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Purpose: The n/iamfocuf of the paper was to ‘.s'mdy the adoption and usage pattern f i
wallet n consonance with three demographic cohorts, viz., generation X, Y, 7 lf ‘ W’
research paper highlights the compari.s'on of features of a mobile wallet which },r,,ﬁ.,,d:'jnej
(satisfaction [0 the users with specific reference to their generation. i
Research Approach & Design: The research design of the present empirical study vwas descripi;
and the impact of fifteen features of a mobile wallet was studied on consumer sali;jach-,‘;,—,:ptl,'.i
specific reference 10 the demographic cohort of the user. Using Exploratory Factor »imzl’
selected features of the mobile wallet were reduced to six and selected factors affecting :on;;/e’r;;;-
satisfaction were reduced to two dimensions respectively. The present study has been conduc od
by using Pearson '« Correlation and Regression Analysis for testing research hypothesis
Research Findings: T he users of three generations, Viz., X Y, Z, derive satisfaction from a
different set of features of the mobile wallet. While users of generation X derive maximum
satisfaction from features of control & security and monetary effectiveness, features of user
friendliness, monetary effectiveness, and social usefulness are more important for generation T
and users belonging to generation 7 consider smartphone utility, technological advancement and
user friendliness as most beneficial features of a mobile wallet.
Originality/Value: The results offer mobile wallet service providers, an elementary framework 1o
strategically develop the special features of their offerings in relation to the age group of the users

in the turget market.
Keywords: Mobile Wallet, Demographic Cohorts, Smanphw
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Introduction
The government of India invalidated high-denomination currency notes on 8" November 2016,
thereby scrapping 86% of liquidity in the economy. [n an economy, where 90% of the transactions
were being paid for in cash, cashless and less-cash became the *guiding mantra’. In less than 2
month, e-commerce arena grew and mobile wallets, mobile banking apps. and smart netw oL-
sites became popular. The big question was the acceptance of such virtual wallets by the mebti¢
users.  While the younger generation quickly adapted to the use of 1‘(1ij11¢ wallet., | -
generation proceeded with caution. The adoption and usage pattern of mobile wallet tw§ “mf, lxld
became an interesting study for the service providers and people at large. AS Pt i d“‘l“ r:‘f[fu .
by RBI, post-demonetization, traffic on mobile wallets has increased by 435%, app d‘“f ”"j‘\[‘hbn'):uh
erown by 200%, and there is a 250% rise in overall transactions saction value -
;“::‘Z'rl:t:’:’r‘ll::c tlcnce indicating a visible jump from cash to cashless tf
"¢ Review

Modes (\:::l:dlsltlb ’udv‘anccnwnt .ol" lcchnulngy, gj'mv\s.umc?'s |

stava & Raghubir, 2008) which facilitates pe
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- Imp i P Ik,
2001). The initial adoption of mobile Pd}’mcmw_
' ed. Different factors have come jpy,,
t medium such z;sdqu:t,l EXPressivenegg a::l

' 1120 0 ion of digital payment

which affect the adoption & rucial role in facilitating adgpt1011d &confur)rllcr ad“"?‘nfm-.
perceived ease of use, play:ng 2 = (2007) presented 2 qualitative study O CoT: Optioy,

t i e of mobile payments ,
(Padaskety & S"/,Z(l)?l'i‘l])énd ae::::i found that the relative advantage O payments ,,
mobile payments 1n 'L ‘ .
different from that spec1ﬁed in adopti

Vol. 4, Special [ssu
= and accessible (Soman,
e ;C or widespread as expect
f digital wallets as a paymen

convenient, accepta :
not, however, been as rap

(),
; i OF Frme ere
on theories and included independence o “}T‘c. and plag,
ts. and queuc avoidance. }‘gnhcnnore, the adoptigp, of
availability, possibilities for remol:::i Paﬁzndé})cnding on certain siluatanal factors such as 4 lag
mobile payments was found (o o Several other barriers to adoption were alsg identifieq
of other payment methods or urgency: lack of critical mass, and perceived nslfs. lhe finding
including premium pricing, Complex;iiy,tl?co on mobile payment adoption and for the practicy
provide a foundation for an enhanc . 1y Ul | wallet payments bring extra convenience to
development of mobile payment SErvices. Digita ating exchanges (Liu & Zhuo, 2012
y offering flexible payment additions and accelerating exchat e Gotiext o mets
sl1qpper;33' Ot sted a comprehensive model of consumer acceptance in the context of mobil
S: n C(Ift It )us:d the unified theory of acceptance and use of technology 1“9‘('1;31 Wllth qonstructs of
R rily, | influence, and self-efficacy and confirmed the classical role of t‘fChnf’lOgy
SEELLEY, LD, S0ud e » attitude). The results also showed that users’ attitudes
acceptance factors (i.e., perceived to userg attitu e).. he extended d ‘
and intentions are influenced by perceived security and trust. In the ex LTI ed model, the
moderating effects of demographics on the relations among the 'vanables were found to !DC
significant. According to a report by Mc Kinsey & Co. (2014) the LS consumer’s emhusxasm for
certain benefits enabled by mobile payments remained high, especially around easier usage of
coupons and loyalty points. In fact, the results indicated that consumers were less excited about
many of the various value propositions enabled by mobile payments (including “leaving their
wallet at home”), and they were more skeptical about the broad promises of mobilc wallets than
they were one year ago. More recently, Rathore (2016) identified convenience in buying products

online as the major factor in consumer adoption of digital wallet. Taheam et al., (2016) suguested
that controllability & security, societal influence & usefulness

. and need for performance
enhancement as the .factors which drive the usage of digital wallet among youth. Secu?'&nd
privacy were the major concerns for the consumers which affect the adoption of digital pa
soluti Dahlb 3 pPayment
?o utions (Da berg &'Mallat, 2002). Later, Bamasak (201 1) showed that there is a bright future
bor m-}g)aymegt in Saudi Arabia as majority of respondents showed their willingness to participate
in 31;1? ag activity. However, security of mobile payment transactions and the unauthorised yse of
nAlo 1he p ‘on;s to make a paymcm were found to be of great concerns to the mobile phone S
AF'](I)t ‘?515‘ })1’ by Doan (2014) illustrated the adoption of mobile wallet among ¢ nsers.
jslsn a:g dtn the f‘onsun:lcrs .m Finland express positive attitudes toward mobile Wéllet Yniumers =
ues In transaction and privacy were the most concer : ; - T security
arte rned factors am . g it
Research Objectives ong the users, g

The objectives of the study are:

¢ To identify the dimensions of utility features of a mobile walley
e To di{?rn]ll]ﬁ the dimensions of satisfaction that the users dcriv.c from
a mobile wallet. ' M the uj]
ity fe
. y fe

I'o examine the impact of utility features of
users of three demo

a mobile walle On satjsf
Hypotheses

graphic cohorts, viz.. generation X, Y, and 7 4clion dey; ved by ||
' 1€
The following hypotheses were framed on the basis of the maiy b
DJective ¢
of
W;*h WWW TS T T the Study
S Wwwoanisan Fmail: mu&%@l’iﬂ‘-_’-fi”“&ml_ﬁﬂuﬂmaﬂ,r ks :
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cansisting of a satnple of the popilation of wteres
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Data Sources: The data has been collected Yy i
andddlddl 1itid »

of tobile wallet users consisting of :,},,,,,y“ pers, hudisew) /"‘

et | he I'H“‘JIUHWIH‘ was Startnedd with a i 1) wather

7

e “‘H;f,,. je
Yratik ey ”‘"A -

""’/"h;t‘zl,'; (1ts )

mmobile wallet and an 15 sterns Trom which the users ot up
v 1Tt Hallet Agy
Respondents were asked to rate the atility featires and fens of satisfa |
" Pouatis e Vg g

seale [strongly disagree (SD) 1o strongly agree (5A5) sl stongly disatistss (1
watisfied ("") rEspes "'/"}f/l The seconda / datss was co)lectof hisensyh v
standard journals, peniodicals, and websites ‘
Size of s”'"'"": The study has been based on D00 snobile wallet gsers 1 the ¢
size of the sanple was caloulated with the help of Morgan’s formla for infinte pogpus
percent margin of error amd 5 percent level of signmibcance  Proponumate Yasdo
techmegue with respect 1o the three demographic coborts, iz generabion £/ bas e
obtain the respotses from the mobile wallet users. Therclore, questionnaires were s
100 users belongimg 1o each of the three generations 21 duly led questionomires wer
from generation X 280 from generation Yo ound 289 from yenerabon /. making a
filled questionnares
Data Analysis Approach: Inthe present stidy, respons dory
97 For analyzing data, hoth Descriptive statistical technigues (averiage, stan ' .
Standard Prror, ete) and Inferential statisti al tools ( Cronbach’™s /\lpl»‘: test, K «1l" A !’»
el ol Sphencity, Laploratory Vactor Analysis (LEA), Ih-variale :':',”‘ o
Multiple Pegression) hiave been unedd The tests have been conducted at 77

level (or 5 percent leyel of sigmhicance)

Analysis and Discussion
I he entire analyss of the

tefg of 2
Al o EA

Y,
¢

s have bheen coded e Latnils

‘ /
; it l ol
« divide o parts epend ;
study s diaded mto twop il Independe

ol n bl uallet

()] Wi

hat the users derive Trom the atility featres , Jdpnension’

atihity deatures of mohinle wallet In the pres . wtudy 'I/l' T wplormes Factot
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P b asure C -elation bﬂ
—been used (0 MEBHTE COITE Clweey
I == loadings have DEFT . «trone correlation betwee
T i f them. The factor 1090 Jicates a strong correlation between th,
derive (SU) out 0 . A factor loading utl%zé rt;’ illlgili:'I:Cd veak correlation. The factors ha\;
oze ¢

criteria and the dimensions privipeied
criteria and dimension, while a loading ¢

i e of Varimax Wi
then been rotated with the use ot Varima

. sed for
Component Analysis (PCA) method habbbee]ni];l;(:l:l'e“?d~
whose values were greater than 0.4, have beet or analysis (EFA) on utility featurey

The results of the findings of t'he expl?rﬁ;(:)?'tii‘eCtlISCI.s (SU) are as follows.
of a mobile wallet (MW) and satisfaction derivec asure the suitability of the

i -e: Tome
Result of KMO and Bartlett’s Test and Communalities Scone)l e basis of the results of
data for factor analysis the adequacy of the data was evaluated on e e

o Mever-OKlin (KMO) measures of sampling adequacy and Bartlett's lest 'Olﬂlbp'h‘CI'lClI.\'
15}?232222%2?1\1’argance).)The results showed that the KMO mea‘surc.of séllmpll ’[]»gf;l(it;(]tl]ld,q., \\J\
0.630 (MW) and 0.776 (SU) so the data was fit for condqclmg the factor _ana )§15 n O ], "luxuaaca.
Similarly, Bartlett’s Test of Sphericity (0.00) was also significaft (p<.03) x\.hlch too rev caled that
sufficient correlation existed between the criteria to proceed with the application ot exploratory

factor analysis.

qlization Rotation Method. Principy|

Zaiser Norm : :
th K «raction and only those factorg

factor €

Table 1 & 2: KMO and Bartlett’s Test

ALW : KMO and Bartlett's Test SU : KMO and Bartlett’s Test
Kaser-NMever-Ollan N feasure of f 0.776

Kaser-Mever-OllainNeasure ot 0.630
Samplmg Adequuaey

I
1
|
Samiplig Adequacy |

1 Appros o Ti1-

————— — — TiApprox Chi- PSS . .
Partlett's Testaf Scpuare 27} ‘mllett s Testnt Square LAS 1 A3
Spher ity " Spheneuy ‘
df 1 At -1
Sig Sl
| 0.000
i 0000

Considering the results of factor analysis it qu shsery
communalities were acceptable for both dependent as \\'eilk - mened
dimensions are fit for the factor solution as their <:xlractio(1
loadings were used to measure correlation between dimension n

: that all the extracted
s mldcpcndcnl variables and both
values are |

o ves are large enough. Factor
and the selected criteria.

Table 3 & 4: Co; s '
o » i nmunalities »
MW Conmmunalities | —
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;n e total variance of uulity features of a mobile wallet (MW), the first six "
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Similarly in the total variance of satisfaction derived by the mobile :;;lallet users.
y €t users (SU)
\OL), IwWo

components (fa
61.42 per cent 0

ctor) in't
f the observed variations considering the responses of mobile wallet
users.

wicial Eigenval

he initial solution have an Eigen v,
gen values over 1 i
= . and it acco
un

& [ed }bl— 2})0-;!

Table 5 & 6: Total Varniance Explained

o MW Total Variance Explained
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=1.986 - (0.330) SoU + (0.616) C&S

2.265 +(0.775) ME + (0.761) C&S

gression are COnstructeq:

S(Operational)
S(Qualitative) =

where, ) , )
S(0perational) stands for satisfaction derived by the users from the operational aspects of service

S(Qualitative) stands for satisfaction derived by the users from the qualitative aspects of service

SoU stands for social usefulness

C&S stands for control & security

ME stands for monetary effectiveness
Generation Y (22-37 years)

S(0perational) = 3:903 + (0.282) UF + (0.312) ME
S(Qualitari\'c) =4.286 + (0.534) SoU

where,
S(0perationah Stands for satisfaction derived by the users from the operational aspects of service

S(Qualitative) Stands for satisfaction derived by the users from the qualitative aspects of service

UF stands for user friendliness
ME stands for monetary effectiveness
SoU stands for social usefulness
Generation Z (15-21 years)
S(operationay = 1.829 +(0.235) SmU + (0.421) TA
S(Qualitative) = 0.790 + (0.456) UF
where, o
Smpemmnau stands for satisfaction derived by the users from the operational aspects gt ser.\‘ljcc
S‘”)"{'"alive) stands for satisfaction derived by the users from the qualitative aspects of service
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;c"ep ¢tation of and Findings from Regression Equations
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"9 = 2265 +(0.775) ME + (0.761) C&S

\VCh: W S e e - P‘]gé NO 9

Z"\'Wil'l . ‘ — - e -
=S Fmaile e ; .
J\] L[n(]]]. ITIMS 201 E A e ail ~mmn e in@omail com



AL RESEARCH JOURNAL OF MULTIDIS(JP“NM

NTERNATION ' OF CASHLESS ECONOMY - Yy,
[MPACT O Y -CHAL g, 3T
SPECIAL ISSUE ON OPPORTUNITIES "”"“‘w.a /

Vol. 4, Special Issue 3, January, 2018 ISSN (Orfir.
[mpact  Factor: ]_3599{(1”“‘~)

ed By-lﬁé»u;crs of mobile wallet belonging 1, o :
catisfaction derived from the operational aspecy, i
’ ¥r

_____ “The satisfaction dery
There are two regression equations perty;,

reflected by two parameters. vn‘z;,) "

that from qualitative aspects of service.

the dimensions of satisfaction.
The first linear regressio

s of mobile wallet is Inverse

l”:‘,' f,

n equation mentioned ab()\c indicartcs that'dimcnw,c :

ly related to the satisfaction de’rn‘cd bY its users
security 1s positively related to the derln’ed satisfaction (, e
users do not agree that mobile wallet improves *socia] identy,
Infact, they do not even get attracted towards .

sh backs. They feel morc comfortable if the mobile wallet comes with 5y, -

nd security features and there is refund of payments and reversal of Iransagtions, N Cage
Zefauh They adopt and use mobile wallet services because the cost of installation of t;

's zero and it comes in handy while dealing with situations of unavailability of cash and fry,

money. -
Generation Y (22-37 years)

S(operationa) = 3.903 + (0.282) UF + (0.312) ME
S(Qualilati\e) =4.286 + (0'534) SOU . .

The satisfaction derived by the users of mobile wallet belonging to generation
explained by two parameters, viz., satisfaction derived from the operational aspects of service 2.
that from qualitative aspects of service. There are two regression equations pertaining to each
the dimensions of satisfaction.

The first linear regression equation mentioned above indicates that dimensions of us
friendliness, monetary effectiveness and social usefulness of mobile wallet are positively related 1
the satisfaction derived by the mobile wallet users belonging to generation Y. These users adop
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Generation Z (15-21 years)

S(Opemlionnl) =1.829 + (0-235) SmU T (0.42]) rA
StQuatitative) = 0.790 + (0.456) UF

The satisfaction derived by the users of mobile wallet be
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