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Consumers’ Resistance to Mobile Banking Using and

Organizational Performance: A Conceptual Framework
Peevara Parnitvitidkun' Pensri Jaroenwanit®

Abstract

In increasingly competitive environments, the globalization of financial services rapidly
expands. Banking consumers are able to access at any time via their mobile devices and
from most locations via the Internet; in the meantime, organizations have attempted to
search for effective strategies and apply them into their business operations for pursuing
sustainable competitive advantage and achieving best performance are needed. Most of
the previous researches on the mobile banking mainly focus on intention to use. In order
to extend the knowledge in this field. Despite this lack of consensus, the existing literature
consistently suggests that an important, building on the innovation resistance theory is
scarcity or limited availability. To fill this research gap, this paper develops a conceptual
framework which examines the impact of functional and psychological barriers to a person’s
intention to resist using mobile banking and organizational performance in unbanked mobile
phone Thai users. Hopefully, this study will offer implications for future research and design
organizational strategies in the cashless society that holds value to both academics and
practitioners working in the field.

Keywords: Mobile banking, Innovation resistance theory, Organizational performance

Introduction

With the rapid expansion of the Internet, increased computer access and convenient
electronic services in the global business environment. On the other hand, enabled by mobile
technologies, allowed businesses to deliver unique services and to serve a new business
model for businesses. Specifically, mobile banking has turned financial services into typically
available 24 hours per day. Therefore, businesses require mobile devices and the Internet
to operate (Hew, 2017; Shaikh & Karjaluoto, 2015; Subsorn & Limwiriyakul, 2012; Yu & Yu,
2010). In particular, mobile devices such as smart-phones and tablets become an essence in

daily life which connect the Internet to access banking networks for financial services (Eastin,
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Brinson, Doorey & Wilcox, 2016; Hanafizadeh, Keating & Khedmatgozar, 2014; Hew, 2017);
for example, customers require mobile devices to manage their bank accounts and allow
banking anytime, and anywhere (Shaikh & Karjaluoto, 2015; Verissimo, 2016). A review of
the related literature shows a growing emphasis on researches in addressing the advantages
of mobile banking; in addition, mobile banking is considered to be one of the last major
technological innovations which is boosting the number of services and content available
for both customers and banks (Baptista & Oliveira, 2016; Hanafizadeh et al., 2014; Shaikh &
Karjaluoto, 2015; Tam & Oliveira, 2016b; Verissimo, 2016; Yen & Wu, 2016).

To mobilize the main causes of innovations failure on the market, the consumer
resistance is caused by a failure to meet the success of an innovation (Cornescu & Adam,
2013; Heidenreich, Kraemer & Handrich, 2016; Ram & Sheth, 1989), and consequently
organizations need to understand consumer resistance and conduct their business to
become more efficient improvement competitiveness, productivity and profitability, such as
delivering innovations toward consumers need. Nevertheless, most companies face high rates
of innovation failures (Cornescu & Adam, 2013). Based on the studies and reviews of related
literature, most research shows that consumer innovation adoption has been modified,
while consumer innovation resistance researches which investigate what influences people
to resist adopting new services or products are few (Chian-Son, Chien-Kuo & Wachara, 2015;
Chian-Son & Wachara, 2016).

As a consequence, a greater understanding of the perspective of consumer innovation
resistance to mobile banking using is used to provide better developing innovative strategies
and services to reach consumers which improving organizational performance (Bhatt, 2016;
Chanchai, Sellitto & Fong, 2015). For these reasons, this paper investigates how both
functional and psychological barriers affect the person’s intention to resist using mobile

banking toward organizational performance in Thailand.

Literature Review

Mobile banking

Mobile banking is a system that allows customers to access account balances, pay
bills, transfer between accounts and transfer domestic or international funds through their
smartphones or tablets instead of visiting banks and access banking services without the
time and location limitation (Baptista & Oliveira, 2016; Chian-Son et al., 2015; Cruz, Neto,
Mufoz-Gallego & Laukkanen, 2010; Jarunee, 2014; Shaikh & Karjaluoto, 2015; Tam & Oliveira,
2016b; Wonglimpiyarat, 2014). Besides, the growth of mobile commerce has progressed
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the growth of mobile banking (Eastin et al,, 2016; Hanafizadeh et al.,, 2014; Hew, 2017,
Tam & Oliveira, 2016a); for example, customers buy goods or services from the Internet in
anywhere (Lee, Temel & Uzkurt 2016) and the Internet has made avenues for companies
(Udo, Bagchi, & Maity, 2016). Furthermore, several advantages of mobile banking are providing
new growth opportunities, enhancing operational efficiency, increasing market share and
enabling new innovations in financial services (Baptista & Oliveira, 2016; Cruz et al., 2010;
Hanafizadeh et al., 2014; Shaikh & Karjaluoto, 2015; Tam & Oliveira, 2016a, 2016b; Yen &
Wu, 2016). Accordingly, mobile banking is at the heart of every business which is typically
available 24 hours per day (Shaikh & Karjaluoto, 2015; Verissimo, 2016).

Innovation resistance theory

Innovation resistance theory investigates what influences consumer’s resistance to
adopt technology-enabled new services or products (Chian-Son et al., 2015; Chian-Son &
Wachara, 2016; Claudy, Garcia & O’Driscoll, 2015). This theory consists of both psychological
and functional barriers. First, psychological barriers are often caused by conflict with
consumers’ prior beliefs, it including tradition barriers and image barriers. Moreover, the
tradition barrier arises when an innovation is incompatible with an individual’s existing values,
norms, and past experience and may block the adoption of the innovation. On the other
hand, the image barrier could be considered as the image of mobile banking services. Second,
the functional barrier is an obstacle that has direct impacts on the reluctance of consumers,
it can be divided into the usage barrier, value barrier and risk barriers that consumers may
associate with a new product or service. Also, the usage barrier mainly implies the role of
functional usability of an innovation. Furthermore, the value barrier defines as the perceived
superiority of an innovation to the product or service it follows. Besides, the risk barrier relates
in the form of different risk types such as fraud or product quality (Chian-Son et al., 2015;
Chian-Son & Wachara, 2016; Jansukpum & Kettem, 2015; T. Laukkanen, Sinkkonen, Kivijarvi
& Laukkanen, 2007; Ram, 1989; Laukkanen, Sinkkonen & Laukkanen, 2008; Laukkanen &
Kiviniemi, 2010; Laukkanen, Sinkkonen, Kivijarvi & Laukkanen, 2007; Luo, Lee Mattila & Liu,
2012; McCarthy & Schurmann, 2015; Ram & Sheth, 1989).

Organizational performance

The organizational performance is the influence of using the information on the system
(Chien-Wen David & Chiang-Yu John, 2009; Petter & MclLean, 2009; Wang, 2008). However,
a measure of organizational performance includes five indicators: staff reduction, product
cost control, internal organizational efficiency, market information support and increased

effectiveness in serving the public (DeLone & McLean, 1992; Gorla, Somers, & Wong, 2010). Those
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measures are contributed to meeting organizational goals and creating competitive advantage
(DeLone & MclLean, 1992); for instance, expanding its market share rate and defect-free
rate, improving its cost management and productivity (Hernaus, Peji¢ Bach & Bosilj Vuksic,
2012; Liao, Lin & Lin, 2016) and measuring its annual average growth rate from the balance
sheet and income statement (Ezzi & Jarboui, 2016; Simpson, Padmore & Newman, 2012;
Wang, Sharma, & Cao, 2016). Above all, long-term organizational performance is essential

for the company’s survival (Hernaus et al., 2012; Katchova & Enlow, 2013).

Conceptual Model and Research Proposition

Innovation resistance theory and intention to resist using mobile banking

In recent decades the banking industry has faced challenges and transformations. Also,
mobile banking providers should understand consumers’ behavior toward an innovation —
especially consumer innovation resistance. Then, they should focus on behavior toward an
innovation and perceived risks associated with innovation adoption that influence people
to resist using new services or products. (Chian-Son & Wachara, 2016; Ram & Sheth, 1989).
Base on the innovation resistance theory, the usage barrier is mostly related to the usability
of the service such as inconvenience due to the keyboard and display of the device to pay
bill. The value barrier, since the purchase of a computer and the Internet would cause some
of the non-users more costs than benefits. The risk barrier is the risks that some customers
fear mistakes and privacy risk when conducting their bank affairs via a mobile phone. The
tradition barrier to electronic banking may arise, not all customers may see the need for
new, complementary channels. And the image barrier may be that some consumers perceive
the technology to be too difficult to use (Laukkanen et al., 2007). If the resistance to mobile
banking would increase, therefore the intention to resist of using this service would increase.
Furthermore, the functional and psychological barriers to innovation affect significantly the
non-adoption of mobile banking (Chemingui & Ben lallouna, 2013). Therefore, the researcher
proposes the following proposal:
Proposition 1: Psychological barriers affect a person’s intention to resist using mobile banking.

Proposition 2: Functional barriers affect a person’s intention to resist using mobile banking.

Intention to resist using mobile banking and organizational performance

The DelLone & McLean model, users have different needs of system and information
quality to use; as a result, most firms provide identify categories for each system success
that effect the organizational performance (Hsu, Chang, Chu & Lee, 2014; Petter & McLean,

2009). Also, organizations are constantly seeking a business strategy to improve their core
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competency and gain a competitive advantage that could bring the organization closer to
business success (Li & Tan, 2013). In addition, mobile banking enables users to conduct their
financial services with a performance that offers many advantages for individuals, such as
time savings and ease of performing banking transactions. Alternatively, both efficiency and
effectiveness at performing mobile banking tasks are the aim to meet market and customer
demands that bring on the high level of organizational performance in a diverse and
ever-changing marketplace (Tam & Oliveira, 2016b). On the other hand, organizations need
to understand consumer resistance and identify factors that improve the competitiveness,
productivity and profitability. Despite the company’s efforts to guide the development
processes of innovation toward consumers need, most companies face high rates of
innovation failure; for example, product rejection by the consumer (Cornescu & Adam, 2013).

To determine resistance, this paper proposes the following proposal:

Proposition 3: A person’s intention to resist using mobile banking affect organizational

performance.

Psychological
barriers

A person’s intention to
resist using mobile banking

Organizational
performance

Functional barriers

Figure 1: The conceptual model.

Based on the review of related literature, researchers have set the research conceptual
framework of the impact of functional and psychological barriers to a person’s intention to

resist using mobile banking and organizational performance in Thailand as shown in Fig.1.

Summary

Based on the studies and reviews of related literature, the conceptual framework
assumes two points. First, this study uses the theory of consumer innovation resistance as
a theoretical basis. Second, this framework measures the organizational performance. In
summary, those points are important for the companies’ strategies to understand consumer

resistance behavior in the cashless society.
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Abstract

The purpose of this study was to examine and compare factors affecting debt
repayment behavior of borrowers of the Fund for Empowerment of Persons with Disabilities
in Nakhon Ratchasima Province. The data were collected from debtor’s database system of
The Fund of Empowerment of Persons with Disabilities. The samples were 1,191 borrowers
who had an obligation to repay the amount in fiscal year 2559 (A.D. 2016).

Descriptive statistics were used to describe the basic features of the data. For the
hypotheses testing, t- test and F-test were compiled to compare the differences between
debt repayment behaviors and the six factors; gender, age, borrowing by the person with
disabilities or the caregiver, types of disability, career, and the loan agreement term.

The results of this study found that the samples consisted of 53.74 percent female.
Most of the samples were self-borrower who had mobility or physical disability, aged between
41-50 years old.Their occupation was agricultural 48.3 percent and the majority of the
samples, 39 percent, were the first year borrower. Factors affecting the differences of the
debt repayment behavior at the statistically significant confidence level of 95 included the
occupation factor and the loan agreement term. The rest; gender, age, status of the borrower,
type of disability; were statically insignificant difference to the debt repayment behavior.
Keyword : Debt repayment behavior, Disabled, The Fund of Empowerment of persons

with disabilities
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msAnAOWTOWODIAANULNUTLIOVWEOURIRUILSOT DORINMWAUS
A Study of Satisfaction and Commitment of Prea Wa Silk

Buyers in Kalasin Province.

2sSEUM 1IA0NNA" guinst foime' Sem ussoo' dwol AT Uaam siiwo’
Wannapa Saengpakdee Suphattra Chaimetta Wiyada Bunjong

Supot Deeboonmee Mullika Jumpapang

UNANED

msfinwpsalilingUsvasdiiefnuanuassndnfvesiuslnalunmsedilvaunsaneiiums
soulatluwadminnmdug neldiededelunsifiususudeyafieuuuasuaueeulal 1nngy
feg1ediuau 100 aw wudi drevuuudeuaudiulngidumemds 01gsening 20-30 U nsfinw
JEAUUTRS 01815 wNs/milnausgiannia daulveifisneld 10,001- 20,000 UW/AfeU yARa
Sa a ' v a & oA = & & L qu & i
fgvswaronisdindulate Ao awes Tu 1 Ukuundnsde 1- 2 a5 Inedeldios uasdeiosainunas

a '

Han TeRudesionsiwiindt 10,000 U waridnduuwnsniminnwduginndy 2 Y Jadewdn

_ e

a A & A A dw o v v a o ea P a a
Mifendefoainay wagludenviulnu seAunisiuiendniueiiselavandnluuwnsn danade
3.89 Augeanansdmmheniinasensindulatedvuwnsnduidneglunuiavyfidaiau fid
a | a ° a A a 1% ~ v a
LAY 4.35 NTARASUNITHANN N5T15ERUaTAIN TAady 3.92 suanuieanelaseinluuwnsn
anunalaneinvuunsnesnldeglutagu fiduade 4.23 fuanugniuiensidui msdueasy
AsY8veEn ks IR lausavi iR Inuwns e sl wnusuRule wae 3.92

o o w

AEnARY : ANURITNANG nlurainsdn nsteduseeuladl

Abstract
This study aimed to investigate the loyalty of consumers to online Purchase Prae Wa
silk in Kalasin province. The data collection was online questionnaires. Which the sample size
was 100. Found that: Most respondents were female between 20-30 years old, bachelor’s
degree, government officer/ state enterprise employee. Most state enterprises earn 10,001
- 20,000 baht per month. Who influences the purchase decisions of their own. In one year
ago, has been bought by 1-2 times for their own use and buy it from the manufacturer, pay

per below 10,000 baht. And known Prae Wa Silk Kalasin Province Over 2 years.

nfAnwanunivnisnan anginaluladdiay anineden1dug
Zavn1sna1n Angwalulagdiay wnineden1wdug

*Correspoding Author e-mail: Mrgankhonkaen@gmail.com
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The main factor is the pattern and buy to at Ban Phon. The perception of the
products advertised Prea Wa Silk. Average score was 3.89. The distribution channels that
affect the decision to buy silk products are classified in clear categories. With an average
of 4.35. Marketing promotion and convenient payments are an average of 3.92. Satisfaction
with Prae wa silk Satisfaction with the current silk yarn used in present day was 4.23. Brand
commitment The promotion of other Prae wa silk yarns can not make up for the Prae wa
silk new fabric. With an average of 3.92.

Keywords : Loyalty, Intention to online purchase, Prea Wa Silk.
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Abstract

The purpose of this study is to explore the relationship between financial ratios and
stock prices of 33 customer products industry companies listed on the Stock Exchange of
Thailand. We use liquidity ratio, current ratio, debt management ratio, total asset turnover,
debt to equity ratio, return on assets and return on equity to study the relationship between
financial ratios and stock prices. The data is based on quarterly financial data for the period
of 5 years from 2011 to 2015 which are analyzed by using multiple regression analysis.

The results showed that total asset turnover and debt to equity are positively
correlated with stock price at 0.05 significant level. However, the current ratio and return on
equity were not significantly correlated with stock price at 0.05 significance level.

Keywords : Stock Exchange of Thailand, Financial Ratio, Consumer Products Industry Group
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n = 200 3aidien n figeiign uaz k fle Swanfuusdasy Flunsdfnudl 4 h wuth d = 173 ua
d =181 luvaudiinadin d Aswaaldialesndn d_uanei Ufias H feiliasuldiuuudaes
Aedgmanduiusvesiaaandeuludaan wasdeminiieraiandeulanduiudseninety
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Fatfu Fohnmsutledgmanuduiusvesmnnueaiandeu Tne3snsudlowuusiaes
AfuUsduaainindeuiinauduiius fulesdrfuiinils (Correcting for The First-Order
Autoregressive: AR (1)) Tngldensasieluil Ideada d Adwaléden 2.12 Faiedanmssedn
Durbin Watson (Durbin Watson tables, 2016) o szdiutisdhdinySosar 5 nefi n fe Ardans
Tunsdlfinuil n = 660 uslunmsrdlsififadon n figaiian Ao 200 uas k Ao Swnfudsdas
Falunsdlfinwil 5 d wuid = 1.72 uaw d = 1.82 Sedunansinenad d Adwaulddaeglugig
ldannsoufiasuie H uamnadn laifitmanduiusvesrmanuaaainden (Non-Autocorrelation)

wamimamﬁLﬂsﬂzﬁammﬁmaam%qwmm (Multiple Regression Analysis) Fandannn
Igvin1snsanaeuaufisesiiuls anaesuiymanuduiusseninsulsdase amadeu
muUsUTIITRsmmNAnnedeultin uaznsrTeaeutynanudiiudvesmarunraaindeu
wSeunwhmsuilund vlFaunsuaninnuduiusssnrinednmduninistuiusmamdnming
yosuTmanmzledunmavdnninduinisemalng naugmanvinssudusgulneuilnaAsunasly

il
PRICE = B +PB.CA+PBTA+BROE + B DE (1)
Tagfi  PRCE =  mndavemidnmindeglunduanavnssuduimaulnauilan
CA = dnsdunuMLuIgY (Current Ratio)
TA = 3n3IN1IVYUVBIFUNING T (Total Asset Turnover)
DE - Sweidunidusioqiiovu (Debt to Equity Ratio)
ROE = HARBUWVUABAILYBENBYU (Retur On Equity)
Bl, Bz, B(1 = AduUsEansNsonneevesiulTasy

waznaaniuazideyanisiuswliluvszmnana tngldlusunsudniogudaeslunism
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58



KBS JOURNAL

Vol. 2 No. 2 May - August 2018

M1919% 2 AduUsEANSIINMTIATIETaNN1Ian008LTang (Multiple Regression Analysis)

AuUs Coefficient Prob.
A 24.73 0.02
9nE U UMY -0.41 0.23
9NIINTNYUVDIFUNTNE T 23.19 0.00*
BRI MANDUUNIURDEINYDIETBV -0.04 0.81
Snsndhunildudeduvoadioru -21.77 0.00*

R-squared : 0.88
fuUsdase : Y (neudnnsne)
 szRutiudfsy 0.05

o o aaa

e ¢ vuneds ddudrdgnieadifinseau 0.05

91NA15197 2 WU A R-squared SAinAv 0.88 wedouar 88 manuAwI fuusdase
4 ¢ fie dndnurudey 8nTN1IrLYedUNI NG TN é’mwéauuﬁﬁu&ia@ﬁaﬁu Lazonsn
HAROULNURRAINYRIRROYY d1u1saesutedwlsiny Aesiamanynindlaseuay 88 duiivde
nfovaz 12 Wunauansuusdun Aliléiunaseasy fieduuszans (Coefficient) Fadue
fvsusnaudiuSTE LU s asEIaY i ILUTA WU -0.41, 23.19,-0.04 Uag -21.77 AU
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laeA1ALTesy (Probability) YeednI @I UNLUIBULAL NI IHANDULNUADETLVBETBYIY

=

fieinfu 0.23 waz 0.81 aud1du Faleunnninaiedfaiisedu 0.05 wanin Snsndau
NUYURBULAEERTNanaUWIUARAINTe Rl lullanuduiusiunamanning au seau
Audesiufisosay 95 a'aua”mwmﬁmusﬂmﬁw%’wéﬁmLLazé'mwd’;uuﬁﬁuﬁiamwumQﬁaﬁu
fifnAuidesiu (Probability) wirfufe 0.00 dudfirntesninaAfeddafisedu 0.05 uansin
é’m']mﬁmumaqﬁuw%’wéﬁ’mLLa35961ﬁwdawﬁausiaahwmﬁﬁaﬁu Tanuduiusiusiavannsng
a sziuAnudesiufifesas 95 S?iqmmmajﬂmamﬁmswﬁaummmaaL%q‘wvg (Multiple
Regression Analysis) 315851dmmen1sidu 2 sasndwiifianuduiussunavdnnindues
Usgmiangdeulunaandnninduisssmalvenguanamnssudueaulnauilan uwaganaunis

(1) 998U anusadsuduaunisivg Tasad

PRICE = 24.73-0.41CA + 23.19TA - 0.04ROE - 21.77DE’ 2)
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Fsmpimsfnyideiasduslevdumstifduidrmdmumansiunnsaesuesamadnming
Tugnamnssudumaulnauilaaliegnils Ingldnsfnwimenisileseiaunisanneadamman
(Multiple Regression Analysis)

NARINNITANYINUIN mﬁmiwzﬁs’haaumimaaaL%awvmm (Multiple Regression Analysis)
Ansednruduiusseninafudsdaseiuiisanmdunenaiu 4 Snsrdu 1iud Snsrdan
numuﬁau (Current Ratio) é’mmwmumaaﬁuw%’wéim (Total Asset Turnover) 8RS IHARDULNY
soduvesfioviu (Retumn on Equity) wadnsnduniidudediureadioru (Debt To Equity)
Snilunsiianesiaumsnanosdmmeniansaldshuaneuunuserieriu (Retumn on Equity)
eeglungusnandaunisindnls (Profitability Ratio) 1ufenfusnsmansuunuseduning
waziilesandnsmaneuunuseduveaiievu (Return on Equity) tuldazviaunisuinis
msiamnuaansolunsiilafeaiunssiiiunu msawusasmsiamtuyulagass dhamu
Flimruaulaifludnsmaneuunuiinnuiy

dmsuiudsmuduie siamdnnindlugnamnssududigulnauilae fafu aznuiy
Snamamiuvesduningsan (Total Asset Turnover) uardnandruniidudediuvesddevu
Taduiusiunemdnnindfissiuanudosiu 0.05 widmiusanaumumyudou (Current Ratio)
fushsmaneuunuiediuesionu (Retumn on Equity) Sulsifimuduiusiusamdnning
fsgfumniTosiu 0.05 TaefiAn R-squared Wiy Sovay 88 Favmnemuin fuUsdaszanunsa
adunefuUsny fesmvdnnindlidosay 88 dwfiwdedndervar 12 Wunaunnndulsdun
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gnsaIunuvyuiey (Current Ratio) wudndanuduiusiusinmanningvesuiem
faamzdoulunaavdnmindwisuszmelng nguenamnssuduigulnauilng o seduuddty
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Book Review

RENANSMSOVILUMOMSIBU: BAJEIN 1 BUHIUMSOWIWUMSIOU (CFP)

53mItooFl yrynuu™

Wiwatwong Bunnun

ifsFoflugIunITIIauRLnINIaiy dmiundngninisneununianisduiuiuas
Fouiedag audduaiumsiauneiuinatemu aaudunemuiionamaaanu painudnning
wisUszmelng S1uau 322 wih 511 350 UM wangdmTUgTdessAnwLazaae Undngns
N13719UNUN19N5KU (Certified Financial Planner : CFP) Lﬂuwé’ﬂgmﬁguﬁumﬁmnLqumqmﬁﬁu
duyara dwsuivmihilsiainu Wedmiuwunisiundlitodinuas fouluawzvesusiay
yana Suaziilugnmsussqiihvanevestin UsznaudearudianianguiuarnaufiR dadem
‘miﬂﬁaLﬁuﬁé’wagiuﬂfjusﬁaaauaﬂ’uﬁ 1 ﬁugmn’mmmumsﬁu ¥ wazasseussas Wulu 1
Tu 4 vesnguioaeudmiugfionsmeaeuiitefulusygn CFP

ndnitldeumisdeduiug wuh nidevssemmuiidesiudmiunmsnununiaiu

'
] =
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doyaduyean arufifesiufetundiuldyanassun doyatugiumBiuliynnasssun
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uenaniivivdeiduissaunsalivszneumsdeudmivivinisiiudiuyaea (Personal
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nIsERUTTINR Haoudalanudnduivdedinideiauduiunsznouse wiidormvomsde
ieuiarliinseusqudmiuinmaiuduyanaluszdusmine sy uifmnzaudmiugidesns
Anvuavadoundngms CFP fudovutseanidu 8 un dil

undl 1 arwidesduieafunisnununeniaiu Wuunduduiitiaueunumiey
AMUARTEINITIREUN1INSEY SuasiliiAnausiuas aruiulalunsiidudiouay
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