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ABSTRACT

This study explored informal street traders’ perceptions of digital banking in the City of
Johannesburg (CoJ) Municipality, with a focus on the diffusion of innovation (DOI) theory
and associated perceptual theories, including self-perception, dissonance, beliefs and
influence, and harmonisation theories. The research examines how informal traders
perceive digital banking, their knowledge and attitudes toward its adoption, and the
factors that shape their understanding of digital banking services. Specifically, the study
investigates the DOI constructs such as awareness, persuasion, decision,
implementation, and continuation, and their influence on the adoption of digital banking
among informal traders. Additionally, the research explores how DOI characteristics—
relative advantage, compatibility, complexity, trialability, and observability also influence
informal street traders' perceptions and adoption of digital banking services. The study
also considers how self-perception, dissonance, beliefs, and influence theories provide
insight into the emotional and cognitive factors that drive or hinder adoption. Using a
guantitative methodology, surveys were distributed to informal street traders within the
CoJ key areas (Johannesburg CBD, SOWETO (Jabulani Mall), Randburg Taxi Rank,
Midrand Taxi Rank, Lenasia, Sandton Taxi Rank, and Alexandra) with close-ended
guestions to collect measurable data. The findings revealed that all hypotheses were
accepted, except for the third hypothesis, indicating a generally positive correlation
between the DOI adoption process and traders' beliefs, self-perceptions, and
harmonisation of digital banking. However, the adoption process was found to have a
negative impact on dissonance factors. This research contributes to understanding the
role of DOI and perceptual theories in digital banking adoption and suggests avenues for
future studies in the context of informal traders in urban environments inundated with

informal street traders.

KEY WORDS

Digital banking, Informal Street traders, Diffusion of innovation theory, Perceptions, Self-

perception theory, Beliefs and influence, Harmonisation theory, Adoption process
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CHAPTER 1. INTRODUCTION

This chapter introduces the research problem, the purpose of the study, the context of

the study, the research questions, assumptions, and the relevancy of the study.

1.1 PURPOSE OF THE STUDY

This quantitative study examined the informal street traders’ perceptions of digital
banking in the City of Johannesburg (CoJ) municipality. Moreover, it examined the
knowledge and attitudes of informal traders regarding the use of digital banking

services and how they understand them.

1.2 CONTEXT OF THE STUDY

According to data, South Africa has the highest unemployment rate in Africa, (Saleh,
2022). As of March 2022, South Africa’s unemployment rate was confirmed to be
34.5%, whilst youth unemployment for those aged between 15-24 years old was
63.9%, one of the highest in the world (Stats SA, 2022). It is said that poor education
and lack of skills also influence the growth of unemployment in South Africa and as a
result many of the unemployed citizens that are classified as “economically inactive”
partake in what is called an “informal economy” (Burger & Fourie, 2019). The informal
sector, including informal traders, are said to provide over 2.5 million jobs, and it is
said that as of 2018, at least one person out of six people was employed in the informal
sector, earning an income that provides for their families livelihoods (Fourie, 2018).
Informal traders are defined as “survivalist self-employed individuals from the poorest
layers of the population operating businesses in the informal sector that lack formal
documentation and formality in terms of registration for income tax or VAT” (Vos, Vos,
Nonjeke-Dlanjwa, Chauke, & Fakazi, 2018).

In the modern day, there is a plethora of banking institutions, payment methods, and
FinTechs, yet over 23% of the population is said to be unbanked market with cash

residuals estimated to be over twelve billion rands (R12 Billion) sitting outside the



banks, and banks have been struggling to integrate the unbanked market over the
years due to fear of using technology, and the lack of trust for the banking systems by
the unbanked market (Oxford Business Group, 2016). Kumar-Sharma (2022), Head
of Advisory at In2IT Technologies, stated that “digital banking is key to reaching
previously unbanked markets”. This could mean one thing: that the informal traders
that are banked and unbanked could benefit from the digital banking services however
it is their views on digital banking that must be understood, and whether they already
benefiting from it while running their business and if so to what extent they are using

digital banking services or benefiting from it.

The 2021 research compiled by the Financial Sector Conduct Authority (FSCA)
reported that banking digital banking users pointed out that convenience, constant
access, simple user journey, and save on banking fees were major benefits for them.
Digital banking platforms downtime, bank security, digital illiteracy, and digital
penetration rate, are major drawbacks of digital banking in South Africa (Mothibi &
Rahulani, 2021).In 2017, 54% of South Africa's population owned a bank account,
which meant that 46% was unbanked. However, a major increase of 55.56% grew the
total banked population to 84% as of December 2021, and this change can be
attributed to new entrants in the market, digital banks such as Tyme Bank, Discovery,
and Bank Zero, etc. (Claasen, 2022). Furthermore, it is estimated that 40% of the
banked market still transacts in cash, and this means that these are the individuals
who do not make use of digital banking services (Claasen, 2022). The banked market
growth is said to have been driven by a low-fee pricing strategy by the new entrants in
the banking market (FIS, 2022). It is also said that in South Africa “53% of point-of-
sale purchases are made in cash”, and this is across all trades whether formal or
informal (Cash Matters, 2021).

With South Africa reportedly having one of the highest unemployment rates in Africa,
34.5% as of March 2022, it is not uncommon that that the unemployed citizens would
venture into informal trading just to survive (Saleh, 2022). South Africa’s population
was estimated to be around 60.40 million as of January 2022, and 68.2% of the
population has access to the internet, with more than 37% of the population earning
less than $3.20 a day (Kemp, 2022).



Mujinga, Eloff and Kroeze (2016) study on the perceptions of online banking users
reported major benefits of online banking such as convenience, speed, time saving,
ease of use, and accessibility, etc., and over 61% of the findings on the inhibitors of
digital banking was security, and 8% on the issue of privacy. Digital banking has
continued to grow over the years regardless of the security concerns that banks and
bank users have (Mujinga, Eloff, & Kroeze, 2016). The outbreak of the global
pandemic, COVID-19 influenced digital banking and as of November 2020, 42% of the
banked market preferred to use digital banking, 42% using cellphone banking, 24%
using mobile payments such as Zapper, Snapscan, QR payments, etc., 9% still
preferring to visit the branch, and 10% on telephone banking. These influenced the
net change of +37 points on both digital banking and cellphone banking, while visiting
branches declined by -45 points (McKinsey, 2020). The increase of digital penetration
over the years in South Africa may also have had a greater impact on the use of digital
banking services. The illustration below shows the preferred ways of interacting with

the banks by consumers within the South African Market as a whole.

It is said that the telecommunications industry has also influenced the use of digital
banking, specifically cellphone banking (Dagada, 2013). The rise of cybercrimes such
as phishing and many others, has driven a huge demand for cybersecurity skills both
in government and in the financial services sector, and it is assumed that the lack of
skills in digital security is due to poor education and inexperienced workforce and this
is also a challenge rooted to not young people not gaining access to further training
(Business Tech, 2022). In 2021, South Africa was reportedly having more than two
hundred (200) FinTechs, established to drive financial inclusion of those that were
previously excluded. However, the high costs of mobile data still negatively impact the
adoption of FinTechs (van Niekerk & Phaladi, 2021). Banking consumers also do not
trust digital banking due to fears of getting overcharged for transactions that they do
online. Still, security is a major concern for them and these further influences digital

apathy amongst the banking consumers (Mujinga, Eloff, & Kroeze, 2016).

Johannesburg is by far the largest city in South Africa and the second largest in Africa,
also named the biggest and powerful commercial powerhouse of Africa (City of
Johannesburg, 2022). (City of Johannesburg, 2022). As of 2021 City of Johannesburg

was a home to a total population that exceeds 5.8 million, and about 50.6% of the



population live in poverty (City of Johannesburg, 2022). In 2021, 12% of the population
worked in informal sector, whilst over 41% remained unemployed (Stats SA, 2021).
High unemployment rate is the main reason for starting an informal business, which
means that informal traders depended on the income they made from their trade to
survive, and this accounts to more than 60%; this response is also referred to as;
‘economic survival’ (Stats SA, 2021). Informal traders, form a large part of the informal
sector and some of these businesses employ many people around their communities
with no social protection, benefits, no contracts and do not pay any tax because
majority of them do not declare their earnings nor do they have a legal registered entity
that allows them to operate (Masuku & Nzewi, 2021).

Most informal traders are women, who have not had adequate educational training, or
skills to work in the formal sector, while foreign nationals run most informal trades.
(Masuku & Nzewi, 2021). Johannesburg, as the largest city in South Africa, accounted
for more than 30% of the informal trade within which most of it is run by street vendors
(Meyer, 2015). According to Gamieldien and Van Niekerk (2017), informal trading
“provided individuals with a sense of pride in being in charge of their own welfare, as
well as in their legitimate contribution to the economic growth of their families and

communities”. (Gamieldien & Van Niekerk , 2017).

According to the World Bank (2022), South Africa is one of the most unequal countries
in the world and this is largely influenced by; race, education, labour market,
demographics, and the locations that people live in (urban and rural). This inequality
worsens the economic and financial inclusion of marginalised groups (World Bank,
2022). Whilst Johannesburg has a plethora of informal traders, it is important to note
that the majority of South Africans are not very fond of banks due to perceived high
costs of banking, lack of trust when it comes to the banks motives and systems, prefer
cash transactions as they do not trust cashless or digital transactions due to fears of
being defrauded, and most of these informal traders do not meet the requirements of
the banks when it comes to borrowing or opening an account hence it becomes very

challenging to fulfil financial inclusion (World Economic Forum, 2017).

The informal traders and informal economy are said to be the sector which banks have

overlooked for so many years, automatically excluding them from accessing basic



services offered by South Africa’s traditional banks (Swira, 2021). South Africa over
the last few years has seen new entrants in the market that digitally disrupted the
traditional banks to steer digital transformation, these new entrants include Discovery
Bank, Bank Zero, and Tymebank and they operate like FinTechs to reach the
unbanked market (Money Today South Africa, 2021). With high internet penetration in
South Africa, it is evident that most bank customers are digitally savvy, and traditional
banks are geared towards providing their customers with omnichannel experience,
and they are also using big data analytics to study consumer behaviour to segment,
drive personalisation, and provide seamless client experience (Engineering News,
2022). It said that digital banking has benefits and drawbacks within South Africa, and
the benefits include according to Mothibi and Rahulani (2021, 9) “simplified customer
journey, convenience, and constant access, and lower bank fees”, the drawbacks that
hinder the adoption of digital banking “downtime or operational stability, security
issues, and technological illiteracy”.

Banks in South Africa are focused at giving their customers the best digital experience,
the have focused on digitising customer experience, products and services,
operations, and technology, as well as the digital transformation within the
organisation (Mothibi & Rahulani, 2021). Furthermore, Mothibi and Rahulani (2021)
stated that for banks to increase digital banking adoption, they need to improve “digital
literacy and consumer education, data protection and privacy, cybersecurity and digital
identity, data ethics, partnerships and third-party risk, and digital operations risk”.
Given that most informal street traders deal with cash only, it can be assumed that

they do not use digital banking services (Claasen, 2022).

1.3 RESEARCH PROBLEM

As of 2013, South Africa had over one million informal traders and that the informal
sector has direct connections with the formal sector, yet they remain unregulated
(Ndabeni & Maharajh, 2013). In March 2022, the City of Johannesburg signed the
informal trading policy into effect and emphasised that all informal traders need a
permit to trade to ensure that the informal traders concerned get allocated a trading

stall (City of Johannesburg, 2022). Most informal traders in South Africa have started



their informal trade business with their savings, borrowed money from friends and
families, and microfinance, but very little on the banks (Mothobi, Gillwald, & Aguera,
2020). Furthermore, Mothobi et al. (2020) stated that “financial exclusion is acute when
it comes to informal traders, and access to formal financial services by the informal
sector is hampered by lack of credit history or bad credit history by the owner,
inadequate collateral, a lack of skills and the knowledge to produce financial

statements, and poor business models and plans”.

South African informal traders make use of a bank account to 53%, meaning that 47%
is unbanked or have a bank account but choose to keep their own money and trade
only in cash (Mothibi & Rahulani, 2021). In 2021, First National Bank came up with the
plan to drive financial inclusion for informal traders by launching Android Speedpoint
devices to digitalise the payments in the sector following innovations by FinTechs that
have started to digitalise financial transactions between business owners and their

customers (Buthelezi, 2021).

Digital banking and digital payment solutions could bring financial inclusion of
marginalised populations, especially informal traders who often struggle to trade when
their customers do not have cash at hand (Monzon, 2022). South African banks offer
a wide variety of digital banking solutions to process payments for different customers
with different needs, and some include payment devices which traders must buy. this
is often costly, and trust in the banks is still a rampant issue for digital skills (Mothibi &
Rahulani, 2021). The main problem of the study is to understand informal street

traders’ perceptions of digital banking in the city of Johannesburg municipality.

1.4 RESEARCH QUESTIONS

Research gquestions were designed to answer the research hypotheses, and to also
contribute to existing knowledge which will help fill the gap in literature on informal
traders, digital banking, as financial inclusion since few studies focus on how socio-
economic factors influence the informal street traders’ perceptions of digital banking
within the City of Johannesburg. The research study adds dept to the body of

knowledge on financial inclusion for marginalised groups working in informal sector.



Furthermore, the research questions aim to gain and provide insight into the practical
implementation for transformation for policy makers, banking institutions, and FinTech
institutions on the challenges and opportunities when it comes to integrating informal
street traders in the digital economy. The research questions were also intended to
contribute to policy making for the municipalities as well as the government
development structures so they can understand how they can provide support to

informal street traders regarding their digital skills.

The research questions below align with the research problem and context, see below

guestions:

a) Which diffusion of innovation constructs (awareness, persuasion, decision,
implementation, and continuation) influence the adoption of digital banking
amongst informal street traders within the City of Johannesburg Municipality?

b) Which characteristics of diffusion of innovation theory (relative advantage,
compatibility, complexity, trialability, and observability) influence digital banking
adoption and perceptions amongst informal street traders within the City of

Johannesburg Municipality?

These research questions uncovered reasons for adoption or no adoption for digital
banking amongst the inform street traders

1.5 SIGNIFICANCE OF THE STUDY

This study aimed to explore informal street traders’ perceptions of digital banking.
Many scholars have published research studies on the informal economy, digital
banking, street traders, the unbanked market, financial inclusion, digital
transformation, and many more about this research study. However, there is a gap in
the literature in understanding the perceptions of digital banking for informal traders
and how they process payments other than cash. Therefore, this study will contribute
and add to the body of knowledge that many scholars have published.



As stated in the research problem of South Africa’s informal traders make use of a
bank account to 53%, meaning that 47% are unbanked or have a bank account but
choose to keep their own money and trade only in cash (Mothibi & Rahulani, 2021).
This challenges economic growth, banks, and government (Business Tech, 2022).
Furthermore, this study will help define the views of the street traders on digital
banking, detail their understanding of digital banking and its benefits, and profile
informal street traders accordingly to give insights which could be beneficial to the
government development structures set to tackle financial exclusion and drive financial
inclusion for all. Lastly, also the research findings of the study will be beneficial to
digital technology providers, the financial services industry, FinTechs, and the
municipalities that have a huge number of street vendors especially the City of

Johannesburg and in the South African context.

1.7 DELIMITATIONS OF THE STUDY

The City of Johannesburg municipality population is made up of all racial
demographics of South Africa. However, based on the research studies on informal
street trading, it is estimated that over 90% of street traders in South Africa are
predominantly black, some poor, unemployed and lack formal skills to work in the

formal sector (Masuku & Nzewi, 2021).

1.8 DEFINITION OF TERMS

= Banked Market — is referred to as either a financial or a demographic market
that has access to financial services such as a banking account, credit cards,

banking loans, savings and investment accounts (Gonzalez & Diaz, 2018).

= Digital bank - is the bank that renders all banking services that can be
accessed on banking branches fully online via the internet or mobile

applications instead of physical branches (Vives, 2022).



Digital banking —is the kind of banking that relies on digital technologies such
as the internet or mobile applications to render banking services to banking
customers (Lee & Lee, 2022).

Digital illiteracy- refers to people’s inability to use digital technologies and
tools to look for, create, and assess information (Martin, 2021).

Digital literacy — is used to refer to people’s ability to using digital technologies

and tools to look for, create, and assess information (Martin, 2021).

Financial exclusion — is a social construct that refers to the exclusion of
marginalised individuals (e.g. low-income earners, rural and unemployed
populations, and minorities etc.) who by their socio-economic status face
financial challenges that limits their access to financial services but also worsen

their social well-being and financial security (Rhyne & Otero, 2020).

Financial inclusion —is the term that refers to businesses and individuals (no-
matter their socio-economic status or background) having access to financial
services that meet their needs, and this helps to alleviate poverty and promote

financial prosperity for all (Rhyne, 2017).

Formal sector - refers to formal businesses or industries that are recognised
and accepted by the government, and they run under official laws and

regulations (Schneider, Buehn, & Montenegro, 2010).

Informal economy - refers to businesses that are not regulated or protected
by the government and are often made up of individual business owners such

as street vendors and unregistered businesses (Chen, 2018).

Informal street traders — often referred to as “street vendors”, are group of
individuals who sell small volumes of products and services without formal
registration or abiding to local laws and regulations, and they do not pay tax

and are not registered with the state (Huchzermeyer & Karam, 2020).



= Microfinance —is defined as a form of financial lending to low-income business
owners and earners who may be excluded from traditional credit and lending

through the banks or any formal financial services structure (Ahmed, 2018).

1.9 REPORT STRUCTURE

Chapter 1 introduced the research problem for the research study in question. In
addition, context of the research problem, sub-problems, research objectives,
significance, and assumptions of the research study are discussed.

In Chapter 2, the researcher explores and presents existing literature and theoretical
frameworks, approaches, and models related to the research problem and the study's

objectives.

Chapter 3 focuses on the research methodology and details the methods for data
collection, research design, sampling procedure, limitations, data analysis and
interpretation techniques, validity, and reliability, as well as the ethical considerations

for this research study.

Chapter 4 focuses on data analysis on the research findings of the data collection

methods used in the study.

Chapter 5 provides a conclusion by summarising the research study and its findings

and providing recommendations.

Chapter 6 provides recommendations and conclusion
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CHAPTER 2. LITERATURE REVIEW

2.1 INTRODUCTION

This chapter presents a literature review which discusses the role of informal street
traders in the informal economy and how digital technologies might influence their
perceptions of digital banking and technology adoption. The theories of perceptions,
technology adoption, digital banking, technology adoption, informal economy, and the
informal traders' needs and challenges are examined to develop the research model

for this research study.

2.2 UNDERSTRANDING INFORMAL TRADERS

Even though many informal street traders are faced with challenges, it is important to
note that they give social and security net for millions in South Africa, especially for
those who are unemployed or lack formal skills to take part in the formal economy
(Willemse, 2011). Ukukhula Business Solutions (2003p. 4) defines informal street
trading as “the economic activity undertaken by entrepreneurs who sell legal goods
and services within a space deemed public property, within the informal sector”. The
informal sector in South Africa provides over 2.5 million jobs in the economy and drives
the informal economy, and this is not limited to informal street trading (Fourie, 2018).
The rise of informal street trading is owed to the rising cost of living and unemployment
rate within the economy (Stats SA, 2021).

Informal trading is mostly unregulated, and knowing how much exactly the informal
traders make from trade cannot be ascertained since most of them do not participate
in financing and trading takes place in the form of cash, making it easy for financial
criminal activities such as money laundering and tax evasion to take place (Abid,
2017). In providing employment, the informal traders may sometimes not be aware of
the backgrounds of people they hire, including their criminal backgrounds therefore
making them vulnerable to criminal activities and to other factors such as being

targeted by organised crime syndicates (Willemse, 2011).
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Abid (2019, p624) stated that “to avoid leaving traces of their transactions, people
engaged in informal trade activities use mainly cash.” This supports the evidence of
financial crimes argued by Willemse (2011) regarding tax evasion and money

laundering.

According to Willemse (2011, p8), “informal street traders also rely on opportunities of
collective bargaining, and cases exist where informal street traders used collective
action and tax evasion as bargaining tools and if taxes were to be paid guaranteed
services can be demanded from the government by the informal traders”. As of 2018,
more than two billion of the working population around the world worked in the informal
economy, with over 85% of Africa’s population, over 68% in Asia, and over 68% in the
Middle East, around 40% of North and South America, and 25% of Europe’s
populations working in the informal economy across different sectors whereby there
are poor working conditions and the lack of social protection, and this may result to

low productivity levels, (ILO, 2018).

In 2018, South Africa had over 2.8 million South Africans working in the informal
sector, with over 40% reportedly being involved in the informal trade, and it is for this
reason that the government factored in the informal sector in the 2030 National
Development Plan also to give the informal traders a room to grow and develop
themselves to become sustainable and support economy development and job
creation (SALGA, 2018). As of 2018, 69% of informal traders within the City of
Johannesburg did not belong to any trade union, whilst the rest did (ILO, 2018).

In a study by Muwanga-Zake (2018) for public policy examining perceptions of informal
traders on tax. Many of the informal traders are unbanked, and if they are to be
formalised, start paying taxes and become regulated, the state would be able to collect
taxes from them (Muwanga-Zake, 2018). To tackle the issue of formality of the informal
street traders, in some countries around the world, governments have relied on
collective bargaining, such as working with trade unions to ensure fair trading, better
working conditions and social protection rights for those involved in the informal trading
(Abid, 2017).
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It is known that South Africa is faced with development challenges. Amongst other
things, it is believed to drive a rising rate of unemployment in the country, therefore
leaving room for those who are unemployed to start an unregulated informal trade
business, mostly in the urban areas of the country (SALGA, 2018). Poor education is
also said to be one of the key drivers for the rising number of informal traders around
the world, most of the people involved on the informal trader do not have secondary
or tertiary education, and more than 60% originate from rural areas and come to urban
areas in search of a better life (ILO, 2018). Research studies show that those with no
education have a high propensity to engage in informal economy activities and that
the higher the level of education is, the lesser the number of informal economy
involvement, and Africa has one of the highest share of people working in the informal
economy (OECD, 2024).

The education issue in the informal sector is mostly argued and reported by scholars.
A high number of informal street traders have no secondary or tertiary education, and
this is the fact across South Africa, as opposed to an estimate averaging one-third
(33.33%) of street traders having secondary education and no tertiary graduates have
been found in the informal trade sector (Willemse, 2011). ILO (2018) reported that lack
of education and poor education levels drive the rate through which the number of
informal traders is growing, and this increases informality. Therefore, with low levels
of education, there is high probability of increased informality, and high levels of
education could see a decrease in informality (ILO, 2018).

2.2.1 Informal street traders’ challenges in South African Metros

Like every business, informal traders have their challenges that they face daily, and
it is also said that in the digital era some of these business challenges can also be
seen as opportunities for growth (Bangsawan, et al., 2020). A study by Willemse
(2011) investigating opportunities and challenges for informal traders in South
Africa’s four major metropolitan cities; Johannesburg, Cape Town, eThekwini, and
Tshwane stated several challenges that are faced with informal traders. According to
Willemse (2011p,13), these challenges include “poor cash-flow, maintaining stock
levels, competition, unavailability of transport, lack of support and funding for startup

and expansion costs for the business, insufficient structure or shelter, insufficient
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infrastructure such as water and waste bins, insufficient service from suppliers,
business location, and many others”. Amongst other interventions to solve these
challenges, new opportunities such as providing financial aid, improving structures
of trade structures, competitive pricing and improving security would greatly benefit

informal traders (Willemse, 2011).

Willemse (2011:11) stated that “47.4% of the informal street traders did not use either
formal banking facilities or informal sources.” This finding gives insight into the study
and will also be used to investigate the percentage of informal street traders who
have a bank account in 2022. The illustration below in Figure 3 from Willemse's
(2011) study depicts the average cost of starting an informal trade between four
major metros targeted within the research study.
As of 2011, 53% of the informal trade businesses were started with capital of less than
five hundred rands (R500) across the four metros, and out of these, over 60% of the
informal trades in Johannesburg were also started with capital less than R500 as it is
estimated that then, 47% of them informal traders did not have a bank account
whereas over 50% of Johannesburg informal street traders were said to be unbanked.
If 47% of the informal street traders remain unbanked this would mean out of every
hundred informal street traders making R84000 a month, there is about R3.9 million
in Johannesburg that is circulating in the hands of informal traders, and this is way
more considering other income levels from other informal street traders even outside
of Johannesburg. Countrywide, resulting in losses in tax revenue or a registered
number of businesses that have a high potential of growing only if their funds were
registered. Willemse (2011:11) reported that the percentage of informal traders who
serviced more than 20 customers a day in Johannesburg exceeded 40% with
Tshwane being the highest at more than 48%.

Zogli, Dladla, and Dlamini (2021:412) stated, “lack of business space for trading and
storage, lack of funding to expand business, poor hygiene and the lack of ablution
facilities for traders as well as municipal harassment were the major constraints of the
informal operators”. Furthermore, it is also stated that access to financial services is
almost non-existed for informal traders, and financial services organisations pose
barriers to accessing funding for these traders as they require assets as collateral and

informal traders reported that growing their trade requires lots of funding which they
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struggle with because they are not legally recognised entrepreneurs or business
owners by the financial institution or the state (Zogli, Dladla, & Dlamini, 2021). What
this means is that if the high percentage is unbanked, there would be high chance of
these informal traders not aware of digital banking channels and services available in
the market, and those that are aware fearing to spend more money in bank fees and
lack trust for banking systems. Informal street traders are the key drivers of the

informal economy (Stats SA, 2021).

It is important that the government sees the value of informal traders, or the informal
economy brings to the economy, and therefore blends them into the economic
development plans and continue to support innovations in this sector especially those
aimed at bridging the gap between the formal and the informal economy (SAITA,
2022). In addition to informal traders’ challenges, the skills to run a business,
permanent trading spots, crime, transportation services, business support and

training, and access to capital are inhibitors to growth (Sovendle, 2019).

2.3 DIGITAL IN THE INFORMAL ECONOMY

Digital in the informal economy means using a plethora of digital technologies to come
up with digital platforms, digital marketplaces, access to digital financial services, e-
commerce, and digital payment systems, but the informal economy market has fears
pertaining to loss of trade, loss of customer base, digital security and safety, and lack
of digital skills continue to inhibit the adoption of digital in the sector (UNDP Accelerator
Labs, 2022). In South Africa and other 15 countries across Africa, they continue to
digitise operations such as logistics and transportation for informal traders and some
small enterprises, retailing of goods, mobile learning, communication, and connection,
but accessibility is only to those with internet usage and digital skills which may vary

from one trader to another affecting adoption and usage (Theko, 2022).

G20 (2018:10) report detailed that in the informal trading sector, technology
companies and financial services institutions must look at opportunities to develop
inclusive digital payment infrastructures, give incentives to merchants for payment

acceptance of digital payments, and provision incentives for consumers, and support
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cross-border payments and transactions in the digital economy. Additionally, G20
(2018:9) reported that digitalisation of the informal economy can offer “unprecedented
opportunity to address eligibility and affordability barriers to formal financial inclusion
faced by informal individuals and firms. Digitisation can facilitate identity verification,
promote digital payments, improve the information environment, and financial

consumer protection and financial literacy”.

Researchers have argued that digitalisation of the informal economy sector can lead
to new revenue streams and aid in driving quality employment within the sector, and
assuming that informal street traders, also known as “survivalist entrepreneurs” do not
make use of or have limited access to new technologies and this is exacerbated by
their eagerness to have a stable income and refrain from perceived unnecessary
expenditures that come with digital, and social issues and background also determine
their chances of using digital technologies, key to their to their businesses (Deutsche

Gesellschatft flur Internationale Zusammenarbeit GmbH, 2020).

2.4 UNDERSTANDING DIGITAL BANKING

Digital banking synonymous to “online banking”, is the combination of both online and
mobile banking which allow banking customers to navigate and tackle their banking
needs 24/7 without the need to leave their homes or have physical contact with
traditional banking branches. Digital banking provides accessibility and convenience
to banking customers (Napoletano & Foreman, 2021). In addition to using digital
technologies, digital banking requires a solid infrastructure, governance, investments
and technical resources or skills internally and externally, and customer touchpoints
or channels to be factored into the strategy to build or enhance digital banking for

banking customers (Skinner, 2014).

Digital banking requires access to internet technology, and as of 2020, South Africa
was estimated to have over 41% of informal street traders who make use of online
banking with 72% having access to email, and 69% using digital means to look for
information online, and this is due to the growing mobile penetration in South Africa
(Mothobi, Gillwald, & Aguera, 2020).
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Mothobi, Gillwald, and Aguera (2020:15) stated that 93% of the informal traders in
South Africa owned a mobile device, and 9% did not use the internet because they did
not know how to use whilst 57% stated they have no need for it, and 24% said it was
too expensive. Furthermore, 47% of informal sector business owners were said to not
have access to formal banking which means they couldn’t make use of digital banking
services, those who made use of their personal bank account for their informal trade
accounted for 29%, and 24% had a dedicated account which they used to deposit
funds for their businesses (Mothobi, Gillwald, & Aguera, 2020).

Digital banking models are different to traditional banking models and are non-lean
able to disrupt the entire banking value chain by using big data analytics to draw
prescriptive and descriptive analytics for better lending decisions and bundling value
propositions to eligible credit clients (Bayel & Mcintyre, 2021).

2.4.1 Digital banking architecture

Digital banking infrastructure has both internal and external drivers as outlined below
in Figure 2.5.1-1, the internal drivers comprise of cost reduction on the information
technology and other technologies including platforms, simplified information
technology and big data, risk management such as cybersecurity and other risk
technologies as stipulated by the regulators; whilst the external drivers are regulators,

differentiation in services, channels and customer experience (Capgemini, 2015).

Business Goals Contract Definition
+ RO, operational improvement, revenus + Support and meintanance post
growth, cost reduction transformation

* Risk mitigation strategios
Stakeholder Support o =
+ Collaboration and change management

focus Managing Expectations
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+ Flexible and scalable architecture Deployment Strategy
+ Dagrese of maintenance support and * Modular or phasad deployment
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Communication
+ Effective communication between all
concemed stakeholders and clearly
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Figure 2-1 : Key success factors for digital banking architecture (Capgemini, 2015).
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2.4.2 Challenges for digital banking

Banking customers do not trust digital banking due to fears of getting overcharged
for transactions that they do online, but security is a major concern for them and
these further influences digital apathy amongst the banking consumers (Mujinga,
Eloff, & Kroeze, 2016). Furthermore, Mothibi and Rahulani (2021:19) stated that for
banks to increase digital banking adoption they would need to improve “digital literacy
and consumer education, data protection and privacy, cybersecurity and digital
identity, data ethics, partnerships and third-party risk, and digital operations risk” as
these are major blockers of digital banking adoption. Consumer education is also one
of the biggest challenges for banks when it comes to digital banking because of the

language barriers and lack of digital skills in the informal economy (Claasen, 2022).

2.4.3 Digital banking channels

Digital banking channels provide banking clients with a self-service capability to
manage their day-to-day banking needs, receive and facilitate payments, and
process and send payments to unbanked individuals to collect cash at retail stores
(Absa CIB, 2022). Digital banking channels can be classified as either internet or
mobile banking, channels and therefore it very important to have best user
experience design (UX) and integrating all technologies that would maximise
customer experience and make clients fall in love with the brand and stay loyal (Bayel
& Mcintyre, 2021). Digital banking channels are also referred to as online transaction
channels for payable and receivables and relies on the integration of digital
technologies capture client value and deliver value 24/7 to clients and has a capability

of tracking all the important and valuable customer data (Standard Bank, 2022).

2.4.4 Internet Banking

Internet banking is used on computers or mobile devices that have access to
the internet, and it is classified as a modern way of banking for individuals and
all sizes of businesses all around the world to allow banking clients to process
payments without having to go to the physical banking branch (Sonali, 2020).
Internet banking aids banking clients with 24/7 access to the banking services

they need, and therefore, computer networks and digital devices with the
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capability of accessing the internet are used to provision almost 90% of banking
services but security, data privacy and trust are very critical to the banking
institutions, and therefore banks initiate their own username, password, and
verification policies (Mujinga, Eloff, & Kroeze, 2016). Banking services such as
account opening, bill payments, funds transfer, bookkeeping, account
administration, e-commerce (ordering banking products and OTT services),
and bank documents can be accessed through internet banking by those with

access (Sonali, 2020).

2.4.5 Mobile Banking

Mobile banking nowadays is the most common channels used to access and
provision banking services, and it uses different digital technologies to collect
data, and banking clients can access all banking services like internet banking
allowing them to transact anywhere, anytime at the tip of their fingers (Sonali,
2020). Scholars have argued that mobile banking can foster and drive financial
inclusion in the developing economies where most of the population is
unbanked, and banking institutions can partner with telcos to create sustainable

FinTech models and solutions (Hlongwane, 2018).

When designing mobile banking interfaces or any form of digital banking, banks
need to consider customer behaviours and journeys, over technology and
therefore prescribe technologies that is informed by insights derived from the
data and research (Krishnan, 2014). According to Nicoletti (2014:28-30)
“‘mobile baking has social value, to drive financial inclusion to those that are
unbanked, disabled, or those who lack mobility, and is cost effective”. Some of
the available mobile banking services include e-wallets, USSDs, QR payments,
and in wearable devices (Sonali, 2020). Mobile banking is a revolutionised
provision of financial services and driving financial inclusion through means of

technological innovations (Hlongwane, 2018).

2.4.6 Financial inclusion for the unbanked

World Bank (2022) listed financial inclusion as a driver for seven out of the seventeen

strategic development goals and belied it would help alleviate poverty and promote
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prosperity. Countries have their development plans strategies and to steer financial
inclusion, part of the strategy requires that countries have their own strategy and
policies in place for financial inclusion, have financial services products and
technology companies for the financially excluded segments, foster and maintain solid
financial consumer protections, track and monitor behavioural and capabilities, and
provide financing of small micro-medium enterprises (SMMES) as well as training on

digital financial services (World Bank, 2022).

Financial inclusion is deemed as a global initiative through all countries must
participate to fight against poverty and inequality (World Bank, 2022). Financial
inclusion according to World Bank website (2022) “is a critical enabler for poverty
reduction and inclusive growth. Access to transaction accounts opens a pathway to
broader financial inclusion, whereby people and firms can make financial transactions
more efficiently and safely, access funds (whether payments, credit, savings, or other)
invest in the future, and cope with economic shocks”. Digital banking and financial
inclusion initiatives provide a wide range of opportunities that did not exist before

emergence of technologies within the financial services sector (Kelly, 2020).

To drive financial inclusion for the unbanked, banks in South Africa provision mobile
banking services which include e-wallets, USSDs, QR payments, and in wearable
devices (Sonali, 2020). Mobile banking is a revolutionises provision of financial
services and driving financial inclusion through means of technological innovations
(Hlongwane, 2018).

FinTechs have been praised for driving financial inclusion for unbanked and
underbanked markets (van Niekerk & Phaladi, 2021). According to Albastaki,
Razzaque and Sarea (2020:303), FinTechs “are a group of companies that use
technology and innovations to make financial systems and the delivery of financial
services more affordable and efficient”. Digital technologies can be used to prevent
and manage risks that could potentially hold back financial inclusion, and such
technologies comprise of machine learning, artificial intelligence, cybersecurity, and
many more (Bazarbash , 2019).
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2.5 THEORIES OF PERCEPTIONS

The study of perceptions has sparked debates in the field of psychology and many
scholars have argued whether perceptions are fictional or part of reality (Evanoff,
2020). University of Central Florida website (2022) defined perception as “way sensory
information is organised, interpreted, and consciously experienced, is processed
either bottom-up or top-down”. Scholars have studied perceptions and came up with
different theories of perceptions, however for this study to come up with the conceptual
framework, two theories of perceptions are reviewed below, and they are: self-
perception theory, and cognitive dissonance theory (UK Essays, 2018) .

2.5.1 Self-perception theory

Self-perception theory concerns itself with studying the awareness of self, and how
one’s self-awareness might influence their attitudes, perceptions, and behaviours
about phenomenon in question (The Decision Lab, 2022). UK Essays website (2018)
postulated that self-perception theory deals with “when individuals come to “know” or
better understand their own attitudes, emotions, and other personal states mostly by
concluding them from observing their own behaviour and/or the situations in which

this behaviour occurs”.

When it comes to technology, research studies have reported that digital
technologies have direct influence on the perception of self, and the key factors
driving this stems from digital skills, background, beliefs, and competence, etcetera
(Romero-Tena, Barragan-Sanchez, Llorente-Cejudo, & Palacios-Rodriguez, 2020).
Furthermore, early childhood education, socio-economic status, digital skills transfer
and training, can influence’s one adoption of digital technologies and usage, and the
key steps to boost one’s skills and self-perception for digital that must be followed is
through commitment of trainers, access to digital resources and technology,
availability of digital pedagogies, reviews and feedback on training, promotion and
empowerment and facilitation of digital (Romero-Tena, Barragan-Sanchez, Llorente-
Cejudo, & Palacios-Rodriguez, 2020). Banks need to promote consumer education
on digital products to ensure buy in and increase digital banking adoption because
this has an impact on customer experience and touchpoints (Claasen, 2022). Socio-
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demographics impact one’s self-perceptions about digital technologies, usage, and
competence (Romero-Tena, Barragan-Sanchez, Llorente-Cejudo, & Palacios-
Rodriguez, 2020).

2.5.2 Cognitive dissonance theory

According to Morvan and O’Connor (2017, p10), cognitive-dissonance theory
“‘implies and points out that individuals strive towards consistency within themselves,
and their attitudes and perceptions tend to exist in clusters that are internally
consistent because human beings prefer consistency”. Individual’'s perceptions
under this theory sometimes contradict each other especially if their perception of a

phenomena feels uncomfortable (UK Essays, 2018).

Howard (2022) wrote on the Forbes website that cognitive dissonance theory and
technology improvements can lead to diffusion of innovations, and the concept of
innovation as a discipline is often greeted with scepticism in the marketplace.
Perceptions of an individual come from experiences, and often the negative
experiences overrule the positive experiences when it comes to influencing one’s
perceptions, hence the contradiction in their thoughts and opinions. Technological
dissatisfaction and poor experience leads to dissonance and this can evoke
individuals’ emotions, which might lead to behavioural shift to whether accept or
reject digital innovations and perceived wellbeing (see Figure 2-2 for the illustration

of disconfirmation outcomes).

Disconfirmation of ni 4 Dissonance Satisfaction with
technology . ISSONANCE an . reduction .| technology performance
¥ related emotions i . b . .
performance mechanisms and perceived wellbeing

expectations

Figure 2-2: Cognitive-Dissonance conceptual framework of digital adoption

(Source: Marikyan, Papagiannidis and Alamanos, 2020:5)

Cognitive dissonance theory asserts that, adoption of digital technologies is heavily
influenced by satisfaction, meeting expectations or perceived benefits, emotions and
thoughts, and experience, whereas if there are discrepancies and disconfirmations

from technology this might lead to dissatisfaction, apathy and discontinuation of use

22



of digital technologies (Marikyan, Papagiannidis, & Alamanos, 2020). Satisfaction
and positive sentiments about a phenomenon, is associated to harmonisation theory,
because cognitive dissonance studies negative perception, and if digital technologies
are in sync with one’s expectations, beliefs, values, and so on, chances of adoption
and usage are very high (Mawlawi , 2020). Furthermore, banking institutions adapt
to environmental changes, and understand what is happening in the markets, banks
must stay abreast of the SPLEET (social, political, legal, economic, environmental,
and technological) factors and how these factors might have an influence on the
adoption and introduction of new technologies in digital banking which might
influence perceptions of their external environment (Mawlawi , 2020).

2.6 DIFFUSION OF INNOVATION THEORY OF DIGITAL BANKING

Besides digital banking being a disruption in the sector, over the years, there have
been innovations in digital banking, including massive investments on IT capabilities
and infrastructure, and recent developments have been the use of advanced digital
technologies to analyse consumer behaviour, segmentation of customers, obtaining
descriptive and prescriptive data and insights to base product and credit decision and
cross-selling, strengthening security and risk management, and so on (Capgemini,
2015). Some of the key innovations noted on digital banking has been the use of big
data to recommend bank products to customers, as well as the incorporation of
machine learning, artificial intelligence with biometrics data with own modalities such
as; “voice, fingerprints, face, retina, or iris of the eye, vein infrared thermogram, or a
combination of these identifiers“ as a point of security check when looking on digital
apps making it harder for criminals to gain access, and enrolling bank cards on mobile

devices to be used to pay wirelessly at a point of sale (Clear Bridge Mobile, 2019).

The diffusion of innovation theory concerns itself with the widespread of innovations
in society, and social theorists and scientists use this theory to study societal socio-
technical systems (Yasusa & Batres, 2012). Sirk (2020) stated that diffusion of
innovation can influence adoption through a five step process names “awareness,
persuasion, decision, implementation, and continuation”. There are five beliefs
through which innovation can influence how innovation can be adopted in society, and
these beliefs comprise relative advantage, compatibility, complexity, trialability, and
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observability (Nor, Pearson, & Ahmad, 2010). Innovation adoption is categorised into

‘innovators, early adopters, early majority, late majority, and laggards” (Sirk, 2020).

According to Nor, Pearson and Ahmad (2020, p69), following the rigorous process of
diffusion of innovation on influencing the adoption of digital banking effect the intent
and attitudes of digital banking within society. A research study by Mujinga, Elloff and
Kroeze (2019, p4) stated that the perception of digital banking is associated with the
benefits of perceived benefits of digital banking, which are “convenience, speed, ease
of use, saves time, accessibility, security, transaction availability, no bank queues, less
charges, control of accounts, reliability and etcetera”. Nor Pearson and Ahmad (2020,
p71) hypothesis signified that the beliefs of diffusion of innovation influence
perceptions leading to the rate of adoption, see research model below from these

scholars in Figure 2-3.

Relative
Advantage
Compatibility

Trialability

Figure 2-3: Diffusion of innovation of digital banking research model (Source: Nor,
Pearson and Ahmad, 2020:71).

Intention to wse

Rogers (2003:11) stated that diffusion of innovation has four elements namely “the
innovation, communication channels, time, a social system”. The diffusion of
innovation theory is not only limited to study perceptions and adoption of innovation
but can be used to drive and influence social construction and social change (Rogers,
2003). For the present study, this theory is most suitable to understand the perception
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of digital banking within the informal economy, along with other theories, such as
theories of informal economy, perception theories, and technology adoption model.

2.6.1 Digital banking adoption

Kaur, Ali, Hassan and Al-Emran (2021: 108) proposed a research framework which
asserted that the digital skills of an individual perceived ease of use (user experience)
influences digital banking adoption, whilst service quality and customer trust leads to
trust in digital banking to influence digital banking adoption, as well as perceived
usefulness (benefits) of digital banking. The framework signifies some of the literature
review findings already discussed in this chapter, pertaining to skills, access,

experience, trust, perceptions, and digital banking adoption.

It is up to the banking organisations to influence the adoption of digital banking and
channels, providing seamless digital banking and omni-channel experience and
constantly meeting changing needs of their customers whether it is for transactional,
product application, informational, and advice purposes (Valenti & Alderman, 2021).
Panno (2018) stated the increased adoption of digital banking can lead to banks
acquiring and retaining more valuable clients over time, and that here is a high
probability of customers taking up more than one banking product given that they feel
that they can trust the bank and find it easy to transact with (Panno, 2016).

2.6.2 Digital banking perceptions

A study examining perceptions of digital banking in South Africa found that over 40%
of internet users expressed feelings of safety and security with online banking, and a
high proportions of internet users just over 60% expressed feelings of unsafety and
vulnerability (Mujinga, Eloff, & Kroeze, 2016). Top seven perceived benefits,
‘convenience, speed, easy to use, saves time, accessibility, secure, and transaction
availability” as dominant factors for digital banking adoption and usage, and these
account for more than 80% amongst the internet users accessed in the study (Mujinga,
Eloff, & Kroeze, 2016). Even though there are benefits it its worth that dissonant factors

of digital banking outrank harmonisation of digital banking and

25



The research findings showed that over 60% of the dissonant factors was associated
with security of digital banking, whilst 8% had to do with security concerns for internet
users, and limited capability accounted for 6% (Mujinga, Eloff, & Kroeze, 2016).
Furthermore, the lack of digital skills only accounted for 1% in the study, and this is
since the target population of the study was mainly focused on the internet users
(Mujinga, Eloff, & Kroeze, 2016).

At the time of the study no data could be found over the recent years looking at the
South African banked, online, and digital banking population except for the one
presented in Figure 2.9-3, from 2011 — 2015. Jenkin and Naude (2018:9) stated that
“approximately 25 million banked population between 2011-15, more than half (66%)

had online access, of which 23% used digital banking”.

26,036,255 25,016,782 24,934,095

22,200,324 23,237,508

16,575,966

10,016,010

1,513,304
5,940,535

[ Banked population

[ Online population

2011 2012 2013 2014 2015 B Digital banking population

Figure 2-4: 2011-2015 of SA’s banked, online, and digital banking population analysis
(Source: Jenkin & Naude, 2018:

No literature was found looking at the informal economy or sector’s perceptions of
digital banking, however it can be assumed that since some of them used internet that
they were part of the study. Technological disruptions are said to bring hope to the
financial inclusion, and this is if barriers of digital transformation like access to

accessibility, skills, and technology can be eliminated (Jenkin & Naude, 2018).

2.6.3 Hypotheses and research model

This section provides the hypotheses aimed at testing how different factors of diffusion
of innovation theory such as process steps and beliefs influence the adoption of digital
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banking, and how perception (self-perception, and dissonance theory) play part in the
informal street traders’ perceptions of digital banking within the City of Johannesburg.
Two research questions were formulated for this study in Chapter 1, and the following

hypotheses were also formulated:

e Hypothesis 1. adoption process positively influences the digital banking
adoption beliefs amongst the informal street traders within the City of
Johannesburg municipality.

e Hypothesis 2: Adoption process steps positively influence self-perceptions
among informal street traders within the City of Johannesburg municipality.

e Hypothesis 3: Adoption process steps negatively impact the dissonance
factors amongst the informal street traders within the City of Johannesburg
municipality.

e Hypothesis 4: adoption process positively influences the harmonisation
perceptions amongst the informal street traders within the City of Johannesburg

municipality.

2.7 LITERATURE REVIEW CONCLUSION

There is a lot of literature on perceptions, digital banking, financial inclusion, and the
informal economy. However, studies have not been conducted to examine and
analyse the perceptions of digital banking, more specifically in the City of
Johannesburg municipality. The literature review chapter discussed the theory of
informal economy, digital banking, perception theories, the TAM model, and the

research or conceptual framework.

The subsequent chapter, Research Methodology, focuses on the research
methodology of the study and provides details on methods for data collection, research
design, sampling procedure, limitations, data analysis and interpretation techniques,

validity and reliability, and ethical considerations for this research study.
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CHAPTER 3. RESEARCH METHODOLOGY

3.1 INTRODUCTION

The previous chapter looked at the literature review. This section introduces the
methodology of the research study, which will be used to answer the research
guestions and validate or invalidate the hypotheses in Chapter 2. This chapter
discusses the research approach, research design, data collection methods,
population and sample, including population and sampling method, research
instrument, procedure for data collection, data analysis and interpretation, limitations,
validity and reliability, demographic profiles of respondents, and ethical considerations

for the study.

3.2 RESEARCH APPROACH

The researcher had the autonomy of choosing the research approach suitable for the
study, whether qualitative, quantitative, or mixed methods for the research study. This
research study used a quantitative research approach to explore informal street
traders’ perceptions of digital banking in the City of Johannesburg municipality and
describe the factors that drive those perceptions using the hypotheses and the
research model proposed in Chapter 2, as well as classify the informal trader’s level
of informality according to the theories of informality, as well as theories of perceptions.
Quantitative analysis and theories examined help the researcher to undertake a deep

analysis from all data collected from the target population.

The explorative study was intended to preliminary explore the unidentified area of
study by developing new research questions, ideas, and hypothetical assumptions
and drawing speculative insights about the research problem (Stebbins , 2001). The
researcher has assumed that over 50% of the informal street traders in the City of
Johannesburg is unbanked and most, do not know what digital banking is and that
those who know, do not trust the banks, and abstain from using banking systems
because they fear banking charges, or detest paying these fees as they see no value
in banking. As a result, the research believes that not using banking services, including
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digital banking, they do not accept digital payments and facilitate strictly cash-only
transactions on a day-to-day basis. The other assumption is that informal street
traders lack of exposure of digital banking marketing, and banking products, and low
levels of education are the key driver for financial exclusion and low confidence in
banking, even though this may be the case they still face challenges such as gaining
access to capital, procuring permanent space for their informal trade.

These assumptions are key to the study because they help us understand the key
drivers of their perceptions of digital banking and why they chose to be informal
instead of formalising their business. Sukamolson (2007, p2) defines the quantitative
research approach as “a type of research that is explaining phenomena by collecting
data that are analysed using mathematically or numerical based methods and uses
guestions aimed at searching for quantities in something and to establish research
numerically”. This study used predefined questions and broad statements derived
from the research model and hypotheses. The findings of the study will either validate

or invalidate the assumptions and hypotheses of the research problem.

3.3 RESEARCH DESIGN

Mouton and Marais (1988:33) exerted that “research design aims to plan and structure
a given research project in such a manner that the eventual validity of the research
findings is maximised”. This research study adopted surveys as part of the research
design to collect data, and predefined close-ended questions will be used whereby
research findings will be used to quantify the research problem using measurable data
that will also be qualitatively justified. The adoption survey research design aided the
researcher in assessing the relationships of informality, diffusion of innovation (digital
banking), and perceptions theories in a broader context, specifically for the City of

Johannesburg informal traders’ perceptions of digital banking.
Survey research design is a widely employed method in social sciences and beyond,

valued for its ability to collect data efficiently from large and diverse populations (Du

Plooy, 2009). Surveys offer researchers a structured approach to gathering
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information on attitudes, beliefs, behaviours, and demographics using standardised
guestionnaires administered to participants (Babbie, 2016).

Furthermore, one of the primary benefits of survey research is its scalability, enabling
researchers to reach a broad audience and generalise findings to larger populations.
Surveys provide systematic means to gather empirical evidence that can inform
decision-making and policy formulation (Babbie, 2016). Thus, survey research design
remains a cornerstone of this research study due to its versatility, efficiency, and
capacity to yield valuable insights into various components of informal street traders’

perceptions of digital banking within the City of Johannesburg municipality.

3.4 DATA COLLECTION METHODS

Data was collected through a self-administered online survey shared via a link to
informal street traders in the City of Johannesburg. According to Du Plooy (2009:169)
a survey “can be used for researching sampled population and is not limited by
geographical boundaries using close ended questions to avoid bias, and large
volumes of data can be gathered and segmented accordingly to uncover hidden
variables of the study”. This method ensured the anonymity of the respondents and

summed up findings into numerical data presented in the subsequent chapter.

Moreover, surveys helped collect quantitative data, allowing for statistical analysis and
the identification of patterns and trends within the data sets. This research method
helped in understanding informal street traders' perceptions of digital banking services
and their preferences when it comes to making payments and receiving payments,
understanding their demographics and motivations, and assessing digital banking
effectiveness (acceptance and usage) within this market.

3.5 POPULATION AND SAMPLE

There are various populations that exist for researchers depending on the type of

research, and research approach adopted by researchers, and these populations
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consists of target and accessible population with own parameters which guide the
sampling procedures for the research study (Du Plooy, 2009).

3.5.1 Population

This research study uses target population which findings will be aggregated and
generalised on. Du Plooy (2009:56) The target population for this study comprised
informal street traders operating within the City of Johannesburg (CoJ) Municipality.
Informal street traders are defined as survivalist or dualists, self-employed individuals
who sell goods or services in public spaces without formal registration or adherence
to local tax regulations (Vos, Vos, Nonjeke-Dlanjwa, Chauke, & Fakazi, 2018). The
CoJ is home to a significant number of informal traders, estimated to account for over
30% of South Africa’s informal trade (Meyer, 2015). This population is diverse in terms
of gender, age, income, education level, and origin (local vs. foreign nationals), making
it critical to capture a broad cross-section to understand their perceptions of digital

banking.

3.5.2 Sample and sampling method

When conducting research, researchers can choose between probability, non-
probability, and quasi-probability methods. This study adopts probability sampling.
Probability sampling methods, such as simple random sampling, stratified sampling,
and cluster sampling, are highly considered in academic research for their
methodological robustness and ability to ensure representative samples from larger
population (Trochim & Donnelly, 2008). These methods provide researchers with a
systematic approach to selecting participants, wherein each member of the population
has a known and non-zero probability of being included, thereby minimising selection
bias and enhancing the generalisability of study findings (Babbie, 2016).

In this research study, the stratified random sample was adopted. Stratified random
sampling, specifically, divides the population into homogeneous subgroups or strata
based on relevant characteristics (e.g., age, gender, income), ensuring proportional

representation from each stratum in the sample (Du Plooy, 2009). This sampling
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technique not only improves the precision of estimates by accounting for diversity
within the population but also allows for meaningful comparisons between subgroups,
thereby enriching the depth and validity of research outcomes. Probability sampling
methods, including stratified random sampling, thus play a critical role in producing

reliable and valid empirical evidence across various research disciplines.

While there are advantages to this sampling technique, it is important to note that this
is not without limitations, and some of these limitations may include increased
complexity and cost associated with implementation, especially in large-scale
research studies requiring extensive resources and expertise (Neuman , 2014).

Therefore, since the sampling primarily revolves around their applicability and potential
constraints in research contexts. One major delimitation for the study was the reliance
on the accuracy of the population information and the feasibility of identifying and
accessing all elements within the population. These delimitations required a careful
consideration of the appropriateness of probability sampling methods based on study
objectives, available resources, and the nature of the target population. The table
below outlines the population of the research study sampled.

Table 3-1: Profile of respondents by location and gender

Location Total Total Total Number to be sampled
Of respondent’ trade Males Females

Johannesburg CBD 30 30 60
SOWETO (Jabulani Mall) 10 10 20
Randburg Taxi Rank 10 10 20
Midrand Taxi Rank 10 10 20
Lenasia 10 10 20
Sandton Taxi Rank 10 10 20
Alexandra 10 10 20
Total Sampled 90 90 180

Respondents were selected from seven key trading areas within the CoJ;
Johannesburg CBD, SOWETO (Jabulani Mall), Randburg Taxi Rank, Midrand Taxi

Rank, Lenasia, Sandton Taxi Rank, and Alexandra. These locations were purposively
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chosen to reflect a variety of socio-economic contexts, trader demographics, and
trading environments (e.g., urban commercial hubs, township settings, and transport
nodes). The selection of multiple sites aimed to capture a diverse sample, as informal
traders in different areas may have varying access to digital infrastructure, financial

services, and exposure to digital banking.

The researcher approached traders directly at their trading stalls during operational
hours, typically between 8:00 AM and 5:00 PM, to maximise participation. Traders
were invited to participate if they met the inclusion criteria; (1) actively engaged in
informal street trading (selling goods or services in public spaces), (2) operating within
one of the selected CoJ locations, and (3) willing to complete the survey. To ensure
clarity, the researcher explained the study’s purpose and obtained verbal consent, as
outlined in the ethical considerations in section 3.11. Surveys were administered
electronically via a mini-tablet (iPad), with the researcher assisting respondents who

faced difficulties due to language barriers or digital illiteracy.

A total of 191 respondents, informal street traders participated in the study. The
sample size was determined based on the need for sufficient statistical power to
conduct quantitative analyses, such as chi-square tests and regression, while

remaining feasible within the study’s scope.

3.6 THE RESEARCH INSTRUMENT

As already discussed, this research study adopted a quantitative research approach,
and a questionnaire was selected as the most suitable research instrument for
gathering all the research data.

The questionnaire comprises of five sections, see outline below:
a) Demographics — to segment the informal street traders using demographical

parameters such as gender, geographical data, income and socio-economic

status, employer status (to determine whether they have staff or not, etcetera.
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b)

d)

Nature of informal street traders & educational levels — to understand
whether the informal street traders according to informality perspectives are
dualists, legalists, structuralists, or voluntarist. Also collect data about the
respondent’s educational levels in order determine the link between education
and chances of starting an informal trade, as well as the investigate how
education-levels correlate with the type of informality these traders fall under.

Diffusion of innovation, digital banking adoption, and innovation
categorisation - this section attempts to find out respondent’s level to the five
step processes, and if the belies of innovations adoption influenced their
adoption or rejection of digital banking from a “relative advantage, compatibility,
complexity, trialability, and observability”. Furthermore, the categorisation of
innovation adoption according to five profiles is explored and will be determined
from this section whether the informal street traders are “innovators, early
adopters, early majority, late majority, and laggards” with specific reference to

digital banking innovations.

Perceptions and drivers of digital banking - this section in the questionnaire
will explore the self-perceptions, dissonant and harmonisation factors for digital
banking using ambiguous statements with specific reference to the TAM model.

Predefined statements will be used to aggregate the data from the population.

Needs and challenges - the respondents will be asked to provide select from

the list of possible needs and challenges, and how they if at all mitigating these.

The questionnaire is presented in Appendix A. The shortcomings of this research

instrument are that it might be lengthy and take too much time from the informal street

traders to complete, and language berries is also anticipated.

3.7

PROCEDURE FOR DATA COLLECTION

The researcher will distribute the printed questionnaires to consenting respondents

who have been sensitised of the purpose of the questionnaire and advise them of time.

During the time of completing the questionnaire the researcher will be present to do
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the translation or decipher any points not understood by the respondents in the
guestionnaire. Pencils will also be given to the available respondents. Once all the
guestionnaires have been filled out and given back to the researcher, the researcher
will record all responses electronically before drawing the conclusions from the data

collected at sampled locations and target population.

Sukamolson (2007) stated that questionnaires provide researchers with several
advantages such as inexpensive and give respondents the ability to provide responses
anonymously. It is important not that one of the key disadvantages is bias and may
take time to gather all the responses.

3.8 DATA ANALYSIS AND INTERPRETATION

The analysis of the data collected in this study followed a systematic process to ensure
accuracy, reliability, and validity. These research data college underwent collection
and cleaning to provide descriptive analysis, correlation analysis, and regression
analysis. The data provided insights into the perceptions of informal street traders that
influence the adoption of digital banking within the City of Johannesburg. This section

outlines the steps that will be taken to analyse the data and interpret the findings.

3.8.1 Data cleaning and preparation

Prior to conducting data analysis, data was cleaned and prepared to ensure that all
data is accurate and has completeness by question. This involved looking into issues
like missing values, the outliers, and inconsistencies in the research responses.
Missing data was flagged and replaced with means while some missing responses

were excluded. Then the data was organised to be ready for analysis.

3.8.2 Intepretation of findings

Once the data was completed, the findings were interpreted to find answers to
research question to either validate and invalidate the research hypotheses and
answer research questions presented in both Chapter 1 and Chapter 2. All the data

was interpreted as demographic insights for the informal street traders, perceptions of
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digital banking, and factors driving the adoption of digital banking in the form of
correlation and regression analysis, as well as the challenges faced by informal street

traders for adopting digital banking.

3.8.3 Descriptive analysis

The descriptive statistics in this section summarise the adoption of digital banking,
beliefs and influence, harmonisation, and dissonance variables. The descriptive

analysis shows the distribution or frequency of responses, mean, standard deviations.

3.8.4 Cross-tabulation and Chi-square Test

To understand the relationship between two categorical variables, cross-tabulation
was used to further explore how they interact to uncover patterns within subgroups in
the sample. Further to this, Chi-square test is used to measure the statistical
significance of the relationships between these variables, as well as to further evaluate
whether the observed frequences differed significantly from the expected frequented
based on the null hypotheses of no relationship between the variables. A significant
result (p-value < 0.05) would suggest that a variable has an impact on the other

variables compared with in the category.

3.8.5 Correlation analysis

Correlation analysis in the study was carried out to understand the relationships
between variables (adoption, beliefs, and influence a self-perception, Dissonance, as
well as harmonisation). The research employed a Pearson correlation coefficient to
measure the strength and direction of the relationships between variables. The
outcome of the correlation helped to determine informal street traders’ perceptions,

towards the adoption of digital banking.

3.8.6 Regression analysis

The regressions in the research are used to examine the influence of independent
variables (beliefs and influence, self-perception, dissonance, and harmonisation) on
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the dependent variable (adoption of digital banking). The regression analysis helped
the researcher identify significant predictors of digital banking adoption as well as
understanding which the independent variables strongly influence adoption or
rejection of digital banking solutions amongst informal street traders. Regressions are
outlined below, with R1 as a dependent variable, and R2, R3, R4, and R5 as
independent variables.

Self- .
Perceptions Dissonance
(REG 3) (REG 4)

Bl(rellfilfg‘nigd Harmonisation
(REG 2) Adoption of (REG 5)
Digital
Banking

(REG 1)

Figure 3-1: Regression and variables

3.9 LIMITATIONS OF THE STUDY

The study had quite a few limitations, such as sampling which was stratified random
sampling which posed risks such as not accessing all elements within the population
which could have led to the inaccuracies in the sampling frame. In addition to sampling
limitations was population information accuracy and limited geographic scope.
Another limitation was the data collection method, surveys were online and offered
respondents anonymity but some street traders did not have access and lacked digital
skills, faced language barriers, and response biases; to mitigate this limitation the
research carried out the surveys in his own iPad and laptop in a form of questions and
presenting predefined selection of responses and translating for those who might have

not understood questions thoroughly.
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Another key limitation to the study was the survey length, time and commitment which
might have discouraged the respondents in completing the survey, and the complexity
of questions, therefore these were considered to encourage full completion of the
research and assistance was provided. Other limitations that were considered was the
time to engage respondents, ethical considerations such as anonymity and getting
consent and the researcher obtained the University ethical clearance, asked for
permission from respondents as well as their time and gave a background and context

of the study, and also guaranteed their anonymity.

3.10 INTERNAL VALIDITY, RELIABILITY, AND EXTERNAL VALIDITY

During the data analysis phase of the research study, various methodologies were
employed, including confirmatory factor analysis (CFA), testing internal consistency
reliability using Cronbach’s Alpha across different variables, examining relationships
between variables through Chi Square tests, and calculating means and standard
deviations. This section addresses the internal validity, reliability, and external validity

are dispersed in the research study.

3.10.1 Internal validity

Internal validity refers to how the research study measures the causal relationship
between variables without interference from other factors (Shadish, Cook, & Campbell,
2002). Internal validity guarantees that variations in the dependent variable are
attributable to the manipulation of the independent variable rather than to other

variables or external influences (Campbell & Stanley, 1963).

Strategies employed in the research design, data collection method, and sampling
technigues helped to enhance the study's internal validity, ensuring that the research
findings accurately reflect the perceptions and attitudes of informal street traders within
the City of Johannesburg Municipality towards digital banking.

In addition, internal validity of the research assessed whether the relationships

between the informal street traders' perceptions, and digital banking adoption are truly

causal or influenced each other. Hypotheses tested enhanced the internal of the study
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by providing a client focus. Correlation and regressions helped to control for certain
variables, making it simpler to access the strength and direction of relationships for
both dependent and independent variables of the research. Data was cleaned and

prepared to minimise errors and improve the integrity of the research findings.

3.10.2 Reliability

Reliability addresses research results’ consistency, stability, and repeatability
(Trochim & Donnelly, 2008). Reliability is concerned with making sure that the
research findings are dependable and free from random error or variability, enhancing
the credibility of the study outcomes (Trochim & Donnelly, 2008). High reliability
suggests that the results are replicable and trustworthy, allowing researchers to draw
valid conclusions and make meaningful interpretations from their research data
(Trochim, 2006). Research data showing high reliability enhanced the reliability of the
research study on informal street traders' perceptions of digital banking in

Johannesburg, ensuring consistency and accuracy in the data collected and analysed.

The close-ended questions and the standardised procedures employed for data
collection helped to endure consistency across responses, improving reliability on the
findings. Also, the sample used produces reliable results to help with yielding more
consistent and generalisable data in the research. The research instrument and
potential biases in the study were considered as having potential to reduce reliability
of the findings.

In this study, the researcher used coefficient alphas for each construct to measure the
reliability of the research findings as an indicator of internal reliability, where
applicable. Notably, this does not pertain to the EF measure, which serves as an index.

The Cronbach alphas demonstrate acceptable levels, indicating sufficient reliability

3.10.3 External validity

External validity looks at the extent to which the findings of the research study can be
generalised to other populations, settings, and times beyond the specific conditions

under which the research was conducted (Campbell & Stanley, 1963). External validity
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deals with the applicability and relevance of study results to real-world contexts and
diverse groups, thus influencing the generalisability of findings beyond the sample
studied (Shadish, Cook, & Campbell, 2002).

The methods employed through sampling and the data collection balance with the
internal validity minimising selection bias and enhancing the generalisability of study
findings. The sampling strategy, definition of the population, contextual information,
transparency in the data collection, and other strategies helped to ensure consistency
and replicate the study in different settings for generalisability. These can be applied
beyond the study sample in future research. Although, factors such as geographic
limitations, cultural context, and internet access were considered as limitations for

external validity of the research study.

3.11 ETHICAL CONSIDERATIONS

The researcher ensured that ethical standards and requirements of the university were

always adhered to before collecting the data and thereby:

e Obtaining permission from the respondents involved, introducing them to the
survey, informing them about the research objectives, and emphasising that
participation was voluntary. It was clarified that no personal or sensitive
information would be collected, and participants would not receive
compensation for their participation. The participation information sheet was
read and explained to respondents before collecting the research data.

e Obtained ethical clearance from the Wits Business School (WBS) Post

Graduate Committee (PGC) prior to collecting the research.

3.12 CONCLUSION

Chapter 3 outlined the research approach and design for studying informal street
traders' perceptions of digital banking in the City of Johannesburg. A quantitative
research approach was discussed, as well as data collection methods. Stratified

random sampling was used to ensure a representative sample, and data analysis
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techniques such as correlation and regression were discussed to test hypotheses. The
chapter also addressed the various steps taken to ensure validity and reliability, as

well as the ethical considerations followed throughout the study.

The subsequent chapter, Chapter 4 focuses on the presentation of findings, where
the results from the data analysis will be discussed in detail, highlighting key patterns,
correlations, and insights related to the perceptions influencing the adoption of digital

banking among informal street traders.
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CHAPTER 4. PRESENTATION OF FINDINGS

4.1INTRODUCTION

This chapter discusses different quantitative approaches that were applied to analyse
the research findings to test the hypotheses of the research study. It also provides the
demographic variables of respondents, their perception on digital banking, and their
experience with digital banking. All the statistical results of the study are also

presented to test the hypotheses of the current study.

4.2RESPONDENTS PROFILE

The demographic profile indicated a balanced representation of both male and female
respondents, with an equal split of 50% each, totalling 180 participants. This gender-
balanced approach ensures that insights drawn from the study are representative and
inclusive of perspectives from both men and women engaged in informal trading
activities. Geographically, the study covered multiple locations within Johannesburg,

reflecting the diverse trading environments where informal street traders operate.

The sampling strategy included significant hubs such as Johannesburg CBD, Soweto
(Jabulani Mall), Randburg Taxi Rank, Midrand Taxi Rank, Lenasia, Sandton Taxi
Rank, and Alexandra. Each location was selected to capture a range of perspectives
and experiences related to digital banking adoption among street traders across
different socio-economic contexts within the city. By targeting a diverse range of
locations and ensuring gender balance and other demographical factors in the sample,
the study aimed to provide a comprehensive understanding of how informal street
traders perceive and engage with digital banking services. This approach enhances
the external validity of the findings, allowing for broader generalisations and insights
into the potential barriers and facilitators to digital financial inclusion in urban informal
economies like Johannesburg. A sample of 27 questionnaires was prepared and
tested on randomly selected informal street traders. A total of 191 respondents were
interviewed and considered for further analysis. The respondents responded to all of
the questions, even though some were reluctant to disclose some of the information

they felt should only stay private to them.
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4.2.1 Informal street traders’ socio demographic information

Table 4.1 shows the socio-demographic profile of 191 informal street traders
participating in the current study. Many of the respondents were males (51.83%)
compared with females (42.93%), non-binary (4.71%), and those who preferred not to
disclose their gender (0.52%). The most informal street traders (35.60%) were
between 25-34 years old. Most traders (73.30%) had people who depended on them
financially, while 1.05% of the traders chose not to disclose this information. While
more than 5 employees employed 1.59% of the respondents, the highest number of

the respondents (59.79%) were self-employed.

More than (28%) of the informal street generate up to Three Hundred and Fifty Rands
(R350.00) or less, and the highest number (53%) of the informal street traders
generate an income of up to Five Hundred Rands (R500.00) or less. The minority
(<10%) of the informal street traders generate daily income exceeding Two Thousand
Rands (>R2000.00) daily. Most of the informal street traders (96%) spend more than
5-7 days selling, and more than 75% of these informal street traders originate outside

of the City of Johannesburg.

Table 4-1: Demography of informal street traders in Johannesburg municipality

Category | Items | Frequency (n=191) | Frequency (%)
Gender
Male 99 51.83
Female 82 42.93
Non-binary 9 4.71
Undisclosed 1 0.52
Age
18-24 19 9.95
25-34 68 35.60
35-44 64 33.51
45-54 27 14.14
55-64 12 6.28
64+ 1 0.52
Has dependent
Yes 140 73.30
No 49 35.65
Undisclosed 2 1.05
Employment
Employed 78 40.84
Self-employed 113 59.79
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Category ltems Frequency Frequency (%)
(n=191)
Daily income
R350 or less 54 28.27
R350 - R500 48 25.13
R501 - R1000 38 19.90
R1001 - R1500 24 12.57
R1501 - R2000 12 6.28
R2001 - R2500 6 3.14
R2501 - R3000 4 2.09
R3001 - R3500 1 0.52
R3500+ 4 2.09
Number of working days
1 day 1 0.52
2 days 1 0.52
3 days 2 1.05
4 days 3 1.57
5 days 43 22.51
6 days 51 26.70
7 days 90 47.12
Total 191 100

4.2.2 Informal traders’ banking institutions, their perceptions on digital
banking, and their payment methods

The traders’ responses to bank institutions they use, digital banking channels they
use. Over thirty-eight percent of the informal traders use Capitec bank with few
informal traders using Absa bank (8.75%) and Tyme bank (6.25%). Banking app was
the most used (58.75%) banking method by the informal traders, while the least

number of the respondents (3.75%) agreed to using online banking.

Table 4-2: Banking institution and digital banking channels used

Bank’s Count (%) Digital banking channels used
name
Internet Banking app Both None
banking
Absa 14/160 1/14 (7.14%) 5/14 (35.71%) 2/14 (14.29%) 6/14
(8.75%) (42.86%)
Capitec 62/160 3/62 (4.84%) 41/62 14/62 4/62 (6.45%)
(38.75%) (66.13%) (22.58%)
FNB 29/160 0/29 (0.00%) 15/29 13/29 1/29 (3.45%)
(18.13%) (51.72%) (44.83%)
Nedbank 23/160 1/23 (4.35%) 16/23 4/23 (17.39%) 2/23 (8.61%)
(14.38%) (69.57%)
Standard 22/160 1/22 (4.55%) 12/22 3/22 (13.64%) 6/22
bank (13.75%) (54.55%) (27.27%)
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Tyme bank 10/160 0/10 (0.00%) 5/10 (50.00%) 5/10 (50.00%) 0/10 (0.00%)

(6.25%)
Grand total 160/160 6/160 94/160 41/160 19/160
(%) (100%) (3.75%) (58.75%) (25.63%) (11.88%)

The highest number (61%) of the informal street traders do not pay any salaries. Most
of the salary payers (27.21%), disclosed that they pay their workers weekly — See
Figure 4- 1 below.

Daily 12.50%

Weekly 27.31%

Bivezekly 10.29%

Monthly 6.62%

Newver 43.38%

Figure 4-1: Frequency of salary payments

Most workers (53.49%) are getting paid in cash as compared to other methods of
payment. The respondents were further asked how their customers pay them when
buying goods from them. The responses on the traders are shown in table 4.3.1-2.
The highest number of responses (53.33%) were that the customers use cash as their

preferred method of payment, followed by those who swipe their cards (16.67%).

Informal street traders sell wide range of goods and services such as food products,
domestic goods, electronics and gadgets, consumables, jewellery, fashion, chemicals,
cosmetics, etcetera. In addition, services such as car wash, hair styling, photography,
artistry, car washing, etcetera., are rendered to customers across the City of

Johannesburg — See Figure 4-2.
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Figure 4-2: Word cloud of informal traders’ goods and services
The respondents were also given options on different payment methods they use to

pay their suppliers, and they were allowed to choose more than one payment method
if possible. Even though some traders had more than one method of payment as their
choice, each method was independently counted, which resulted in a total of 310 and
330 answers from the 191 informal street traders, respectively. The responses of the
respondents are shown in Table 4.3. From their responses, paying with cash was
the most dominant way of paying suppliers followed by card swipes. About 14.52%

accounted for digital banking channels as some methods used to pay suppliers.

Table 4-3. Payment methods used by informal sector traders
Payment to Payment from Payment to employees

suppliers customers

Answer Count (%) Count (%) Count (%)

Strictly in cash 159/310 176/330 (53.49%)
(51.29%) (55.33%)

Digital banking 45/310 99/330 (16.67%) (19.77%)

channels (14.52%)

Swipe my card 93/310 55/330 (0.00%)
(30.00%) (30.00%)

Other 13/310 0/330 (0.00%) (26.74%)

(incl. cash and (4.19%)

banking)

Prefer not to say 0/310 0/330 (0.00%) (0.00%)
(0.00%)

%Total 100% 100% 100%

Moreover, to get the respondents’ perceptions on safe keeping their money, they were

asked how they make sure that their money or commission is safe. Figure 4.3.1-1
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shows the responses of the informal street traders. From the responses, 68.42%
stated that they bank their money, and 20.53% keep it to themselves. 11.05% of the

responded preferred not to disclose this information.

11.05%
20.53%

68.42%

B | keep it to myself B | deposit it to my personal bank account B Prefer not to say

Figure 4-3: How informal street traders keep their money safe.

4.2.3 Informal traders’ perception of digital banking experience and the help
they might need

The responses of informal street traders on rating their digital banking experience are
shown in figure 4.3.2-1. The highest number of traders (50%) were promoters of digital
banking experience, whilst more than a quarter, at 27% were detractors of digital

banking experience denoting poor experience and preference.

50%
Promoter

B Detractor Passive [l Promoter

Figure 4-4: Informal traders’ ratings on their digital banking experience.

To gain a comprehensive understanding of the challenges and needs faced by
informal street traders, respondents were asked to indicate whether they required any
specific type of assistance to support the growth of their businesses. They were given
a set of predefined statements to choose from, reflecting common issues faced by
street traders. Additionally, they were encouraged to contribute any other challenges
or needs that might not have been covered by the provided statements. The
responses, which are illustrated in Figure 4.3.2-2, reveal a range of concerns and

areas for improvement.
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Most respondents, accounting for 69%, identified safety and security as the most
pressing issue that must be addressed for their businesses to thrive. This indicates
that ensuring a safe and secure environment is a critical factor for the success of
informal street trading. Furthermore, 50% of the traders pointed out that gaining
access to financial services is the second most significant barrier they face. This
highlights a crucial need for financial support and resources to help these businesses
grow. In addition to safety, security, and financial access, respondents also mentioned
other challenges such as protection against police harassment, which impacts their
ability to operate smoothly. They also noted the need for assistance in various areas
including business growth strategies, hygiene standards, and effective marketing
techniques. These additional difficulties underscore the complex landscape that
informal street traders navigate and the diverse forms of support that could help them

overcome these challenges.

Gaining access o

financial services 49.47%

59.68%

Safety and security

Better transport

services 30.85%

Eetter way to manage

cashflaw A4t

Access to cradit 47.34%

Having a permarent

stall to trade 39.36%

Having my suppliers

delivering my stock 28.72%

itorage of my products 30.85%

Other (Please

specify). 15.96%

I T I 1 I | I 1 1 I
0.00%  10.00% 20.00% 30.00% 4000% 50.00% 60.00% 70.00% 20.00% S0.00% 100.00%

Figure 4-5: Ratios of help needed in the informal trade.

4.3 Descriptive statistics
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The descriptive statistics in this section summarise the adoption of digital banking,
beliefs and influence, harmonisation, and dissonance variables. Each part of the
descriptive analytics shows the distribution or frequency of responses, mean, standard

deviations.

4.3.1 Descriptive statistics

Table 4-4: Descriptive statistics of dependent and independent variables

ADOPTION Mean Std. Deviation N
Adoption_| know of digital banking 3.77 .709 186
Adoption_My bank has done some convincing 3.30 1.038 186
Adop_tlon_My bank influenced my decision about digital 3.06 1154 186
banking

Adop_tlpn_l am aware of all the changes and updates of 313 1.059 186
my digital banking platform

Adoption_| use digital banking quite often 3.11 1.236 186
BELIEFS & INFLUENCE Mean Std. Deviation N
Behef; & influence_| am aware of the digital banking 3.43 1.039 188
benefits

Beliefs & influence_Digital banking is compatible with my 3.20 1127 188
needs

Beliefs & influence_Digital banking is easy 3.07 1.204 188
Bellgfs & |nf|uenc_e_l tested digital banking before 292 1.300 188
making my decision

Beliefs & influence_| have noticed how digital banking

benefits other traders and this has made me want to 3.12 1.209 188
have it

HARMONISATION Mean Std. Deviation N
Harmonisation_lt is easy and convenient to use 4.05 1.193 182
Harmonisation_lt is safer way of banking 4.00 1.008 182
Harmonisation_lt is affordable 3.91 1.063 182
Harmonisation_It saves me so much time 4.20 .949 182
Harmonisation_| trust digital banking 3.79 1.200 182
Harmonisation_It gives me 24_7 access to my money 4.11 1.024 182
Harmonisation_It makes me feel safe because | don’t 4.05 1.047 182
have to carry cash

DISSONANCE Mean Std. Deviation N
Dissonance_lt is not easy to use 2.41 1.389 186
Dissonance_Data privacy and security concerns 2.77 1.358 186
Dissonance_| have been scammed before 2.08 1.397 186
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Dissonance_lIt costs too much money 2.39 1.287 186

Dissonance_|t takes too much time 2.05 1.041 186
Dissonance_| don't know how to use it 2.22 1.456 186
Dissonance_| do not trust digital banking 2.47 1.384 186
Dissonance_lt is not reliable 2.24 1.167 186

4.4Cross-tabulation and chi-square test

To understand the relationships between two categorical variables, a crosstab and
chi-square statistical test was conducted. Also, to measure the strength of the
relationship between variables, Cramer’s V value was used. The relationship between
the two variables is statistically significant given a p-value <.001, an indication that in
the hypothesis there is a relationship between the two variables. To understand the
interpretation of the values in the test, the illustration guides us in interpreting Phi and

Cramer’s V statistical test.

Phi and Cramer's V Interpretation

= 0.25 Very strong
=015 Strong

= 0.10 Moderate

= 0.05 Weak

= Mo or very weak

Figure 4-6: Interpretation of Phi and Cramer's V (Source: Akoglu, 2018).

This section measures informal street traders’ relationships between levels of
education and informality reasons, trading location and place of origin, age and daily
income, gender and dependants, age and dependants, age and digital banking
channels, trading location and digital banking channels, trading location versus
banked and unbanked informal street traders, and origin versus banked and unbanked

informal street traders.

Levels of education and informality reasons
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The relationship between level of education and informality reasons is measured
through the use the Chi-square statistical test. The relationship between the two
variables is statistically significant given a p-value <.001, an indication that the in the
hypothesis there is a relationship between the two variables will hold for more than
95% of the observed cases. To understand the strength of the relationship between
the two variables, we use the Cramer’s V value. A Cramer’s value of 0.549 indicates
a very strong relationship between the two variables. Furthermore, we observe from
the contingency table that traders that hold Grade 12 (High School graduates) or
Tertiary education have the highest proportion of responses that relate to structuralism
and legalism, and dualism is more dominant in the high school education and Grade
12 as well as for those with primary school education, and voluntarism is mostly for

those with tertiary education and Grade 12.

Table 4-5: Levels of education and informality reasons crosstab

Informality reasons

Structuralism Legalism Dualism Voluntarism N

- Grade 12 (Matric) 5 6 37 8

o

*§ High School education 3 5 39 4

>

ko None 0 0 8 0

o Primary School 0 3 32 0

F>) education

o Tertiary education 4 14 14 9
Total 12 28 130 21 191

Table 4-6: Levels of education and informality reasons Chi-Square Test

df Asymptotic Significance (2-sided)

Pearson Chi-Square 230.6212 9 <.001
Likelihood Ratio 57.773 9 <.001
N of Valid Cases 191
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a. 9 cells (45%) have expected count less than 5. The minimum expected count is .01

Table 4-7: Levels of education and informality reasons symmetric measures

Value Approximate Significance

Cramer's V .549 <.001
N of Valid Cases 191

Trading location and place of origin

The relationship between trading location and place of origin is measured through the
use the Chi-square statistical test. The relationship between the two variables is
statistically significant given a p-value <0.05, an indication that in the hypothesis a
relationship between the two variables will hold for more than 95% of the observed
cases. To understand the strength of the relationship between the two variables, we

use the Cramer’s V value.

A Cramer’s value of 0.216 indicates a strong relationship between the two variables.
Furthermore, we observe from the contingency table that traders who originate from
the Urban Area, in South Africa outside of Gauteng province have the lowest
proportion of traders based in either Soweto or the Johannesburg CBD, and across all
regions respectively whilst Johannesburg CBD has the highest proportion of foreign
nationals who are street traders followed by those originating from rural parts of South
African outside of Gauteng province signifying the influence of immigration to a big city

for a better life and job opportunities.
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Table 4-8: Trading location and place of origin crosstabulation

City of Foreign Gauteng, but not  Prefer not Rural Area, Urban Area, Total
Johannesburg national in the city of to say in South in South
Johannesburg Africa Africa
outside of outside of
Gauteng Gauteng
province province
Alexandra 0 3 9 0 5 3 20
- Johannesburg CBD 17 19 7 1 14 3 61
[l Lecnasia 8 0 4 1 4 3 20
5@l Midrand Area 4 8 5 0 9 4 30
L Randburg area 3 3 7 0 4 3 20
Sandton 7 1 5 0 4 3 20
SOWETO 6 6 3 0 5 0 20
Total 45 40 40 2 45 19 191

Table 4-9: Trading location and place of origin Chi-Square tests

Asymptotic Significance (2-sided)

Pearson Chi-Square 44.446% 26 .043
Likelihood Ratio 54.271 26 .004
N of Valid Cases 191

a. 26 cells (61.9%) have expected count less than 5. The minimum expected count is .21.

Table 4-10: Trading location and place of origin

. Approximate Significance
symmetric measures

Cramer's V 216 .043
N of Valid Cases 191

53



Age and daily income

The relationship between age and daily income is measured through the use the Chi-
square statistical test. The relationship between the two variables is not statistically
significant given a p-value=0.810, therefore we fail to reject the null hypothesis that
there is no relationship between the two variables. We observe that informal street
traders aged between 25-34 years old make the most money with those making more
than R3500+ a day whilst the highest proportion informal street traders make R350 or

less per day.

Table 4-11: Age and income crosstabulation

Daily income

R350 or R350 R501- R1001 R1501 R2001 R2501 R3001 R3500+ Total

less - R1000 - - - -
R500 R1500 R2000 R2500 R3000 R3500
;‘51' 9 4 1 2 2 0 0 0 1 19
years
old
gf‘l' 21 14 14 9 3 3 1 1 2 68
years
old
ji' 14 20 14 8 4 1 3 0 0 64
() years
(@)] old
< B 5 6 7 5 1 2 0 0 1 27
years
old
gi‘ 5 4 1 0 2 0 0 0 0 12
years
old
64+ 0 0 1 0 0 0 0 0 0 1
years
old
Total 54 48 38 24 12 6 4 1 4 191

Table 4-12: Age and income Chi-Square Tests

df Asymptotic Significance (2-sided)

Pearson Chi-Square 32.0642 40 .810
Likelihood Ratio 35.489 40 673
N of Valid Cases 191

a. 40 cells (70.07%) have expected count less than 5. The minimum expected count is .01.

54



Table 4-13: Age and income symmetric measures

Value Approximate Significance

Cramer's V 183 .810

N of Valid Cases 191

Gender and dependants

The relationship between gender and dependants is measured through the use the
Chi-square statistical test. The relationship between the two variables is statistically
significant given a p-value <0.05 an indication that in the hypothesis there is a
relationship between the two variables will hold for more than 95% of the observed
cases. To understand the strength of the relationship between the two variables, we
use the Cramer’s V value. A Cramer’s value of 0.216 indicates a strong relationship
between the two variables. Furthermore, we observe from the contingency table that
male informal street traders have the highest proportion of respondents with

dependants.

Table 4-14: Gender and dependants crosstabulation

Dependants

Skipped No Yes Total
5 Female 1 18 63 82
=l Male 1 24 74 99
o Non-binary / third gender 0 7 2 9
Sl Prefer not to say 0 1 0 1
Total 2 50 139 191

Table 4-15: Gender and dependants Chi-Square Tests

Value df Asymptotic Significance (2-sided)

Pearson Chi-Square 16.1932 7 .013
Likelihood Ratio 14.176 7 .028
N of Valid Cases 191

a. 6 cells (58.3%) have expected count less than 5. The minimum expected count is .01.

Table 4-16: Gender and dependants symmetric measures

Value Approximate Significance

Cramer's V .206 .013
N of Valid Cases 191
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Age and dependants

The relationship between age and dependants is measured using Chi-square
statistical test. The relationship between the two variables is statistically significant
given a p-value <.001 an indication that in the hypothesis there is a relationship
between the two variables will hold for more than 95% of the observed cases. To
understand the strength of the relationship between the two variables, we use the
Cramer’s V value. A Cramer’s value of 0.368 indicates a very strong relationship
between the two variables. Furthermore, we observe from the contingency table that
from the age 25 — 34 years, more than 50% of the respondents have dependants, and
those aged between 35-44 years old account to more than 85%, and 100% for
respondents aged between 45-54 years old.

Table 4-17: Age and dependants crosstabulation

Dependants

Skipped No Yes Total

15-24 years old 0 12 7 19

25 - 34 years old 0 30 38 68

o 35 - 44 years old 1 8 55 64
SOl 45 - 54 years old 0 0 27 27
55 - 64 years old 1 0 11 12

64+ years old 0 0 1 1
Total 2 50 139 191

Table 4-18: Age and dependants Chi-Square Tests

df Asymptotic Significance (2-sided)

Pearson Chi-Square 51.7822 10 <.001
Likelihood Ratio 57.134 10 <.001
N of Valid Cases 191

a. 10 cells (55.6%) have expected count less than 5. The minimum expected count is .01.

Table 4-19: Age and dependants symmetrical measures

Value Approximate Significance
Cramer's V .368 <.001
N of Valid Cases 191
Age and digital banking channels
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The relationship between age and digital banking channels is measured through the
use the Chi-square statistical test. The relationship between the two variables is
statistically significant given a p-value <.001 an indication that in the hypothesis there
is a relationship between the two variables will hold for more than 95% of the observed
cases. To understand the strength of the relationship between the two variables, we
use the Cramer's V value. A Cramer’s value of 0.267 indicates a very strong
relationship between the two variables. Furthermore, we observe from the contingency
table that respondents younger than 35 years, has the highest proportion of

respondents that have both a banking App and use Internet banking.

Table 4-20: Age and digital banking channels crosstabulation

Digital Banking Channels Total

Skipped Banking Both Internet Banking

App

15-24 years old 1 8 10 0 19
25 - 34 years old 15 33 19 1 68
o 35 - 44 years old 15 39 8 2 64
SOl 45 - 54 years old 10 11 3 3 27
55 - 64 years old 8 3 1 0 12
64+ years old 1 0 0 0 1
Total 50 94 41 6 191

Table 4-21: Age and digital banking channels Chi-Square Tests

Value df Asymptotic Significance (2-sided)

Pearson Chi-Square 40.8352 13 <.001
Likelihood Ratio 37.438 13 .001
N of Valid Cases 191

a. 13 cells (54.2%) have expected count less than 5. The minimum expected count is .03.

Table 4-22: Age and digital banking channels symmetrical measures

Value Approximate Significance

Cramer's V .267 <.001
N of Valid Cases 191

Trading location and digital banking channels
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The relationship between trading location and digital banking channels used is
measured using Chi-square statistical test. The relationship between the two variables
is statistically significant given a p-value <.001, an indication that in the hypothesis
there is a relationship between the two variables will hold for more than 95% of the
observed cases. To understand the strength of the relationship between the two
variables, we use the Cramer’s V value. A Cramer’s value of 0.333 indicates a very
strong relationship between the two variables. Furthermore, we observe from the
contingency table that respondents from Alexandra and Lenasia have the highest

proportion of respondents who use both a banking App and Internet banking channels.

Table 4-23: Trading location and digital banking channels crosstabulation

Digital Banking Channels

Skipped  Banking Both Internet Total
App Banking
=l Alexandra 9 3 8 0 20
88 Johannesburg CBD 17 25 14 5 61
©
4 Lenasia 1 6 13 0 20
= Midrand Area 11 19 0 0 30
E’ Randburg area 4 13 2 1 20
[l sandton 4 12 4 0 20
a SOWETO 4 16 0 0 20
Total 50 94 41 6 191

Table 4-24: Trading location and digital banking channels Chi-Square Tests

df Asymptotic Significance (2-sided)

Pearson Chi-Square 63.5222 15 <.001
Likelihood Ratio 71.957 15 <.001
N of Valid Cases 191

a. 15 cells (53.57%) have expected count less than 5. The minimum expected count is .63.

Table 4-25: Trading location and digital banking channels symmetric measures

Value Approximate Significance

Cramer's V 333 <.001
N of Valid Cases 191
Trading location and banked versus unbanked informal street traders

The relationship between trading location and bank vs. unbanked informal street

traders is measured through the use the Chi-square statistical test. The relationship
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between the two variables is not statistically significant given a p-value=0.145,
therefore we fail to reject the null hypothesis that there is no relationship between the
two variables. We observe that there is a big proportion of banked informal street
traders in Randburg area of about 95% and Midrand area of about 90%, whilst

Alexandra has the highest proportion of unbanked informal street traders.

Table 4-26: Trading location and banked vs. unbanked crosstabulation

Banked vs. Unbanked

No Prefer not to say Yes Total
5 Alexandra 7 0 13 20
=3 Johannesburg CBD 11 2 48 61
i Lenasia 0 0 20 20
a’ Midrand Area 3 0 27 30
[=l Randburg area 1 0 19 20
IS Sandton 3 0 17 20
=3 Soweto 4 0 16 20
Total 29 2 160 191

Table 4-27: Trading location and banked vs. unbanked Chi-Square Tests

Value df  Asymptotic Significance (2-sided)

Pearson Chi-Square 17.1377 12 145
Likelihood Ratio 19.604 12 .075
N of Valid Cases 191

a. 12 cells (57.14%) have expected count less than 5. The minimum expected count is .21.

Table 4-28: Trading location and banked vs. unbanked symmetric measures

Value Approximate Significance

Cramer's V 212 145
N of Valid Cases 191
Origin and banked vs. unbanked informal street traders

The relationship between Origin and Bank vs Unbanked is measured using Chi-square
statistical test. The relationship between the two variables is statistically significant
given a p-value <.001 an indication that the hypothesis that there is a relationship
between the two variables will hold for more than 95% of the observed cases. To
understand the strength of the relationship between the two variables, we use the
Cramer’s V value. A Cramer’s value of 0.290 indicates a very strong relationship

between the two variables. Furthermore, we observe from the contingency table that



respondents of foreign origin have the highest proportion of a “No” response to the
Bank vs Unbanked variable, signifying that they are the most unbanked of the informal
street traders. However, most informal street traders are banked, and highest
proportion being of those informal street traders originate from the City of

Johannesburg.

Table 4-29: Origin and banked vs. unbanked crosstabulation.

Origin and banked vs. unbanked Banked vs. Unbanked

No Prefernottosay Yes Total

City of Johannesburg 1 0 44 45
Foreign national 15 2 23 40
Gauteng, but not in the city of Johannesburg 5 0 35 40
Prefer not to say 0 0 2 2
Rural Area, in South Africa outside of Gauteng 7 0 38 45
province
Urban Area, in South Africa outside of Gauteng 1 0 18 19
province

Total 29 2 160 191

Table 4-30: Origin and banked vs. unbanked Chi-Square Tests

df Asymptotic Significance (2-sided)

Pearson Chi-Square 32.1322 10 <.001
Likelihood Ratio 30.905 10 <.001
N of Valid Cases 191

a. 10 cells (55.56%) have expected count less than 5. The minimum expected count is .02

Table 4-31: Origin and banked vs. unbanked symmetric measures

Value Approximate Significance

Cramer's V .290 <.001
N of Valid Cases 191

45 ANALYSIS OF MEASUREMENT SCALE

4.5.1 Reliability assessment

The reliability of the responses from the five questions that were asked to understand

the adoption process has a Cronbach’s alpha value of 0.678. The literature indicates
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that the strength of the reliability is survey. Furthermore, an intraclass correlation
coefficient within the five questions is statistically significant given the p-value <0.001
which indicates that the responses will be consistent for over 95% of the cases.
However, given the lower Cronbach’s alpha, we conclude that the responses from

these five questions are not sufficient to accept their reliability.

Table 4-32: Reliability statistics

Cronbach's  Cronbach's Alpha Based N of Items
Alpha on Standardized Iltems
Adoption Process .678 .660 5
Digital banking beliefs and 765 771 5
influence

Self-perception factors .927 .927 2
Dissonance factors 927 .927 2
Harmonisation factors .927 .927 2

As part of analysing the data, different steps were followed in the research study, such
as (1) confirmatory factor analysis (CFA), (2) internal consistency reliability test using
Cronbach’s Alpha coefficient across different research variables, (3) crosstabs
through Chi Square test to measure relationships between variables, and (4) means
and standard deviations.

According to the Statistical Package for Social Sciences (SPSS) workbook, the
extraction under the communalities indicates the proportion of variance that can be
explained by the factors if values are above 0.0300. In the context of this research
paper, all the values are above 0.500 which indicates that the Principal Component
Analysis (PCA) is a suitable test for our data. See data extractions in the table below
in Table 4.4-1. SP Factors in the tables below stand for Self-Perception.

Table 4-33: Communalities of perceptions

Initial Extraction

Adoption_I know of digital banking 1.000 .634
Adoption_My bank has done some convincing 1.000 .796
Adoption_My bank influenced my decision about digital banking 1.000 .825
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Adoption_I am aware of all the changes and updates of my digital 1.000 544
banking platform

Adoption_| use digital banking quite often 1.000 725
Beliefs & influence_| am aware of the digital banking benefits 1.000 .640
Beliefs & influence_Digital banking is compatible with my needs 1.000 .692
Beliefs & influence_Digital banking is easy 1.000 .562
Beliefs & influence_|I tested digital banking before making my 1.000 .599
decision

Beliefs & influence_| have noticed how digital banking benefits other  1.000 727
traders, and this has made me want to have it

SP_Factors_| have digital banking skills 1.000 .819
SP_Factors_| am confident with digital technologies 1.000 763
Dissonance_|It is not easy to use 1.000 .687
Dissonance_Data privacy and security concerns 1.000 .629
Dissonance_| have been scammed before 1.000 .598
Dissonance_ It costs too much money 1.000 .681
Dissonance_It takes too much time 1.000 .764
Dissonance_| don't know how to use it 1.000 .827
Dissonance_| do not trust digital banking 1.000 772
Dissonance_lIt is not reliable 1.000 .686
Harmonisation_It is easy and convenient to use 1.000 .813
Harmonisation_lIt is safer way of banking 1.000 .684
Harmonisation_It is affordable 1.000 791
Harmonisation_It saves me so much time 1.000 .825
Harmonisation_| trust digital banking 1.000 .704
Harmonisation_It gives me 24_7 access to my money 1.000 .825
Harmonisation_It makes me feel safe because | don’t have to carry  1.000 .749

cash

The study has twenty-seven components, and five components were extracted, and

they explain 71.708% of the variance, minimum is 60%. See Table 4.33 for total

variance explained data on the subsequent page.

62



Table 4-34: Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared Loadings

Rotation Sums of Squared Loadings

Component % of % of % of
Total . Cumulative % Total - Cumulative % Total - Cumulative %
Variance Variance Variance

1 13.549 50.182 50.182 13.549 50.182 50.182 10.511 38.929 38.929
2 1.898 7.028 57.210 1.898 7.028 57.210 2.657 9.840 48.769
3 1.492 5.525 62.735 1.492 5.525 62.735 2.287 8.472 57.241
4 1.285 4.759 67.494 1.285 4.759 67.494 2.148 7.957 65.198
5 1.138 4,214 71.708 1.138 4,214 71.708 1.758 6.510 71.708
6 776 2.872 74.580
7 .723 2.679 77.259
8 .690 2.557 79.816
9 .638 2.362 82.178

10 .530 1.962 84.140

11 .501 1.854 85.994

12 447 1.656 87.650

13 420 1.557 89.207

14 .390 1.445 90.652

15 .354 1.312 91.963

16 .310 1.149 93.112

17 .302 1.117 94.230

18 .259 .958 95.188

19 .236 .874 96.062

20 .199 737 96.799

21 .159 .590 97.389

22 .146 .540 97.928

23 .136 .504 98.432

24 121 449 98.881

25 115 427 99.307

26 .103 .380 99.687

27 .084 .313 100.000
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Five components explaining a majority of variance were extracted.

Under component 5, the Dissonance questions (Data privacy and security concerns
and | have been scammed before) have been grouped together. This makes sense
since they relate to the security of using digital platforms and the previous experience
of the customers that have been scammed before. However, the Dissonance
guestions (It costs too much money, It takes too much time, | don't know how to use
it, I do not trust digital banking and It is not reliable) are grouped together in component
1. This indicates that in future research, these five questions need not be grouped with

the two questions allocated to component 5.

Component 4 is made up of Adoption factors related to the following statements.
e My bank has done some convincing.

e My bank influenced my decision about digital banking.

An indication that the bank has a role to play in increasing the adoption of digital
platforms use by customers. However, the following Adoption questions are not part
of component 4:

e | know of digital banking.

e | am aware of all the changes and updates of my digital banking platform.

e | use digital banking quite often.

Under component 3, the factors that have the highest loadings are:
e Dissonance: | don't know how to use it.
e SP_Factors: | have digital banking skills.
e SP_Factors: | am confident with digital technologies.
e Beliefs & influence: | am aware of the digital banking benefits.

e Adoption: I know of digital banking

Even though these factors have different groups (Dissonance, SP Factors, Beliefs &
influence and Adoption), it makes sense that they are part of the same component
given the minimum loading threshold of 0.400. They mostly relate to awareness of
digital banking. Furthermore, it makes sense that the Dissonance question (I don't
know how to use it) has a negative loading in this component since under the

Dissonance question most customers disagreed that they do not how to use digital
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banking. In addition, under the SP Factors most customers agreed that they have
digital banking skills and are confident with digital technologies. In relation to the
Beliefs and influence most customers indicated that they are aware of the benefits of
digital banking. Last, under Adoption, most customers indicated that they know of

digital banking.

Under component 2, the factors that have loading greater than 0.4000 are:

e Adoption: | 