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APPENDIX B (Items, Survey and Interview Guide) 


Survey: 


Interview Guide: 


1.  Greeting 
 Alle: 


Hej, Jeg hedder… 


Kan du fortælle lidt om din position in MP/som professor 
 2.  General 


Alle: 


Hvordan ville du beskrive den nuværende indenfor mobilepayment accept blandt forbrugerne generelt. 


Er der nogle factorer du mener kunne påvirke user acceptance (hvilke factorer der kunne medvirke eller 
 hindre forbrugere til ikke at bruge mobile betalingsløsninger) 


3. PE 


MP: Hvordan har I fokus på at mobile betalingsløsninger skal gøre det nemt for hverdagen 


MP:Hvordan har i tænkt over at det skal være hurtigrere at bruge mobilepay fremfor kontooverførsel,  
 MP: hvilke tanker har i gjort for forbrugerne når vi snakker om deres performance for mobilepay, 
 (hurtig overførsel, leje, faktura), nu har I lavet en ny funktion der giver gavekort 


JD/JH: Hurtigere at bruge NFC payments end credit card?  


JH:  


I value-added services, bliver perceived usefulness nævnt som det greatest impact for VAS. Er det også 
tilfældet i dag, også uden value-added services, hvor påvirker usefulness i dag faktorne for mobile 
payment adoption blandt danske consumers. 


JD: 


Hvordan er usefulness en faktor for mobile payment både i one-sided and multisided platforms,  
 Ydermere, conceptet af ss network effect may find a prodct or service more useful if similar consumer 
 uset hat product as well 


4. EE 


MP::Når det kommer til mobile betalingsløsninger/MobilePay, har i haft stort indblik i at gøre det nemt 
 for forbrugerne at bruge disse services og på hvilke måder 


MP: hvor simpelt har I gjort det for forbrugerne at bruge disse mobilepay.  


MP: Har der været en tutorial/guideline til at få til at bruge mobilepay 
 JD/JH: Hvor indan har NFC udbyderne gjotr det nemt for forbrugerne 
 JH: 


Du nævner også at consumers see the payment process being easier and more efficient when Vasa re 
 integrated with the mobile payment service.  


Hvis vi nu ikke tænker på VAS, er ’easiest option’ det der får danske forbrugere til at tænke mobile 
 payments 


5. SI/ 


JH: Når man kigger på danske muligheder for mobile betalingsløsninger, og sammenligner mobilepay 
 og Applepay/NFC, hvor stor en forskel er der så i forbrugernes intention to adopt, når ens bekendte og 
 venner/familie bruger mobilepay fremfor NFC muligheder. 


MP/JH:  


Til udbredelsen af mobilepay, hvor vigtigt har det været at have fokus på P2P overførelser, og især 
 weshare. I digital theory snakker man om network effects og chicken/egg problemet, hvoraf antallet af 
 forbrugere er vigtigt for produktet. Hvordan har I etableret så hurtigt i et P2P netværk 


JH/: 


Man snakker genelt om complemtanry services and indirect network effects i den forstand, at man skal 
 have nye produkter til core, ligesom applepay til apple telefonen, mulgivis mobilepay til danske bank 
 funtkionen, selv weshare til mobilepay.  


Hvor vigtigt er det at kunne blive ved med at komme med complemntary products til NE. O 
 JH/MP: 


Hvor meget vægter den danske befolkning hvad deres venner og peers siger om brugen af mobile 
 betalingsløsninger. Det er meget relevant i andre lande, især asiatikse lande, men ikke sågå i vesten. 


Men kan dette medvirke til at større network effects, fordi du direkte downloader fordi dine peers har 
 det 


JD: 


You mention users gain from a platform depends on the number of other users of the same type who 
 jon the sam platform.  


Here its network effects, men man kunne sige at fordi ens venner har det, er det med til går network 
 effects. Hvor meget vægter den danske befolkning hvad deres venner og peers siger om brugen af 
 mobile betalingsløsninger. Det er meget relevant i andre lande, især asiatikse lande, men ikke sågå i 
 vesten. 


Men kan dette medvirke til at større network effects, fordi du direkte downloader fordi dine peers har 
 det 


JD: 


Ydermere, conceptet af ss network effect may find a prodct or service more useful if similar consumer 
 uset hat product as well 


6. FC 


MP: hvor vigtigt har det været for at gøre mobilepay kombatilt med telefoner, og hvordan overordnet 
 set har processen været at gøre det til en app at kunne overføre penge til hinanden.  


MP: Også hvor vigtigt har support systemet været. Har forbrugerne mulighed for at kontakte jer. 


MP: hvor vigtigt er det for at forbrugerne har det nødvendige viden og resourcer for at bruge mobile 
 pay 


JH/JD: Hvilke resourcer og viden skal man have få at bruge NFC baseret payments 
 JH/JD: Hvordan har NFC er kompabilt med andre services. 


JH: 


Ydermere, nævner du Compatability også er en stor faktor for adoption, men ift forbrugerne livsstil, 
 værdier etc. Men hvad med compatatiliy ift selve appfuntkioner, telefoner, POS. 


JD: 


I siger at ”The colledcted data contained infromation about the launch of both solutions as well as 
 information about their subsequent evolution, namely introduction of new features, user base, 
 protmitonal campaigns and business models. … the apps were also on the researchers phones so that 
 better insights into the apps’ functionality could be obtained” 


Reach and range: mobility= anywhere and anytime 


Forklar I paper, at reach and range kan sammenlignes med mobility? 


JD/MP: 


Du siger ift til Mobilepays reach og range at 


Reach er alle banks customers, smes, large mercahnts, webshops, NFC/bluetooth, online og 
 eksempelvis windoes app og c2b. 


Nu kan vi se at MP bade bruges I c2b og p2p også I webshops også de fleste store butikker. 


Hvad kan være det næste, hvad for consumers sammenhæng mellem reach og range. Hvorfor bruger 
 flere i MP eller NFC apple pay i butikker end man gerne ville, og omvendt, hvorfor er det de bruger 
 det? 


JD: functionality is faciliting resources as well adding features such as WeShare 
 7. habit 


JH:  


Du nævner i VAS at i fremtiden vil der være mere fokus på risk, trust, habit og security, hvordan ser du 
det i dag? En for en, også iforholdt til alt andet end habit er en barrier, vi har selv lavet den extension til 


MP: Når man kigger på mobilepay, er det noget at kunne gøre til en vane. Eksempelvis med husleje, 
 fakturaer etc. Hvordan har i gjort det muligt for forbrugerne at bruge mobilepay på et vaneliggende 
 niveau 


MP: Hvilke expectations havde om at bruge mobilepay i dagligdagen og på et dagligt niveau. Især nu 
 med jeres mulighed indenfor betaling i butik 


8. PI 


Mp/ALLE: Hvor vigtigt er det at forbrugerne har viden og erfaring fra andre informations teknologier 
 til at nu bruge mobilepay både i p2p sammenhæng og i butikkerne.  


JH: mener du at der er en sammenhæng mellem forbrugers tidligere technologiske og adoption, du 
 foreslår selv ” companies should focus on more tech-savvy consumers for initial adoption, once these 
 early adopters have taken to the technology, the early and late majorities are likely to join once they 
 that it work” er det selv tilfældet i dag, eller er vi nået et punkt I Danmark, hvor alle er ‘tech-savy’ 


JD: er folk med tidligere erfaring inden for technologi mere inclined til at adapte og blive ved med at 
 bruge mobile payments, men kunne det også være en ulempe, idet hvis der kommer en bedre teknologi 
 som biometric, i virkeligheden været med at stoppe ’continous use’ så personal innovativeness 


muligvis kun er en  


9. Trust/security risk  


Hvor vigtigt har troværdigheden været fra MobilePays side ift transactioner 


MP: Sammenlignet med kort og kontant, hvilke sikkerhedsmæssige anstandinger tager i for at 


gennemføre sikker transactioner, er det det samme i bruger til jeres bank transaktioner fra danske bank. 


MP: hvor stor fokus er der på sikkerhed og risk, hvilke sikkerhedsmeasures tager I? 


JD: Vi har snakket med din kollega Jonas Hedman, og han siger at I fremtiden, vil være focus på habit, 
security risk, og trust, hvordan ser du disse faktorer I dagen mobile betalings løsninger system, hvordan 
er barrier som security, risk og trust nu en stor factor, hvad vægter forbrugerne, nu når er det nemmeste 
og mest usefulness. 


Og hvordan er habitual en vigtig faktor for mobilebetalingsløsninger, vi har snakket om venkatesh 
 utaut2, som uddyber med habit, men hvordan kan det være en vane blandt danskere. 


JD: 


I Introducing platform interactions models for studying multi-sided platforms siger du at “C2b aple pay 
 has failed to ignite as they do not address significantly important friction. They argue that cc such as 
 visa and master are alreadu providing efficient and securement payment methods, thus mobile phone 
 doe not provide additional value to consumers in any way. 


Hvordan can C2b service give additional value to both users and merchants? 


Så siger du at ‘pingit have managed to obtain significant user base mainly from p2p transction rather 
 than c2b transaction, this success can jeopardized in the futre if a payment platform cannot continue to 
 evolve. Er det det same tilfælde for mobilepay? Nu har de prøvet med c2b, men hvor successfuldt er 
 det?  


10. behavioural intention 


- hvordan vil mobilepay være i fremtiden 


-hvad tænker forbrugerne når at få behavioural intention 
 11. 


Continous use: 


JD: Du siger at on sided platforms also alow the incumbents to mobilize their already existing user base 
 and engage them” 


JD: Network effects are strong, scale economies are significant and rentetion rate are high. Hvad kan 
 ellers holde retention høj? 


JD: 


Du siger blandt andet “danske bank never considered launching as a two-sided platform, its initial plan 
was to start with the p2p feature, get critical mass, and expand by moving to c2b and then further on 
 … having secured the on-side after five months danske bank launched a pilot to allow consumers to 
use MP at selected food stalls, coffe shops and teaxis. Danske bank transformed mobile pay from 


Hvor vigtigt er at med complemetnary products for at få forbrugerne til at blive? Eller hvad kan ellers 
 være med til at få forbrugerne til at blive ved med at bruge mobile payments. 


Du nævner også chicken og egg 


For continous use, er complementary and evolution of product necessary? 


Potential new ones: 


Social image of DB/MP 


Add from what they say in their studies for reasons to Danish consumers to adapt it. 


Maybe get an interview with consumer focus expert instad of payment focused expert (look for 
 cashless society paper by hedman?) 


JH: 


Du har stor focus på value-added services, i vores initial model af utaut2, var der price-value der betød 
 hvad det ville koste, for forbrugerne, men det er det omvendte tilfælde i dag, hvor vi ser vi sparer penge 
 på at bruge telefonen, også ift loyalty og branding. Hvor ville man se det på det danske markedet, nu 
 ser vi at indivdualle supermarkedskæder bruger rabater gennem appen, men ikke noget der foreløbig 
 sker gennem mobilepay eller applepay/NFC?  


Er value-added services applicable til disse services som MP og Ap 
 Også ift network effects, NYE: branding/social image/ 


JH: forskel på nFC og p2p i kontext af onesided og two sided platforms 
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Appendix E (Interviews) 



Jonas Hedman Interview 


Interviewer: 


I wanted to know a little bit more about the scope, especially when it's a Danish based study and so on. 


So, first of all, you talk a lot about value added services and mobile payments. How would you really 
 define that? Is it just loyalty rewards and discounts? And how is it that it interacts with mobile 


payments? 


Jonas Hedman: 


If you take the case of MobilePay. It That could be one type of value added, but there also some other 
 thing you can add. So I haven’t been using MobilePay for a long time, because I have the wrong 
 CPR-number, so I cant get access to MobilePay. I have a living address in Sweden. From whose perspective 
 are you looking at? 


Interviewer: 


I'm actually looking at for the consumers perspective. So the surveys on the consumers, but we also 
 want to know a bit about, you know, how it interacts with the experts. So are the experts actually 
 providing what our survey is going to say? Are the survey going to provide something else? 


Jonas Hedman: 


Let me see if I can find this report. Here, it is. So we did a survey, what was the name of that. It is 
 published as a report. Let me see if I can find that one. Ill attach it in the chat. A survey that we did 
 based on this. Its based on a particular consumer oriented framework called the theory of consumption 
 batteries, which assumes that decision a consumer do either, to buy something to adopt something, to 
 use something is driven by different values. Functional value, what can you pay with a payment 
 service? And something like that. There are social values if your friends are using it, which is a driver. 


You have some feedback or inspiration, have you send out the survey yet? 


Interviewer: 


Yeah, we actually have,  
 Jonas Hedman: 


Then you can contrast your result with what we have. 


Interviewer: 


Okay, perfect. And also in terms of that, because for instance, you mentioned, if your friends are using 
 it for payments, you will also use it. But also, your paper, you specifically mentioned something like 
 loyalty rewards and discount as one of the specific value added aspects of mobile payments. But how 
 would you actually see that in, let's say, the Danish market today? because right now, you don't really 
 see the same type of, you know, discounts such as, you know, buying products with mobile pay or 
 Apple Pay? Which is actually something that you see in Asia and the US How is that applicable to the 
 Danish market? 


Jonas Hedman: 


The reason for that is legal constraints you've done that are different legal framework. inhibitors. 


Another one that we added without crystal that you have read. The other one is that has a technology 
 adoption perspective with other consumptions of different types of theories, basically, they do have 
 some similarities.So that is a little bit cumbersome, but you have some like barriers, whether you can 
 use in store payments, you can request for money, that would be an added value added services. Then 
 Then, of course, it could be some other types of services like you have more of those, like, of course, in 
 the United States. But yeah, so this is what we have. 


Interviewer: 


Yes, yes. This is for the thesis. So this is basically our, you know, the section I'm using, I'm studying 
 ebusiness.  what we're actually trying to do here is that we also want to look at the different expert 
 opinions, because I have noticed that he also wrote about near field communication. And we have also 
 seen that basically going down the scope. Also another colleague says that for mobile pay, they first 
 have to create a critical mass. And you also mentioned it in the value added services article. And then 
 they can go on to NFC..Do you agree with that same point? 


Jonas Hedman: 


NFC is one technology to communicate with a phone or the payment through some device. And of 
 course, you can communicate in different ways. You can communicate with an SMS, or that protocol, 
 where you can use the Wi Fi as well as different ways a mobile payment service can communicate with 
 their surroundings. So NFC is just one but it's not the sort of NFC and then you've put together there's 
 been the best way haven't been To communicate. And I think I've seen that such enables you to do that 
 type of payments, which I think is clearly the preferred choice of people to tap into, sometimes you 
 need to enter your PIN code, but most of the time, depending on the amount and how many constraints. 


Interviewer: 


You also just mentioned, like, a few minutes ago about that your friends are using what's called mobile 
 payments, and then your world also be inclined to use it. Do you see that also, because we talk about 
 social prestige, you know, social influences a very dominant factor influence, 


Jonas Hedman: 


I would actually say that, in the other video that I did, we will talk about social aspects. So on one 
 hand, you have the social prestige. So if you have a new phone, you show it for your friends. Then you 
 have the network effects by your friends. It's two types of social drivers, one of getting individual 
 prestige. And the other one is what appears to be two sets of social aspects, leading to increase. 


Interviewer: 


Okay. And also, from a Danish perspective directory, see that? Let's say people are using Apple and 
 then Apple Pay, therefore, you're actually using it for prestige measurement, because you know, for a 
 fact that people are using it for network effects, right. 


Jonas Hedman: 


So I think has gone down. Everyone has a smartphone today, but when it emerged, like 2008, there was 
 too much prestige. I afford to buy Apple, Apple has a unique position in Denmark by having 50 plus 
 percent of market share. So Apple Pay therefore, becomes really important because of its critical mass. 


Okay, so it is often less relevance in other countries, or they don't have the same strong position, then 
Google pay or Samsung Pay will be more dominant.Yep. And do you see that that's like, you know, 
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