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                                                                                        6. Analysis

                                                                6.2 Qualitative Insights

                                
                    The following subchapter is dedicated to presenting and analysing the main qualitative insights obtained 
 from the interviews (Appendix E) on the constructs devised in the Theoretical Model. 



6.2.1 Performance Expectancy  


With regard to the hypothesis that Performance Expectancy has a positive relationship with Behavioural 
 Intention, all interviewees considered Performance Expectancy as one of the most prevalent indicators 
 for adoption. This can also be observed through the number of mentions of the construct in the interviews. 


For instance, Kjærgaard considers MobilePay more useful than regular bank transfers in a peer-to-peer 
 setting, as he argues “Suddenly there was an option for quick transfers … in a fast way.” (Kjærgaard 
 Interview, 2021). Kjærgaard compares MobilePay with mobile banking  transfers and sees it as a much 
 faster alternative. When aligning such statements to the quantitative results, it is evident that the survey 
 respondents  also  agreed  to  the  statement  that  mobile  payments  make  purchases  faster,  indicating 
 individuals value the pace of payments as one of the most important benefits of mobile payments. 


Head of digitalization at Copenhagen Business School Jan Damsgaard, similarly, says mobile payments 
 is a better option: 


“Today, all peer-to-peer transactions are MobilePay. And a lot of the internet shopping is also 
 MobilePay. When you pay with a credit card, you must type in a lot of different digits and your cvv 
 code and the expiration date. With MobilePay you just type your phone number and pay. It works very 


well and is extremely easy.” 


(Damsgaard Interview, 2021). 


Damsgaard further argues that MobilePay has a competitive edge over credit card payments in an online 
sphere. Along with Damsgaard, MobilePay professionals Kalina Staykova and Peter Kjærgaard () also 
consider MobilePay more advantageous than credit cards, when it comes to online payments. However, 
when scholar Hedman was asked if credit cards had an advantage over MobilePay, he said, “Yes to a 


large extent I agree that tap and go with a card is quite convenient, it is quite fast. But If you start using, 
 say mobile payments, maybe in other contexts,  then you might just start using it in the same in-store 
 context as well. Because you have a better  traceability of your payment.”  (Hedman Interview, 2021). 


Hedman considers credit cards more convenient than MobilePay in physical stores, but still mentions 
 that different contexts matter.  


It is important to consider the context of the payments in order to assess the usefulness. Even though the 
 scholars  and  MobilePay  professionals  have  stated  that  when  performing  online  payments,  mobile 
 payments  are  more  advantageous  to  use  than  cards.  For  in-store  purchases,  credit  cards  are  most 
 successful, as  Damsgaard says “Among merchants, the credit card is the market leader” (Damsgaard 
 Interview,  2021). Even  former  MobilePay  professional  Staykova  acknowledges  the  success  of  credit 
 cards over mobile payments: “Contactless  Dankort,  I  think  is  quite  dominant,  and  nothing  beats  this 
 experience  yet.  There  is  another  player,  Apple  Pay  that  is  gradually  overcoming  MobilePay  among 
 merchants” (Staykova Interview, 2021). Both Staykova and Damsgaard clearly stated mobile payments 
 in the form of MobilePay have a relative advantage over credit cards in the sphere of online shopping, 
 however,  in  the  realm  of  physical  point-of-sales  transactions,  credit  cards,  and  even  Apple  Pay  are 
 successful due to user experience and functionality.  


On the other hand, MobilePay professional Kjærgaard still argues that mobile payments are faster and 
 more useful than credit cards. “On first thought we think cards are easy, but if we stop to think of the 
 processes of retrieving the card and using it etc. It's not as easy as you first think” (Kjærgaard Interview, 
 2021). When  compared  to  the  survey  results,  the  respondents  identified  the  usefulness  of  mobile 
 payments, which was causally related to relative advantage, as imperative for their intention to adopt.  


Another interesting finding from the interviews is that the interviewees tended to compare different types 
 of  mobile  payments  services  with  credit  card  purchases  and  among  services  themselves,  distinctly 
 stressing the importance of relative advantage in a saturated market. An example of a relative advantage 
 is that Apple Pay is beginning to overtake MobilePay in their own domestic market: 


 “There is another player. That is gradually overcoming MobilePay, among merchants is Apple Pay, 
and there is data that suggests that Apple Pay has more transactions than MobilePay” (Staykova 


When specifically looking into the merchant sales, Apple Pay has an edge. Coherent with our survey, 
 respondents found the measurement item related to how useful mobile payment is for their daily lives, 
 the most important. Furthermore, the survey also demonstrated that individuals were using Apple Pay 
 daily compared to other mobile payment services: “Apple Pay is the only service that is paid through 
 with  NFC,  so  they  have  a  huge  competitive  advantage” (Damsgaard  Interview,  2021).  According  to 
 Damsgaard the reason for the high use of Apple Pay is the relative advantage they have through 
 NFC-technology in merchant stores.  



6.2.2 Effort Expectancy  


Regarding the role of Effort Expectancy as a factor for adoption, MobilePay professional Staykova stated 
 that one of the primary advantages which MobilePay had over competitors such as Swipp, was the 
 ease-of-use element. Moreover, MobilePay’s ease-ease-of-use element came from the fact that it was originally not 
 necessary to use  Nem-id (Danish authentication system) or any other type of authentication such as a 
 social security number. These security authentication methods did not arrive until MobilePay and their 
 user audiences had already grown to critical mass. Interestingly, Staykova stated the fewer authentication 
 steps to be “Largely considered as one of the most influential drivers for user adoption, especially when 
 compared to mobile banking and Swipp.” (Staykova Interview, 2021). 


Staykova furthered the theme of convenience by highlighting the fact that MobilePay’s success over 
Swipp was due to MobilePay launching as one inclusive app, meaning users experienced fewer barriers 
to adoption with MobilePay when compared to Swipp. This presented the opportunity for MobilePay to 
solidify  its  presence  in  the  market  through  first  mover  advantages  followed  by  system-measures  to 
increase the convenience. Furthering the notion of Staykova’s point on convenience, Kjærgaard states 
that: “I really think convenience for the user is key, they have to keep making services that are SMART 
(Specific, Measurable, Achievable, Realistic, Timely)”, to increase the user convenience through smarter 
integration.”. It would therefore seem as though Kjærgaard recognises convenience and ease-of-use as 
important factors for the adoption of mobile payment services.  


In terms of ease-of-use, Staykova illuminated that mobile payment services' primary benefit is how easy 
 it is to use. Which is fully utilised and highlighted in online digital payments, she stated that: 


  


“MobilePay has an exceptionally good online procedure that eliminates difficulties and provides users 
 with a faster, easier service. Making them currently the market leaders for online payments in 


Denmark'.  


(Staykova Interview, 2021). 


  


This procedure is the notion of simply entering your phone number at the checkout when shopping 
 online and approving on your phone. In the interview with Kjærgaard, he also supported Staykova’s 
 point and stated: 


  


“When it does not take place through physical payment, then we have made a solution that is 
 incredibly convenient for the smaller players.” 


(Kjærgaard Interview, 2021) 


 Alternatively,  Staykova  states  it  depends  on  the  payment  scenario,  stating  that  the  ease  of  use  and 
 convenience  elements  of  MobilePay  do  not  have  an  impact  in  an  in-store  environment,  such  as  a 
 Supermarket, because the convenience and ease of use is eradicated due to the faster process of 
 NFC-technologies such as Apple Pay, which enables users to pay via two clicks on the side of their phone. 


Evidence from the survey that supports this claim is when analysing the MobilePay users in the survey, 
 it is clear to see that their usage is more on a weekly-basis and less on a daily-basis, compared to 
 NFC-enabled mobile payment services. Which is resembling Staykova’s above point that MobilePay is less 
 convenient than Apple Pay on a daily local paying basis for example in a supermarket but is more useful 
 in an online context. Where you might pay with your phone number using MobilePay on a weekly basis.  


Continuing  Staykova’s  point  on  NFC  mobile  payments,  Damsgaard  states  that  convenience  is  an 
important  factor,  because  by  increasing  the  ease  of  use  and  convenience  of  mobile  payments,  you 
mitigate users’ displeasure of wasting time in checkouts. He states that the convenience is increased due 
to the use of mobile phones, which today are generally always on hand in a pocket, whereas wallets due 


to their size have transitioned to bags or left at home. By increasing the convenience, you increase the 
 likelihood for adoption and continued use (Damsgaard interview, 2021). 


In terms of similarities between the Effort Expectancy results from both the quantitative and qualitative 
 data sets, the survey data showed that the respondents who used Apple Pay had a higher daily use of 
 mobile payments, and found that the higher their use, the more they agreed on the ease of use and how 
 convenient mobile payment were. This is in accordance with Damsgaard point above, that Apple Pay 
 users’ higher usage frequency could be attributed to the higher convenience of using Apple Pay and other 
 NFC-technologies when using your smartphone, as most people’s phones are usually on their person. 


In the interview with Hedman, he believed the concept of ease of use is inferior and that the convenience 
 part is more interesting. The perception of the convenience of mobile payment services is make or break. 


He  stated  that  convenience  is  related  to  Habit,  whilst  he  recognised  the  already  pre-established 
 convenience of tap and go contactless cards. However, humans are creatures of habit, and once we start 
 to establish a habit of mobile payment services in other contexts, we are more likely to transition it to 
 further contexts such as in store. Hedman further states that users then will have better traceability of 
 their  payments,  when  the  payment  processes  are  more  uniform,  which  thus  creates  an  aspect  of 
 convenience (Hedman, 2021). MobilePay professional Kjærgaard had a similar point  to this when he 
 said: 


“When users gather around one solution such as mobile payments on the phone, it makes it easier for 
 companies to create a synergy between the user and the product which then enables you to further 
 refine and improve the solution, making mobile payments easier and more convenient for the user”.  


(Kjærgaard, 2021). 


The  above  quote  could  be  interpreted  as  a  suggestion  that  users  align  their  payment  methods  and 
procedures, which creates convenience though platform improvements, due to the pre-established habits 
being  broken  to  make  room  for  future  payment  realignment.  The  interview  also  disclosed  that 
Kjærgaards’ views on the influence of  the  Effort  Expectancy came down  to cultural socio-economic 
factors as well. He stated that there are considerable complexities to mobile payments, and they are not 
well  known  in  many  other  countries.  He  stated  that “The  inhabitants  of  Nordic  countries  have  an 
incredibly high digitalization.” (Kjærgaard, 2021). Meaning that due to the very accustomed relationship 


between Scandinavians and technologies, they are more likely to interpret the effort required to adopt, 
 and how easy to use mobile payment services as much less than other nations and peoples. Kjærgaard 
 also saw age as  a moderator for  Effort Expectancy, as he  stated, “The younger age groups are much 
 more  willing  to  adopt  new  technologies  and  are  much  quicker  at  learning  different  types  of  payment 
 methods as they have grown up with it.” (Kjærgaard, 2021). This stands out as an interesting point, as 
 the other experts that were interviewed did not clearly express age as a moderator for Effort Expectancy 
 and focused on other factors such as convenience and ease of use. 



6.2.3 Facilitating Conditions  


In the interview with Staykova, she argued that a contributing factor to the Facilitating Conditions that 
 influenced the adoption of MobilePay in its inception was its “intuitive design”. Even though Danske 
 Bank  did  not  contribute  to  MobilePay’s  image  positively  due  to  their  past  indiscretions,  Staykova 
 mentioned that the backing of Danske bank created Facilitating Conditions for the users of MobilePay 
 by stating:  


“Danske Bank aided MobilePay with the infrastructure, quality, it had the right resources. It had the 
 capital.” (Staykova Interview, 2021). 


 This  is  indicative  of  the  importance  of  having  in  place  the  Facilitating  Conditions  in  place  prior  to 
 adoption,  to  ease  the  transition  into  mobile  payments  services.  Continuing  the  theme  of  Facilitating 
 Conditions, Staykova expressed that a condition which further enhanced the usage of MobilePay was the 
 established support network that was constantly available, and help lines were there to address users’ 


issues when they arose. Evidence from the survey to support this would be that 94% of MobilePay-users 
 responded that they agreed or strongly agreed that they have the Facilitating Conditions in place to use 
 mobile payments. 


In the interview, Staykova also addressed the compatibility element of MobilePay. She explained that a 
factor  which  increased  the  popularity  of  MobilePay’s  adoption  was  that  it  was  not  only  available  to 
Danske Bank customers, but to all the Danish bank’s customers, meaning anyone could adopt it and any 
bank customer could use it to send money to anyone and everyone the customer pleased. Staykova argues 
this level of compatibility to people’s lifestyle was a great motivator for users to adopt and continue to 


use MobilePay. Similarly,  to this point she discussed the notion  that mobile payment services should 
 increase their range to increase the reach of their service. By increasing the underlying capabilities of 
 mobile  payments  through  increased  mobility,  compatibility  and  Facilitating  Conditions,  they  can 
 increase their reach of their network through increased user adoption. In turn, this creates and links to 
 the notion of network effects, and thus enhances the overall user experience and value. Furthering the 
 notion  of  compatibility  in  the  interview  with  Damsgaard,  he  argued  that  there  is  a  huge  influence  of 
 compatibility with the increase in the capabilities of the virtual mobile wallet on users’ smartphones. 


Smartphone users can now not only have their bank cards, but their driving licenses, gym memberships 
 cards,  movie  tickets,  boarding  passes,  gift  cards,  and  student  ID’s  all  in  one  place  on  your  mobile. 


Mitigating the need for a physical wallet which takes up space and does not have tracking capabilities.  


In the interview with Kjærgaard, he stated that it is imperative that mobile payment services have the 
 capability to diffuse across a country geographically to increase the user base. He continued to say that 
 Denmark, Norway, and Sweden have had this capability for decades due to them being digitally leading 
 countries with well-established infrastructures that provide the Facilitating Conditions for users to adopt 
 mobile payment services. The findings from the survey also support this, with the Facilitating Conditions 
 responses analysis evidently showcasing that users found that they have the necessary resources, support 
 and  features  to  carry  out  mobile  transactions  with  an  extraordinarily  strong  agreement  score  of  94%. 


Kjærgaard  explained  that  the  4G  and  3G  nationwide  network  capabilities  would  be  examples  of  this 
infrastructure.  These  cellular  network  technologies  enable  users’  instant  access  to  mobile  payment 
services  which  could  also  be  considered  a  feature  of  mobility,  the  notion  of  anywhere,  anytime 
computing. This also aligns and supports the survey results for the questionnaire item on mobility, where 
93%  of  the  respondents  either  somewhat  agreed  or  strongly  agreed  that  they  can  conduct  mobile 
payments anytime, anywhere. An explanation for the high score in this thesis’ survey arguably due to the 
extensive network infrastructure throughout Denmark. As an example, Kjærgaard mentioned that even 
since the 1990’s Danish tax returns became digitized, then online banking, then mobile banking. Not 
only did this create a society  that  is very accustomed to new technologies, but it also created faith in 
individual beliefs that the organizational and technical infrastructure was there to support the use of the 
system. 


Furthering  the  theme  of  geographical  influence  on  Facilitating  Conditions,  Kjærgaard  expressed  that 
 Denmark  is  a  relatively  dense  country  with  a  great  transportation  network,  making  it  a  facilitating 
 condition that the distance to shops is short, and the transportation is made easier through availability. In 
 turn,  this  means  that  when  consumers  visit  stores,  they  do  not  have  to  buy  in  bulk  which  is  an 
 inconvenient endeavour, especially on public transport. This is suggestive of a level of compatibility with 
 Danish lifestyles, as it matches well with the quantitative findings of the survey, which showed that 84% 


of users agreed or strongly agreed that mobile payments are compatible with their lifestyles.   


Kjærgaard  further  concludes  that  due  to  the  holistic  pre-existing  Facilitating  Conditions  in  Denmark, 
 users  will  be  more  likely  to  use  mobile  payment  services  more  once  they  have  been  adopted,  and 
 convenience has been identified (Kjærgaard, 2021).  


Kjærgaard  then  moves  on  the  mobility  aspect  of  Facilitating  Conditions  in  Danish  society,  by 
 illuminating  the  availability  of  mobile  payment  services  integration  in  Scandinavian  societies.  For 
 example, he states:  


“Scandinavians have mobile payments for private payments, for cash registers, for gifts, money gifts, 
 and normal gifts, they have for online web shops, and online train tickets. As I said, we have smaller to 


medium-sized stores, Myshop and lastly the2 POS solutions as well…”.  


(Kjærgaard Interview, 2021) 


This is suggestive of a facilitating capability that enables Danes to access and use Mobile payment 
services, anytime, anywhere. 



6.2.4 Perceived Security  


When asked about the importance of security and privacy-related factors for mobile payment adoption, 
 a clear tendency  was that all the  interviewees agreed that security and privacy have become  essential 
 features of any mobile payment service, as reflected by MobilePay professional Staykova:  


  


"I do agree with the fact that these factors [security & privacy] are becoming more and more 
 important." 


(Staykova Interview, 2021). 


  


Even  though  both  the  scholars  and  professionals  agree  that  security  and  privacy  are  fundamental 
 necessities, which every mobile payment service should possess, there was a sharp demarcation in terms 
 of whether they believed that such factors also influenced user's intention to adopt mobile payments: The 
 two  scholars  disagreed,  whilst  the  professionals  acknowledged  security  and  privacy  as  crucial 
 determinants. For example, scholar Hedman dismisses the idea that Perceived Security exerts a strong 
 influence  on  the  individual's  attitude  toward  adopting  mobile  payment,  rather  he  argues  that  mobile 
 payment systems have reached a level of security so high, that it no longer is the main factor for adoption: 


  


"So, it [mobile payments] has kind of reached a threshold where they are so secure, that consumers 
 don't even consider it a factor anymore." 


(Hedman Interview, 2021). 


  


Interestingly,  when  comparing  the  statement  from  Hedman  to  the  survey  results  related  to  Perceived 
 Security, similarities emerged. For instance, 70% of respondents agree that they feel secure about mobile 
 payment transactions being performed, however, the Perceived Security construct received the lowest 
 mean score out of all constructs in both system-centric and user-centric factors.  


  


A possible explanation for this uncommon relationship, could be that the smartphone and 
 smartphone-apps now have existed for such a long time that individuals now expect smartphone-apps to be screened and approved 
 prior to their launch in app-stores, and this might have rendered security as an insignificant factor for 
 some individuals. Damsgaard supports this claim, as he argues: 


  


"Security, it's such an obligatory prerequisite for apps nowadays that if you don't have it [security], 
 you're not authorised to even offer your product." 


(Damsgaard Interview, 2021). 


When asked about why they thought security has become a relatively diminishing factor for users, the 
 scholars highlighted digital acuity. Hedman explains that consumers, especially Danish consumers, have 
 become so accustomed to mobile payments, and mobile technology in general, that if they consider an 
 app not safe and secure, they will simply not download or use it:  


  


"Put it this way, the people who are using mobile payments expect the system to be secure. If some 
 people were afraid it was not secure, they would not use it." 


(Hedman Interview, 2021). 


  


Furthermore, the experts accredited the high digital maturity of the population as a contributing influence 
 for the diminishing role of security as a factor for adoption. More specifically, Damsgaard pinpoints that 
 the high digital maturity is a result of the increased digitalisation seen in the Nordics in the last decades, 
 and  that  this  process  also  has  affected  the  banking  industry.  As  banks  increasingly  are  offering  their 
 services in a digitalised form, and since the trust in banks is exceptionally high in the Nordics (Deloitte 
 Report, 2019). MobilePay professional Staykova agrees with the argument that digital services developed 
 by banks yield more trust: "There has also been a lot of research showing that the fact it was made by 
 Danske Bank, and not another Fintech player, increased adoption." (Staykova Interview, 2021). 


As mobile payments revolve around the transferring of financial funds, one would assume that such 
fintech services would be subject to strict governmental rules and laws installed to heighten security 
and protect the users. However, this is not the case, as Kjærgaard, explains that a certain loophole in an 
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