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Abstract

Mobile payment services are expected to be the next step of the electronic
payment evolution. However, the level of penetration in European countries
is lower than expected. The focus of most academic research has been in two
main areas: (i) mobile payment adoption by consumers and (ii) technical
aspects of the service. Consequently, a number of themes remain under-
researched. In order to expand knowledge on reasons that affect the wider
penetration of mobile payments, challenges related to the introduction of
mobile payment services in the market have been explored in this thesis.

More specifically, this research has addressed two problem areas: (i) why
mobile payments have not been widely adopted by merchants; and (ii) what
effects that the introduction of mobile payments has had on the business
networks of the involved actors. As an example, we use the mobile payment
services applied in the Swedish retail industry. The study is focused on the
main groups of stakeholders – the mobile payment providers, the retailers, and
the consumers.

First, this study has helped to identify what different stakeholders expect of
mobile payments and how these services correspond to their needs. In order
to analyse the expectations of stakeholders, we have developed an analysis
framework based on the theory of diffusion of innovations, the Technology
Acceptance Model (TAM), and the theory of network externalities. The analysis
highlights the expectations of stakeholders and helps to understand what kind
of mobile payment service merchants expect and are willing to adopt. One key
finding is that existing mobile payment services for retailing could be further
improved in order to ensure an enhanced purchasing process for consumers.

Second, the research has explored the impact of mobile payment services on
the business networks. In order to analyse the relationships and cooperation
between business actors, and changes in business strategy and network
structure, we used the approach proposed by the Industrial Marketing and
Purchasing (IMP) Group. The performed analysis illustrates the following
changes in the structure of business networks for the traditional payment
solutions (bank cards): (i) emergence of new business actors (i.e. independent
mobile payment providers); (ii) new roles and activities of business actors;
and (iii) exclusion of traditional business actors (i.e. banks) from the mobile
payment systems.

All these changes lead to increased complexity of relationships and
increased level of interdependence between business actors within the
networks. The following changes in the strategies of involved actors have been
identified: (i) mobile payment providers seek to achieve a control over the
business network; (ii) the retailers affect strategies of the mobile payment
providers; (iii) the marketing strategies of business actors include cross-
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marketing in different sectors. All these changes result in additional value and
enhanced quality of service for consumers.

In order to analyse a complex and multidisciplinary area such as mobile
payments, it is beneficial to use more than one analysis approach. A
combination of different complementing methods helps to explore different
aspects of the phenomenon and provides a more comprehensive overview of
several research aspects.

This work contributes to the academic research of mobile payment service
adoption by merchants through proposing a theoretical analysis framework.
More specifically, the research addresses a new area – expectations of retailers
when new solutions are introduced. The framework consists of the following
criteria and aspects: technological feasibility, economic benefits, lower service
costs, added value of services, network externalities and the problem of critical
mass, and finally, ease of use. This framework helps to identify what merchants
can expect of mobile payment services.

Another area of contribution is the analysis of the effect that mobile
payments make on the actors and business networks of traditional payment
services. The introduction of new services results in emergence of new business
actors, a need to establish new relationships, and increased complexity of a
business network. Moreover, in order to succeed, cooperation between all
network actors is needed. As a result, business actors have to adjust their
services and strategies according to needs of others.
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