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ABSTRACT

The prediction of technology adoption within the financial services, specifically at Absa Bank
Retail and Business Banking, will help the research study understand the adoption level and
aims to make recommendations to the executive c-suite level as to what to do to improve
adoption. The study sought to further understand employees’ perceptions and attitudes
toward technological adoption and the underlying external factors influencing their

behaviour.

Examines employees’ perceptions and attitudes toward technological adoption and the
underlying external factors influencing it. An online quantitative survey was used to collect
data among the retail and Business Banking business unit population. A convenience
sampling method was used. The data was analysed using the SPSS statistical tool and the
Chi-Square test to evaluate the independent and dependent variables as well as the Kendall

Tau C coefficient to measure the ordinal and dependent variables.

Based on the three predictors Behavioural Expectancy (BE), Facilitating Conditions (FC)
and Behavioural Intention (Bl), the hypotheses were tested using a total of n=120
respondents which represent 10% of the population of people working in the Retail and
Business Banking business unit. The approach taken was using the Unified Theory of

Acceptance and Use of Technology (UTAUT) to conceptualise the predictions.

The overall Cronbach reliability test suggests a very strong consistency for Behavioural
Expectancy (BE) with an overall alpha of 87%, whilst the results for Facilitating Conditions

(FC) were 46% and Behavioural Intention (Bl) 49%, indicating a very low consistency.

The study indicates that employees are constantly looking for ways to further advance their
knowledge and skills. The sense of belonging to something bigger and being part of a
learning organisation is evident, and the more intensive technology is used, the easier the

adoption.
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CHAPTER 1. INTRODUCTION

The chapter outlines the purpose of the study and its importance related to the research
objectives, creating the research's foundation. It includes the background of the research
problem, its objective, and the rationale related to the study. It is followed by the study's

delimitations and some key terminology and assumptions ending with the chapter outline.

1.1  Statement of purpose

This quantitative study aims to understand employees’ perceptions and attitudes on
technological adoption within South African banking in the case of Absa Bank Retail and

Business Banking within Gauteng.

1.2  Background of the study

South African financial services have seen a shift in greater uptake in technological adoption
through demands set on consumer behaviour and how they are constantly evolving. The
banking industry had to adopt a faster adoption of newer technologies and how they service
the demands of customers to provide banking services that are available 24 x 7. The South
African banking sector has seen a major shift in more clients making use of digital banking
platforms to perform day-to-day banking transactions and a major shift to online e-commerce
purchases (Dauda & Lee, 2015). The dependency on online banking resulted in many retail
branches optimising office space and in doing so, the closure of physical branches resulted

in many of the business processes being automated(Aversa et al., 2022).

The future of work (FoW) remains a constant uncertainty and the industries that will be most
impacted in this digital economy of the financial sector (Rainnie & Dean, 2020), and this has
been noticeable since the start of the Fourth Industrial Revolution. The emergence of
Artificial Intelligence (Al) and Machine Learning (ML) will see even more jobs being
digitalised (Torkelson, 2020) and the reduction of cash transfer through new market entrants
such as “HelloMoney” enables consumers to seemingly transfer funds using smartphones

will see even more jobs have been displaced.

Although their products and services have been digitised to an extent, financial services are
constantly facing tension due to new technological adoptions and new entrants (Wade &

Macaulay, 2022). The future of banking and how we transact are also evolving and certain

1



job roles will be replaced with new job roles through the adoption of technology. The concept
of technology adoption within the banking industry has changed how consumers do banking,
the migration to mobile and digital banking platforms, and the increased use of artificial
intelligence and machine learning. Financial services are constantly impacted by
technological adoption, and the ability to adapt to macro-environment changes puts financial
services at risk (Wade & Macaulay, 2022). The adoption of new approaches and
technologies to stay ahead of emerging technologies such as blockchain technologies and
bitcoin currencies is putting financial services closer to the center of the Digital Vortex (Yokoi
et al., 2022). The financial sector's exposure to new technological adoptions is highlighted
in Figure 1.1

Figure 1-1: A Sectoral view of changes at the center of the Digital Vortex, 2019

Source: Imagery courtesy of Global Center for Digital Business Transformation, 2019.

Available from https://www.imd.org/globalassets/dbt/docs/digitalvortex2019

At the center of the Vortex is “Media and Entertainment” mostly impacted due to digital
disruption. Financial services are currently rated number five (5) based on a study conducted
by the Global Center for Digital Business Transformation (Wade & Macaulay, 2022). Since

2


https://www.imd.org/globalassets/dbt/docs/digitalvortex2019

the start of COVID-19, most of the banks in South Africa had to adapt the way they service
clients, making most of the banking services available online (Ashraf, 2023). This was the
spark for more technological adoption to service and cater for the needs of customers
(Jeenah, 2022).

1.3 Research problem

South African Banking industry has seen close to 700 branches closing over the last decade
due to digital adoption, creating a panic that employees will be displaced by these
technologies (Tarrant, 2019). Digital lead banks such as TymeBank have seen an increase
in customer onboarding using their platforms purely for their digital-enabled banking platform
(Urban & Townsend, 2021). The research sought to understand employees’ perceptions
and attitudes on technological adoption in the Banking sector.

Employee perception and attitude to technological adoption to new system usage also
impact the overall competency levels and can influence how employees are motivated to
achieve their work-related goals and to remain productive (DeCenzo et al., 2016). The
research further aims to achieve an understanding of how technological adoption can further
enable financial institutions to leverage of adoption of AI/ML to further optimise job roles

and, in doing so give them a competitive advantage (Agrawal et al., 2019).

The research, therefore, seeks to understand how employees’ perceptions and attitudes
toward technological adoption will impact their productivity and overall work morale (Sapta
et al.,, 2021). One of the biggest challenges facing most organisations is to motivate
employees under these uncertain times of technological adoption as employees constantly
feel that they will be displaced (Yusuf & Maizar, 2023).

1.4 Research objectives

The research following objectives were investigated:

e To determine if the attitudes towards technology adoption are driven by employee

demographics (age and gender).



e To determine employee adoption of technological adoption is driven by facilitating
conditions (training and support), behavioural intention, behavioural expectation, and

adoption (frequency of use).

1.5 Rationale

The significance of the study is to understand the relationship between employee attitudes
towards technological adoptions and how it's perceived to impact job roles. The challenges
around FoW have been around since early 1589 when William Lee, through his invention of
the first “hand-knitting” machine, wanted to patent his invention which was subsequently
rejected by “Queen Elizabeth I” in her fear of unemployment in lower LSMs (Frey & Osborne,
2017) and the impact on social well-being. Since this era, several technological adoptions
have evolved leading to the present-day challenges whereby the world as we know it, is
changing exponentially and those who still resist change will be displaced by change.
COVID-19 has brought many changes in how consumers transact and use digital platforms
and the reduction of banking outlets has further contributed to the research study and helped
to understand the attitudes of employees on technological adoption. The study aims to

positively contribute to the study of technology adoption within the following sectors:

e To help understand if age and gender influence employees’ attitudes towards
technological adoption.
e Provide insight into how facilitating conditions such as training and support can

contribute towards technological adoption.

The study will also provide a deeper understanding of how organisations need to prepare

themselves for the future of work (Santana & Cobo, 2020).

1.6 Delimitations of the study

The study mainly focuses on the financial sector, one of the largest industries employing
many South Africans. As the Absa Group is a large organisation and due to the sensitivity
of the data that can be collected, the scope of the data that can be collected will be limited
to protect the brand and the participants of the study. The study is therefore limited to the
Retail and Business Banking (RBB) business unit and ultimately limits reaching a wider

population.



The research timelines are also limited and do not hold the viewpoints of all the employees

within RBB and only touch 10% of the population.

1.7 Definition of terms

Throughout the research, study references will be made to terms such as the Unified Theory
of Acceptance and Use of Technology (UTAUT) (Venkatesh et al., 2008).

The theory is commonly defined as the need for organisations to understand the level of
technology adoption that exists and how employees will embrace adoption influenced by

several external factors and social behaviour (Venkatesh et al., 2023).

Technological adoption in a wider scheme includes the use of robotics, and technological

innovation creating horizons 3 and 4 for those who are early adopters.(Lichtenthaler, 2020)

Technological adoption is linked to individuals and organisations that adapt faster to

technological change (Kane, 2019).

1.8 Assumptions

The assumption is that digital transformation and the adoption of technological innovation
are inevitable, and the adoption of technological adoption will impact jobs. Itis also assumed
that the employees’ perception and attitudes on technological adoption within the Banking
sector, will create new jobs. The financial sector will need to prepare itself towards change
and implement digital strategies to help achieve business objectives.

The following assumptions can therefore be made:

e The respondents forming part of the research study are from the Retail and Business
(RBB) business unit and are currently in the process of a technological change and
going through the transition of adopting a new system.

¢ The adoption of a new system will form part of their daily activities and job role making
adoption key.

e The respondents are from different demographics and the study is limited to a specific

age group or gender.



1.9 Chapter Outline

Chapter 1 is focused on outlining the research background, the problem statement, and the
research objectives. It contains details for the rationale of the study followed by the
delimitations of the study. The chapter included the key definitions used as part of the study

and touched on the assumptions.

Chapter 2 outlines the literature review and includes key topics and background discussions
as part of the research study. The research method and approach are discussed, and
context is given to the why the chosen research theory. It includes the hypothesis related to
the research theory and the theoretical and conceptual frameworks used as part of the
study. It further provides insight into the literature used to support the study.

Chapter 3 provides a systematic approach to the research approached and research design
and the data collection methods used. It includes the sample size of the population and the
research instrument used as part of the study. The data analysis and strategies used to
help with the interpretation of the research data. It provides insight into data quality
assurance and touches on external and internal validity to support the study. The key ethical
considerations are discussed as part of the research study to ensure no harm will come to

any of the research participants.

Chapter 4 provides the key characteristics of the respondents and a statistical analysis of
the data collected to support the hypothesis. It includes the demographics of the
respondents and the predictors of behavioural change namely the facilitating conditions and
behavioural intention. The conceptualise system use, and perceptions are further explained
using behavioural expectation as a predictor focusing on duration, frequency and intensity
of the system use that explains employees’ perception and attitudes on technological

adoption in the banking sector.



Chapter 5 includes a discussion of the results and the statistical analysis used to predict
employees’ perceptions and attitudes toward technological adoption. The research findings

are used to compare the Literature used as part of chapter 2.

Chapter 6 provides an overview of the research findings that support the research
objectives. A summary of the research findings is constructed, and a comparative view is
given based on previous research and the relevance of the current research study.
Recommendations are made to senior executives regarding the research study and how to
close the gaps, and suggestions are made for further research studies in this field.



CHAPTER 2. LITERATURE REVIEW

The chapter outlines the literature review on the research topic, providing a holistic view of
the discussion, objectives, and hypotheses that support the research problem.

2.1 Introduction

The future of jobs remains a sensitive topic for discussion. Post the COVID-19 pandemic,
many organisations that did orchestrate using technological capabilities across various
sectors found themselves displaced and out of business, impacting both upstream and
downstream impact across many financial institutions servicing firms from a business and
private banking lens (Sapta et al., 2021). The net effect is the direct reduction in the need
for business and private bankers which ultimately leads to financial institutions forcing to

reduce their staff complement.

2.2 Definition of topic or background discussion

The proposed study seeks to understand employees’ perceptions and attitudes on
technological adoption. Adoption is commonly defined as the process of changing a policy
or behaviour to improve productivity within the workplace aimed at creating a more
conducive work environment (Moreno, 2022). This adoption ratio within the Retail and
Business Banking (RBB) division that exists will include data analysis using online
guestionnaires and regression testing through the application of Chi-square and Cronbach
coefficient tests to determine and track the level of adoption. Changes in employee
behaviour and how they utilise banking services 24 x 7 have helped reshape the banking
industry and adopt new innovative solutions (Emerging Technologies that can enhance
banking services, 2019). A study conducted by McKinsey revealed that half of the staff
compliment who left their permanent roles voluntarily during the COVID-19 pandemic are
not returning, leaving many enterprises competing for the same resources as cited (Smet et
al., 2022).

Financial institutions especially banks were forced to allow employees to have access to
business-critical systems from home, as most of the workforce were forced to work from
home. This creates an even bigger concern as more and more jobs are treated by
automation and technological change, increasing unemployment numbers (David, 2015).

On the other hand, organisations that plan to embrace change can create new future job
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roles affording skills development across a vast age group. Over the last decade, a reduction
in job roles has been visible, especially within the financial sector and this has mainly

contributed to the optimisation of the business operational process.

2.3 Technological adoption

The adoption of AI/ML should not be seen as a threat to future jobs, but rather as a business
enabler (Hunter et al., 2018). The concept is not always fully understood and due to the
level of confusion, the adoption ratio remains low. A study conducted by Gartner on the
adoption of AI/ML remains an innovation trigger as not many organisations are seeing the
full benefit (Groombridge, 2022). A 2015 global survey conducted by MIT Sloan
Management and Deloitte revealed that almost 90% of respondents who participated in the
research study agreed that the adoption of technology adoption within their organisations
has helped them transform their business operations and in doing so build a high-
performance culture (KANE et al., 2016).

The introduction of mobile banking services and the constant demand for more online
banking services are transforming how financial services are providing e-banking to their
customers and thus creating a digital transformation and change to technology adoption
(Mahardika et al., 2019). The age of digital transformation is knocking on everyone's
doorstep and with transformation comes change, the adoption of technology will bring about
different dynamics and how employees adapt to change (Meske & Junglas, 2021).
According to Kurt Lewin, to implement change, one needs to first unfreeze a business
process, implement the change and once adopted, freeze the process so that everyone
understands what is expected from them (Cummings et al.,, 2016). Providing access to
information creates a positive adoption process when changes are being implemented

especially when the sharing of information is from a central source (Goodarzi et al., 2021).

Cryptocurrencies have accelerated technological adoption and this is mainly influenced due
to the change in consumer behaviour and the large uptake towards this new currency and
how banks will play a pivotal role and transforming business processes to adapt and the
intention to use (Al-Amri et al., 2019). The virtual markets have seen strong adoption of

bitcoin and the technology adoption across several financial markets causing a positive
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disruption of perceived ease of use and high adoption levels (Shahzad et al., 2018).
According to a research study conducted to understand the intention to use involving
Malaysian SMEs, the high technology adoption and uptake towards innovation, transformed

how banks fund some solutions (Ikumoro & Jawad, 2019)

In the case of Absa Bank, the group has recently embarked on investing in tap-and-go
automated teller machines (ATMs) changing the way its customers interface with ATMs and
reducing the need for costly card reader maintenance, the technology behind the solution
sets the scene towards product innovation driving technology adoption (lllidge, 2023). The
adoption of cardless cash withdrawals from ATMs observed in Malaysia provided customers
access to convenient ways to access funds (Ali et al., 2021). The study revealed that the
perceived use of use (PEOU) contributed to accessibility to recent technology and the strong
uptake on intention to use (IU). Artificial intelligence (Al) in banking services is on the rise
as more banks are starting to use Al to optimise fraud prevention, especially through the
use of eCommerce digital platforms, the relationship between PEOU and IU shows a

positive attitude towards adoption (Rahman et al., 2021)

The adoption of Internet banking and e-services within banking is a study that involves users'
attitudes towards adoption and over the last two years, the adoption has increased due to
more consumers' preferences for online banking as opposed to physically visiting a branch
(Rahi et al., 2019). The adoption of blockchain within the major banks for the storage of
customer-sensitive data has seen a rather greater adoption based on its ability to scale and
the sharing of data that cannot be easily manipulated, the adoption of blockchain as a new
technology is transforming the financial services industry (Patel et al., 2022).

Technology adoption is a research study that has been around for a while and mainly
concentrates on whether the adoption is widely accepted or rejected (Salahshour Rad et al.,
2018). The level of technological adoption across European countries is growing daily and
the adoption levels are exponentially increasing (Brodny & Tutak, 2022). The recent growth
in online banking services of the major commercial banks in South Africa will see wider
adoption of new technologies (Aversa et al., 2022). The research study aims to further
understand how employees’ attitudes will influence the adoption of recent technologies and

key considerations that should be given to address such challenges.
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2.3.1 Employees Attitudes

The financial sector will require a high level of creativity aimed at promoting digital innovation
and by doing so, will reduce the level of unemployment (Peetz, 2019). The adoption of
AI/ML to help with business process automation will require less human intervention and
free up resources to focus on tasks that require more. Attitude is commonly defined as the
degree to which people's feelings, position or disposition towards a place, other people,
things or an idea, can be positive or negative (Ajzen et al., 2018). The attitudes of employees
toward technological adoption are important as it helps to understand how positive attitudes
will increase productivity and overall well-being in the workplace (Meske & Junglas, 2021).
The assumption commonly made is that an employee's attitude towards his/her work is
informed based on performance, and the correlation made that theirs a close relationship
between job satisfaction and job performance (Sapta et al., 2021). Understanding
employees’ attitudes within the workspace has been a challenge that has been around for

a while and remains a key focus area (Lichtenthaler, 2020).

Over the years, several other factors have come into play which are covered in the research
study and the influence of technology adoption on human behaviour outline and how it
impacts the performance of employees (Heslina & Syahruni, 2021). The adoption of
technology in organisations with a diverse cultural base tends to have different outcomes
when considering elements such as culture, and demographics (age and gender) as part of
the predictors towards technology adoption with a view of understanding human behaviour
(Meske & Junglas, 2021). The approach would be to create a sustainable roadmap towards
technology adoption through the transformation of attitudes into positive behaviour
(Goodarzi et al., 2021).

2.3.2.1 Demographics: Age towards technological adoption

The concept of demographics within organisational behaviour is a research study in
existence since early 1980 (Selimovi¢ et al., 2021). This contingency theory helps to
understand how to drive organisational change, and normative beliefs to change human
behaviour and fits well with the research study as it is still applicable today (Bicchieri, 2016).

The construct of the research study includes questions related to the respondents' age
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groups as an important variable to help understand if the perceptions toward technological
adoption are influenced by the respondents’ age group (Selimovic¢ et al., 2021). The age of
the respondents is a key variable for the study as it relates to an ageing workforce that needs
to constantly keep up with technology, innovation and growth of the organisation to ensure
their performance to fulfil their work duties is not compromised (Brynjolfsson & McAfee,
2014).

Age as a barrier to technology adoption is a key factor as technology adoption amongst
older employees is perceived to be a challenge and with an ageing workforce adoption can
be a challenge (Paul & Spiru, 2021). The assumption is made that age can be seen as an
obstacle to technology adoption and the research aims to understand if age should be
regarded as a factor towards technology adoption. Perception of an age difference and the
level of adoption that exists Several research studies have been undertaken aimed at
determining if age differences do impact adoption, this research study aims to take into
account different aspects of age as a deciding factor as some job roles require employees
to constantly develop themselves adequately to ensure they remain relevant within their
current job roles (Staddon, 2020). The challenges that most banks are facing, are
succession planning and new employees joining, the workforce is generally seen as being
young adults and the adoption level of new technology might be perceived as natural, yet it
can also be seen as a barrier (Rana & Singh, 2022). The level of exposure to new
technology might be too new to the younger generation and they might feel overwhelmed
when learning new skills and concepts especially when the older generation is constantly
making use of acronyms to discuss concepts, this might impact adoption (Jablonska et al.,
2022).

With a younger population, the need for new technology is constantly on the rise and so
does the need for technology adoption, the age of technology is upon us and so will the
need for new technology and product innovation (Wang et al., 2021).

The following hypotheses can therefore be made:

H1lo | ¢ The age of employees influences technological adoption.

Hla | ¢ The age of employees has no impact on technological adoption.
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The perception of age and technology adoption is one of the underlying predictors that will

be used as part of the study.

2.3.2.2 Demographics: Gender towards technological adoption

The demographics of gender is an important concept to research as it will help to understand
user acceptance towards technology adoption as an independent variable (Venkatesh et al.,
2023). Considering some of the basic underlying concepts that drive user acceptance the
research study will further explore some of the behavioural beliefs that will help to
understand what drives human behaviour to adapt to change. The external changes are
impacting employee retention and some of the forces include demographic, technological,
globalisation, and climate change all having a direct impact on job roles (Hasan et al., 2015).
The outcome of the study will evaluate the employees' attitudes towards their work and the
motivational factors to help them embrace acceptance or dissatisfaction with technological

adoption.

In a recent study conducted to understand human behaviour towards technology adoption
among Finnish teachers, the findings indicated a strong positive correlation exists most of
the participants were female (Makiniemi et al., 2019). The current research, therefore, seeks
to understand if gender impacts employees' perceptions and attitudes toward technological
adoption. The future of work and the change in the workforce as far as gender equality is
concerned remains a constant topic for discussion, the changes in employment laws are
considered to be a deciding factor when it comes to technology adoption (Rogers, 2020).
The study aims to understand if gender differences will supersede the actual behaviour

towards technological adoption and how it impacts the attitudes of employees.

The gender of employees is a study included in many research studies, table 2-1 provides

a summary of similar research studies conducted.

13



Table 2-1 Summary of previous research studies

No | Reference Country/ Objective of the study Results of the study
methodology
1 Jinetal Malaysia (TAM | « To examine the extent of Malaysians’ awareness of the use of The consumers’ intention to adopt online product services is significantly
(2019) model) FinTech services, and factors that affect consumer acceptance of | influenced by their perceived usefulness.

FinTech products.

To develop a conceptual framework that includes independent
variables such as ease of use, perceived risk, perceived cost, com-
parative advantage, benefit, and mediating effect to educate
consumers about the dependent variable of consumer acceptance
of FinTech products and services.

Relative advantage has a significant impact on attitude and intention to
adopt mobile banking.

The intent of consumer behavior is significantly influenced by the
perceived risk.

Perceived cost significantly affected behavioral intent to use mobile
payment.

Age has a significant impact on the individual when using a mobile phone
for electronic payment.

2 Fernando Indonesia * Toinvestigate the influence of risk and trust in the use of FinTech in | This study has developed a tool to find out the effect value of the
et al. TAM model Indonesian society. elements of trust and risk.
(2018) This study has validated a tool in adopting a FinTech service perspective
on trust and risk in Indonesia.
3 Stewart Germany * To determine the factors that affect the expectations of both users | The results of this study confirm that data security, user interface design,
and Jurjens | TAM model and organizations in adopting FinTech, such as data security, and customer trust influence FinTech adoption.
(2018) 209 . . value-added, user interface design, customer trust, and promotion
questionnaires of FinTech
(EFA)analysis :
4 | Kimetal. | Korea + To investigate the acceptance of customers in the use of FinTech | Mobility had no effect on the intention to use FinTech services. This means
(2015) TAM model services when paying electronically. that the mobility is not particularly attractive to the user when executing
Elaboration . . the transaction. In this study, the most important factors for acceptance
Likelihood + To analyse the causal relationship between CFIP (Concern for were utility and ease of use which means that swift registration, ease of
Model Information Privacy) and Self-efficacy by adopting them as mod- | use, and comfortable UI/UX environment may be the most important

erating variables.

factors in the acceptance of potential users of payment type FinTech
services.

5 Lim et al.
(2019)

Apple Pay and
Samsung Pay
EPAM model
149
questionnaire

To analyze the relationships between knowledge regarding ser-
vices, perceived benefit, confirmation, and perceived safety and
satisfaction.

* To develop a research model using the Extended Post-Acceptance
Model (EPAM) as a theoretical framework in the context of Fintech
services.

Perceived security and thorough knowledge of the importance of mobile
FinTech services have a significant impact on users’” confirmation and their
perceived usefulness. Perceived security does not directly affect users’
satisfaction and continued intention to use significant relationships
between perceived benefit, confirmation, satisfaction, and continued
intent to use FinTech services.

Source: Adopted from (Alshari & Lokhande, 2022)

In all of these studies, the research objectives were different but included demographics

(age and gender) as part of the research analysis as cited by (Alshari & Lokhande, 2022).

The results of the studies listed in Table 2-1 are listed as follows as cited by (Alshari &
Lokhande, 2022)

The common aspect of the five studies conducted is that the adoption of new technologies

is becoming more widely accepted across different sectors. The perception that employees

are not willing to evolve towards technology adoption is also not true as they are constantly

looking into ways to better themselves and exploring different ways to make repetitive tasks

easier allowing them to free up time to learn or do more with time available.

The following hypothesis can therefore be made:

H20 | o
H2a | o

The gender of employees influences technological adoption.

The gender of employees does not influence technological the adoption
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24  ANALYTICAL FRAMEWORK

The technological adoptions and changes brought post the COVID-19 pandemic
transformed business operations and how safety in the workplace has been prioritised to a
point that much thought has been given to process automation (Acemoglu & Restrepo,
2019) at the same reducing the need for labour demand. The research study aims to
understand the impact of automation on a repetitive task in the relationship to jobs and

employee well-being and the theories that support this study.

The level of technology adoption cited in most models includes the theory of reasoned action
(TRA) and the theory of planned behaviour (Ajzen et al., 2018; Fishbein & Ajzen, 2011), they
are both useful theories, but the Unified Theory of Acceptance and Use of Technology
(UTAUT) developed by Venkatesh and Davis is more robust. (Venkatesh & Zhang, 2010).
The theory can be used in various aspects of technology adoption and seeks to understand

the underlying contribution to will influence adoption (Venkatesh et al., 2008).

The same theory was used to predict the effect of customer satisfaction and overall
satisfaction on behavioural intention in the use of mobile technology to determine the level
of adoption that exists across a large number of different demographic areas (Bhatti et al.,
2017).

The Technology Acceptance Model (TAM) was also considered to determine the employees’
perceptions and attitudes toward technological adoption (Venkatesh et al., 2022). This
model however does have some limitations to predict the technology adoption levels (Hanif
et al., 2022; Venkatesh et al., 2023). The UTAUT model provided a more comprehensive
inclusion of different predictors that helped to test the hypotheses (Aryono Putranto, 2020;
Venkatesh et al., 2023). The model includes several additional factors that can also be used
to access technological adoption and provide a more definitive analysis (Ali, 2023; Rahi &
Mazuri Abd, 2018; Tella et al., 2020; Venkatesh et al., 2023).

2.4.1 Employees Perceptions

Perception is commonly defined as the ability to adapt and make use of new technology,

you either choose to adapt or you don'’t (Kitsios et al., 2021). In a recent study to evaluate
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the acceptance of e-Services in banking, the approach used was to understand user

behaviour and the level of adoption that exists (Kitsios et al., 2021)

The approach that this research report used is the model developed by Venkatesh and
Davis. The Unified Theory of Acceptance and Use of Technology (UTAUT) will be used to
determine the use of technology and the underlying factors that drive adoption behaviour
(Venkatesh & Zhang, 2010). The banking sector is constantly changing and developing new
products and services, creating a perception that the adoption of new technologies is seen
as a barrier (Kaur & Ali, 2021). According to a study to understand bank employees'
perceptions towards technology adoption, the research found that employees working in
privately owned banks are more likely to adapt to new technologies, whereas employees
working in the public sector are less likely to adopt new technologies (Kaur & Ali, 2021). The
research study will utilise the UTAUT model of Venkatesh and Davis to formulate its analysis
around adoption. The model includes several predictors that will be used to measure

employees' perceptions and attitudes towards technological adoption.

The following hypothesis can therefore be made:

H30 | ¢ The attitudes of employees influence technological adoption.

H3a | ¢ The attitudes of employees do not influence technological adoption

242 UTAUT

The study aims to understand employees’ perceptions and attitudes on technological
adoption within South African banking in the case of Absa Bank Retail and Business Banking
within Gauteng and the determinants of its role in changing the nature of work in banking
using the Unified Theory of Acceptance and Use of Technology (UTAUT) (Venkatesh et al.,
2023; Zhang & Venkatesh, 2018).

The UTAUT model is widely used in many research studies to assess the level of technology
adoption that exists (Alnemer, 2022; Malik et al., 2022). The study will use a statistical tool
Technological adoption has transformed banking and given birth to digital banking platforms
that transform how we equip employees with new systems to help them prepare for the
future of banking (Peetz, 2019). The challenge most organisations face is the

underutilisation of new information technology systems to give them a competitive
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advantage (Heslina & Syahruni, 2021). The study focuses on the psychological mindset,
employees' behavioural intention, and the facilitating conditions that will inform their

adoption and acceptance of new banking systems (Wang et al., 2021).

According to the study conducted by (Venkatesh et al., 2023) predicting employee
behaviour, the UTAUT model will provide a better understanding of the variance in
duration, frequency, and intensity of system use and how employees are most likely to
confirm using new systems. The framework developed by (Venkatesh et al., 2008;
Venkatesh et al., 2023) has been around for a while and has proven to be the most widely
used framework to understand the behaviour of employees within the workplace.

Facilitating conditions are constructed on individual perception and attitude toward the
adoption of new technologies (Venkatesh et al., 2008; Venkatesh et al., 2023), whilst an
overlap exists between facilitating conditions and perceived behaviour. The use of the
framework will help create clarity on the uncertain variables that underpin this study to help
understand whether facilitating conditions have a strong correlation to inform behaviour
(Ajzen et al., 2018). The Unified Theory of Acceptance and Use of Technology (UTAUT)
extended model combines most of the key predictors of human behaviour and this model

will be used as the basis for the research study.(Venkatesh et al., 2023).

The UTAUT model incorporates most of the limitations of the TAM model as its predictions
are higher in constraints to the TAM model to determine the level of technological adoption
(Raffaghelli et al., 2022). Figure 2.1 provides a graphical overview of the theoretical
frameworks, but as part of the research, the model was slightly adjusted to include specific
focus areas of the research study and constructed to highlight the approach and the three

predictors used.
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Figure 2-1: Unified Theory of Acceptance and Use of Technology (UTAUT)
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Several research studies have made use of this model to determine the perceptions,

attitudes, and behaviours of recent technology adoption, a summary of similar research

studies is presented in Table 2-2. The UTAUT model can be applied across several different

organisations and the result of the study provides a far richer analysis and understanding of

technological adoption (Venkatesh, 2022; Venkatesh et al., 2023).

Table 2-2: Summary of research studies that used the UTAUT & TAM Model

Reference Country/ Objective of the study Results of the study
methodology
Humbani South Africa * To contribute to the applicability of the TRI to new contexts. Compatibility and convenience drive consumers’ adoption of mobile
and Wiese | TRI model + To suggest various additional drivers and inhibitors that need to be payment services whereas risk, cost, and insecurity are inhibitors.
(2018) 416 _99 N X ; o The adoption of mobile payment services leads to significant socio-
questionnaire considered in the adoption of mobile payment applications. economic benefits regardless of Gender.
Mulyana Indonesia « To investigate how the adoption of customer behavior as Intent behavior is positively influenced by social influence, facilitation
etal UTAUT model a business media by using the UTAUT model developed by conditions, expected average effort, and performance expectation, and
(2020) Venkatesh has implications for user behavior based on the UTAUT model.
: Implementing customer behavior in the use of FinTech for business needs
to take into account performance developments.
H.-S. Ryu Korea * To understand why people may or may not want to use FinTech. | The results show that convenience has the strongest positive effect on
(2018) 243 + To identify how the effect of perceived benefits and risks of con- Fintech’s viability intention, while the legal risk has the most negative
questionnaire A ! ! y W N P ) B ! i ! effect. Differences in specific benefits and risk effects were found between
(PLS-SEM) tinuance intention differs depending on user types (i.e., early and | eqrly and late adopters.
late adopters).
Chuang Taiwan » To understand the impact of different age groups and consumer | Brand and service trust, Perceived usefulness, Perceived ease of use, and
etal TAM model behavioral intentions on the adoption of financial technology in behavioural intention have significantly positive effects on attitudes
(2016) 440 : toward using FinTech Services.
) ) Malaysia
questionnaire . . X X . .
« To understand the intention of using FinTech services in the man-
ufacturing industries.
Hu et al. China « To investigate the factors that influence on the adoption of FinTech | Users’ trust in FinTech services has a very large impact on users’ attitudes
(2019) TAM model services through analyzing the behavioral intentions of users. towards FinTech adoption. o i )
387 A - . . Perceived ease of use and perceived risk do not influence users’ attitudes
questionnaire « To provide a view of the determinants of users’ attitudes by com- | o\wards adopting FinTech services.
bining the trust of FinTech Services with TAM.
Source: Adopted from (Alshari & Lokhande, 2022)
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The UTAUT model is becoming more widely used and combining key concepts of the TAM model

makes it more accurate in predicting behaviour studies.

2.4.1.1 Facilitating Conditions (FC) towards technological adoption

The facilitating conditions (FC) are defined as the level of degree an individual believes
exists to the adoption of a new system (Venkatesh et al., 2023). The facilitating conditions
do have some limitations and are closely tied to the behavioural intention to close some of
the limitations (Zhang & Venkatesh, 2018). The construct of facilitating conditions was
mainly used to address external factors that influence behaviour (Kumar et al., 2020;
Venkatesh et al., 2023). It takes into account the perceptions that exist that can influence
the research study and these are the main factors associated with individual perceptions
around technology adoption (Sheeran & Webb, 2016). The understanding that facilitating
conditions on its own cannot make a full assessment of the behaviour towards
technological adoption, the predictability of the study will need to take into account data
collected for behavioural intention (Zhang & Venkatesh, 2018). In a recent study whereby
an assessment was conducted for the adoption of blockchain as a new technology for the
secure storage of customer data, the study indicated a significant relationship between
facilitating conditions and behavioural intention (BI) (Jadil et al., 2021; Venkatesh et al.,
2023)

The UTAUT model includes the underlying factors that influence the facilitating conditions
that inform the usage intention (Haron et al., 2021; Venkatesh et al., 2023). In a separate
study to measure the level of user behaviour that relies on the UTAUT model, the
researchers indicated a strong relationship between facilitating conditions and usage
behaviour. According to a study conducted by (Bankole & Bankole, 2017), the research
study indicates a strong relationship between mobile banking adoption and usage behaviour

influenced by facilitating conditions.

The following hypotheses can therefore be made:

H40 | ¢ The facilitating conditions of employees influence technological adoption.

H4a | ¢ The facilitating conditions of employees do not influence technological adoption.
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2.4.1.2 Behavioural Intention (BI) towards technological adoption

Behavioural intention (BI) is the level of degree an individual makes a conscious decision to

adopt or not to adopt the use of a new system (Selimovi¢ et al., 2021). Through the

application of both predictors and the framework suggested by Ajzen and Fishbein, the

research study aims to derive the level of adoption that exists (Kimiagari & Baei, 2022).

Behavioural intention is determined by the attitudes of the respondents' behaviour which will

inform their adoption levels of new technologies (Taherdoost, 2018). The research study

aims to utilise behavioural intention as one of the predictors to predict system use and the

level of adoption towards technological adoption. Based on the UTAUT model, Bl is informed

using four underlying predictors; effort expectancy, performance expectancy, social

influence and facilitating conditions (Jena, 2022; Venkatesh et al., 2023).

Performance expectance

Using the UTAUT model, the level of performance expectancy will be analysed to
understand the perceived usefulness of new technology adoption that exists
(Venkatesh et al., 2023). This ties back to the TAM model that further is used to
understand the impact the attitude toward use and the impact BU holds on adoption
(Venkatesh et al., 2022). It is also one of the most frequently used predictors to
understand the level of influence of the adoption of new technology (Hanif et al.,
2022).

Effort expectancy

The concepts around perceived ease-of-use which is the construct of how the
adoption levels will be based on employees planning to use the new system and the
level of effort for them to adapt to the new system (Prastiawan et al., 2021; Venkatesh
etal., 2023). Itis also widely used to understand the effect technology adoption holds
on Bl and to test the hypotheses for H5 (Hanif et al., 2022; Yusuf & Maizar, 2023).

Social influence
The level of social influence that exists within the workplace plays a vital role in the
adoption and the intention to use (Fedorko et al., 2021; Venkatesh et al., 2023). The

employees' attitude towards technology adoption is influenced by several social
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behaviours and attitudes, the study will assess how S| impacts Bl and whether a
positive relationship exists on intention to use (Hanif et al., 2022; Prastiawan et al.,
2021; Yusuf & Maizar, 2023).

The combination of the three external factors in the study will inform the relationship they
hold towards behavioural intention and the impact on technology adoption. The ability to
adapt to new technological innovation and use behavioural intention as a variable will ensure
the research study can draw conclusive analysis (Al-Emran & Shaalan, 2021). Figure 2-3
provides an overview of the UTAUT model used to construct the relationship between
behavioural intention and adoption. The application of the UTAUT model will further
determine if external factors will influence or impede the behaviour of the respondents

towards technological adoption.

The following hypotheses can therefore be made:

H50 | ¢ The behavioural intent of employees influences technological adoption.

HS5a | ¢ The behavioural intent of employees does not influence technological adoption.

2.4.1.3 Behavioural Expectation (BE) towards technological adoption

Behavioural Expectation is defined as the likelihood an individual plans to utilise the new
system soon, using three factors namely duration, frequency and intensity (Venkatesh et al.,
2023). Figure 2-2 is a graphical illustration of how the conceptual framework fits together to
assist with the research study and the prediction. The behavioural expectation was
constructed to address some of the limitations of facilitating conditions and behavioural
intention and is extremely useful in predicting behaviour (Venkatesh et al., 2008; Venkatesh
et al.,, 2023). This is also important why the research will base its final findings and
recommendations on the results captured to draw its final interpretations of the online survey

guestionnaire (Mahardika et al., 2019)

The use of behavioural expectation and taking into account usage based on duration,

frequency and intensity of use will make the predictions more accurate as it takes into
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account external factors generally not covered by both facilitating conditions and behavioural
intent (Venkatesh et al., 2023).

The intention to use modern technologies and the level of adoption of three additional

measures used to formulate the research, the indicators listed as follows:

e Duration is the amount of actual time spent using the new system.
e Frequency touches on the actual job description required to use the new system.
¢ Intensity focuses on the actual use of the new system and the time spent using the

system that constitutes the actual job role.

These indicators will be used to address the perceptions that exist towards technological
adoption (Venkatesh et al., 2023)

The following hypothesis therefore formulated.

H60 | ¢ The behavioural expectancy of employees influences technological adoption.
Hb6a | ¢ The behavioural expectancy of employees does not influence technology

adoption.

The use of technology plays an important predictor when it comes to adoption, the more

technology is used will inform a positive correlation and adoption (Goodarzi et al., 2021).

2.4.3 Conceptual Framework

The literature review covered thus far includes some of the most used theories with specific
emphasis placed on theories that will be included in this study. The conceptual framework
will be based on some of the theoretical theories covered and how they will further benefit
the research problem. The construct of the conceptual framework is derived from the
theoretical framework of the UTAUT model (Venkatesh et al., 2023). The UTAUT model
with its inclusion of diffusion of innovation (DOI) will help to further understand the perceived
use of use (PEOU) and the level of technology adoption that exists within the Absa Group
(Rahi et al., 2019).

It has been customised to fit the focus of the research study and selected elements of the

study used to construct the model.

Figure 2-2 is a high-level conceptual framework that includes three contributing factors and

system use that will inform behavioural expectation, name duration, frequency, and
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intensity. Behavioural intention (BI) includes three factors namely performance
expectancy, effort expectancy and social influence which are important factors to assess

the level of technology adoption (Venkatesh et al., 2023).

Technology adoption in a broader sense is a concept that also seeks to understand the
potential of disruption in the digital world, the UTAUT model takes into account a wider
spectrum of external factors that can come into play that will impact adoption (Salahshour
Rad et al., 2018).

The literature included as summarised in Table 2-2 provides a summary of the research
studies conducted using the UTAUT model for various studies to determine the level of
technology adoption across different sectors (Alshari & Lokhande, 2022)

Figure 2-2: Conceptual Framework UTAUT (Extended)

Conceptualizations of the UTAUT Framework (Extended)
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The conceptual representation of the UTAUT framework enabled the study to first determine
if demographics (age & gender) have an impact on adoption. The facilitating conditions
related to knowledge and support for using the new system will be analysed. The facilitating
conditions (FC) have some limitations and closing the gap will be achieved through some of
the analyses constructed from behavioural expectation (BE) (Venkatesh et al., 2023). The

hypothesis will be used to understand the relationship between FC and TA.
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FC on its own is not sufficient to draw analyses around technology adoption, and
consideration is also given to Bl (Lim et al., 2019; Venkatesh et al., 2023). The Behavioural
intention (Bl) examines the perceived attitudes towards using the new system and how it
influences behavioural expectation (BE). The analysis will be used to draw analysis around
the relationship between Bl and TA. (Venkatesh et al., 2008; Venkatesh et al., 2023) argue
that behavioural expectation is most likely better to predict system use as it considers the
level of intensity that exists as part of the adoption and considers duration, and frequency

including intensity of use.

e Duration will be used to measure the extent of use and ultimately address the perception
of the use.

e The frequency will be used to measure past behaviour and how the adoption of new
technologies impacts adoption.

e Intensity will be used to measure how often the new technology consumption is used
and aims to understand how the respondents evolve when they use the new technology
(Venkatesh et al., 2023)

The conclusion will be made to determine the relationship that exists between BE and TA.

This will ultimately also help with the final analysis of the study and testing of the hypothesis.
Table 2.3 is an overview of the different independent and dependent variables and how they
relate to the study. The use of descriptive statistical data analysis will be used to test the
hypothesis to understand the relationship that exists between the independent variable and
dependent variable. The measurement of the correlation that exists, the Kendall Tau C
correlation coefficient along with Spearman’s’ pvalue will be used to formulate the
relationship that exists between the variables, the testing and the outcome of the hypothesis
(Kendall, 2004).

Each of the predictors listed in Table 2-3 will be used to assess the level of technology
adoption that exists within the RBB business unit and how it impacts adoption (Rahi et al.,
2019; Venkatesh et al., 2023). The demographics (age & gender) form part of the
independent variables and will each be analysed individually to determine the level of
adoption from a gender and age point of view (Cai et al., 2017; van der Goot & Pilgrim,

2019). The facilitating conditions are mainly made up of human behaviour and the level of
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technical support that exists to learn the new system, the study will also assess the
relationship between FC and Bl using the UTAUT model (Khechine et al., 2020; Venkatesh

et al., 2023). The behavioural intention (BI) will include factors such as system usage and

the behaviours to use. Behavioural expectancy will include the relationship between

performance expectancy using the new system and the intention to use it.

Table 2-3: Research Predictors

Demographic Factors

Predictor 1

e Age & Gender =independent

variable
AG = | Age & Gender e Attitudes = independent
variable
Facilitating Conditions (FC) Predictor 2
FC1 = | » Access to knowledge base articles
FC2 = | « User-friendliness of the system e Independent variable
FC3 = | « Access to a dedicated support

Behavioural Intention (Bl)

Predictor 3

e Satisfaction with the knowledge base

BI1 = )

articles
BI2 = | o The intention to use the new system
BI3 = | e active user of the new system

e Independent variable

Behavioural Expectation (BE)

Predictor 4

BE1 = | o Satisfaction with the support group
BE2 = | « System user interface
BE3 = | o Satisfaction with the support group

e Independent variable

Technology Adoption (Use) (TA)

Predictor 5

Duration = | « How often do you use the system?
Frequency | = | e Do you use the new system daily?
Intensity = | « How extensively do you use the system?

e Adoption — dependent

variable

Source: Constructed using Literature reviewed (Venkatesh et al., 2008)

The UTAUT theoretical framework of (Venkatesh et al., 2008) will inform the research study

on whether a strong or negative relationship exists between attitudes and technological

adoption. The two predictors, facilitating conditions and behavioural intention inform the
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research study if any limitation exists, which are covered under behavioural expectancy to
formulate the outcome of the study. The study further helps to understand if the hypothesis
of behavioural intention will have a positive influence on behavioural expectation (Venkatesh
et al., 2008; Venkatesh et al., 2023).

2.5 Chapter Summary

This chapter provides an overview of all the literature used as part of the research study and
the theories that will be used to evaluate the hypothesis. The literature covered will be used
to construct the research findings and the research forms the base to make

recommendations and future research topics to be covered.
The following hypotheses have been constructed and summarised in Table 2-4.

Table 2-4: Summary of Hypotheses

Hypotheses | Description

Hlo e The age of employees on technological adoption has an impact on adoption.

Hla o The age of employees on technological adoption has no impact on adoption.

H2o0 e The gender of employees in technological adoption has an impact on adoption.

H2a e The gender of employees in technological adoption has no impact on the
adoption

H3o0 e The attitudes of employees in technological adoption have an impact on
adoption.

H3a e The attitudes of employees in technological adoption have no impact on adoption

H4o e The facilitating conditions of employees have an impact on adoption.

H4a ¢ The facilitating conditions of employees have no impact on adoption.

H50 e The behavioural intent of employees has an impact on adoption.

H5a e The behavioural intent of employees has no impact on adoption.

H60 e The behavioural expectancy of employees has an impact on adoption.

H6a e The behavioural expectancy of employees has no impact on adoption.

This study aims to understand the perceptions and attitudes that exist toward technology
adoption and each of the hypotheses listed in Table 2-4 will be used to assess the adoption.
The UTAUT model provides a more considerable explanation for the intention to use and

adoption of usage behaviour (Hanif et al., 2022; Venkatesh et al., 2023). The study includes
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analysis using the demographics of the respondents namely age and gender to assess the
level of adoption between male and female respondents and how it differs towards
technology adoption (Hanif et al., 2022). The theoretical implications involve understanding
other studies that have been carried out using the same research model and how it relates
to the current study to assess technology adoption. The study does have limitations as it
was mainly conducted within the RBB business unit and did not include the entire Group,

and this was mainly due to the timelines associated with the study.
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CHAPTER 3. RESEARCH METHODOLOGY

The research methodology refers to the methods used to conduct the research study and
the statistical analysis of the data collected. It includes the analysis of the hypothesis and

viable solutions to the research objectives.

3.1 Research approach

The quantitative research approach was conducted to assess employees' perceptions and
attitudes towards technological adoption and aims to be non-biased in providing an accurate
assessment of the study. Data collected from primary sources, in this case, the RBB team,
will enable the creation of a more conclusive analysis around the perceived adoption of new
technology. This will provide a baseline around the adoption levels and should the findings
of the research study be of such a nature that it creates a scare within the Group, a wider

study can be initiated with the assistance of Human Capital.

The pros of using quantitative research are that it is less time-consuming and increases the
reliability and validity of the data especially if it is primary data that is collected (Rahman,
2020). The results from the study provided a more comprehensive view of technological
adoption and the perceived usefulness and perceived use of technology adoption (Aryono
Putranto, 2020; Venkatesh et al., 2023)

The cons of quantitative research is that you run the risk of missing data especially if the
participants do not understand the question and require a larger target population (Annette,
2023). The research questions are limited to a specific structure and the respondents are

not in a position to give their interpretation of the question (Rahman, 2020)

It does not take into account that positivism might lead to a lack of interpretation due to the

perception some of the participants might have (Rahman, 2020)

3.2 Research design

The research design is based on an online survey that will be employed in predictive
behavioural research with human participants to understand the perceived impact of
technology adoption on employees’ livelihood as part of their jobs (Ritter et al., 2013). The
survey aims to reach a wider audience within the Retail Business Banking division and is

completed within the timelines of the research study. The data collected can be imported

28



into statistical software namely IBM SPSS and the output used to test the hypotheses
theories (Rahman, 2020). Surveys also provide a quicker turnaround and can be shared
electronically without having to conduct physical interviews which are generally time-
consuming (Rahman, 2020). They provide a more cost-effective approach to reaching a
wider range of respondents across the RBB business and not limiting the study to a specific

team of departments.

Some considerations should be considered, and this relates to the respondents not
understanding the actual survey questions and responses made based on interpretations
that can have a negative outcome for the entire study. The key focus should be given to
ethical considerations and the consent of the respondents should be obtained first before
the actual survey can be conducted. The actual structure of the survey should be time-bond
to ensure the survey is completed within a specific time that will not frustrate the
respondents.

In summary, the researcher will ensure that ethical clearance is obtained, that sufficient
training around ethical considerations is obtained and that no research is conducted without
written authorisation and approval from the Ethics Committee. To support this objective, the

ethics clearance certificate has been included as part of Appendix A4.

3.3 Data collection methods

The survey online data collection method will be used to collect data collection and analysis
and can be used for comparative analysis should the need arise to compare data and

reference it with future data sets should the need arise (Arslan, 2019)

The pros of using an online survey are that it reaches a wider audience and is not limited to
a specific demographic area. The construct of the question is done using a Likert scale
avoiding the need for respondents to provide their answers that might be based on feelings.
The construct of the Likert scale further aids the data interpretation as the SPSS coding can
be constructed in a manner that requires less effort for data cleanup (Roni & Djajadikerta,
2021). The cons to online surveys are that participants might find some of the questions
intrusive and may not respond honestly as they might also feel their privacy is being invaded
(Online survey software reviews. Compare online survey tools., 2013). The use of surveys
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provides a better understanding of the actual situation and how the participants few the

current challenge at hand.

3.4 Population and sample

The population is commonly defined as the number of people who form part of a research
study (Gilbert, 2020)

3.4.1 Population

The target population is participants within the Retail and Business Banking division located
in Gauteng working for Absa Bank. A total number of 4 800 employees make up the RBB
space with 1 200 in the Relationship banking business unit. The adoption level of technology
within the banking sector is growing especially with new digital banks entering the same
market, hence it will be important to understand employees’ perceptions and attitudes on
technological adoption. As a small target audience of 10% has been selected to form part

of the research study, it does support the viewpoints of all the employees within RBB.

3.4.2 Sample and sampling method

The simple random sampling technique used and employees within the Retail Business unit
will receive the questionnaire electronically and they all have equal probabilities of
responding) pros and cons. The sample selection method will used and the use to collect
data from the Retail Business Banking population to give a more accurate account of the

research study.

¢ Rule of thumb 10% of the population
e Statistical methods provide a sample size with a 95% confidence interval.
e A total of 120 responses are targeted as they will represent 10% of the population of

people working in Relationship Banking.

The sample size is made up of N=120 participants and access to secondary data sources

was considered to ensure the research study is not biased and cater for errors denoted

during the data collection process. This however was not required as the sample size

provided sufficient data to draw conclusive test results on employees' perceptions and
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attitudes toward technological adoption within the banking sector. Table 3-1 is a summary

of the participants' demographic breakdown based on their age and gender.

Table 3-1: A Summary of the Respondents' Profile

Number of Percentage %
respondents

Gender Female 44 36,4
Male 76 62,8

Age Group Below 30 12 9,8
30-139 40 32,8
40 - 49 42 34,4
Above 50 28 23

Source: Primary data, survey results

The majority of the respondents were male, and the age differences spread across provided

a comparative analysis around the perceived perception that age plays a pivotal role in

adoption (Paul & Spiru, 2021). The selected sample size enabled the research to focus on

a specific business unit within the Absa Group, due to a massive transformation process to

adopt a completely new system. The entire RBB portfolio could not be covered due to the

timelines permitted and for the manageability of the study.

3.5 Theresearch instrument.

The research instrument used was an online questionnaire using a web page interface to

make it easy for the respondents to access and broken up into five (5) themes:

Table 3-2: Questionnaire structure

Section Predictor Questionnaire response
Section A | Demographics age, gender
Section B | Facilitating Conditions (FC) | The level of knowledge and support for using

the new system. using a Linkert scale where.
(1 = Strongly Disagree),

(2 = Disagree),

(3 = Neutral),
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(4 = Agree) and
(5 = Strongly Agree)

Section C | Behavioural Intention (BI) Attitudes towards using the new system, using
a Linkert scale where.
(1 = Strongly Disagree),
(2 = Disagree),
(3 = Neutral),
(4 = Agree) and
(5 = Strongly Agree).
Section D | Behavioural Expectation | The level of satisfaction with using the new
(BE) system, using a Linkert scale where
(4 = Satisfied),
(3 = Very Satisfied),
(2 = Dissatisfied) and
(1 = Very Dissatisfied).
Section E | Adoption The perceptions associated with adoption can

be easily assessed using a Linkert scale.
(1 = Never),

(2 = Rarely),
(3 = Often), and
(4 = Agree)

Source: Primary data

To ensure the validity of the participants is not compromised, a cover letter was included to

inform the participants what the research is all about, and that their identity will not be

revealed as the research was completely anonymous. To ensure informed consent was

granted, the participants had to give consent before they could start with the questionnaire.

The structure of the questionnaire was important, and participants had to answer all

questions before they could proceed to the next question. Before publishing the actual

guestionnaire, a pilot was conducted to evaluate the system and to get an idea of how long

the questionnaire will take the respondents using an online survey tool namely Qualtrics.
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3.6 Procedure for data collection

The data collection approach followed includes seeking permission from the Human Capital
department and, once approved providing the structured survey questions to ensure no
ethical discrimination against any of the participants and that no harm will be enforced to
any of the respondents. Each business unit within the Retail Business Banking portfolio has
a predefined email distribution list and the survey is distributed via blind carbon copy email
communication so that the participants cannot see who else received the study. This will
also ensure the confidentiality of the respondents is kept throughout the study. The
construct of the survey made provision for data cleanup to remove any missing data related
to the study (Haziza & Beaumont, 2017).

3.7 Data analysis strategies and Interpretation

Data will be analysed using SPSS Version 28 (Statistics, 2018). The demographic variables

were analysed using frequencies, percentages, and graphs.

e Part 1 included the demographics (age and gender) of the participants, and this was
important as it provided better insight into the research study to help understand what
the perceptions are between male and female respondents and how their views on
technology adoption might influence their adoption behaviour.

e Part 2 of the study included three predictors namely, facilitating conditions,
behavioural intent and behavioural expectation and presented using both Chi-Square
and Kendall Tau C test.

e Ordinal data derived from the Linkert scale were analysed to evaluate the reliability
of the hypotheses.

e Data found to not be following any parametric distribution, a nonparametric Chi-
Square test will used to evaluate the relationship between the variables, and Kendall
Tau C for rectangular tables testing used to assess the degrees of correlation for

ordinal variables.

The null hypothesis was evaluated at a 5% level of significance.

33



3.8 Quality Assurance

The research quality assurance is important as it will also be used to ensure the reliability of
the data collection including a screening process matching the criteria of the study
highlighted in Figure 3.1 (Anufriyeva et al., 2021).

Figure 3-1: Process flow of Data Extraction (Validity and Reliability)

1

- The total number of participants forming pat of
study (h=122)

Identification
process

I

v

The total number of records permitted as part of
the study after data cleanup due to missing data (n
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Screening
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I

\ 4

The total number of participants eligible in
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screening (n = 119)
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|

|
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study

|

Source: Adapted from (Anufriyeva et al., 2021)

The identification process included respondents from the RBB business unit as approval

was obtained to conduct the research study within the business unit.

The screening process involved participants above the age group of 18 years and
respondents had to give written consent before forming part of the study. As a pilot study

was conducted the data cleanup removed any missing data from the study. The eligibility
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of the respondents was further analysed, and the validity and reliability of the respondents

were further ensured as part of the study.

3.8.1 External validity

External validity is commonly defined as a study that carries relevant attributes to its
participants and the environment and settings beyond the study. (Findley et al., 2021) The
research study is relevant to a wider audience as it covers most of the key concepts related
to perceived attitudes and beliefs that exist in the application of technology adoption within
any organisation. The external validity of the study will be addressed by taking into account
that the participants' human behaviours are different and the results might vary, key
considerations will be applied to ensure the results are collected from a diverse population
and age groups (Findley et al., 2021)

3.8.2 Internal validity

Internal validity refers to the process whereby the researcher can draw and make a casual
analysis of some of the data collected as part of the research results (Duesbery & Twyman,
2020). In the case of the study conducted for the Absa Group, a deeper inside of the
research analysis can provided due to an understanding of the business process and the
strategic objective of the Group. The study will include methods for testing discriminant
validity using the Chi-square test as part of the research analysis to measure employees’

perceptions and attitudes toward technology adoption and adoption.

383 Reliability

As part of the research study, Cronbach’s alpha for reliability testing was used to measure
the internal consistency of the test (Cronbach, 1951). According to Cronbach’s alpha test,
internal consistency defines the degree the data is measured and evaluated and should be
determined beforehand to ensure the validity of the test result. This will further ensure the
credibility of the research study and the data collected. The Chi-Square test was used to
test the relationship between the variables (Statistics, 2018) and the Kendall Tau C for all
rectangular tables. The construct is said to be reliable if the overall Cronbach alpha is
between 0.7 and 0.9, above 0.9 indicates multicollinearity and those below 0.7 may indicate

nonlinearity and thus be interpreted as weak consistency.
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3.9 Ethical considerations

The research study was conducted to ensure no harm would come to any of the research
participants and full written consent was obtained before any research was carried out. The
identity of the research participants will remain anonymous to ensure all ethical

considerations around the research integrity are not compromised.
As part of the research study, the focus was given to three critical ethical considerations:

e Anonymity focuses on ethical challenges such as privacy and accountability (Distler
et al., 2021)

e The confidentiality of the participants will be ensured as part of the study to ensure
no harm will come to any of the respondents (Toth et al., 2021)

e Informed consent will be obtained before performing the research study, according
to the “Declaration of Helsinki” no research should be carried out using human
participants for both medical and non-medical research without obtaining informed

consent, and the research should be fully understood (Millum & Bromwich, 2021)

The participants were informed as to what the research encompassed, and that no personal

data was stored as the research was completely anonymous.

The participants were required to give consent before being able to access the questionnaire

and no incentives were given for participating in the research.

All the data was collected using the online Qualtrics systems provided by Wits Business
School and no other third-party software was used to collect data.
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CHAPTER 4. PRESENTATION OF RESULTS / FINDINGS

The objective of this chapter is to present results and key observations from the research
study and to provide an analysis of the interpretation of the data collected. The chapter
includes key sample characteristics collected from the respondents’ demographics, the
facilitating conditions, and the behavioural intention followed by the behavioural
expectations. The results include the reliability testing used to measure the internal
consistency and measures of scales. The exploratory analysis of the results was evaluated

and interpreted to provide the validity of the research study.

4.1 Introduction

The results are presented in a structured method that enables easier interpretation and
understanding of the data collected. The data collected will be divided into four (4) parts,
the first is the demographics of the respondents, the second part is facilitating conditions
that inform how the respondents feel towards the adoption of new technologies, and the
third is the behavioural intention of the respondent's likelihood to use the system and lastly,

the behavioural expectation to adopt the new technology as part of the day-to-day workload.

4.1.1 Key characteristics of the respondents

A total of 122 responses were received, and 4 of the respondents disregarded to evaluate
the effectiveness and efficiency of the survey. Further screening of the data was conducted
to ensure the data set was free of errors and missing data, which enabled the researcher to

analyse the 120 responses.

4.1.2 Section A: Data Analysis - Demographics — Gender and Age

Descriptive Statistics: Gender
121 out of 122 respondents indicated their Gender. Many respondents are males with a
percentage of 62% followed by females with a percentage of 36%. Table 4-1 provides a

breakdown of the demographics gender, 63% of the participants are male and 37% female.
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Table 4-1: Demographics - Gender

Demographic: Gender

Frequency Percent Valid Percent Cumulative
% % Percent %
Male 76 62,3 62,8 62,8
Female 44 36,1 36,4 99,2
Missing 1 0,8 0,8 100
Total 121 99,2 100

Source: Primary data, survey results

Descriptive Statistics: Age

77% of the respondents are aged below 50 with the majority between 30 and 49 years. 23%

of the respondents are aged above 50 and only 10% of the respondents are aged below 30.

Table 4-2 provides an overview of the age breakdown.

Table 4-2: Demographics - Age

Demographic: Age

Frequency Percent Valid Percent Cumulative
% % Percent %
Below 30 12 9,8 9,8 9,8
30-39 40 32,8 32,8 42,6
40 - 49 42 34,4 34,4 77
Above 50 28 23 23 100
Total 122 100 100

Source: Primary data, survey results
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4.1.3 Section B: Facilitating Conditions (FC1)

Three questions were asked to gather the respondent’s responses regarding facilitating
conditions which are also meant to indicate the participant's attitude towards digital
adoptions. Table 4-3 provides an overview of the respondent’s responses facilitating

conditions towards technological adoption.

Table 4-3: Descriptive Statistics: Facilitating Conditions

Facilitating Conditions (FC)

Strongly | Disagree | Neutral Agree Strongly | Missing
Disagree Agree
| have access to 4 3 25 54 34 2
knowledge base
articles to use the
system
The new onboarding 2 24 36 42 14 4
system is user-friendly
A dedicated support 2 5 18 60 34 3
group is available to
assist me

Source: Primary data, survey results

The general sentiment of responses to digital adoption is positive with most respondents in
agreement rather than strongly agreeing. 54 of the 122 respondents agreed that they have
access to knowledge-based articles to use the system followed by 34 of the 122 who
indicated that they strongly agree. Although the general sentiment related to access to
knowledge base articles of the system is positive, it is also noted that 25 of the 122
respondents were neutral. Most of the respondents agreed that the new onboarding system
is user-friendly, it is however also noted that 36 of the respondents were indecisive. A total
of 94 participants agreed and strongly agreed that a dedicated support group is available to

assist, and 18 respondents were neutral about it.

Table 4-4 indicates the descriptive statistics of ordinal variables were measured on a 5-
Linkert scale with a minimum of 1 and a maximum of 5. There is an average of 2% of missing

values per variable measured. The average response per variable is above 3 with the “A
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dedicated support group is available to assist me” variable indicating an average of 4. The
averages indicate that most of the responses were towards the higher ranks (4 and 5) and
the median of 4 indicates that 50% of the responses were of 4 for all the variables. The
skewness and kurtosis measure the normality of the results, Kurtosis of +-5 and skewness
of +-1 indicate that the responses are within normal distribution. Responses for all variables
are normally distributed with FCQ1 and FCQ3 indicating minor skewness towards the left.
Although many of the variables indicate negative skewness, the score of skewness is still
within the normal distribution. The standard deviations are well within the expected 1
average deviation for a 5-point Linkert scale outlined in Table 4-4

Table 4-4: Descriptive Statistics of Continuous Variables

Descriptive Stats of Ordinal Variables

| have The new A | don't My I'm an How How How
access | onboardi | dedicate use the | intention active satisfied | satisfied | satisfied
to ng d new istouse | userof | areyou | areyou | areyou
knowled the support | system the new the with the | with the | with the
ge base | system | groupis. system new knowled | system | support
articles is user- | availabl in the system ge base user group?
to use friendly e next 3 articles? | interface
the to assist months ?
system me
Frequencies | Valid 120 118 119 120 120 119 119 118 119
Missing 2 4 3 2 2 3 3 4 3
Mean 3.93 3.36 4.00 3.48 3.70 3.63 3.91 3.96 4.05
Median 4.00 3.00 4.00 4.00 4.00 4.00 4.00 4.00 4.00
Std.
o .945 .992 .873 1.069 .904 .999 .781 .821 .882
Deviation
Skewness -1.002 -.126 -1.009 -.565 -.825 -.444 -.379 -.959 -.703
Std. Error of 221 223 222 221 221 222 222 223 222
Skewness
Kurtosis 1.326 -.726 1.429 -.133 1.122 -.219 -.165 1.838 .198
Std. Error of .438 442 440 .438 438 440 440 442 440
Kurtosis
Minimum 1 1 1 1 1 1 2 1 1
Maximum 5 5 5 5 5 5 5 5 5

Source: Primary data, survey results
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4.1.4 Section C: Behavioural Intention (BI)

Three questions were asked to gather the respondent’s sentiments regarding Behavioural

Intention which is also meant to indicate the participant's attitude towards technological

adoption. Table 4-5 provides an overview of the respondent’s responses to behavioural

intention towards technological adoption.

Table 4-5: Descriptive statistics Behavioural Intention (BI)

Behavioural Intention (Bl)

the new system

Strongly | Disagree | Neutral Agree Strongly | Missing
Disagree Agree
| do not use the new 7 13 34 47 19 2
system
| intend to use the new 4 5 33 59 19 2
system in the next 3
months
| am an active user of 3 12 35 45 24 3

Source: Primary data, survey results

The general sentiments of respondents towards attitude towards technological adoption is.

positive but with most respondents in agreement than strongly agreeing.
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4.1.5 Section D: Behavioural Expectation (BE)

Three questions were asked to gather the respondent’s satisfaction. Table 4-6 provides an

overview of the respondent’s responses towards technological adoption.

Table 4-6: Descriptive statistics — Behavioural Expectation (BE)

Behavioural Expectation (BE)

Strongly | Disagree | Neutral Agree Strongly | Missing
Disagree Agree
How satisfied are you 0 5 27 61 26 3
with the knowledge

base articles?
How satisfied are you 2 3 21 64 28 4
with the system user

interface?
How satisfied are you 1 4 25 47 42 3
with the support

group?

Source: Primary data, survey results

4.1.6 Section E: Adoption

To measure adoption, the researcher asked the respondents about the usage of the system
daily and the extension of usage. Table 4-7 indicates that 56% of the respondents use the
system often 32% never use the system and 9% use it rarely. A total of 40 participants
indicated that they do not use the system daily, while 63% use the system daily. 50% of the
system users indicated that they use the system extensively and 18% of them indicated that

they use it sometimes.
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Table 4-7: Descriptive statistics — Adoption

Adoption
Frequency Percent % Valid Percent %
Duration (As part of your daily work, how often do you use the system?
Often 68 55,7 57,6
Rarely 11 9,0 9,3
Never 39 32,0 33,1
Frequency (Do you use the new system daily?)
Yes 77 63,1 65,8
No 21 17,2 17,9
Sometimes 19 15,6 16,2
Intensity (How extensively do you use the system?)
Extensive 61 50,0 51,3
Not extensive 36 29,5 30,3
Sometimes 22 18,0 18,5

Source: Primary data, survey results

4.1.7 Reliability Testing

The reliability test, presented in Tables 4-8 to 4-10 is used to test if the research methods
are consistent and can be replicated. Methods that are not reliable are likely to be influenced
by other factors not considered in the study. The inter-term correlation matrix will indicate if
the terms within the constructs agree and if they are representing the construct consistently,
a strong correlation is assumed if the correlation coefficient is above 70%. Cronbach’s alpha
is used to test the ultimate reliability of the terms in the constructs (Cronbach, 1951).

The overall Cronbach Alpha is derived from the terms and each term is evaluated
individually and tested if it has a positive impact or a negative impact. The construct is said
to be reliable if the overall Cronbach alpha is between 70% and 90%. Those above 90%
may indicate multicollinearity and those below 70% may indicate nonlinearity and thus be
interpreted as weak consistency.
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Tables 4-8 to 4-10 provide an overview of the reliability testing using Cronbach’s Alpha

reliability method.

Table 4-8: Reliability Testing of Constructs: Facilitating Conditions (FC)

Inter-term correlations and Cronbach’s Alpha
Facilitating Conditions (FC)

| have The new A dedicated | Cronbach's | Overall
access to onboarding | support Alpha if Item | Cronbach
knowledge system is group is Deleted
base articles | user-friendly | available to
to use the assist me
system

I have

access to

knowledge

base articles 1,000 0,200 0,155 0,470

to use the

system

The new

onboarding 0,460

_ 0,200 1,000 0,310 0,268

system is

user-friendly

A dedicated

support

group IS 0,155 0,310 1,000 0,333

available to

assist me

Items within the Facilitating Conditions (FC) indicate very low consistency with an overall
alpha of 46%. The two items “The new onboarding system is user friendly” and “A
dedicated support group is available to assist me” harm the overall consistency of the
construct and this is evident by the weaker Cronbach alpha if they are removed from the
construct.

The interterm correlation coefficients also indicate that the terms have weak correlations.

Source: Primary data, survey results
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Table 4-9: Reliability Testing of Constructs: Behavioural Intention

Behavioural Intention (BI)

| don't use the | | intend to I'm an active | Cronbach's Overall
new system use the new | user of the | Alphaif tem | Cronbach
system in new system | Deleted
the next 3
months
| don't use
the new 1,000 -0,013 0,516 0,315
system
I intend to
use the new
system in -0,013 1,000 0,188 0,680 0,485
the next 3
months
I'm an active
user of the 0,516 0,188 1,000 -.027
new system

Cronbach alpha if they are removed from the construct.

coefficients also indicate that the terms have weak correlations.

Items within the Behavioural Intention (BI) indicate very low consistency with an overall
alpha of 49%. The two items “| don't use the new system” and “I'm an active user of the

new system” harm the overall consistency of the construct and this is evident by the weaker

Moreover, a negative Cronbach alpha indicates conflicts between the terms. It is

recommended that the two variables be investigated further. The inter-term correlation

Source: Primary data, survey results
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Table 4-10: Reliability Testing of Constructs: Behavioural Expectation (BE)

Behavioural Expectation (BE)
How satisfied | How How Cronbach's Overall
are you with | satisfied are | satisfied are | Alpha if tem | Cronbach
the you with the | you with the | Deleted
knowledge system user | support
base articles? | interface? group?
How
satisfied are
you with the
knowledge 1,000 0,671 0,664 0,840
base
articles?
How
satisfied are
you with the 0,671 1,000 0,726 0,795 0,867
system user
interface?
How
satisfied are
you with the 0,664 0,726 1,000 0,803
support
group?

Items within the Behavioural Expectations (BE) indicate very strong consistency with an
overall alpha of 87%.

There is a high correlation between “How satisfied are you with the system user interface?
“‘And “How satisfied are you with the support group?” with an inter-term correlation
e=coefficient of 73% and a moderate correlation between “How satisfied are you with the
knowledge base articles?” and “How satisfied are you with the system user interface?” with

a correlation coefficient of 66%.

Source: Primary data, survey results
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Table 4-11: Summary of Reliability

Overall Cronbach

Facilitating Conditions (FC) 0,460
Behavioural Intention (Bl) 0,485
Behavioural Expectation (BE) 0,867

Source: Primary data, survey results

Correlations

Table 4-12: Correlation metrics of Adoption Variables

Adoption Variables Correlations

Duration Frequency Intensity
Correlation N N
. 1,000 .683 .661
Duration Coefficient
Sig. (2-tailed) 0,000 0,000
Correlation N .
o .683 1,000 577
Frequency Coefficient
Sig. (2-tailed) 0,000 0,000
Correlation N .
o .661 577 1,000
Intensity Coefficient
Sig. (2-tailed) 0,000 0,000

Source: Primary data, survey results

There is a moderate relationship between variables of Adoption. All correlation coefficients
are below the anticipated 70% which would demonstrate stronger relationships between the
variables, however, it is noted that all relationships are positive in statistically significant with

the p values of <0.001 at 0,01 level of significance.

Hypothesis Testing

Hypothesis 1

. Hlo: The demographics (age & gender) of employees have an impact on the

adoption.

a7




. Hla: The demographics (age & gender) of employees have no impact on the

adoption.

A nonparametric Chi-Square test was used to test the relationship between the two
variables, and Kendall Tau C for rectangular tables testing was incorporated to assess the
degrees of correlation for ordinal variables. The null hypothesis will be tested at a 5% level

of significance.

Table 4-13 tests if the adoption of the system is dependent on whether the respondent was
male or female. Adoption will be represented by the variables Duration, Frequency, and

Intensity.

Table 4-13: Chi-Square Test — Gender Vs Adoption

Chi-Square Test for Gender and Adoption
. Kendal-Tau C
Asymptotic )
o Correlation
Value Df. Significance o
) Coefficient
(2-sided)
(p-value)
Duration 1.608 2 0,448 11,6% (0,21)
Frequency 7.589 2 0,022 -1,9% (0,81)
Intensity .675 2 0,714 5% (0,58)

Source: Primary data, survey results

Results of the Chi-square test indicate that there is no statistically significant relationship
between males and females and the duration (As part of your daily work, how often do you
use the system?) with a p-value of 0,448 at a 0,05 level of significance, the Kendall Tau C
test supported the Chi-square with a weaker and non-significant correlation coefficient of
11,6% with a p-value of 0,21 at 0,05 level of confidence. The same can be said with the
relationship between Gender and Intensity (How extensively do you use the system?) with
a p-value of 0,714 and a correlation coefficient of 5% both tested at a 0,05 level of
significance. It is however noted that the relationship between gender and frequency (Do
you use the new system daily?) is statistically significant with a p-value of 0,02 at a 0,05

level of significance.
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The Kendall Tau C correlation coefficient between the two variables is weak at 1,9%
insignificant but negative in direction. Graph 4-1 provides virtually the relationship between
gender and frequency. Male respondents are the main users of the system as compared to
female respondents. Female respondents also indicated that they use the system
infrequently as compared to male respondents.

Graph 4-1: Frequency by Gender

Frequency by Gender
60

50
50
40
30 26
20 16
12
9
10
N . :
0
Yes Sometimes No

H Male Female
Table 4-14 tests if the adoption of the system is dependent on the age of the respondents.

Table 4-14: Chi-Square Test — Age Vs Adoption

Chi-Square Test for Age Vs Adoption
Asymptotic
o Spearman
Value Df. Significance ]
_ Correlation
(2sided)
Duration 5.292 6 0,507 12,1% (0,13)
Frequency 5.176 6 0,521 10,3% (0,16)
Intensity 9.221 6 0,162 17,4% (0,18)

Source: Primary data, survey results

According to the Chi-Square and Kendall Tau C results on Age and Adoption, there are no

statistically significant relationships between the two variables (Spearman, 1961). The two

tests above indicated that of the 6 combinations between participants' demographics and

Adoption, the was only one combination of gender and frequency which indicated that there
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is a statistically significant relationship, all other combinations (5/6) indicated that there were
no statistically significant relationships. It is, therefore, appropriate to conclude that the null
hypothesis that the demographics (age & gender) of employees have an impact on the
adoption be rejected as the alternative hypothesis stating that the demographics (age &
gender) of employees have no impact on the adoption is accepted at 5% level of

significance.
Hypothesis

e H3o: The attitudes of employees toward technology have an impact on the adoption.

e Ha3a: The attitudes of employees toward technology have no impact on the adoption.

Table 4-15: Chi-Square Test - Technological Adoption

Chi-Square Test - Technological Adoption
Adoption | Statistics I have The new A dedicated
access to onboarding | support
knowledge- | system is group is
based user-friendly | available to
articles to assist me
use the
system
Duration Chi-Square 22.184 11.025 12.041
Degrees of Freedom 8 8 8
Asymptotic Significance (2sided) 0,005 0,200 0,149
Kendall Tau C Correlation -0,370 -0,211 -0,165
Frequency| Chi-Square 15.155 18.578 9.427
Degrees of Freedom 8 8 8
Asymptotic Significance (2sided) 0,056 0,017 0,308
Kendall Tau C Correlation -0,230 -0,263 -0,157
Intensity Chi-Square 19.792 13.709 15.835
Degrees of Freedom 8 8 8
Asymptotic Significance (2sided) 0,011 0,090 0,045
Kendall Tau C Correlation -0,203 13.709 -0,227

Source: Primary data, survey results
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Duration:

The Chi-Square test above suggests that there is a positive and strong relationship between
Duration (As part of your daily work, how often do you use the system?) and access to
knowledge base articles to use the system with a p-value of 0,005 at 0,05 level of
significance. The Kendall Tau C correlation coefficient is negative indicating the two
variables have opposite directions. Graph 4-2 shows that those who use the system often
agreed and strongly agreed that they have access to knowledge base articles but those who
never use the systems agreed but the majority were neutral about having access to
knowledge base articles to use the system. Those who rarely used the system were very

neutral.

Graph 4-2: Duration by Access to Knowledge

Duration By Access to Knowledge

40
35
30
25
20
15
10
5
0 . i I I
Strongly Disagree % Disagree % Neutral % Agree % Strongly Agree %
m Often Rarely m Never

Source: Primary data, survey results

There was no statistical significance between Duration (As part of your daily work, how often
do you use the system?) and the user-friendliness of the systems as well as the availability

of dedicated support.
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Frequency

The Chi-Square test above suggests that there is a positive and strong relationship between
Frequency (Do you use the new system daily?) and access to knowledge base articles to
use the system with a p-value of 0,056 at 0,05 level of significance. There is also statistical
significance between frequency and the user-friendliness of the new onboarding system with
a p-value of 0,017 at a 0,05 level of significance. The Kendall Tau C correlation coefficient

is negative for both relationships indicating the two variables have opposite directions.

Table 4-16: Summary of Responses Frequency by Technological Adoption

| have access to knowledge base articles to use the system.

Frequency ?trongly Disagree % Neutral % Agree % strongly
Disagree % Agree %

Yes 2 1 10 38 26
No 2 8

Sometimes 1 6 8

The new onboarding system is user-friendly.

Yes 1 14 17 30 13
No 7 6

Sometimes 1 3 11 4

Source: Primary data, survey results

Table 4-16 indicates that those who use the system daily and those who do not use the
system daily agreed and strongly agreed that they have access to the knowledge base
articles to use the system and it is also evident that those who do not use the system daily
were neutral. Table 4-16 also suggests that some (14) who use the system daily are neutral
about the new onboarding system being user-friendly while most respondents (30) indicated
that they agree that the system is user-friendly. It is also noted that those who do not use
the system and those who use the system sometimes disagreed and some were neutral

about it being user-friendly.

Intensity:

There is a statistically significant relationship between intensity (How extensively do you use
the system?) and having access to the knowledge base articles to use the system with a p-

value of 0,011 at 0,05 level of significance and a statistically significant relationship between
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intensity and the support group being available to assist them with a p-value of 0,045 at 0,05
level of significance. The Kendall Tau C correlation coefficient is negative for both
relationships indicating the two variables have opposite directions. Table 4-17 provides an

overview of the correlation test results.

Table 4-17: Chi-Square and Kendall Tau C Correlation Intensity Summary

Chi-Square Test -Intensity Results
INensity | chi_square 19.792 13.709 15.835
Degrees of Freedom 8 8 8
Asymptotic Significance (2sided) 0,011 0,090 0,045
Kendall Tau C Correlation -0,203 13.709 -0,227

Source: Primary data, survey results
Graph 4-3: Intensity by Access to Knowledge

Intensity Vs | have access to knowledge base articles to use the system

Strongly Agree %

Agree %

Neutral %

Disagree %

Strongly Disagree %

m Extensively Not Extensively —® Sometimes

Source: Primary data, survey results

Graph 4-3 indicates that those who use the system extensively strongly agreed and agreed

that they have access to the knowledge base articles to use the systems while those who

do not use the system extensively are neutral about having access to the knowledge base

articles to use the system. Graphs 4-4 indicate that those who use the system extensively
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strongly agreed and some agreed that they have a dedicated support group available to
assist them. it is also noted that some who use the system extensively indicated that they
are neutral, some disagreed that they have a dedicated support group available to assist
them and at least 1 of the extensive users of the systems indicated that they strongly
disagree that there is a dedicated support group available to assist them.

Graph 4-4: Intensity by Dedicated Support
Intensity Vs A dedicated support group is available to assist me
Strongly Agree %
Agree %
Neutral %
Disagree %

Strongly Disagree %

o

5 10 15 20 25

m Extensively Not Extensively —® Sometimes

Source: Primary data, survey results

The analyses provide different views of the relationship between the attitudes of employees
on technological adoption and the impact on the adoption. It is however evident with the
pvalues of below 0,05 level of significance that those who use the system daily, more often
and intensively have access to the knowledge base articles to use the systems. With 5 of
the 9 tests done showing statistically significant relationships between Adoption variables
and attitudes towards technological adoption with a p-value of below 0,05, it is fair to accept
the null hypothesis that the attitudes of employees on technological adoption have an impact

on the adoption.

Table 4-18 provides a summary of the hypothesis.



Table 4-18: Summary and Outcome of Hypothesis

Hypotheses | Outcome Result

Hla Age does not affect technological adoption (TA). Supported
H2a Gender does not affect technological adoption (TA) Supported
H3a Attitudes do not affect technological adoption (TA) Supported
H4a FC does not affect technological adoption (TA). Supported
H5a Bl does not affect technological adoption (TA) Supported
H60 BE has a positive effect on technological adoption (TA). Supported

4.1.8 Conclusion

The chapter consists of four underlying predictions, the demographics (age & gender) of the
respondents, the facilitating conditions and behavioural intent of the respondents and lastly

the behavioural expectations that include, duration, frequency, and intensity of use.

The results indicate even with a much older workforce, that the respondents’' demographics
(age and gender) do not have a negative impact on employees' attitudes toward technology
adoption. 77% of the respondents were aged below 50 years and 63% of the respondents
were male, whilst the remaining 37% were female. Although most of the respondents were

male, gender does not impact employees' attitudes toward technology adoption.

The facilitation conditions of the respondents do not impact the employees' attitudes towards
technological adoption. The behavioural intention also does not have an impact on
employees' attitudes towards technological adoption. The research did however indicate
that a strong correlation exists between employees' attitudes towards technological
adoption. The research findings were limited to the sample size and results were confined

to the RBB business unit.
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CHAPTER 5. DISCUSSION OF RESULTS

5.1 Introduction

The research study aims to determine if the attitudes towards adoption are driven by
employee demographics (age and gender) and determine whether employees' adoption of
technology is driven by facilitating conditions (training and support). Continuing from the
data analysis outlined in Chapter Four, covered in this chapter is a more granular look at the
findings of this research study with emphasis specifically on the demographics of the

research participants and the level of adoption of technology.

The quality of the data collected was refined by the researcher and data cleanup was applied

to ensure the effectiveness of the study.

5.2 Discussion pertaining to Hypothesis 1

Demographics (age & gender) of employees on adoption There are no statistically significant
relationships between the two variables. The opposite is true when considering usage as
the Chi-Square test suggests that a positive and strong relationship exists between
“‘duration” and access to knowledge base articles to use the system. In a similar study
conducted to analyse the perceived usefulness of the system when considering the same
demographics, the difference in age and gender also does not impact the level of use of the

system (Selimovi¢ et al., 2021).

5.2.1 Demographics: Age

The research results indicate that age has no significant influence when it comes to the
adoption of the new system. The results in Table 4-13 support this finding and the Chi-
Square and Kendall Tau C test performed confirms that there are no statistically significant
relationships between the two variables age and adoption (Spearman, 1961). In a separate
study whereby the adoption of information technology in the banking system was mainly
limited to the level of infrastructure available, and age also does not play a pivotal role when

it comes to technology adoption (Paul & Spiru, 2021).

The literature also suggests that even with an ageing workforce, the level of adoption
remains relatively high as employees constantly seek to better themselves and equip them

with the knowledge to enable them to fulfil their current job responsibilities (Staddon, 2020).
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Technology as a business enabler remains a driving force behind digital innovation and age

barriers do not impact adoption (Bicchieri, 2016).

5.2.2 Demographics: Gender

The demographics as far as gender is concerned hold no significant impact on adoption.
Most of the respondents were male participants but this did not influence the outcome of the
survey results. Gender as an independent variable has no significant impact on adoption
and the literature suggests that female respondents tend to be likely to adopt technology
(Mé&kiniemi et al., 2019). The research study suggests that male respondents are keener
on adoption based on the survey results (Hanif et al., 2022; Yusuf & Maizar, 2023)

The external factors such as globalisation, changes related to job roles and the laws that
promote females, we will see a workforce that is made up of more females which will support

the literature reviewed (Rogers, 2020).

The hypothesis can therefore be confirmed:

Hla | The age of employees on technological adoption has no impact on adoption.

H2a | The gender of employees in technological adoption has no impact on the adoption

The hypothesis is also supported by the Chi-square and Kendall Tau C test.
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5.3 Discussion pertaining to Hypothesis 2

The attitudes of employees toward technological adoption have been broken into three

themes namely:

¢ Facilitating Conditions (FC) - the level of knowledge and support for using the new
system.

e Behavioural Intention (BI) - attitudes towards using the new system.

e Behavioural Expectation (BE) - the use and level of satisfaction with using the new

system.

5.3.1 Facilitating Conditions (FC)

The facilitating conditions using the research study data suggest that the interterm
correlation coefficients indicate that the terms have weak correlations. The study also
suggests that facilitating conditions on its own provides limited insight into the actual
prediction towards behavioural intentions towards technological adoption(Aryono Putranto,
2020; Hanif et al., 2022). The prediction is further impaired due to the nature of the level of
degree an individual beliefs exists to the adoption (Sheeran & Webb, 2016). The results are
based on the participants' mental well-being and provide limited insight into the actual
predictability of adoption. The UTAUT model and its application, the research suggests that
facilitation conditions on their own, cannot fully predict the use of the new system and needs
to be coupled with behavioural intention and behavioural expectation for the hypothesis to
be more favourable (Venkatesh et al., 2023). The perceptions around adoption are mainly
influenced by external factors and the literature supports this observation (Kumar et al.,
2020)

The hypothesis can therefore be confirmed:

H4a | The facilitating conditions of employees have no impact on adoption.
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5.3.2 Behavioural Intention (BI)

The result of the behavioural intention was impacted due to two of the questions used within
the survey “l don't use the new system” and “I'm an active user of the new system” creating
a weaker Cronbach alpha construct. The removal of the two constructs will change the
correlation matrix to have a positive construct, as part of the prediction that the behavioural
expectation will positively influence both facilitating conditions and behavioural intention is
evident in Table 4-6. The results are also evident as not many of the participants are active
users of the new system and this may mainly be attributed to a lack of understanding and
use of the system (Mohd Thas Thaker et al., 2019; Venkatesh et al., 2023). The survey
results as outlined in Table 4-5 indicate that the majority of the participants are not active
users of the system which informs the weaker Cronbach alpha construct. The literature
reviewed suggests that adoption is informed based on the use of technological innovation
within the workplace and supports the findings of the research, access to knowledge will

facilitate and improve adoption (Al-Emran & Shaalan, 2021).

The hypothesis can therefore be confirmed:

H5a | ¢ The behavioural intent of employees has no impact on adoption.

5.3.3 Behavioural Expectation (BE)

The results of the behavioural expectation were significantly higher in comparison to the
analysis for both the facilitating conditions and behavioural intention. As outlined in the
Literature review in Chapter 2, this is understanding as behavioural expectations cover the
limitations of the two predictors. Most of the participants indicated a more positive mindset
as far as the adoption is concerned and this may mainly be attributed to the willingness to
learn the new system and make it part of their daily work activities. The construct is also
more favourable in comparison to the predictors of the behavioural intention results, as the
study predicted (Venkatesh et al., 2023). The three concepts duration, frequency and
intensity close the gaps and improve the variance observed in both the facilitation conditions

and behavioural intention.
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5.3.4 Adoption/Use

e Duration
e Frequency

¢ Intensity
Duration

The hypothesis suggests that there is a positive and strong relationship between “Duration”

and access to knowledge-based articles to use the system.

Frequency

A positive and strong relationship between Frequency and access to knowledge-based

articles to use the system exists.

Intensity

There is a statistically significant relationship between intensity and having access to the

knowledge base articles to use the system.

The hypothesis can therefore be confirmed:

H60 | ¢ The behavioural expectancy of employees has an impact on adoption.
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54 Conclusion

The research study based on the predictors indicates that a positive relationship exists
between behavioural expectation and the use (duration, frequency, and intensity) of the new
system. The limitations were noticeable when the two predictors facilitation conditions and
behavioural intensity were used as the two variables indicate that the wrong conclusions

can be made when evaluating the adoption of a new system.

The results are not always consistent and do not take into account the human psychological

beliefs and behaviours that exist (Venkatesh et al., 2023)

The construct of “use” becomes an important predictor as it allows for a deeper
understanding of human behaviour and enables the research to draw a closer viewpoint for

the level of adoption that exists.
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CHAPTER 6. CONCLUSION & RECOMMENDATIONS

6.1 Introduction

In this chapter, the data analysis and research objectives highlighted as part of Chapter 1
will be discussed key recommendations will be presented, and suggestions made for further
research studies.

As part of the Literature review the demographics such as age and gender of employees
and the impact it holds on technological adoption will be further unpacked bearing in mind
that change is inevitable.

6.2 Conclusion regarding research objectives 1

Employees are constantly seen as the most important assets of the organisation and with
an ageing workforce, age and gender might not play an important aspect in the success of
the Absa Group, but it is worth noting that succession planning and early adoption of a digital

strategy will play an important aspect of the success and future lifespan of the Group.

6.2.1 Demographics: Age

With an ageing workforce, the intellectual property such as knowledge and experience lost

when retirement factors come into play.

Several skilled individuals leave the employment of the bank, and the direct implications are
people who used to understand the systems are no longer available to assist (Goodarzi et
al., 2021). This tends to the adoption of new systems to replace the current ones and creates
challenges related to adoption (Mahardika et al., 2019). In the recent study conducted by
PricewaterhouseCoopers (PwC) to understand the level of digital adoption that exists in
large organisations, the level of employee adoption of new systems becomes a key factor,
the uptake is not always widely accepted and this is mainly due to the lack of training to use

the system (Gouws et al., 2023).

Through the development of a proper digital transformation strategy, the Absa Group can
ensure that when key resources reach retirement age, they will be able to log in the level of
knowledge and experience that those resources hold not lost.
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6.2.2 Demographics: Gender

The demographics related to gender were included as part of the research and no direct
linkage to the adoption of new systems was found. The research did however suggest that
male respondents are the main users of the system in comparison to female respondents.
The recommendation would be to target a wider research population through the creation of
focus groups to get a balanced view of respondents and the establishment of internal
surveys to check for the level of adoption of new systems. The aspect of perceived
usefulness and ease of use plays an important role throughout the research and the
Technology Acceptance Model (TAM) becomes an important consideration for

understanding the factors of the subjective norm (Venkatesh et al., 2008).

6.3 Conclusion regarding research objectives 2

The attitudes of employees toward technological adoption and the impact it holds on
adoption will inform the level of success the Bank will undergo. The earlier employees adopt
new technological adoptions, will also play a vital role in the competitive advantage the
organisation will have over new entrants (Kane, 2019).

6.3.1 Facilitating Conditions (FC) towards technological adoption (TA)

As part of the prediction of facilitating conditions and the impact held towards technological

adoption, the research study can make the following recommendations:

¢ Facilitating conditions as the Literature suggest should mainly be used as a predictor
and should not influence the overall results of the study (Venkatesh et al., 2023).

e The facilitating conditions towards technological adoption need to be further explored
through the establishment of a centre of excellence whereby employees can be first

briefed as to what the study will entail creating a common level of understanding.
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6.3.2 Behavioural Intention (BIl) towards technological adoption (TA)

The discussion around the two questions raised as part of the research study “l don't use
the new system” and “I'm an active user of the new system” created a weaker Cronbach
alpha construct. The two variables were explored further to get a more accurate view of the
level of attitude and adoption that exists. Further recommendations were given to conduct
the actual research study a follow-up research survey permitted to track the changes in
behaviour as the majority of the participants of the research study requested the same
follow-up. The establishment of a unique research group will also help to understand the
external factors that might influence the research and try and address them before the

follow-up survey.

6.3.3 Behavioural Expectation (BE) towards technological adoption (TA)

The behavioural expectation used as the predictor towards technological adoption indicated
a strong adoption of new system learning. The results were strongly positive in favour of
technological adoption, and this might also have contributed to more of the participants
agreeing to use the new system soon. Human behaviour and the level of constantly seeking
to understand more might also be one of the driving forces that lead to positive research
results (De Choudhury et al., 2013).(Venkatesh et al., 2023)

6.3.4 Adoption towards technology

The survey results indicate a strong relationship between technological adoption and
adoption. The variables, duration, frequency and intensity display a positive relationship

towards adoption and use (Venkatesh et al., 2023)

6.4 Possible limitations and challenges of the study

The limitation of study is limited to Absa Bank and targets a small population of the Group.
The views and observations collected as part of the research study do not include all the
viewpoints shared across the entire organisation. Based on the timelines of the research

study, the research was confined to the Retail and Business Banking business unit and
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therefore only reached 10% of the population. The results and viewpoints received from part

of the research are limited and do not share the viewpoints of the entire Group.

6.5 Recommendations

The significance of the research study has prevailed that Banks that have adopted early
technological adoption and embraced innovation tend to be more successful as opposed to
financial institutions that have not embraced change. As part of a strategic roadmap, Banks
need to constantly create new horizons to make themselves relevant in this constantly

changing technological world we find ourselves.

Changes within the organisation will help shape a learning culture that embraces change.

The establishment of a Chief Digital Transformation Officer (CDTO) role to help position the
Group to help drive digital transformation and establishment of a learning culture aim at
embracing change. The early adoption of technology within the workplace and the
application of the UTAUT model will help the CDTO to achieve the strategic objectives of
the Group. The leadership across the entire Group needs to understand the importance of
technology adoption as it will help shape the Bank create a solid roadmap towards
technology adoption and position the Group as a competitive force.
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6.6

Suggestions for further research

The research study has shown that financial institutions such as banks are getting closer to

the digital vortex and are constantly under the firing line. Future research may suggest

looking into various aspects of the adoption of technological adoption and how banks can

remain relevant.

The key focus areas that need to be further explored are the impact of digital
innovation how the evolution of fintech companies embrace technological adoption
and the impact it plays on adoption. Technologies that will transform the financial
services industry are the adoption of Artificial Intelligence (Al), blockchain and big
data analytics to track the behaviour and spending habits of consumers to enable
banks to promote innovative product offerings to their clients.

Another focus area is the use of mobile technologies specifically in banking whether
a need for physical points of presence for retail banks is still required.

The adoption of digital innovation at an early stage as part of academic learning will
see an increase in technological adoption.

The use of cryptocurrency and the level of adoption that will exist in the banking
industry explored how banks will embrace the use of the new currency as far as

adoption is concerned.

The world as we know it constantly changing and the level of technological adoption is

increasing exponentially, the level of technological adoption across different sectors will

transform the world as we know it today (Armstrong & Lee, 2021)

66



REFERENCES

Acemoglu, D., & Restrepo, P. (2019). Automation and New Tasks

How Technology Displaces and Reinstates Labor. The Journal of Economic Perspectives,
33(2), 3-30. https://0-www-jstor-org.innopac.wits.ac.za/stable/26621237
Agrawal, A., Gans, J. S., & Goldfarb, A. (2019). Artificial Intelligence

The Ambiguous Labor Market Impact of Automating Prediction. The Journal of Economic
Perspectives, 33(2), 31-50. https://0-www-jstor-

org.innopac.wits.ac.za/stable/26621238

Ajzen, I., Fishbein, M., Lohmann, S., & Albarracin, D. (2018). The influence of attitudes on
behavior. The handbook of attitudes, 197-255.

Al-Amri, R., Zakaria, N. H., Habbal, A., & Hassan, S. (2019). Cryptocurrency adoption:
current stage, opportunities, and open challenges. International journal of advanced
computer research, 9(44), 293-307.

Al-Emran, M., & Shaalan, K. (2021). Recent Advances in Technology Acceptance Models

and Theories (Vol. 335). Springer Nature.

Ali, J. (2023). FACTORS AFFECTING THE ADOPTION OF DIGITAL BANKING SERVICES
IN INDIA: EVIDENCE FROM WORLD BANK'S GLOBAL FINDEX SURVEY. The
Journal of developing areas, 57(1), 341. https://go.exlibris.link/8DTP8JHg

Ali, Q., Parveen, S., Yaacob, H., & Zaini, Z. (2021). Cardless Banking System in Malaysia:
An Extended TAM. Risks (Basel), 9(2), 41. https://doi.org/10.3390/risks9020041

Alnemer, H. A. (2022). Determinants of digital banking adoption in the Kingdom of Saudi

Arabia: A technology acceptance model approach. Digital business (Amsterdam),
2(2), 100037. https://doi.org/10.1016/j.digbus.2022.100037
Alshari, H. A., & Lokhande, M. A. (2022). The impact of demographic factors of clients’

attitudes and their intentions to use FinTech services on the banking sector in the
least developed countries. Cogent business & management, 9(1).
https://doi.org/10.1080/23311975.2022.2114305

Annette, B. (2023). Quantitative Versus Qualitative Data. Media, LLC.

http://researchevaluationconsulting.com/quantitative-versus-qualitative-data/
Anufriyeva, V., Pavlova, M., Stepurko, T., & Groot, W. (2021). The validity and reliability of

self-reported satisfaction with healthcare as a measure of quality: A systematic
literature review. International journal for quality in health care, 33(1).
https://doi.org/10.1093/intghc/mzaal52

67


https://0-www-jstor-org.innopac.wits.ac.za/stable/26621237
https://0-www-jstor-org.innopac.wits.ac.za/stable/26621238
https://0-www-jstor-org.innopac.wits.ac.za/stable/26621238
https://go.exlibris.link/8DTP8JHg
https://doi.org/10.3390/risks9020041
https://doi.org/10.1016/j.digbus.2022.100037
https://doi.org/10.1080/23311975.2022.2114305
http://researchevaluationconsulting.com/quantitative-versus-qualitative-data/
https://doi.org/10.1093/intqhc/mzaa152

Armstrong, D. B., & Lee, D. G. (2021). Digital Business. Silk Route Press.

Arslan, R. C. (2019). How to automatically document data with the codebook package to
facilitate data reuse. Advances in Methods and Practices in Psychological Science,
2(2), 169-187.

Aryono Putranto, I. (2020). ACCEPTANCE TECHNOLOGY FACTORS OF MOBILE
BANKING USAGE BASED ON UTAUT2 MODEL. Jurnal riset akuntansi dan bisnis
Airlangga, 5(2), 920-937. https://doi.org/10.31093/jraba.v5i2.234

Ashraf, M. A. (2023). Comprehending the intention to use branchless banking by rural

people during the corona pandemic: evidence from Bangladesh. Journal of Financial
Services Marketing, 28(1), 99-116. https://doi.org/10.1057/s41264-021-00136-7
Aversa, J., Shaker, R., Cleave, E., & Salooja, N. (2022). Determinants of Bank Closures:

Exploring the Relationship between Neighborhood Characteristics and Bank Branch
Locations. Papers in Applied Geography, 8(4), 393-413.

Bankole, F. O., & Bankole, O. O. (2017). The effects of cultural dimension on ICT innovation:
Empirical analysis of mobile phone services. Telematics and Informatics, 34(2), 490-
505.

Bhatti, H. S., Abareshi, A., & Pittayachawan, S. (2017). Towards the investigation of the
effect of customer satisfaction and customer experience on behavioural intention in
mobile telecommunication services in Australia. 2017 International Conference on
Research and Innovation in Information Systems (ICRIIS),

Bicchieri, C. (2016). Norms in the wild: How to diagnose, measure, and change social norms.
Oxford University Press.

Brodny, J., & Tutak, M. (2022). Analyzing the level of digitalization among the enterprises of
the European Union member states and their impact on economic growth. Journal of
Open Innovation: Technology, Market, and Complexity, 8(2), 70.

Brynjolfsson, E., & McAfee, A. (2014). The second machine age: Work, progress, and
prosperity in a time of brilliant technologies. WW Norton & Company.

Cai, Z., Fan, X., & Du, J. (2017). Gender and attitudes toward technology use: A meta-
analysis. Computers & Education, 105, 1-13.

Cronbach, L. J. (1951). Coefficient alpha and the internal structure of tests. psychometrika,
16(3), 297-334.

Cummings, S., Bridgman, T., & Brown, K. G. (2016). Unfreezing change as three steps:
Rethinking Kurt Lewin’s legacy for change management. Human Relations, 69(1),
33-60. https://doi.org/10.1177/0018726715577707

68


https://doi.org/10.31093/jraba.v5i2.234
https://doi.org/10.1057/s41264-021-00136-7
https://doi.org/10.1177/0018726715577707

Dauda, S. Y., & Lee, J. (2015). Technology adoption: A conjoint analysis of consumers’
preference on future online banking services. Information Systems, 53, 1-15.

David, H. (2015). Why are there still so many jobs? The history and future of workplace
automation. Journal of economic perspectives, 29(3), 3-30.

De Choudhury, M., Counts, S., & Horvitz, E. (2013). Predicting postpartum changes in
emotion and behavior via social media. Proceedings of the SIGCHI conference on
human factors in computing systems,

DeCenzo, D. A., Robbins, S. P., & Verhulst, S. L. (2016). Fundamentals of human resource
management. John Wiley & Sons.

Distler, V., Fassl, M., Habib, H., Krombholz, K., Lenzini, G., Lallemand, C., Cranor, L. F., &
Koenig, V. (2021). A systematic literature review of empirical methods and risk
representation in usable privacy and security research. ACM Transactions on
Computer-Human Interaction (TOCHI), 28(6), 1-50.

Duesbery, L., & Twyman, T. (2020). 100 Questions (and Answers) About Action Research.
In. SAGE Publications, Inc. https://doi.org/10.4135/9781544305455

Emerging Technologies that can enhance banking services. (2019). Banking CIO Outlook.

Retrieved 21 June from https://www.bankingciooutlook.com/news/emerging-

technologies-that-can-enhance-banking-services-nwid-
678.html#:~:text=Technological%20advancements%20have%20helped%20the%20
banking%20industry%20to,the%20efficiency%200f%20their%200perations%20and
%20increase%20productivity.

Fedorko, I., BacCik, R., & Gavurova, B. (2021). Effort expectancy and social influence factors
as main determinants of performance expectancy using electronic banking. Banks
and Bank Systems, 16(2), 27.

Findley, M. G., Kikuta, K., & Denly, M. (2021). External validity. Annual Review of Political
Science, 24, 365-393.

Fishbein, M., & Ajzen, I. (2011). Predicting and changing behaviour: The reasoned action
approach. Psychology press.

Frey, C. B., & Osborne, M. A. (2017). The future of employment: How susceptible are jobs
to computerisation? Technological Forecasting and Social Change, 114, 254-280.
https://doi.org/https://doi.org/10.1016/j.techfore.2016.08.019

Gilbert, N. (2020). Quantitative Applications in the Social Sciences. SAGE Publications, Inc.
https://doi.org/https://doi.org/10.4135/9781506355580

69


https://doi.org/10.4135/9781544305455
https://www.bankingciooutlook.com/news/emerging-technologies-that-can-enhance-banking-services-nwid-678.html#:~:text=Technological%20advancements%20have%20helped%20the%20banking%20industry%20to,the%20efficiency%20of%20their%20operations%20and%20increase%20productivity
https://www.bankingciooutlook.com/news/emerging-technologies-that-can-enhance-banking-services-nwid-678.html#:~:text=Technological%20advancements%20have%20helped%20the%20banking%20industry%20to,the%20efficiency%20of%20their%20operations%20and%20increase%20productivity
https://www.bankingciooutlook.com/news/emerging-technologies-that-can-enhance-banking-services-nwid-678.html#:~:text=Technological%20advancements%20have%20helped%20the%20banking%20industry%20to,the%20efficiency%20of%20their%20operations%20and%20increase%20productivity
https://www.bankingciooutlook.com/news/emerging-technologies-that-can-enhance-banking-services-nwid-678.html#:~:text=Technological%20advancements%20have%20helped%20the%20banking%20industry%20to,the%20efficiency%20of%20their%20operations%20and%20increase%20productivity
https://www.bankingciooutlook.com/news/emerging-technologies-that-can-enhance-banking-services-nwid-678.html#:~:text=Technological%20advancements%20have%20helped%20the%20banking%20industry%20to,the%20efficiency%20of%20their%20operations%20and%20increase%20productivity
https://doi.org/https:/doi.org/10.1016/j.techfore.2016.08.019
https://doi.org/https:/doi.org/10.4135/9781506355580

Goodarzi, S., Masini, A., Aflaki, S., & Fahimnia, B. (2021). Right information at the right time:
Reevaluating the attitude—behavior gap in environmental technology adoption.
International Journal of Production Economics, 242, 108278.

Gouws, A., O'Flaherty, M., & Naidu, K. (2023). PwC and Whatfix: Driving digital
transformation through digital adoption. PwC South Africa. Retrieved 06 April from
https://www.pwc.co.za/en/services/consulting/digital-adoption-platform.html

Groombridge, D. (2022). Top Strategic Technology Trends for 2022: 12 Trends Shaping the
Future of Digital Busines. Gartner. Retrieved 25  Aprii  from

https://emtemp.gcom.cloud/ngw/qglobalassets/en/publications/documents/2022-

gartner-top-strategic-technology-trends-ebook.pdf
Hanif, M. S., Wang, M., Mumtaz, M. U., Ahmed, Z., & Zaki, W. (2022). What attracts me or
prevents me from mobile shopping? An adapted UTAUT2 model empirical research

on behavioral intentions of aspirant young consumers in Pakistan. Asia Pacific journal
of marketing and logistics, 34(5), 1031-1059. https://doi.org/10.1108/APJML-09-
2020-0659

Haron, H., Hussin, S., Yusof, A. R. M., Samad, H., & Yusof, H. (2021). Implementation of
the UTAUT Model to Understand the Technology Adoption of MOOC at Public

Universities. IOP conference series. Materials Science and Engineering, 1062(1),
12025. https://doi.org/10.1088/1757-899X/1062/1/012025
Hasan, S., Ferguson, J.-P., & Koning, R. (2015). The Lives and Deaths of Jobs: Technical

Interdependence and Survival in a Job Structure. Organization Science, 26(6), 1665-

1681. http://0-www-jstor-org.innopac.wits.ac.za/stable/43663676

Haziza, D., & Beaumont, J.-F. (2017). Construction of weights in surveys: A review.

Heslina, H., & Syahruni, A. (2021). The influence of information technology, human
resources competency and employee engagement on performance of employees.
Golden Ratio of Human Resource Management, 1(1), 01-12.

Hunter, A. P., Sheppard, L. R., KarlEN, R., & Balieiro, L. (2018). CONCEPTUAL
FRAMEWORK FOR ARTIFICIAL INTELLIGENCE APPLICATIONS (ARTIFICIAL
INTELLIGENCE AND NATIONAL SECURITY, Issue.
http://www.|stor.org/stable/resrep22492.5

Ikumoro, A. O., & Jawad, M. S. (2019). Intention to use intelligent conversational agents in
e-commerce among Malaysian SMEs: an integrated conceptual framework based on
tri-theories including unified theory of acceptance, use of technology (UTAUT), and
TOE. International Journal of Academic Research in Business and Social Sciences,
9(11), 205-235.

70


https://www.pwc.co.za/en/services/consulting/digital-adoption-platform.html
https://emtemp.gcom.cloud/ngw/globalassets/en/publications/documents/2022-gartner-top-strategic-technology-trends-ebook.pdf
https://emtemp.gcom.cloud/ngw/globalassets/en/publications/documents/2022-gartner-top-strategic-technology-trends-ebook.pdf
https://doi.org/10.1108/APJML-09-2020-0659
https://doi.org/10.1108/APJML-09-2020-0659
https://doi.org/10.1088/1757-899X/1062/1/012025
http://0-www-jstor-org.innopac.wits.ac.za/stable/43663676
http://www.jstor.org/stable/resrep22492.5

lllidge, M. (2023). Absa launches tap-and-go ATMs. Mybroadband. Retrieved 14 June from

Jablonska, K., Stanczyk, M., Piotrowska, M., Szymaszek, A., Lukomska, B., Bednarek, H.,
& Szelag, E. (2022). Age as a moderator of the relationship between planning and
temporal information processing. Scientific Reports, 12(1), 1548.

Jadil, Y., Rana, N. P., & Dwivedi, Y. K. (2021). A meta-analysis of the UTAUT model in the
mobile banking literature: The moderating role of sample size and culture. Journal of
Business Research, 132, 354-372.

Jeenah, F. J. d. G. A. G. S. G. U. (2022). African banking in the new reality. Mckinsey.com.
Retrieved 05 April from https://www.mckinsey.com/featured-insights/middle-east-

and-africa/african-banking-in-the-new-reality?cid=eml-web

Jena, R. K. (2022). Examining the Factors Affecting the Adoption of Blockchain Technology
in the Banking Sector: An Extended UTAUT Model. International journal of financial
studies, 10(4), 90. https://doi.org/10.3390/ijfs10040090

Kane, G. (2019). The technology fallacy: people are the real key to digital transformation.

Research-Technology Management, 62(6), 44-49.
KANE, G. C., PALMER, D., PHILLIPS, A. N., KIRON, D., & BUCKLEY, N. (2016). Aligning
the organization for its Digital Future. MITSloan. Retrieved 24 June from

https://sloanreview.mit.edu/projects/aligning-for-digital-future/

Kaur, S. J., & Ali, L. (2021). Understanding bank employees’ perception towards technology
enabled banking: A developing country perspective. Journal of Financial Services
Marketing, 26(3), 129-143.

Kendall, M. G. (2004). A Course in the Geometry of n Dimensions. Courier Corporation.

Khechine, H., Raymond, B., & Augier, M. (2020). The adoption of a social learning system:
Intrinsic value in the UTAUT model. British journal of educational technology, 51(6),
2306-2325. https://doi.org/10.1111/bjet.12905

Kimiagari, S., & Baei, F. (2022). Promoting e-banking actual usage: mix of technology

acceptance model and technology-organisation-environment framework. Enterprise
Information Systems, 16(8-9), 1894356.

Kitsios, F., Giatsidis, I., & Kamariotou, M. (2021). Digital transformation and strategy in the
banking sector. Evaluating the acceptance rate of e-services. Journal of Open
Innovation: Technology, Market, and Complexity, 7(3), 204.

Kumar, S., Dixit, A. S., Malekar, R. R., Raut, H. D., & Shevada, L. K. (2020). Fifth generation
antennas: A comprehensive review of design and performance enhancement
techniques. IEEE Access, 8, 163568-163593.

71


https://www.mckinsey.com/featured-insights/middle-east-and-africa/african-banking-in-the-new-reality?cid=eml-web
https://www.mckinsey.com/featured-insights/middle-east-and-africa/african-banking-in-the-new-reality?cid=eml-web
https://doi.org/10.3390/ijfs10040090
https://sloanreview.mit.edu/projects/aligning-for-digital-future/
https://doi.org/10.1111/bjet.12905

Lichtenthaler, U. (2020). Extremes of acceptance: Employee attitudes toward artificial
intelligence. Journal of business strategy, 41(5), 39-45.

Lim, F.-W., Ahmad, F., & Talib, A. (2019). Behavioural intention towards using electronic
wallet: a conceptual framework in the light of the unified theory of acceptance and
use of technology (UTAUT). Imperial Journal of Interdisciplinary Research, 5(1), 79-
86.

Mahardika, H., Thomas, D., Ewing, M. T., & Japutra, A. (2019). Predicting consumers’
trial/adoption of new technology: revisiting the behavioral expectations—behavioral
intentions debate. The International Review of Retail, Distribution and Consumer
Research, 29(1), 99-117.

Makiniemi, J.-P., Ahola, S., & Joensuu, J. (2019). How are technology-related workplace
resources associated with techno-work engagement among a group of Finnish
teachers?

Malik, G., Singh, D., & Staki¢, N. (2022). Understanding the behavioural intention to adopt
Internet banking: An Indian perspective. European journal of applied economics,
19(1), 110-120. https://doi.org/10.5937/EJAE19-35277

Meske, C., & Junglas, I. (2021). Investigating the elicitation of employees’ support towards

digital workplace transformation. Behaviour & Information Technology, 40(11), 1120-
1136.

Millum, J., & Bromwich, D. (2021). Informed consent: What must be disclosed and what
must be understood? The American Journal of Bioethics, 21(5), 46-58.

Mohd Thas Thaker, M. A. B., Allah Pitchay, A. B., Mohd Thas Thaker, H. B., & Amin, M. F.
B. (2019). Factors influencing consumers’ adoption of Islamic mobile banking
services in Malaysia: An approach of partial least squares (PLS). Journal of Islamic
marketing, 10(4), 1037-1056. https://doi.org/10.1108/JIMA-04-2018-0065

Moreno, G. (2022). Expanding Definition of Technology in Special Education: Impact of

Training on the Adoption of iPad Tablets by Special Educators. International journal
of disability, development, and education, 69(2), 722-738.
https://doi.org/10.1080/1034912X.2020.1731432

Online survey software reviews. Compare online survey tools. (2013). Analyticstool.com.

Retrieved 24 June from https://www.analyticstool.com/pros-and-cons-of-online-

surveys/
Patel, R., Migliavacca, M., & Oriani, M. (2022). Blockchain in Banking and Finance: is the

best yet to come? A bibliometric review. Research in International Business and
Finance, 101718.
72


https://doi.org/10.5937/EJAE19-35277
https://doi.org/10.1108/JIMA-04-2018-0065
https://doi.org/10.1080/1034912X.2020.1731432
https://www.analyticstool.com/pros-and-cons-of-online-surveys/
https://www.analyticstool.com/pros-and-cons-of-online-surveys/

Paul, C., & Spiru, L. (2021). From Age to Age: Key'Gerontographics"Contributions to
Technology Adoption by Older Adults. ICT4AAWE,

Peetz, D. (2019). Digitalisation and the jobs of the future. In The Realities and Futures of
Work (pp. 83-112). ANU Press. http://0-www-jstor-
org.innopac.wits.ac.za/stable/j.ctvq4c16w.9

Prastiawan, D. I., Aisjah, S., & Rofiaty, R. (2021). The effect of perceived usefulness,
perceived ease of use, and social influence on the use of mobile banking through the
mediation of attitude toward use. APMBA (Asia Pacific Management and Business
Application), 9(3), 243-260.

Raffaghelli, J. E., Rodriguez, M. E., Guerrero-Roldan, A.-E., & Bafieres, D. (2022). Applying
the UTAUT model to explain the students' acceptance of an early warning system in
Higher Education. Computers and education, 182, 104468.
https://doi.org/10.1016/j.compedu.2022.104468

Rahi, S., & Mazuri Abd, G. (2018). The role of UTAUT, DOI, perceived technology security

and game elements in internet banking adoption [Internet banking adoption]. World

Journal of Science, Technology and Sustainable Development, 15(4), 338-356.
https://doi.org/https://doi.org/10.1108/WJSTSD-05-2018-0040
Rahi, S., Othman Mansour, M. M., Alghizzawi, M., & Alnaser, F. M. (2019). Integration of

UTAUT model in internet banking adoption context: The mediating role of

performance expectancy and effort expectancy. Journal of research in interactive
marketing, 13(3), 411-435. https://doi.org/10.1108/JRIM-02-2018-0032

Rahman, M., Ming, T. H., Baigh, T. A., & Sarker, M. (2021). Adoption of artificial intelligence
in banking services: an empirical analysis. International journal of emerging markets.
https://doi.org/10.1108/IJOEM-06-2020-0724

Rahman, M. S. (2020). The advantages and disadvantages of using qualitative and

quantitative approaches and methods in language “testing and assessment’
research: A literature review.

Rainnie, A., & Dean, M. (2020). Industry 4.0 and the future of quality work in the global digital
economy. Labour and Industry, 30(2), 16-33.
https://doi.org/10.1080/10301763.2019.1697598

Rana, S., & Singh, S. (2022). Performance appraisal justice and affective commitment:

examining the moderating role of age and gender. International Journal of
Organizational Analysis, 30(1), 24-46.

73


http://0-www-jstor-org.innopac.wits.ac.za/stable/j.ctvq4c16w.9
http://0-www-jstor-org.innopac.wits.ac.za/stable/j.ctvq4c16w.9
https://doi.org/10.1016/j.compedu.2022.104468
https://doi.org/https:/doi.org/10.1108/WJSTSD-05-2018-0040
https://doi.org/10.1108/JRIM-02-2018-0032
https://doi.org/10.1108/IJOEM-06-2020-0724
https://doi.org/10.1080/10301763.2019.1697598

Ritter, F., Kim, J., Morgan, J., & Carlson, R. (2013). Running Behavioral Studies with Human
Participants: A Practical Guide. In. SAGE Publications, Inc.
https://doi.org/10.4135/9781452270067

Rogers, B. (2020). The law and political economy of workplace technological change. Harv.
CR-CLL Rev., 55, 531.

Roni, S. M., & Djajadikerta, H. G. (2021). Data analysis with SPSS for survey-based
research. Springer.

Salahshour Rad, M., Nilashi, M., & Mohamed Dahlan, H. (2018). Information technology
adoption: a review of the literature and classification. Universal Access in the
Information Society, 17, 361-390.

Santana, M., & Cobo, M. J. (2020). What is the future of work? A science mapping analysis.

European Management Journal, 38(6), 846-862.
https://doi.org/https://doi.org/10.1016/j.emj.2020.04.010
Sapta, I., Muafi, M., & SETINI, N. M. (2021). The role of technology, organizational culture,

and job satisfaction in improving employee performance during the Covid-19
pandemic. The Journal of Asian Finance, Economics and Business, 8(1), 495-505.

Selimovi¢, J., Pilav-Veli¢, A., & Krndzija, L. (2021). Digital workplace transformation in the
financial service sector: Investigating the relationship between employees'
expectations and intentions. Technology in Society, 66, 101640.

Shahzad, F., Xiu, G., Wang, J., & Shahbaz, M. (2018). An empirical investigation on the
adoption of cryptocurrencies among the people of mainland China. Technology in
Society, 55, 33-40.

Sheeran, P., & Webb, T. L. (2016). The intention—behavior gap. Social and personality
psychology compass, 10(9), 503-518.

Smet, A. D., Dowling, B., Mugayar-Baldocchi, M., & Schaninger, B. (2022). Gone for now,
or gone for good? How to play the new talent game and win back workers. McKinsey
& Company. Retrieved 24 April from

https://www.mckinsey.com/~/media/mckinsey/business%20functions/people%20an

d%20organizational%20performance/our%20insights/gone%20for%20now%200r%
2000ne%20for%20000d%20how%20t0%20play%20the%20new%20talent%20gam

€%20and%20win%20back%20workers/gone-for-now-or-gone-for-good-how-to-

play-the-new-talent-game-and-win-back-workers.pdf?shouldindex=false

Spearman, C. (1961). The proof and measurement of association between two things.

74


https://doi.org/10.4135/9781452270067
https://doi.org/https:/doi.org/10.1016/j.emj.2020.04.010
https://www.mckinsey.com/~/media/mckinsey/business%20functions/people%20and%20organizational%20performance/our%20insights/gone%20for%20now%20or%20gone%20for%20good%20how%20to%20play%20the%20new%20talent%20game%20and%20win%20back%20workers/gone-for-now-or-gone-for-good-how-to-play-the-new-talent-game-and-win-back-workers.pdf?shouldIndex=false
https://www.mckinsey.com/~/media/mckinsey/business%20functions/people%20and%20organizational%20performance/our%20insights/gone%20for%20now%20or%20gone%20for%20good%20how%20to%20play%20the%20new%20talent%20game%20and%20win%20back%20workers/gone-for-now-or-gone-for-good-how-to-play-the-new-talent-game-and-win-back-workers.pdf?shouldIndex=false
https://www.mckinsey.com/~/media/mckinsey/business%20functions/people%20and%20organizational%20performance/our%20insights/gone%20for%20now%20or%20gone%20for%20good%20how%20to%20play%20the%20new%20talent%20game%20and%20win%20back%20workers/gone-for-now-or-gone-for-good-how-to-play-the-new-talent-game-and-win-back-workers.pdf?shouldIndex=false
https://www.mckinsey.com/~/media/mckinsey/business%20functions/people%20and%20organizational%20performance/our%20insights/gone%20for%20now%20or%20gone%20for%20good%20how%20to%20play%20the%20new%20talent%20game%20and%20win%20back%20workers/gone-for-now-or-gone-for-good-how-to-play-the-new-talent-game-and-win-back-workers.pdf?shouldIndex=false
https://www.mckinsey.com/~/media/mckinsey/business%20functions/people%20and%20organizational%20performance/our%20insights/gone%20for%20now%20or%20gone%20for%20good%20how%20to%20play%20the%20new%20talent%20game%20and%20win%20back%20workers/gone-for-now-or-gone-for-good-how-to-play-the-new-talent-game-and-win-back-workers.pdf?shouldIndex=false

Staddon, R. V. (2020). Bringing technology to the mature classroom: age differences in use
and attitudes. International Journal of Educational Technology in Higher Education,
17(1), 1-20.

Statistics, L. (2018). One-way Repeated Measures MANOVA in SPSS statistics. Statistical
tutorials and software guides.

Taherdoost, H. (2018). A review of technology acceptance and adoption models and
theories. Procedia Manufacturing, 22, 960-967.
https://doi.org/https://doi.org/10.1016/j.promfq.2018.03.137

Tarrant, H. (2019). Here’s how many branches banks have shut in the last decade.

Moneyweb. Retrieved 24 June from

https://www.moneyweb.co.za/news/industry/heres-how-many-branches-banks-

have-shut-in-the-last-decade/

Tella, A., Ukwoma, S. C., & Kayode, A. I. (2020). A two models modification for determining
cloud computing adoption for web-based services in academic libraries in Nigeria.
The Journal of academic librarianship, 46(6), 102255.
https://doi.org/10.1016/j.acalib.2020.102255

Torkelson, E. (2020). Collateral damages: Cash transfer and debt transfer in South Africa.
World Development, 126, 104711.
https://doi.org/https://doi.org/10.1016/j.worlddev.2019.104711

Toth, A. A., Banks, G. C., Mellor, D., O’'Boyle, E. H., Dickson, A., Davis, D. J., DeHaven, A.,

Bochantin, J., & Borns, J. (2021). Study preregistration: An evaluation of a method

for transparent reporting. Journal of Business and Psychology, 36, 553-571.

Urban, B., & Townsend, S. A. (2021). TymeBank: digital disruption in SA’s banking sector.
Emerald Emerging Markets Case Studies.

van der Goot, M. J., & Pilgrim, T. (2019). Exploring age differences in motivations for and
acceptance of chatbot communication in a customer service context. International
Workshop on Chatbot Research and Design,

Venkatesh, V. (2022). Adoption and use of Al tools: a research agenda grounded in UTAUT.
Annals of Operations Research, 308(1-2), 641-652. https://doi.org/10.1007/s10479-
020-03918-9

Venkatesh, V., Brown, S. A., Maruping, L. M., & Bala, H. (2008). Predicting Different

Conceptualizations of System Use: The Competing Roles of Behavioral Intention,
Facilitating Conditions, and Behavioral Expectation. MIS quarterly, 32(3), 483-502.
https://doi.org/10.2307/25148853

75


https://doi.org/https:/doi.org/10.1016/j.promfg.2018.03.137
https://www.moneyweb.co.za/news/industry/heres-how-many-branches-banks-have-shut-in-the-last-decade/
https://www.moneyweb.co.za/news/industry/heres-how-many-branches-banks-have-shut-in-the-last-decade/
https://doi.org/10.1016/j.acalib.2020.102255
https://doi.org/https:/doi.org/10.1016/j.worlddev.2019.104711
https://doi.org/10.1007/s10479-020-03918-9
https://doi.org/10.1007/s10479-020-03918-9
https://doi.org/10.2307/25148853

Venkatesh, V., Davis, F. D., & Zhu, Y. (2022). A cultural contingency model of knowledge
sharing and job performance. Journal of Business Research, 140, 202-219.
https://doi.org/10.1016/j.jbusres.2021.07.042

Venkatesh, V., Davis, F. D., & Zhu, Y. (2023). Competing roles of intention and habit in

predicting behavior: A comprehensive literature review, synthesis, and longitudinal
field study. International Journal of Information Management, 71, 102644.

Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D. (2003). User acceptance of
information technology: Toward a unified view. MIS quarterly, 425-478.

Venkatesh, V., & Zhang, X. (2010). Unified theory of acceptance and use of technology: US
vs. China. Journal of global information technology management, 13(1), 5-27.
Wade, T. Y. J. S. M., & Macaulay, J. (2022). Digital Vortex 2019: Continuous and Connected

Change Retrieved 18 April from
https://www.imd.org/globalassets/dbt/docs/digitalvortex2019
Wang, J., Fu, Y., Lou, V., Tan, S. Y., & Chui, E. (2021). A systematic review of factors

influencing attitudes towards and intention to use the long-distance caregiving

technologies for older adults. International Journal of Medical Informatics, 153,

104536.
Yokoi, T., Shan, J., Wade, M., & Macaulay, J. (2022). Digital Vortex 2019: Continuous and
Connected Change Retrieved 18 April from

https://www.imd.org/globalassets/dbt/docs/digitalvortex2019

Yusuf, M., & Maizar, M. (2023). The Effect of Work Climate, Job Promotion, and
Organizational Culture on the Performance of Batam Authority Employees. Jurnal
Studi llmu Pemerintahan, 4(1), 211-220.

Zhang, X., & Venkatesh, V. (2018). From design principles to impacts: A theoretical

framework and research agenda. Zhang, X. and Venkatesh, V.“From Design
Principles to Impacts: A Theoretical Framework and Research Agenda,” AlIS

Transactions on Human-Computer Interaction (10: 2), 105-128.

76


https://doi.org/10.1016/j.jbusres.2021.07.042
https://www.imd.org/globalassets/dbt/docs/digitalvortex2019
https://www.imd.org/globalassets/dbt/docs/digitalvortex2019

Appendix A: Research Instrument

Al: Research Permission Letter to Conduct Research

n. i

UNIVERSITY OF THE é
WITWATERSRAND,
JOHANNESBURG

University of the Witwatersrand,

Wits Business School,
2 St Davids Pl & St Andrew Rd

Parktown, Johannesburg

Lindelani Ramukumba

Absa Bank Limited

7th Floor, Absa Towers West
15 Troye Street, Johannesburg,

19 October 2022
Dear Lindelani,

Re: Permission to conduct research at Absa Bank Limited: Relationship Banking

My name is Ashley Carolissen,

| am a Lead Service Delivery Manager studying for a Master’s degree in Management
in the field of Digital Business in the Wits Business School at the University of the
Witwatersrand. | am seeking permission to do research at Absa Bank within the

Relationship Banking business unit.

| am conducting a research study to understand employees’ attitudes on technological
adoption and enhancement of its role in changing the nature of work in banking within

a South African context.

The research further aims to achieve an understanding of how technological
enhancement can further enable financial institutions to leverage of adoption of Al/ML
to further optimize job roles and, in doing so give them a competitive advantage

The research will entail collecting data from staff members within Relationship

Banking.

| will invite individuals from the Relationship Banking business unit to participate in this

study.
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UNIVERSITY OF THE :%
WITWATERSRAND, ¥
JOHANNESBURG

If they agree, the survey online data collection method that will be used and structured

interviews that consist of prespecified questions and responses.

Participants will be asked to give their written or verbal consent before the research
begins. Their responses will be treated confidentially, and identities (their names and
the name of the organisation) will be anonymous unless otherwise expressly indicated.
Individual privacy will be maintained in all published and written data resulting from the

study.
The results will be communicated as part of my dissertation.

The research participants will not be advantaged or disadvantaged in any way. They
will be reassured that they can withdraw their permission at any time during this project
without any penalty. There are no foreseeable risks in participating in this study. The

participants will not be paid for this study.
All research data will be preserved anonymously for reuse by other researchers, etc.

| therefore request permission in writing to conduct my research at your organisation.
The permission letter should be on your organisation’s headed paper, signed and

dated, and specifically referring to myself by name and the title of my study.

Please let me know if you require any further information. | look forward to your

response as soon as is convenient.

Yours sincerely,

Ashley Carolissen

/CE( fié%&\

082 320 0011

Ashley.Carolissen1@students.wits.ac.za

Ayanda Magida
(011) 717 3953
Ayanda.Magida@wits.ac.za
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A2: Research Approval Letter to Conduct Research

(absa) Memo

To Ashley Carolissen

Copy Nyarai Mutuma: People Lead - RB ¢ RB - People & Culture Function
From Lindelani Ramukumba: Chief Information Officer

Date 19 October 2022

Subject Re: Permission to conduct research at Absa Bank Limited: Relationship Banking

Good day, Ashley Carolissen, | hereby confirm | have received your letter requesting approval

to conduct research within the Relationship Banking business unit.

As part of our continued support to assist our staff to develop themselves, | hereby request
that you must ensure that no harm will come to any of the research participants, and the

idehtity of the research participants must remain anonymous.

The finale results of your research should be shared with the Relationship Banking Executive

committee to help us to better understand how to assist our people.

Approval Granted
Approval is hereby granted to conduct the research within Relationship Banking business unit.

Approved by:
Lindelani Ramukumba
Chief Information Officer
Date: 20 0/19

S

Absa Bank Limited Reg No 1986/004794/06 Authorised Financial Services Provider Registered Credit Provider Reg No NCRCP7
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A3: Research Questionnaire and Informed Consent

INFORMED CONSENT FOR THE RESEARCH PROJECT

Researcher: Ashley Carolissen
Study Title: Employees perceptions and attitudes on technological adoption and

enhancement in the banking sector

My name is Ashley Carolissen, I'm a Masters student the field of Management in the field of

Digital Business in the Wits Business School at the University of the Witwatersrand.

The following information is provided to inform you about the research project and your

participation in it.

The research objectives are concise as follows:
o To determine the attitudes and perceptions toward technological enhancement in the
workplace
s To assess the attitudes and perceptions on the role of technology enhancement in job

roles

You are hereby invited to participate in this study by completing the survey which should take
you no longer than 10 minutes.
Please take note of the following information regarding your participation in this research

study.

There are no foreseeable risks in participating in this study.

The participants will not be compensated for participating in this study.

All research data will be preserved anonymously for reuse by other researchers, etc.
Participation is completely voluntary and only adults may participate.

Participants will be asked to give their consent before the research begins.

All responses will be treated confidentially, and identities will be anonymous.

N o &~ e =

Individual privacy will be maintained in all published and written data resulting from the
study.
8. Data from the survey will only be used for research purposes, and no information will be

disclosed to third parties.

Researcher: Ashley Carolissen, email Ashley.Carolissenl@students.wits.ac.za

Supervisor: Ms Ayanda Magida, email: Ayanda.Magida@wits.ac.za
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Your valuable participation as part of the survey will be highly appreciated when accessing
the survey link below:

https://wits.eu.qualtrics.com/jfe/form/SV aaDKQtKDdlogmDs

STATEMENT BY PERSON AGREEING TO PARTICIPATE IN THIS STUDY

| hereby confirm that | have read the informed consent and hereby understand the

purpose of the study and that I'm freely willing to participate in this research study

voluntarily.

(O Yes | Consent

(O No |l do not Consent
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A4: Ethics Clearance Certificate

Graduate School of Business Administration % E : Z WiLs
: : : 1 ; Business
University of the Witwatersrand, Johannesburg A4 Sohool

Wits Business School Ethics Committee
Constituted under the University Human Research Ethics Committee (Non-Medical)

Ethics Clearance Certificate

Ethics protocol number: WBS/DB2412219/302
This certificate is only valid with a legitimate ethics protocol number and signed by the Researcher (below)

This certificate is only valid if accompanied by formal permission from the relevant stakeholder(s).

Project title Employees’ perceptions of, and attitude towards, technological
adoption in the South African banking sector

Investigator / Researcher Mr Ashley Carolissen
Nature of Project MM (Digital Business)
Decision of the Committee Approved, provided stakeholders and participants are guaranteed

anonymity and confidentiality.

Issue Date of Certificate 08 08 2023
Expiry date Date of submission of the project / research report
Chairperson Prof Anthony Stacey

© +2711717 3587 ZL

H +27828804531 ) e 2

& anthony.stacey@wits.ac.za 7

Declaration by Researcher

One copy must be signed by the Researcher and returned to the Chairperson of the Wits Business School
Ethics Committee.

I fully understand the conditions under which | am authorized to carry out the abovementioned research

and | guarantee to ensure compliance with these conditions. Should any departure to be contemplated
from the research procedure as approved | undertake to resubmit the protocol to the Committee.
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A4: Research Questionnaire

Section A: Demographics: Age and Gender

Gender Question

Male Are you male or female
Female

Age Question

Age What is your age group?

Section B: Facilitating Conditions (FC)

Variable Question

Facilitating Conditions (FC)

| have access to knowledge

Fc1 base articles to use the system
The new onboarding system is
FC2 -
user friendly
FC3 A dedicated support group is

available to assist me
Section C: Behavioural Intention (Bl)

Variable Question

Behavioural Intention (BI)

Bl1 | use the new system

| intend to use the new system

B2 in the next 3 months

I'm an active user of the new
system

Section D: Behavioural Expectation (BE)

BI3

Question

Variable

Behavioural Expectation (BE)

How satisfied are you with the

BE1 knowledge base articles?
How satisfied are you with the
BE2 ]
system user interface?
How satisfied are you with the
BE3
support group?
Adoption Question
. As part of your daily work, how
Duration often do you use the system?
Do you use the new system
Frequency daily?
Intensity How extensively do you use

the system?

Below 30

Strongly
Disagree %

1

Strongly
Disagree %

1

Satisfied

Never =1

Yes No
I rather prefer not to
30 -39 40 - 49 Above 50 disclose my age
Disagree Neutral Agree Strongly Sample
Yo % % Agree % Size (N)
2 3 4 5
Disagree Neutral Agree Strongly Sample
Yo % % Agree % Size (N)
2 3 4 5
. " e Very Sample Size
Very Satisfied Dissatisfied Dissatisfied (N)
3 2 1
Rarely =2 Often =3 Agree % =4 Sam?:; =l
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Appendix B: Approved Research Topic

B1l: Approved Research Topic

Private Bag 3 Wits, 2050

UNIVERSITY OF THE g Fax-

WITWATERSRAND. Tel
JOHAMNMESBU RG
Reference: Ms Jennifer Mgolodela
E-mail: jennifer. mgolodela@wits.ac.za
06 January 2023
Mr A Carolissen Person No: 2412219
100 Cura Road PAG
96 Witteberg, Equesira Estate
Equestria Estates
0184
South Africa

Dear Mr Ashley Carolissen

Master of Management: Approval of Title

We have pleasure in advising that your proposal entiled Aftifudes of employees to fechnological
adaoption and the nature of work in a South African bank has been approved. Please note that any
amendments to this title have to be endorsed by the Faculty's higher degrees commitiee and formally
approved.

Yours sincerely

ﬁjmw

Mrs Marike Bosman
Faculty Registrar
Faculty of Commerce, Law and Management
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