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ABSTRACT

Althoughmobilemoney(MM)hasbeenexploredintheexistingliterature,therolesoftrustandrisk
inMMusehavereceivedlittleattentionfromresearchers.Furthermore,manyoftheexistingstudies
havetreatedtheseconstructsasunidimensional.Theextantliteraturealsoshowsthatperceivedrisk
hasreceivedlittleattentionfromresearcherswhohaveconductedstudiesonMM.Thus,theobjective
ofthisstudyistoexaminetherolesoftrustandperceivedriskincustomers’intenttoadoptMM
servicesinGhana.Bothtrustandperceivedriskwerebrokendownintovariousdimensions.Thestudy
involved671respondentswhowereselectedviaaninterceptapproachandanonlinesurvey.Structural
equationmodellingwasusedtotestthestudy’shypotheses.Thefindingsshowthatperceivedrisk
isnegativelyassociatedwithcustomers’intenttouseMMservicesandeconomy-basedtrust.Trust
inserviceprovidersandeconomy-basedtrustarepositivelyassociatedwithcustomers’intenttouse
MMservices.Theimplicationsofthefindingsareprovidedinthelatterpartofthisstudy.
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INTRodUCTIoN

Mobilemoney(MM),alsoreferredtoasbranchlessbanking,isabankingandpaymenttoolthat
usesportabledevices toallowindividuals toaccessandcomplete financial transactions,suchas
fundstransfersandpaymentofutilitybills.Inlightoftheexponentialgrowthofcellphonecoverage
andusage(Gichuki&Mulu-Mutuku,2018),MMservicesareseenasalikelysolutiontofinancial
exclusionon theAfricancontinent(Tchouassi,2012), including inGhana. Increasingcellphone
diffusioninGhanahasledtoaremarkablegrowthintheadoptionandusageofMMservices.For
example,in2015,therewere13.1millionusersofMMservices;by2017,thisfigurehadjumpedto
23.95million—agrowthrateofmorethan83%intwoyears(www.bog.gov.gh).However,whilethis
increaseintheusageofMMserviceslookspromising,thetotalpopulationinGhanaaccessingand
usingtheMMservicesnowstandsatabout50%.Theremaining50%oftheGhanaianpopulationis
stilloutsidetheMMservicesnet;therefore,theindustry,regulatorsandacademicsneedtodetermine
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howtoincreaseMMusageandfinancialinclusionfortheremotelylocatedandpreviouslyunbanked
segmentofthepopulation.

Onlinetransactionsareassociatedwithcustomerconcernsaboutconsumertrustandperceptions
ofrisklinkedtoremotelyexecutedpaymentservicessuchasMM(PWC,2016).Priorresearchers(e.g.,
Yangetal.,2015;Ratnasingametal.,2005)haveconsideredthefactors‘trust’and‘risk’ascentral
totheadoptionanduseofelectronicpaymentsystemsandelectroniccommerce.Someresearchers
(e.g.,Imetal.,2008)havealsonotedthatthetechnologyadoptionandusageliteraturehasoften
neglectedtheroleofperceivedriskintechnologyuse,andthereisaneedtofurtherinvestigatethis
issueinrelationtoMMuse.ThefewexistingstudiesinGhanatreatedtrustandriskasunidimensional
constructs(seeforexampleTobbin&Kuwornu,2011),buttheexistingliterature(e.g.,Balletal.,
2016)arguedthat,trustandriskshouldbeconsideredasmultidimensionalconstructs.Moreover,
theassociationbetweenriskandtrustissuesandMMserviceuseintentinGhanahasrarelybeen
examined.Againstthisbackdrop,thisstudyfirstcontributestotheexistingliteratureonMMuseintent
inadevelopingcountrycontextbytreatingtrustandriskasmultidimensionalconstructs.Second,it
examineshowperceivedriskinfluencestheconsumer’sintenttouseMMservices.Third,itexplores
economy-basedtrustandintenttousetheMMservicenexus.Fourth,itexaminestrustintheMM
serviceproviderandintenttoengageinaMMservicerelationship.

Therestofthepaperisorganizedasfollows.Afterareviewofthetheoreticalbackgroundand
existingliterature,theresearchmodelandstudyhypothesesareelaborated,followedbyanaccount
of samplingdesign,measures, descriptive statistics,modelmeasurement and structural equation
modelling.Thepaperconcludeswithimplications,limitationsanddirectionsforfutureresearch.

THEoRETICAL BACKGRoUNd ANd LITERATURE REVIEw

MM Services
MMinvolvestheuseofmobilephonestoaccessfinancialservicesremotelythathavetypicallybeen
providedoveracounter(Mothobi&Grzybowski,2017).MMserviceslargelyincludetransfersand
payments.MMisalsoreferredtoascellphonebanking,over-the-counterbanking,agentbanking
andbranchlessbanking(Dinizetal.,2012).

Theweaknessesoftraditionalandotherelectronicbankingchannels(ATMsandonlinebanking)
infulfillingcustomers’financialneedsandrequirementsduetolimitedavailability,weekinternet
connectivityandotheraccessissuesmaybethereasonfortheincreasingpopularityofMMservices.

MMservicesareanovelwayofaccessingandconductinglow-costfinancialtransactions.Unlike
otherdigitalbankingchannels,MMservicesoperateattheintersectionoffinanceandtelecomand
involveadiversesetofstakeholderswithcompetingplayersfromvariousfields(Donovan,2012).
Amongthesestakeholdersoractors,MMagents(individualsorfirmswhooperatemobilemoney
services)areatthefrontlineofMMservicedeploymentandplayadecisiveroleinthesuccessof
MMservicesinGhanaandelsewhere.

Trust and Risk in digital Services
Itiswidelybelieved(e.g.,Safeenaetal.,2018)that‘trust’and‘risk’occupysignificantpositions
in e-business services (including e-commerce). This is perhaps because of the uncertainty and
riskinvolvedinonlinetransactionsconductedremotelyusingportabledevices,whichareproneto
hacking,lossandmisuse(Shaikhetal.,2018).Trustreflectsawillingnesstobevulnerablebasedon
thepositiveexpectationofanotherparty’sfuturebehaviour(Kimetal.,2018).WithregardtoMM
servicesinadevelopingcountry,trustreferstotheconsumer’sbeliefthatMMserviceswillbecost-
andtime-effectiveandthatserviceproviderswillsafeguardtheirclients’moneyandinformation.As
athird-partyprovider,suchasanagent,normallydeliversMMservices,theroleoftrustinconsumer
intenttouseMMservicesrelatesdirectlytothecustomer’strustinthatagent.



 

 

17 more pages are available in the full version of this

document, which may be purchased using the "Add to Cart"

button on the publisher's webpage: www.igi-

global.com/article/customers-perceived-risk-and-trust-in-

using-mobile-money-servicesan-empirical-study-of-

ghana/219224

Related Content

Review Spam Detection by Highlighting Potential Spammers and

Diminishing Their Effect
Fatemeh Keshavarz, Ayeshaa Abdul Waheed, Btissam Rachdiand Reda Alhajj

(2018). International Journal of E-Business Research (pp. 54-76).

www.irma-international.org/article/review-spam-detection-by-highlighting-potential-spammers-

and-diminishing-their-effect/193030

The Private Copy Issue: Piracy, Copyright and Consumers’ Rights
Pedro Pina (2011). Digital Product Management, Technology and Practice:

Interdisciplinary Perspectives  (pp. 193-205).

www.irma-international.org/chapter/private-copy-issue/47284

Analyzing the Impact of Game Vendors' Actions on the Monetary Value of

Virtual Goods
Kay F. Hildebrandand Tim A. Majchrzak (2014). International Journal of E-Business

Research (pp. 33-52).

www.irma-international.org/article/analyzing-the-impact-of-game-vendors-actions-on-the-

monetary-value-of-virtual-goods/110932

Advanced Business Process Management in Networked E-Business

Scenarios
Paul Grefenand Oktay Turetken (2017). International Journal of E-Business Research

(pp. 70-104).

www.irma-international.org/article/advanced-business-process-management-in-networked-e-

business-scenarios/188604

Validating Component-Based Implementations of Business Processes
Jens Lemcke, Andreas Friesenand Tirdad Rahmani (2011). Electronic Business

Interoperability: Concepts, Opportunities and Challenges  (pp. 124-151).

www.irma-international.org/chapter/validating-component-based-implementations-

business/52152

http://www.igi-global.com/article/customers-perceived-risk-and-trust-in-using-mobile-money-servicesan-empirical-study-of-ghana/219224
http://www.igi-global.com/article/customers-perceived-risk-and-trust-in-using-mobile-money-servicesan-empirical-study-of-ghana/219224
http://www.igi-global.com/article/customers-perceived-risk-and-trust-in-using-mobile-money-servicesan-empirical-study-of-ghana/219224
http://www.igi-global.com/article/customers-perceived-risk-and-trust-in-using-mobile-money-servicesan-empirical-study-of-ghana/219224
http://www.irma-international.org/article/review-spam-detection-by-highlighting-potential-spammers-and-diminishing-their-effect/193030
http://www.irma-international.org/article/review-spam-detection-by-highlighting-potential-spammers-and-diminishing-their-effect/193030
http://www.irma-international.org/chapter/private-copy-issue/47284
http://www.irma-international.org/article/analyzing-the-impact-of-game-vendors-actions-on-the-monetary-value-of-virtual-goods/110932
http://www.irma-international.org/article/analyzing-the-impact-of-game-vendors-actions-on-the-monetary-value-of-virtual-goods/110932
http://www.irma-international.org/article/advanced-business-process-management-in-networked-e-business-scenarios/188604
http://www.irma-international.org/article/advanced-business-process-management-in-networked-e-business-scenarios/188604
http://www.irma-international.org/chapter/validating-component-based-implementations-business/52152
http://www.irma-international.org/chapter/validating-component-based-implementations-business/52152

