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ABSTRACT

This Study mainly investigates the factors which directly affect customer adoption for online
shopping in Sri-lanka. The researcher identified that, there is a clear gap between people who
adapt and people who refused to adopt to the online shopping concept. This gap taken as the
research problem. “Online shopping concept is rapidly covering all over the world and people
rapidly tend to adopt it. These reasons or factors are a different person to person. There are
different reasons for the adaption to use online shopping facilities. Different researches have
been found different reasons for the adaptions. In many countries, this application has been
used due to its easiness, time-saving advantage, Culture prevailing in the countries and etc.
When it comes to the Sri Lankan context, the e-commerce business has grown rapidly in 2019,
with a big percentage of shoppers stepping onto the digital platform. In this pandemic situation,
people tend to doing transactions based on online platforms. Later on, people reduced their
online shopping usage and again getting used to do physical shopping when the Covid -19
pandemic situation got normal for the country.

Study is going to find out factors which Sri Lankan customers prefer to adapt to online
shopping with a moderate impact of the culture. Since the topic is new to the sri-lankan content
researcher found some similar literatures which has done to the different countries. Further
The study has used the UTAUT Model, which has been proved model for technological
researches. In the literature review, the independent factors identified as performance
expectancy, effort expectancy, social influences, facilitating conditions, service quality.
The dependent variable for the study is online shopping behavior adaptation and culture as
the moderate variable. This research has used a mono method with a quantitative approach

and data collection has been done by using a simple random sampling method.

As per the Morgan table requirements of 384 sample size,384 questioners have been distributed
and 355 fully completed sheets have been received with a 92% response rate. Reliability
analysis has been tested with Cronbach’s Alpha method. Further Pearson correlation
coefficient has been used to check the reliability analysis, in order to check the relationship
among the pairs of variables. Multiple linear regression analysis has been used to check the
direct relationship among the dependent and the independent variables. The moderation impact
of the culture also has been checked with the SPSS software aid.



With the results of the analysis researcher has found that Service Quality, Social Influence,
Effort Expectancy, Performance Expectancy, and Facilitating Conditions are impacting
online shopping behavior in Sri Lanka and further study has identified that effort expectancy,
social influence, and the service quality has a moderate impact of the culture by achieving the
main objective of the research study.

Key words — Customer Adoption, Culture, Online shopping, UTAUT Model

Vi



Table of Contents

DECLARATION ...ttt sme e e e s e e e neennn e e neennne s i
SUPERVISOR’S CERTIFICATION .....ooiiiiiiiiiieiii s i
ACKNOWLEDGEMENT ...t ne e iv
ABSTRACT .ttt r et re e ne e v
LISE OF TADIES ...t X
TS o) T TN =TSRSS Xi
LiSt OF ADDIEVIALIONS ..ottt Xi
1. CHAPTER ONE - INTRODUCTION.....cciitiiiiiiieiiieitie sttt 1
L1 INErOQUCTION ..ot b ettt 1
1.2.  Background of the STUAY ........ccoeiiiiiiiiiee e 1
1.3, Problem StAteMENT .......c.ooiiiiiie e 5
1.4, PUIPOSE OF STUAY ..ottt 7
1.5, RESEAICH ODJECHIVES .....eciiieiiciiccie ettt et st be e e sre s 7
1.6, ReSEArch QUESTIONS ......c.eeiiviiiiiiciie ettt ettt e s re e eb e s re e sreesbe e beeenbeesreeannas 8
1.7, SCOPE OF SLUAY ..ocvveieeceee et be e be e nre s 8
1.8.  Significance of the StUAY .........ccceoiiiiiiiic e 9
1.9, LIMIALIONS ...eiitiicieite ettt 9
1.10.  Layout OF the THESIS ....ccviiiiicicce e 10

2. CHAPTER 02 - LITERATURE REVIEW AND THEORETICAL BACKGROUND ..12

2.1, INEFOTUCTION ...ttt bbbttt bbbttt 12
2.2. Literature SEarch STrafegy ........ccocoiiririiieiee ettt 12
2.3. Online Shopping iN Sri LanKa........cccoiiiiiiiiee e 14
2.4,  Adaptation on ONnling SNOPPING ......cviiiiiiiieiee e 16
2.5. Factors Affecting Online Shopping Adaptation............cccceoerereieneniniseseeeee e, 17
2.6. UTAUT Model (Unified Theory of Acceptance and Use of Technology)............... 19

vii



2.6.1.  Performance EXPECIANCY .......ccccvveiiiiieiieie ettt 20

2.6.2.  EfTOrt EXPECLANCY ..ocviiieieicie ettt 21
2.6.3.  SOCIAl INFIUBNCE ... 21
2.6.4.  Facilitating CoNAItIONS........c.cciveiiiieiie e 22
2.6.5.  SErVICE QUAITTY......eoiiiiiiiiiiicei it 22
2.7, CUIUIE ..ttt bbbt 23
2.8.  Conceptual FramewWOrK ...........ooiiiiiiiiiee e 24
2.9.  Hypotheses DeVEIOPIMENT...........cooiiiiiiieieiese e 25
2.10.  SUMMEIY ..ttt ettt e bt b e e b e s e nne e 28
CHAPTER 03-RESEARCH METHODOLOGY .....ooiiiiiiiiiie e 29
3.1 INErOAUCTION ...ttt 29
3.2, ReSearch PhilOSOPNY ......c.oiiiiicc et 29
3.3, RESEArCh APPIOACK ....ccveiiiiiiieie ettt 31
3.4, RESEAICN DESIGN .....oiviiiicie ettt are e 32
3.4.1.  RESEACN SIrAtBOY....ccueiveiiieieiieiteeie sttt ettt et e e e e sre e srae e 32
3.4.2.  ReSEArCh ChOICE. ..ot 32
3.4.3. TIME HOIIZON ..ottt 33
344, SAMPIING (.ot 33
3.4.5. Data Collection Method ..........ccccuiiiiiiiiiie e 35
3.5, OPeratioNalZAION ........ccueiiieiiiiei s 36
3.6. Validity and Reliability of the QUESLIONNAITe ...........cccoviiiiiiiie e, 41
3.7. Data Analysing Method ...........cccooiiiiiiiiii e 42
CHAPTER 04 - DATA ANALYSIS ...t 44
4.1, Chapter INTrOQUCTION .....c.oiuieiiieice et 44
4.2, SAMPIE PrOfIl ..o 44
4.3, DeSCrIPLIVE STALISTICS ....eiiieiiie et sare e e e 46
4.4, Reliability ANAIYSIS .....cciiiiiieiiiie et 47



4.5, COrrelation ANAIYSIS........cciiieiiiie ettt sre et nre s 48

4.6, HYPONESIS TESTING .....eeviiieiiieite ettt re e e sbe e e s naenreas 50
4.6.1.  Multiple Linear REGIrESSION........cciveiiiiieieeiesie s esie st eese e saeaneenres 50
4.6.2.  MOAEration TESHING ......ccueieeriiiieii et re e reesaeaneenrees 58

4.7, Chapter SUMMAIY ... oottt 68
CHAPTER 05 - CONCLUSION AND RECOMMENDATIONS.......ccooiiiiiieieeine 69

5.1 CONCIUSTON. ...ttt bbbt 69

5.2, DISCUSSION ...ttt sttt bbbttt bbbttt 71

5.3, RECOMMENUALIONS .....cuviuiiiitiitc sttt 74

5.4, FULUIE RESEAICN .....iiiiiicee e 75

5.5.  Limitations of the StUAY ..........ccceiiiiiie e 76
RETEIEINCES ...ttt 77
APPENDICES ... oot 89

ApPPendiX 01-QUESTIONNAITE ..........cieeiieiieiee ettt s sreera e e sbeebesraesreas 89



List of Tables

Table 1-1: Major E-Commerce Firms in Sri LanKa...........cccovviieniniiinnieeseeee e 4
Table 2-1:Statics on the mobile, internet and social media usage in Sri Lanka (2019)........... 14
Table 2-2:E-commerce usage iN SFi LanKa..........cccovveiiiieiieieccseese e 15
Table 2-3:UTAUT model used past reSEarch ...........ccceoeriieiiniiieieeiese e, 19
Table3-1 ABC Companies delivery points in Sri-Lanka............ccocveveieienineninieneseeeee, 34
Table 3-2:Operationalization of the variables.............ccccoeiieii i, 36
Table 3-3 Reliability statistic results of the pilot run in each variable basis ............c..ccccoe.... 42
Table 4-1: SAMPIE Profile .....c.ooeeee e 45
Table 4-2: DeSCrIPLIVE SALISTICS ......viiveeieiie et sre e ee e nreas 47
Table 4-3: Reliability of the variables ... 48
Table 4-4: Correlation ANAIYSIS........ccvoiiiieiieie e re e seesne s 49
Table 4-5: Regression analysis reSUILS...........ccviiiiiiiii e, 52
Table 4-6: Model SUMMary RESUIES ..........coiiiiiiiie e, 57
Table 4-7: ANOWVA TESUILS .....oevieiieieie et 58
Table 4-8: ANOVA results for Nypothesis HE1 ........cooeiiiiiiiiiiicccseees s 59
Table 4-9: Model Summary for hypothesis HO1........cccoovviiiiiiiiicc e 60
Table 4-10: ANOVA results for Nypothesis H71 ..o 61
Table 4-11: Model summary for hypothesisS H71.......ccoovviiiiiiiiieccc e 62
Table 4-12: ANOVA results for hypothesis H81 ..o 63
Table 4-13: Model summary for hypothesis HB81..........coviiiiiiiiiiciciceeee e 64
Table 4-14: ANOVA results for hypothesis HO1 ..o 65
Table 4-15: Model summary for hypothesisS HO1.........ooveiiiiiiiiiccce e 66
Table 4-16: ANOVA results for hypothesis H101 .....coeiereriiiiiiieieeee e, 67
Table 4-17: Model summary for hypothesis HL01........ccooiiieiiiiiiieieeie e 68



List of Figures

Figure 2-1: Literature Search SIrAtegY ........cccuoiiirieiieieiesie st 13
Figure 2-2:UTAUT Model of technology acCeptance..........ccccovevveieiieiviiesiese e 20
Figure 2-3: Conceptual FrameWOIK ...........coeiieiiiiiiie e sre s 25
Figure 4-1: Normality Of the reSIdUAIS...........cooviiiiiii e 51

List of Abbreviations
e UTAUT - Unified Theory of Acceptance and Use of Technology.

e ANOVA - Analysis of Variance
e COVID - Corona Virus Disease
e SPSS - Statistical Package for Social Science

Xi



