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trust of mobile payment adopters and non-adopters

The Cowid-19 pandemic has
shaken the world since 2019, causing
changes in human behuviour to a vast
extent, In the absence of proper treat-
ment, all countries strictly observe
preventive measures fike wearing face
mazks and social distancing. As & mea-
sure of the latter, shifting from cash
to digital payments, & medium of con-
wvendence hecame necessary as physl-
cal cash handling can expedite the
spread of the virus, In line with this,
the World Health Crganlzatlon (WHO}
also recommended using digital pay-
ment methods instead of cash and
contact-hased payments. The Central
Bank of 51 Lanka also facilitated sev-
wral electronic modes of payment as &
measure of relief for the spread of the
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e nr cyber threats was
also witnessed within the country. A
nearly 460 per cent increase in cyber
security-related matters was recorded
i 2000 campared with 2019, Although
over 57 million internet banking trans-
actions were recorded in 2024, the vol-
uma of mabile banking transactions
is approximately 27 million (Central
Bank of Sri Lanka, 202L). This proves
that asignificant non-adopter segment
still prevails in the mobile payment
market, However, to scoeberate the dif-
fusion of mobile banking, identifica-
tion of the dichoiomous nature of the
‘perceptions between adopter and noen-
adopter groups is vital. Hence, there is
aneed to segment the customer groap
further to identify their heterageneous
e,

In line with this, the abjectives of
this study are, identified as 1} 10 un-
derstand  the  differences  between
adopters’ and non-adopters percep-
tions related to security risk, privecy
risk and trust in mobile paymens, 2}
tounderstand the differences between

WAP/GPRS bused payments, ULS.5.0,
Payments, and then the latest form of
mobile payments powered by mobile
apps, are eonsidéred milestones of
mokbile hanking svalution in $ri Lanka,
Initially, mobile banking spplications
are primarily limited to commercil
bank customers, and lack of aware-
ness stands as the major obstacle (o ex-
panding mobile money systems in Sri
Lanka. At the commencement of mo-
bile money services, the Central Bank
of 811 Lanka required all wsers to have
a hunk account. Afterwards, regala-
toms were revised, enabling custom-
ers tn use mohile money services with-
out & bank account and providing the
opporunity for mobile money service
providers o enter the market,

New, most Sri Lanka bln!cs poz-
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bank, opening ewallet aceounts, and
remote financial services - renewals.
Contrary o this, the digital payment
preference of Sri Lankans are low-
er commpared with other nations like
China and Australia due to the lack of
technical infrastructure. However, ac-
cording to Channa De Silva, CEO. of
Lanka Clear, Sri Lanka’s national pay-
ment infrastrocture, the plan shead 1
1o introduce smart messages for digi-
wl payments, With this feature, pay-
ment-related SMS from 3 bank or util-
ity company contains a link directed
1 the customer’s Fintech app with the
information required fo make the pay-
ment. It will further facilitate mobile
payments in the future,

Prinr studies primarily investi-
gated the fmpact of perceived nsk,

sess a mobile version of
net bamking applications and mobile
payments occupy mose than half of
the mobile banking function. The ex-
tensive mohile phone penefration en-
hanced the potential to popularise mo-
bile The number of mobile

adopters and
o udo;:ers refated o @ security
risk, privacy risk and trust in maokile
payments, 3) to sepment adofrers to
lentify the heterogensous nature of
the adopters and 4) to understand the
differences reluted to 4 security risk,
privacy risk and perceived trust within
the adopter group.
Mobile payment landscape
in Sri Lanka
For decades, Sri Lanka has been
o cosh-based  ecomomy,  gradually
ng it land

to rard-based trarsactions and dq‘;:
tal payments. SMS-hosed payments,

connections in Sri Lanka has reached
1494 of the population, and 101 mil-
fen internet users will be available by
20204 highlighted by Kemp in 2020,
There are 14 mobile phone-hased
payment service providers in Sri Lan-
ka, including operalors of customer
acrount-based mobile payment sys-
tems (12} and operators of mobile
phonebased  emoney  systems  (2),
R, payments displaced traditfonal
P05, terminals with the introduction
of Lanka QR Currently, multiple digi-
tal wallers prevail in the market, such
s Genie, ely-cash, Fri, mCash, and
Upay, to name a few. In collaboration

with i providers,
banks have wken I.nirwlhves w0 pen-
etrate mobile payments 1o broader
customer segments at the battom of
the pyramid, such as small-scale busi-
nesses like groceries, pharmacies and
street vendors vin apps like SmartPay.

Nevertheless, Sri Lankan consum-
ers are still loyal to using cash over
other payments because of availabil

i security, perceived privacy
and st ol tobile payments, There-
fore, di in thess g
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ment adoption in Sri Lanka hes mainly
been accelerated. Nevertheless, the
enormous rise of cyber crimes was
also reported at the same period. In
this background, we attempied o cap-
ture the dichotemous risk perceptions
{privacy, security, and trust] of mohile
payment users and non-users. Fur-
thermore, we segment the non-adopt-
er category as prospective adopters
and persistent non-adopters, Adopters
were categorised as advanced users
and laggards to capture the differenc:
es in risk perception within the sub-

groups, "

The adopters have higher per-
ceived trust in mobile payments than
non-adupters, and the dlﬁcrm:t wias

vanced Users who are adoplers of ex-
tengive usage of mobils payments and
Laggards who are Hmited to one or a
Tew usss.

Implications to the Practice

This study has several managerial
implcations for the banking industry.
First, this research focuses on highly
educated customer groups. Therefore,
understanding the perception of the
educated customer segment is wor-
thy sinee the large majarity of moblle
payment users are educated, young
people, Secondly, this smdy proves
that there is stll a non-adopler seg-
ment that preveils within the market
and the pandermic was unable to shift
their intention for mobile payments.
Mevertheless, most non-adoptars hold
i prospection for adoption in the re-
cent future.

Therefore, hanks can still design
marketing campaigns to grab this cus-
tomer segment. Thirdly, the adopter
group consists of the usdlity bill payer
segment and the comprehensive user
segment. Therefore, Banking Institu-
tioms and Maragers should focws their
attention on the canses of the reluc-
tance o use other serviees and chift
utility payers to other usages like fund
transters, internet transactions and
athiers,

This article is an extraction of the
chagter {Perceived Security Risk, Per-
celved Privacy Risk, and Percedved
Trust of Mobile Payment Adopters and
Non-adopters: Impact of the Covid-19
Pandemic] published in the edited
book tiled ‘Promoting Inclusivity and
Diiversity Through Internet of Things
o Bidnairatrac] B e

significant, Therefore, the
ars hear higher risk perceptions when
compared with adopters. Newerthe
less, these differences were not sta-
tistically signil Thene is no: dif—

amang banking clients were relatively

understudied. In the current study,
bank consumers who use mohile pay-
ments have been considered ‘ndopt-
ers, and the banking customers who
did not yet adopt maobile payments
were named ‘non-adopters’ An online

ity, efficiency and the propensity to
carry exact loose change. In line with
this, mobile himking transactions e
wnarin far behind the volume of inter-
net banking, AT.M., debitcards, credit
carids and cheque transactions. How-
ewer, the pandemic has fast tracked
the shift of people from this typical
payment means to digital payments,
During the pandemic, governments of
higher middle-income countries like
Sn Lanka nlso have taken steps to digl
tal means of payments Bke the remote

was developed using
Gouele forms to collect the primary
datn as the researchers used an inter-
national existing model o evaluate
phenomena in 8ri Lanka. The dats of
267 respondents was collected with an
over B5% of response rate through con-
venient sampling.

Discussion

The Covid-19 pandemic has crest-
eda shift from cash to mobile payment

tvelde. Follawing this. mobil
Faollowing this, pay

ference in risk p

in
by 1GI Global on Sepleﬂ"%t:r 15, 2022,
Please  visil  hitpsiiwwwigi-global.
com/hoak promot ing-inclusivity-di-
versity-through-internst/ 206044 for

within the mma and mnadmr
sements.

These works are carried out in &
sirmilar dormaing internet banking and
different country contexts. Thus, cur
results are encouraged scholars to
support this debate regarding the per
ceptual differences related to the risk
and trust ameng various customer seg
ments in different comtexis. Hierarchi-
cal cluster analysis resulis reveal that
mobile adopters are twofold accord-
ing to the usage behaviour; individu
als who are limited to wtility payments
and individuals with comprehensive
waage behoviour,

Furthermore, utilidng k-means
cluster anakysis, we identify two cat
egaries of mobile payment users; Ad-
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e art of gamifying digital gig workers

The glabal Covid-19 pandemic
has affected the work patterns found
w;ﬂnnmnmrwns.mokeymmds

ATHEORETICAL ASSESSMENT OF EVALUATING ENGAGEMENT AND MOTIVATION

ersand what other fac-

have emerged at the
level: employees requesting to leave
(primarily within the aviation, hos-
pitality, and travel industries) and
employess requesting lu wark part-

tors, besides work, affect employee's
performance, We found that the
main causes of siress for both blue-
and whltt—wl];u' workers are roles,

and peer support, An
can cause unwarranted

time or on a i hasls leg.,
within the and health
sectors).

In addition to this so-called new
normal, we are witnessing a rap-
id growth in the number of digital
worklorees employed either full or
part time hy organizations. Thus,
theoretically, we aimed to coninb-
ute 1o the Bterature by exploring
this phenomenon through the Swift
Trust Theory (STT) and Psychologi

stress to an employee, whether blue-
or white-collar,

Further studies have demon-
strated that the role played by an em-
ployee within an Organization can
be overloaded, causing stress. Rela-
tiomships have been shown to con-
tribute greatly to the development of
unnecessary work-related stress, For
mmpie, the relati; iract (RC)

Prof. Vijay Prof. Abhishek
Pereira Behl
social and relatedness needs as part
af the g econommy. Gig employers
benefit from the on-demand nature
of the in many ways, as

cal Conteact Theory (PCT) lenses to
understand how firms use gamitica-
tiom to engage their digital gig work-
forces. We collected our data from
Organizations that used some form
of gamification in the process of en-

requires the Organization to provide

employees with job-related training,

pmfessaunuldeveiupmen[ Fair treat-
ment and job security.

However, Hesearchers have fo-

russed an rxpludn.g the mechums-n
worker

gaging their empl and extand-
ed our Inguiry to understand wheth-
er they did the same in engaging
their gy workforces. We restricted
our data to only those finns that had
engaged white collar gig workers

“The ical contract and
swilll trust of gig workers

Gig workers' perceptions of so-
cial Hipport, ShjRgenent and jnh

from ihe FC [u].fﬂmenl;erspecuve,
which has been regarded asa crucial
predictor of task performance ander

performance is defined as their abil-
sty to accomplish their core joh or
sole-based responsibilities. When
considering social exchange theory,
which emphasizes reciprocity, it is

have been pessible to und d how employ-
in previous studies. These were fo-  ees respond to their perceptions of
cussed om the factors that influence  whether the PC is being upheld.
worker per: ance under condi- The effect of the relational con-

tions of traditional employment, in
which psvchological (PC) fulfilment
is identified as an essential perfir
mance predicier.

Recent studies have found that
the psychological contract has a
positive impact on the swift trust of
gig workers, as it increases emplog-
ee trus in an Organization, which,
in turn, affects employes attitudes
and behaviours, such as their task
completion, commitment and satis-
faction. The main objectives of our
study were o uncover the mecha-
nisms underpinning worker perfor-
mance from the perspective of PC
fulfilment among white-collar work:

tract on the swifl trust of gig work-

S

The relationship between a ci-
ent manager and a contractor s
more fragile than that between an
employee and a manager in an Or-
ganization. We found a strong RC
Bbased on the trust developed among,
g workers.

Any employee managers' at-
empts at control are eharacterized
as personal interactions with werk-
ers, but alse how these relationships
unfold within the Organization's es-
tablished bureaucratic and socio
technical structures. Gig workers
may also be less able to satisfy their

they are able o achieve more fex-
ibility in staffing and reduce short-
term homan capital costs. Consum-
er thus gain access to services they
might not otherwise be sble to af-
ford, Based on the literature, the re-
latinnal contract on swift trust of gig
wozrkers can be bullt based on sev-
eral factors including economic and
career instability. Plaform provid-
ers can also benefit from effectively
managing gig workers using plat-
form technologies.

The effect of swill trust on the
task performance of gig workers

Our findings indicated a ve
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of gig workers, This g leads
toa lack of trust in the job ameng gig
workers. The study of how practices
of the gig economy are performed
at different levels and in different
places provides insights into how
workers from low- and rmddlam

been accused of encouraging sham
contracting’ by allewing compa-
nies to disguise employees as inde-
pendent contractors and thus aveid
paying employee benefits. Gig work
is a catch-all term used to describe
non-standard employment. The gig
eeonomy shares many of the same
characteristics as other forms of
non-standard work, such &8 agency
work; however, with the exception
of the influence of technology and
the lack of physical workspaces, gig
wark has its unique features,

As o resull of the technologi-
cal chenges that are influencing
::undani wmkmg and cmp]o}mcm
g of husi-

engagement of gig warlers

The pameful experience be-
tween the task performence and en-
gagem!m nfg:g workers can also he

come regions
and reject the pg In our

g ways Clobal

atudy, we advance the concept of the
‘hidden transeripts’ of the gig econo-
my, which need to be considered in
the spatiality of work to build better
work-base relationships.

The effect of task performance
on Swifi Trust and the

hmmlg a pmfm,md mtpud on bndl

ness modets and individuals seek-
ing nontraditional career paths,
pig work has become an increas-
ingly popular method of employ-
ment. Researchers and practitioners
have taken note of these trends and
are exploring how gig workers cope
with the complexities of these new

and work Or
The changes sssociated with the
gig economy are referned lo as the
Hourth " which

well in their meti-
vation ta engzge in gig work. Games
Imvr mptuned uman motivation for

appears tobe maﬂu]g; the hegu'mmg
of & new era in ingin

of gig workers

We found a very high beta value
an task performance on Swift Trust
and R of gig workers. Dig-

low beta value for the velationship
between Swift Trust and the task
performance of gig workers. This
implies that, even though digital gig
workers engage with different on-
line platforms to fulfil their tasks,
employes trust levels are low. De-
spite some progress in the discus
sions regarding labour agency in
the gig economy, communication
and labour Organization among gig
workers are still primarily focussed
on place-hased work - eg., delivery
drivers mnd taxi drivers, who form
COMMuUnNItes near restaurants and
traffic intersections.

Henece, the concept of labour
agency s generally understood
through unions and collective bar-
gaining with lack of legal interven-
tion on unethical work terminations

ig workers had a very high task
pnce on Swift Trust and en-
memsn: of gig warkers. The popu-
larity of freelancer has enhanced
the appeal for Organizations fo man-
age dispersed virtual teams coupled
with sccessing talent on demand,
Orgenizations  and  individe-
als alike benefit from these teams,
which provide flexibility in work.
Virtual teams face a variety of chal
lenges linked to thelr geographic
and cultural diversity, bat alsn to the
\edge that their
is only temporary, Previous siudies
indicate that bath transactional and
relational Swift Trust and engage
ment of gig workers can contrilure
o gig worker task per

rope, With the goal of ¢ the

ds of years across diverse
culfures,
Thls Z\!’U.L[E is hased on the pub-
i Pereira, V., Behl A,

digital single market, the Eumpcan
Union (EU) has undertaken a variety
of inftintives, such as funding for re-
search and Infrastrociure as part of
a brosder digial single markes strat-

yT‘ne second highest heta factor
was found to be from gameful expe-
rience between task performance
and engagement of gig workers.
1In the gig economy, there are both
unskilled and skilled workers. The
former can be divided into three
groups: drivers (Uber, Lyfi, Ola),
feod delivery riders (Zomatn and
Postmates), and workers who per-
form basic tasks (TaskBabbit}. New

Jayawardena, N., Laker, B., wazdl
LK, &Bhardw" 5. {2022}, Thean
nf gamifying d:a:lnl gig workers: a
theoretical assessment of evaluating
engagement and motivation, Pro-
duction Planning & Contral, 117,
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opportunities and have
emerged in the gig economy. Many
platform companies have drawn
the auention of Academics, Trade

These findings are consistent with
previous studies in the field of orga-

Unionists, and t or former gig
workers due to their business and -
bour practices. Some platfooms have
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