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ABSTRACT 

 

The research examined the impact of contractless mobile financial transaction on Daystar 

University staff and students in Nairobi campus. The data sought to address the use, 

benefits, challenges, and impact of contractless mobile financial transactions in Nairobi, 

Kenya focusing on Daystar University, Nairobi Campus. The study used descriptive 

research desin and utilizing quantitative and quantitative data as its primary sources 

including information from secondary sources. The population of 1,894 students and 70 

staff was randomly selected using stratified random sampling method. The data was 

analyzed using statistical package for social science and data presented in tables, 

frequencies, and graphs. The study established that there was significant use of 

contractless mobile financial transactions among students and staff of Daystar University, 

Nairobi campus who experienced invaluable benefits from the transactions 

notwithstanding the challenges they faced. Time constraint for financial transactions 

using traditional modes of business has provided a platform for contractless mobile 

financial transactions which provides faster cash transfer, facilitate trade and saves 

transaction time. Thus, its adaptation in daily transaction would result in development of 

new technological environment and endless business opportunities in Kenya. 
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CHAPTER ONE 

 INTRODUCTION AND BACKGROUND TO THE STUDY  

Introduction 

Traditional commerce has evolved from basic forms such as barter trade system to the 

use of various mediums of exchange such as money though physical agents, products, 

and processes have remained common denominators. These evolutions led to the birth of 

electronic commerce and most recently mobile transactions. Mobile telephony has 

technologically advanced worldwide since its introduction in 1980s. According to 

Srivastava (2005) mobile telephones have evolved from a simple communication tool to 

multi-functional computing devices. The author points out that mobile phone functions 

have evolved beyond their functional features such as phone calls and web browsing to 

include functionalities that play the roles of a wallet, purse or money. 

 

The mobile services now include payment of goods and services as part of mobile phone 

functionalities. These services initially begun with electronic payments such as smart 

cards, credit card payments and over the internet electronic cash payment which resulted 

from customer need to handle less cash (Viehland & Leang, 2007). Mobile innovation 

saw the introduction of person to person money transer which has advanced to mobile 

payment such as business to consumer transactions or consumer to business transactions.  

 

Mobile financial transactions have triggered a revolution in the market and how business 

is carried out. Bourreau  and Verdier (2010) underscore that mobile payments will 

continue to have significant impact on financial operations in organizations as well as the 
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way businesses are undertaken since it has raised significant competion to credit and 

debit card operations as well as the exisiting means of transacting.  

 

Background to the Study 

Contractless mobile transactions 

According to Must & Ludewig (2010), the growing need for mobility of payments has 

led to innovations in the mobile service provision which has seen the development of 

contractless mobile financial transactions.  Nambiar  and Lu (2005, p. 193) define 

contractless mobile financial transactions as “the process of two parties exchanging 

financial value using a mobile device in return for goods or service”. Contractless mobile 

financial transactions also known as mobile payments can be defined as “wireless 

transactions of a monetary value from one party to another using a mobile device” 

(Zhang & Dodgson, 2007, pp. 14-15). Thus mobile device is a “wireless communication 

tool, including mobile phones, PDAs, wireless tablets, and mobile computers” (Nambiar 

& Lu, 2005, p. 193)  

 

Contactless mobile payments are like any payment transaction whether in store or online 

but they are executed using mobile device usually a mobile telephone. This is a wave for 

future transactions where money is exchanged without any physical signature or actual 

cash transfer (Must & Ludewig, Spring, 2010).  According to Zhang and Dodgson 

(2007), the growth and viability of mobile financial transaction relies heavily on the 

existence of a payment utility that is convenient , easy to use, trackable and secure.  
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Customer needs therefore have driven the techonologial innovations and advancements 

which have shifted focus from existing contractless payments such as credit card 

payments to mobile payments. Mobile technology innovations by mobile service 

providers have evolved to include contractless payments (Viehland & Leang, 2007). This 

has continued to revolutionize business transactions in the world both in the developed 

and developing countries. 

 

Contractless mobile transactions: An international perspective 

Dahlberg, Mallat, Ondrus, and Zmijewska (2008) argue that mobile payments of goods, 

services and bills or invoices with a mobile device  innovation has been established in the 

world. These payments fall into payment of purchases and bills or invoices. America, 

Europe and Asia have adopted credit and debit card forms of contractless payments that 

have revolutionized commerce in these regions (Srivastava, 2005).  

 

Mobile payments development has not been very successful in Europe and North 

America nevertheless there are exceptions of Austria, Spain and Scandinavian countries. 

Asia as well has been fairly succesfully especially in South Korea and Japan (Dahlberg et 

al., 2008). The slow adaptation of mobile payments in developed countries is because 

mobile payments is merely an alternative or a substitute among other readily available 

payment instruments (Bel & Gaza, 2011). 
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Contractless mobile transaction in Africa Region 

Developing countries on the contrary have become a glowing success story to the mobile 

revolution which is currently sweeping the world. The millions of unbanked and 

underbanked consumers have given a great opportunity to the mobile service providers in 

Africa leading to mobile financial service growth in the African market due to the 

inherent convienence of mobile payments. Mobile development filled the gap of non 

existing infrastructure in Africa thus meeting the existing gap needs. For instance, in 

Nigeria out of a population of 150 million, only 22 million have bank accounts (Bel & 

Gâza, 2011). 

 

Bel and Gâza (2011) highlight that the needs-driven market in Africa has led to notable 

expansion of mobile services provision. The mobile phone technology which has been 

rapid and broad in Africa is as a result of the mobile subscription or usage which stood at 

31% in 2008 but has since significantly increased (Jack & Suri, 2011). The authors add 

that mobile phone usage in Kenya has eclipsed landlines as the primary means of 

telecommunication with at least 47% of the population  having access to mobile phone 

technology. 

 

According to Bel and Gâza (2011), Kenya, Tanzania and South Africa are examples of 

countries that have attracted international recognition as a result of their  momentum in 

mobile payments with Vodacom and Safaricom leading the market share as well as 

Orange money in Côte d'Ivoire. Nigeria on the other hand, the authors highlight,  is 

expected to be the largest mobile market in the sub-sahara because there are 90 million 
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mobile subscriber out of which only 22 million people have bank accounts. The  

infrastructure gap in Nigeria provides an enormous opportunity for mobile service 

providers to take advantage and provide mobile payment services.  

 

Contractless mobile transactions in Kenya 

Kenya is the pioneer of mobile payments in Africa through the M-PESA services 

innovation started in March 2007 and has since become an established mobile market 

(Bel & Gâza, 2011). The existing inadequate infrastructure in Kenya had seen the growth 

of four major mobile service providers evolving to mobile payment service providers in 

the Kenyan market.  Previously according to Ratan (2008), informal methods of sending 

money that were highly risky were used in Kenya. In addition, Kenya has sparse bank 

branch infrastructure and as a result most of its population is unbanked. The unbanked 

population in Kenya is a promising market for mobile money developments thus 

contractless mobile financial transactions. Financial Sector Deepening (FSD) and Trust 

Survey undertaken in 2007,  highlighted that the adult unbanked or financial excluded 

population in Kenya is 38% of the Kenya population; 42%  of this population is in urban 

areas while 38% are in the rural areas (Vaughan, 2007). 

 

Mobile financial transactions have evolved from money transfer to means of transaction 

or making payments. The common mobile service providers operating contractless 

mobile payments in Kenya are Safaricom, Airtel, Orange and Yu each offering varied 

services of money transactions using mobile phones as well as collaborating with various 

business to establish the mobile financial transactions in Kenya (Mas & Raddiffe, 2010). 
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The contractless mobile services offered in Kenya include but are not limited to 

depositing money, buying airtime for self or others, sending money, withdrawal of 

money, making payments as well as undertaking bank transactions. 

 

Contractless mobile transactions in Daystar University 

Daystar University is one of the private universities in Kenya. It has three campuses 

namely: Nairobi campus, Athi-River campus and Mombasa campus. Nairobi campus is in 

Nairobi city and it neighbours various shopping centers. It has day and evening student 

undertaking undergraduate, diploma and postgraduate studies and about 70 staff (Daystar 

University, 2012). Daystar university students and staff utilize the various contractless 

mobile service because of the campus proximity to access these services, their different 

needs and time constraints.  Mobile financial transaction has led to reduced cost and risk 

characteristic of dealing with cash as well as facilitate the flow of money from one party 

to another utilizing existing communication infrastructures  (Jenkins, May 14- 15, 2008). 

Mobile transactions then creat an opportunity for Daystar University students and staff to 

transact at their convinience using their mobile phones. 

 

In conclusion, contractless mobile transaction is convenient and time saving which is 

increasingly leading mobile service providers to constantly evolve the services because of 

the limitless business opportunites. Consequently, contractless mobile financial 

transactions development and their usage has led to significant implications on the 

economy as well as  business transactions in Kenya. Hence, the numerous possibilities 
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ensuing from unmet customer needs provide a great business opportunity in the Kenyan 

economy (Jenkins, May 14- 15, 2008). 

 

Problem Statement 

There have been numerous contractless payment initiatives in the world that have 

transformed the way business is conducted. Different service providers and financial 

institutions are increasingly using contractless technology across the World leading to the 

development of contractless mobile financial transactions (Dahlberg et al., 2008). The 

Africa continent has been a success story for contractless mobile financial transactions 

especially Kenya owing to the large number of the unbanked and under banked customers 

due to poor infrastructure (Bel & Gâza, 2011). 

 

Jenkins (2008) highlights the benefits of mobile financial transaction  as reduced inherent 

risk of dealing with cash, time saving, lack of restriction to normal working hours,  

reduced cost of dealing with cash not to mention facilitated flow of money from one party 

to another utilizing existing communication infrastructures. Kenya has adopted 

contractless  mobile financial transaction as a mode of financial transaction (Bel & Gâza, 

2011). Daystar University, Nairobi Campus operate within the Kenyan economic 

environment hence its staff and students are exposed to contractless mobile financial 

transaction considering the highlighted benefits and constraints.  Consequently, Daystar 

University staff and students who are keen on optimizing these benefits will use 

contractless mobile financial transactions. 
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Mobile financial transactions provide infinite opportunity for business due to several 

unmet customers’ needs that mobile service providers should optimize. Optimization of 

contractless mobile payments is through linkages with other businesses currently not 

utilizing the services. This would result to greater customer benefits and increased 

business turnovers. Staff and students of Daystar University, Nairobi Campus have tight 

schedules hence time constraint and as a result their adaptation of contractless mobile 

financial transactions would provide great benefits and opportunity since it is not time 

restricted, easy to use and has profound benefits underscored to the users. The benefits 

thereof of contractless financial transactions if adopted by staff and students of Daystar 

University, Nairobi campus could change the way they carry out their transactions, which 

could lead to countless financial impact.    

 

Purpose of the Study 

The purpose of the research was to assess the various benefits and challenges of 

contractless financial transactions and its impact on Daystar University students and staff. 

This was with a view to highlight the significant impact of contractless mobile financial 

transactions among Daystar University students and staff in Nairobi Campus. 

 

Objectives of the Study 

The study sought to achieve the following objectives: 

1. To find out the extent to which students and staff at Daystar University in Nairobi 

campus used mobile financial transaction.  
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2. To determine the benefits that staff and students at Daystar University, Nairobi 

campus got from using contractless mobile financial transactions.  

3. To examine the challenges faced by students and staff from Daystar University, 

Nairobi Campus with regard to contractless mobile financial transactions.  

4. To determine the effect of contractless mobile financial transactions processes on 

Daystar University staff and students in Nairobi campus. 

 

Research Questions 

The following research questions as of the time of the study attempted to meet the 

research objectives: 

1. What was the extent that Daystar University staff and students use contractless 

financial transactions in its Nairobi Campus? 

2. What benefits did staff and students of Daystar University get from using contractless 

mobile financial transactions?   

3. What challenges did staff and students of Daystar University, Nairobi campus face 

while using contractless mobile financial transaction?  

4. What were the effects of contractless mobile financial transaction on Daystar 

university staff and student in Nairobi campus? 

 

Justification of the Study 

The study aimed at establishing the significance of contractless financial transaction since 

its operation has grown dramatically and the mobile commerce market estimated to be 

worth a staggering USD 200 billion in 2004 (Nambiar & Lu, 2005). The widespread use 
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of mobile phones today as a mode of making payments for goods and services is opening 

commerce into a new level of transaction.  

 

Daystar University is an institution in Nairobi with student undertaking both day and 

evening classes (Daystar University, 2012). Due to their tight schedules and easy access 

to the contractless mobile services, contractless mobile financial transactions are an 

option that provides them with great benefits. The researcher therefore aimed to identify 

the benefits, challenges and impact of contractless mobile financial transaction to Daystar 

University, Nairobi campus.  

 

Significance of the Study 

The significance of this study will be: 

 

Mobile service providers: The research study will contribute to the management of 

mobile service providers in Kenya as a decision making tool. It will help in their strategic 

thinking and strategic mapping of the service provision based on consumer needs. 

 

Businesses in Kenya: The research study will provide useful information to businesses in 

Kenya to enable them take advantage of the new technological changes in the mobile 

market where they will have more access to the market as well as ease transactions. 

Businesses therefore need to be more creative and expand their technological use taking 

advantage of mobile transactions that unlocks business opportunities as well as help 

businesses meet customer needs, which are constantly evolving.  
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Mobile subscribers: The research study will help mobile subscriber to identify the 

potential of their phones thus make service delivery and transactions more efficient and 

effective in view of changing technological environment. 

 

Mobile companies: The research study will contribute information to mobile companies 

or mobile developers who can take advantage of the new technological gaps and develop 

products that meet customer (business, users and mobile service providers) needs thus 

gain market niche for their products.  

 

Government: The research study will be useful to the government of Kenya in 

understanding the mobile market process and any new developments that will financial 

impact the Kenya economy. As a result, the government will develop policies, tax 

incentives, and measure that encourage mobile service providers as well as foreign 

investors in the mobile telephone sector and protect users from any loss due to the nature 

of contractless transactions with the overall aim of improving economic impact and 

market development in Kenya. 

 

Scholars: The research study will be useful to the research scholars undertaking related 

studies in identifying the benefits and gaps related to contractless financial transactions. 

In addition, it will contribute to the body of knowledge as well as meet the masters in 

business administration (MBA) requirements. 

 

Daystar University Repository

Library Archives Copy



  

12 

 

Assumptions of the Study 

The study was carried out with the following assumptions: 

i). The researcher assumed that Daystar students and staff in Nairobi campus had 

subscribed to at least one of the mobile service that enable them carry out mobile 

transactions in Kenya.  

ii). The researcher assumed that Daystar University students especially those taking 

evening classes faced time as a constraint, a challenge that pushes them to use 

contractless mobile financial transaction available in the Kenyan market. 

iii). The researcher assumed that the different students attending either day or evening 

classes as well as staff in Daystar University, Nairobi campus had different 

characteristics and face different challenges that influence their use of contractless 

mobile financial transactions. 

 

Limitation and Delimitations of the Study 

Personal bias: Since the researcher was part of the student community, which was the 

target population of the study, then familiarity with the respondent would have created a 

bias. The researcher therefore utilized an independent person to distribute and collect the 

questionnaires to reduce respondents’ biases to the research.  

 

Product Knowledge: The target population includes staff and students who might not be 

techno savvy thus might not be aware of the available mobile transaction services. The 

research data therefore was affected by their lack of knowledge and thus use of the 

mobile financial transaction service. 
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Empirical literature: Mobile commerce is a new developing research area and there is 

limited empirical literature. Therefore, this limited the empirical data review that formed 

part of the research. 

Scope of the Study 

The study focused on Daystar University students and staff in its Nairobi Campus. It 

targeted all the Nairobi campus staff as well as students taking diploma, undergraduate, 

and postgraduate studies in day or evening classes in Nairobi Campus. 

 

Definition of Terms 

Contractless mobile financial transaction: “the process of two parties exchanging 

financial value using a mobile device in return for goods or service”  (Nambiar & Lu, 

2005, p. 193) 

 

Mobile commerce: “transactions that take place via wireless internet-enabled technology 

for instance handheld computers, cellular phone, personal digital assistant or palmtop 

computers that allow freedom of movement for the end user” (Wei & Ozok, 2005, p. 

1262) 

 

Electronic commerce: “the process of buying and selling products or services using 

electronic data transmission via the internet and the World Wide Web (www)” (Li & Xie, 

2012, p. 23)  
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Transaction cost: “the cost of running a system” (Williamson, 1985, p. 19) 

 

Summary  

This chapter brought out the background of the study from a general perspective 

narrowing it to contractless mobile transactions in Daystar University. It also discussed 

the problem statement, purpose of the study, research objectives, research questions, 

significance of the study, assumptions of the study, limitations, and delimitations of the 

study as well as the scope of the study. In addition, key terms were defined. 
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CHAPTER TWO 

 LITERATURE REVIEW 

Introduction 

Mobile telephony has developed since its introduction in the 1980s. Safe estimation is 

that two thirds of the world population has access to mobile phones and its functions are 

not only limited to communication but also payments and money transfers (Bourreau & 

Verdier, 2010). In addition, users demand for convenient and intelligent ways of making 

payment for goods and services has led to developments of mobile phone payments. 

These developments in the mobile industry is attributable to technological convergence 

and transactional process with recognizable benefits to consumers and change in 

customer behavior and needs (Goode, 2007).   

 

The mobile transaction market is a fast growing market that is likely to revolutionize the 

method of transacting in the world. According to Little’s (2009) report mobile payment is 

expected to represent the world’s total transaction volume of USD dollar 250 billion by 

the year 2012. Consequently, the author adds economic impact as a result of mobile 

transactions is expected to be significant nevertheless mobile transactions contributions 

will differ in developed countries from those of developing countries. Mobile transactions 

make it possible for new and unforeseen ways of convenience and commerce 
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General Literature Review 

 

Mobile Commerce 

Mobile commerce is an emerging market that has grown using existing platforms and has 

naturally thrived automated commerce. Electronic commerce also known as electronic 

payments provided the capability to transact using the website as its support engine. Li 

and Xie (2012, p. 23) define electronic commerce as “the process of buying and selling 

products or services using electronic data transmission via the internet and the www.” 

According to Wei and Ozok (2005, p. 1262) e-commerce is “monetary transactions 

conducted using the internet and a desktop computer”. Its transactions aided by automatic 

teller machines, existing banking systems, debit and credit card systems, as well as 

electronic bill payments have gain popularity in the developed countries conversely to 

developing countries (Au & Kouffman, 2007).  

 

Mobile transactions have evolved from electronic payments technologies assisted by 

mobile devices in its transactions (Au & Kouffman, 2007). Mobile devices is defined as 

“mobile phone, PDAs, wireless tables and any other device that connect to mobile 

telecommunication network and make it possible for payments to be made” (Karnouskos 

and Fokus, 2004, p. 44). On the other hand, mobile commerce is “transactions that take 

place via wireless internet-enabled technology for instance handheld computers, cellular 

phone, personal digital assistant or palmtop computers that allow freedom of movement 

for the end user” (Wei & Ozok, 2005, p. 1262). M-commerce thus has led to the 

development of mobile transactions. 
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Contractless mobile transactions also known as mobile payments, defined as “ the process 

where two parties exchange financial value using a mobile device in return for goods or 

service” (Nambiar & Lu, 2005, p. 193).  According to Au and Kouffman  (2007), mobile 

transactions make possible new and unforseen ways of convenience and commerce. The 

authors add that mobile payments constant innovations has become a complement to 

cash, cheques, credit cards and debit cards and can be used bills payment with access to 

account based payment instruments such as electronic funds transfer, internet banking 

payments, direct debit as well as mobile money transfers.  

 

Zafar and Rolfe (2011) argue that the transformation of the world’s payments over the 

last dacade has been notable though it has not been uniform across all geographical areas. 

The lack of uniformity according to the authors depend highly on the advancement of the 

banking infractructures and volume of electronic payments.   

 

Bourreau and Verdier (2010) point out that mobile users in developed countries use 

mobile payments to purchase digital contents such as ringtones or games and applications 

using iPhones and Android mobile phone.  In developing countries the economic impact 

of mobile payment is higher compared to that in developed countries because they have 

high use of mobile payments rather than credit card payments.  The developing countries 

underdevelopment in the transport system, telecommunication systems, financial system 

infrastructure compared to developed countries has led to the growth of cellular telephone 

Daystar University Repository

Library Archives Copy



  

18 

 

services which is estimated to be better than the traditional fixed line services  (Alleman 

& Rapport, 2010). 

 

More advanced banking infrastructures as well as high volume of electronic payments 

has led to a more advanced payment method that uses existing infrastructures as its 

platform. The poor fragmented access to banking service on the other hand has less 

robust payment methods thus creating new opportunities for payment methods using 

mobile telephone developed from scratch aiming at creating affordable financial services  

(Zafar & Rolfe, 2011). 

 

Bourreau and Verdier (2010, p. 4) define mobile money transfers as “the process where 

two parties exchange money using mobile phone, wireless devices, computers or PDAs in 

return for goods and services”. Mobile payment thus do not have a definative payment 

method which vary depending on the scheme adopted from region to region. According 

to Goode (2007) the mobile phone payments has developed as a result of  opportunities in 

the mobile payment  ecosystem which is made up of mobile phone service providers, 

banks, merchants and transport opertators as well as the hand set manufactures.  

 

Contractless mobile transactions or mobile commerce relies on different types of 

technology solutions, which take place either as remote money transfers or as proximity 

payments. Remote money transfers are transactions conducted independent of the user’s 

location and do not require point of sales terminal. These include mobile money transfers 

from one person to another, delivery of digital services and prepaid top-up services. 
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Proximity payments on the other hand use the mobile device as an e-wallet. The 

consumer therefore utilizes the point of sale, automatic teller machines, or pays bills 

option preserved by the mobile network operator (Bourreau & Verdier, 2010). 

 

According to Sivapragasam, Aguero, and De Silva (2011), mobile commerce services 

have advantages of ubiquity, convenience and cost-effectiveness over other payment 

method already existing. The tremendous growth in mobile phone ownership and usage 

around the world with the development of mobile commerce through mobile transactions 

has spread into financial transactions and trading where its benefits if effectively 

harnessed would create efficiency. The contractless mobile transaction has its impact on 

social-economic developments in the developing economies with linkages to network 

operators, banks, entrepreneurs, governments and development agencies (Boateng, 2011).  

 

Contractless mobile transaction has been an opportunity where banking services have 

extended to those with limited access to traditional banking accounts and services while 

minimizing transaction costs. These benefits are evident with various studies undertaken 

on MPESA transaction in Kenya where it emerged that mobile phones conduct financial 

related transactions and the services are more convenient and cheaper than other methods 

of financial transaction (Sivapragasam et al., 2011). 

 

According to Communications Commission of Kenya (2011, p. 33) there are four mobile 

network operators namely “Airtel Networks Kenya Limited (Airtel), Safaricom Limited 

(Safaricom), Essar Telecoms Kenya Limited (Yu), and Telkom Kenya Limited (Orange) 
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in the mobile market segment.” The report states that the mobile subscriptions has grown 

significantly at 25.6 percent to stand at 25.2 million subscribers at the end of the 

2010/2011 financial year from 20.1 million recorded the previous year.  

 

Mobile technology is used to provide mobile commerce in Kenya and all the mobile 

service providers in Kenya had launched money transfer service as at 30
th

 June 2011. 

“Safaricom’s M-Pesa, Zain’s Zap (now Airtel Money), Essar’s yu Cash, and TKL’s 

Orange Money (Iko Pesa) that were introduced in March, 2007; January, 2009; 

December, 2009 and November 2010 respectively” (Communications Commission of 

Kenya, 2011, p. 34). 

 

Benefits of Contractless Mobile Transactions  

Alleman and Rapport (2010) argue that several benefits accrue with mobile transactions 

with enhanced commerce, allowing for microfinance and ease bills remittances offering 

security since its does not deal with cash. Mobile transactions offer mobile and financial 

service providers the opportunity of tapping into the market segment previously 

unreachable. It also opens up the market to entrepreneurs, banks, and merchants 

increasing their average revenue (Sivapragasam et al., 2011). 

 

The benefits of contractless mobile transactions are evident in Kenya where the different 

mobile operators offer varied contractless mobile transaction services often linking with 

different stakeholders. The mobile payments facilitate safe storage and transfer of money, 

which have numerous economic effects (Bel & Gâza, 2011). Contractless mobile 
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transactions facilitate trade, making it easier for people to pay for, receive payment for 

goods and services or purchase of airtime. The author highlights that electricity bills 

payment, for instance, is by a push of a few buttons instead of traveling to an often-

distant office with a fistful of cash and waiting in a long queue. In addition, mobile 

transactions offer a safe storage mechanism of cash and facilitate interpersonal 

transactions as well as offer a faster and cheaper way of funds transfer (Vaughan, 2007). 

 

The Challenges of Contactless Mobile Transactions 

The rapid transaction and usage convenience has facilitated the adaptation of contractless 

mobile transactions; however, contractless mobile transactions face various challenges on 

its usability and consumer interface. Wei and Ozok (2005) points out that the biggest 

challenge for contractless mobile financial transaction is usability where the phones have 

small screen size, limited screen resolution, limited processing capabilities, limited 

battery power, as well as cumbersome input mechanisms. The authors add, user-related 

obstacles such as limited date entry and date retrieval capabilities as another challenge to 

contractless mobile financial transaction. In addition, time pressure, location, 

convenience, device limitation, relevance, structure, personalization, and lack of 

standards and industry specific design guidelines are some of the major highlighted 

challenges that affect contractless mobile financial transactions. 

 

The network operators on the other hand, puzzled by the device solution and the hassles 

of integrating with the third parties i.e. business partners who control the financial or 

payment systems. Standardization of the evolving technology is the critical issue that 
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needs to be resolved and thus adds to the challenges of contractless mobile financial 

transactions (Wei & Ozok, 2005). 

 

Theoretical Framework 

Transaction cost theory is useful in understanding mobile financial transactions. 

Transaction cost is “the cost of running a system” (Williamson, 1985, p. 19). According 

to the author transaction cost, consist of two types of costs: coordination cost and actor 

motivation cost. Coordination cost entails all the information and communication related 

costs before, during and after a transaction and it includes cost of searching for products, 

services, sellers and buyers as well as negotiating and ensuring compliance and post 

contractual agreements. Actor motivation on the other hand, entails the costs of having 

incomplete or asymmetrical information and imperfect commitment in a transaction. 

These costs affect decision-making and enforce compliance (Boateng, 2011). Transaction 

cost perspective involves sharing and communication of information, which leads to 

exchange of goods and services thus management of the relationship between the parties 

involved (Williamson, 1985). 

 

Michael and David (2003) argue that mobile phones have potential to impact how trade is 

conducted since it offers opportunies for diverse functionalities and applications. The 

authors adds that  to undertake contractless mobile tranactions  mobile phones require to 

have features and attributes which include personalization, ubiquity, localization, 

immediacy, and instant connectivity. This should enable the buyer and sellers to 

Daystar University Repository

Library Archives Copy



  

23 

 

relatively access information easily and anywhere at any time. Easy access to contractless 

mobile trasaction may build up to strategic benefits (Boateng, 2011). 

 

According to Boateng (2011), strategic benefits are associated with benefits which 

increase the market reach and thus easy access to mobile services. The service providers 

therefore should deepen the relationships with mobile users to increase usage, loyalty and 

retention. The author continues to argue that increased mobile benefits beyond 

communication and information exchange to include transaction will create new 

opportunities and access to service as mobile transactions. This therefore will affect the 

micro-trading , not to mention payment of service by customers as well as increase 

trading. 

Conceptual Framework 

Independent variables                      Intervening Variables                  Dependent variable 

 

 

 

 

 

 

 

Figure 2.1: Conceptual framework  

(Source: Author, 2012) 
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According to figure 1.1 contractless mobile financial transaction outcome is financial 

benefits. The benefits include: reduced inherent risk of dealing with cash,  flexibility of 

time to undertake transactions and lack of restriction to normal working hours. In 

addition, there is quick cash transfer  between mobile users thus facilitating flow of 

money from one party to another utilizing existing communication infrastructures as well 

as increased funds collection by business. 

 

These benefits are achieved as a result of using contractless mobile financial transaction 

to purchase goods using mobile phones, payment of bills e.g. electricity, water, DSTV 

using the phone, cash transfer e.g MPESA and using the phone to carry out personal 

banking. The mobile users and mobile service providers utilization of these service will 

contribute to financial benefits both to the users and service provers. Therefore, the 

involvement necessitates innovation of the products by mobile service providers, usage of 

these services by mobile users as well as ensuring that there is connectivity. 

 

Other factors that might contribute to the financial benefits are using phone for lotary 

participation by the users or mobile service providers using the phone as an advertising 

tool or the legal frameworks exisiting within the market that guide the trade through 

mobile phones. For the purpose of this study, the researcher studied the independent 

variables of contractless mobile financial transactions. 
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Summary  

The mobile transaction market is a fast growing market likely to revolutionize the method 

of transacting in the world. The link between the mobile subscriber and the mobile 

service provider is paramount in ensuring that the ultimate benefits gained. The economic 

impact of mobile transactions will have great significance in trading especially in the 

developing countries since mobile usage and thus transaction has been great in the region.  
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CHAPTER THREE 

RESEARCH METHODOLOGY 

 

Introduction 

The methodology used in the research involves the research design used by the researcher 

as well as describe the population studied, its sample, and the sampling method 

considered for the purpose of the study as well as the various characteristic in the selected 

population of the study (Chadwick, Bahr, & Albrecht, 1984). The methodology also 

outlined the various types of data collection, collection methods, and procedures. 

 

Research Design 

Research design provides composition and investigation plan to answer the research 

questions aimed at meeting the set objectives and consequently the research problem. 

Allison (2000, p. 4) defines research design as “the planning of the research procedure as 

well as the procedure for data collection and analysis.” Research design is “a procedural 

plan that is adopted by the researcher to answer questions validly, objectively, accurately 

and economically” (Kumar, 2005, p.84).  

 

Kumar (2005) outlined three major types of research design: exploratory research, 

descriptive research and causal research. The author points out that exploratory research 

generates basic knowledge, clarify relevant issues, uncover variables associated with a 
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problem, uncover information needs, and define alternatives for addressing the research 

objectives. Descriptive design uses existing circumstances and researcher reports the 

findings as observed in the study (Kombo & Tromp, 2006). The researcher reports the 

way things are by describing things such as behavior, attitude, characteristics, and values 

(Mugenda & Mugenda, 2003). Descriptive design the studies are not only restricted to 

fact-findings, but they often result in the formulation of important principles of 

knowledge. Descriptive research thus provides further insight into the research problem 

by describing the variable of interest in the study, while causal research provides 

information on potential cause and effect relationship (Kerlinger, 1969; Kumar, 2005). 

 

The research was a survey undertaken using descriptive research design. Descriptive 

design is used primarily in studies that are concerned with describing characteristics of a 

particular individual or group thus the researcher is able to gather information, interpret, 

summarize and present it for the purpose of classification (Kothari, 2004). Descriptive 

survey research yields statistical information deduced to obtained results, which inform 

the research study (Chadwick, Bahr, & Albrecht, 1984).  

 

This study aimed at analyzing different independent variables in relation to the dependent 

variable thus descriptive research design was preferred. According to Gliner and Morgan 

(2000) descriptive research enables the researcher to describe variables, situations, and 

conditions. Hence, the use of descriptive research design to analyze the different variable 
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related to contractless mobile financial transactions led to a better understanding of the 

phenomenon and brought light to the views of issues as well as the problem from various 

standpoints of the study.   

 

Population  

Population of study is the group of people to be studies. Mugenda and Mugenda (2003) 

define a population as an entire group of individual’s events or objects having a common 

observable characteristic. Connaway and Powell (2010, p. 116) also define a population 

as the “aggregation of units to which one wishes to generalize the results of a research 

study.” Thus, the population of this study was Daystar University students taking day and 

evening class in Nairobi campus as well as staff. According to Daystar University (2012) 

there are 70 staff and 1,824 students in its Nairobi campus. Consequently, the targeted 

population for the study was the whole population estimated to be 1,894.  

 

Sampling 

Studying a population is expensive thus a sample is drawn from the population using a 

sampling method however the sample should be representative and results then are 

generalized to the population. “Sampling is the process of selecting units from a 

population of interest that is being studied where the results can be fairly generalized 

from the choosen population” (Connaway & Powell, 2010, p. 115). Connaway and 

Powell argue that a sample is usually drawn from the population since it is less costly 

than studying the whole population nonetheless the sample selected should be 

represenative of the whole population. Kothari (2004), recommends that 10% of the 
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target population is a satisfactory sample. Hence, 10% of the estimated student 

population of 1,894 is 189 students. Alternatively, a 10% sample of 70 staff would be 7 

that is a small number which might not be representative of the population, thus a random 

number of 30 staff was selected for the study since it will be more representative. With a 

sample of 189 students and 30 staff, the sample totaled 219 people. 

 

Sampling Method 

Different sampling methods are used to select a sample from a population. Kothari (2004) 

classifies sampling techniques in two: probability and non-probability sampling. 

Probability sampling involves the sample selection from the population usually known 

and equal for all cases in the population of the study. Probability sampling is mostly 

random selection of the population (Kombo & Tromp, 2006).   

 

According to Mugenda and Mugenda (2003) non-probability sampling is used frequently 

when the focus is not in selecting a sample that is representative of the population under 

study and that it varies. In this type of sampling design, the researcher is interested in the 

representative sample of the population (Kombo & Tromp, 2006). The probability of 

selecting each case from a total population is not possible. This may make it difficult to 

answer research questions or address objectives that require making statistical inferences 

about the characteristic of the population of the study (Kothari, 2004). Kothari explains 

that, one can generalize the results of a population which are not statistical hence suitable 

for case study approach. Mugenda and Mugenda (2003) note that, there are different 
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types of probability sampling: simple random-sampling, stratified random sampling, 

systematic random sampling, cluster random sampling, and multi-stage sampling.  

 

The researcher used stratified random sampling method to select the sample of the study. 

In stratified sampling, the researcher selected participants first sub-dividing the 

population into subgroups called strata based on mutually exclusive criteria. The 

researcher then selected a sample of equal number of students for each stratum then used 

random method from each of the subgroup (Kothari, 2004).  Since the researcher 

assumed that Daystar University, Nairobi campus students attending day or evening 

classes have varied characterisics and face different challenges  notwithstanding the staff  

and the various characteristics impacted on the results of the study, then the reseacher 

utilized this method of sampling. The stratification was therefore based on the different 

characteristics of the population being studied with the aim of attaining full research 

information that will impact the study. 

 

Types of Data 

The two types of data are qualitative and quantitative data sourcing from either primary 

or secondary (Kothari, 2004). Kothari explains that quantitative data is data easily 

measured and recorded numerically while representation of qualitative data information 

is by other means other than numbers. Mugenda and Mugenda (2003) classify data into 

primary and secondany sources defining primary information data as information a 

researcher obtains from the field and secondary data is the information a researcher 
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obtains from research articles, books, causal interviews, and journals. The researcher used 

quantitative data and qualitative data from both primary and secondary sources to 

information the study. 

 

Data Collection Methods 

Kombo and Tromp (2006) argue that data collection refers to gathering specific 

information aimed at proving or refuting some facts. The main tool for data collection in 

this study was questionnaires. Kombo & Tromp explain that, questionnaires are usually 

paper-and-pencil instruments that the respondent completes for researcher in research 

study. They are three types of questionnaires: mail survey, group administered 

questionnaire and household drop-off survey. 

 

 

Primary date was collected using questionnaires structured to meet the research 

objectives at the same time seeking to answer the research questions. The questionnaires 

contained mostly closed ended questions with a few open-ended questions, likert type 

questions and it facilitated the determination of the relationship between the independent 

variables and dependent variables. Secondary data collected reinforced the primary data 

sourced from journal articles, books, past related research as well as in newspapers 

covering contractless mobile transactions. 
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According to Mugenda and Mugenda (2003), in social science research, the most 

commonly used instruments are questionnaires, interviews, observations and standardized 

test. Chadwick, Bahr, and Albrecht (1984) highlight that questionnaires are a written list 

of questions, either given or posted to respondents, who fills it by themselves and 

information is gathered directly from people through a series of questions. Questionnaires 

obtain important information about the population. Each item in the questionnaire 

addressed a specific research objective, research question, or hypothesis of the study. The 

researcher therefore analyses the information obtained from each question and interprets 

the information to inform the study (Mugenda & Mugenda, 2003).  

 

Data Collection Procedures 

The researcher developed a research proposal from desktop research from materials 

already written from the topic. The researcher then sought approval from the examination 

board of Daystar University to undertake the research and report on the findings in a 

proposal defense. The researcher also sought after approval from the government of 

Kenya to undertake the study. Thereafter upon making necessary correction to meet the 

requirement of the examining board in Daystar University and the Kenyan government 

the researcher was granted approval to carry out the study. The researcher developed 

questionnaires used as the basis of informing the study through its findings and 

recommendations. The researcher then undertook instrument pre-testing to ensure that it 

provided ultimate results. Subsequently, the researcher carried out data collection, 

analyzed, and interpreted the data in order to derive research findings, recommendations, 

and conclusion that informed the study. The final thesis was then developed and defended 
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and the final copies of the research printed. 

 

Instrument Pre-Testing 

The data collection instruments were pre-tested to improve the ultimate response rate. 

According to Faux (2010), surveys often suffer from low response rates due to bias and 

non-reponse bias. The author argues that the design of the questionnaire and its 

administration affect the response rate, improve reliability of the results and its validity. 

Thererefore attention needed to be given on the design of the length, size, format and 

covering letters ensuring anonymity and easy access to responses. The researcher 

therefore aimed to pre-test the survey instrument to ensure high response rate since the 

questionnaires contributed to the conclusions of the study and unbaised results attained. 

The pre-testing was undertaken on 10 students of Daystar University, Nairobi Campus 

who were excluded from the actual study. 

 

Data Analysis 

Data analysis process bringing order, structure, and meaning to the mass of information 

that had been collected. It involves examining what has been collected and making 

deductions and inferences (Kotrari, 2004). This study employed descriptive statistics to 

analyze the data obtained. Descriptive statistics involves the collection, organization and 

analysis of all data relating to some population or sample under study. Chadwick, Bahr, 

and Albrecht (1984) point out that descriptive research design commonly represent using 

frequency, graphs, and pie charts to tabulate the information gathered appropriately.   

Daystar University Repository

Library Archives Copy



  

34 

 

 

The researcher used statistical package for social sciences (SPSS) version 18.0.2 to 

analyze the data collected, because of its renowned efficiency and ability to handle large 

amounts of data. SPSS has wide spectrum for statistical procedures purposefully designed 

for social science data analysis and develop appropriate holding frame to generate 

reliable results according to the responses in the questionnaires. 

 

Ethical Considerations 

Ethical considerations such as confidentiality, anonymity, and avoidance of deception are 

very important issues in social research (Mugenda & Mugenda, 2003). Ethic is the moral 

duty and obligation to do what is good as well as dealing with that is bad (Gregory, 

2003). The researcher therefore had moral obligation to do the right thing for its selected 

sample. The researcher took cognizance of the ethical issues relating to the study and was 

careful not to cause physical or psychological harm to respondents by avoiding 

embarrassing and irrelevant questions, using any threatening languages or making the 

respondents nervous.  

 

In addition, the researcher abstained from sensitive questions that might have violated the 

respondent’s confidentiality. To address other ethical issues that may have come up from 

data collection methods and instruments, the researcher took the necessary precautions to 
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maintain ethical behavior and confidentiality during the study process. The researcher 

also reiterated the fact that the study is for academic purposes only. 

 

Summary  

This chapter has examined the methodology in which the research undertook as well as 

the data reviewed. It has highlighted the research design, population, sample size, 

sampling method as well as the data collection method, as well as the research procedure 

and some of the ethical considerations. 
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CHAPTER FOUR 

DATA PRESENTATION, ANALYSIS AND INTERPRETATION  

Introduction 

The aim of this study was to determine the impact of contractless mobile financial 

transactions in Daystar University, Nairobi Campus. The study’s aim was to find out the 

extent of the use of mobile financial transaction, determine the benefits enjoyed when 

using the services, examine any challenges faced, as well as determine the effect of these 

transactions on staff and students of Daystar University in Nairobi Campus. This chapter 

presents the data analysis, presentation, and interpretation of findings from the data 

collected from the staff and students of Daystar University in Nairobi Campus who 

participated in the study.  

 

Data Analysis and Presentation 

Response rate 

219 questionnaires were distributed to 189 students and 30 staff of Daystar University 

Nairobi campus. Of the 219 questionnaires distributed, 203 questionnaires were filled and 

returned, translating to a 93% response rate. According to Dillman, Smyth and Christian 

(2009), although there is no agreed-upon minimum response rate, the more responses one 

receives, the more likely it is that statistically significant conclusions will be drawn about 

the target population. Mugenda and Mugenda (2003) however, consider a responses rate 

of 60% and above to be adequate for paper based questionnaire survey.  
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Gender of Respondents 

The study sought to establish the gender of the respondents so as to find out whether the 

survey was gender balanced hence determine whether the responses were representative 

of the population. Figure 4.1 presents the results on the gender of the respondents.  

 

 

Figure 4.1: Gender of respondents 

 

Results indicated that 50% if the respondents were male and 50% female. This showed 

that the study had achieved the desired gender representation. 

 

 

The researcher performed a cross tabulation test to find out whether there was gender 

balance among the students and staff. Findings are presented in Table 4.1. 
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Table 4.1: Role and Gender Cross Tabulation 

  Gender Total 

  Male Female   

Role Student 88 90 178 

  Staff 13 12 25 

Total 101 102 203 
 

The findings indicate that there was good gender representation  

 

Respondent’s Age 

The researcher also sought to determine the age of the respondents in order to establish 

their years of experience as well as their understanding of the topic under study. The 

findings presented in table 4.2.  

Table 4.2: Age of respondents 

Age in Years Frequency Percent 

16 - 25 60 30 

26 - 35 63 31 

36 - 45 50 25 

46 - 55 21 10 

Above 55  9  4 

Total  203 100 

 

The findings presented in Table 4.2 indicate that 31% of the respondents were aged 

between 26 and 35 years, which was the highest age category while a small number was 

of the age above 55 years, represented 4% of respondents. One of assumptions of the 

study  was that the target population of either staff or student might not have been techno 

savvy. Breaking down into age would help inform whether age is a factor on the product 

knowledge and use. The findings indicate that there was bigger percentage of respondents 

below 45 years represented by 86%. This is a youthful age expected to be techno savvy. 
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Type of program for Students 

The researcher wanted to determine the program enrolled by the students of Daystar 

University that formed the sample stratums since the researcher would then generalize the 

information to the population. Therefore, the research findings analyzed would establish 

whether the programs undertaken by the students at the University affect the findings. 

Findings are presented in Figure 4.2. 

 

Figure 4.2: Type of Programs at Daystar University 

 

Results presented in Figure 4.2 indicate that 43% of respondents were day undergraduate 

students, 33% were evening undergraduate students, and 24% were postgraduate 

students. This indicates that the respondents’ distribution was almost consistent across 

programs and that their views would be representative.  
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Mobile Money Service Provider 

The study sought to establish the usage rate of the four mobile money service providers in 

Kenya. Respondents were required to state which mobile service provider they used. 

Figure 4.3 presents the summarized results. 

 

Figure 4.3: Mobile money service providers used 

 

Findings indicate that 68% used Mpesa, 13% used Orange Money, 12% used Yu Cash, 

and 7% used Airtel Money. The research findings indicate that Mpesa was the most 

popular mobile transaction service at Daystar University followed by Orange Money, Yu 

cash then Airtel money. This agrees with the Communications Commission of Kenya 

(2011) report that Mpesa is by far the largest mobile financial transaction system 

accounting for 82.4% of contractless mobile financial transaction transfer service 

subscriptions.  
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Reasons for using the selected mobile financial service 

The study sought to determine reasons for the use of indicated mobile financial services 

provider. Summaries of categorized information presented in frequencies and percentages 

from various responses provided by respondents are presented in Table 4.3.  

 

Table 4.3: Reasons for using the selected mobile financial service 

Reason for using service Frequency Percent 

Cheap 44 25 

Accessibility 25 14 

Security 18 10 

Many users 17 10 

Convenience 12 7 

First mover 10 6 

Ease 9 5 

Reliability, affordability 9 5 

Other 8 5 

Fast 6 3 

Many services 6 3 

Efficient and convenient 5 3 

Security, cheap and time saving 3 2 

Convenient and cheap 2 1 

Total 174 100 

 

According to the respondents, cheap (25%) dominated the list, followed by accessible 

even after normal working hours (14%), having many users, and being secure (10% 

each). The other reasons that have differentiated contractless mobile financial services 

from other forms of payment included convenience, reliability, and time saving.  

 

The additional reasons included friends being in the same network, security, speed of 

transactions, having international reach and popularity. The prevailing factors highlighted 

by respondents were affordability, accessibility outside working hours, faster services, 
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time saving, and convenience due to availability of many agencies. The results are in 

agreement with Sivapragasam, Aguero, and De Silva (2011) argument that mobile 

commerce services have advantages of ubiquity, convenience and cost-effectiveness over 

other payment method already existing. These are some of the benefits of using 

contractless mobile financial transaction. 

 

Mobile transactions information 

The study sought to find out what services the respondents utilized from the mobile 

financial services available in Kenya. The services included purchase of goods, cash 

transfer, mobile banking, and payment of bills. The responses in Table 4.4.  

 

Table 4.4: Usage of mobile financial services 

Type of Service Purchase of 

goods (%)  

Cash 

Transfer 

(%)  

Mobile 

Banking 

(%) 

Payment of 

Bills   (%) 

Always 17 32 13 15 

Often 9 21 17 10 

Sometimes 22 17 28 26 

Rarely 21 16 17 25 

Never 26 10 20 19 

Non Response 5 4 5 5 

Total  100 100 100 100 

Mean       25.33    24.077      25.85        25.26  

 

 

Findings in Table 4.4 point out that cash transfer was a key service often and always used 

by respondents with 21% and 32% respectively while purchase of good was the least 

service often used at 9% whereas mobile banking had the smallest percentage of 

respondents who always used the service at 13%. On the contrary, mobile banking was 
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leading on the service used sometimes with 28% followed by payment of bills with 26% 

then purchase of goods at 22%. However, on average mobile banking is the most used 

service at 25.85 though with minimal difference from the rest of the services and cash 

transfer is the least compared to the other service average at 24.08. 

 

On the other hand, purchase of goods had the biggest percentage of respondents who 

never used that service were 26% while cash transfer had the smallest percentage at 10%. 

Payment of bills had the most people who rarely used the service with 25% followed by 

purchase of goods at 21% and the smallest being cash transfer at 16%. The findings 

therefore indicated that cash transfer was the most used service of contractless mobile 

financial service trailed by purchase of goods, payment of bills and mobile banking.  

 

The findings are in agreement with Mas and Raddiffe ( 2010) and Nambiar and Lu (2005) 

arguments that contractless mobile services include but are not limited to depositing 

money, buying airtime for self or others, sending money, withdrawal of money, making 

payments as well as undertaking bank transactions. Consequently, the widespread use of 

mobile phones to transfer cash, and pay for goods and services is opening commerce to 

new levels of transaction (Nambiar & Lu, 2005).  

 

Further analysis done to establish how students and staff used mobile financial services to 

perform the different tasks is presented in cross tabulations results in Tables 4.5 to Table 

4.8.  
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Table 4.5: Role and Cash Transfer Cross Tabulation 

 Cash Transfer Total 

Role 

Never 

(%) 

Rarely 

(%) 

Sometimes 

(%) 

Often 

(%) 

Always 

(%) 

 

Percentages 

Student 9 15 20 25 32 100 

Staff 21 25 13 0 42 100 

 
 

Results in Table 4.6 indicate that out of the 192 respondents who use mobile financial 

services, 172 have used the service to transfer cash at least once. Of which 25% of the 

staff have rarely used it to transfer cash, 13% sometime use it, and 42% always use it. 

Among the students, 15% rarely use it, 20% sometime use it, and 25% often use it, while 

32% always use it. This indicates a higher percentage of staffs that always use the service 

as opposed to the higher percentage of students who often use the service.  

 

Table 4.6: Role and Purchase of Goods Cross tabulation 

 Purchase of goods Total 

Role 

Never 

(%) 

Rarely 

(%) 

Sometimes 

(%) 

Often 

(%) 

Always 

(%)  (%) 

Student 27 24 20 10 19 100 

Staff 21 25 21 13 21 100 

 

 

Findings in Table 4.6 indicate that out of the mobile financial services users, 142 had 

used the service to purchase goods and/or services. The staff who have never used, 

sometime used or always use the service were represented by 21% each of the 

respondents. In addition, 25% staff rarely used the service while 13% often used the 

service. On the other hand, 27% of the students have never used the service, 24% rarely 

use it while 19% always use the service. The students were leading at 27% of those who 

have never used mobile phones to purchase goods as contrary to staff at 21%.  
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Thus the staff rarely, sometimes, often or always use mobile phone to purchase goods 

compare to the students. Consequently, the students will catch up considering the 

argument that mobile shopping is increasingly becoming commonplace in 

Africa. Consumer, retailer, and manufacturer with mobile shopping solutions are 

becoming more accessible and as a result, they are compelling consumers to us mobile 

phones to purchase goods (Boateng, 2011). 

Table 4.7: Role and Mobile banking Cross tabulation 

 Mobile Banking Total 

Role 

Never 

(%) 

Rarely 

(%) 

Sometimes 

(%) 

Often 

(%) 

Always 

(%)  (%) 

Student 22 16 29 19 14 100 

Staff 21 42 29 4 4 100 

 

Findings in Table 4.7 indicate that out of the total mobile financial services users, 150 

had used the banking service option. The responses indicated that Students with 22% as 

opposed to staffs with 21% have never used the mobile phone for banking services. Both 

staff and students with 29% each have sometimes used the services for mobile banking. 

Nonetheless, 19% of the students have often and 14% always use mobile banking 

services different to 4% each for staff that have used mobile banking often or always. A 

higher percentage of students compared to staff therefore often or always used mobile 

banking services. This is in agreement with the argument by Mas and Raddiffe (2010) 

that Mobile banking has increased because it involves less paper work and is more 

efficient to most people. In addition, mobile banking is preferred because  transacting is 

anywhere anytime so long as one has their phone connected thus saving time.  
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Table 4.8: Role and Payment of Bills Cross Tabulation 
   Payment of Bills Total 

Role 

Never 

(%) 

Rarely 

(%) 

Sometimes 

(%) 

Often 

(%) 

Always 

(%)  (%) 

Student 24 23 25 11 17 100 

Staff 33 17 29 13 8 100 

 

 

Findings in Table 4.8 indicate that out of the total mobile financial services users who 

responded, 143 have used the service at least once to pay bills. The findings indicate that 

a greater percentage of staff 33% have never used mobile phones to pay bills as opposed 

to the students at 24%. However, a large percentage of staff often (13%) that pays bills 

using mobile phones compared to 11% of the students. Students on the other hand always 

use mobile phones to pay for bills in contrast to 8% of the staff. This agrees with Mas and 

Raddiffe (2010) argument that the market has opened up for transactions previously 

handled informally through personal trips, friend, and long queues thus making 

transactions more convenient. 

 

Payment of bills using mobile phones 

The study further sought to determine the specific number of respondents who used 

mobile financial services to pay bills using the phone. An analysis of the responses 

regarding users of mobile phones to pay bills by different students and staff are presented 

in Table 4.9.  
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Table 4.9: Cross tabulation of role and use of bills payment services 

  Do You pay bills using phone Total 

Role Yes (%) No (%) Percentages 

Student 71 29 100 

Staff 64 36 100 

 

 

Results presented in Table 4.9 indicated that of the 71% of students and 64% of staff used 

contractless mobile financial transaction. However, 29% of students and 36% of staff did 

not use contractless mobile financial transactions. This indicates that a great percentage 

of the respondents of either staff or students use contractless mobile transactions as 

opposed to those who do not. 

 

Type of bills paid by Mobile money service 

The researcher sought to determine the services paid for by the respondents using mobile 

phones, which included electricity, water, DSTV, and others payments. The respondents 

highlighted other payments paid using mobile phone as payment of rent, purchase of 

goods in the supermarket; however, other respondents did not specifically mention the 

other service. Results are presented in Figure 4.4. 
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Figure 4.4: Bills paid using mobile financial services 

 

Results as presented in figure 4.4 indicate that 55% of respondents have used mobile 

money service to pay for electricity bills while 21% had used the services to pay for 

water bills. Those who had used the service to pay for DSTV bills were 14% while those 

who indicated that they made payments for other services were 10%. Some of the 

payments used by respondents included payment of loans, mobile data and voice postpaid 

bills, insurance, rent and pension. These findings indicate that mobile users have used 

mobile financial services in settling bills. This is in agreentment with Au and Kouffman 

(2007) argument that mobile payments constant innovations has become a complement to 

cash, cheques, credit cards and debit cards and can be used to pay bills with access to 

account based payment instruments such as electronic funds transfer, internet banking 

payments, direct debit as well as mobile money transfers. 
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Further analysis done through cross tabulation on the types of bills paid. Results 

presented in table 4.10 and table 4.11.  

Table 4.10: Role and bills paid cross tabulation 

Role 

Bills Paid Total 

Electricity 

(%) 

Water 

(%) 

DSTV 

(%) 

Other 

(%)  (%) 

Student 56 21 11 11 100 

Staff 43 24 33 0 100 

 

Results presented in table 4.10 indicate that 56% of the students used mobile phones to 

pay for electricity compared to 43% of the staff, which was the highest of the bills paid, 

by both students and staff. Followed by DSTV (33%) then water bill (24%) for staff and 

for the students’ water bills (21%) then DSTV and Other bills both at 11% each. 

Electricity bills was the highest paid by both staff and students varying on water bill 

payment and DSTV payment. The staff used mobile phones to make contemporary 

payments, which is contrary to 11% of the students who had other bills paid using mobile 

phones. 

Table 4.11: Program and bills paid cross tabulation 
  Bills Paid Total 

Program 

Electricity 

(%) 

Water 

(%) 

DSTV 

(%) 

Other 

(%)  (%) 

Day Undergraduate 80 18 2 0 100 

Evening Undergraduate 49 18 18 15 100 

Postgraduate 35 28 16 21 100 

 

 

Results presented in Table 4.11 indicate that, out of the popular electricity payments 56% 

by students indicated in Table 4.11, 80% of day undergraduate students paid for 

electricity, 18% paid for water bills and 2% paid for DSTV. On the other hand, 49% of 
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evening undergraduate students paid for electricity, 18% paid for water, 18% paid for 

DSTV and 15% paid for other services using mobile phones. The postgraduate students 

used mobile phone to pay for electricity (35%), water (28%), DSTV (16%), and others 

services (21%). The undergraduate evening and postgraduate students used other services 

whereas undergraduate days did not use the service to make other payments. These 

services included services such as loans, mobile data and voice postpaid bills, insurance, 

rent, and pension.  

 

Rating of mobile financial services 

The researcher wanted to find out how the mobile financial services users rated the 

different services they used in the market. The rating was between very high and very 

low making provision for those without any rating at all. Figure 4.5 presents results. 

 

Figure 4.5: Rating of mobile financial services 
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Results as presented in Figure 4.5 indicate that 46% of the respondents rated mobile 

financial services as high, 26% rated the services as low, 9% picked not all while 6% 

rated the services as very high. Though 52% of the respondents gave a high or very high 

rating, 39% of the respondents rated the services as low or very low which is a 

considerable proportion of respondents whose views should not to be ignored by the 

mobile service providers.  

 

Additionally, the study sought to establish how the students and the staff rated mobile 

financial services. Results presented in table 4.12 and table 4.13.  

Table 4.12: Role and rating of mobile financial services cross tabulation 
  Rating of mobile financial services Total 

Role 

Very High 

(%) 

High 

(%) 

Low 

(%) 

Very Low 

(%) 

Not at 

all (%) (%)  

Student 26 41 9 10 13 100 

Staff 18 32 9 23 18 100 

 

 

Result in table 4.12 indicate that staff ratings was 18% and 32% for very high and high 

respectively while 9% and 23% rated the services low or very low respectively. The 

students nonetheless rated the services 26% very high and 41% high and 9% rated the 

service as low while 10% rated the service very low. The findings indicate that the 

students and staff of Daystar University rate the services very high or high compare to 

those who rated is low or very low. This is in agreement with Dillman et al. (2009) 

argument that there has been significant accepteance of the mobile payment serices as a 

new approach of doing business or trading. 
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Table 4.13: Program and Rating of mobile financial services cross tabulation 
  Rating of mobile financial services Total 

Program 

Very High 

(%) High (%) Low (%) 

Very Low 

(%) 

Not at 

all (%)  (%) 

Day Undergraduate 24 43 19 7 8 100 

Evening Undergraduate 48 41 2 2 7 100 

Postgraduate 11 38 2 21 29 100 

 

 

The results presented in table 4.13 highlight that evening undergraduate student had very 

high ratings for mobile financial services compared to day undergraduate and 

postgraduate at 48% for very high rating. However, the rating was almost equal for the 

high among the three groups of students. The postgraduate students had a high rating of 

very low of 21 % compared to undergraduate evening or day students. The findings 

indicate while most students have high rating for mobile financial service of very high 

and high there is still a significant number of postgraduate students who rate the service 

as low. 

 

Benefits from using mobile financial services 

The study sought to determine the benefits that the users had gotten from using mobile 

financial services. This was to establish whether the services had any impact on the users. 

The responses varied since this was an open-ended question. Summarized responses 

grouped into categories subject to the theme presented in Table 4.14. 
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Table 4.14: Benefits from using mobile financial services 

Benefit Frequency Percent 

Cheap 32 23 

Accessibility 16 12 

Ease of transacting 14 10 

Convenience 12 9 

Secure 9 7 

Cheap and fast 7 5 

Accessibility in remote areas 5 4 

Cheap and convenient 5 4 

Fast 5 4 

Faster and time saving 5 4 

No queues 5 4 

Convenient and cheap 4 3 

Ease and affordability 4 3 

Cheap and accessible 24/7 3 2 

Ease of access 3 2 

Saving on time 3 2 

Lower cost and time saving 2 1 

Ease and convenience 1 1 

Fast and secure 1 1 

Reliable and secure 1 1 

Total 137 100 

 

 

Results as presented in Table 4.14 indicate the benefits derived from using mobile 

financial services as indicated by the respondents. Results indicated that being cheap 

(23%); accessible outside working hours (12%), ease in transacting (10%) and secure 

(7%) were the major benefits mentioned by the respondents. Other major benefits 

mentioned were convenience, reliability, accessible in remote areas where banks cannot 

reach and being fast. Other benefits mentioned included having no queues like in banks. 

These had percentages as provided in Table 4.15.  

 

The information is in agreement with Jenkins (2008) that the benefits of mobile financial 

transaction  has reduced inherent risk of dealing with cash, time saving, lack of restriction 
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to normal working hours,  reduced cost of dealing with cash without failing to mention 

facilitated flow of money from one party to another utilizing existing communication 

infrastructures 

 

Barriers in using mobile financial services 

The study sought to determine barriers encountered by users when using mobile financial 

services. The barriers included regulatory frameworks, speed of connectivity, security, 

knowledge of available services and cost. Responses presented in Table 4.15.  

 

Table 4.15: Barriers in using mobile financial services 

Barrier Not a 

problem 

(%) 

Slight 

problem 

(%) 

Problem 

(%) 

Big 

Problem 

(%) 

Major 

problem 

(%) 

TOTAL 

Percentages 

Lack of operability 

knowledge 
34 32 17 15 2 100 

Regulatory 52 18 17 11 2 100 

Slow speed in 

customer 

connectivity 

36 27 23 8 6 100 

Security 41 29 21 6 3 100 

Knowledge of 

available service 
36 28 14 15 7 100 

Cost 37 19 11 19 14 100 

 

Results in Table 4.15 illustrate that regulatory framework was considered to be a least 

barrier with 52% of the respondents indicating that it was not a problem. According to the 

respondents, cost was a major problem at 14%, knowledge of available services at 7%, 

slow speed in customer connectivity at 6% with security and regulatory having 3% and 

2% respectively.  
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Respondents also considered costs as a big problem with 19% followed by knowledge of 

available services with 15% and regulatory barriers with 11%. However, more than half 

the respondents indicated no barrier to be a problem or major problem. This indicate that 

though mobile financial services have barriers users do not feel that they can significantly 

affect the usage of contractless mobile financial transactions. 
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Challenges encountered in using mobile financial services 

The research had the objective of establishing challenges that the surveyed users may have encountered in using mobile financial services. 

Various challenges listed were highlighted by respondents who indicate what they felt were their challenges. Percentages used to present the 

responses in Figure 4.6.  

 

Figure 4.6: Challenges encountered in using mobile financial services 
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Results as presented in Figure 4.6 show that the greatest challenge point out by the 

respondents was inconvenience with 16% followed by limited processing capabilities and 

limited data entry and retrieval with 15% each. Other barriers included location with 

13%, and small screen size with the same percentage. Other challenges had less than 10% 

of respondents indicating them as challenges as shown in Figure 4.7.  

 

The challenge of inconvenience is interpreted to mean that the contractless mobile service 

maybe unavailable in some areas or to other the lack of agent or that system down time is 

high thus unavailability of the service. The challenge of limited processing capabilities 

can be from the device limitations or from some providers being unable to do some 

complex transactions as well as data representation is only as per the set up and the user 

cannot manipulate. Data entry limitation and retrieval traced to user interfaces provided 

by the service providers. These are challenges that may limit the use of mobile financial 

services, which the service providers should address.    

 

This is in agreement with challenges pointed out by Wei and Ozok (2005) of use ability 

where the phones have small screen size, limited screen resolution, limited processing 

capabilities, limited battery power, as well as cumbersome input mechanisms. The other 

challenges include user-related obstacles such as limited date entry and date retrieval 

capabilities as another challenge to contractless mobile financial transaction. In addition, 

there is time pressure, location, convenience, device limitation, relevance, structure, 

personalization, and lack of standards and industry specific design guidelines are some of 

the major highlighted challenges that affect contractless mobile financial transactions.  
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Perception of mobile transaction services 

The objectives of the study was to determine that the perception of the impact of mobile 

financial services and the factors affecting the service. Respondents were required to state 

their level of agreement to various statements aimed at establishing the factors affecting 

mobile financial services and to get the impact from the service. Ratings were ‘strongly 

agree’ (SA), ‘agree’ (A), ‘No Opinion’ (NO), ‘Disagree’, (D) and ‘Strongly disagree’ 

(SD). Respondents were analyzed using percentages and presented in Table 4.16. 

 

Table 4.16: Perception of mobile transaction services 

Statement SA A NO D SD 
Total 

Percentages 

Mobile transactions offer security 

when dealing with cash 
13 51 15 13 8 100 

Mobile payments facilitate safe 

storage 
16 52 21 7 4 100 

Mobile payments facilitate faster 

transfer of money 
50 41 9 0 0 100 

Mobile transactions facilitate trade 35 56 7 1 1 100 

Mobile transactions facilitate 

purchase of airtime 
42 50 7 1 0 100 

Mobile payments save time since 

no queues 
42 41 13 4 0 100 

Mobile transactions need to be 

standardized 
40 45 15 0 0 100 

 

Results as presented in table 4.16 indicate that 13% of respondents strongly agreed and 

51% agreed that mobile transactions offer security when dealing with cash. 13% 

disagreed while 8% strongly disagreed, 15% did not have an opinion. Thus, 64% of the 

respondents believe that mobile phones offer security although 15% are not sure whether 
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it does. With regard to the mobile payments facilitate safe storage, 16% of the 

respondents strongly agreed, 52% agreed, 7% disagreed while 4% strongly disagreed, 

21% percent did not respond. A great percentage (68%) of respondents believes that the 

money in the phone is stored safely while 21% of the respondent had no response. These 

findings are in agreement with Vaughan (2007) argument that mobile transactions offer a 

safe storage mechanism of cash. 

 

With regard to the mobile payments facilitate faster transfer of money, 50% strongly 

agreed, 41% agreed while 9% did not respond. Most of the respondents (91%) agree that 

mobile payments facilitate faster transfer of money. Mobile transactions facilitate trade, 

35% strongly agreed, 56% agreed while 7% did not respond. Furthermore, 91% of the 

respondents believe that mobile transactions facilitate trade. Those who disagreed or 

strongly disagreed were 1% away from each other. According to 42% respondents who 

strongly agreed that mobile transactions facilitate the purchase of airtime, 50% agreed, 

7% did not respond and 1% disagreed. Majority (92%) of the respondents agree that 

mobile transactions facilitate the purchase of airtime. This is in agreement with the 

argument that contractless mobile transactions facilitate trade, making it easier for people 

to pay for, receive payment for goods and services or purchase of airtime (Vaughan, 

2007). 

 

On the statement that mobile payments save time due to lack of queues, 42% strongly 

agreed, 41% agreed, 13% had no opinion and 4% disagreed. Eighty three percent of the 

respondents agree with the statement. On the statement that mobile transactions need 
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standardization, 40% strongly agreed, 45% agreed and 15% had no opinion. Eighty five 

percent agreed with the statement where as 15% did not give any opinion. These findings 

indicate that mobile payments saves time and however, respondents believed that that the 

market needs standardization. This is in agreement with Wei and Ozok (2005) that 

standardization of evolving technology is critical to address customer needs and resolve 

challenges faced from using contractless mobile financial transactions. 

 

Recommendations for improvements 

The study sought respondents’ views on how the challenges and barriers identified could 

be resolved. Categorized varied responses summary presented in table 4.17. 

 

Table 4.17: Recommendations for improvements 

Recommended improvement Frequency Percent 

Improve customer service 8 5 

Accuracy of transactions 2 1 

Cross network service 18 12 

Decrease transaction fees 2 1 

Handling complaints 4 3 

Improve coverage 12 8 

Improve services 7 5 

Increase operability knowledge 8 5 

Lower transaction charges 36 24 

Security 48 32 

Money to earn interest 4 3 

Widen coverage to outside countries 1 1 

Total 150 100 
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Results as presented in table 4.17 indicate that there were various recommendations from 

respondents. However, some were more dominant than others. They included 

improvement on security at 32%, lowering transaction charges at 24% and having across 

the network service at 12%. Other recommendations had less than 10% of respondents 

and were as presented in table 4.18. These included improving customer service and 

handling of complaints, increasing coverage and increasing operability knowledge. These 

responses would inform mobile service providers and the mobile market on some of the 

key issues that need to be address from the user’s view. 

 

Summary of Key Finding 

1. The research established that Daystar University students and staff use contractless 

mobile financial transactions to make payments, purchase goods, transfer funds, and 

banking. The study found out that the mostly used service is Safaricom Mpesa 

followed by orange money, then Yu cash the Airtel Money. 

2. Numerous benefits highlighted included safe storage, faster money transfer, less 

costly, accessibility on weekend and past working hours, ease in transacting as well as 

cash security. 

3. Inconvenience, small screen size, limited processing capabilities, limited data entry, 

and retrieval are some of the challenges highlighted by the respondents in the study. 

4. The study determined that contractless mobile financial transactions facilitates cash 

storage, faster cash transfer, facilitates trade and save time. However, standardization 

of the services has highlighted as key recommendation to addressing the challenges 

highlighted. 
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Summary  

This chapter has examined the data analysis, presentation, and interpretation of findings 

from the data collected of the staff and students of Daystar University in Nairobi Campus. 

Various findings discussed and interpreted relate to the information gathered that were 

presented in various tables, pie charts, and graphs. 
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CHAPTER FIVE 

DISCUSSION, CONCLUSIONS AND RECOMMENDATIONS 

 

Introduction 

This study looked at the impact of contractless mobile financial services in Nairobi with a 

focus on Daystar University, Nairobi campus. The research was a survey undertaken 

using descriptive research design. The population in this study was Daystar University 

students undertaking both day and evening classes and staff in its Nairobi campus. 

According to Daystar University (2012) there were 70 staff and 1,824 students in its 

Nairobi campus at the time the study was carried out.  

 

Discussion and Conclusions Findings 

Extent to which students and staff of Daystar University use mobile financial services 

The study sought to establish the usage of mobile financial services at Daystar 

University. Results indicated that Mpesa was the mostly used service with 68% of the 

respondents caring that they need it compared to the other service Orange Money at 13%, 

Yu Cash at 12% and Airtel Money at 7%. This is an indication that usage of mobile 

financial services was 89% of Daystar University population. This is high rate of usage of 

mobile financial service where they use one or more mobile financial services options 

available. Explanations given for selecting the specific mobile service provider included 

cost of the service (25%), accessibility (14%), security (10%) and number of users (10%). 

These reasons were mostly reliability and convenience based.  
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The study further established that respondents used mobile financial services to transfer 

cash (86%), to pay bills (76%), to bank (75%) and to make purchases of goods (69%). 

This indicates that Daystar University students and staff have adopted contractless mobile 

financial services to carry out various transactions ranging from cash transfer to purchase 

of goods and services.  

 

Further, the research established that 71% of the respondents used mobile financial 

service to pay bills while 29% did not pay bills using mobile financial services. This 

signifies that a high number of mobile financial service users have adopted bill payment 

using their mobile financial services. Bills paid include electricity (55%), water, (21%), 

DSTV bills (14%) and other bills such as loans, rent, insurance, and pension. Reasons for 

using mobile financial services included convenience (28%), accessibility, and time 

saving at 12% each, cost at 7% and security at 8%.   

 

According to Alleman and Rapport (2010) developing countries have adopted the use of 

contractless mobile financial transactions and the economic impact of mobile payment is 

higher compared to that in developed countries because they have high use of mobile 

payments rather than credit card payments.  Daystar University is in Kenya and Kenya is 

considerered to be a developing country. The mobile transaction convienence and low 

cost has provided trading options to Kenyans of all walks of life as well as provide them 

with avenues of sending money, buying goods or paying bills which were none 

traditional (Communications Commission of Kenya, 2011). 
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Benefits of contractless mobile financial transactions derived by students and staff 

The study sought to determine the benefits that the users had gotten from using mobile 

financial services. The benefits of contractless mobile transactions are safe storage and 

transfer of money, which have numerous economic effects (Bel & Gâza, 2011). Vaughan 

(2007), argues that contractless mobile transactions facilitate trade, making it easier for 

people to pay for, receive payment for goods and services or purchase of airtime. The 

author highlights that electricity bills payment for instance is through dialing of a few 

buttons instead of traveling to an often-distant office with a fistful of cash and waiting in 

a long queue.  

 

The study determined that there are various benefits derived by students and staff from 

their usage of contractless mobile financial services. These included the service being less 

costly than comparable services (23%), the services being accessible outside ordinary 

working hours, weekends and holidays (12%), ease in transacting using mobile financial 

services do opposed to visiting a bank (10%) and security (7%). The study, therefore, 

established that the major benefits were convenience, accessibility, and cost.  

 

Challenges faced by students and staff on contractless mobile financial transactions 

The study sought to determine challenges encountered by students and staff of Daystar 

University Nairobi Campus when using mobile financial services. The biggest challenge 

for contractless mobile financial transaction is usability where the phones have small 

screen size, limited screen resolution, limited processing capabilities, limited battery 
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power, as well as cumbersome input mechanisms. The other listed challenges were the 

user-related obstacles such as limited data entry and data retrieval capabilities to 

contractless mobile financial transaction (Wei & Ozok, 2005). 

 

Lack of operability knowledge, regulations, speed in customer connectivity, security, 

knowledge of available services as well as cost were all not perceived as major barriers 

by the respondents. However, the biggest challenge indicated by the respondents was 

convenience at 16% followed by limited processing capabilities and limited data entry 

and retrieval at 15% each. Other barriers included location at 13%, and small screen size 

at the same percentage. The challenge of convenience interpreted to mean that the service 

maybe unavailable in some points due to factors such as network problems or lack of 

agents in some areas. Limited processing capabilities are challenges usually brought 

about by device limitations or user interphases provided by the service provider.  

 

Effect of contractless mobile financial transactions on staff and students   

Additionally, the study aimed at establishing the effect of mobile financial services on the 

users. The study established that mobile transactions offer security when dealing with 

cash. Mobile payments facilitate safe storage of money rather than carrying cash; 68% of 

the respondents agree with the statement. The study further established that mobile 

payments facilitate faster transfer of money with 91% of respondents agreeing with the 

statement. The study also established that mobile transactions facilitated trade through 
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payment of bills, enabling purchase and enabling money transfer to remote locations with 

91% of the respondents agreeing to the statement.  

 

In addition, the study established that mobile transactions facilitate purchase of airtime 

with 92% of respondents agreeing to that statement. Respondents indicated that mobile 

payments save time because of having no queues with 83% of respondents agreed with 

the statement. However, the survey respondent highlighted that contractless mobile 

transactions need standardization with 85% of respondents agreeing with this statement. 

These results indicate that mobile financial services has contributed a lot to money 

transfer, trade, payment of bills and acts as banking avenues for those who cannot access 

conventional banking services.  

 

According to Sivapragasam, Aguero, and De Silva (2011), mobile commerce services 

have advantages of ubiquity, convenience and cost-effectiveness over other payment 

method already existing. The tremendous growth in mobile phone ownership and usage 

around the world with the development of mobile commerce through mobile transactions 

has spread into financial transactions and trading where its benefits if effectively 

harnessed would create efficiency. The contractless mobile transaction has its impact on 

social-economic developments in the developing economies with linkages to network 

operators, banks, entrepreneurs, governments and development agencies (Boateng, 2011).  
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Conclusion 

The study concludes that students and staff at Daystar University are largely users of 

mobile financial services. This applies in money transfer, payment of bills, mobile 

banking, and purchase of goods and services among other transactions. The study also 

concluded that students and staff had derived various benefits from the use of mobile 

financial services. These benefits included convenience, lower cost, accessibility of the 

services outside conventional working hours, and secure way of dealing with finance.  

 

On the other hand, the study highlighted that the users face various challenges that are 

subject to the use of contractless mobile financial services, which included inconvenience 

due to unavailability of the service in some locations and in some periods, limited 

processing capabilities, security, and inaccessibility of the services across different 

networks. Furthermore, the study concluded that mobile financial services have had an 

impact on the students and staff of Daystar University who use the services. The impact 

experienced on how the mobile transactions offer security when dealing with cash, how 

mobile payments facilitate safe storage of money, how mobile payments facilitate faster 

transfer of money, and how mobile transactions facilitate trade. Mobile transactions have 

also facilitated easier purchase of airtime and have resulted in saving time since they have 

no queues.  

 

Recommendations  

Contractless mobile financial services have had an impact on the students and staff who 

use them at Daystar University, Nairobi Campus. However, various barriers and 
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challenges were identified during the study. Consequently various recommendations are 

given in relation to these challenges.  

 

1. Mobile financial services should be well regulated and standardized the way the 

banking sector in Kenya. This can be done by establishing various policies to guide 

these transactions.  

2. Service providers should consider lowering the charges to accommodate more users. 

Mobile service providers should also ensure that security is improved. This would 

help curb fiduciary risk.  

3. Mobile service providers should ensure that they have more agencies to increase the 

accessibility of the services to cover remote areas that do not have conventional 

banks.  

 

Areas for further studies 

 

1. Further areas of study should be undertaken to determine the impact of contractless 

mobile financial transaction on mobile service providers as well as the Kenyan 

economy. This will help inform the business in the areas to invest and various 

opportunities available when trading with mobile phones.  

2. Since this is a new area of study, further research to determine the impact of mobile 

transaction in the economy and the possible risks of trading using mobile phone so 

that the Kenyan government can put in place various policies to guide this area of 

trade. 
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APPENDICES 

Questionnaire 

Introduction 

Dear Respondent, 

My name is Dorothy Kittany, I am a postgraduate student at Daystar University; I am 

carrying out a study to determine the impact of contractless mobile financial transaction 

in Nairobi, Kenya: A case study of Daystar University, Nairobi Campus as partial 

fulfillment of my degree.   

I kindly request you to spare a few minutes of your precious time to fill for me the 

attached questionnaire as sincere and as truthfully as possible. The information given will 

be handled confidentially, and will only be used exclusively for research purpose. 

Please mark the appropriate box next to your answer choice with an "x"  

 

Section A: Respondent’s Bio Data 

1. Gender 

        Male [    ] Female   [    ] 

2. What is your age bracket?  

 16 – 25 [   ]    26- 35 [  ]   36 – 45 [  ]   46 – 55 [  ]   Above 55 [  ] 

3. Are you a student or staff in the university? (Tick where applicable) 

Student       [   ]  

Staff    [   ]   

4. If you are a Student, which program as you undertaking? 

Undergraduate (day)                          [   ]  

Undergraduate (Evening)                    [   ]  

Postgraduate                           [   ]  

5. Which service provider do you use? 

Safaricom (MPESA) [   ]  

Telkom Orange (Orange Money)                 [   ]  

Airtel (Airtel Money) [   ]  
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Yu (YU Cash) [   ] 

6. What are some of the reasons for choosing the service provider? 

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_____________ 

 

Section B:  Mobile transactions information 

7. How can you rate your usage of the following service? (Tick applicable) 

 

 Never Rarely Sometimes Often Always 

Purchase of goods using 

the phone 

     

Transfer of cash using the 

phone 

     

Mobile banking      

Payment of bills using the 

phone           

     

Any Other: ……………… 
(Specify) 

     

 

8. Do you pay bills using the phone?  

  Yes [   ]     No [   ] 

 

9. If YES, Which bills do you pay using your phone? (Tick applicable) 

Electricity   [   ] 

Water  [   ] 

DSTV  [   ] 

     Others Specify ____________________________________________ 

10. How would you rate the mobile financial transaction services?  

Very high                      [   ]    

 High                              [   ] 

Low  [   ] 
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Very Low                       [   ] 

 Not at all                        [   ] 

11. What prompts you to use mobile financial transactions? 

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_________ 

 

Section C: Use of mobile transactions 

12. Please indicate the benefits you have received out of mobile financial transactions? 

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_________ 

13. How will you rate the effects of the following while using mobile transactions: 

1=Not a problem, 2=Slight problem, 3=Problem, 4=Big Problem, 5=Major 

Problem. 

Lack of operability knowledge [    ] 

Regulatory barriers [    ] 

Slow speed in Customer connectivity [    ] 

Security  [    ] 

Knowledge of available service [    ] 

Cost [    ] 

Others (Specify)____________________________________________ 

14. Which of the following have you encountered when using mobile financial 

transaction (Tick all applicable) 

The small screens size  [   ] 

Limited screen resolution,         [   ]  

Limited processing capabilities as well as limited battery power [   ] 
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Limited data entry and data retrieval [   ] 

Location  [   ] 

Time pressure  [   ] 

Convenience  [   ] 

Device limitation  [   ] 

Lack of standard and industry specific design guidelines  [   ] 

15. Circle where applicable for the following statements if you: strongly Agree; agree; 

no Opinion; disagree; or strongly disagree. 

 

a) Mobile transactions offer security when dealing with cash  

1 - Strongly Agree; 2 - Agree; 3 -No Opinion; 4 - Disagree; 5 - Strongly disagree 

b) Mobile payments facilitate safe storage  

1 - Strongly Agree; 2 - Agree; 3 -No Opinion; 4 - Disagree; 5 - Strongly disagree 

c) Mobile transactions facilitates a faster transfer of money 

1 - Strongly Agree; 2 - Agree; 3 -No Opinion; 4 - Disagree; 5 - Strongly disagree 

d) Mobile transactions facilitate trade making it easier for people to pay for or receive 

payment of goods and services 

1 - Strongly Agree; 2 - Agree; 3 -No Opinion; 4 - Disagree; 5 - Strongly disagree 

e) Mobile transaction facilitates the purchase of airtime 

1 - Strongly Agree; 2 - Agree; 3 -No Opinion; 4 - Disagree; 5 - Strongly disagree 

f) Mobile payments saves time since there is not waiting in long queue 

1 - Strongly Agree; 2 - Agree; 3 -No Opinion; 4 - Disagree; 5 - Strongly disagree 

g) Mobile transactions need to be standardized 

1 - Strongly Agree; 2 - Agree; 3 -No Opinion; 4 - Disagree; 5 - Strongly disagree 
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16. What would you recommend that should be improved in mobile financial 

transactions? 

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______ 

…..END…. 
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Frequency Tables 

Table 4.5.1: Role and Cash Transfer Cross Tabulation 

 Cash Transfer  

Role Never Rarely Sometimes Often Always Total  

Student 15 25 33 42 53 168 

Staff 5 6 3 0 10 24 

Total 20 31 36 42 63 192 

 

 

 

Table 4.6.2: Role and Purchase of Goods Cross tabulation 

 Purchase of goods Total 

Role Never Rarely Sometimes Often Always   

Student 45 41 33 17 32 168 

Staff 5 6 5 3 5 24 

Total 50 47 38 20 37 192 

 

 

Table 4.7.3: Role and Mobile banking Cross tabulation 

 Mobile Banking Total 

Role Never Rarely Sometimes Often Always   

Student 37 27 48 32 24 168 

Staff 5 10 7 1 1 24 

Total 42 37 55 33 25 192 

 

 

Table 4.8.4: Role and Payment of Bills Cross Tabulation 
   Payment of Bills Total 

  Never Rarely Sometimes Often Always   

Role Student 41 39 42 18 28 168 

  Staff 8 4 7 3 2 24 

Total 49 43 49 21 30 192 
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Table 4.10.5: Role and bills paid cross tabulation 

   Bills Paid Total 

  Electricity Water DSTV Other   

Role Student 75 28 15 15 133 

  Staff 9 5 7 0 21 

Total 84 33 22 15 154 

 

 

Table 4.11.6: Program and bills paid cross tabulation 
  Bills Paid Total 

  Electricity Water DSTV Other   

Program Day 

Undergraduate 
41 9 1 0 51 

  Evening 

Undergraduate 
19 7 7 6 39 

  Postgraduate 15 12 7 9 43 

Total 75 28 15 15 133 

 

 

Table 4.12.7: Role and rating of mobile financial services cross tabulation 

  

Rating of mobile financial 

services Total 

  Very High High Low 

Very 

Low 

Not at 

all   

Role Student 44 70 16 17 22 169 

  Staff 4 7 2 5 4 22 

Total 48 77 18 22 26 191 

 

Table 4.13.8: Program and Rating of mobile financial services cross tabulation 
  Rating of mobile financial services Total 

  

Very 

High High Low 

Very 

Low 

Not 

at all   

Program Day 

Undergraduate 
18 32 14 5 6 75 

  Evening 

Undergraduate 
21 18 1 1 3 44 

  Postgraduate 6 21 1 12 16 56 

Total 45 71 16 18 25 175 
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