiarize themselves with a new technology, provided it adds to their own existing mobility 
and technological aptitude. Older adults, on the contrary, treat every newly implemented or 
emerging technology as a service, which they gauge according to the understanding and 
dimension given to it from within the context of their community (see Table 2). 
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Table 2. Age Parameter and Mobile Payment 
 

 
 
 
Younger users also differ in that their own understanding of any given technology hinges on 
their own understanding of their aptitude, that is their own confidence, which allows them to 
invest more easily into personalizing or knowing more about any newly introduced 
technology, thus overcoming any hurdles that might be apparent in earlier versions. Older 
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adult users, on the other hand, always approach any new technology with little confidence, 
both on a personal as well as within a level of application and will require to become 
accustomed to it before they attempt to endeavor in risking further effort on it. 
 
More importantly, however, it is the age group's own confidence and familiarity with the 
given online environment that allows for any amount of confidence or trust to be generated or 
transferred. Older adults, by definition less likely to have gained any early familiarity within 
such an environment, will not accept it on the same grounds as older adults and will demand 
that each technology can prove its worth on its own perceived merit (Liebana-Cabanillas, 
Munoz-Leiva and Sanchez-Fernandez, 2015, pp.1401-1403). 
 
The differences between the age groups were most explicitly noticed with regard to their 
understanding of subjective rules and facility of use (with older adults favoring smaller, 
easier-to-use tools over younger adults in general as they lacked any propensity of technology 
or peer pressure or advice unlike their younger counterparts), subjective rules and confidence, 
confidence and facility of use and finally confidence and attitude.  
 

The highly subjective nature of these differences, which hinge a lot on personal experience 

and perception of m-payment, mean that any developer or shareholder cannot simply hedge 

their bet on massive media and marketing campaigns, as they will be largely ineffective 

toward older adults. Instead, they must tailor their approaches toward introducing strategies 

that familiarize the users, help to generate opinion leaders among their communities and bank 

on the users' trust in order to achieve the desired results (Liebana-Cabanillas, Munoz-Leiva 

and Sanchez-Fernandez, 2015, pp.1401-1403). 

 

In order for developers and stakeholders to achieve high volatility among users and to 

increase their perceived usefulness exponentially, their online and social presence largely 

hinges on the objective speed and efficacy of their established m-payment systems. 

 

This allows for a more favorable, controlled environment to emerge and for attitudes toward 

the particular means of m-payment to arise organically, through the support provided by the 

developers and the feedback by consumers following the normalization of use. 

  

While it is impossible for any researcher, developer or stakeholder to ever fully document 

every variable in every user's experience, the establishment of a common reference point, a 

suitably tailored user-influenced environment, is necessary for behavioral patters to emerge 

during the process of any given research. 

 

Market segmentation is part and parcel of such a control environment: this allows for 

customized, more extensively tailored options to be introduced for specific groups within the 

customer base, for updates and features to be made available according to the needs of each 

group and to more easily implement varying levels of customization that will increase the 

customers' loyalty and ensure the company's profit and continued success of their platform. 

  

With this in mind, market segmentation with regard to older adults needs to begin based on 

electronic Word Of Mouth, (eWOM). In this manner, developers and stakeholders can create 

specifically tailored 'evangelists' whose purpose will be to act as third party individuals who 

will endorse the product and prove its efficacy among older adult age groups, whose opinion 

of any new technology or product hinges considerably on hands-on approaches (Liebana-

Cabanillas, et al., 2014, pp.472-473). 
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2.4 Older adults, the Mediator of Age and Mobile Use   

M-payment is, by default, a disruptive technology, further expanding on mobile technology’s 

overall revolutionary influence to the lives of millions of users. The massive adoption of 

mobile technology led to an overwhelming readjustment of existing routines among users of 

all ages, causing considerable changes especially among the older population (Ling, 2008). 

 

An 'older adult' population is defined, according to research done using the technology 
acceptance model (TAM) based originally on the factor of 'chronological age' as an objective 
measure of the technologically accepting group the subject occupies. Chronological age, 
however cannot differentiate in itself, among subjects with different physical aptitudes, 
proclivities or overall mental performances (Stuart-Hamilton, 2000, cited in Chen and Chan, 
p.8). These factors were equally important in determining whether or not adoption of a given 
technology was possible. As age became an increasingly important factor in the context of 
such research, four other dimensions were introduced: biological, functional, psychological 
and social (Erber, 2005, Quadagno, 2008, cited in Chen and Chan, 2011, p.8).  
 
The dimensions that define age are as follows (Erber, 2013):  

 

 Chronological age: The quantifiable measure of time as expressed in years that have 
passed since the subject's birth. 

 

 Biological age:  A more speculative factor by default, 'biological age' measures the 
overall longevity of a subject. It is, however, difficult to determine, due to the number 
of random factors involved (place of birth, lifestyle, family history, personal activity, 
etc.). 

 

 Functional age:  A measure of competence of a subject's capability to carry out tasks, 
chiefly measuring their own proactivity and their proficiency with bringing tasks into 
fruition, serving as a more result-oriented age determinant. 

 

 Psychological age:  A factor that is defined by the subject's capability to adapt to 
changing situations, especially with regard to a changing landscape, reflecting their 
overall willingness to accept or adopt a newly-risen situation. 

 

 Social age: A wholly external factor, social age is defined by the expectations of the 
society that the subject occupies, which puts limitations in place and allows for only 
specific behaviors by certain individuals according to their chronological age. 

 

 Subjective age: A purely personal factor, subjective age is defined by the subject in 
question, based on their own emergence into adulthood, as shaped by their personal 
experiences. 

 
Even though there is no clear definition of what constitutes an older adult, I have drawn this 
definition based on the cultural consensus within Greece, where the average worker is 
allowed to petition for pension benefits at 55 years of age, provided that their income and 
total work experience allows them to qualify OECD (2013, pp.258-259). These practices for 
naming a demographic group older adults also take place in the United States of America, 

http://www.sciencedirect.com.proxy.lnu.se/science/article/pii/S016412121100135X#bib0250
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where the mean age of pensioners is at 65 years of age (Erber, 2013). 
 
Older adults, however, are not, in themselves, a homogenous group and exhibit considerable 
variations in their demographics, widely varying diversity and attitudes toward technology in 
general and m-payment specifically. In the interest of further clarification, the 
aforementioned older adults are divided, within the context of this research, into tech-savvy 
older adults who are mostly made up of older adults nearing retirement age, reluctant 
adopters, most of which are recently pensioned individuals that are no longer a part of the 
workforce and finally long-term pensioners, who are almost entirely made up of unwilling 
non-adopters with regard to m-payment. 
 
Older examples of literature treated older adults in general as a group with an 
overwhelmingly negative response with regard to the implementation of new technologies 
and are more likely to exclude themselves from its use, as well as any new form or 
knowledge or communication that emerges as a result (Hill et al., 2008, cited in 
Pheeraphuttharangkoon, 2015). Recent developments and research have shown, however, 
that the implementation and adoption of such technologies overwhelmingly benefits older 
adults in general (Irizany and Downing, 1997, White et al., 1999 cited in 
Pheeraphuttharangkoon, 2015, pp.49). 
 
According to research made by Plaza et al. (2011) on the effects of mobile phone use on older 
adults in the US, Japan and Europe, the most efficient way to allow for these age groups to 
adopt new technologies was by the implementation of design choices and approaches that 
were tailored according to their needs and allowed for some degree of customization, to fit 
into their lifestyle (Plaza et al., 2011) 
 
These findings led to the emergence of another important factor: that, especially among 
developed countries, older adults make up the most affluent consumers and have very easily 
surpassed younger consumers by leaps and bounds, with regard to spending power, especially 
on the front of new technologies. In some cases, older adults even switch to entrepreneurial 
ventures after receiving their pensions, setting up their own enterprises (Censky, 2011, 
Meyer, 2013 cited in Pheeraphuttharangkoon, 2015, pp.23-24).  
 
Further research carried out in the Netherlands cemented the notion that age played a major 
role when determining online trends among users. Specifically, older mobile and online users 
deviated considerably from the norm established by younger adults, by focusing mostly on 
shopping and other online ventures and information research in general (van Deursen and van 
Dijk, 2013 cited in Pheeraphuttharangkoon, 2015, pp.54-56).  
 
Numerous researches have, in fact, proven that there is a very clearly defined 'digital divide' 
among users based almost entirely on the criteria of age, with entire platforms or technologies 
adapted specifically for use by older adults, in order to facilitate their adoption. Information, 
enterprise and commerce appear to be following a similar pattern, gravitating toward the 
demographic that possesses a steadier, more disposable income (Cruz-Jesus et al., 2012, 
Kyriakidou et al., 2011, Vicente and López, 2011, Brandtzæg et al., 2011, Kim, 2011, Lee et 
al., 2011).   

2.5 Phenomenology as the Underpinning Theory during M-Payment 

Phenomenon Investigation 

As we mentioned in the previous chapter, many researchers have studied the factors of 
mobile payment transactions which are affected by consumer perspectives during this kind of 
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technological process and also the ongoing mobile technologies (Yang et al., 2012, Kemp, 
2013, Carlsson et al., 2006, Mallat, 2007 and Jarvenpaa and Lang, 2005). Also many 
researches (Trutsch, 2016, Jarvenpaa and Lang, 2005, Kim et al., 2010, Kuoppamäki et al., 
2017, Carlson et al., 2006, Dalhberg et al., 2008 and Eibel, 2015) keep on analyzing the 
social and cultural factors that impact m-payment or the differences between traditional 
payment services and m-payment. Although through the literature investigation there is 
always a grey area concerning consumer’s interpretation or particular’s demographic 
segments’ views as for example older adults’ use of mobile payments and mainly on how 
they experience this phenomenon (Kim et al., 2010, Trutsch, 2016, Lu et al., 2011, 
Kuoppamäki et al., 2017 and Zhou, 2013).  
 
Given Interpretive Research's importance with regard to its application on information 
systems, this thesis focuses on an interpretive paradigm, in an effort to add some much-
needed personal context into the issue of mobile payments through its human actors 
(Walsham, 2006, p.320). This study is intended to focus on older adults' perception and 
application of mobile payments and their own points of view regarding the issue. 

 
Phenomenology has an interpretivist approach with qualitative nature (Patton, 2002, 
Groenewald, 2004) and helps to uncover the meanings that are created through the 
implementation of new technology (Groenewald, 2004). This research will contribute to 
Information Technology knowledge dissemination by investigating the emerged phenomenon 
through an interpretivist lens. The application of a hermeneutic, primarily phenomenological 
approach to this research will allow for more thorough, interpretive results (Klein and Myers, 
1999) that will ensure a more thorough examination of the issue. It is important to note, 
however, that due to the highly subjective interpretation of the interviewees, certain biases 
and distortions are to be expected when their own point of view is integrated into the study 
(Walsham, 2006, p.326) which could serve to skew the data, especially when viewed through 
the multiple interpretations given by the participants. These points of view, despite their 
subjective nature, certainly allow for a more complete, phenomenological view with regard to 
the context of this thesis. 
 
Phenomenology can be expressed as the medium between of positive naturalism based on 
objectivity of observations and interpretive approach which promotes the observational 
subjectivity (Mingers and Willcocks, 2004, p.57). Phenomenology can be interpreted and re-
interpreted with different ways by different proponents as its evolution is ‘transcedental’ 
(Mingers and Willcocks, 2004, p.59). According to Husserlian Phenomenology the 
transcendental domain “constitutes and thereby renders the empirical possible” (Mohanty, 
1970, p. 52 cited in Mingers and Willcocks, 2004, p.61). 

  
Kant (1965) resented a different approach in phenomenology by giving prominence to a priori 
categories of mind that impel the process of cognition. This ongoing life of consciousness 
based on priori significations gives the appropriate meaning as such. But Husserl (1960) 
presents consciousness (noesis) as intertwined reaction of the subjective and the objective 
world as an ‘active taking of the given world, a reaction filled with interconnected 
experiences giving a specific meaning to each one, a so-called ongoing meaning or ‘noema’ 
(Mingers and Willcocks, 2004, pp.61-64). 
 
Phenomenology studies the internexus of subjective and objective meanings or ‘noemata’ 
between the world and the consciousness, as according to Husserl (1969) it is very important 
to describe ‘the necessary noematic structural unity’ of our own world (Mingers and 
Willcocks, 2004, p.65) and promotes two kinds of reduction in the field: the 
phenomenological reduction and the eidetic reduction. If you follow the phenomenological 
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reduction, you need to excrete any generalized theories as possible, although if you follow the 
eidetic reduction you need to transcend different possible noemata in order to explore the 
meaning of the phenomena (Mingers and Willcocks, 2004, pp.66-67). 

  
In the opposite Heidegger (1962) argues that is important to base on practical view of the 
division of ‘being and time’ and promote a more ontological approach. It is in our nature to 
care about and interconnect with the world and feel this unity as beings promoting a notion of 
intentionality (Mingers and Willcocks, 2004, pp.68-69). 

  
Heidegger fostered the idea of the significance of tools for the implementation of 
technological projects and hence the nexus we have as beings with them by creating an 
‘equipment’ and an ‘involvement whole’, that means our world. The screen and the 
phenomenological meaning that encapsulates can be interpreted through those ‘wholes’ 
which are characterized by a transcendental condition (Mingers and Willcocks, 2004, pp.70-
71). 

  
In order to allow for a purely phenomenological research, a series of reductions is required, in 
order to allow for the purest means of representing the viewpoint of the involved in question 
(Husserl, 1969). By following the instructions provided by Husserlian phenomenology, the 
first step comes through being aware of my personal opinions, theories and assumptions and 
removing them from the equation and from the participant's point of view, even as they are 
introduced into the phenomenon in question, leaving only the essential features behind 
(Spinelli, 1989). This will allow for a more complete and texture description of their 
experience to emerge, which can then be expanded upon accordingly (Gee, Loewenthal and 
Cayne, 2013, p.54). 
 
In order for the above to be achieved, of course, it goes without saying that the researcher 
must contribute into the discussion with their own understanding regarding the situation and 
to be an active participant into the interview and the interviewees’ understanding of the 
phenomenon in question (West, 2013, p.68). This way, true Phenomenological Analysis can 
be achieved, by allowing the emergence of a double hermeneutic, bringing the researcher and 
participant's points of view together into a homogenized whole (Smith et al., 2009) which can 
only emerge through the participant's and the researcher's interactions (West, 2013, p.70). 

  
Above all, it is important to note that this research was, above all else, based on 
phenomenological approach which helped to focus on the perceived world of the participants, 
investigate their viewpoints by hearing and maintaining their “voices” (Giorgi and Giorgi, 
2003), and not just juxtaposing abstract philosophical theories (Klein and Myers, 1999, p.75). 
The purpose of this thesis is to document and account for the actors and their interactions 
with regard to the application of mobile payments, as examined through the established 
research’s informants, thus accounting for the capacity of individuals to shape our perception 
on the application of information systems. 

  
We should keep in mind that the participants in this study do not represent powerless 
witnesses, swept up by history; instead, they are treated (and presented) as potential 
individual movers and shakers, each with the capacity to shape their surrounding social circle 
(or wider audience) according to their own financial, social and personal capacity, just like 
actors are capable of doing within their given context (Klein and Myers, 1999, p.81). This is, 
after all, a research on historical factors currently in effect, actively affecting a development. 

 



35 

 

2.6 Summary 

The purpose of this literature review is two-fold: primarily, as an introduction into the 

specifics of everyday application of mobile payment, ranging from limited, localized 

networks, all the way up to fully online, long-distance networks and, secondarily, as a means 

to more examine and rationalize the process of the acceptance and adaptation of this new 

technology. An in-depth literature review reveals that the current literature does not examine 

in-depth how older adults experience the mobile payment transactions. 

 

Initially, the process of acceptance seemed to be largely subjective and tied to the age and 

experiences of each individual. However, when these interactions are later examined again, 

through the technology acceptance model (TAM), then we can see that m-payment’s 

acceptance is not judged solely by its merit, but also with regard to its widespread application 

in a societal, professional and personal context. Obviously, there is a very distinct, wholly 

personal divide among age groups. 

 

This divide is finally quantified and made clear when seen through the lens of the Unified 

Theory of Acceptance and Use of Technology (UTAUT) model, where the research’s 

participants turn into early or reluctant adopters, themselves divided solely with regard to the 

usefulness of m-payment or their own willingness to adapt to it. 

 

The phenomenological approach helped to emerge the perceived phenomena and by adding 

an interpretive dimension to phenomenological research approach helped to challenge 

assumptions of the emerged phenomena. 

 

These above models, theories and approaches help us to understand that, despite the extreme 

circumstances with regard to Greece’s implementation of m-payment, the factors that 

determine the application of the technology among older adults as confirmed from multiple 

literature in the long-term are, in themselves, universal. 
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3. Research Methodology  
 

This section of the thesis involves the process of the research design and the paradigm that 
was followed during the interview and investigation process. This is done along with a brief 
introduction into the background and reasons for selection of the participants, according to 
their background and origin. Finally, I present a concise summary of the method used for 
data collection, collation and analysis before expanding of the ethical dimension of this 
research and its validity and reliability. 

3.1 Selection of the Research Approach 

The research targets the interpretations of meanings that contextualize the mobile payment 
transactions and the usage of this kind of technology by older adults promoting a qualitative 
approach. It also follows a phenomenological worldview as a phenomenon which is explored 
through older adults’ experiences and their intertwinement with a particular technological 
tool (Silverman, 2011, p.17). 
 
Primarily, the research methodology of this thesis is qualitative, in the interest of allowing for 
a more concise, easily defined presentation of the collated data within a naturally-occurring 
context (Silverman, 2011, pp.17-18). This is achieved with the constraints of time, outreach 
and budget in mind, in order to produce concise, well-defined answers in the clearly defined 
limitations posed during the writing of this thesis.  
 
It is important to note that within the context of this research, I aim to focus almost 
exclusively on the what and the how of the application of m-payments with regard to the 
social circles of older adults, which, at the moment of this writing, make up the majority of 
spenders in Greece with access to a relatively secure influx of disposable income (Silverman, 
2011, p.25). 
 
While a qualitative approach to this research methodology might be indicated as not being 
objective enough, it is important to note that the collation of data from a large enough subset 
of the population in question would do little to change the overall outlook of the population in 
question toward mobile payment and the advent of widespread, electronic-only transactions 
in Greece. 

 
The purpose of this research is, therefore, three fold: 

 To present how a member of the population in question acclimatizes (or refuses 
to adapt) to the concept and prospect of mobile-only payments. 
 

 To present what their overall reaction to the concept and prospect of mobile-only 
payment application. 

 

 To attempt to explain why these approaches have been implemented and if it is 
possible to acclimatize members of this population to the concept and prospect of 
mobile-only payments in the near future. 

 
The behaviors of the informants in question also allowed me to look into trends that define 
the participants’ in question’s overall perception and acceptance of mobile payments, an 
important factor which would have been overlooked within the context of a quantitative 
research, for the obvious sake of expediency (Silverman, 2011, p.25). 
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With the help of the interviewees and context-based interactions with the concept and 
prospect of mobile-only payment, this thesis attempts to clearly define this phenomenon 
within the context of its everyday use. This allows for a clear definition of this phenomenon 
(introduction to the concept, presentation, application and finally, acclimation) via contextual 
sensitivity (that is, the approaches made by each of the participants involved in this research) 
(Silverman, 2011, pp.17-18). 

 
By the conclusion of this thesis, I am able to present more (rather than fewer) acclimated 
older adults, who have been normalized into the use of mobile payments. This has been 
achieved both through personal acclimatization to the technology as well as through 
compromise. Despite the considerable differences in the nature of these approaches, the end 
result remains the same. 

3.2 Research Design  

As the research follows the interpretive paradigm among the three leading paradigms 
(namely, positivistic perspective, interpretive perspective and critical perspective), I had to 
choose between an ‘outsider researcher’ and an ‘involved researcher’ approach as it was 
presented by Walsham (1995, cited in Walsham 2006, pp.320-321). ‘Involved researcher’ is 
very close to the field of action research and participant observation and is capable of direct 
involvement and feedback provision to research participants by promoting explicitly the best 
possible solutions with regard to the problem at hand.  

A paradigm is “a set of beliefs, values techniques which are shared by members of a 

scientific community, and which acts as a guide or map dictating the kinds of problems 

scientist should address and the types of explanation that are acceptable” (Kuhn, 1970). 

For this reason, I have decided to follow the path of ‘outside researcher’ or as it is differently 
expressed as ‘neutral’ observer of an unraveled phenomenon: the use of mobile payment 
transactions and how they experience this reality in their everyday lives. Although with the 
word ‘neutral’ does not mean that research process was fully unbiased as the contextualized 
environment of the researcher always affects the research procedure pattern (Walsham, 2006, 
p.321). Of course if my research demanded an expansion through the process I was able to 
offer feedback or if I asked to or whether it is needed (Walsham, 2006, p.322). Also, the 
qualitative characteristics of the research contributed to unlock the meanings that individuals 
give to a phenomenon and I tried to interpret them by focusing on individual meaning and 
emerging participants’ voices or worldviews (Creswell, 2009, p.17). 

 
The semi-structured interviews were supplemented by data regarded from the research field 
area and may include other publications, press, media knowledge, web-based data and far but 
not least data source from direct observation of the experienced phenomenon 
(Walsham,2006, p.323). Interpretivism promoted the interaction between researchers and 
participants, as participants could become interpreters and the researcher could interact 
during the research process and not only rely on the historical or economical context 
(something that characterizes critical research). Although even then, the contextual pattern 
that surrounds the researcher affects the data gathering and collection process (Klein and 
Myers, 1999, p.74) but researchers who follow the phenomenology should bracket out their 
own beliefs and experience in order to understand deeply the occurring meanings that are 
created by the participants in the study (Nieswiadomy, 1993, cited in Creswell, 2009, p.22).  
 
Instead of drawing on variables and hypotheses given ‘from a representative sample to a 
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stated population as expressed in the positivist paradigm (Orlikowski and Baroudi, 1991 cited 
in Klein and Myers, 1999, p.69), my research is intended to gather inferences as provided by 
the participants (that are, the older adults who are being interviewed for this study), which are 
objectively filtered as the findings are collated. It is important to note, at this point, that in the 
interpretivist paradigm the participants are ‘active makers’. They are intertwined 
stakeholders who do not lose the sense of individual, as each of the individuals embrace their 
capacity to reshape society though different areas of focus and with differing intent, that is 
something that positivists totally ignore (Orlikowski and Baroudi 1991 cited in Klein and 
Myers, 1999, p.73).  

  
In keeping with the interpretive theoretical nature of research, participants are urged to 
express their opinions regarding a dominated environment in which they live in and they are 
treated as critical points in the research (Alvesson and Wilmott, 1992b, Hirschheim and 
Klein, 1992 cited in Klein and Myers, 1999, p.69), unfettered by any social, legal or personal 
and even financial limitations. Although critical research purports to the liberation of 
participants from oppression and “false consciousness” based on a contradictory pattern of 
relations between stakeholders, interpretive paradigm does not adjudicate those kinds of 
structural conflicts within society, but ignores them, because they could be endemic in the 
systemic social pattern (Orlikowski and Baroudi, 1991, pp.17-18). Following the interpretive 
paradigm the meanings that are recognized by the researchers are negotiated (there is no 
conflict or contradiction as in critical research) in an effort to allow them sift through the 
interpretation of an interacted social reality. Participants fully express their own points of 
view, by offering their tacit knowledge while the research tries to find and interpret the 
subjective meanings which are created in a particular interconnected setting, while exposed to 
a phenomenon of interest (Orlikowski and Baroudi, 1991, p.14).  

  
The current research can be characterized as interpretive as the participating factors that will 
be taken into account during research. However, it is important to note that the points of view 
expressed by the involved do not exist in a vacuum. Even any revolutionary ideas expressed 
have been forged out of their everyday interaction with their in-groups, their closest social 
circles and their everyday experiences (Kaplan and Maxwell, 1994, cited in Walsham, 2006, 
pp.4-5) and have been adapted to fit the individual situation, according to the meaning that 
has been assigned to each according to each person's experiences (Boland, 1985, 1991, Deetz, 
1996 and Orlikowski and Baroudi, 1991 cited in Walsham, 2006, pp. 4-5). Given the 
Interpretive Study (IS) nature of this research, this method will be aimed at gleaning meaning 
from the information and context provided accordingly. The research process will adhere to 
the following principles, in accordance with the foundation of interpretive paradigm (Klein 
and Myers, 1999, p.72):  
 

 Fundamental principle of the Hermeneutic Circle 

Given that the issue in general is examined through the individual experiences, background 
and technological aptitude (as well as the consent) of each member participating within the 
context of this research, my primary goal was not to evoke a homogenized image, but instead 
a gestalt representation of their interpretation, drawn by their singular experiences, put 
together through the opinions expressed during the interview segment, their reactions and, 
most importantly, according to their feedback with regard to their applied point of view on 
the issue of widespread mobile payments. 
 
The theoretical analysis was based on this mosaic of reactions, which allowed me to register 
any clue toward the overarching theme regarding this issue in the particular age group. 
 

 Principle of contextualization 
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Before the specifics of the reception and adaptation of the age group regarding mobile 
payments could be examined, one must understand the conditions under which mainstream 
application of mobile payments came to be implemented. For this reason, the interviewees 
have been chosen for their affinity with the Greek situation, their first-hand knowledge of the 
development of the economic crisis, the touch-and-go conditions that led to a borderline mass 
capital exodus which stifled the free flow of currency within the country and which, in turn, 
led to the prevalence of credit, electronic and finally, mobile payments as a means of 
circumventing limitations. 
 
With this context ready at hand, it was easier for the participants to reference said 
developments without any unnecessary exposition, which could curb or skew their own 
understanding of the issue. 
 

 Principle of interaction between researcher and subjects 

While the interview questions and the mobile payment example specifics have been made 
with the intention of ensuring objectivity and collating data without extraneous influences or 
any influence from my behalf, it is important to note that the interviewees’ reactions could 
serve to point out and remedy any external influences or biases I might bring to the fore, 
during both the interview and observation process. 
 
The research participants have been made aware of this and urged to point out any 
discrepancies that they might encounter, while any further overreach might be detected 
during the compiling of the data. 
 

 Principle of abstraction and generalization  

Collating the data and their compiling is only the initial step during the writing of the thesis. 
No matter the findings, they are largely irrelevant within a scientific context, unless they are 
referenced, in some manner, according to the existing context of applied scientific 
understanding. Thus, any information must then be re-formatted and presented in relation to 
such concepts as the TAM and UTAUT model, phenomenological understanding, etc. 
 
This is largely a phase of not only 'translating' but also 'localizing' the available information 
within an easy-to-grasp, academic context. 
 

 Principle of dialogical reasoning 

As is relevant in the case of all academic research, the findings serve to determine the 
findings of the study, not the other way around. The purpose of this thesis is neither, after all, 
to prove that the age group in question is predisposed toward mobile payments in one way or 
another, nor to promote a particular remedy toward the current understanding of the issue. 
Instead, it was used to catalogue their reaction and understanding and finally, present a 
consistent overview. 
 
It is to be expected, however, that said overview might go against the researcher’s 
predictions, an outcome which is referenced within the conclusion of the study. 

  

 Principle of multiple interpretations 

The wildly differing backgrounds of the interviewees involved in this thesis ensure a 
diversity of opinion, which are certainly juxtaposed against their differing origins. It is 
important to note, however, that this is certain to cause some degree of disparity, which is 
resolved during the interview process more than any other time during the data-gathering 
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process. What could be perceived as a straightforward narrative or point of view by one 
research member could be superficially very much different to the point of view shared by 
another member. 
 
The purpose of the questionnaire is to therefore, coax as distilled and unbiased an opinion as 
possible by every member of the research, in order to allow for as little error in expression as 
possible. Simplicity is, after all, the governing factor in establishing an emerging theme. 
 

 Principle of suspicion 

For all its considerable merits, a variety in participants also bears its own cornucopia of 
biases and deep-seated mistrust or blind faith into particular paradigms which might seem 
familiar. From the most aloof, disinterested viewpoints to highly suspicious distrust, these 
reactions serve a purely defensive purpose which is certain to be used to prop up or put down 
any preconceptions regarding the issue. 
 
Eliminating any biases is based on personal experience, elaboration provided by the 
interviewees themselves, their cultural background and, lastly, during my cross-reference of 
their transcripts and findings. Following the interpretive paradigm, phenomenology in this 
part of the research helps to unravel with the phenomenological descriptions and 
interpretations of manifold schools of thought some of the strands of the research problem. 
Also, the phenomenological analysis offers further exploration into the nexus of relationships 
that are created in an on-going mobile technology world. 
 

3.3 Data Collection Methods 

Given the qualitative nature of this research, the study is conducted within a clearly defined 
diversity concerning the participants, in order to generate as wide and detailed an image of 
the current trust transfer issue as possible. In order to achieve this, I have proceeded with the 
following: 

  
 Eight informants were interviewed, an age group of older adults (ages 55-75) with 

varying backgrounds and technological familiarity. 

 Despite their multicultural origins, all members of the group are long time residents of 

Greece and familiar with the country's culture and recent political and economic 

context. 

 The first stage of data gathering involved a semi-structured interview, which was 

based on a series of questions that, in turn, were complimented by follow-up 

questions, tailored according to the interviewee's reaction and responses. Semi-

structured interview has been chosen as interview method as it is flexible and the 

interviewees can answer questions in detail that are reliable and comparable. 

 

According to Harrell and Bradley (2009, p.28)  

“The interviewer has some discretion about the order in which questions are asked, but 

the questions are standardized (..) This kind of interview collects detailed information in 

a style that is somewhat conversational. Semi-structured interviews are often used when 

the researcher wants to delve deeply into a topic and to understand thoroughly the 

answers provided”.  

 

Furthermore, I had taken field notes during the interviews and I have analyzed them properly 
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as desired by the interviewees most of whom did not wish to be recorded. 

 The second stage of data gathering involves my being present during a mobile 

transaction by each consenting interviewee and observing their familiarity or 

issues with the payment process or handling. Outside help is allowed, when 

appropriate. 

 The documentation of their responses and reactions allowed me to pinpoint and 

collate the overarching themes regarding mobile payments among the 

participants. 

3.3.1 Interviews 

As mentioned previously, the interviews part of this qualitative research is the most crucial 
part of the thesis, as they allow for the creation of a unified mobile payment context across 
the participants. The interviews were conducted in places that were comfortable for the 
interviewees, the pensioners were interviewed in their homes and the older adults who were 
active professionally were interviewed in a place of their choice near their daily jobs. I 
conducted only one interview with each participant. The interviews took place between 10/03 
and 15/03 and lasted almost two hours for each interviewee as the perceived data was written 
down. Each participant was interviewed alone except Maria and Kostas, a married couple, 
who were interviewed together. 
 
While my main purpose was to outline the core questions of this interview (see Appendix 1), 
the validity of their output is entirely based on the informal, conversational approach that I 
have assumed in my discussions with the participants, with whom I have already become 
familiar and have often urged them to share their own political leanings or personal opinions 
with me. This openness (and their guaranteed anonymity) allowed me to implement an 
approach much in the style of Byrne's (2004, p. 182, cited in Silverman, 2011, p. 167) own 
qualitative interviewing. My purpose was to gain direct access to the interviewees' own 
points of view, in order for me to paint a more complete and explicit picture of their opinions 
and obvious prejudices for or against the implementation of mobile payments. 

 
Given the widely varying backgrounds and technological aptitude of the interviewees in my 
research, I had a considerable degree of fluctuation, which was hard to put together into a 
whole. As a result, I had to count on gently coaxing their own overarching opinions on the 
matter through what Rapley (2004, p. 25, cited in Silverman, 2011, p. 164) calls a 
very detailed and comprehensive talk which is taking place in person, without any online 
messaging barriers. While this could serve to impede an interview process which could be 
resolved from the comfort of our own homes, it also allowed me to later complete my 
observations (see Observation section below) through the context of a live mobile payment, 
where applicable. This way, I was able to document the transaction and the interviewee’s 
reactions throughout, whether it succeeds or fails. 

 
Each of the aforementioned stages involved asking follow-up questions which were tailored 
to their reactions (as suggested by Rapley, 2004). These helped coax their unfiltered, 
subjective opinions and will certainly allow for the emergence of an overarching theme with 
the minimum amount of effort and, above all, with absolutely no meddling involved. 
 
This strategy was not fully implemented and certain variations took place during its 
application, as expected: the 'active' portion of the interview was, after all, based on the 
notion of cooperation (Gubrium and Holstein, 2011, p. 150, cited in Silverman, 2011, p. 165) 
which is not always a given. But I have learned to adapt my approach according to the needs 
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of the interviewees in order to slowly goad them out of their comfort zone. So far, the 'trial 
and error' approach had allowed me to coax more sincere reactions from my participants.  
However, the interaction alone is certain to produce the best possible and most sincere 
results, in the shortest amount of time (Rapley, 2004, p. 26, cited in Silverman, 2011, p. 165). 

3.3.2 Observations 

One of the factors that played a major part in this interview is the act of observation itself: the 
interviewee paying his/her taxes or a small retail bill or handling a simple deposit through the 
mobile payment app of choice, which they are using in their own preferred setting. While this 
helped me kill two birds with one stone, it also allowed me to examine their own perspective 
in action. Much in the manner of Gubrium and Holstein (2004, p.150, cited in Silverman, 
2011, p. 164) the respondent is 'transformed...into a productive source of either form or 
knowledge.' 

 
Complimenting the interview portion of the research, the observation portion allowed me to 
interpret and notice the phenomenon of a mobile payment by the interviewees, where 
possible and whenever I have their expressed consent. The observation took place between 
10/03 and 15/03 either before or after the interviews for almost an hour as the perceived data 
was written down and each one of the participants agreed to consent except Dimitris. 

 
The purpose of this observation was to let me see their own biases or compromises be put 
into action within the clearly defined circumstances of a mobile transaction. These 
transactions, regardless of their specifics, was completed in a single sitting after the 
interviews and took place through a wholly electronic medium, whether it was through a 
mobile banking app, an ATM transaction or an online purchase or payment, in a place that 
was comfortable, reachable and of interviewees' own choice. It goes without question that the 
interviewee could withdraw their consent at any point in time and that this observation took 
place within their preferred setting, in order to maximize their own sense of comfort and 
security. 

 
It also goes without saying that, in the event that the interviewee failed to complete their 
transaction or if they required help in order to complete it, then the subjective reaction to this 
eventuality was also immediately written down and became part of the observation, as it 
certainly helped to back up the opinions expressed during the interview. 

 
Hence, I both observed the specifics of the phenomenon itself on its own basis, as well as its 
permutations on a subject-to-subject basis, when other users are brought into the equation, 
either to help or to hinder the interviewee, by shifting my position through the research. 
Because as a researcher I can also be present to the phenomenon while is unraveled so as to 
understand the meaning participants place on the research topic that is examined (Englander, 
2012, p.25). 
 
Whether or not this transaction is completed (and the relevant hurdles the interviewee had to 
face before doing so) served as a framework through which I examined participants’ overall 
standing with regard to mobile payment and their willingness or reluctance to accept this new 
eventuality. This observation was, above all, completely phenomenological in nature: that is, 
focusing on the intent, the experience and the opinions expressed by the interviewees, rather 
than by any subjective observations made. Along with the perspectives gathered by an 
interview, these aided in the presentation of an almost wholly objective, qualitative analysis 
of the issue in question. 
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Since the Husserlian (1960) phenomenological approach is out of the question within this 
context (with the small number of participants and the time constraint too tightly defined to 
allow for a fully qualitative research), my primary goal was to describe objectively the facts 
of the transaction, without allowing for the interviewee's age, technological aptitude and, in 
fact, his willingness to perform the action in the first place to be taken into account. As 
Giorgi (2009) suggests, my primary goal was to allow for the participants’ opinions to bloom 
without any outside coaxing involved, something that is made absolutely clear to the 
interviewees beforehand but not during the process of observation. 

 
Falling back to Englander’s (2012, p.34) opinions, my observation took place either before or 
after the interview, in order to allow for a more complete phenomenological approach and to 
be more easily able to goad the interviewee's opinions during the active questioning. 
 

3.3.3 Participants 

8 participants from Greece (5), Poland (1), Albania (1) and Turkey (1) participated in this 

study. The research is composed of both male and female however the majority of the 

participants are male.  All the participants live in Greece for at least a decade. Each of the 

adults participated in the study is consistently educated with academic bachelor education, 

only Dimitris and Barbara have a high school diploma. Description is given in Table 3 below. 

 

Table 3. Description of Participants 

 

Name Age Country 

Professional 

status 

 

User of mobile payment 

since 

     

Maria 55 Greece Active Summer 2016 

Kostas 57 Greece Active 2015(unknown exact date) 

Giannis 75 
 

Greece Retired  

    September 2016 

     

Dimitris 68 Poland Retired Early 2016 

     

 
Alex 72 Albania Retired Summer 2015 

  (born in   

  Greece)   

 
Barbara 65 Greece Retired 2016(unknown exact date) 

 
Ali 60 Turkey Active Summer 2015 

     

Panagiotis 73 Greece Retired Summer 2015 
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3.4 Selection of the Participants 

The criteria that went toward choosing the interviewees for this thesis accounted not just for 

the gender and background diversity of the participants, but also for their affinity with 

technology and their everyday casual use of online platforms, in a professional and financial 

capacity. 

 

In order to allow for a contextual framework to arise in accordance with Creswell’s (2009) 

approach, the participants had to be immediately affected by the emergence of mandatory 

mobile payment applications in a widespread capacity. This meant that these older adults had 

to be both retired as well as actively employed (in a freelancing capacity or within a 

company) and had to have a steady influx of disposable income (whether this was from 

pensions or from other sources from within or without the country). This financial mobility 

would, in turn, expose them to the transition and allow them to develop certain overarching 

themes during the interview process. 

 

As an optional factor, each of the participants, who are all Greek citizens, had to be 

completely acclimated to Greek culture with each living in the country for at least a decade 

(preferably from 2008 to 2017). This would allow them to account for the entire length of the 

Greek financial crisis so far. As a result, they would have experienced every important shift 

in the financial sector across all age groups within the country, culminating with the rise of 

unemployment among younger adults. They would, therefore, be perfectly aware that older 

adults are the ultimate consumers within the diminished economy.  

 

Each of the adults participating in the study is consistently educated (with academic bachelor 

diplomas, only few of them have a high school diploma) but with widely varying degrees of 

familiarity, regarding mobile payments. The participants were chosen on purpose, in order to 

present a greater diversity in their points of view. As a result, participants range from wholly 

independent online-only freelancers, all the way to older adults who often ask for a younger 

user’s assistance when attempting to use mobile payments. While every participant is 

perfectly aware of the security risks involved with mobile payments, an aspect which has 

played a significant role with their willingness to participate in the thesis. 

 

The interviewees are mostly made up of previous online associates and professional 

acquaintances, which allowed me to more easily follow up on their statements and track their 

habits for the duration of this research and track the process of mobile payment normalization 

within their demographic by examining their average usage on a daily basis. 

 

This study uses phenomenology research method and the associated qualitative research 

design. This study uses interviews and observation as data collection methods for the reasons 

mentioned in section “3.3.2 Observations”. 

 

This study does not use observation as a research method, as it already uses 

phenomenological research method and there is limited time to carry out this research by 

using multiple research methods. This study also does not use participatory design as research 

method, as it is not as suitable as phenomenological research method, due to: 

 

1) this study examines older adults’ experiences of already existing mobile payment 

services and 

2) this study does not examine the designing (where users and designers participate) of: 
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 a new mobile payment service for older adults 

 a new  mobile payment software 

 a better version of existing mobile payment software 

 a better version of mobile payment service, etc. 

The individuals that participated in the study hail from Greece, Albania, Poland and Turkey. 
While not every one of them are active online on a constant basis (more than 40 hours per 
week on average), they are tech-savvy and use the Internet often in their everyday lives, both 
in a professional as well as within a casual capacity. In accordance with Cresswell's (1998, 
cited in Groenewald, 2004, pp.10-12) suggested methodology, the participants of the 
phenomenological study have a robust online presence and make occasional purchases or pay 
their taxes and bills through online platforms. In keeping with Creswell(2009) and suggested 
approach, I gathered 8 participants, each of which had gone through the initial phase of 
coming to terms with the advent of online business with varying degrees of success. 

 
During the research process the important elements of consent are followed strictly 
(Sarantakos, 2005, cited in Creswell, 2009, p. 67): 

 Identification of the researcher 

 Identification of the academic institution (Linnaeus University) 

 Indication of how the participants were selected 

 Identification of the purpose of the research 

 Identification of the benefits for participating 

 Identification of the level and type of participant involvement 

 Notation of risks to the participant 

 Guarantee of confidentiality to the participant 

 Assurance that the participant can withdraw at any time 

 Provision of names of persons to contact if questions arise 

In order to ensure a diverse sample to draw contextual details from, I have settled for 
interviewing 8 participants, aged 55-75, which largely make up the brunt of older adults with 
disposable income in Greece and the part of the population most obviously affected by the 
sudden advent of mobile payments becoming widespread in both the private and public sector 
with a minimal period of normalization involved. In order to ensure the diversity of the 
sample, participants are both fully Greek natives, as well as migrants to Greece. For all their 
apparent disparities, every participant is fully adapted to the culture and way of living within 
the country, but their differing backgrounds allow for wider-ranging points of view. 

 
While almost every participant has an online banking account, the extent of their use varies 
widely, mostly hinging on the needs of their current occupation. Given that the current shift 
to mobile payments is largely affecting the professionals more than the retired participants of 
the study, I consider their participation as a vital part toward bringing about a contextual 
framework for the thesis. 

 

Through the research process I have managed to reach 8 participants from Greece (5), Poland 

(1), Albania (1) and Turkey (1). All the participants live in Greece for at least a decade and 

they are or have been colleagues of mine.  

 

According to Walsham (2006, p.323): 
“People are...willing to talk about themselves, their work and their life with reasonable 
openness and honesty, provided that they perceive the researcher’s sincerity of interest, feel 
that they understand the researcher’s agenda, and trust the researcher’s statements on 
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confidentiality.”  
 
The names of the participants are not fully disclosed, in the interest of ensuring the protection 
of their privacy. They are listed in Table 3. 

3.5 Data Analysis 

Thematic analysis helps researchers to understand participants experiences when a 

phenomenon appears and aims to the interpretation of various perspectives based on 

illustrative quotations from the participants during the research (Silverman, 2011, p214). 

When a researcher analyzes, identifies and reports themes that are occurring by interpreting 

the contextualized pattern within data collection, then we can surely talk for thematic 

analysis. This type of analysis promotes transparency by unraveling the nature of data and 

their representation in the stakeholder’s intertwined context, as interviews would enlighten 

repeated patterns of research problem’s meaning (Braun and Clark, 2006, pp.79-81). Rubin 

and Rubin (1995, p.67 cited in Braun and Clark, 2006, p.80) state that thematic analysis helps 

discover emerging themes entrenched into interviews throughout the research procedure.  

 

According to Braun and Clark (2006, p.82): 

“A theme captures something important about the data in relation to the research question, 

and represents some level of patterned response or meaning within the data set“. 

 

Thematic analysis entails advantages which are important during research process such as 

flexibility, accessibility concerning the conduct and the results for both qualitative 

researchers and the public in general. It also strengthens the interpretation of data within a 

participatory pattern where participants act as collaborators and contribute in policy 

development (Braun and Clark, 2006, p.97). 

 

I followed the phases below during my research process accordingly to Braun and Clark's 

(2006, p87) phases of thematic analysis: 

 

 Data familiarization: I read the data and transcribed the data when it was needed. 

 Initial coding generation: Throughout the research, coding of the data further helped 

the entire process. 

 Themes search: I congregated data and interconnected the gathered codes with 

patterned themes. 

 Themes review: A ‘thematic’ map was created of the patterned themes. 

 Themes definition: Definition of names for each theme was promoted based on an 

ongoing analysis of the entire data setting. 

 Report production: I reported all the results of the patterned themes that came out of 

the extracted data. 

3.6 Validity and Reliability 

In an effort to secure the validity and veracity of the data that is collected, the interviews were 

filtered in a threefold manner within the context of this thesis: through the transcription of the 

oral, informal interviews and later, through the collation of the major 'themes' which are 

present throughout the statements made by the interviewees.  
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It is important to note that, while interviews are never wholly objective in their findings, they 

do paint a pretty clear picture of the situational and social context examined in this thesis 

research, which is the main focus of the complete paper. It is my belief that, through the 

collected data and examining the overarching themes of the interviews, I was able to offer a 

more complete, detailed picture of the mobile payment acclimation within the target 

population. 

 

This was achieved by adapting Creswell’s (2009) methods to the current research approach in 

order to ensure the validity of these findings: 

 

In order to ensure that the context information was gathered as succinctly and completely as 

possible, the interviewees were presented with a standard questionnaire, which examined 

their current mindset toward mobile payments, their mobile payment means and their 

predictions regarding mobile payments, both in a workplace as well as within an informal, 

personal setting. Given the impressive speed with which the Greek tax service has attempted 

to integrate mobile payments into their tax return and tax reforms, the reactions are sincere, 

extensive and allow for the presentation of an overarching theme. This data was then collated 

and cross-referenced with other overall reactions toward the application of mobile payments, 

in order to ensure the objectivity and overall reach of the questionnaire. 

 
Finally, the collated data was presented back to the interviewees, in the interest of ensuring 
that their opinions were well represented and that the themes have been correctly extracted. 
For good measure, the themes are compared with the contextual themes of mobile payments 
among older adults of as varying social, financial and educational backgrounds as possible. 
Every piece of data was checked for accuracy, transcripts and codes were checked if they had 
possible meaning shifting, analysis was shared and data was cross-checked by comparing 
results (Creswell, 2009, p.121). 

 
In this manner, we can ensure the representation of an overarching trend within the target 
population in this research and be able to proceed toward presenting 
the what and how questions which more easily allow us to reach a better-defined, more 
concise conclusion. In the interest of complete political disclosure, this research takes place 
during the 'normalization' period of mobile payments within Greece, with both financial and 
government institutions having a more relaxed stance toward promoting the idea to the target 
population. This ensures that all positions were heard equally, from early adopters to openly 
antagonistic 'traditionals'. 

 

To ensure the validity and reliability of this research, several measures were applied: 

 

 First, a questionnaire guide was developed and then it was checked by my supervisor. 

Theories, models and the questionnaire guide were used in order to deal with detailed 

documentation of the data and minimize errors and biases (Ilmo, 2006 and Nahar, 

2001).  

 Second, selected interviewees had to be involved in mobile payment.  

 Third, the concepts of this research were described to the interviewees before 

conducting the interviews. This served to improve construct validity (Ilmo, 2006 and 

Nahar et al., 2006).   

 Fourth, the answers of the questionnaire were sent to the interviewees to check for 

errors and to evaluate the validity of the interpretation (Morgan and Krueger, 1993, 

Stake, 1995 and Yin, 1994). The same questions were asked to the different 
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interviewees and the results carefully compared. Multiple data sources were utilized 

and research results have been compared with prior research. (Ilmo, 2006, Nahar, 

2001 and Nahar et al., 2006). 

 Fifth, the original raw data was presented for readers to see thus improving the 

validity of the study (Patton, 1990) and allowing readers to make their own 

interpretations (Yin, 1994).  

3.7 Ethical Considerations or Research Ethics 

In the interest of ensuring the protection of the participants, an informed consent form was 

drafted, that was signed by the interviewees prior to the beginning of the interview. The 

purpose of this form is not only to formalize the feeling of trust by the interviewees, but to 

also allow for their maximum comfort to ensure unbiased collection of data. The consent 

form was put together according to the following elements (Sarantakos, 2005 cited in 

Creswell, 2009, p.67): 

  

 Identification of the researcher (Maria Kolaki). 

 Identification of the academic institution (Linnaeus University, Faculty of Computer 

Science and Information Systems). 

 Indication of how the participants were selected (Selected according to their own 

willingness to participate, following a small survey among coworkers and their closest 

friends). 

 Identification of the purpose of the research (Research conducted to identify the 

reception, issues and application of m-payment among the interviewees). 

 Identification of the benefits for participating (Protection of personal information 

where requested, information of the impact of the current research for further future 

investigation of the research problem). 

 Identification of the level and type of participant involvement (Participation as 

interviewees, within a part of an 8-person interview pattern with the intent of 

performing a qualitative research). 

 Notation of risks to the participant (Guarantee of protection of their full legal names 

and personal information). 

 Guarantee of confidentiality to the participant (Standard confidentiality agreement, 

verifying the occlusion of their full legal name and contact data unless requested by 

the interviewee) 

 Assurance that the participant can withdraw at any time (Provision made, observation 

consent withdrawn by interviewee Dimitris after the interview due to personal 

reasons). 

 Provision of names of persons to contact if questions arise (Interviewees were 

informed that they would be contacted in the event of any clarification required). 

In the interest of maintaining a direct interview process that would not distress or take up the 

time of the interviewees, the questions chosen were made to be as least stressful as possible 

with any follow-up questions arising organically according to their statements. The 

transcripts made were completed with their own knowledge that they were done so, 

reproducing their colloquialisms as closely as possible. In the interest of putting down their 

own, personal opinions, the transcripts were not tampered with except for the sake of clarity, 
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in order to allow for their points of view and feedback with regard to m-payment to be 

documented and quantified  (Kvale, 2007 cited in Creswell, 2009, p.67). 

  

While the interviewees were informed that they had the option of full disclosure, they were 

loathe to the idea and one of them (Dimitris) refused observation. While their introduction 

would allow for more credence and perhaps could allow for a more in-depth interview with 

regard to their buying habits, technological affinity and a deeper look into their backgrounds, 

the still-working participants considered this as a possible invasion of their privacy and 

decided on concealment. The pensioner participants, on the other hand, were simply not 

interested in further contact beyond the observation process (Giordano, O’Reilly, Taylor and 

Dogra, 2007 cited in Creswell, 2009, p.67). 
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4. Empirical Findings 
 

In this chapter, an analysis of the empirical data has been performed on the basis of literature 

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

technology (UTAUT) model, where quotations from each interviewee have also been used. In 

this study, phenomenological research method has been used to conduct the research and 

thematic analysis approach (see section 3.6 Data analysis) has been used to analyze the 

interviews’ data. 

 

In this section, we are looking into the overall acceptance, experience and application of m-

payments according to the interviewees of this study and expand on the results that this 

qualitative research has provided us. I have also described the m-commerce experience of the 

interviewees: problems/difficulties faced, reasons for using m-payment, ease of use of m-

payment, and trust issues with regard to m-payment and risks, in order to achieve the 

demonstrated research objectives. 

4.1 General Overview   

In general, most participants seemed to be reluctant toward m-payment, mostly attributed to 

the barriers raised by the necessity to adopt a new technological medium (smartphones). Most 

of the participants did not consider m-payments to be any more or any less untrustworthy or 

dangerous than more traditional cash or credit payments. Of all the interviewees, only Alex 

and Giannis seemed to be openly against the notion of mobile payments, though this was 

largely stemming from their lack of familiarity with the concept, as they later admitted. 

 

All participants used m-payments sparingly as an option, except for the business owners 

among the research participants (Barbara, Ali) and Dimitris, who initially used m-payments 

as a means to bypass the capital control measures and then grew accustomed to the method, 

which led to a long-term adoption. All across the board, by the participants, m-payments 

were seen mostly as a means to effect tax payments or to settle accounts, based largely on the 

recently established incentive programs that have been advertised by the Greek Revenue 

Service. 

 

A common theme which ran through the statements of each participant was the idea that the 

concept and proliferation of m-payments was largely forced, owing to an overexposure 

through media, TV advertisements and online campaigns in social media and websites. The 

overall forced nature seemed to be too overwhelming for some of the more reluctant users 

(like Alex and Giannis) who ended up no longer registering the concept as a type of reaction 

to this eventuality.  

 

Information for types of devices, mobile apps, number of apps used, money transfer methods, 

problems/difficulties faced and duration of m-payment as used by individual participants of 

this study, are presented in Table 4. 

 

Table 4. Types of Mobile Phone Devices, etc. used by Paricipants 

 

 
Participant Type of device Mobile app No. of apps 

being used 

by 

Money 

transfer 

method 

Problems/ 

difficulties faced 

Duration of 

m-payment 

usage 
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individual 

Dimitris Huawei P8 Lite i-bank Pass (National 
Bank of Greece)/ 

Winbank Wallet (Piraeus 

Bank) 

2 i-bank or 
Winbank, 

PayPayl 

Trust issue with 
money transfer, 

lack of tutorials or 

support. 

Since 2015 
(2 years at 

the time of 

writing) 

Ali Alcatel 

OneTouch Pixi4 

Eurobank EFG 

(Eurobank)/Winbank 

Wallet (Piraeus Bank)/i-

bank Pass (National 

Bank Of 

Greece)/AlphaBank 

(Alpha Bank) 

4 PayPal 

account, 

Winbank 

Wallet, 

AlphaBank 

Problems with 

interface, pressure 

from within the 

implementation in 

the workplace. 

 

Since early 

2015 

(around 2,5 

years) 

Giannis Apple iPhone7 Citibank Mobile 

(Citibank 
Greece)/AlphaBank 

(Alpha Bank) 

2 AlphaBank Lack of spending 

impact, caused 
overspending. 

2 years 

Barbara Samsung 

Galaxy J7 2016 

Winbank Wallet (Piraeus 

Bank)/i-bank Pass 

(National Bank Of 

Greece)/Eurobank EFG 

(Eurobank) 

3 i-bank Pass Impersonal 

interface, lack of 

immediate support. 

Late 2016 

(more than 

one year) 

Panagiotis Alcatel 

OneTouch 

Popup 

i-bank Pass (National 

Bank Of Greece) 

1 i-bank Pass Lack of familiarity 

with the app, 

unwillingness to 

learn. 

Late 2016 

(More than 

one year) 

Kostas LG X Power/ 

Desktop 

Computer 

Eurobank EFG 

(Eurobank)/Winbank 

Wallet (Piraeus Bank)/i-

bank Pass (National 

Bank Of 

Greece)/AlphaBank 

(Alpha Bank) 

4 

(smartphone)/ 

PayPal/ 

Skrill 

PayPal 

account/ 

Skrill 

Overwhelming 

pressure to use app, 

forced to do so due 

to capital control. 

Less than 

one year 

Maria LG K10 Dual/ 

Laptop 

Computer 

Winbank Wallet (Piraeus 

Bank)/i-bank Pass 

(National Bank Of 

Greece)/AlphaBank 

(Alpha Bank) 

3 

(smartphone)/ 

PayPal 

Winbank 

Wallet  

Lack of familiarity 

with the 

technology. 

6 months 

Alex Cubot Echo i-bank Pass (National 

Bank Of Greece) 

1 i-bank Pass  Unwillingness to 

use, lack of trust. 

2 years 

(used to pay 

bills through 

bank 

account) 

4.2 Reasons for Using M-Payment 

The overwhelming majority of the participants adopted m-payments as a direct or indirect 

result of the capital control measures that came into effect in the summer of 2015, as an 

immediate response to the Greek referendum at the time. The overwhelmingly negative 

reaction of the public, which in turn led to massive withdrawals from their bank accounts, 

very nearly caused an immediate collapse of the Greek economy, which forced the 

government to put together response measures that stopped the withdrawals and severely 

limited payments made abroad.  

 

Furthermore, the Greek Revenue Service immediately requested the instant payment of every 

outstanding debt without the possibility of parole or to negotiate other payment options. With 

little direct access to capital, most older adult Greek citizens were forced to adopt m-
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payment. In the case of Ali, Alex, Dimitris and Panagiotis, m-payment was used as a last 

resort to settle a debt to the revenue service. 

 

Of special importance is the notice made by Ali, whose very first experience with m-

payments was due to: 

“Overdue tax. Like everyone else, I imagine...I was late for my business payments...and they 

[tax service and banks at the time] didn't let you [the customer] make settlements, two years 

ago. It was either all of it, or you got shut down...and my last accountant was not good with 

online systems. His daughter knew how to make it work, but she was out of town, so...I had to 

use [m-payment apps in order to] send the money that way. It was terrifying. Spent four days 

not daring to call the tax service...it sounds embarrassing.” 

 

In Ali’s case, his problem was threefold: a rushed implementation due to extreme 

circumstances, his own lack of familiarity with the concept and specifics of m-payment and 

the accountant’s lack of preparation for this event. This was an expected contingency, given 

that the older adult population of the country was largely unwilling to adopt the technology at 

that moment. While the overbearing stress of the circumstances forced this event, it did not 

always result in a successful implementation, as we can see later on. 

 

Forced adoption did not limit itself to the revenue service. In the case of Dimitirs, his attempt 

to settle a debt with Poland was severely limited, because of the capital control measures. 

According to his own account on the adoption of m-payment: 

“[The] first time, was early last year, when I had to make a refund to Poland...but I couldn't 

send money from the bank...they wouldn't let me break up the payment either...so I was forced 

into it. It was money sent back to a supplier, so I couldn't stall too long. I used four different 

apps for one thing, sent the money four times...couldn't get it back [laughs] but we settled.” 

 

Both of the above cases represented a high-tension scenario, which was resolved by their own 

familiarity with smartphones and willingness to adopt m-payments, even under the 

circumstances. However, that did not allow for a friendlier user experience which could help 

them look into a wider array of options offered by m-payment apps. As a matter of fact, from 

all the participants, only Kostas, Maria and Barbara seemed to be interested in expanding on 

the concept. But that was largely attributed to the lack of stress with regard to their first 

application.  

 

According to Barbara’s first experience: 

“First time was a refund, if you can believe that...must have been a year ago. I had this 

customer...she is [Barbara is referring to that particular customer] a lot to handle and she 

didn't know what she wanted...so in the end, she paid using the app on her phone. And I'm 

barely done printing out her receipt, when she changes her mind...and I didn't know how, so 

it was very stressful...she had no idea either [laughs] ...I'm laughing now, but I could have 

kicked her out, back then, if I am honest. These days, I've gotten used to it.” 

 

More informal circumstances with lower stakes are what eased Barbara into the idea. 

Similarly, in the case of Maria: 

“I remember the first time just fine...it was last year in August...and our daughter was stuck 

in the countryside after her wallet was stolen...it was a Sunday and I wasn't anywhere near a 

computer...so I sent her money that way... I wasn't sure she'd got the money...or bought the 

bus ticket home [laughs]...it's a little embarrassing, when I remember it.” 
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Embarrassment seems to be an overarching theme among the interviewees. However, it is not 

meant in the sense of shame but more in the self-conscious recollection, in light of their 

emergent ease of use. This can be made more apparent in the case of Alex, one of the more 

vocally opposed to m-payments participants. According to his personal first-time experience: 

 

“[The] first time, it was about my property tax. My accountant said I could get a discount...if 

I paid from my phone...so my kids bought me a [smart]phone, got me an internet connection 

and then we did the whole thing...and it turned out, the discount was less than the cost of the 

phone so I guess that was all for nothing, right? [laughs] But no, I haven't used it for 

anything, since.” 

 

 Adopting m-payment for long-term use 

During the interview process, participants’ initial experiences have given us a very clear idea 

into whether or not they were interested in a long-term application of m-payment options in 

general. Overall, their adoption of the technology was inversely affected by the challenge 

related to their very first use. The more memorable, more harrowing experiences made users 

more reluctant, while the more forgettable approaches led to an almost de facto long-term 

application. 

 

One of the more obvious examples is with the case of Kostas, who was unable to recall his 

very first use of m-payment, despite his attempt to perhaps coax a recollection by talking to 

his wife:  

“First time...[there's a pause for a while, as Kostas has a short conversation with his wife; 

after a while, he resumes] you know, I don't know. I want to say it was for something I 

ordered online...but I wouldn't bet on it.” 

 

Since then, he has been using m-payment regularly. Similarly, with Barbara and Ali, the lack 

of overwhelming anxiety related to their first use has allowed them to embrace this new 

approach with greater ease. The only exception appears to be Giannis but that is largely 

related to his personal understanding and experiences, which seem to be unrelated to m-

payment in general: 

“I bought some train tickets once, the first time...I was on holiday, last year. I'd just got the 

smartphone and my son had showed me the app, so I bought the wife some clothes, bought 

lunch, booked us some train tickets...and then, I'm about to pay off for coffee and I can't. 

Turns out, I'd spent everything in four hours [laughs] that was the last time I ever used that, I 

will tell you that for nothing.” 

4.3 Exposure to M-Payment 

Due to the extreme nature of the circumstances relating to the capital control measures and 

the implementation of m-payments as well as the emergence of older adults within the 

country as the prime owner of capital, the necessity to normalize m-payment was immediate.  

 

This led to an overwhelming amount of exposure, which seemed to have mixed results 

among the older members of the population. Some, as is the case with Kostas or Panagiotis, 

have grown so used to the overexposure that they have become numb to it. According to 

Panagiotis’s experience: 

“Before I stopped watching TV? All the time...where did they play that ads, with the pizza 

delivery boy [Panagiotis goes on a tangent at this point about one of the TV ads that was the 
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first of the new m-payment campaigns late in 2016] that was fun. After that...sometimes on 

the radio, but I don't pay attention...on the Internet, not so much...after a while, it 

becomes...noise. Like that earworm they had for beer commercials? [Panagiotis is referring 

to a 45-year-old ad that aired in Greece, which featured the first commercial TV jingle; after 

some clarification, he returns on track] I guess...after a while you stop paying attention. I like 

to act like they're not there...most of the time.” 

 

Kostas’s experience seemed to be more muted in comparison to Panagiotis’s but both their 

reactions were largely numb and indifferent, as a direct result of this overexposure. Kostas 

said: 

“All over the place...there are ads on the subway stations and on TV the entire time. [Every 

time that] I go to check my bank balance on their website...but I guess you'd find it there. [As 

if that was not enough], some of the stores are getting pushy, you know? Not all of them, but 

enough; it gets to be a bit much.” 

 

On the other end of the spectrum, a considerable portion of the participants had been fed up 

with the overwhelming exposure, which largely took place within their place of work. Due to 

the Greek Revenue Service and a number of incentive programs set up by major Greek banks, 

franchises and businesses are forced to adapt to the new status quo with little to no training 

involved for all employees, regardless of experience or affinity. This pressure can be felt 

more intensely among small business owners (as is the case with Barbara and Ali), who will 

be forced to implement a full m-payment option suite by June 2017. Ali’s response sums up 

his own distress with having to adapt to a number of programs that only seem to increase the 

stress of implementation further: 

“It's on TV and the radio and my accountant keeps telling me...I thought back home was safe, 

but it isn't too much better...maybe a little [Ali is referring to the constant barrage of ads and 

campaigns even on television during his resting time]. And some customers are the 

worst...they keep telling me about it...every other day, someone installs some bonus program 

[Ali is referring to a number of give-back bonus purchase programs that have been 

implemented specifically for mobile payments]...all I know is I have to learn [to use] all 

that...if I want to get paid.”  

 

Maria’s response is far more controlled by comparison, but this can be largely attributed to 

the fact that Maria works as a manager in a franchise store and has limited responsibilities 

compared to Ali, a small business owner. The pressure is however, tangible within the 

workplace: 

“[You mean when I am] at work? All the time...especially since they had us [management 

implemented a new policy for the staff and payments] put up the signs [clarification: Maria is 

referring to a law recently passed by the tax revenue service in Greece, requiring that all 

businesses put up signs stating the availability of m-payment options]...people ask, of course. 

I always get one customer or another who asks me about it…and I guess there are ads, but 

I've stopped noticing. It gets to be a lot...after a while. But yes, everyone reminds me about 

it...” 

 

An interesting offshoot of these reactions seems to also be the kind of lengths certain 

participants went, with regard to personal compromise in an attempt to dodge the worst of 

this overexposure. Some of the more important statements were made by recent pensioners, 

such as Dimitris and Barbara, who had accepted the burden of overexposure and had reached 
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a compromise with their pension as a deadline. In the case of Dimitris, there is an interesting 

perspective given on the issue as follows: 

“[Are you talking about] when I was still working? All the time...it got real intense the last 

two years...it was in the banks and the tax services and on the internet...I remember, they had 

the ads playing on YouTube all the time...it got so bad, I was humming the tune to 

myself...[Dimitris starts to hum the tune to a successful ads for a major m-payment program] 

you remember that? But, when I got my pension, it got better. Maybe because I'm not 

working anymore...clerks keep telling me about it though...” 

 

Barbara seemed to have a considerable more issue with adapting to the situation and had 

equated this overexposure with a sort of mandatory sentence, which she likened to an army 

tour. It is important to note that Barbara was also forced into using m-payments and this 

overwhelmingly reluctant reaction can be attributed as a direct result of that eventuality: 

  

“[You mean back] when I still ran my business? All the time...my accountant said so and the 

taxmen said so and the TV said so and the Internet said so and the bank [Barbara goes on a 

tangent about m-payment campaigns in 2016, when they went into full effect; is quickly 

brought back on track]. I remember...I was counting down the days, in January [the month 

before he got his pension]? Like I was on a military tour. I remember thinking, all the time: 

not one more new thing, please [laughs].” 

 

The remaining interviewees seem to be content to simply keep their distance from the 

overbearing exposure and have simply adopted means to avoid the worst of it, by either 

staying away from any centers of overt exposure or by using means to keep the worst of it at 

bay (such as ad-blockers in their browsers or by avoiding specific sites). According to 

Giannis: 

 

“Not so many anymore...except when I pick up my pension...the bank is plastered with those 

ads. And the ATM. The internet, too, until my son did something to it [Giannis is referring to 

an ad blocker add-on that his son installed after his father had malware issues]...it's not too 

bad now, when you get used to it...it turns into garbage noise...like static, I guess?” 

 

Giannis appears to have distanced himself from the overexposure. However, this seems to be 

largely a part of his personal lack of familiarity with technology and his own experience, 

combined with some degree of tech savviness from his relatives. On the other end of the 

spectrum, some consumers, as in the case of Alex, are openly hostile against the idea of 

continuing to be overexposed: 

 

“[The ads are] all over [the place]. Mostly TV...and sometimes on the internet...when I went 

to check the news, it was all over... [Alex requires some clarification about online ads; I 

inform him that they also count toward a reminder] and then when you wait in line? [When I 

am] at the bank? They put it all over...as if they can make me, if I don't want to...I bet if they'd 

let them, they'd put billboards up in church...I think the worst is that they put it in stores. I 

wouldn't put it up, if I was still working...” 

 

The ads or reminders about mobile payments that the individual participant discussed are 

presented in Table 5. 

 

Table 5. Ads or Reminders about Mobile Payments 
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Participant How often Reason for 

shift 

TV 

 

Radio 

 

Bank’s 

Website/ 

Internet 

Subway 

station 

 

Store, etc. 

Dimitris Rarely  Retirement x  x  x 
Ali Constantly Promotion of 

bonus 

programs 

x x x  x 

Giannis Often Adblocker 

installation/ 

retirement 

x  x  x 

Barbara Often Retirement x  x x x 

Panagiotis Rarely Retirement/ 

Stopped 

watching TV 

  x x x 

Kostas Constantly Working 

necessity 

x  x x x 

Maria Often Adblocker 

installation 

x  x  x 

Alex Often Adblocker 

Installation/ 

Retirement 

x  x  x 

 

4.4 Ease of Use of M-Payment 

The issue regarding ease of use with m-payment largely hinged on the individual’s affinity 

with smartphone and digital payment technology in general, as well as with other available 

payment options. While most of the participants that were still members of the workforce 

have come to terms with its use and adapted to the idea of the use of the technology, older 

adults who are currently pensioners have largely resisted the implementation of smartphones. 

This can be largely attributed to a lack of incentive to adapt to a changing situation. 

 

It is important to note at this point, however, that even members of the workforce have been 

largely unwilling to adapt to m-payments over online payments, especially if the switch is 

largely optional. This is the case with users like Kostas, who had little trouble implementing 

m-payments, but is largely loathe to switch away from the online payment methods they were 

used to: 

“[You mean what I use it for] these days? Mostly shopping. Not even online, just...when I am 

there and I don't have the cash on me [inside my wallet]...I guess those are personal expenses 

but I also buy gifts or lunch. I wouldn't switch over to this for online shopping though [points 

at the mobile app], not yet anyway...it took me almost 40 years to get used to PayPal so I 

won't be switching over unless I have to...I wanted to try and pay the bills with this once 

though... but I never use my phone for online shopping. At first, it was because I was worried 

about security...sometimes, I'm not even sure at home. It took me almost five years to wrap 

my head around shopping entirely online...if I had to say, then I'd guess that the main issue I 

have...is that I am not used to it yet. The interface is just fine, it's all easy to use...but I can't 

say I trust it yet, if that makes sense?” 

 

Similarly, Maria, a member of the workforce and technologically adapted to the idea of using 

a smartphone and online payments, had little trouble getting used to the concept and 

application of m-payments, but is unwilling to opt for a switch over from online payments 

and an overall more familiar setting in general: 



57 

 

“[I just use it] when I don't have the money [inside my wallet and in cash]. Paid a late power 

bill with it once. Again, I spent five days calling the power company to make sure it was 

paid...it sounds embarrassing, but it doesn't feel like I've paid...unless there are receipts 

involved. I don't really bother with online shopping, so I guess no barriers...I don't think it's 

the smartphone's fault though. I just need to be there when I shop. Maybe that sounds old-

fashioned, I guess... [checks purchase history again then adds] no, wait...I tried buying 

something from the smartphone once, almost a year ago? I think it was a book...there was a 

discount for purchases through the mobile version of the site? But back then, the app wasn't 

that easy to use, so I gave up and paid it entirely...haven't tried again since.” 

 

A more measured approach is given by users who have been adapted to the more intricate 

aspects of money transfer even before the implementation of m-payments, as is the case with 

Dimitris. Due to his status as a Polish immigrant to Greece, he has had to teach himself how 

to transfer money to and from his home country and to arrange for payment and providers, 

giving him a considerable step up in comparison to the rest of the participants. Through his 

statement, we can have a more definitive idea on the evolution of m-payment interfaces: 

“But I have to say, they fixed the hubbub with wiring money, finally. You think they could 

have made it easier sooner, but I guess they didn't really want to, did they? Anything to push 

something new... If I had to guess...I'd say it's because I don't really trust it...then again, it 

took me 3 years to trust PayPal. But you know what they say, get burned once...I think it's too 

many bells and whistles for no reason. Too much complication. I don't want to change 

options, unless they make me...” 

 

While Dimitris’ more rounded approach to the overall ease of use regarding m-payments in 

general helps to establish an overall idea of the situation, we can have a more direct approach 

to the implementation and functionality of m-payments only with regard to the points of view 

shared by practicing professionals, such as Ali. According to his understanding of the issue: 

“Less safe, certainly...but I guess it's because they are newer...takes some time to iron out the 

kinks, maybe? I don't know if that isn't true for anything, though. I never really was any good 

at handling these new things...early adopters get burned more often than anyone else. Maybe, 

in five years, it will be foolproof. Then I'll use them more... And I'll never use my credit card 

for anything on my smartphone...too risky, I guess. Every day, they put up some horror story, 

about details getting stolen...so I guess I'll just keep away from it, for as long as I can.” 

 

Ali’s reluctance is a testament to the general observation of practicing professional, who are 

forced to implement a technology that they do not entirely feel comfortable with, on a daily 

basis. On the other end of the spectrum, making apparent the extreme reluctance on behalf of 

older adults in Greece, are Panagiotis and Giannis, who indicate the existence an overall 

mistrust of any hasty new implementations, their own suspicion back by either personal 

experience or rumor. According to Giannis’ statement: 

“Never trusted online shopping in the first place, so I guess the problem's not with the 

payments...but if I can't trust myself with paying a member of the staff, then I guess I'm even 

more hopeless with a mobile...” 

 

While Panagiotis largely shared his sentiments, his own predisposition proves a vast gulf of 

difference in consumer culture within the country, relying heavily on the notion of bartering: 

“I only used it once so I guess...I don't get it, maybe. It's not like I buy clothes all the time, 

but...I think I just got lucky, last time, when the jackets came. I keep hearing about the people 

that get their phones stolen, their money stolen...I like to look a seller in the eye. Besides, you 

can't bargain on the Internet...not like you can in a store...[laughs].” 
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The ease of use of payment was also investigated during the observational part of the 

research as follows to Table 6. 

 

Table 6. M-Payment Observations among Interviewees 
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4.5 Trust Issues with Regard to M-Payment 

One of the key barriers to achieving widespread application of m-payment in a population 

comprised of individuals such as those of this research’s participants is a matter of trust. M-

payments’ sudden implementation, backed by an interface which has been widely known to 

be user unfriendly for those that are not interested in switching away from analog interfaces. 

While a large part of the interviewees are familiar with handling a smartphone and using 

apps, they treat it with varying levels of wariness. 

 

One of the most important lasting impressions against m-payments that made the rounds 

earlier in 2017 in Greek websites was that of a Russian subway passenger, who used a 

modified POS device to make withdraws from smartphones on the train. Users like Dimitris 

still adhere to that viral imagery: 

“Have you seen that video? In Russia, on the metro? [Dimitris is referring to a viral video of 

a Russian con-man, seen scanning smartphones, stealing money off passengers; while the 

video was debunked, it caused a stir in Greek media; despite some attempts to inform him of 

that, Dimitris goes on, undeterred] I mean, credit cards aren't any better, are they? But at 

least I can still use my PIN for something. Cash was always so much trouble, but I guess I'm 

used to it, so I don't notice...” 

 

It is important to note, however, that this is a switch that happened almost in tandem with the 

shift toward newer, contactless cards which was mandatory in every bank in the country. As a 

result, the overall mistrust has carried on even to users that are more familiar with the 

technology, such as Barbara, who commented that: 

 

“I don't think any of it is more safe. Maybe cash...but only because it's been around longer. 

Except there's forgeries and there's ATM fraud and credit card fraud...I haven't had my 

identity stolen when I use my mobile, but I guess...I won't know until it happens and 

maybe...it won't happen if I am careful, I hope?” 

 

Similar sentiments seemed to be shared among recent pensioners in general. Panagiotis’s 

statements work as a more cohesive approach to the general mistrust, which make it clear that 

the technology’s use has a long way to go before it can achieve normalization: 

“They're fishy, no two ways about it...I mean, the money isn't there, is it? Sometimes, the stuff 

isn't there, either so how can you know, if it worked? At least with cash...you know where you 

put it. I mean, cash gets stolen...but then it's I mean, cash gets stolen...but then it's your fault. 

But if they steal something from your phone...how can you know? I don't have it with me, 

when I can [referring to his smartphone] most of the time...it's powered down. Just to be 

sure...” 

 

The problem is further compounded by the rise of a slew of scammers within the country, 

which have established a number of mobile-based and online-based fraudulent systems that 

are aimed at older adults, intended to either attack their mobiles with trojans or to simply 

achieve identity theft. Alex’s statement focuses on this issue: 

“None of it is safe...at least, with cash and credit, you know when you're getting robbed...but 

with phones, can you even tell? Last month, I kept getting these messages...[Alex goes on an 

unrelated tangent regarding phone fraud; after some clarification, returns to his original 

point] I think the problem is, I don't trust anyone with money...I annoy the tax people and the 
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power company, when I can...have them send me a bill. Otherwise, I don't know where the 

money goes...” 

 

These statements go a long way toward establishing an idea that has long evaded the 

mainstream conversation with regard to the application of new technologies in the target 

demographic: that of integration of the technology, which allows for healthier, more 

expansive normalization. However, the speed at which these measures have been put into 

place has largely made all such efforts impossible to be put into practice. Furthermore, the 

feedback of users has largely been ignored, with businesses and government agencies 

favoring expediency over ease of use. This sentiment is even shared by the more 

technologically 'accepting' participants, like Kostas and Maria. According to Kostas: 

“They're all dangerous, aren't they [Kostas laughs]? I mean, how is paying with cash any 

less [more secure or without any danger]...uncertain? I've had cashiers try to pass me 

counterfeits all the time...taxi drivers, even had that happen to me in a bank! You walk 

around with a lot of bills...you're asking to get robbed these days. Same goes for credit 

cards... since they switched to the swipes [by 'swipes', he is referring to contactless credit 

cards that don't require any PIN confirmation]I don't trust any of them...but I think what 

bothers me, what bothers everyone...everyone my age anyway...is that you don't get any 

record of it. It doesn't feel like a purchase, you know? Nothing...changes hands. So I don't 

think they're any more or less dangerous...just different.” 

 

Maria’s statement expanded on that notion, by backing the purchase on the basis of an 

existing receipt that would be based on the existing notions of a transaction that were 

normalized within this demographic: 

“They just don't feel like...they're happening, I guess...I must sound really old [Maria goes on 

a small tangent, about her first credit card scare, five years ago; returns back to topic]. I 

mean, credit cards are easier to steal these days...they have apps that can just take your 

money off your pocket [Maria is referring to a recently published viral video of a Russian 

man remotely stealing money from contactless cards in a subway car] and cash was never all 

that safe. I think mobile apps are the same but...I could do with a receipt...more than an email 

or a history, anyway. Anything to prove it happened...I think that's the most important part: 

some of us don't know they happened...” 

 

While receipts are printed out and handled by companies and businesses, the lack of them for 

reference within other settings do not allow for the establishing of trust. Some banks (such as 

Peiraeus Bank) have taken steps to implement this, through using specialized form 

notifications but the practice has not been adopted with other m-payment apps.  

4.6 Frequency of Use of M-Payment 

Perhaps the most telling characteristic toward establishing an objective measure for the long-

term sustainability of m-payments within the country’s older adult population is the 

frequency of its use. It is the end result of a workable interface, combined with an 

overarching measure of trust. The seamless transition from early-adopter to mainstream usage 

is what allows for any new approach to be fully implemented as easily as possible. 

 

At the moment of this writing, the interviewees seem to be largely disinterested in using m-

payments frequently. Of the participants, only Maria seems to be the one that crosses the 

normalization threshold, as evidenced by her statement: 
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“A little bit of shopping, yes...when I don't have the money [inside my pocket or wallet in 

cash]...What else? [Checks her purchase log again] and lots of coffee...a lot of it [laughs].” 

 

Out of the interviewees, Maria was the only one to openly show that she used her purchase 

log and was at ease with using m-payments on a regular basis for smaller, everyday 

purchases. She complimented her original statement by adding: 

“I don't even notice, anymore. At least now; first time, it was terrifying. I didn't know what I 

was doing...now, they made it much easier, thankfully. I think...the fact that I don't even 

notice...it's a big deal. That means they're doing something right.” 

 

However, Maria, who is currently still within the workforce and is coming in contact with 

this payment option seemed to be the only one who had come to terms with its everyday use 

overall. This sentiment does not seem to be shared among people with a similar background 

as her, as is the case with Kostas, who stated: 

“Before, it was...[struggles with the word] just awful. You had to find someone who had the 

same app or a machine and you had no way to check your balance unless you asked for 

notifications but then you'd get, maybe, 20 emails a day and a lot of spam. It was too much of 

a hassle. Also, their password system was too much trouble. Some apps had these random 

number generators you had to have with you all the time...it's better now, trust me [laughs]. I 

don't trust it...and I don't like to use my mobile phone to pay if I don't like a cashier's face, 

but it's better now. Easier for sure.” 

 

While his statement does not tackle the issue immediately, his stance toward m-payment has 

changed and is slowly becoming more frequently, albeit in a slower, more deliberate manner. 

Ali seems to be sharing a similar sentiment, treating m-payments largely as a last-ditch resort, 

for the time being: 

 

“It pays right away, it settles the entire thing with the tax service and it gives you a 

sum...that's three problems with cash and credit you get rid of right away...but is it good 

enough for everyone? Maybe, I guess...I wouldn't use it, if I didn't have to...it feels more like 

someone made you get a luxury, when everything else worked just fine...like how people were 

forced to get phones, way back? Even though we didn't want them? I haven't been having as 

much trouble, but I bet there are others...who don't want it at all but have to use it...what 

about them, I wonder.” 

 

Ali’s opinion that m-payment is possibly not regarded as trustworthy by other older adults is 

shared by most interviewees, who avoid its use, for the time being. The current builds and 

options of m-payment apps have only been implemented recently. Most participants still link 

it with the original issues of early builds, as evidenced with the case of Dimitris: 

“Isn't motivation voluntary? I mean, I sound like an old man, saying this...but I didn't have a 

choice, then...still don't feel like I have a choice now...it's just, 'the system doesn't work, if you 

want to send your kids money, you do this or you don't send anything at all'. It's really badly 

put together...” 

 

The issue is further compounded with older adults who are no longer part of the workforce 

and had largely abandoned credit cards as well, until the capital control measures that led to a 

temporary, government-imposed shutdown of bank services for two weeks in the summer of 

2015. During that time, the large-scale advent of credit card fraud led to a sort of regression 

with the older adult population in the country. Panagiotis’s statement offers a more complete 

overview of the situation, as experienced by this part of the demographic: 
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“I don't know when it happens, how it happens, why I have to do it...[laughs] it's all too 

much, if you ask me. My daughter keeps showing me...but I don't want to even see. Just 

looking down at a screen [Panagiotis does an exaggerated tap-tap-tapping motion on his 

phone's screen, squinting] like that, what's that about [what is the purpose behind it]? And 

how much money do you have left after? And why do I have to do it, anyway?” 

 

These findings lead us back to the case of normalization. Given that, at the moment of this 

writing, adults belonging to Panagiotis’s larger age range are currently some of the most 

influential consumers (by sheer virtue of their disposable income alone), normalization 

appears to be very much far off in the distance, with regard to m-payment in general.  

 

The first and last time usage of a mobile payment option, tasks performed and 

problems/difficulties are encountered by individual participants are presented in Table 7. 

 

Table 7. The First and Last Time Usage of a Mobile Payment Option 

 
Participant First time use 

 

Last time use 

 

The tasks they 

did 

The 

problems/difficulties 

they faced 

 
Dimitris Early 2016 March 2017 Supplier Refund 

(first 

time)/Money 

Transfer. 

Capital control measures 

blocking all other venues 

of transfer/Issues 

regarding interface. 

Ali Summer 2015 April 2017 Overdue Tax 

payment (First 

time)/Supplier 

payment (last 

time). 

Lack of familiarity with 

the payment 

method/constant 

pressure by revenue 

service. 

Giannis September 

2016 

September 2016 Used for 

personal 

expenses. 

Lack of familiarity with 

interface/caused 

unexpected 
overspending. 

Barbara 2016 (unknown 

exact date) 

Currently used Used for a 

customer refund 

(first 

time)/Personal 

expenses (last 

time). 

Lack of familiarity with 

the interface/constant 

pressure by revenue 

service and customers. 

Panagiotis Summer 2015 Winter 2016 Used to pay 

overdue tax (first 

time)/Personal 

Expense (last 
time). 

Lack of familiarity with 

the interface/forced into 

usage due to capital 

control measure 
limitations. 

Kostas 2015 (exact 

date unknown) 

March 2017 Used for online 

order (first 

time)/Personal 

expense (last 

time). 

Lack of trust with regard 

to payment option. 

Maria Summer 2016 Currently used Used to make 

purchase on 

behalf of her 

daughter (first 

time)/Used for 

personal 
expenses (last 

time). 

Lack of familiarity and 

receipt with payment. 
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Alex Summer 2015 Currently used Used to pay 

overdue tax (first 

time)/used to pay 

bills (last time). 

Unwillingness to adopt 

new technology/Lack of 

familiarity with the 

interface. 

4.7 Willingness to Use M-Payment 

At the moment of this writing, the Greek government has taken steps to making the 

installation of m-payment ready terminals in every major and small business within the 

country, as well as within the offices of the revenue service. It is estimated that by June 2017, 

a legally mandated shift will allow for the use of m-payments by the mainstream population. 

 

However, the process of normalization is evidently very much unlikely within this very 

limited time frame, among the country’s older adult population. The lack of any measures for 

acclimatization, combined with considerable misinformation spread by certain media outlets 

within the country has predicted to cause a second wave of panic that could make 

implementation harder. This is happening in the aftermath of a smaller, less-publicized 

reaction that took place after a statement made by major bank officials, with regard to the 

discontinuation of certain types of euro currency (the 500 and 50 euro bill specifically) which 

were received very poorly by the older adult population. The issue was compounded by 

lackluster reporting my major outlets. While the issue was ultimately resolved, it however led 

to another wave of massive withdrawals during late 2016 and the first months of 2017. 

 

The newest development has left a lasting impression among research’s participants. Some of 

them, such as Alex, were more openly opposed to this eventuality and will maintain their 

larger unwillingness to accept its use: 

“I never had so much trouble with everything, before they shut down the ATMs and stopped 

people from making accounts...they let you do that now, but only if it's electronic. They really 

push it, for people my age...but we never trusted this entire thing...it's all right if you have 

kids, to show you the ropes but otherwise...it's not easy. They should make it so you can 

choose, if you don't want it.” 

 

Panagiotis, who seemed to be more open to the eventuality, only does so on the compromise 

that he is assisted, an option which can be easily considered nonviable, especially with regard 

to his age group’s spending and financial capability: 

“I guess, having children around to help you through it, so it's easier? But then, that's a 

disadvantage [laughs]. Honestly, I haven't thought about it. It's good, if you don't have 

another choice...when the banks had closed down and they wouldn't let us withdraw our 

savings...that was a good way out...but it was so much trouble just to put together...and the 

bank called me so many times, just to make sure it was me doing it...it's too much hassle, if 

you ask me.” 

However, the development does not seem to have as widespread negative reception among 

older adults who have recently left the workforce and have had time to become acclimatized 

to the m-payment options. In the case of Barbara, we can see that an evident advantage can 

easily be gleaned, only for practicing professionals and small business owners in general: 
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“You don't have to have a register anymore, let me tell you that much...and the tax return 

forms are easier, if you do them online and you keep your own books...but I think that's really 

it, if you are working. If you aren't...there isn't really much point. It's like credit cards...only 

you have to remember three more PINs. It gets a bit much, after a while.” 

 

It is important to note, however, that Barbara’s disposition can be considered to be more 

distanced, since she has recently left the workforce. On the other hand, users such as Kostas 

do not seem to share his sentiment, especially in light of the bureaucratic and policy shift that 

is certain to take place within businesses, when the technology will be largely implemented 

by law: 

“You can use them anywhere. And you don't have to worry about your wallet anymore 

and...that's it. Can't think of anything, off the top of my head. Nothing good, anyway....how 

can it be good if I have another thing to worry over with my phone? I mean...they make it 

seem so easy, with the ads...but it's hard to get used to it. Never mind using it. But you can't 

not use it, can you? They push it on you...on businesses...supermarkets make you have it 

around...they pushed it too hard, I think. So hard that...well, people my age, we struggle...you 

know.” 

Maria seems to be sharing Kostas’s sentiment, however did not comment on the issue of 

professional implementation, focusing instead on the consumer aspect of m-payment: 

“You can just do it and not think. Just beep [Maria waves her hand, making a motion toward 

the recording device] and it's done. You don't even think about it...but it doesn't feel like 

you're spending money...it becomes like a game, you know? I mean, it's never happened to 

me...but can you imagine? Suddenly swiping the phone and your account is empty? Besides, 

you can't be sure if you're being robbed...that's why I try not to wave it around...” 

 

At this point, it is important to note that her focus on the perceived lack of consequence or 

weight behind m-payments brings to the forefront a larger issue of lack of trust, which will 

certainly serve to further hinder older adults within the country from putting the technology 

to use. If the reception and perception are anything to go by, m-payments within Greece stand 

to be further delayed in practical implementation, despite the commercial and official push 

that they have enjoyed so far, simply by virtue of a lack of fully-implemented normalization. 

4.8 Overall Reception 

Perhaps the closing statements made by the interviewees served to highlight the issue more 

concisely. When asked to provide their own feedback with regard to m-payments, the 

participants seem to be more than willing to resort to suggestions, all of whom made apparent 

a necessity for their own opinions to be heard, if not realistically taken into account. The 

similarities are, however, interesting. One of the more easily implemented suggestions was 

that of Dimitirs, who stated: 

“Maybe...they should put up tutorials. Like they do with everything else, on the Internet. Just, 

videos showing people...you know, young as me [laughs] how to use it? We need the practice 

and it's harder than we want to admit...at least it was for me...that poor woman on the phone, 

the first time...I gave her a very hard time because I was embarrassed. If they could let us 

practice at home...maybe it wouldn't be so bad...” 

 

Practice is a necessary part toward achieving integration of any new measure. One interesting 

point of view was brought forward by Giannis, whose statement was remarkably similar to 

Dimitris’s, only adapted for the point of view of his particular age group: 
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“Not really. I mean, I don't think I'm a user...not in any way that matters. And I don't think I 

am alone in this: there's too many of us that are going to use one thing wrong and never 

again...I don't think anyone is accounting for us...or maybe they are, I guess. Anything to get 

the ball rolling. I think...they should bring back those PSAs, like they used to with 

gambling...except it's for that, so we'll know. Not sure if that will work either...” 

 

While Giannis’s suggestion might not be as easily implemented (given the Greek 

viewership’s rising mistrust of traditional media in light of recent events), an online campaign 

for information seems to be a more easily attainable compromise. Maria’s interest in 

establishing weight behind the use of m-payment is also important, given that a considerable 

amount of early issues could arise from poorly prepared consumers, who will not easily come 

to terms with this new development: “Well, I'd like to have some kind of proof of purchase, 

you know? These days, the only way to get a receipt...is by going to a store, going through 

the motions...and some don't even have regular receipts anymore...they just print it out but 

you have to ask first. It sounds a little silly, but I'd like some notification maybe? Something 

that gives me my balance after I buy something...but I guess that also sounds terrifying. What 

if I overdid it? [laughs] I could think of more maybe, if I had some time to plan ahead...it's all 

happened so fast. One minute, it's all cash or credit and then...it's come out of nowhere, the 

entire thing...it used to be a luxury and they're making it mandatory...it's strange, when you 

think about it...” 

 

Ali’s reception with regard to m-payment also broached another subject, with regard to 

inherent consumer risk: 

“Maybe if they cut down all the bonus programs? They're getting to be a lot...every day, it 

seems like they are trying to make it all easier, but then they pile it up more and more...most 

customers don't know what they are saying yes to in the end...or what they are paying for or 

with...it's like the loan craze and the credit card craze, all over...it's only a matter of time 

before people get careless and it's all a mess again...” 

 

Ali’s statement is largely reminiscent of the early pre-credit card normalization phase in 

Greece, which he experienced firsthand; the initial push for the widespread use of credit cards 

led to the implementation of a number of bonus and loan programs, which led to consumer 

overspending and very nearly caused a market and debit crash in 1998. Kostas’s statement 

seems to be largely drawing on this well-entrenched mistrust that has become a staple of fear-

mongering among the traditional media and the older adult population in the country: 

“Don't push it [pauses for a moment, then considers]...okay, one more thing: I don't believe 

it's that bad; there's a bad situation over here [referring to the economic crisis and capital 

control measures] and banks try to make the most of it. I mean, they're banks...that's what 

they do. They see that a country has cash flow problem and they solve it...but it's getting too 

much. It's changing too fast. And I have to wonder, how many people have really taken it 

in...and how many just...go through the motions because they have to. I know we're an 

exception [referring to himself and his wife]...I don't think anyone else older than us have 

taken this better than we have. My grandfather died...before he came to terms with the rotary 

phone...but maybe I'm exaggerating.” 

 

While the latter part of Kostas’s statement might sound comical, older adults in Greece have 

had a long-term notorious issue with adapting to new technologies. Barbara’s statement 

shows an aspect of m-payment’s reception which is also not broached in everyday 

conversation with regard to the matter; the overall unwillingness of providers and users to 

ease less savvy adults into frequent, normalized usage: 
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“Yes. If you are going to meet someone else like me, who runs a business and they're having 

trouble...tell them to ask for help. I was too proud to ask my children but... it's too much. Too 

many things changed, in our working lives. Used to be, we barely had phones, then we had 

the Internet, now...it's okay, if you can't use something right away. We like to think...that we 

know everything, but we don't. But people don't want to treat us like babies, so they don't 

bother with explaining...which makes it all worse.” 

 

The almost taboo nature of the issue has led to a wider unpopularity with the measure. The 

older age group within the research’s interviewees was the one most vocally opposed to the 

implementation and who will, almost certainly, never adopt m-payments, even after their 

integration in 2017. According to Alex: 

“Too much pushing. They try to make it so everyone will do it...but that's no good. I should 

be able not to have to do it or to give me discounts otherwise...I've lived in Greece for forty 

years and I've never missed a bill...they should do something for people like me. Or, at least, 

they should give us some other way to work with this, give us something we can hold in our 

hands, I guess...I know it's hard, when things change. But there's been too much change. I've 

changed countries twice, since I was a boy and this is harder...if I didn't have my kids, I'd 

probably take all my money out and hide it under my pillow...what if I don't want to change 

to this later? Now, they say...they want to make it illegal to carry a lot of money [Alex is 

referring to a proposed bill that will forbid cash payments in excess of 100 euros per person 

in retail stores and tax services; after some clarification, it's explained and he returns to his 

original point] my point is, when the government pushes something too hard, it never works. 

Take it from me...they should let it go, not go too far...” 

 

Older participants of the research have felt that this is a case of breach of trust from the 

government toward responsible, punctual tax-payers, proof of a failure to communicate the 

new development, which they have viewed as a breach of their trust. While Alex’s approach 

is far more vocal, Panagiotis presents a more muted but ultimately unwilling opinion on the 

issue by stating: 

“Maybe....we could do without that last part...just delay it, for about ten years...so I don't 

have to learn how to work with it [laughs] I think that the banks and the government, they 

want businesses to do things faster, so they'll work better. But I don't think they have it 

figured out yet. At least, not for people like me. Kids, they know how to work it but for us, I 

don't think we'll ever make sense out of any of it, so they might as well leave us alone...” 

 

Overall, the sheer speed and lack of long-term planning with regard to m-payment has made 

the older adult population of the country mostly unwilling to trust an economy and a 

government that seem to be planning without them in mind. At the time of this writing, there 

have been little attempts to acknowledge their importance within the context of their own 

spending capacity and the hastily passed legislation is largely concerned mostly with the 

issue of implementing measures that have not been accepted by the older adults within the 

country. As result, the hasty attempt at normalization could lead to further predation, unless 

steps are taken to primarily establish their trust and then to work on overall reception. 

 

The overall themes drawn from this qualitative research were a ‘lack of tangible 

consequences’ drawn from m-payments, an overall feeling of detachment by the users owing 

to an overall lack of familiarity with smartphone technology, as well as media overexposure 

which in certain cases made the overwhelming promotion ineffective. 
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5. Discussions 
 

Due to the unique nature of this study, its primary purpose is to help define the broad issue of 

m-payment implementation in Greece among older adults as concisely as possible, by 

drawing on established models and theories to achieve these results. 

 
In the course of this research, I answered the following questions: 

 

 What really motivates older adults to use mobile payment transactions? 

 How do older adults use mobile payments in their everyday life? 

 What do they experience during a mobile payment transaction 

 

Furthermore, the research questions were answered through the collation of data and their 

analysis through model like those of TAM model and UTAUT model, with the entirety of the 

research method assuming a phenomenological approach that would complement the 

qualitative nature of the research. 

 

The empirical research findings, including the results of each of the research question, are 

discussed below according to guidelines of researchers (Anfara and Mertz, 2006, Hart, 

2005, Miles and Huberman, 1994, Schwandt, 2007 and Silverman, 2001). 

5.1 Discussion on Empirical Findings 

I began this thesis on the basis that the older adult population of Greece was largely unwilling 

to accept m-payment technology in a widespread, uniform fashion and that resistance to its 

implementation was very much ingrained into the interviewees in question. This resistance, I 

believed, would be not only based on a lack of mobility, but on a series of poorly planned out 

political decisions that had begun to years ago and would continue to this day as accordingly 

to Perry et al. (2001) the socio-technological context that is created in a country affects the 

use of mobile technology and the perception of its capabilities. 

  

To my surprise, the older adult population of Greece is very much accustomed to the idea of 

m-payment and mobility. Even though none of the research’s participants had been early 

adopters (owing to the unnecessary complexity of earlier versions of m-payment which made 

them inaccessible for most casual users), they had managed to come to terms with it and use 

it. A few of them had even begun using m-payment in the context of stressful situations, 

adapting to the challenges in question. 
 

Orlikowski and Iacono (2001) propose the general adoption of concepts that can construct a 

re-conceptualization of mobile technologies by capturing specific data and their 

implementation. My research was based on TAM model and UTAUT model because these 

models are interested in end-users perception of mobile payment. Mainly UTAUT model had 

an important role in conceptual analysis as the parameter of age is promoted in mobile 

technologies. By examining the findings through TAM and UTAUT models, it becomes clear 

that the normalization of m-payment in Greece is not an issue of how, but a point of when. 

Belk (1975) proposes a categorization of five different situational factors: physical context, 

social context, temporal context, the task that is currently running and how it is performed 

based on the moderator of change availability.  
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While contention and dissent against its implementation will remain, the strong family ties 

within the country allow even the most dissenting of users to find external input that will help 

them navigate the challenges. Provided that streamlining of the platforms continues at its 

current rate, then the older adults within the country will continue to implement the usage of 

m-payment. However, unless a means of establishing more objective, simple customizable 

limitations of its usage (such as regular bank balance notifications and proofs of purchase for 

online payments) this deadline might be pushed as far back as 2019. 

 

My research identified as an important adoption factor the moderator age and focused on a 

particular age group and the dissemination of knowledge concerning their consumer power 

on the development of new and better mobiles services. Older adults are nowadays in Greece 

a very important segment in the societal and far more in the economic context.  

 

As Dahlberg et al. (2008, p.175) successfully expressed: 

“Consumer influence on the development of new mobile payment services most likely 

contributes to their success. The consumer power needs to be understood in order to build 

mobile payment services that consumers will use (… ) A possible research approach could be 

conducting case studies of existing initiatives and learning from them how consumers can be 

successfully involved in such projects, and identifying mistakes that should be avoided in the 

future.”  

 

Another interesting point that I was able to glean from the interviews and research is that 

Greece is well on the way toward achieving interconnectivity. Despite the slew of recent 

challenges and economic upheaval, users from other countries find that their mobility and 

financial options have been considerably increased. Slowly but surely, Greece is becoming a 

more technologically accepting and accessible place for consumers and mobile users of all 

age groups and, if handled correctly, this could be the first step for the country to move the 

brunt of its economy into a brave new field. 

5.1.1 Discussion on the Motivation behind the Use of M-Payments for Older 

Adults 

Through the Technology Acceptance models 1 & 2, it becomes apparent that older adults are 

loathe to acclimate to a technology that requires considerable effort before it has yielded 

results. Perceived ease of use and perceived usefulness from TAM model are important 

components which motivate older adults to use mobile payment transactions (Radner and 

Rothchild, 1975 cited in Davis, 1989, p.320). This is true among all older adult groups, from 

early adopters to reluctant adopters all the way to unwilling users. Besides simple 

functionality, this also reveals the necessity for establishing trust from the stakeholders 

toward the users which does not hinge solely on their security measures, but also on positive 

reinforcement given from their social circles and occupational environments. 

 

It is therefore apparent that the continuation of an aggressive marketing strategy or a forced 

implementation of m-payments will only lead to more resistance. One way to overcome this 

with minimal effort and limited spending appears to be the establishing of online tutorials, 

dedicated help desks and establishing incentives for its use through purchase programs or 

discounts made for users that opt to use m-payment on a regular basis (Pavlou, 2003, pp.110, 

Venkatesh et al., 2003). However, these societal factors do not account for the entirety of 

normalization in and of themselves: age is also a very important factor. 
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It is this researcher’s firm belief that the findings of this study will help initiate a 
phenomenologically-backed dialogue with regard to better implementing the new technology 
within this study age segment.  
 
Through government intervention and an overwhelming market push, m-payment is very 
swiftly becoming normalized within Greece. With older adults, who at the moment of 
conducting this research, boast the highest disposable income within the country, its 
mainstream acceptance appears to be hinging on their own widespread acceptance of the 
technology, if it is to ever move forward. When, later in the year, the country’s major banking 
and financial institutions (like the Tax Service) began to massively streamline their m-
transaction interfaces, they did so with little to no consideration for the older adult 
population. As a result, these measures, while set in place, were not used by a large part of 
the populace. Hence, a fully automated commerce system was delayed. 

 
In the process of this research, it emerged that wholly unwilling individuals who will not 
accept m-payment even after considerable outside influence and guidance, are fewer in 
number than expected, forming a very sparse core of users. On the other hand, users who 
have accepted m-payment have done so of their own volition and have instead become loathe 
to government and marketing pressures. By all accounts, they are well underway toward the 
process of normalization, provided that these pressures are either reduced or removed 
altogether. However, the mounting pressure on developers and backers of m-payment 
(software companies, banks and businesses) has resulted in the platforms becoming a 
considerable financial risk and will only cease after normalization has been achieved.  
 
During the course of the research, it came to light that m-payments were established among 
most of the older adults during the research, as a result of the capital control measures that 
were put into effect in early summer of 2015 and have largely remained in place until today. 
For the reluctant adopters among the participants, the most important catalyst toward using 
m-payment was its capability to be used as last resort means to settle a debt toward the tax 
service of a business partner, in light of the measures established following the 
aforementioned capital control measures. 
 

A significant portion of the early adopters were still working adults who were forced to use 
m-payment under pressure, following the request of a customer, a provider or lack of 
familiarity by a professional, such as accountants, which urged them to overcome their initial 
doubts and to use the system based almost entirely on their own familiarity with smartphone 
User Interfaces (UIs) and online payment systems.  
 

Despite the older adults’ general willingness to experiment with m-payment even as a last 
resort, some of them seemed embarrassed to ask for outside influence and were, in fact, 
embarrassed to be ignorant of m-payment or having to ask for help, proving that there is an 
important aspect of social impact with regard to the implementation of m-payments at play 
here (Glass and Li, 2010, Huang et al., 2011). 
 
Of course, a hard core of non-adopters existed within the participants, as is the case with 
every emerging technology. Unsurprisingly, these were made up largely of long-time 
pensioners, who did not feel the need to use said technology within their current everyday 
context and did not find any immediate usefulness to m-payment.  
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5.1.2 Discussion on Everyday Use of M-Payments by Older Adults 

By finally examining the findings through the Unified Theory of Acceptance and Use of 

Technology (UTAUT) model, the final aspect of these findings becomes apparent: that it is 

not just effort and overall output that determine the long-term survival and application of m-

payment, but also the age of each user (Venkatesh and Davis, 2000, p. 188, Davis, 1989, 

pp.320-322). Older adults that still interact with others in a workplace are more likely to be 

exposed to positive reinforcement within and without and, as seen through the interviewees, 

they will even learn to embrace m-payment in stressful situations. On the other hand, older 

adults at the furthest end of the spectrum who have been pensioners for too long or do not 

attend any workplace, will be highly unlikely or wholly unwilling to ever accept m-payment, 

despite any and all compromises made. 

 

The patterns that begin to emerge through the filtering of collated data via the TAM and 

models reveal certain key aspects toward the normalization of m-payments that must be taken 

into account. First, a resolution for the issue of trust transfer, which has become more 

necessary than ever, given the country's frantic scramble to adapt the general public to m-

payments in general (Daud et al., 2011, Huang et al., 2011, Yang et al., 2012and Zhang, Yue 

and Kong, 2011). Second, that there is a very apparent divide among older and younger 

adults in Greece, with regard to adaptation to m-payment, with younger adults taking the new 

development in stride owing to their familiarity with mobile platforms, while older adults are 

classified into sub-categories depending on whether they are still part of the workforce, their 

reluctance to accept the technology and, in some cases, outright resistance (Glass and Li, 

2010, Li et al., 2008, Liebana-Cabanillas, et al., 2014, Huang et al., 2011 and Schierz et al., 

2010). While the factors that divide older adults into these further classifications are 

numerous (familiarity with smartphone interfaces, outside support, etc.), they all seem to 

share and equal measure of reluctance, which is only overcome through external coaxing and 

positive reinforcement. 

 
Despite any original preconceptions at the beginning of this research, acceptance and 
normalization of m-payment among the target population seems to be underway, albeit 
nowhere near toward the percentage of older adults required to achieve mainstream 
acceptance, owing to the overwhelming marketing push and original mistrust of the current 
administration, which they considered was the one who enforced these measures. However, 
the pre-existing high mobility and technological familiarity with smartphones and online 
services within the country seems to have already quietly yielded results. 

 

It becomes apparent, therefore, in the course of this research that, while recent pensioners and 

working older adults are willing to embrace m-payment in general as a practice, there will 

always remain a minority of non-adopters who will never accept m-payment in general 

(Venkatesh et al., 2003 and Liebana-Cabanillas, et al., 2014). 

 

The integration of m-payment is the most important hurdle in the final stage of the analysis, 

which is primarily affected through m-payment's overall ease of use. According to research 

carried out by Arning and Ziefle (2007), the correlation between performance and ease of use 

is more pronounced among older adult groups in general and could play a major role toward 

achieving full adoption (Hanson, 2011).  

 



71 

 

Given the very wide generational gap that exists when it comes to the application of 

technology, it is understandable that problems emerge, especially with regard to the creation 

of interfaces and integration technologies that facilitate use by older adults. 

 

And yet, streamlining seems to be a constant process, once that arises from the constant, 

targeted examination of the complex patterns that emerge in the process of interaction 

between the older adult population and m-payment technology in general (Biljon and Kotzé, 

2007). 

 

Therefore, normalization for older adults with regard to m-payment can be achieved among 

working and recent pensioner individuals, with a very small minority remaining staunchly 

against the technology, unless aided by outside influences. 

 

During the course of this research, I examined the participant's frequency of use of m-

payment, and how this factor could play a part toward their long-term use. According to this 

research's findings, the interviewees were largely disinterested with the concept of using m-

payments in a regular manner. However, this problem was quickly overcome among reluctant 

adopters who were familiar with smartphone technology and were willing to reach out for 

outside influences in order to familiarize with m-payments.  

 

Above all else, the issue of using m-payment is one of trust, with older adults in the country 

treating m-payments as another forced technology that they will be forced to use, in order to 

circumvent the capital control measures which were classified as external changes that were 

thrust upon them (Chung, Stoel, Xu and Ren, 2012, Suntornpithug and Khamalah, 2010, 

Liιbana-Cabanillas, 2012 and Liebana-Cabanillas, et al., 2014). The considerable suspicion 

with which they treat m-payments is only compounded by a negative initial reinforcement by 

the media, which drew on their lack of familiarity with the technology and had almost led to a 

complete regression, earlier in the year. 

 

With Greece’s older adults still a ways off from fully adopting m-payment technology, it is 

certain that the reluctant and early adopters will have to carry the brunt of establishing the 

technology's trustworthiness, at least in the initial stages. 

5.1.3 Discussion on M-Payment Experiences According to Older Adults 

This is a primarily theoretical and empirical research, intended to study a recently emerging 
phenomenon: the widespread implementation of m-payment and commerce in mainstream 
Greek exchanges, as viewed by the country’s current major consumer base, older adults aged 
55-75. While a hard core of older adults completely unwilling to accept m-payment as an 
option will remain and occasional viral publications will continue their attempt to deride the 
technology (a tactic which has become a staple of domestic online publications) the overall 
perceived usefulness and concrete reassurances will allow for the population to more easily 
transition into the change. The forefront of the users adopting m-payment at large will 
initially be users still within the work force, with early pensioners  making up the wave of 
late adopters, with a small cluster of older pensioners requiring considerable assistance and 
exhibiting resistance, an outcome which is to be expected. 
 
For the interest of this research, the definition of an older adults is simplified according to the 
Greek cultural consensus, which defines older adults according to the age that they qualify 
for retirement (55 years old and up). This practice is reflected in other countries, such as the 
United States, with the average age of retirement being 65. However, even under these 
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definitions, there are considerable distinctions between older adults, divided according to 
whether they are currently part of the workforce or not. Older adults who are part of the 
workforce (even if they are near retirement) are defined as tech-savvy older adults; those that 
have recently retired are reluctant adopters of m-payment and those that have been retired and 
no longer part of the workforce for a considerable amount of time are classified as long-term 
pensioners. 
Beside the objective viability of m-payment among older adults in Greece, I examined their 
willingness to use m-payment in general. While their reactions vary somewhat, they all share 
the opinion that the technology was put into place too quickly and was pushed too far through 
extraneous factors that did not allow for its use to happen organically. Instead, the limited 
access to their own capital and the pressure exerted by the economy or their workplace 
environments at the time forced them into it, which made them largely suspicious of m-
payments overall. 
 

Another factor behind the lack of willingness to use m-payment is its lack of consequence, at 
least according to some participants during the research (Taiwo and Downe, 2013, p.49). This 
lack of trust which delayed m-payment's normalization in general removed a lot of the weight 
behind the idea of m-payment transactions, causing even adopters to sometimes treat the 
technology with distrust. 
 
During most transaction observations, the research’s participants had largely positive 
experiences or were neutral toward the issue. The ones who did seem to have an overly 
negative personal response were interviewees who were openly opposed to the idea of m-
payments and their implementation in general (like Giannis and Alex) whose biases were 
only further confirmed by the technical issues that came up. It would seem that the crux of 
the matter for m-payment is one of familiarizing the users with the technology overall. 
 
A particularly important factor that stems from age among adopters, is the necessity for older 
adult users to familiarize themselves with m-payment technology according to their own 
terms and at their own timeframe. External pressure, imposed by marketing campaigns or 
forceful coaxing within a larger environment will certainly fail and the interviewee's 
suggestions that more extensive tutorials should be put into place both offline and online 
proves that older adult users do value their adaptive independence without any long-term 
need for constant reinforcement or external support. 
 

Now, more than ever, user feedback has a more direct impact (IAB, 2010 cited in Ikram and 

Cem, 2016): on an almost daily basis, the personalized information, customization options 

and user input help to improve user experience and to streamline interfaces, thus making m-

payment and other related payment option technologies better with every iteration (Barnes, 

2002, Kannan et al., 2001 cited in Ikram and Cem, 2016, p.17).  

 

The purpose of this study has been to primarily allow for the voices of the particular age 

segment to be heard, their experiences to be catalogued and for a diversity of opinions to be 

brought to light, in an effort to examine the perceived usefulness of m-payment, which, 

despite its overall advantages in the current context, has remained as a highly maligned 

option among this particular demographic group.  

 

The issue, therefore, is one of implementing cost-effective approaches that will balance out 

the considerable financial risk that is tied to the development of such a platform (Liebana-

Cabanillas, et al. 2014, Liebana-Cabanillas, Munoz-Leiva and Sanchez-Fernandez, 2015). 

One such way, as the research revealed, would be for stakeholders and developers to 

considerably cut down on their marketing costs and to instead seek to establish third-party 
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experts that could help to reach out to older adults. The implementation of widespread 

YouTube and other online tutorials, as well as the endorsement by users, instead of 

celebrities, would serve as a much more potent force toward enabling the transfer of trust 

 

In brief, Table 8 shows the concepts that were investigated during the accumulation of 

research data. 

 

Table 8. Research Data and Used Models and Theories for Research Analysis 

 
Research data Used models and theories for research analysis 

Reasons for using m-payment TAM, TAM2, UTAUT, Phenomenological approach 

 

Adopting m-payment for long-term use TAM 

Exposure to m-payment TAM, TAM2 (social impact) 

Ease of use of m-payment TAM 

Trust issues with regard to m-payment TAM TAM2 UTAUT 

Frequency of use of m-payment UTAUT (age parameter) 

Willingness to use m-payment UTAUT (age parameter) 
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6. Conclusion and Implications 
 
The aim of this study has been to shed light into the continued issue of a lack of 
normalization of m-payment among older adults in the country. This thesis has sought to 
examine the points of view provided by the research’s participants belonging in this 
particular age category, acknowledging them as the chief consumers in the current economic 
state of the country. 
 
This chapter concludes the overall study by discussing its results and the implications. 
Section 6.1 briefly introduces the conclusions. The major contributions of this study are 
described in section 6.2. In sub-sections 6.3.1, 6.3.2 and 6.3.3, the implications for managers, 
policy makers and mobile payment users are described in detail. In section 6.4, the limitations 
of this research are discussed and finally, in section 6.5 future research directions are 
suggested based on the findings of this research. 

6.1 Conclusions 

This study explores how older adults experience the mobile payment transactions but also, 

the how and why the older adults use mobile payments. This research is carried out by 

reviewing literature, including argumentation and investigation on two models, namely 

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

(UTAUT) model and utilizing phenomenological research approach based on qualitative 

nature. 

 

This research is being conducted during a period of normalization in early 2017, with m-

payments slowly coming into the mainstream within the Greek economy and about to be 

widely implemented. Once again, this is done with little to no consideration for older adults. 

In an effort to examine this phenomenon according to their own perception and to allow for 

the emergence of a more complete representation of the major capital holders within the 

country at the moment of carrying out this research, I have chosen 8 older adults (aged 55-

75), as research’s participants, from widely varying cultural and technological backgrounds, 

all of which have lived in Greece during the 2008-2017 period. 
 
The main motive behind the use of m-payment among the older adults who participated in the 
research appears to be its inherent ease of use among adopters, based on a widespread 
streamlined platform that has been developed over the past few years. This, coupled with the 
larger social impact of m-payments caused by the mandatory implementation of the 
technology, has forced the hand of a lot of reluctant users into becoming adopters. And yet, a 
consistently resistant core remains, mostly divided by age; older adults in the further end of 
the spectrum, who lack technological affinity, are willing to accept m-payment but rely 
heavily on outside influence to navigate through its use on a constant basis. 

  

The purpose is to define their experience, acknowledge the inherent flaws in the 

implementation of m-payment technology and to suggest alternatives to assist in the process 

of normalization, accounting for the considerable monetary investment made by developers 

and stakeholders as well as users. Given the unavoidable nature of m-payments within the 

current financial context, perhaps this research could more easily allow for the older adult 

participants’ feedback to be considered within the scope of this and any future research. 
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Two of the most important factors with regard to the use of m-payment seemed to be the ease 

of the technology’s use in general and the overall issue of trust that arose among the 

research’s interviewees with regard to m-payment. A number of the older adults were 

primarily unwilling to embrace smartphone technology in general, citing security reasons or 

an open unwillingness to have to adapt to a changing situation they did not want to be a part 

of. It is important to note, however, that the older adults who are still part of the workforce 

had fewer issues with accepting the technology, owing mostly to considerable positive 

reinforcement in their everyday working life and possibly outside influences in the 

workplace. Even among these reluctant adopters however, there were those who expressed 

their doubts over the security of the technology in general. 

 

Therefore, trust seems to be one of the most decisive factors for the acceptance of m-

payment. Even tech savvy older adults still have little willingness to expand out of their 

current smartphone and basic app use or, in some cases, away from their analog interfaces. 

This problem is further compounded by the existence of dedicated scammers within the 

country, who appeared concurrently with the normalization of smartphone use. While their 

impact was not overwhelming within the context of the country in general, their primary 

purpose of targeting older adults did little to allay their fears and only compounded their 

mistrust.  

 

Perhaps, given enough time, these issues could be resolved through educating the older adult 

population of the country to the use of m-payment technology in general, which would lead 

to de facto normalization. However, the extreme speed in which the implementation is taking 

place makes this all but impossible. 

6.2 Major Contributions of the Study 

The qualitative nature of this research is intended to achieve the collation of more complete, 

objectively collected data that can more easily be interpreted and then examined, in order to 

allow for the older adult population’s opinions and reception of the technology to become 

more complete and to be more effectively used by anyone who might choose to examine this 

phenomenon, whether through an academic or through a business lens. 

 

It was my intention to compile an extensive interview questionnaire, examine their affinity 

with m-payments through a typical transaction and to filter my observations through the lens 

of an established phenomenological approach, so that I would be able to more easily paint a 

complete picture of the phenomenon, through their collective points of view.  

 

Following the process of data collection through interviews and observation, I conceptually 

supported my findings and research examination through the investigation of two models: 

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

Technology (UTAUT) model.  

 

UTAUT's existing model considers not just a number of social factors and objective factors 

related to the technology’s streamlining, but also considers the users’ age as an important 

catalyst to examine the long-term application of m-payment. 

 

By examining the finding gleaned from the interviews gathered and the observation through 

the qualitative research and filtering them through TAM and UTAUT models, certain 

patterns begin to emerge: namely those of the necessity for trust transfer (which are more 
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necessary than ever in light of the haphazard approach toward the normalization of the 

technology) and to show the clear divide among older adults within the country. According to 

the findings of this research, older adults are divided into two main categories: recently 

pensioned and practicing individuals, with the latter further divided into the most or least 

familiar users to the concept of mobility, online payments and smartphone usage. While 

reluctance is a major factor across the board, participants that have been a part of the work 

force or still are practicing professionals have adapted to the usage of m-payment, albeit 

without embracing all the complexities or nuances of customization as younger adults would 

do. 

 

Within the context of this thesis, older adults are made up of tech savvy older adults, who are 
members of the workforce and are nearing retirement age, reluctant adopters, made up mostly 
of recent pensioners, who are accepting m-payment and are slowly adapting to it and long 
term pensioners, a group of vehement non-adopters, who have not been part of the workforce 
and have little to no interest with accepting or adapting to m-payment. 
 

The Technology Acceptance Model (TAM) further expands on the specifics of subjective 

factors in each interviewee, by examining their own understanding and proclivity to using m-

payment technology to achieve mainstream, normalized use. In order to determine that, I 

examine the user’s own understanding of their expenditure of effort in order to yield results 

with regard to m-payment  and their perception of expenditure of effort is certain to vary, 

based almost solely on the age group that they belong to. 

 

The establishing and transfer of trust is a key aspect when examining findings through TAM 

model, as the long-term survival of every technology, especially among older adults, relies 

very much on the developers and stakeholders being able to reassure the prospective users 

that their technology provides them with streamlined security with minimal input. 

 

Based on research expanding on TAM, TAM2 expanded model included such aspects as 

voluntariness, personal experience, subjective norms, the image associated with the 

technology, its job relevance, m-payment’s overall output quality and its capacity for 

demonstrable results into the equation, helping me to more easily quantify m-payment’s 

overall social impact. 

 

While both TAM and TAM2 models helped to quantify and point out the importance of 

earning the older adult users’ trust, it does not account for the age of the interviewees, which 

is a very important aspect toward establishing any amount of perceived usefulness or trust 

and, as I find, determines the specifics required in order for a successful marketing approach 

to be put into practice.  

 

In order to more fully encompass the sum of the findings, especially in light of the 

considerable differences among the interviewees’ backgrounds, I finally examined the 

findings through the Unified theory of acceptance and use of technology (UTAUT) model. 

This model proposes that such findings are categorized and examined through performance 

expectancy, effort expectancy, social influence and facilitating condition. These are, in turn, 

put into practice through the four moderators of age, gender, experience and voluntariness of 

use (see Figure 4) which allow for more concise patterns to emerge among the overall image 

of the users. 
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Furthermore, the UTAUT model considers the societal factors which determine the long-term 

survival of m-payment, by examining it in the context of a larger social application, the 

image that it provides to non-users, as well as the range of applications that it offers, which 

can be put into practice through positive reinforcement within and without the workplace. 

 

Therefore, UTAUT proved itself to be the most appropriate model when it came to 

examining the findings, as its wide range of factors, its moderators and its consideration of 

social impact and age, allowed for the collated data to be more easily compiled during the 

writing of this research. 

 

The age of the participants was one of the determining factors, even creating a clear divide 

among early, reluctant and non-adopters based almost exclusively on the participants’ age, 

regardless of their background or gender. Older adults in Greece have been notorious for 

having little to no willingness to accept any new technologies or innovations, a problem 

which is only exacerbated when the government attempts to enforce said innovations. 

 

One of the most important contributions of this research was the emergence of some clearly 

defined findings with regard to the major questions of m-payment use among older adults. 

Primarily, that the main motivating force for older adults is trust, which emerges from the 

example of other, early adopters in their age category. This leads to the establishing of a 

notion of ease of use, which helps older adult users to consider m-payment as a technology 

whose results outweigh the effort put into its everyday use. The above can only be achieved 

through positive external reinforcement, both within their social circle as well as in the 

workplace. Second, it is made apparent that older adults use m-payment to mostly pay any 

necessary bills or overdue taxes, most of them resorting to bare minimum usage, according to 

the constant goading by state law, which does not allow for the transition into the adoption of 

the technology. Finally, most of older adults who participated in the research had varying 

experiences with regard to m-payment. Despite the fact that the most had an overall positive 

attitude toward the use of the technology, their demeanor changed according to their age and 

whether or not they had recently left the workforce or had been in retirement, making age a 

pivotal factor in the acceptance of m-payment. 

 

One of the driving factors of age is not so much unwillingness to accept the technology 

(which makes up for the small but dedicate hardcore of non-adopters) but a necessity to 

become familiarized at their own pace. The suggested implementation of tutorials and proofs 

of purchase by the interviewees reflects a larger need for m-payment to be rationalized 

according to their own terms, without the constant need for outside reinforcement or support 

by family members or coworkers. While it is impossible to avoid the generation of more 

complex systems, constantly evolving systems from emerging, non-adopters and older adults 

have proven to be swayed, when presented with a system that operates based on simple  user 

principles that they can pick up and use immediately, without their requiring to master a new 

skill in order to even use it. 

 

This thesis is also intended as a means to highlight the failings inherent to the massive 

marketing campaigns made to promote m-payment in the ongoing effort to normalize it, 

which have served to flood almost every medium, with little to no success among members of 

the age group in question. Therefore, one of the key aspects of examining the issue through 

UTAUT model was to find the main factors which could serve to sway their opinion in favor 

of the technology, by factoring in voices of experts within a social or professional context to 

achieve positive reinforcement. 
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In this section, only the major contributions of this research have been reported. To read 
about all the contributions of this research, see “Chapter 4. Empirical Findings”.   

6.3 Implications for Managers, Policy Makers and Mobile Payment 

Users 

The importance of the 55-75 adult demographic within the country’s current economic 
context is almost impossible to ignore, for anyone currently examining the issue of the Greek 
financial crisis. 

  
Across the country (and especially in the capital), their disposable income helps to maintain 
family cohesion, covers tax payments, power bills and drives the economy. Slowly but 
surely, marketers in some of the country’s furthest-reaching businesses have begun to adapt 
their language and approach to placate to this demographic, in an effort to reach those with 
easier access to income. 

  
At the same time, banking and government officials have not considered the issue, choosing 
to gloss over it for favor of streamlining their implemented m-payment and commerce 
system, while simultaneously pushing funds for campaigns that are aimed to reach a younger 
demographic, which has already largely accepted these shifts since 2015.   

6.3.1 Implications for Managers 

This research proves that the current, overt approach to marketing m-payments toward older 

adults is not as successful as expected and its propagation represents a large drain into 

stakeholder resources. 

  

Instead, the examination of findings through both TAM and UTAUT models have proven 

that older adults will be more willing to listen and accept m-payment technology, provided 

that it is introduced and implemented through accredited representatives, FAQs and tutorials 

through online and traditional platforms in order to achieve normalization with limited cost 

and with greater outreach. 

 

With the mainstream use of YouTube by older adults in the country, dedicated channels 

would seem to be the easier, more direct solution and one that remains cost-effective. 

Already, tutorials are used on a daily basis by older adults in order for them to learn and 

research new skills and similar tutorials could achieve the same results for m-payments.  

6.3.2 Implications for Policy Makers 

The slew of new legislature which has been put into place is not achieving is desired effect 

among older adults: in light of recent political events and overall instability, attempts to make 

m-payments mandatory are causing more and more pushback, further hindering 

normalization. 

 

It is therefore apparent that the process needs to be streamlined and for dedicated help lines or 

employees or other relevant online videos are made that will help older adults familiarize 

themselves with the system of m-payments. In the most extreme cases of complete 
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unwillingness to adapt, even a brief dedicated training tutorial given to their relatives or 

accounting professionals could achieve the same effect. 

 

With the transition into a fully online, automated tax revenue system since early 2015, the 

Tax Service already has an extensive platform set into place, albeit one that has not been 

designed to be navigable by mobile users. One such step should include the adaptation of 

their website and the creation of a dedicated app with a limited live chat and tutorial feature, 

that can be accessed through a mobile app.   

6.3.3 Implications for Mobile Payment Users 

M-payment does not exist in and of itself. It draws largely on the user's familiarity with 

mobility and smartphone interfaces. Even the current generation of streamlined apps have 

little effectiveness, when put into the hands of a user that is reluctant to accept the use of 

smartphones. 

 

The purpose of this research is to define and verify the specific features and issues that are 

tied to m-payment. By identifying them, they can more easily be explained and presented to 

older adult users, who will develop their own personalized security measures and approaches 

to the implementation of the technology. While this does not guarantee everyday use, it helps 

to establish and transfer trust, with minimal investment or risk by developers and 

stakeholders alike. 

6.4 Limitations of the Study 

While the research has been designed with the widespread nature of the study’s theme and 
implications in mind, it is understood that not every possible aspect can be represented within 
the context of this existing thesis, with its currently limited number of participants. Though 
the qualitative nature of the study helps to more extensively collate a complete representation 
of m-payment with regard to this specific age range within the country, the time constraints 
related to the data-gathering process only help to highlight specific aspects of the issue. 
The major limitations of the research, research methods and research results in general 
include: 

  

 Limited time with regard to interview and research conduct. 

 Limited number of participants within the age range. 

 Confidential data has been removed from this thesis. 

 Limited participant reach with regard to Greek native citizens. 

 No planned juxtaposition with regard to younger adult demographic. 

 
Due to the far-reaching nature of m-payment within the country, the prime focus of the study 
was to assemble as diverse a group of individuals in the interest of a qualitative study. Due to 
time constraints and other limitations, the participants were made up only of citizens of 
Athens who were willing to come forward for an interview on the issue. 

  

Furthermore, most of the interviewees in the research were men, with few women willing to 

participate, due to limited time in their working day. A number of the participants were not 

willing to devote time outside their workday as well. This led to the interviews being short 

and while they gleaned considerable information, they worked with a limited number of 

people. 
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6.5 Future Research Directions 

This research aims to bring the experiences, feedback, personal understanding and opinions 
of the older adult demographic into the forefront, in a collated, contextualized form that has 
been filtered through the lens of critical, phenomenology. In this manner, the context and 
opinions of this demographic are concisely presented in a format that is easy to use by 
financial and marketing institutions who are interested in approaching this demographic for 
future reference. While this research does take place in Greece, the chosen participants’ 
diversity of opinion and the speed of implementation of the new m-payment technology 
within the country could serve as a rough guideline for any further campaign research that 
needs to be made in other countries with similar reception issues with regard to m-commerce, 
especially those going through considerable financial upheaval.  
 
In the event of pursuing further studies on the issue of m-payments among older adults within 
the country, this study can be expanded upon, by looking into not only adults in Athens (as is 
the case with this thesis) but also among citizens of Greece in the countryside and in areas of 
limited mobility (such as frontier islands and certain populations near the borders with 
Turkey and the Balkans). 

  
Furthermore, targeted studies can be made on a quantitative basis targeting women 
consumers among older adults. Even in light of the crisis, most consumer trend researches 
have largely focused on the buying trends of women shoppers, who have remained as more 
impulsive buyers, whereas the male population of the country has refrained from impulse 
buying. In this way, the trends used can more easily be implemented by the fashion and 
recreation industry. 

 
The overall high educational average of the current research’s participants can be listed as 
another weakness of the current research, as it coincides with high-mobility. If a quantitative 
research is to be carried out among older adults, it must also account for those adults who 
have little to no familiarity with mobile technology in general and on their own limitations 
toward implementing this m-payment technology, as most of them live in areas that depend 
highly on tourism, which at the moment, is the greatest source for the country’s GDP. 
 
If the same study were ever to be repeated, it should be done using quantitatively with a 
research that would also include older adults from the Greek countryside following the 
implementation of mandatory m-payment options in tax revenue and retail. It should be done 
with a shorter questionnaire that would target professionals, recent pensioners and older 
pensioners alike, in order for a more complete image of the evolution of the application of m-
payment to arise. However, given the considerable ambition of such a project, a secondary 
qualitative study, performed in a group of individuals from this age group and different parts 
of Greece should suffice for patterns to emerge among users.  
 
Lastly, attention should be focused on the emergence of m-payment based gambling 
platforms, which have emerged silently among older adults within the country from summer 
2015 onward. These platforms have gained a very large user base and have dedicated 
companies with global offices catering to Greek users, mostly male. Their presence indicates 
the existence of a secondary economy, which needs to be further examined, as their platforms 
appear to have been modeled on the UTAUT model of minimum effort with a perfect balance 
of skill and functionality in their designed interfaces. While such a point of focus might be 
considered objectionable, the sheer market force of these platforms proves that they are in 
need of further study. 
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Appendixes 

Appendix 1:  Questionnaire 

The main research problem: Explore how older adults experience the mobile payment 

transactions but also, how and why the older adults use mobile payments? 

 

The main sub-questions: 

 

 What really motivates older adults to use mobile payment transactions? 

 How do older adults use mobile payments in their everyday life? 

 What do they experience during a mobile payment transaction? 

 

The elaborated questionnaire: 

 

1. Do you have a mobile payment app or device? 

2. How often do you come across ads or reminders about mobile payments in your daily 

routine? 

3. When was the first and last time you actively chose to use a mobile payment option? 

4. What motivated you to use mobile payment transaction? 

5. If yes, how long have you been using mobile payments for? Is it for more than one 

year?  

6. If yes, then what do you use mobile payments mostly for? (Paying bills, personal 

expenses, online shopping, etc.) 

7. What key barriers are you facing/encountering to use mobile payment in online 

shopping (mobile commerce), if you are using it for online shopping? 

8. Do you consider mobile payments to be more or less safe than other forms of 

transaction (and their related risks)? 

9. How would you describe your experience using mobile payments?  

10. What do you consider to be the main advantages or disadvantages of mobile 

payments? 

11. Is there anything further you would like to comment, regarding the everyday 

application of mobile payments? 
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