LIST OF REFERENCES

Admiraal, W., Lockhorst, D., Smit, B., & Weijers, S. (2013). The Integrative Model
of Behavior Prediction to Explain Technology Use in Post-graduate Teacher
Education Programs in the Netherlands. International Journal of Higher
Education, 2(4), 172-178. https://doi.org/10.5430/ijhe.v2n4pl72

Ajzen, I. (1991). The theory of planned behavior. Organizational Behavior and
Human Decision Processes, 50(2), 179-211. https://doi.org/10.1016/0749-
5978(91)90020-T

Ajzen, l., & Fishbein, M. (1980). Understanding attitudes and predicting social
behavior. EnglewoodCliffs NY Prentice Hall (\Vol. 278). https://doi.org/Z

Alawadhi, S., & Morris, A. (2008). The use of the UTAUT model in the adoption of
e-government services in Kuwait. In Proceedings of the Annual Hawaii
International Conference on System Sciences. https://doi.org/10.1109/
HICSS.2008.452

Benbasat, I., & Zmud, R. W. (1999). Empirical Research in Information Systems: The
Practice of Relevance. MIS Quarterly, 23(1), 3-16. https://doi.org/10.2307/
249403

Bishara, A. B., Wahba, K., Kennedy, M., Winch, G. W., Langer, R. S., Rowe, J. ., &
Yanni, J. M. (2004). 3rd Generation Mobile Technology Impacts on Profitability :
A System Dynamics Approach. Proceedings of the 22nd International

Conference of the System Dynamics Society.

Blaikie, N. (2010). Designing Social Research. Designing social research The logic
of anticipation. https://doi.org/10.1177/0957926512440660

Calisir, F., & Gumussoy, C. A. (2008). Internet banking versus other banking
channels: Young consumers’ view. International Journal of Information
Management, 28(3), 215-221. https://doi.org/10.1016/j.ijinfomgt.2008.02.009

69



Central Bank of Sri Lanka. (2015). Annual report. Ministry of Finance - Sri Lanka.
https://doi.org/1.1

Chin, W. (1998). The partial least squares approach to structural equation modeling.
Modern Methods  for  Business  Research,  295(2), 295-336.
https://doi.org/10.1016/j.aap.2008.12.010

Cricelli, L., Grimaldi, M., & Ghiron, N. L. (2011). The competition among mobile
network operators in the telecommunication supply chain. International Journal
of  Production Economics, 131(1), 22-29. https://doi.org/10.1016/
j-ijpe.2010.02.003

Cronbach, L. J. (1951). Coefficient alpha and the internal structure of tests.
Psychometrika, 16(3), 297—-334. https://doi.org/10.1007/BF02310555

Davis, F. (1989). Perceived usefulness, perceived ease of use, and user acceptance of
information technology. MIS Quarterly, 13(3), 319-340.
https://doi.org/10.2307/249008

De Carvalho, F. A., & Faria Leite, V. (1999). Attribute importance in service quality
Attribute importance in service quality: an empirical test of the PBZ conjecture
in Brazil. International Journal of Service Industry Management, 10(5), 487-504.
https://doi.org/10.1108/09564239910289021

Di Castri, S. (2013). Enabling Mobile Money Policies in Sri Lanka The Rise of eZ
Cash. Retrieved from https://www.gsma.com/mobilefordevelopment/wp-
content/uploads/2013/07/Enabling-Mobile-Money-Policies-in-Sri-Lanka-
GSMA-MMU-Case-Study-July2013.pdf

Dillon, A., & Morris, M. G. (1996). User acceptance of new information technology:
theories and models. In Annual Review of Information Science and Technology
Volume 31 (Vol. Vol. 31, pp. 3-32).

Efron, B., & Tibshirani, R. (1986). Bootstrap Methods for Standard Errors, Confidence
Intervals, and Other Methods of Statistical Accuracy. Statistical Science, 1(1),
54-75. https://doi.org/10.1214/ss/1177013815

70



G. Tabachnick, B., & S. Fidell, L. (2007). Using Multivariate Statistics. Pearson
Education, Inc. (Vol. 28). https://doi.org/10.1037/022267

Gerrard, P., & Barton Cunningham, J. (2003). The diffusion of Internet banking among
Singapore consumers. International Journal of Bank Marketing, 21(1), 16-28.
https://doi.org/10.1108/02652320310457776

GSMA. (2010). Mobile Money for the Unbanked: Definitions. GSM Association.

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2017). A primer on partial
least squares structural equation modeling (PLS-SEM). Retrieved from
https://in.sagepub.com/en-in/sas/a-primer-on-partial-least-squares-structural-
equation-modeling-pls-sem/book244583

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2011). PLS-SEM: Indeed a Silver Bullet.
The Journal of Marketing Theory and Practice, 19(2), 139-152.
https://doi.org/10.2753/MTP1069-6679190202

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2012). “ Partial Least Squares ( PLS ) Path
Modeling in Strategic Management Research and Practice .” Long Range
Planning, 1-2.

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2012). Partial Least Squares: The Better
Approach to Structural Equation Modeling? Long Range Planning, 45(5-6), 312—
319. https://doi.org/10.1016/j.1rp.2012.09.011

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2013). Partial Least Squares Structural
Equation Modeling: Rigorous Applications, Better Results and Higher
Acceptance. Long Range Planning, 46(1-2), 1-12. https://doi.org/10.1016/
j.Irp.2013.01.001

Henseler, J., Hubona, G., & Ray, P. A. (2016). Using PLS path modeling in new
technology research: updated guidelines. Industrial Management & Data
Systems, 116(1), 2—20. https://doi.org/10.1108/IMDS-09-2015-0382

Henseler, J., Ringle, C. M., & Sarstedt, M. (2014). A new criterion for assessing

discriminant validity in variance-based structural equation modeling. Journal of

71



the Academy of Marketing Science, 43(1), 115-135. https://doi.org/10.1007
/s11747-014-0403-8

Henseler, J., Ringle, C. M., & Sinkovics, R. R. (2009). The use of Partial Least Squares
Path Modeling in International Marketing. Advances in International Marketing,
20(2009), 277-319. https://doi.org/10.1016/0167-8116(92)90003-4

Hsu, C.-L., & Lin, J. C.-C. (2015). What drives purchase intention for paid mobile
apps? — An expectation confirmation model with perceived value. Electronic
Commerce Research and Applications, 14(1), 46-57. https://doi.org/10.1016/
j.elerap.2014.11.003

Hsu, C.-L., & Lin, J. C.-C. (2016). Effect of perceived value and social influences on
mobile app stickiness and in-app purchase intention. Technological Forecasting
and Social Change, 108, 42-53. https://doi.org/10.1016/
J.TECHFORE.2016.04.012

Hu, L. T., & Bentler, P. M. (1998). Fit Indices in Covariance Structure Modeling:
Sensitivity to Underparameterized Model Misspecification. Psychological
Methods, 3(4), 424-453. https://doi.org/10.1037/1082-989X.3.4.424

Hu, L. T., & Bentler, P. M. (1999). Cutoff criteria for fit indexes in covariance structure
analysis: Conventional criteria versus new alternatives. Structural Equation
Modeling, 6(1), 1-55. https://doi.org/10.1080/10705519909540118

Igbaria, M., livari, J., & Maragahh, H. (1995). Why do individuals use computer
technology? A Finnish case study. Information and Management, 29(5), 227—
238. https://doi.org/10.1016/0378-7206(95)00031-0

Kuo, Y.F., & Yen, S. N. (2009). Towards an understanding of the behavioral intention
to use 3G mobile value-added services. Computers in Human Behavior, 25(1),
103-110. https://doi.org/10.1016/j.chb.2008.07.007

Kushary, D., Davison, A. C., & Hinkley, D. V. (1997). Bootstrap Methods and Their
Application. Cambridge University Press (Vol. 42). https://doi.org/10.2307/
1271471

72



Liang, D., Ma, Z., & Qi, L. (2013). Service quality and customer switching behavior
in China’s mobile phone service sector. Journal of Business Research, 66(8),
1161-1167. https://doi.org/10.1016/j.jbusres.2012.03.012

Limayem, M., Hirt, S. G., & Cheung, C. M. K. (2003). Habit in the Context of IS
Continuance: Theory Extension and Scale Development. ECIS, (2003). Retrieved

from http://aisel.aisnet.org/ecis2003/90

MacKenzie, S. B., & Podsakoff, P. M. (2012). Common Method Bias in Marketing:
Causes, Mechanisms, and Procedural Remedies. Journal of Retailing, 88(4),
542-555. https://doi.org/10.1016/J.JRETAI.2012.08.001

Momaya, K., & Gupta, H. M. (2008). Managing the Customer Perceived Service
Quality for Cellular Mobile Telephony: An Empirical Investigation. Vikalpa,
33(1), 19-34.

Negi, R. (2009). User’s perceived service quality of mobile communications:
experience from Ethiopia. International Journal of Quality & Reliability
Management, 26(7), 699-711. https://doi.org/10.1108/02656710910975769

Neuman, W. L. (2014). Social Research Methods: Qualitative and Quantitative
Approaches. Relevance of social research (Vol. 8). https://doi.org/10.2307/
3211488

Nunnally, J., & Bernstein, 1. (1994). Psychometric Theory, 3rd edn, 1994. McGraw-
Hill, New York, 3, 701.

Pahnila, S., Siponen, M., & Zheng, X. (2011). Integrating Habit into UTAUT: The
Chinese eBay Case. Pacific Asia Journal of the Association for Information
Systems, 3(2), 1-30.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of
service quality and its implications for future research. Journal of Marketing,
49(4), 41-50. https://doi.org/10.2307/1251430

Park, S. Y. (2009). An Analysis of the Technology Accept ance Model in

Understanding University Students’ Behavioral Intention to Use e-Learning.

73



Educational Technology & Society, 12, 150-162. https://doi.org/10.1007/
s00340-009-3513-0

Podsakoff, P. M., MacKenzie, S. B., Lee, J.-Y., & Podsakoff, N. P. (2003). Common
method biases in behavioral research: a critical review of the literature and
recommended remedies. The Journal of Applied Psychology, 88(5), 879-903.
https://doi.org/10.1037/0021-9010.88.5.879

Raman, A., & Don, Y. (2013). Preservice teachers’ acceptance of learning
management software: An application of the UTAUT2 model. International
Education Studies, 6(7), 157-164. https://doi.org/10.5539/ies.v6n7pl157

Richardson, M., Weaver, C. K., & Zorn Jr, T. E. (2005). Thumb culture: The meaning
of mobile phones for society. New Media and Society (Vol. 7).
https://doi.org/10.1177/1461444805050763

Sarstedt, M., Ringle, C. M., Henseler, J., & Hair, J. F. (2014). On the Emancipation of
PLS-SEM: A Commentary on Rigdon (2012). Long Range Planning, 47(3), 154—
160. https://doi.org/10.1016/j.Irp.2014.02.007

Sekaran, U. (2006). Research method of business: A skill-building approach. Writing.
https://doi.org/http://www.slideshare.net/basheerahmad/research-methods-for-

business-entire-ebook-by-uma-sekaran

Sekaran, U., & Bougie, R. (2013). Research methods for business. In Research
methods for business (p. 436). https://doi.org/10.1017/CB09781107415324.004

Selim, H. M. (2003). An empirical investigation of student acceptance of course
websites. Computers and Education, 40(4), 343-360. https://doi.org/10.1016/
S0360-1315(02)00142-2

Spreng, R. a., Mackoy, R. D., Spreng Robert D., R. A. M., & Spreng, R.A. and
MacKoy, R. D. (1996). An Empirical Examination of a Model of Perceived
Service Quality and Satisfaction. Journal of Retailing, 72(2), 201-214.
https://doi.org/10.1016/S0022-4359(96)90014-7

Tabachnick, B. G., & Fidell, L. S. (2007). Multivariate analysis of variance and

74



covariance. Using Multivariate Statistics, 3, 402-407.

Triandis, H. C. (1979). Values, attitudes, and interpersonal behavior. Nebraska
Symposium on Motivation, 27, 195-259. https://doi.org/10.1016/S0969-
4765(04)00066-9

Udo, G. J., Bagchi, K. K., & Kirs, P. J. (2011). Using SERVQUAL to assess the quality
of e-learning experience. Computers in Human Behavior, 27(3), 1272-1283.
https://doi.org/10.1016/j.chb.2011.01.009

van der Wal, R. W. E., Pampallis, A., & Bond, C. (2002). Service quality in a cellular
telecommunications company: a South African experience. Managing Service
Quality: An International Journal, 12(5), 323-335.
https://doi.org/10.1108/09604520210442119

Venkatesh, V., & Davis, F. D. (1996). A Model of the Antecedents of Perceived Ease
of Use: Development and Test. Decision Sciences, 27(3), 451-481.
https://doi.org/10.1111/j.1540-5915.1996.th01822.x

Venkatesh, V., & Davis, F. D. (2000). A Theoretical Extension of the Technology
Acceptance Model: Four Longitudinal Field Studies. Management Science.
https://doi.org/10.1287/mnsc.46.2.186.11926

Venkatesh, V., Morris, M., Davis, G., & Davis, F. (2003). User acceptance of
information technology: Toward a unified view. MIS Quarterly, 27(3), 425-478.
https://doi.org/10.1.1.197.1486

Venkatesh, V., Thong, J., & Xu, X. (2012). Consumer acceptance and user of
information technology: Extending the unified theory of acceptance and use of
technology. MIS  Quarterly, 36(1), 157-178. Retrieved from
http://ezproxy.library.capella.edu/login?url=http://search.ebscohost.com/login.a
spx?direct=true&db=iih&AN=71154941&site=ehost-live&scope=site

Venkatesh, V., & Zhang, X. (2010). Unified theory of acceptance and use of
technology: US vs. China. Journal of Global Information Technology
Management, 13(1), 5-27. https://doi.org/10.1080/1097198X.2010.10856507

75



Vriendt, J. De, Laine, P., Lerouge, C., & Xu, X. X. X. (2002). Mobile network
evolution: a revolution on the move. IEEE Communications Magazine, 40(4).
https://doi.org/10.1109/35.995858

Wang, K., & Lin, C.-L. (2012). The adoption of mobile value-added services:
Investigating the influence of IS quality and perceived playfulness. Managing
Service Quality, 22, 184-208. https://doi.org/10.1108/09604521211219007

Werts, C. E., Linn, R. L., & Joreskog, K. G. (1974). Intraclass Reliability Estimates:
Testing Structural Assumptions. Educational and Psychological Measurement,
34(1), 25-33. https://doi.org/10.1177/001316447403400104

Zhao, L., Lu, Y., Zhang, L., & Chau, P. Y. K. (2012). Assessing the effects of service
quality and justice on customer satisfaction and the continuance intention of
mobile value-added services: An empirical test of a multidimensional model.
Decision  Support Systems, 52(3), 645-656. https://doi.org/10.1016/
j.dss.2011.10.022

76



APPENDIX A: QUESTIONNAIRE

Questionnaire to Model the User Acceptance of Mobile
Cash Services

Please note that the information provided in this questionnaire will strictly be
used for education and research purposes only and no individual address or
household will be identified in the survey.

Filter Question

1 Do you use mobile cash services? Yes No

This survey is targeting only the users of Mobile Cash services.
LIl el =] please proceed to the next questions only i
AR (e geilNife]gll. Thank you for your valuable contribution.

Demographic Questions

2 Gender: Male Female
3 Residential District(Please Specify):
4 Age (Please
Specify):
5 Faculty(Please
Specify):
6 Level of Study (Please Specify):

Service Quality
Instructions: Please rate how strongly you disagree or agree with each of the
following statements in relation to the service provided by your mobile service
provider by circling the appropriate number.

[1 = strongly disagree; 2 = disagree; 3 = slightly disagree 4 = neither disagree nor
agree; 5 = slightly agree; 6 = agree 7 = strongly agree ]
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10

11
12
13
14

15

16

17

18

19

20
21

22

23

24

25

Reliability

Contact employees perform the service right the

first time 112]3]4151617
Provides the services at the promised time 112(3(4|5|6|7
You are kept well-informed about the progress of
. 1/2|3|4|5(6|7
your complaints
Billing system is accurate and error free 112(3(4|5|6|7
Responsiveness
Contact employees gives you a prompt service 112(3|4|5(|6]|7
Your complaints/queries are taken seriously 112(3(4|5|6|7
Your complaints are resolved quickly 1(2(3[4]5]6|7
They are always willing to help you 112(3(4|5|6|7
Assurance
Contact employees are friendly and polite while
. . i 1(2(3[4]|5]6]7
handling your complaints/queries
They have the adequate knowledge of tariffs and
: . 1/2|3|4|5(6|7
plans of service providers
The behavior of contact employees instils
. . 1(2(3[4]|5]6]7
confidence in you
You feel safe in your transactions with your service
. 1(2(3[4]|5]6]7
provider
Empathy
For lodging the complaints, service provider is
. . 1/2|3|4|5(6|7
easily accessible
Gives you individual attention 1(2(3[4]|5]6]|7
Understands your specific needs 112(3(4|5|6|7
Retailer network of your service provider is easily
1/2|3|4|5(6|7
located
Tangibles
Service provider’s physical facilities are visually
. 1/2|3|4|5(6|7
appealing
Contact employees appear neat 112(3|4|5(6]|7
Materials associated with the service (such as
1/2|3|4|5(6|7

pamphlets etc.) are visually appealing
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26
27

28

29

30

31

32
33

Convenience

Convenient business hours

Ease of lodging the complaints/queries

Your service provider provides flexibility in the
payment of bills

Application formalities are simple

Customer Perceived Network Quality

Your service provider provides sufficient
geographical coverage (on highways, inside the
buildings, and basement)

You experience minimum premature termination of
calls during conversation (i.e., call drops)

You get clear and undisturbed voice

You are able to make calls at peak hours

UTAUT 2

Instructions: Please rate how strongly you disagree or agree with each of
the following statements in relation to the mobile cash services by circling
the appropriate number.

[1 = strongly disagree; 2 = disagree; 3 = slightly disagree 4 = neither disagree
nor agree; 5 = slightly agree; 6 = agree 7 = strongly agree ]

34

35

36

37

Performance Expectancy

| find mobile cash services will be useful in my
daily life

Using mobile cash services will increase my
productivity

Using mobile cash services will help me to
accomplish things more quickly

Using mobile cash services will increase my
chances of achieving things that are important to
me
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38

39

40

41

42

43

44

45

46

47

48

49
50
o1

52

53

54

55

Effort Expectancy

Learning how to use mobile cash services will be
easy for me

My interaction with mobile cash services will be
clear and understandable

I will find mobile cash services easy to use

It will be easy for me to become skillful at using
mobile cash services

Social Influence

People who are important to me think that I should
use mobile cash services

People who influence my behavior think that |
should use mobile cash services

Mobile cash services use is a status symbol in my
environment

Facilitating conditions

I have the resources necessary to use mobile cash
services

I have the knowledge necessary to use mobile cash
services

Mobile cash is compatible with other technologies
| use

I can get help from others when | have difficulties
using mobile cash services

Hedonic motivation

Using mobile cash services will be fun

Using mobile cash services will be enjoyable

Using mobile cash services will be entertaining

Price Value

Mobile cash services are reasonably priced

Mobile cash services are reasonably priced
comparing with other banking channels

Mobile cash services are a good value for the
money

At the current price, mobile cash services provide a
good value
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56

57
58
59

60

61

62

63

Habit

The use of mobile cash services will become a
habit for me

I will addict to using mobile cash services

I must use mobile cash services

Using mobile cash will become natural to me

Adoption Intention

| intend to continue using mobile cash services in
the future

I will always try to use mobile cash services in
my daily life

I plan to continue to use mobile cash services
frequently

| expect that | would use mobile banking in future

Thank Youl!
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