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ABSTRACT

This thesis investigates the diverse challenges encountered by older and ethnic minority

LJ2 LJdzt | G A 2 yofdiae fitaazidl Séndces (Ddgital services which incorporate financial
transactions are considered as online financial services. Obstacles faced by older people who

are aged 65 and ovewhose first language is not English and those from ethnic minority

groups have not been addressed in previous research. Therefore, in order to bridge these

gaps, this study conducted sestructured interviews2 A RSY G A F& 2f RSNJ LIS 2 L
to using digital financial services. Through the interviews with older people and
intermediaries, severdey challengethat could deter older people from adopting and using

suchservices were established, for example, fear, cultural traits and linguistic challenges.

The gualitative data led to the development of personas which assisted in developing a
theoretical tool. This could be utilised by finance service providers and other stakeholders to
quantify the broad factors that could contribute to the challenges faced bgrgd@ople in
accessing online financial servic@is tool could also be used to identifyique and

prevalent challenges faced Inyultiple ethnic minority groups.

This study also createdaategorisedepresentation of the factors identified through a review

of the literature thatcouldbe deployed to determine the various factors in relation to older
LJS 2 LI S Q adigitalfioeSciaBiseniics. Subsequently, the qualitative data was mapped
onto this diagram to identify novel factors, éxplorefactors not disclosed through this study

and to recognise the factors corroborated through interviews. As a result, an updated version

of the visual representation of the factors was created.
Not only does this study enhance our knowledge but also the contributions of this study

would assisservice providerso develop interventions which would address the obstacles

faced by older people, especially those from ethnic minority groups.
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CHAPTER 1

Introduction

The proliferation of technolog is resulting inthe creation ofdiversedigital products and
servicesfor individuals tolead a convenient dago-day lifeand have an efficient lifestyle.
However,in this process ofevolution of technologies certain peoplen society, especially
older people are being digitally excluded due to a range of challenges and they are not leading
an optimised way of living due to not leveraging the internatthe UK, around 2.3 million
older people who are aged 65 and over are fioternet usersand 37% of older people lack

the requireddigital skills to access onlifage UK, 2024b)

This research focuses on the key challenges experienced by older fibasiewho are aged

65 and over)in the adoption and use afnline financial service©nline financial serviee

refer to anywebsites whichhavea financial component of transaction, for exampbaline

banking, online shopping and online insurance polidi#dising such services coytdevent

older peoplefrom travelling to physical brancheBata fromthe House of Commons Library
showedthaE Go ®p: 2F GKS 'Y L3 LMz labark2bildinglsasist T dzNIi
t2a0 hTFAOS (Bobth JOCHThigcolildindicate that older peo who live far

away may nhot be able to easily accéise branchesor shopsto carry outbasicactivities

especially if theyave disabilitiesHence they have to utilise online servicgdowever, this is

not feasibleif they lack digital skills.

Thisis a studybased on the largest city in Starid, and the study population covers different

areas of the city and the surrounding subs.This researclacknowledgsseveral challenges

faced by older peoplé&hoseaged 65 and ov@ifrom ethnic groupghrough a review of the

literature andselectedresearch methodsSpecific ethnic groups were chosen to carry out

this study a) White (Scottish) and b) AsiagksianScottish or AsiaBritish The latter included

Wt F1A&GFEYAS tF1A&aGEFEYA {02004 aK 22NN/ tK-ATYASIAUS: v AND
FYR WLYRALFY { 02 @grbupKOrgarishtidny iR Aibayi areablJasSidtedl KnQ
recruiting older people and intermediaries for interview$his ledto the identification of

severalnovel challenges experienced by older people from different ethnic backgrounds.



The study process and findingse highlightedin the upcoming chaptersThis chapter
discusssthe research contextesearch objectiveggesearch questions, thesis structure and

publications.

1.1 ResearciContext

lf 6K2dzZAK AYGSNYy SO dzaSNR Ay 2{ R@eMNbels&ranlbe S Qa
UK ONYgOffice for National Statisticslata depicted that 654 and 75+ age groups had the
highest proportion of internet nowusers(11.4% and38.8%in that ordef) when compared

with other age groupgONS, 2020b)Trhisclearly demonstrates that older people who are
aged 65 and over barely use the internet whiaghturn, indicates their low usage of online
financial servicesAlso,ONS data shows th&8.9% ofolder people who were retirediever

used the internet or they utilised the internet over three months d@INS, 2020bHence,

this studyinvedigates the challenges faced by older peopleo areaged 65 and oveln

terms of financial servicesh¢ House of Commons Library reported thar@und 630ank

and building society branches have closed since January 2015. This is equivalent to 64% of
0N} yOKSa Ay (Abag @anidni, 20268teé financial services and digital
services that involve financialctivities e.g. renewal of driving licenses, paying online for
various government and council servicbéave also moved online and expect people to use

their services digitallyThusdigital financial servicesere chosen as the focus of this study.

Around 13 million people aged 65 or owsill be residing in the UK in ten yeaiage UK,
2022) Older people will be digitally excluded to a great extent if digital financial services are
not utilised. Therefore,His research is significant as thentributions of this studywould
lead to assistingnarginalisedpeople especially older peopléo leverage online financial
services more competentlfeven though older people would benefit from this project, other
stakeholders would be interested in thessudy such as volunteers/employees, digital carers
(i.e.,family, friends or relativeThomas et al., 2024governmentand organisationsuch as
NGOs (nofgovernmentalorganisations)financial service providerg.g.,RBSRoyal Bank of
Scotland, M&S (Marks and Spencér)and regulatory bodies (e.g., Financial Conduct
Authority). Employees, digital carers and organisati@dolder people with digital financial
services (see Chapter for more details) Contributionsproduced from this study could

promote stakeholders especially financial service providers docelerate digital inclusion



through new interventions orby amendng existing servicegroducts Engagement with
many ofthe stakeholders was carried out througfe interviewswhich resulted in various
key findings regarding older peof}ét OK I £ t Sy 3Sa gAlKkn@thisskugyS FAY I
occurred following theCovid-19 lockdown, there were majadifficulties in recruiting the

relevant participantsThis is discussddrther in chapter3.

1.2 Research Objectives

 Thisstudyt AYa (2 O2yOSYyiNIdGS 2y 2f RSNJ LIS2 L) S¢
servicesand explore thediversebarriers encountered by them in the use of these
services

1 This studyintends to provide a key theoretical contribution to knowledge by
enhancing ouunderstanding of th&eychallenges encountered by older peoplged
65 and overespecially those whose first language is not English and those from ethnic
minority groups.

1 Thisresearch aspires toemerate a positive impadhroughthe contributions of this
researchlinclusive interventions thatould beproduced from the contributions would
facilitatedigital inclusionAs a result, older people and intermediarasuld save time
and utilse it for other activities thus enhandng social sustainabilityOrganisations
could utilise the data in this study to amend or produce new policies/products which
couldfacilitate vulnerable people including older people l@verage online financial

services in their dayo-day lives which results meinforangdigital inclusion.

1.3 Research Questions
An in-depth understanding of the topic was grasped througiewew of theliterature which

led to theidentification of research gaps aormation offour research questions:

1) What are the key challenges encountered by older people aged 65 or over whose first
language is not English on online financial services?

2) What issues related to online financial services do older people (those aged 65 or over)
from ethnic minority groups experience?

3) Howto assess the factors that contribute to the challenges encountered by older people?



4) How do the contribution®f this studylead to new interventionghat could address the

challenges faced by these older pedple

The first two research questions intend to address the challenges confronted by older people
whose first language is not English and those from ethnic minority grdinese are limited
studies on these specific grouparticularlyin the context of online financial servicéghus,

their difficultieswith digital financial services have not been establish&édese aremajor
research gaps which were discovered after conducting a rewakthe literature on the
research topicindividuals from ethnic minority groups and those whose first language is not
Englishare considered as two differentohorts since there are individuals whose first
language is English but their ethnicity is differefihe third questionfocuses on the
development of anoveltool whichcould assist igauginghe factors that could contribute to

the challenges experienced by older people. Again, this is another research gap in the context
of digital financial servicesLastly, the fourth question aspires to demonstrate how the
contributions of this research coulesult inaiding older people to utilise online financial
services and how othestakeholderscould develop potential solutions to decrease digital

exclusion to some extent.

1.4 Thesis Structure

This thesiconsists of six chaptefscluding this introduction chaptera chapteroutlining
the Wt A G S NI (Wbl ledNGtREAf@Bation of aategorised representation of the
identified factors a chapter on%hethodologfwhich discusses theesearch methods
employed to conduct the study, a chapter dimterview findingsQ a chapter onthe
development of dtheoreticaltoolQand a¥onclusiofzhapter which summarises the whole
study along with limitationgand recommendationdor future work. A diagram whichvould
assist in identifying thehapters wiere answers to the research questiooan be determined
is shownbelow in Figurel.2. Also, he key contributions arelisplayedin the diagram:a
categorised representation of thedentified factors key findings identified through

interviews, theoretical tochndan updated version of the visual representation of the factors



RQ1 RQ2 RQ3 RQ4
4 key contributions
Chapter 4: Chapter 4: Chapter 5: Chapters 2 — A categorised
An in-depth An in-depth Discusses the representation of the
analysis of analysis of development identified factors.
interview interview of a Chapter 4 — Key findings
findings. findings. theoretical from interviews.
tool. Chapter 4 - Updated version
of the visual representation
of the factors.

Chapter 5 — Theoretical tool.
Chapter 6 — summarises all
the contributions.

Figurel.2: Identification of key chapters

1.5 Publications
Four peerreviewed publicationsvere utilised towrite the chapters in this thesis:
- Chapterd includesthe preliminaryfindings extracted from the following paper

o THOMAS, D., CHOWDHURY, G. & RUTHVEN, I. Exploring older people's
challenges on online banking/finance systems: Early findings. Proceedings of
the 2023 Conference on Human Information Interaction and Retrieval, 2023.
333-337.

o THOMAS, D., CHOWDHURY, G. & RUTHVEN, I. Are older people battling with
digital financial services? iConference 2024: Wisdom,-béatlg, Winwin,

2024.
- Chaptes2 and 4include the content extracted from the following paper:

o THOMAS, D., CHOWDHURY, G. & RUTHVEN, I. 2025b. Grey digital divide:
TILOG2NAR | aa20AF 0SSR gAGK 2t RSNJ LIS2 LI S¢
transactions in the UKlournal of Documentation

- Chapter Sexpounds on the theoreticaltool mentioned in the following paper:

o THOMAS, D., CHOWDHURY, G. & RUTHVEN, I. A framework to facilitate older

people in leveraging online financial services. International Conference on

Asian Digital Libraries, 2025a. Springer,-308.



Also,the W[ A G SNJ ( dzNB Na td sfoe@entidridpaperaweie enipldyed to
write Chapter 2and thethethodologyXksectionswere utilised and elaboratedn Chapter3.



CHAPTER

Literature Review

This chaptehasfour main sectionsThe first section explains the techniques utilised to search
the literature. The secondsectiondescribes thditerature review that was undertaketo
comprehendthe basicbackground othis research Thethird section details the factors that
were identified through a review of the literature and how this resulted in the formation of a
visual diagram consisting of four main areas whiatoissideredas one of the contributions

of this study(section 2.4)The fourth sectionsummarissthe whole chapter, highlightinthat

there are not many studies on older people aged 6btelation toonline financial services
especially those who are from ethnic minority groups and those whose first language is not

English.

2.1 SearchTechniques

In order to understand the researt¢bpic and to determine the research gasearches were

carried out orscholarly databaseslniversity of Strathclyde SUPrimo, Web of Science, Scopus

and Google ScholaRifferent terms were useih multiple searche$o gather more papers

related to the topi& F2NJ SEF YL ST f¥¢f RER) EIS F i @B E R 8285 NE
LIS2 LJX SQa Ay G SNI Ol sedviceskegwordsthatIverd Indluded Butynoty O A | £
limited to, were WOK I £ f Sy 3Sa Q3 -OR2YyYi SANIASS 055 N RAMyARASE QPR A O
Wl NNASNBQS WRAIAGIE a1Aff ad@esddkhédibSgddy/banys WA 2
concentrating on online banking; however, this approach was chatwj@dorporatevarious

areas associated witbnline financiabkervices. Initially, the researcher focused on urban/rural

areas, language, ethnic minorities and seecmnomic factors as there were limited studies

on these areas with older people aged 65 and over. Howéwdeep the volume of literature

to a manageable limitwo attributes were chosen: older people whose first language is not

English and those from ethnic minority groups. These research gaps led to the creation of two

research questions.

Not only the UK studiedut research related to financial services that were conducted in

other countries were alsotaken into account as this provided knowledge on the area being



investigated Google Scholar wake most commonly used databasethe studysince it was
uncomplicatedto retrieve many relevant papers infaw searctesincluding peeireviewed

papers papers related to HCI (Hum&omputer Interaction) andeports produced by
organisations Although Web of Science and Scopud ¥d- R@I Yy OSR & SbtMIDKQ TS
the pertinent papers weredisplayed.In addition to these databases, Google was also
leveraged to seek reports produced by banks and government bodesh assisted in

gathering statistics tstrengthenthis researchThrough Google, charity organisatioasd

other sources of suppothat aid older people with digital servicesd information regarding

institutions that provide online financial servicegere discovered

A systematic retrieval process assisted in gathering many paperpart of the selection
process, ppers which were related to digital serviasd online financial services were taken
into consideration and other papers were eliminatédso,the age category mentioned in
the papers were examineds this study focuses on older peoplighile reading the papers,
citations guided in identifying studiesrelated to ths research which saved a significant
amount of timeby allowing the researcher to focus on other research activiinstead of
spending it withthe database searchegéfter locating a relevant citation, Google Scholar was
utilised to identify the paper;His technique helped taiscovermore information regarding
specific aspects of the studifter reviewingeachretrieved paper,brief notes were created
on a Word document under specific topic headings which helped in writing and publishing
papersand creating a diagram showing the factors related to onlinarfcial services under

four categories

Since this research focuses on older people who are aged 65 and over, there were limited
studies on this cohort; thereforehe operator AND was utilised e WI Rl y OSR &S| 1
function to determine studiesthat were conducted with theage group being investigated

However, this did noassisin identifyingrelevantpapers therefore,abstracts were analysed

before reading the papeto ensure studies were conducted on those wdnre aged 65 and

over. Due to the lack of papers on older people aged 65+epmmhich focused on older

people aged 55+ were also taken into consideration as this included the age category that

was being investigated in this studdditionally papergreports related to older people in

general withoutconsideringthe age category were also examined to understand their



challenges as this could be applied to those who are oveM@5st of the referenced papers
were fromthe year2000 and onwardsseveral older papers wetesedto define certain terms

or aspects of the studyA broad number of papers werexaminedto magnify the
understanding othis research which resulted in recognising the gaps and the studies that

have been conducted in diverse countries.

2.2 Background

There are approximately 12 million people who are aged 65 and over in tidgekUK, 2019)

and around 32% of them are internet narsers(UK Finance, 2018Yhis indicates that a
proportion of the population are not utilising online financial services. A diverse range of
factors could hinder these older people from the adoption of digital financial services. Even
though these factors were explored throughreview of the literature, it was noted that
various online financial services have not been investigated in one study. Researchers tend to
focus on one specific online financial service in their studies, for example, online banking or
online shopping andnvestigatethe barriers faced by older people in using such services.
Since digital financial services have not been explored collectively with older people aged 65
and over, this research focuses on a number of common online financial services used by
older peopleaged 65 and oveand apprehend their challenges through selected research

methods

Academic literatureloesnot explicitlymention the typical or common tasks that older people
in the UK undertake with regard to their financdgowever ONS datastablishedhe online
financialtasks thatsome older people(those aged 65+¢arry out for example,internet
banking,selling goods or servicas/er the internet,buying or renewing existing insurance
policies taking a loan or arranging credit from banks or other financial providengng or
selling sharedyonds, funds or other investment servig@NS, 2020aPplder people who live
ona small pension prefer using caasthey feel more in control of their own financashelps
them to budget their daily spendinglder peoplevho are not used t@nline payments rely
heavilyon cash and magiepend on theifamily or friendto carry outtasks such as shopping
andpayingbillson their behalft y R G KS& Qf f . NeByLdlde¥ indivilualg Fithdtalv & K
cash from post officesr bank branchefor their daily expense@ge UK, 2021aplder people

could check their account balance through this method as.ilel UKDepartment for Work



and Pensions (DWPgleased a report saying thatdividuals handle their financdsr later
life in diverseways, for instancgtakinga private pensiorand savingor retirement. People
aged>55 to 59 and 60 to 64 have high financial literacy as #m@yw how to maintain their
personafinanceqgDepartment for Work and Pensions, 2025his indicates that older people
aged 65 and overequire support throughtrainingor other interventionson how toplan and

maintain theirfinances in lateyears

With regard to ageQECOTheOrganisation for EconomiCo-operation and Development)
dataindicated thatanyone aged 65 and over are part of thleerlypopulation(OECD, 2021)

and asmentionedin the previous chaptetthis age group scarcely utilsthe internet which,

in turn, reduces the adoption of onlif@ancialservices such as online bankihg2020,0nly

49% of those aged 65 and over exploited the internet banking compared to other age groups
where over 65% of people in each cohort used online ban@gS, 2020a)n the UKfour

in ten older people who are aged 65 and owdth a bank account do not use internet banking
(Age UK, 2023a)yhisdemonstratesthat older people who do not utilise online financial
serviceswould be carrying out the activities qmerson and somenay require additional
support to conduct the online tasksEven thougtthe use of online financial services can
encourage an efficient lifestylepmeolder people prefer interpersonal services such asface
to-face conversations for financial informatiotherefore, they visit local bank brah
(Maguire, 2024)This indicates thatlder people usdesstechnologythan others, especially
younger people which further stimulates digital exclusiomigital exclusion it 6 K S NS |
section of the population has continuing unequal access and capacity to use information and
communication technologies (ICT) that are essential to fully participate in 8o§izdsselden,
2023) Three elements aranterconnected to this terminternet access, digital skills and
financial ability to access the internefUeno et al., 2023)These attributes could prevent
people from utilising the technologglso, other factors could play a role, for examplsfudy
showed that older people are dtigher risk of digital exclusion due tiactors such asow
income, geographicalrea, lack of educatiorand household sizéWilsonMenzfeld et al.,
2025) Hence, this study isecessaryo addressvulnerableLJS 2 Lifivérseéhallengeshat

contribute to digital exclusiorparticularlyolder peoplefrom ethnic groups

10



Even though the target population of this stugyolder people aged 65+, it is necessary to
acknowledge the diversity within the older populatidar example plder people aged 789
could have varying levels of challenges compared to those who are agé8. @der
individuals aged 6030 could be actively working in socieand therefore they may have
more digital literacy skills compared to those who are aged B@ey are more likely to utilise
technology than thosavho are in their late 80sAlso, health is an issue for those ilater
stages of lifeThus,the findings of this studynay not be applicableto everyone aged 65+
collectivelyaseach age group hagarying levels of factors relation to the use of online

financial services

Although older people face marbarriers in accessing digital financial services, the wider
population also experiensdassueswith such services, for examplaccessibility issue®.g.
no internet connection toaccess the technologyand security concernsindividuals are
always concerned about the security of transactiahgy fear that their accounts couldbe
hacked andthey worry thatthe money they transfer may not reach the right individual
Security measures suasOTP authenticatiomay not securely protecccounts as hackers
couldobtain thispassword through variousackingattacks(Chaimaa et al., 2021In addition
to this, people encounter diverseusability issueson specific tasksfor example,peopleQ a
satisfaction level decreaselsie to duration and the number of steps requirtat two-factor
authentication (Marky et al., 2022) Complex tasks opoorly designedinterfaces could
prevent people fromutilising the technologyefficiently, for instance,incorporating large
buttons on interfacesmprovesuser experiencgand this design is adopted by Amazatere

a large signan button is placeanthe main interface However, orthe eBaywebsite, the login
button is not welldesignedCheng, 2019)his suggests that uséiiendly designgould lead

to fewer clicks as theréslessconfusior when carrying out a specific task.

Even though older people encountemilar challengesmentioned above(this isfurther
discussed in section 2,3hey faceadditional karriers due toagerelated issues indicating
differences in the challenges betwegwunger people analder individuals for instance,
younger peoplenave faster hand movements compared to older pedien et al., 2025)
therefore, motor issuescould influence2 f RSNJ LIS2 L) SQ& AyuSyaAzy

Furthermore,memory or cognitivgproblems affect technology use in older peoj&itlow,

11
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2014) Technology use caimmprove memory in older peoplavith and without cognitive
impairment(Wilson et al., 2022)his could indicate thataing online financial services could
enhancecognitive function as these services require individuals to remember passwords and
other relevantdetails to carry outspecific tasksHence,such servicesvould be useful to

overcomecognitive issues.

In terms of technology acceptance, older people na&gept or reject technologgue to

several reasonandresearchers utilise modetgich asTechnology Acceptance Model (TAM)

Unified Theory of Acceptancand Use of Technology (UTAUT/UTAU®G2¢xplore older

LIS 2 LI S QBAM wasprajzssédby Davis (1989)which showshow two key variables

perceived ease of use and perceived usefulfes§¥ f dzZSy OS |y AYRAGARdZ f Q
technology. Later, this model was updated to UTAUWwhich was comprised ofour
determinants (performance expectancytie degree to which an individual believes that
dzaAy3d (KS aedadsSy gAatf KStLI KAY,effolgxpeSantyld 2 | 1
6aiKS RSINBS 2F SI asS I aa2 Odotiafl iBfiRencs, Kagilikating K S dza
conditionscthe degree to which an individubklievesthat an organisatioal and technical

AYFNI &80 NHZOGdzNBE SEA&Ga )@am fodr dabdleiatdidigendst, ige2 G K ¢
experience, voluntanessof use)(Venkatesh et al., 20035ubsequently, this model was
expanded to formulate UTAUT2 toSELJ 2 N8B O2yadzYSNEQ HySOKyz2¢
incorporatingthree new constructs (hedonic motivatioffun or pleasure obtained from the

use of technology)price valugmonetary aspectand habit(automaticity) (Venkatesh et al.,

2012)

The UTAUT2model has been widely used tovestigate2 f RS NJ latiSeépialices and

adoption of technology(Macedo, 2017, Huang, 2023, Johannes, 208&)luding online

financial servicesor examplea study showed tha2 f R S NJ IniSr#idnito Sc@efpt online

banking wasnfluenced byhabit, performance expectancy, price value and effort expectancy
(Arenas Gaitan et al., 2015 Ukbased studymodified the UTAUT modébd incorporate

three variables: perceived cyber security risk, perceived cyber security trust and perceived
overall cyber securityHanif and Lallie, 2021)The results showed thatperformance
expectancy and perceived cyber security risk are the key fatttatsnfluence2 £ RS NJ LIS 2 LJX S

intention to use mobile banking applicatiorResearchersan amend the models by adding

12



new variablesto suit specific contets, thereby exploring various factotlat could contribute

to the digital exclusion of older people

Previouss 1 dzZRA Sa aK2g¢g (GKI G GFNR2dza O2y aid NHzO0G &
digital financial service Technology acceptancmodels assistin revealing correlations
between the constructshat influence older peopl@ étention to adopt andaccess digital
financial servicesThis studydid not utilise suchmodels and focused predomirantly on
obtaining rich qualitative datahich would facilitate exploring diverse challenges that could
hinder older people especially those from ethnic grougsom leveragingonline financial

services

L I

This researchis closely relatedo HCldue to theinvestigaton of dzA S NE Q A with SNJ O A

online financial service#lso, this study involves the creation and use of persavtash is a
HCI designmethod. The concept of personas HCloriginated from the work ofCooper
(2004) Specifidfictitious user profiles aredemonstratedthrough personasThese personas
aimto understand the challenges, needs and goals of usehlps designers toomprehend
the needs of userthroughout the design procestn terms of validity, personas cannot be
adequately verified due to the use ahrealdata (Chapman and Milham, 200&jirsthand
data are not utilised to create personaklowever, datadriven personas(McGinn and
Kotamraju, 2008ran be usedinstead of traditional method$o produce effective design
decisionswvhen forging products forarget groups Empiricaldata is involved in the creation
of datadriven personasthis could be collated througburveys and interviewgVicGinn and
Kotamraju, 2008)A similar approach was adopted in this studgta gathered from semi
structured interviews were leveraged to creaeveral personagontaining real information
gathered from intervieweegmore information regardingthe development ofpersonasis

mentionedin chapter 3, sectio.5.1)

This studyalso contributesto the information science fieldespecially ELIEveryday life
Information Seeking)Savolainen (1995RSa ONARo6Sa 9[L{ Fa auGKS
informational (both cognitive and expressive) elements which people employ to orient
themselves in daily life or to solve problems not directly connected with the performance of
200dzLJr GA2Yy Lt oids, peoglekdllatenyg us@nfofhatiNd tasmanage everyday

13

(



life to solve noAwork problems.Peopleseek information from online sources on a etay
day basis, for example, online banking and online shop{@agolainen and Thomson, 2022)
Information practices focus on th&ocietal factor, for examplgeople seeking information
through engagement with communitieshd information behaviour focuses on the cognitive
aspect(Savolainen, 20070lder people could face humaelated challenges or societal
related barriersn the use ofonline financial serviceslence this study sits within the context
2T 2f RSNJ LIS 2 lpiacBc@ssandinjomatiddvbeiawory

2.2.1ResearctMethods in Related Studies

While reviewing the literature, papers were also analysed to comprehend the research
YSGK2Ra dzaSR o0& (GKS NBaSINOKSNA G2 SELX 2NB
services. One of the studies utilised usability testing with 12 older paatitsgo analyse their
challenges on online bankir{Gatsou et al., 2017 heir interactions on simulated websites

were captured using a digital camera and screen capture software. Participants were given a
number of tasks to complete and the time taken to complete these tasks was recorded. Then

a posttask questionnaire wasigen to understand their experiences with the two banking
websites. Results obtained from the questionnaire were presented using graphs and the time
took to complete the tasks was shown on a talllee research concluded that several older
people have amiterest in using online banking as they were aware of its benefits but they
were not having adequate user experience due to design issues such as small font size, colour
issues and small icons. Gatsou et(2017)also state that there is a lack of research that
F20dzaSa 2y 2t RSNJ LIS2L) S$Qa dzaSNJ SELISNASYOS 4.
older people are facing several obstacles in accessing online financial sebuitdkeir

problems are not being addressed due to limited studies.

l y2GiKSNI NBaASIFNOK SEFYAYSR dza SNE @ukhtsir2019)K G & |y
Primary data was elicited through surveys. Data was shown through pie charts which were
colour-coded to distinguish the figures and demographic information of users. The survey was

the chosen research method as it could be used to evaluate research Hiwmsesearcher

recruited participants through convenience samplgetechnique used to select participants
depending on the convenience of the researcher. It was noted through this research that

some older people perceived online banking as less fawbera
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Jnetal (2021 f a2 FR2LIWSR GKS &ddz2NBSe YSib&Rimky G2
practices. This method was choseas the most appropriate one as they can easily reach a
wider group of older peopléeThe surveyncorporatedcloseended (Likerscale andanultiple-
choice)and openended questionsThere were two sectiog) first section was for those who
did not have banking experience and the second one for those wh@djdapp, virtual bank
and digital payment)The survey was testemh three stagesl) reviewed by colleagues to
determine errors 2)nterviewed with older people tassess motivational quality and 3) pilot
study touncoverany remainingproblems Survey details werédistributed in organisations
and social media. Snowball sampling a0 used by asking the participants to share study
detailsamong their networksOlder peoplealsohad the option to carry out the survey orally
at a public placeSurvey data from this study showed that 94.9% of older adults pegsical
banks with lower statisticaeported for other bankingplatformssuch as apps, virtual banks

and ATMsThey preferrecphysical banks due to usability and security concerns.

Furthermore, a study conductedine! Y SELJ 2 NBR 2 df mefbabedi®esitds, S Q &
including online bankingndonline shopping(Money et al., 2024)n thisstudy, researchers
conducted semstructured interviewswith older people and community support workers
Participants were recruited through purposive and convenience samiaig. was analysed
through thematic analysisn NVivo (data analysis softwargesulting in identifyingive
themes.Discussions were held to resolve any ambiguities in the coding prd¢egsheme
derived fromthe analysis facilitated the understanding of tbarriers to and facilitators of

2f RSNJ LIS2 L) SQa Sbased serg@iceDsftdifrons this iéseabc showed that
someolder people hd limited use of online services, for examptbecking account balance

and not transferring money through online bankifidhey have a feaof financial scams and

concerrs about making mistakes using the wrong button.

dz

dz

' y2U0KSNJ aGdzRe f SOSN)F ISR AYyiUSNBASsa | yR F20dz

practices and their perceptions of online shoppii@prkovenko et al., 2017pata derived
from interviews and focus groups were presented in a written format. Cards were utilised to
stimulate thoughtprovoking conversations in focus groups. These methods established some

obstacles that older people were experiencing on onlinepgitog such as lack of trust and
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interface issues. Some older adults believed that adding items to an online shopping basket
meant that they purchased the items. Also, some of them do not prefer online shopping as
they have to provide their bank details. These responses and other dat adegrioyed to
develop a technological intervention which was evaluated in focus groups. All the
aforementioned studies have highlighted the various formats used by researchers to present
their results and they also described the type of research methodsy thilised to procure

data from individuals including vulnerable people to understand the barriers thewfdhe

online financial services.

2.3 FactordRelated to Digital Financial Services

Aspreviously mentioneddiverse factors associated with digital financial services that could
impede older people from accessing online financial services were retriek@agh a review

of the literature.This included, but was not limited to, challenges, facilitators and different
types of online financial activities (e.g., transport tickets, payment of car tax and passport
renewal), leading to the categorisation of the factors into four sections: tecdyyplhuman,
society and institutions that provide such servicédter reviewing each relevant paper,
concise notes were taken on a Word document under specific sections, for example, ethnic
minorities, financial scams, soed@onomic and usability. These divisions provided the
concept of developing a classified repression of the factors related to digital financial
services Using the Word document, identified factors that could be facilitators or
impedimentswere clustered under four main sectioriBhis coding process formed a visual

representation of the factorgiis is discussed in sectiord.

Thesadentified factorsaredescribed irthe subsequentour sections¥umarQWechnologR

Yhstitutions that provide online financidl S NJZan@Sé&iedD

2.3.1 Human
Prior studies have explored a plethoraof huals t | § SR FIF QU2 NE Ay NBf | (
lack of technology use, including online financial servithasse factors are explained in the

forthcoming subsections
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2.3.1.1 Sekefficacy

Bandura (1977)lefines elf-efficacyasl LIS N& 2 yhGheir abilByftoreegutevarious

actions to produce successful outcomélf-efficacy positivelyinfluences 2 f RS NJ LIS 2 LJ S
intention to accessinternet banking (PeralPeral et al., 2020)Other studies have also

identified that selfefficacy could influencéJS2 LJt SQ& Ay GSydAzy G2 | R2
services(Alalwan et al., 20155elfefficacycan also be seeasa negative factorLow self

efficacy is a challenge which prevents older people from acquiring the required technological

skills (Bhattacharjee et al., 2020This indicates that higher levels of sefficacylead to

higher adoption of technology.

2.3.1.2 Anxiety

Anxiety isalsoanother factor whichcould playa vital role in deterring older people from
accessing online financial servicéschnological anxiety is more evident in older people than
younger adult§Guo et al., 2013)Being introduced to innovation and novel technological
developments such as digital financial services lead to anxiety in older people, resulting in the
elimination of the use ofmodernday technology(Chaouali and Souiden, 2019)his
demonstrates that older people are beimgfluencedby psychological factors whidtas an

impact on their intention to use online financial services.

2.3.13 Perceivedease ofUse and Perceivetsefulness

Factors such aperceived ease of use and perceived usefulmessgdinfluenceolder peopl€ a

intention tousetechnology Davis (1989lefines @rceived ease of usesthe extent to which

an individualperceivesthat using aspecifictechnology wouldrequire less effortwhereas

perceived usefulnesstise extent to which a person perceives that using a specific technology

would elevate their job performancd?erceived ease of use is an essential determinant in

2f RSNJ LIS2LJ) SQa | R2LIGA2Y 27F S OK¥iehdlyaadedsy G KS NB
to comprehend in order to enable older people to become more inclined to utilise technology

(Basri and Gani, 202F)erceived ease of use and perceived usefulness can infliertdzt ( a Q
acceptance of online shopping, particularly online airline ticket purch&&esitno and
Siringoringo, 2013)Also, both of these factors can influen@ef RS NJ LJS2 LJX SQ& | R

internet banking(Asmi and Ishaya, 2012)hisclearlydepictsthat these factors have major
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impact on2 f RS NJ laifg@itdt ofoflite financial serviceand have to be taken into

consideration when developing technological products.

2.3.14 Attitude

Of RSNJ LIS2LX SQa +FGdAddzRS G261 NRa U(GSORIgezf 238
peopleaged 65 and ovewho havea negative attitude towards technologyre less likely to
adopt it; this attitude would commence to declime older peopleonce they become more
familiar with technologyGitlow, 2014)A higher use of technology is more evident in older
people whohavea positive attitude towards technology; they are more independent and
have an optimistic outlook/roman et al., 2015The top three reasons for older peodged

65 and ovehavinga positive attitude towards technology weeenvenience, useful features
and the support they receive from technology for activities such as communication (e.g.,
emailing, calls), research (e.g., seeking information) and lei€methe other handsome
perceive technology negatively due to the inconveniences produced by techntdadgiyres

and concerns regarding security and reliabiliiylitzner et al., 201Q) This explicitly
demonstrateshat 2 f RS NJ pa&speciiveS@t@chnology would have a direct impact on

their adoptionof online financial services.

2.3.1.5 Trust

Transitioning to technology, specifically online financial serviesincreasedin society
many individuals are shiftingo the new technological real while some are digitally
excluded Digital banking servicgsnobile and onlinepare beingunderused by older people
mainlydue to their lack of trusfMaguire, 2024)Social dimensions could influence trdist
older people aged 65 and owanteractions with otherssuch as banking staffhen using
servicedike mobile bankingcan elevate their trusti the financial institutior(Rajaobelina et
al., 2021) In order to increase their trust with online financial services, thagy require
support fromclose others such asmily members, friends, neighbours or paid assistants
(Latulipe et al., 2022However, older peoplevhorely onand trusttheir family membersare
at an increased risk of financial exploitatioviictims ofelder familyfinancial exploitation
could losemore money when compared with thosgctimized by stranger@all et al., 2023)

Fnancial scams could prevent older people fratiising online financial service&dditional
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support is requiredo assist older peopl® reinforcetheir financial literacy skills as this could

preventfinancial exploitation pergtrated by family members.

Due to trust issues, older peopkradedigital services when asked to type their personal
information and older people aged 65 and over do not trusformation retrieved from
online; the trustworthiness of online sources is a concern for these individuals due to the
existence of fallacious informatidiGatto and Tak, 20087 his in turn,indicates that trust is
adeterminant2 ¥ 2 f R S Nibe b0Sligitatfiruszial servicegrust gradually increases
when older people increase their sefficacyand the output of this ishat they will trustin

their capabilitymore when using services such as internet banking seryimsiPeral et al.,
2020) If older people do noenhancetheir trust ononline financiakervicesthen they are

being further excluded from the digital wotlthereby fostering digital exclusion.

Although trust is a factor which couldfluenceolder peoplein accessingervices such as

online bankingof RSNJ LJIS2LJX S Yl & RSLX 2@ WRAaAGNHAGQ G2
aspects of digital society as a whole, and to object to certain aspects of a given technology
GKFG Of I aKSR RA NSdné dlder péoplé rksshdosedtdiseddclindiziga ¢
due to their lack of trust and some may utilise technology even if they dousttit (Knowles

and Hanson, 2018)

2.3.1.6 Fear

Fear also plays majorrole Ay 2f RSNJ LIS2 L) SQ& dza ®Ide? feopRA I A | §
have a fear obecoming a victim oidentity theft; thisis one of the reasons why they are
concerned about providing personal information on online serviGztto and Tak, 2008\
Ghanabased study showed that younger people adopt online bankmrage quickly than
older people older people have a fear of technologgdaare notaware of the benefits of
digital tools hence they perceive thatt is irrelevantto them (Ameme, 2015)Fearis a key
factor that couldhinder older people from accessing technatad servicesespecially digital
financial service®lder people have a fear of cybercriptieey are worried abouonline fraud
ononline bankingthey areaware thatthe risk is likely to increagbroughhighexposure As
well as thisolder peoplemay avoid using online banking and online shopjirigey krow

someone whdasbeen a fraud victinfkemp et al., 2025 hisincrease2 f RS NJ LJS2 LJ SQa
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or worry about online fraud Additionally, they hava fear ofrepercussion; they have a fear

of reportingscams taothersas it could lead to a negative impact on their weding As well

as this, theyfeel ashamed taliscusgtheir victimisation with others as they are concerned

abouthow they might be perceive{Havers et al., 2024plder people could be scammed in

various ways, for exampl@btaining their personabankinginformation through phishing
emails fake shopping websites e{Button et al., 2025)This denotes thablder people are
being targetedhrough diverse method® procure their personal information or monggnd
this increase® £ RS NJ [fd&r DL aul Qvliichcould hinder them from utilisingdigital
financial servicesthereby exacerbating digitaéxclusion Older peoplealso have a fear of
monetary lossthey are afraid to bank onlindue to prior negative experiencesd they my
not purchase anything online due to their faairlosing their account details to fray8utton
et al., 2025)

If older people fear technology, thewill have to rely on traditional method®©lder people
usually prefer traditional methods where they could have a fimcéace communication with
individuals to carry out their task®\smi and Ishaya, 2012jowever,everyone ishiftingto
the digital world to onduad financialtransactionssuch asbanking activities, €ommaece,
holiday bookingsetc., and fear is preventinglder peoplefrom adoptingsuchservicesAs
well as this, twer peoplehave a feaof making mistakegLam and Lee, 200@nd they fear

technology due to their lack @onfidence and knowledg@/aportzis et al., 2017a)

Information shown above shows thégar in the contextof online financial servicagfersto
2 f RSNJ LIS 2 L) S, @ear offiépérdudsiaand fearQf [06&g moneyhrough online
fraudulent incidents.Also, d RSNJ LJS2 LJ SQ& (SOKyYy2LIK20 ksla
major barrier which prevents older people froatloptingtechnology(PérezRugosa et al.,
2025) Of RS NJ LJS 2hadftoD@ educedhroigh interventionsas this could positively

influence them to adoponline financial services

2.3.1.7 Confidence
Confidence is &actor thatcouldinfluenceolder peoplein the use obnline financial services.
The lower the confidence level in older people, the more worried theyad@ut using the

internet (Lam and Lee, 2006ffor older people confidence is ofterassociated withtheir
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knowledgeof technologyand is commonly described as sefficacy. Confidence can be

linked to various emotionsard i Q& |  R@& y | Y AconnéddicuSarixpedecesD K A &
positive experiences enhance their confidemeg¢echnology usevhile negative experiences
decreasetheir confidence(An et al., 2022)Olderpeople have concerns about the safety of

their data andthey scarcely use onlingervicessuch as banking; these problerae further
intensifieddue to their lack ofconfidenceand digitalskills(Money et al., 2024)Also, dder

people lack confidenc® use technologicale@licedike tablets they are more likely to utilise

such devices if they are more confidgMaportzis et al., 2017bPf RS NJ LIS2 LJX SQa O2
hasto beenhancedhroughvarious forms of suppoKe.g. group activitieand tasks involving

personal interests etdp help them continue using technological devices in everyday contexts

(An et al., 2022)f older people utilise technologyn a dayto-day basis, they may eventually

gain the confidence to use digital financial servideserventions (e.g., developingvell-
desigredinterfaces angroviding individualised assistanjdeave to be developed that would
AYLINR @S 2f RSNJ LIS 24 3 $higcauld @cglifade Ryt @ Sutilide $ligitsl

financial servicegAnwar et al., 2024)

2.3.1.8 Knowledge

In terms of knowledge, older people could hamsufficientexpertisein online and internet
banking(Mukhtar, 2015)Older people are considered as digital immigrants since they were
not born into the digital world; they have tvolveinto the new technological eray learning
about digital serviceYong and Gates, 2014Jhs implies thatolder people require
knowledge and insightinto technology beforeconductingfinancial activities on digital

financial services.

2.3.1.9 Age

AgeOl'y fa2 0S | NB lode? ysagd dliyilal Ziriamtial NervickagdUK S Q &
report showed tha age isone of the severalactors which lead older people to the risk of

digital exclusion(Davidson, 2018)A¢S K & 'y A Y LJ O Goutl@of tovtaridsR S NJ LIS
internet; as their age increasesisage of internet commences to decliflgankina et al.,

2017) This is aesult of the declining cognitive fations in older peoplelue tomature stage

of life (Kim and Han, 2021However, using the interneatr any digital tooin our daily lives
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can vastly alleviate this cognitive decline in later lj)avier et al., 2014)This clearly
underlinesthe significance ofostering digital literacyin older people Digital literacy is
definedas2 ySQa FoAfAde (2 id@EnvatioNI K&igusforntays fomdzi A € A &
multiple computerisedourceqGilster, 1997)Not onlydoesleveraginghe internet or online
financial serviceassistolder peopleincrea® their digital literacy skillend gain benefits in
everyday lives but alsohelps them in the later yearghrough improved cognitivabilities
ht RSNJ LIS 2 ltéthfidbgyandzao§nitige Functiorcan beenhancedthrough digital
literacy education programssuch initiatives can facilitate in prevening dementia and
promoting happinesqLee et al., 2022)his denoteghat usingtechnology, including digital
financial services is beneficial for older people nmaintaining mental functioning
Additionally, digital literacy training programsnvolving intergenerational contactcan
AYONBI 4S8 2digRaSskills higenfidbnSe asingtechnologyandthey could have
a positive attitude towards aging, preventing them frdravingdiseases such as dementia
(Miller et al., 2024)Although cognitive abilities decrease with agdey can be improved
through the use of technology, especiallgonline financial services asich activitiegnable

older people to think effectively before making any decisions on their finances.

2.3.110 Disabilities

Disabilitiesand other healthrelated issuesre some ofthe results of ognitive declinen later
stages of lifg(Xavier et al., 2014)his means that disabilitiesan also be considered as a
FLFEOO2N) 2F 2f RS Nine®e Disabilidyacantp@sé chalisngedich indpéde
older people from the use of online financial servicAsteport produced by the Disability
Rights UK declared thatany banks have failed &ssist people with disabilitiedue to bank
closures including assistance with digital bankifBisability Rights UK, 2021Yisually
impaired older people have already stated that they & taken into consideration as
inclusive designare not utilised on interface@koniji et al., 2015Furthermore individuals
with visual impairmentassertedthat they are experiencing challenges on many digital
services, including internet bankingome of these issues includeut are not limited to,
accessibility problems, usability issues and technical difficu{ffeglerud, 2011)Visually
impaired older people prefer technologieghich reduce cognitive and physical workload;
they prefer adoptingtechnologies which provided safetglated, accessibilityelated and

usabilityrelated advantages(Kim, 2021) They adopt technologies whe they can
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successfullgompletespecific tasksfor exampleusinglarger screens tanprove readability
(Kim, 2021)Thisdenotesthat older people may noadopt and useligitalfinancial services if
they determinethat the features or interfaceen a websiteare unsatisfactoryfor their needs

anddesires

Intellectually disabled people are also facing difficulties in using the intd#teng et al.,
2016) Older people with neurodiverse needs (e.g. cognitive disabilities- dementia,

intellectual disabilitiesgevelopment disabilitieand mental health)have difficulties in using
digitalbankingdue tocomplex interfacege.g.issues withong sentenceand finding specific
buttons) and they may requireextensivesupport from othersto carry out the payments
whichincreagsthe riskof financialexploitation(Dai et al., 2023)Diversified cues on simple
interfaces are required tosupport people with cognitive disabilities such @mages

representing money amountshort sentences andon-numeric text input(Dai et al., 2023)

Furthermore motor decline in older people can influence their use of technoldgyunger

adults can perform hand movements quickly when compared with older peapdécating

agerelated motor decline difference@im et al., 2025) Thissuggestghat of RS NJ LJS 2 LJ S ¢
reduceddexterity with technological devices could ae issue when using online banking as

older people would require additional time for tértumber input such as passwords and OTP
(onetime passvord) and thewebpagecouldautomaticallylogoutdue to prolongedinactive
sessionsOlder people, particularlglisabled peopleconfront many problemswvhile using

online websitesand coulddiscouragethem from using the internet further This, in turn,

decreases their interest in adopting digital financial servare$facilitatesdigital exclusion

Assistive technologies are required to support each type of user, for example, Braille displays
for individuals with visual impairments and Voiketivated Controls for those with motor
impairments; this would enable them to navigate interfaces without gatgdinput (Naik,

2024) Although sucHleatures are useful for older people, digital skills are requiredtiicse

online financial servicesn a technological device
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2.3.1.11 Place of R&dence

Place of residenceanalsoaffect2 f RS NJ iniSriidnito&ddpt online financial services
Individualswho live in urban areaare moreinclinedto utilise digital banking compared to
those residing in suburban and rural ard@mnyia and Tagg, 201 5ome older peopléving
in rural areasvould generdly not prefer to conduct online paymentthey would go to a
nearby post office to conduct financial transactioas they givehigher priorityto social
element which involveinteractions with other people irperson(Hodge et al., 2017Not
only wouldconductingonline transactionsmean that thesocialelementwould be replaced
but alsothe feeling of being independent would be tarnish@dbdge et al., 2017Awareness
of e-banking servicege.g.mobile banking credit cards, internet banking, mobile apmebit
cards)is more evident irducated senior citizens urban areashanthe older peoplan rural
areas rural citizensscarcely utilise these servicaad theirinsight into these digital services

islimited compared tourban peoplg(lLakshman and Sulaiman, 2019)

Additionally ahigher proportion of older people reside in rural ar¢lagnin urban areagAge
UK, 2019)Thiscould depict that older people inurban areas aretaking full advantage of
digital financial servicedue to theireducation andexperience in using technology home
and workplace Althoudh digital inclusionis increasingin urban areasolder people irrural

areas areon the verge of extremaligital exclusiordue to socieeconomic factors.

2.3.1.12 Income,ob andEducation

A study has shown thatosio-economic factorssuch asincome and occupation could

influence older peoplein accessinghe internet. Those with low incomecould end up
becomingan W2 T F { theirSidddine Is®Bw and those whose occupational statusis
unemployed, includindiome caretakerand retirement has an impacon 2 f RSNJ LJS2 L)X S
internet usageg recent useof internet is less likely fothose who became unemployed or

retired (Konig and Seifert, 2020K6nigand Seifert(2020)also highlight that older people

O2dzft R 0S02YS W2y fAYSNEQ 2N Y2 fwhithlent8gdss) RS LIS
education; thoses A G K KA IKSNJ SRdzOF GA2Y & 2Udaéniploy@meny G A y dzS
and lower educationn older peopleimply that they are lessdisposedto engage withthe

internet (Siren and Knudsen, 201Not utilising the internet due to these factors indicate

GKFG GKAA O2dzZ R KIS F+y AYLIOG 2y 2t RSNJ LIS
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Individuals witha low educational backgroundow incomeand an occupational status of
unemployment are likely to be nemsers of internet banking servic€Bekin and GULERYUZ,
2020) This denotes the importance ofsociceconomic factors in the context of digital
financial servicesolder peoplewho lacka higher level of socieconomic factorbarelyuse

online services to conduct financial transactions whiichurn, contributesto digital isolation.

2.3.113 Financial literacy

Digital exclusion among older peopteuld bereinforcedthrough alack offinancial literacy
skillsand consequentlytheir use ofsuchservicesvould be greatly limitedFinancial literacy
iSRS ¥ A y S Rabilityito uBeysi8lIQand knowledde manage personal finances for lifetime
financial security(Stolper and Walter, 2017)inancial literacy skillare a prerequisite for
obtaining a basic understanding of pensioBick and Harvey, 2025pIlder people have to
makewisedecisions regardintieir retirement savings and they also havehandlethe risks
and costs ¢ aging various newfinandal productscan be easily accessed to madective
choices(Lusardi and Mitchell, 2023Jo use ihancial technology (FinTech) producéshigh
degree of digital financial literacy is essenfibrgan et al., 2019 herefore, arolder person
who extensivelyuses online financial services in the context of everyd#éy dould indicate
that they possess an adequate level fafancial literacy skillsHowever in older adults,
financial literacydeclines every yeaolder people with lower levelof financial literacy skills
havecomplexities in making effective financial decisi¢Beyle et al., 2025 his isa barrier
for older people when making decisions on choosing the appropriate financial
products/services, for exampleyhich bank is adequate for savings, whailine provides

cheaper flight tickets etc.

2.3.1.14 Language

Language israther factor that could impede older people from leveraging online financial
services.People with second language as Englishy face more complexities on digital
servicedHarvey and Brazier, 2023)Iso, ople who have linguistic challenges may lack the
digital skills to useéhe technologyand this means that there are additional bargeo
teaching digital skillso these individual§Hecker and Loprest, 2019Jhis could imply that

older people who hee language difficultiesind those who possess a lower degree of digital
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skillsrequire additional support in order tadopt and use online financial servicesthe

context of everyday lives.

2.3.1.15 Experience

Lack of experiences a barrietthat could deterolder peoplefrom the use ofdigital financial
servicegKaijanen and Stenberg, 2018yound18%o0f older peopleaged 65 and over do not
utilise the internet(Age UK, 2024bYhis could indicate thahon-internet users amonglder
people may not have prior technological experience; therefore, they are not aware of its
benefits and also they may have a lack of digital sKikehnological experiencsould be
gained throughhe workplace selflearning or through othepeople Since lackf experience

is a tallengefaced byolder people they may require additional support froorganisations

or digital carers to learn about technology befar#ising online financial services.

2.3.1.16 Gender

Gender is anothenfluencingF I OG 2 NJ G KIF G O2dz R KI @S digitalA Y LI O

financial servicegQlder women scarcely utilise online banking services when compared with
men(Ramodn Jerénimo et al., 201Zhiscould suggest that older men have more control over
household finances; therefore, womenay not take the initiative to access digital financial
services.Thiscould beassociated with gender normia societyand therefore, inequalities
between men and women have to be addressed through inclusive solutions that would

encourage both men and women &mlopt and use online financial services.

2.3.1.17 Satisfaction

If people are not satisfied witthe online portalghen this could have an impact on their use

of online financial servicesCustomer satisfaction could be influenced tne design of
interfacesand the content within online financial websitédsing et al., 2016)n other words,
well-designed websiteswoully K y OS LIS2LJ SQa al GA&aTFFOUA2YT
to carry outonline financial activities dayto-day livesAs well as this, security and company

(i.e. product/service providers) could influence customer satisfactigrarvaneh and
Amirnima, 2011) General public, includinglder people maynot utilise online financial
services ithere are security concerngherefore, people may prefeleveragingonline portals

of welkknownfinancial service providers
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2.3.1.18 Ethnic minorities

Olderpeople who are aged 65 and ovieom White ethnic groupsre more likely to use the
internet when compared tolder people from Asian ethnic groufSOV, 2019)This indicates
that older people from ethnic minority grouse facing several challenges that could hinder
them from accessingnline servicesincluding digital financial service®ne of the barriers
encounteredby these individuals is language issyd®ore, 2000) In addition to this, older
widowedwomen from ethnic minority groups mdgice major financiadlisruptions(Angel et
al., 2007)and therefore, theymaynot have the income to purchase the required equipment
to utilise onlinefinancial servicesSome widowed women mayy to manage the finances
by themselvesbut this is a complex task for those who have linguistic challe(f@e=val et
al., 2004)Due to the limited studies onlder people(those aged 65 and ovefom ethnic
minority groupstheir challengesvith online financial services aret addressed. In order to

develop potential solutions, more research is required on this cohort.

2.3.2 Technology
This sectionelucidatesthe diversetechnological factors related tonline financial services

which were identified through a review of the literature and reports.

2.3.2.1 Open Bnking Standard

Online financial servicesecamemore advantageous tohe citizensand financial service
providers due tahe creation ofthe Open Banking Standacdthese arerulesoutlining the
ways of securely sharir@dza G 2 Y S Ni @troRittin-oOpen Banking Standard in 2015
enablesfinancial service providers (e.g. banks) to shewstomers) Rt developuseful
financialproducts and service@.g.investmentand budgetingappg. The $aring of data is
carried out withO dza (0 2 Y S NI¥@pen@ankisgS2A021Ppen APIs are utilised to share
dza S NJ& data with FihTech companiés create apps thasire beneficial for thgublic, for
instance, comparisons can be made on investments and overdrafts througmehvy
developed appsindthe client canselect theproducts/services that suit #m better (Plaid,

2017) Leveraging suchnancialproducts and services woulgermit people touse online

financial servicesnore efficiently. HoweverRdzS G2 2t RSNJ LIS 2riliffeS Q&
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servicesthey are digitally excludefiiom accessing new financial products ticauld be used

in everyday contexts.

2.3.2.2 Accessibility

I O0OS&aaAoAf AlGe cambilitR® BicessS nling finanday e@ides and this is
considered as factor that could influencepeop2d Ay G Sy G A2y ( 2barkifyg2 LI
(Gerrard and Cunningham, 2008Jthougha 24%rise in web accessibility has been identified
among older peopl¢ONS, 2020hsome older peoplenayface complexities in accessitig
websitessince portals are developed by targeting young peoplliine et al., 2005)In
general, web developers aranticipated to enhance inclusivity byollowing the web
guidelines for instance, adding text alternativesnd providing ways tdacilitate people to
navigate the webpageéWN3C, 2024)However,accessibility errors arstill shown onthe
majority of banking websitefAkgul, 2018)This would create major issues for older people
with disabilities Blind andpartially sighted people (BPS&§ already experiencing challenges
in navigating theonline financialportals therefore, potential interventionshave to be
developedto promote equity(Goundar and Sathye, 2023)/eb platforms with significant
accessibility errordrave to consider marginalised peoplespecially those with auditory,
visual and cognitive disabiliti€akgil, 2018)Older people with disabilities are already facing
major challenges in using the intern@urran et al., 20070n top of this, accessibility issues

would result in older people at risk of further digital exclusiiilne et al., 2005)

2.3.2.3 Security

Security concerns prevent older peogdlem utilisingonline financial serviceshey would
only usesuch services if securityere guaranteed Omotayo and Akinyode, 2020 banking
webpages or transactions are not sufficiently protectdten online banking users have to
encounter major issuesuch as scamsand this is oneof the reasons why people are
concerned about securitgdun and Cai, 2001Also,someindividualswill only utilise digital
financial services if thelnow how their datas collectedand used’Yoon and Steege, 2013)
Such security concerreuld hinder older peopléom leveraging financial services as they

do notwant to experience monetary loss.
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2.3.2.4 Usability

Usability issues related to navigation, layout and otdesign barriers aréaced by older
people (Kurniawan and Zaphiris, 200R)ue to usability problems, older people do not find
online banking websites eagatsou et al., 2017Hence, usability is a factor that could
influence older peopl@ acceptance ofonline financial servicedf the designs of online
services are usdriendly, vulnerable individuals including older peophould encounter
fewerimpediments Subsequentlya high proportion of thgpopulationwould be able to carry
out online financial activities such gmyment of utility billsand payment of goods and

servicegFinance Foundation, 2016)

2.3.2.5Advertisements

Older peopleare unsure of what technology can offéAmeme, 2015)Online banking
services are not used bsome older people as they are not aware ibf{Omotayo and
Akinyode, 2020)Also, older people who reside in rural areas are less likekntov about
these services as compared to those living in urban afeakshman and Sulaiman, 2019)
Sincethe benefits ofonline financialactivitiesare not reachingnanyolder people through
endorsements, they are not becoming aware of the different ways that could be utilised to

lead an efficient lifestyle.

2.3.2.6 Digital Divide

Digital divide is commonlyeferred to as the gap between those who hasecess to
0§SOKy 2t 238 | y RHayes and Blartia, RA073BVRryl €ctors could contribute
to digital divide such as low incomew educational background aratea of residence rural

areas(Hargittai, 2003)

Ly 2NRSNJ 2 FRRNBaa 2t RSNJ LIS2L)X SQa 24
developedthe WI NB & R A Biiich hat theR & P X R Sa@ tBezbfoadadigital divide
concept, referring to the obstaclésey encounter in terms dcdiccess (firstevel divide), skills
(secondlevel divide) and opportunities (thifl S @St (Riéx@phudS &t al., 2022¥he
first-level dividerefers to theequipment required to uséhe internet (more details in section

2.3.2.9; the secondlevel divide refers to thebasic digital skills required tautilise the
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technology (more detils regarding this isection2.3.2.7) and the thirdevel divide is about
the deploymentof the online toolsto attain outcomes and opportunitiefAlexopoulou et al.,
2022) Thiscould indicatethat older peoplemay not utilise digital financial services due to

the barriersrelated to the varying levels of the digital divide.

2.3.2.7 Digital Skills

Non-internet users among older peopt not utilise thetechnologyas they laclasicdigital
skills(Olphert et al., 2005)n the UK, around76% of older people aged 65 and over do not

possess the essentiskillsrequired to use the internefLloyds Bank, 20183ome of the basic

digital skills are seeking information through search engines, online communication, online
transactions and seeking online help to solve probl¢®BlS, 2019Due to2 f RS NJ LIS 2 LJX S
lack of digital skills, they face challenges in accessing online financial séfvioasas et al.,

2023)b 20 Sy KFyOAy3a 2f RSNJ LIS2L) SQ&a RAIAGIE &T1Af
digital divide.

2.3.2.8Lack ofAccess

Lack of access is another issue that contributehéadigital divide.In the UK, eound 34% of
older peopl&€ @hose aged 65 and ovenpusesdo not have internet accestherefore, they
mayapproach other peopléor support incarryingout online activitiegOfcom, 2022)Older
people may feel that they lack the skills to acoeskne financial services if they do not have
the required equipment(Gerrard and Cunningham, 2003)Iso, the cost oftechnological
devicesis a barrier for some peoplePeoplewith lower incomescannot purchasethe
equipment(Compaine, 2001) Furthermore those who reside in rural areas may r@ve
broadbandaccesqPolasik and Wisniewski, 200&0d they may not be able to afford the
deviceginternet connection(Onyia and Tagg, 2011Qlder people cannot adopt and use
digital financial services the essentiatools are not available. Hence, the only optitor

themis to seek support from others

2.3.3Institutions that provide Online Fnancial Services
Variousonline financial servicgsrovidea financial component of transaction:
1 Banks (e.g. RBS, HSB

M Credit unions
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Onrine Shopping (e.g. AmazdfinTech productg e.g. PayPal, ApplePay)
Holiday bookingse(g. booking.com)

Online transport service tickets (e.g., SkyScanner)

Tickets for cultural eventsther events(e.g., cinema)

Passport renewglgov.uk)

Parking finegcouncil)

Payment of car taggov.uk)

Online insurance policies (e.g. comparethemarket.com)

= =2 =2 =2 A A A A

International money transfeservices (e.g. Western union)

Digital financial services suchasine banking are provided by communatsganisationge.g.
credit unions) and banks (e.§antander) There are many benefits of usirsgich online
financial services, for examplenline banking was created with the intention pfoviding
convenience for people taccess information regarding thdaankaccount(AldasManzano

et al., 2009)Also, there would be a reduction in paper usdge bankstatementsand the
journey to a bank can beliminatedc this would reinforce ecdriendliness(Koskosas, 2011)
Leveraging any online financial service wouyldomote environmenal sustainability.
Furthermore, such services would beanciallybeneficial forvulnerable people, especially
older people Onlineproducts or serviceprovidevariousdiscounts(for example, flight ticket
and online insurance policy offerahidindividuals can save timtaroughsuchdigitalservices

¢ people can save at least 30 minutes per online transactidentre for Economics and
Business Research, 20ZP)ansactions could be easily carried out through FinTech products,
for example, ApplePay and PayHdilis indicates thatitne savings would enabtdder people

to focus on other activitiesind obtaining monetary savings is useful for people with lower

income.

Additionally,some financial service provideasd vulnerable people with digital services, for
example, Barclaydeveloped an app with accessibility features which would be useful for
disabled peoplgBarclays, 2021aplso,free digital training sessions are providea build
LIS2 L SQa 02y T A R@GIgydsS2023yhis indidataskhizbniesedviteipfovidérs
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are willing to provide support to vulnerable people throudiverse initiativesn orderto

enhancedigital inclusion

In terms of international money transfer, people from ethnic minority gresgnd money to
their home country(Moore, 2000) Howeversomemay approactihe branch,organisations

or other individuals to carry ouhe online transactionslue to language issues.

Although varioudligital financialservices are available, older peoféee various challenges

which could prevent them from accessing such senacekthisperpetuates digital exclusion.

2.3.4Society
The upcoming subsections provide explications of thefactors associated withsociety
includingbrief descriptions ohow each factor could influence oldedS 2 Liis&dioiline

financial services

2.3.4.1 CharityOrganisations

Charity @ganisations suchsAgeUKoffer immense support for older people the UK(Age
UK, 2016a)For example, liey providecomputer classes foolder peopleto access the
technology(Age UK, 2021bYne of theiraims is to decrease the scams apdovide older
people withthe skills required testay digitally active. They are achieving tioslthrough the
Digital Champion Programni@ge UK, 2024aJhis is a programme wheiigital Champions
(volunteers) provid®ne-to-oneassistance draining sessions to those whweant to increase
their digital skillsAlso, devices and toadse offered on loan for thoseithout accessAs well
as this programmessuch as Connecting Scotland (an initiative by the Scottish Government)
assist peoplevith the equipment required to use the internet and provittaining anddigital
supportthrough Digital Champiorng.g.sending emails, online shopping, setting upfetc)
(ConnectingScotland, 2022heir visionis to ensure that no one is left behintherefore,
they work along wittthe public, private and voluntary sectots enhance digital inclusion.
Suchorganisations and programmegould encourage older people tobtain the relevant

skills to accesdigital financial services.
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2.3.4.2ChurchesTemples

Older people from ethnic minority groups who participatetieir own communities are
highlyactive and may adogechnologyif it producegangible benefis (Choudrie et al., 2022)
This indicates thatommunities formed for specific ethnic grouesg. churches and mandir
(Hindu Mandir Glasgow, 2024gould facilitate older peopleto become more activen
access1g digital financial servicethrough the support they receive from othela the
community. People whapproach such communities can overcome social isolg@broudrie
et al., 2022)Consequentlyil KS& Qf f oid/ahedfcSeary andBdopt techology.As
well as this, older people who are in the same age grmay benefit from peer tutoringlue
to the sense of belongingideby-side learningcreates a reciprocal relationship whibelps

them to learn technology togethdKorpela et al., 2023)

2.3.4.3EDI (Equality, Diversity and Inclusion)

EDI policywas created toeradicate discriminationby incorporating everyone in any
environment irrespective of their gender, race, background .etthereby, promoting
inclusivity(University of Edinburgh, 20214lthough EDtomplies with the Equality Act 2010
(GOV, 2018andis being followed by manpstitutionsand businessegligital discrimination

can be seen on digital financial services i.e. older people are fdmitgl divide and digital
exclusionLiterature review has already shown that many factors contribute to the challenges
that older people face which exacerbates the grey digital divikiigancial service providers
couldfollow the EDI policy by including vulnerable people, particularly ofgeplein the

design and development procestonline financial seiges/products

2.3.4.4 Post Offices

Post offices are generally used by many individuals to conduct basikinigaactivities for
exampleyiewingaccount balancg depositing and withdrawing cagRostOffice, 2021 Btaff
providefaceto-faceassistance witlsuch activitiesand the individuabnly needs to uséheir
card and pin(Barclays, 2021b)YOlder people are a key customer group of post offices,
especially those who reside in rural ar¢blamilton, 2016)27% of older people who are aged

65 and ovethandletheir accounts via bank branches or post offi¢dge UK, 2023b)his
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depicts that some older people prefer inperson interactions; therefore, they approach

physical locations where digital support is provided.

2.3.4.5 Libraries

Glasgow Liféa charitythat enables people to become active and engaged through various
activities)arrangesdrop-in sessions atarious libraries for peopleho require digital support
with online activitiegGlasgow Life, 2023Digital skills workshops are alkeld at libraries
through Glasgow Lifetopicsthat are included, but not limited to, argocial mediagBay and
online job searctiGlasgow Life, 2025plder people coul@asilyutilise suchopportunities to
learn the technology and enhance their digital skiilsrder toadopt and useligital financial
services Although they providessistancevith basic digital skills, they may natd people
with online financial services due to sensitive information such as bank card detdgyital

banking login details

Public ibrariessupportvulnerable people, including older people with access to equipment
and WiFi andprovide digital skillstraining to reduce digital exclusn. Older people can
become digitally active through appropriate trainjnigereby enhancing their digital literacy
skills(Casselden, 2023 addition tolnformation Technology (IT) training activities, libraries
provide }2-1 taster sessionson various activities such as online shoppiremail,
downloading etc(Ruiu and Ragnedda, 2018uch sessionare useful for older people
especially for those who do not have the required equipment to use the inte@kter
people couldlearn and receive support througtliverselibrary activitiesto increase their

basic digital skills

2.3.46 Banks (third party mandate)

Banks allowindividuals tohave a representative who would have controlovey’ A Y RA @A R dzl
account Different types of access are availghita examplethird party mandate and power

of attorney (Lloyds, 2021)A third party mandatevould enable a person to carry out basic

banking activitiesvhile a power of attorney permits an individualrtake decisions on behalf

of the account holdeNatWest, 2021)Barclays, 2025)Although this is usefuih certain

circumstancesthis could hinder older people from accessing digital financial services as they
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are always receiving support from anoth&usted individual to manage their account

through digital banking.

2.3.47 Digital Carers

Vulnerable peoplanayreceive digital support from digital carers such as family, friends or
relatives(Harvey et al., 202186% of youngsters agelb-24 act as digital careiise. they
assist others to carry out online activitiand 46%of them provided weekly supportOfcom,
2022) These statistics indicatthat digital carersspend a significant amount of time aiding
people who lack the skills iccess digital servicdsven thougheceiving supporis a starting
point for digital inclusio, someolder people may ndearn and utilise digital financial services

due todigital carersvho carry out theonline financiabctivitieson behalf of them.

2.3.48 FinancialScams

In the initial montrsof theyear2023, around £80million wadost throughfraud (UK Finance,
2023) Older people are often targeted for scardge UK, 2016bJrauds utilise various
techniques to gather sensitive information from peoplefor example,fake messages,
websites anghone call{UK Finance, 20213ome older people lose thentire savings and
experiencingfraudulent incidentsaffects them mentaly and emotionally(Age UK, 2016b)
This indicates that financial scams could prevader peoplefrom accessing digital financial

servicedue to fear of monetary loss.

2.3.49 Social Pressure

Socialinfluence (e.g. views of family and friend§)2 dzft R K|l @S 'y A YL} Ol
accesgo digitalfinancial service@Martins et al., 2014)Older people may encounter positive

or negative social persuasiofrem family and friendgind as a resulhey maybeginto use

the internet(Lin et al., 2013Havingnegative social influenceom otherscould affect older
peopS Qa Y Sy (i Hdwevét, ®tid jprdésure could encouragieem to access digital

financial service® some extent
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2.4 A Categorised Representation of the Factors

Thereview of the literatureon digital financial services led to tigentification ofnumerous
factors that coulde grouped into four sections: HumahechnologysSociety andnstitutions
that provide online financial serviceBhese four sectionsavealready been discussed in this
chapterin previoussections explaining the factors inteelated with eachsection.The four
main groups and the corresponding factdesl to the creation of a visual representation of
the identified factorgsee Figure.l). Figure2.1lindicates thatpertinent factorsrecognised
through a review of the literature can be divided into sectioviich can be easilgleployed
to provide insights into the topic of online financial servic&gournal article detailing the
factors procuredthrough literature and the categorised sections, including Figuiehas

been publishedThomas et al., 2025b)

Technology

— —>

Open banking standard,
aacessibility, seaurity,
usahility (interface),

Selfefficagy, anxiety,
Perceived eae of use,
Perceived Usefulness,

] advertisements (awarenes),
attitude,  trust,  fear, digital divide, digital skills, lad
satisfadion, age, Qe”de'v of access (internet connedion,
place of resdence, laptop etc.)

education, income, job,
experience, knowledge,

financial literagy,
language, ethnic
minorities, disabilities,
confidence Online finandal

services

Ingtitutions
that provide
these services

Charity organisations (e.g., Age UK,

Barks (e.g, RBSHSBEL WingHong),

credit unions, Churches, templesetc,

Online shopping (e.g, Amazam, Nex, EDI (equality, diversity, inclusion),
eBay- transadions via Firtech products Post Offices, Libraries,

e.g, PayPal, ApplePay), Barks (third party mandate),

Hdliday bookings (e.g, booking.com), Digital carers (Fanily, friends,

Online transport service tickets (e.g, relatives),

scotrail, Skscanner), Firancial scams,

Tickets for cultural events/ other events Saial persuason/ social influence/peer
(e.g, cinema), influence

Online insurance policies (e.g, M&S
comparethemarket.com),
International money transfer services
(e.g, WesternUnion, MoneyGram),
passport renewal, paking fines,
payment of car tax (gov.uk)

Figure2.1: A categorised representation of tlel OG 2 NE Ay NI I adces 6 onfire finAricidd S NJ LIS 2 L

services
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Interconnections between the factors shown in Fig@r& have been revealethrough the
literature review. For instancdéinkscanbe establishedetweenincome, job and education
Socioecoromic factors play @italNR £ S Ay 2 f RS Nihdidffetnetifol8eRpeople OO0 S & &
whoremainW2 y f Arg tBosduvith higher socioeconomic backgrousdKoénig and Seifert,
2020) This denotes thapeople from higher socieconomic stratavould generdly utilisethe
internet, including online financial servicés.addition to thisthe adoption of online banking
services is interconnected with educational attainment, age and place of resigeecple
with low qualifications,people aged 65 or over and those under the age of 18 @mewple
residing inrural areas werelesslikely to adopt internet bankingPolasik and Wisniewski,
2009) Moreover, there is a link betweethe digital divide andsociceconomicfactors
existence of digital divide is found among older people with low secanomic statusAlso,
a higher degree of digital skiksin be found amieg older people with high socieconomic

status(Hargittai and Dobransky, 2017)

Additionally, a paper written byPeratPeral et al.(2020) outlined various connections
betweenthe factorsthatcod R A y Tt dzS y O&lop#dn &f Bitlchet Barkingf s&Gras.
Firstly,higherself-efficacy positively influences perceived usefulnesdtefficacyimproves,
and anxiety decreasdblrough social influencée.g. support from family and friendshlso,
there are gendetased differenceslue to the degree ofselfefficacy and anxietyolder
women have higheranxietyeven if ther level of seHefficacy has improved whereas older

menreflect lower levels of anxiety wheahey increase their seffficacy with technology.

Furthermore a studyconducted by Choudrie et 20222 y 2f RSNJ LIS2 LJX SQ&a dza ¢
showedthe interplay betweenethnic minority groupsselfefficacy,confidence, education,

disabilities and organisationsgducatedolder people from ethnic minority groupsan build

their selfefficacy and confidence levalgth the encouragement andupport obtained from
organisationsirrespective of anyhealth-related issuesthey have Despitebeing educatd,

older people from ethnic minority groupsce complexitieswhile using technologyvhich
exacerbatedligital divide(Choudrie et al., 2022Also, languagean bean issuefor older

people fromethnic minority groupsThose whose first language is not Enghksitounter

more difficultieswith online servicegHarvey and Brazier, 2022)

37



Sincethere arevariousinterconnectiondetween the factorsthe concept of intersectionality
isrelevant in this studyCrenshaw (2013htroducedthe term YhtersectionalityQwhichrefers
tol LISNE2Z2YyQa ShaldSgedorSigddrénithe inwgrBectiors betweenindividual
identities such asgender, race and sexualitrenshaw (2013points out the fact that
obstaclescannot be formed from only one factor; intersectiorof various elements could
result inunigue experience$?atterns of intersectionality can assist in explofagy different
social identitiesnfluence each individudlTsatsou, 2022)n thisresearch literature review
showed thatolder people face challenges duette interplay ofdiversefactors(see previous
paragraphs) This study does not explorgender disparities irdetail, for example,older
women from ethnicminority groupswith disabilities andow incomescould face unique
challengege.g. motor issuessultural normsetc) which prevent them from accessing online
financial servicesSuch intersections of social identitiesuld be exploredand confirmed
through a large sample size of interviews with diverse ethnic graulpgersectionality is
necessary tacknowledge the various factors that contribute ttee lower levels of digital
literacyskillsin older people from specific cohoréd identify the key barrierthat promote

the digital exclusion oblder people

Althoughdiverseinterconnectionscan be determinedhrough the factors shown in Figure
2.1, some of thevariablescanbe treated asbarriersor facilitators For instancegligital carer
is a facilitatorfor older people as they receiveignificantsupport from them on online
financial services. Simultaneoudlyis factor could also act as a barrier as older peapiad
always rely on thenand maygraduallybecome reluctant to learn online services dige
having external supportAlso, alow-level educatioral backgroundcould imply that older
people are less likely t@adopt online financial serviceonversely those with higher
educational attainmentcould have the intentionto utilise online financial services more
frequently as they are aware of the benefitssuch serviceghis couldalsobe applied to the
factorssuch asncome and jobThose with aigher incomecouldeasily access technological
devices to utilisaligital financial services their everyday livesvhereas those with a lower
incomecouldhavea majorissuein accessingigital servicesBesides thatolder people who
currently work with technology dravehad technological experiene their workplacecould
conduct online financiaerviceswvith ease as compared to thoseho did not have thigype

of technological experience.
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l y2 i KSNI SEI RLXES ymaeledw theagyidagaxisations facilitate older people
with online servicesthis could be a issuefor older people residing in rural areas most
organisationgre situatedn urban areasAlso, thosavhose first language is not English could
experience challenges on digital financial servisé®reas native speakenmmay not face

manydifficulties in learning and accessing such services.

Many factors could negatively or positivelyflience2 f RS NJ LIS2 LJX SQa | 00Saa
servicesEven thoughrigure2.1 encapsulate barriers and facilitatorsvith regard toonline

financial serviceghe diagram was modified following the interviews with older people and
intermediaries Findings were mappeonto Figure?.1to identify novelfactorsandalso those
corroborated through interviewsvhich resulted in the creation ofnaupdatedversion of

Figure 2.1More information regarding tisisdiscussed in chapter. 4

2.5 ummary

In conclusion, this chaptetJNE A RSR 3INBI G Ayarakda Ayidz 2f
financial service®A review of the literaturessisted irexploringthe various factorghat could
hinderolder people fromadopting and usingdigitalfinancial services, for example, fedack

of confidenceack of digitalskillsand lack offinancial literacy skillh f RS NJ LJS2 LJX SQa
scamgpreventsthem from learning and adopting the skills required to utilibe technology

for their own benefit this further escalates the grey digital dividgider people vth limited

digital skillgely heavily on digital carer organisationgo carry out online serviceand this
couldsignificantlyhinder them from learninghe steps required to carry out online financial
activities. Also, d RS NJ LJS sh¢idd Befusty sHillidgtline over timeand they have

difficulties in choosing appropriate financial services/produstsichcouldevenhinder them

from leveragingonline financialservices.Furthermore,older people are concerned about

their data and negative experiencesan decrease2 f RS NJ LJS2 LJ Sdase O2y F A
technologywhichleads to reduced engagement witligitalfinancial serviceDiversefactors

that act as facilitators or barriers were identifi¢arough literature reviewand these were
categorised into four groups: human, technology, institutions that provide online financial
services and societfseesection 24). In this chapterthe four groups wh the associated

factors were explained in four sections (secgsah 3.1, 2.3.2, 2.3.3 and 2.3.4)ost of the

39



challenges that older people fageere clusteredunderW | dy¥Y@hen compared with other
groups. This implies thatuman/behavioural factors have to be addressmud taken into

account asthis could be considerethe main element which exacerbates digital exclusion.

Aspreviouslyhighlighted research gaps were established throwgtterature reviewin which

ethnic minorities and language aspects were noted as the major gapsegard to older

LIS2 L)X SQ& dzaS 2 F R Xhibaiddd fin dévalopihgytiaeAfitstt two aeSadidh O S &
guestions mentioned isection 1.3

1) What are the key challenges encountered by older people aged 65 or over whose first
language is not English on online financial services?

2) What issues related to online financial services do older people (those aged 65 or over)

from ethnic minority groups experience?

Thereis limited Ukbasedresearchwork on older people aged 65 and over in the context of

online financialservices especially on thosevhose first language is not English and those

from ethnicgroups.Older peoplefrom these two groups may experience different types of
challenges; therefore, its necessary to examinieir issues This study addressetheir
problemsthrough chosen research methodsee chapter 3and the findings(seechapter 4)

obtained from this research assistedarploring some of thenultifaceted challenges that

older people from thesetwo cohorts experiencen f RSNJ LJS2 LJ SQ& A aadzSa
attributed to one key challenge as d@ould beinterconnected with otherfactors which

negatively influence their intention to adopt online financial services.

Although2 f R S NJ thSll2ngis dedasinvestigated fmevious studiesa noveltool has not

been producedo gaugethe factorsthat couldimpede older people fronteveraging online
financial servicesFurthermore studies have notextensivelydeclared how meaningful
interventions could be developeir older peoplefrom the contributionsof a study. Thse
gapsled to the formation of the remaining two research questions

3) How to assess the factors that contribute to the challenges encountered by older people?
4) How do the contributions of this study lead to new interventions that could address the

challenges faced by these older people?
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Assessing the factors that could contribute to the challenigesd by older people would
enablefinancial service providers and othetiakeholderso comprehend the key areas where
additional interventions are required to reduce digital exclusi®his studydeveloped a
theoretical tool 6ee chapter 5) which could be leveraged oRSY G A F& ltofa Ay RA O]
specific coho® Barriers on online financial servicd3ataprocured from this tool coulde
utilised in various ways to formulate interventiofe vulnerable peopleAlsq prior studies

do not explicitly statehow the contributionsof a study related taigital financial services
could develop a pathway to assist in producing inclusiveontextspecific interventions.
Hence, this research produced four key contributions d¢hapter 2: a categorised
representation of the factors, chapter 4: kéyndings from interviews, chaptet: updated
version of the visual representation of the factors, chapter 5: theoretical tool, chapter 6:
summarigtion ofcontributiong whichcould help indeveloping the interventions required to
mitigate the obstaclesated by older people, foinstance fear, lack of digital literacy skills
and lack of confidenc&ections 6.3 and 6describein detail how the contributions could be

taken forward to create a tangible impact in the society.

Additionally, it was noted thatonline financial services have not been explored collectively

i.e. previous researchers focused on one speafitine financial service. Thutis study

delves into the most common online financial services utilised by older people aged 65 and

over. Although this study aims to bridgde aforementioned gapsthis study intends to

produce severalkey contributionsin which one contribution has been discussed in this

chapter. Avisual representation of thelentified factorgFigure2.1) could bdruitfully utilised

to comprehend the barriers and facilitatorsd 8 2 OA I 1 SR gAGK 2f RSNJ LIS2 |
financial servicesThis diagram could be updated to include further factarel can be
leveragedoy stakeholdergrior to developingusefulinterventionsfor older people to ensure

that various factors related to online financial services have been acknowledged.

41



CHAPTER

Methodology

This chapteriscusses the main phases the study elucidateshow the researchevolved
through the selectedresearch methodsnd justifies thedecisions taken to structure and
designthe researchmethodology Several amendments have been made to the research due
to various reasons anttheseare explained in this sectiohethree main partsof the study
were literature review, interviewsind experimental design. Within éise parts, there are
different areas of workhat were carried out during the studgnd this led tahe production

of severalkey contributions.

3.1 MethodologicalConstruct

Beforethe process of collecting the data, a methodological approach had to be chosen which
would assist iselectinghe most suitableesearch methodsSaundes et al (2023)produced

a ResearchOnion modd (see Figure8.1) to assist researcherm designng their research
methodology.Thisframeworkwasfollowed to ensure thatelevantresearch methodsvere
selectedfor this studythroughvarious steps. These steps are sinlered as six layers in the

Onion model:

Philosophy(our knowledge éthe researchbeing conducted)

Approach to theory developmergt(deductive or inductive)

Methodological choice (quantitative, qualitative or mixed methods)
Strategyc (survey, experiment, case studgction researchgrounded theoryetc)

Time horizorg (crosssectional(shortterm) or longitudinal(long-term))

o a0~ W DdPRE

Techniques and proceduregcore layer- data collection and data analysis)
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Positivism

Philosophy - — — —— —— —— ————— =
Critical
Realism
Approach to theory development — £ — —— — — — —

Deduction
Mono-method

quantitative

Mono-method
qualitative

Survey Experiment

Ethnography

Multi-method
quantitative

Cross-sectional

Grounded
Theory

access,
ethics, sample
selection, data
collection and
analysis

Interpretivism | Abduction

Narrative
Inquiry

Archival

Research

Case -
T Study Action

Research

l\iu Iti-method
qualitative

Methodological choice ——fb—-—-—-——— % —————

Strategy(ies) ———————— A e e A a2
gy ies) Mixed method

simple

Mixed method
complex

Postmodernism

Induction

. . Pragmatism
Time horizon - - —————-—-—————————-"Sg-—"—"—"—"—"—"—"—"—"—"—"—"—"——"——————

Procedures and techniques ——————————————— —— —— !
Figure 3.1Research Onion modgbaunders et al., 2023)

TheSa S+ NOKSNDF RY R&SNS REBlinstfisaaral sexic&sasrihanced
through a literature review which assisted in determining theesearch gapsMoreover,
studies gave an overall understanding of the various research approdichegould be
deployedfor theory developmentaind the two mainapproachesare inductive or deductive.
Inductive approach produces a generalised conclusion from specific observations, while
deductive approach, conversely, begins with broad facts to elicit certain informgtipde,

2000) Due to limited research on older people aged &&% digital financial services, a
deductive approach could not be followed to generatgotheses; thereforean inductive

approachwas considered to bmore apt for this study

A guantitative study employs a deductive approach where hypotheses are produced through
theories/facts which are ratified through acquired data whereas an inductive study obtains
data which would be analysed to form a theoffdlewman, 200Q) Qualitative studies
generally adopt an inductive approach as data could be utilised to produce th@hemas,
2006)
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In an inductive study, different research methods could be deployed to collate qualitative
data, for instance, interviews, focus groups and observations. -Seuatured interviews
were considered more adequate compared to structured interviews as stredtinterviews
do not encourage conversational communicati@ince semstructured interviews do not
follow an exact structured interview style, participants could have more control over the
conversations which would allow the researcher to ask more releyaestions in the context

of online financial services.

Moreover, an advantage of sessiructured interviews is that these interviews enable the
researcher to explore new ideas that could arise during the conversatidndlk S2 & St h £ I { dzy
and Olenik, 2021)Since sernstructured interviews take a conversational approach, the
researcher could asfor more details regarding the conversations that each interviewee

shares on the experiences thefacewith online financial services; this might not be possible

in a focus group study due to group discussions. In a focus group, confident participants take
control of the conversationgGorkovenko et al., 2017This is a major disadvantage for those

who are introverted. Furthermore, some interviewees may not share certain experiences that

they are reluctant to communicate while in a focus group. Hence, focus groups were not

considered as an appropriate methoat this study.

Semistructured interviews were also deemed as a suitable method when compared with
guestionnaire surveygdeductive approach)This study involves older people from ethnic
minority groups; therefore, language could be a barrier for them which could deter them from
not properly filling out the surveys. As previously stated in chapter 2, older people could have
a lack of digitalldlls due to their seldom use of technology. Hence, they may not have the
digital skills to provide pertinent responses on thesewf digital financial services and they

may require additional support to use a technological device to carry out the survey.
Due tothe adoptionof semistructured interviews as research method, this study follows

an inductive approachihe interviewdatawasutilised togenerate patterns and themesvith

the aim of creatingioveltheoriesor factswhich would bridge the research gaps.
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In terms of time horizon, this studyid not requirean extendedperiodto gather data from
older people aged 65 herefore, this is &rosssectional studyAdditional timewas only
required for the recruitment process. Dateas not being gatheredepeatedly to determine
changes and developmentghich would be required in a longitudinal stydpr example,

observing a appwhere usergecordand manageheir financesover 3 years.

After following the first five layers of the modet,wasless complicatedo choose the data
collection methoddor the final stageLiterature review andnterviews were chosen as data
collection instruments. Data collected througha review of the literature resulted in
developing a visual representation of the factors associated with digital financial services
(Figure 2.1and semistructured interviews was chosen as another method due to the reasons
mentioned previouslyln terms of data analysis, thematic analyisishe common method
usedto analyse qualitave data Therefore, this waghosen as a method for this study.
Thematic analysig/ould showthe interconnections and patterns betweehe themes and

codesrelated todigital financial services.

The brief explaations mentionedearlierindicate how he Research Onion model assisted in
guiding the researchep reach the core layer through several stageshefdecisionmaking
process This methodological approadneated a foundationfor the studywhich facilitated

in utilisingthe collecteddata to produce key contributions

3.2 Workflow

A diagramsummarisingall the work carried ouin the PhD studgan be seemn Figure3.2.

Arrows are used to show the transition from oaetivityto another.
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Literature
Review

14 Interviews

Personas

Analysis

Theoretical
tool

4 Researchers 8 Interviews

Comparisons between the interview findings and literature review

Figure3.2: A workflow showing the methodological approach

As shown in Figur8.2, this study commenced witla literature review followed byl4
interviews with older people and intermediariesThereafter, the procured data was
thematically analysedising NVivqversion 1.7.1), a data analysis softwar@\Vivo, 2024)
The ideaof developinga personaemergedwhen intervieweeslescribedolder peoplethey
are familiar with who are struggling with online financial serviddgsdatawas utilised to
create sevenpersonas. Creating prsonaswas necessityto leverage all the information
acquired through interviewsand thistechnique assisted in understanding the challenges
encountered byother older peoplein the society During the process of thematic analysis,
this additionalinformation regarding older peoplasalso analysed on NVivBollowing the
development of one personaa number ofbroad factors that could contribute ¢ the
challenges encountered by older peopleere noted that could be utilisedto form a
theoretical tool (see section 3.5.2)ith a scaleranging from 0 to 5Severalfactors were
included using the information obtained frothe literature review.This tool was tested on
all the developed persondsy R 2t RSNJ LIS2LJ SQa Ay idGSNIWASSH
interviews.Also,data from another 8 interviewees werkeployedto test thistheoretical tool

Furthermore to address subjectivity issues, the tool was tested with four researetmershe
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procured data were used todetermine interrater agreement using Krippendofffalpha.
Finally, the findigsobtained from the interviewand the literature review led tan updated

version of Figur@.1.

3.3 Part 1¢ Literature Review

Areview of the literature was carried out ttomprehendhe topic, establish the gapsreate
research questions and develop a categorised representation of the identified factors as
shown in Figur@.1in Chapter 2As highlighted ichapter 2section 2.1the researcher began

by only concentrating on online bankirsubsequentlythe topic was widened byonsidering

a broad range of areas related dolinefinancial servicewhich was narrowed at a later stage

to focus on the aspects of language and ethnicity.

3.4 Part 2¢ Interviews

Following the literature reviewphase and after the creation of research questigns
appropriate research methods had to be chosen for the study to gather meaningful data from
older participants aged 65 and ove&emi structuredinterviews were regarded as the best
choice since older peoptan discuss their experiences in using digital financial senvioes
Although questions were created for sesiructured interviews, participants had the
advantage of expressing themselves by discussing any matters related to online financial

services.

In addition to semstructured interviewspbservationsvere considered asrother research
methodin the studyto understand2 f R S NJ th8l2rigEsdttOsimulatedonline financial
websites e.g., online banking, insurance policy websites and online shopping welasites
observe their interactionsvith the given task®n each website usingCl techniques which
could aid in identifying issues linked to digital skills, accessibility and usabditfiowever,

this method wasliminatedfrom the study after the firsiyear annual review meeting due to

the difficulties that could arise from this method, for instance, older people may not have the
digital skills to carry out the tasks and the depdd simulated websites may not resemble
the real websites. Thus, the decision was to spend more time on the theoretical aspect by

conducting interviews with older people and intermediaries.
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Despite all the benefits of serstructured interviews, there are some drawbacks to this
method, for example, not being able to easily control the time with older participants who
prefer having conversations for a prolongeeriod. Also, some people may not participate in
the interviews due to thi fear of being asked sensitive questions such as bank details, card
details etc. As well as this, research time could be lost if desirable participants are not
recruited to gather data. Nevertheless, this methwds sufficient for the initial stage of the
study to collect primary data from older people aged 65 and @agemeaningful data could

be gathered through sermstructured interviews when compared with other research

methods.

3.4.1 Recruitment
In order toanswer the research questions 1 and 2, participants were recrited two main
ethnic groups
- White
0 Scottish
- Asian, Asian Scottish or Asian British
o PakistaniPakistani Scottish or Pakistani British
0 Chinese, Chinese Scottish or Chinese British

o Indian, Indian Scottish or Indian British

These cohorts assisted in identifying the barrigssociated witlihe aspects ofanguage and
ethnicity. The common attribute irthese twogroups is that the older people are aged 65 and
over. Scotland2 Gensusestablishedhat White: Scottishwas the largest White ethnic group
(National Records of Scotland, 201Therefore this group was choseior this study.Asian,
Asian Scottish or Asian British was anotgesup selected for this resear¢h comprehend

2 f RS NJ ladgRag# cBrapdexities. Within this grou),000 people werédentified as
Pakistar®232,000 people werd? / K A f6lBwie8 633,000 L y RgiHesé &u@roupshad

the highest proportion of individuals residing in Scotlgidhtional Records of Scotland,
2011) Hence, these subgroups were selected, and they were recruited through Glasgow

based organisations.
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Initially, the intention was to recruit at least 4 men and 4 women for esurcohort to
explore gender issueslowever, ae of the main problems which wéscedduring thestudy

was recruiting older people aged 65 and over and those from ethnic minority groups.
Therefore, an exact number of participardsuld not be recruitedor each groupSeveral
organisationssuch asAgeScotlandGlasgowLifeDf | 432 ¢ 2 2 Y SAA@saand A 0 NI N.
Almeezarand individuals were contacted through phone calls and emails but did not receive
positive responses from most of them as everyone was occupied with assembling everything
back to normal phase followin@vid lockdown Also, organisationsush asGlasgowLifelo

not help with digital financial services, they only proviel@rningsessions on digital skitlsat

are carried out in variou§lasgowibraries Due to the involvement of sensitive information,
organisations are generally not allowed to aid people with such services. This, in turn,
produced more complexities in identifying organisations that assist older people with online

financial services.

Even though there were challenges in the recruitment stageimaber oforganisations aided

in recruiting participants for the interviewsuch asDf | 4326 Qa D2 By DSyS
temple, Wing Hongand the Dixon communitySnowball sampling technigu®arker et al.,

2019)was also employed to recruit participants by requestiagiousindividuals to spread

research information with their families and friendsitially, the main plan was to include

older participants. However, intermediariesere included due to the complexities in
recruiting older peopleafter the Covid lockdownLater on, it was recognised througjme

interviews that older people had difficulties in articulating their own challenges whereas
intermediaries clearly knew the challenges that older people experiengigd online

financial services. Data from these two gpswf participants (intermediaries and end users)

were used in this research to comprehend and categorise the different challenges.

Study information was circulated among students through emuiith invitations for
volunteers to participatewho assist(ed) older people with digital financial servic&s.
interpreter who was an acquaintancalso accompanied the researcher to conduct the
interviews with theChineseolder people aWing Hongg an organisationfor Chinese elderly

people(Wing Hong, 2024)
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3.4.2 Interview Questions

While recruitment emails were being circulated, interview questions were derived from
research questionsSemistructuredinterview questions can be seen in AppendibOhe of

the main intentions of this study was to bridge tidentifiedresearch gaps; therefore, specific
guestions were developed fdargeted participantsDue to the lack opreviousstudieson
older people whose first language is not English and those fetinmic groups their
challenges had to be explored through the intervieWwihiere are many areas where older
peoplecould face challenges in using online financial services (e.g. fear, lack of digital skills,
lack ofeducationetc) and these were identified through a review of the literatujsee
chapter 2) Due to time constraintsit was not possibleto ask each specifitactor in an
interview; therefore, each participant was given a few examples ofdaetified challenges

which wouldassistthem to think and answer the questions.

Questions for older people include demographic informatigender, education, occupation,

income etc). These details were collected to understanthése factors had a role in

facilitating or hindering older people from adopting online financial servigép. A i S NI { dzNJ
w S @ A (Shager 2)also aided in creatingthese questions sincerelevant factors were

identified through previous researclsenderinequalitieswere briefly discussegreviously

(seesection 2.3.1.18 therefore, in order to determine gender issues, participants were

kindly posed to state their gendeas part of the first interview questioi\lso,prior studies

already showed that & section 2.3.12) unemployment,lack of educatiorand lack of
incomecould influence oldepeople in accessing the internet. Hencgiestions regarding

these factors were included\s part of the income question, Scottish tax baf@0OV, 2022)

wereused to create thdiveincome optiongover£12,570-£14,732 over £14,732£25,688,
over£25,688- £43,662etc). Aswell as thidj dzSa G A2y a NBEIF NRAY I LI NI AC
first/second generation and household (e.g. living aloneMlwith a partner/in a
multigenerational householdjvere askedwith the intention of gatheringhovel factors as

thesewere not exploredhrough previousstudies

Older people whose first language is not English and those from ethnic minority groups had
similar questionsThose from ethnic minority groups were asked about their ethnicity and

they were asked about language issues with online financial sertiaaguage and ethnic
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minority groupswere the two main research gapshich were beingaddressed through tis

study; therefore, it was vital todeterminethe challenges faced ®thnicminority groupsand

explore ther issues surroundingnguistic challenge Wlder people whose first language is

Englis? 8SOGA2Yy Ay ! LIWSYRAE | @denstimcorpdfated ast | y 3 dzl
specific areasinlessthe participant shared any relevant information in relation to thése

aspects.

In order to gather meaningful datdlS 3 NRA y 3  2hilRrgd$ONISI @ diasuflised

Fve popular online financial services used by older peaglked 65 and ovewere identified
through ONS datahese were online banking, online shoppifglying or renewing existing
insurance policies, tickets to cultural or other evefgsy., cinema, theatre et@nd buying
transport service ticketg¢e.g., flight ticket, train ticket etcfONS data showed that only 49%

of over 65s were online banking users; only 65% of those aged 65 and over did online
shopping; only 13% of older people bought online transport service tickets; only 14% bought
tickets for cultural or other eventand only25% of older people bought or renewed existing
insurance policiegONS, 2020a)Although there wereother activities carried out by older
people, these five servicasere the most common online financial services conducted by

older people aged 65 and over2020.

Older people were asked about tlirequencywith which they carried outhese activities,
the help acquired from otherghe challenges they facednd the reasons (if any) for not
carrying out these serviceSuch questions were required identify the obstacles that older
people experienced in accessiegch online financial activitypue to the digitalisationof
many services, it was necessarydamprehendhow older peopleutilised online services.
Thus,these questionswere required to let the participan share relevant informationn
relation to each activity Although the interview focussed orfive main online financial
servicesa question regardingther financially related task&asincluded todiscover how

older peopleaccesed other services as this could aid in identifyohgersechallenges

Additionally, a question regardirte implications of not using online financial services was
includedassection 2.3.1.6 briefly mentioneldow older people are unaware of the benefits

of technology due to fear. Thasoled to the creation of another questidh WR2 @& 2dz (K
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online financial services are usef@his question was extended for those who had language
issuey WR2 @&2dz GKAY]l AG g2dzZ R 6S SIFaASNI (2 dzaS
fFy3dzr ASK 9 ELX | Agls addeddzNsndbly thaseSwihtibliangudigé préblems to

suggesideas orsolutions(if any) that could be useful for future work.

Furthermore,literature review has shown that older peopsged 65 and over seldom use

online bankingand tis could depict that some older people may prefer -person

interactions Also, some may prefer 4qmerson monetary payments instead of digital
transactions(see sectior2.3.1.11) Hence, in order tth RSy G A F¥& 2f RSNJ LIS 2 LJ
regarding paymentd; lj dzZSa A2y g1 & ONXpersospaymertsPoeonlide dz  LINI
0 NI y & Caétly, 2 fhal §u@stion was created to enable older participanisdade any

comments related to the researdbpic.

Intermediaries such as digital carers and employees waamly asked questions regarding

the help provided to older people and the issues they noticed while assisting older people
with online financial service&lso, they were asked to suggest some solutions which could
support vulnerable people in accessing digital financial sernAdethese questions werenly
created toenable the researcher tguidethe conversationsThe researchewho conducted

this study is a digital carewho facilitates older family members with online services;

therefore, this assisted in creating the questions fotermediaries as shown ippendix A.

The opening questioformulated for intermediarie® &Y WgKIF G (1AYR 2F RATT
Ay 2f RSNJ LIS2 L) SQa dza SExanplesdfitiallengés.g Fearylangu@ge I | O
issuesjnterface issues, lack of confidence etc) that welentified fromthe literature review

(chapter 2)were included to assist them answeingthis question As well as thisg question

was developedor volunteers/employeeso discovergender disparitiegamong older people

at organisationsasthis has not been investigatdaefore. In addition to thisa questionwas

created to determine theonline financial services where older people seek help Tbis

guestion was required t@xaminewhether the activitiesmentioned by the intermediaries

matchedthe responses gained from the interviews with older people.
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Along with these questions; Y2 § KSNJ ljdzSadA2y 61 & AyOf dzRSR
challenges while assisting older peope. a digital carem lack of patience anérustration
arechallengethat couldarise while repeating the same instructions to older people. Hence,

a question related to frustration and other personal challenges incorporated into the

interview schedule.

Although literature review shows that help is provided througtarity organisationgsee
section 2.3.4.1)post offices(section 2.3.4.4)communitygroups(e.g. churchesand temples
(see section2.3.4.2, older people encountewvariouscomplexitiesin usingand adopting
online financial services; therefore, in order to identifige type of assistancethat
intermediariesprovide to older peoplea question related taassistancewas createdto
comprehendtheir digital support techniqueand understand if tase are helpful for older

people.

Also,a question regardinghe time that digital carers and volunteers/employespend with
older people vas createdDigital carerddevote considerable timéo helping older people
with digital servicesand this was discussed section 2.3.4.7 Hence,it was essentialto

determinehow digital carers utilise their tim#® carry out personahctivities(e.g.studying,

hobbies, work etcand assist older people.

Another question wagormulatedto enable intermediaries toecommendsolutions (if any)
that could be utilised tmvercome human/behavioural, technological amdsocietal issues.
Also, durther questionwas designedb let them shareanycommentsregarding the research

topic.

In theinitial stages ofdevelopingtheseinterview questionsthe length of the questiong/as
shortand this may not assist in gatheriagough information from the participant. Thusjb-

guestions were includedith examplesor optionsto obtain detailed answersegarding their
challenges with online financial servicd$einterview questionswere repeatedly refined

until the wording ofthe questionsvasdeemed accurate
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3.4.3 Interview Process

Before commencing the interviews, ethics approval was obtained from the department. As
part of the ethics approval process, three documents were created (Participant Information
Sheet/Consent Form and Instructiorgs See Appendix B, C). Before commencinghea

interview, thesedocuments including Brivacy Notice were given to each participant.

Prior to the actual interviewsphatesting was carried out which the researcheronducted
selfinterviews, imitating the individuab who would ft the criteria of this study.The
researcher recorded thmterview andmademinor changes to thevording of thequestions.
Following this process, a pilot study was conducted with individuals &n actual participant
and a friend) taest the phone voice recordeduration of interviews ando ensure that the
guestionswere appropriate Slightchanges were madw the questiondfollowing the pilot
testing Pilot study with the older participantevealed that they had difficulties in
understanding thesemantics of theuestions Hence more examples of the challenges were
included insome of thequestiorsto assistand encourag®lder peopleto think and provide

pertinentresponses

Precedingthe interviewswith participants consent forms and other relevant sheets were
given. Participants were not obliged to take part in the study; therefore, those who did not
sign the consent forms were not interviewed. Although féodace interviews and Zoom
interviews were conducted, thrge who did not know how to utilise Zoom and those who

preferred phone calls had their interviews through phone calls.

During the interviewsparticipantswere askedsemistructuredquestionsand thar responses
were utilised toask new questions ancreate conversations which woulgdrovide a clearer

idea of the challenges that older people encounteramline financial services.

Of RSNJ LIS2L) SQa FTSIFENI 2F FAYyFYyOAlLf &aolkyvya O2dz ¢
associated with online financial services and this had an impact on this 3wdyndividuab
did mention that they were not interested in going ahead with the intervikwe to fear The
researcher did assure them thtiteir personal detailsire not beingcollectedand participant

information sheetand other relevant informationwere provided Yet, individualsvere not
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fully satisfieddue to fear However, this type of scenario was expected due to the involvement

of older people in the research.
The following table (see Talel) displays the total number of participants and the different
groups of participants interviewed from various organisati@dse digital carer was recruited

through snowball sampling.

Table 3.1: Participants involved in the study

Participants(those aged Organisations Total
65+ digital carers and
employees)
White: Scottish Dt Fa3dz2gQa 3
Generation
Chinese, Chinese Scottish| Wing Hong 5
Chinese British
Pakistani, Pakistani Scotti§ Dixon 3
or Pakistani British
Indian, Indian Scottish ¢ Hindu temple 4
Indian British
Digital carers Df I a32¢6 22YS|3
Snowball sampling,
colleague
Employees Dt Fa3z2¢gQa D24
Generationcolleague, the
Well Multi-Cultural
Resource Centre
Total = 22

Interviews were carried out in two phasekitially, the plan was to conduct as many
interviews with the differat cohortsas possible. However, once tlieeoretical tool (see

section 3.5.2)was developedmore interview participants from different ethniminority
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groupsvolunteeredto participate in the study; therefore, this data was also utilised to test
the developed tool Out ofthe 22 interviews, 14 interviews were conducted before thel
was created aneightinterviews(\Pakistani, Pakistani Scottish or Pakistani BQi&indse,
Chinese Scottish or Chinese Brifsliere carried out after the development of thteol in
which the data was used to tegt The diration of each interview was approximately-30

minutes. This meansthatdn K2 dzZNBEQ ¢2NI K 2F RIGF gl a O2ff

3.4.4 DataAnalysis

Although Otterg version3.70.0(Otter, 2025wasemployed togenerate transcribed fileshe
researcher had texamineeach transcribed fildo ensure thatthe generated words and
sentences were accuratamendmentgo these sentencesvere madeafter listening to the

voicerecordings numeroustimes.

Verbatim transcription method was followed to include all the worslsared by the
participant Someforms of analysis methods like thematic analysis and grounded theory
focus on what was said insteaaf how it was said(Braun and Clarke, 2013yerbatim
transcriptiononly records the words spokeshowingas much detail as possitj@liver et al.,
2005) Verbatim transcription styleoften missesnuancesdue to idioms especially when
engaging with people whose first language is not Enghgo,0 KSNBE Qa | t2aa 27
highlighting hesitation, frustratioack of patiencelack of concentratioetc. However, this
transcription style wasleemedto be ideal for this study as other methods such as discourse
transcriptionis a timeconsuming processue to thecodinginvolved in the method tanalyse
emotions andinteractions(Gee, 2014)Also,verbatim transcription provides righreliable
datadue to the use of participandriginal languagéhat could be utilisedo produce credible

themes and codes

Transcribed data obtained from Otter were transferred to NVivoaonduct thematic analysis.
Thematic analysis consists of various stages which would enable the researcherytout
the analysis in @recisemanner.Moreover,this methodprimarly focuses orthemesand
codesthat aimto answer the research questioms a study (Braun and Clarke, 200@ach
transcribed file was reviewed many times to ensure that the coding prosassexecuted

adequately.
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Six phases of thematic analysiere widely utilised to analyse each interview transcript
(Braun and Clarke, 2006, Braun and Clarke, 2019)
1. Familiariseyourselfwith the data
Generate codes
Search fothemes
Review themes

Define and name themes

o a0 kM WD

Produce the report

Firstly, eacltranscribed file was read multiple timés become familiarised with theontent.
Secondlymeaningful codes were generated by dragging and dropping the sentences to each
relevant code Each codecould be expanded to vieall the interview excerptsthirdly, codes
were collated into themeseachtheme would be able to contributesome information in
relation to a research questiorunder focus W/ K I t fw&sycAeSaf the main themes
consisting ofmany codes whickould be deployedo answer research questions 1 and &.

set of themes and codes were forméaor participants fromvarious ethnic groups, digital
carers and employeegurthermore, interconnectionbetween thecodes were identified
NVivohas afeatureto view the intersecting codes. In other wordse can view if a code has

excerpts that ardinked to other codes

Next, the generated themesand theme namesvere reviewed to ensure thahey fit well
with the coded exracts. Preliminary findingsonsisting of themes and codes derived from
five interview transcriptsvere publishedin a conference papgiThomas et al., 2023) ater
on, some of thethematically analysediata procured from 14 interviewsere published
(Thomas et al., 2024)nterviews were conducted ove2+ years due to the difficulty in
recruiting the participantsduring the Covidl9 pandemic and immediately afteard.
Therefore, thematic analysi©f the obtained interview data was not carried out
simultaneously; each transcript was analysed following each interniiewlings from22
interviews including interconnectionare discussed in chapter dnd the development and

testing of thetheoretical toolusing qualitative datas discussed in chapter. fn order to
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anonymise the interview participantshe data was coded as shown in TaBl2 Chapter 4

utilises these codes to discuss the findings obtained fron2thenterview transcripts

Table 3.2Codes for interview participants

Participants Codes

White: Scottish S1 S2,S3
Chinese, Chinese Scottish or Chin| C1, C2, C3, C4, C5
British

Pakistani, Pakistani Scottish P1, P2, P3
Pakistani British

Indian, Indian Scottish or Indian Briti§ 11, 12, 13, 14

Digital carers DC1, D2, bC3
Employees El, E2, E3, E4

3.4.5. Comparisons betweemterview Fndings andLiterature Review

Once theeightinterviews were conducted after developing ttfeeoretical tool(see section

3.5.2) 22 interviews werecarried out in this studyl4 and 8 inphases 1 an@ of interviews
respectively All the interview findings were mapped onto the categorised representation of
the four main areas related to online financial services (Figure 2.1). This merging process led
to the development of a updated version of Figure 2athich displays the novel and common
factors associated with digital financial services. More information regardingiplidated

version of the visualepresentation of the factorss highlighted in chapte#.

3.5 Part 3¢ Experimental Design

The third part of the studynvolvesdeskbased researcinstead of systenbased.Personas
were created through interview dataherefore, this is an experimental desigAtheoretical
tool (see section 3.5.2was developed following the creation of the personas. An
experimentaldesign approaclwas taken to identify whether the factons the tool that
originatedfrom the personasanbe leveraged tajaugethe barriers experienced by older

peoplein the use of online financial services.
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3.5.1. Personas

The data acquired from thérst phase of theinterviewswere utilised to create several
personas. Personas were created using the interview data obtained from intermediaries who
describedlder individuals who are experiencing challenges with digital financial services (see
Figure3.3 for an example o& persona).SeeAppendix o view the remainingixpersonas.

The developed personascorporatereal information except.J- NIi A amel afdurat®
gualitative datais requiredfor the theoretical tool(see section 3.5.2p gauge the factorsA
persona containghe dza SN & 3J21f &aX RSY23INI LIKAO RSOFAT A
(Blomkvist, 2002)Personas are generally regarded as a HClandlthey provide a cleagr
image of the final use(Nunes et al., 2010)Althoughpersonas could contaimvented
information to mimic potential humanlike characters(Blomkvist, 2002) the personas

created in this studyncorporaterealinformation.

Name: Aamina Muhammed

Age: 70+

Gender: Female

Ethnicity: Pakistani

Occupation: No job; never worked
Marital status: Married

Aamina is part of first generation who migrated to UK with her husband from Pakistan at a
young age. She lived majority of her life in UK and she’s not educated (i.e., no
school/university education). She encountered some domestic violence and she lives by herself.
She always needs someone to aid her with online activities. Aamina has children who are in
their 40s now.

Aamina is adequate with English language but she is autistic and she has severe anxiety.
Therefore, she had difficulties in communicating with people around her. Due to her health
condition, staff from mental health organisation provided long explanations to teach her digital
financial services. Yet, she had difficulties to comprehend everything in general.

Staff goes to her house three times a week for two hours. If she wanted help with bank-related
tasks then she would have to go to the bank to deal with it which consumes a lot of her time.
Then she wouldn’t have assistance with anything else. Someone told her about online banking
and she receives help from staff on digital banking services. Since she doesn’t have any digital
skills, she faced many issues. For example, she paid for an expensive TV package. Staff told
her about how she could receive basic packages on online. But she doesn’t trust it; she’s happy
with what she knows. She doesn’t want to phone them up as this could lead to other problems.
Aamina wouldn’t leave the house without the staff; she always stayed in the house.

She relied on state benefits as she never worked in the UK before. Aamina was being looked
after by the state as her children were all grown up. She had a daughter who was in her 30s.
She went to university and she also had mental health issues like her mother. She helped her
with all the online tasks. Unfortunately, she passed away in 2020 and Aamina lost all the
support from the one person who used to help her with everything.

Even though Aamina receives assistance from organisation, she still hasn’t been able to grasp
the digital skills due to her mental health; she has a routine that she follows. If anything
changes, she won’t be able to cope really well.
Goals:

¢ Become more independent by learning some useful services, for example, online TV

packages, online banking which could facilitate day to day life.
« [Increase trust on online services.

Figure3.3: Example of a Persona

All the developed personas consist of real informatidhis informationwas thematically

analysedwhile assessinghe interview transcriptson NVivo Personas were created to
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visualise these individualnd acknowledge the complexities they face with digital financial
services this technique would facilitate the desigfChang et al., 2008nd development
process ofdiverseinterventions such as digital toofsr older people with limiteddigital

literacy andfinancial literacy skills

3.5.2 TheoreticalTool

Personasand literature reviewfacilitated in identifyingvarious broad factorghat could

negatively or positively Y Ff dzZSy OS 2f RSNJ LIS 2 L) S Othesdfactors2 T 2 y |
were utilised to create #ool consisting of 10 factonwith a scale ranging from 0 tq ghistool

was tested on all theleveloped personas Y R 2t RSNJ LIS2 L) SQéand & y (i SN
subset of the interview datae{ght interviews) were leveraged to teshe tool. Also, four

researchers tested this toaisingthe LISNE 2y a4 | YR YNALIISYR2NFFQA
inter-rater agreement. This tool permits individuals tguantify the factors which may

contribute to the barriers confronted by older peopMore details regarding thi®ol can be

seen in chapter 5.

3.6. Summary

Research commenced by conducting a review of the literatseejistructured interviews

and data analysis followed by the experimental design which consisted of personas and the
theoretical tool This study took an inductive approach byllating qualitative datahrough
interviews Following a methodological approach assisted in choosing the most appropriate
research methods for thisesearch As mentioned at the beginning of this chapter, there are
three main parts to this studywhich transitioned from one to anothewsing the
information/data fromthe previous phaseEven though therevere difficulties in the chosen
research methodsgata wasexploitedin various ways which could assist in answering the

research questions.

In terms of research questions, the daaquired from the firsphaseof interviews i.e. 14
interviews gathered fromintermediaries,White: Scottisand Yhdian, Indian Scottish or
Indian Britisfvasinsufficientto identify the challenges surroundingdjfferent ethnic minority

groups.During the waiting periodexpecting that individuals would volunteer to participate
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in the interviews,personas andheoretical toolwere createdas part ofthe experimental
design Later, another 8older peoplefrom different ethnic minority groupsook part in the
interviewsand this data wasisedto test the theoretical tool Also, four researchers tested
this tool using the personagll the findingdrom 22 interviewswere thematically analysed
andleveragedo updateFigure 2.1Chapterd). Findings from the first phasand the second

phaseof the interviews(14 + 8interviews)are discussed in the next chapter.
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CHAPTER

StudyFindings

Data for this study was collected in two phases of ssimictured interviews. This chapter

examines the data collectefiom these interviewsand discusses the key themes and codes
identified through thematic analysisThe first section of this chapter explores the data
obtained from three interviews of#2 K A (i S'Y paftiCritsifourdirkefviews of$hdian,
LYRALFY {0200 A aKpartipahtsLaidsaveny interviblds Uofinterihediaries

comprising threaligital carers anfour employees. The second sectiofthe chapterfocuses

on the data derived from the second phase of the interviews in wheiight2 f RS NJ LIS 2 LJ S
responsesare analysedThe third sectiordiscusses how these findings assisted in answering

the two research questions arfighlightshow this guidedbridging the gapsThis chapter
concludesby examining the data obtained from tH&2 interviews and how this led tan

updated version of theategorisedepresentation of the factorshownin Figure2.1.

4.1.Phase 1 ofnterviews

First phase of the data collection consisted 1af interviews. The following sub-sectiors
concentrateon the responses received frorsevenolder people followed byevendigital
carers/employeesThe fnal subsectionsaddressthe themes and codes derived frothree
participant groups during the thematic analysis proce$séch helped inunderstandng the

challenges older peoplacein undertaking online financial services

4.1.1 Demographics oDlder People

Aroundseven or eight sets @fuestionswere asked to each participant (See Appendix A). One
of the limitations of this study is that some older participants werecagable ofarticulating

their answers and some participants were confused after repeating the question which
resulted in not obtaining proper responses. However, this was considered when reviewing
the transcripts on NVivo by eliminating unclear answers using square brackets an@questi
marks.Additional questionsvere asked tmlder peoplewhose first language is not English

for example, do you face languagelated issuesvhen using digital financial services othis

the main reason you do not utilise such servizesc.

62



The first set of questionfocused on demographics. Older peop¥ere askedabout their
gender, education level, occupation, incomépusehold marital status and first/second
generation.A set of optionsvasgiven forsome of thesdactors to help them to answer the

questimsquickhz  F2 NJ SEIl YLX S

LJ- NI A Grkdode (EOVQ 2022h f RS NJ LIS2 LI SQa

Table4.1 The participant codeolumnin this tableconsists of the codes mentioned in Table
{ 02 4,k ¥RK @ M NIk AnQidnldihianl &
2 NJ LY RA IStgeneraidniil theil&srolummédndanyanedvho (G & &

migrated tothe UK and2" generation is the offspringf the 15tgenerationimmigrantparents

32¢S1 S2,SBefertoW2 KAGSY
{ O20GA4K

Table 4.1Phase Iy it SNIIA S &

{ 02 ( f desk Mi@rtatidnlrdgarding Yy R& 6

RSY23INI LIKAO AY

NB T

LI NIAOALI yiaQ RSY23INI LKA

Participant | Gender Education Occupation Income Household Marital 1sy/2nd
code level status generation
S1 Female Postgraduate | Retired Manager | 25k43k Lives alone Unmarried NIL
degree (before
retirement)
S2 Female High School Retired Social| 25k43k Resides with| Married NIL
Worker (before husband
retirement)
S3 Female High School Retired  Nursing| 25k-43k Lives alone Married NIL
assistant (before
retirement)
11 Female . I OKSt 2 Retired Post Office NIL Multigenerational | Married 1st
degree Worker (Owner) household generation
12 Male Postgraduate | Retired 60k Resides with wife | Married 1st
degree Multicultural (business) generation
officer
13 Female . I OKSt 2 Wages Clerk £7 per week | Resides with| Married NIL
degree (not| (before marriage) husband
completed)
14 Male Postgraduate | Retired Doctor 60k Lives alone Widower 1st
degree generation

4.12. Online Anancial Activities
As mentioned in Chapter, @fter collecting demographics, older people were asked questions

regardingfive common online financial activities ONS data was utilised to obtain this
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information. They were also askegboutother financially related activitieghe implications

of not utilisingonline financial services and the advantages of such services.

4.1.2.1 Online Shopping

With regard to online shopping¥2 KA & SY pdrtiganitsoscasioallyutilise online
websites such asAmazon,eBay, Etsy and M&®ut some may receivedigital support to
purchase online productsn such patals. Also,someprefer traditional methods to carry out
shopping Oneparticipant stated | atn waryaboutorderingd S OF dzA S L QY vy 2 i
size would be correair what kind of material it would ber things like that. So | am not really
F£f OKF G [SH yhistsNRligadvarRage of online shopping; therefoseme older

people prefershopping physicallyAlso,participant SZdoes not conduct transactions on-e

NE |

O2YYSNDS 4So6aAridsSa Fa akKS NIOSW @dBethinghdzibel2 NI F N

would order it for me, he would do the transactén®  guBeChappy to do itBut | feel that

if I had to something like that, and if somebody showed me how to do it, then | probably

would.. dzii L R2y Qi S&®2 R20y QK | FTuS 2A T GiSK/SP y TS dhearly 2
suggests that receiving informal suppaduld prevent older people from learningnline

financial activities Also,this would cause more complexities when they reacpoint in life

where they have to live aloner support is no longer available because of illness or some

other conditions of the supporting partnegfurthermore not using online shopping websites

dueto the transactionpart suggests a hintf fear.

Similar responses were obtained froffy RA Iy LY RAlIY {O20GA4aK
regarding online shoppindrearand lack of confidencdeter older people from carrying out

the final stages of an online financial activity:

f S| |

2 NJ

& learned how to do shopping online.dzi L 2dzad &Gl NI R2Ay 3 Al

things in the basket then after that | stoppged wL m 6 @

Older people may enhance their fear due to thegative experiences shared by otheiisty

friend told meda KS 2 NRSNBR a2YSUOKAYIXAYailSER w2MEDY $ K

alsoindicates thatlder people experience complexitiadile undertaking specific taskse-

commerceSa LISOA | £ £ & § K Sl canld@itB& wihien 1298 up doApayyhefthedn
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dzYZ LQY | 06A0X @& Adwellay thig, prdvibis@dridnteR iafluende ol@erd
peopleAy GKS dzaS 2F aK2LIWIWAyYy3d sSoaAiridiSayvYL aR2 WOR |
KIF2S GKI G YdzO KNedaivg ekperlreScdsay&an impattard R S NJ leigl2 LI SQa
of confidenceand havea direct effect on their use of online shoppirgdditional support is

often provided tothose who have difficulties with shopping websités{ 2 L atmid f 2 2}
thingr YR L (0Sff KAY 6Kdzaol yRO o [I13 Rart@ipahtiprefefsS af AL
shopping inpersonbut has to rely on her husband due toealth issuestMy arthritis is

NE | &ntl Bhdd both my knees operatédblikelto see the thing before | buyéit wL o 8 & ¢ K.
indicates that older peoplese online services lependng on othersdue toreasonssuch

as healthconditions . Despite thissuchextensive support from othersould hinder them from

learning digital financial services.

4.1.2.2 Online Banking

In terms of online bankingwo out of thethreeW2 KA G SY { 02 ( deguiamy@se LI NIi A (
online banking tawonduct tasks such afeckng statements transferringmoneyand setting

up new payeedHowever, participant SBever utilised online banking even througtiditional

adzLILIR2 NIY aL g2dzZ R NBOSAGS KGQdsdid!l okl Would &ldoa 32 4 Q
receive help from my family. And | know that the bank would set it up all fqrilnh@vent to

my bank. | know that it can be dofie wRarnticgant Sautilisesa nearby post office to carry

2dz0 o y 1 A ylSeldonOgd fo ddanksiSKaSYNIZQa | Ll2ad 2FFAOS y S|
office to withdraw moneyl seldom go to the bank ® # yh&veé to cancel a standing order

or a direct debi¢  wEvenéthbugh post officeand banksoffer support on basic banking

services, there are hidden costs associated viotimal support, for examplandirect costs

associated withthe time and effortrequired to travel to a post office or a bank could be

utilised on other activities. Alsdravel expensesre a direct costolder people carsave

money by not travelling tdanks and post officeReducing these hidden costs could improve

their everyday lifestyle (Thomas et al., 2024Moreover, thesehidden costs are also
experienced by théamily members offriendswho aid older peopleto carry out & online

banking activity | have grandchildrem Ireland and grandchildren in Spaind | just need

to send them monef ®A ¥ a42Y S0 2Re& QAal gide2theynIhe éos o Nk | Yy R
2PSNXaz2YSo02ReQa 3IA2Ay3a (2 {LIAYyZ 4 @SPeSdR IAOD

clearly inconvenienasinternational money transactions could be conducted through digital
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banking or other relevant apps/websites. Family and frielnage to spend their time, effort

and money tacarry out such activities in person belp their older family members.

Older people may not access online banking services due toféamsactiony if itiis a big

amountL 32 G2 GKS 0 I.PdrtiEipait Raan dnline Bafking apg bgtes. H 8
toabankforff F NAS (NI yal OdAzyay aBltigi%s yoe @peace of O2 dzLJ
YA Y RE FaNIHABGM LI y i LAHAQ &F SOAND S VIR 832K K FR32 Siakyr Q0 dza S
she relies orthe support provided byanks This indicates that hidden costs are also evident

in ethnic minority groupsThere were two outoffol Y RA I yZ LY RALFY {020 0GA &
participantswho utilised online bankingvhile the othertwo participants do nouse it due to

fearori KS & dzLJLJ2 NI NBOSA GISRQF N2 da (i KE S BlanmiltiisNT K S NA ;
0221AYy3 YR KSQa R3F Myhaughlthede paitiifaritsShavé Kakyyigd &4 ¢ o
qualifications, éar andextensivesupportfrom othersprevent older peopldrom leveraging

digital banking

4.1.2.3 Buying oRenewingExisting InsurancePolicies

Regarding online insurance policiese participant knew how to compatée pricesonline
toselectthed SA G Ay adzN} yOS2 KRG $0e{ 0KAd 53 R QA KSINNIFA OA L
this online financial activitas they received support from family membeParticipant 3Q a
husbanddealt with buying or renewing insurance policiésKk S g2 dz R f 221 2y f A\
0Sald R&addiJE NIA © B Liprgvided{supi in éothparing the prices onlih®yd

azy f221SR E 0 oAgiB this indicate’ th&lgefieople receivesignificant

support throughdigital carerdo buy or renew existing insurance paiis However, they are

not learningthis digital service as thegre aware of the fact thathey would always receive

digital support from family members

Participant S1 carriedut this activitywithout any additional supporand used various
websites to compare the policissich as comparethemarket.cordoweverthe complexities
regarding this activitywere RA & O dz& & S Bomaiigs, St TtAngust beéx overwhelming
¢ KSNB Q& 2 dza (Thia Eghlightsdratidigital drptes8.ebthose whautilise digital
services encounter difficultieswith online financial servicesComparinginsuranceprices

online is aime-consumingprocessdue to thesubstantialnumberof questionsand patience
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is requiredto provide theanswersto seek the best offers. This could be a difficult task for

older people aged 65 and ovdue to the complex questicanswer process

t SNI F AWVARAE Vi2 WY RALFY { 0200 A AKut@Ndarticipdhtokyy . N
or renew existing insurance politgrough onliner Sonetimes | use go.compaievebsitg

[14]. One participantenewscarinsurance every year through phone sallie to online safety

concerny If Icsee the amount is heavlen | try to inquire from other peopé LIK2 yS (G KSY
YR &aSS K2g¢ Y dzQK Paitiéipard 12d0efs hoNIIg érust dmline financial
services.On the other hand, participants 11 and d® not buy or renew existing insurance

policies as the husband or sorcarries out this activityAs previously stated,dalitional

support fromfamily membersprevents older people fromlearning andaccessingligital

financial service which in turn,reinforces digital exclusion

4.1.2.4 Tickets t&ultural or Other Bvents (e.g. cinema, theatre etc)

Concerning tickets to cultural or other eventwp out ofthree® KA 1 SY {020 GA&AKQ L
buytickets forcinemaor theatre programmesviaonline. However, one of these participants

relies2y GKSANI LI NIYySNI 2 Syadz2NB (GKI G lwkKge KIF @S
through the booking proces®ut | would always maybe ask my husband, just to check that
LQ@S R2y S0 S\Hi2 NENBLLISANZ dzf R Y I ThB depiésShatdingoMe8 y (i ¢ o {
people prefer having the final reassurance priontaking the transactioto ensure thathey

are booking thetickets for the right events and toonfirm that they are using the right

websites to book these tickets.

Ly NBEfLYRRYYI2LWRALFY { 0204 A aduyingddlndtigketa fory . NI (
events is not a common #ity that they carry out on a regular basisowever, if they do

want to buy aticket, they either receive support from their partn® &1 S R2Sa Al Xd
2yt AYS (KAY3IX2NIILOK 2Ry2 §uatiplidiipdNencdnod dive them my credit

card numbets . SOl dzaS ONBRA UG OF NRa | Rdgicipar® Bféels NA & 1
secure by providingcredit card details over the phone as there dewer chances of

encountering a financial scam.
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4.1.2.5 Buyindlransport ServicesTickets (e.g. flight ticket, train ticket etc)

In terms of transport service ticket®nly one W KA G4 SY { O2 G (buys krline LJ- NJIi A C
0 NI y &aLl2 NLQ @S\ Oo| 2SdaHKYlG  of £Si] Partipant B2 doe iidi cariyoud thi$ G &

I O G A Genéralyy anyiflights, my husband would book thémwould look up the trains. |

would use local trainBut | would look up online to see what time the trainséare wThis 6

suggests thablder peoplemay useapps to seek general information regarditrgnsport

services, but the transaction part is mainly carried out the digital carersParticipant S3 also

received supporfrom family membergo book flight tickets in the pasiandis no longer

interested in travelliny & . dzi L R2y QG IlderlpgbpleageédSo8Bnd gvarg € o {
do not require tickets for buses as theyilise a free bus pass to travel; interviewed
participantsutilise this passwvithout conducting any online financial transactiofegarding

taxis, W KA G0 SY { O2 (i GvoalKeall upd ti K DA S W GATF dzaAyH | LILJa
just call the taxi froomy phoneL. R2y Qi K. IN@ing.INghe éf te fghay stuff that

my kidshave L R2¥Q@dzR8 REAZIAG GKS ObfngligsShaiiodery | £ 41
people prefer traditional methods as they an®t used toaccessing digital services oy

tickets for transport services.

2 A0 K NBEYRER yizz LW RALI Y { Ofeivieieasfoarti2ipaht L2ghviRgsl y . NJR
used a credit card to pdpr ticketsby travelling to the railway station ipersonand usually

received support fromL H Q& a2y (2 02 4sk iyfsdodbéol myitick&.. Bday a
Y203 L &l A Rrawl® 36 vy 1 Partidian 18 al§o dltdinédigital support from
RAIAGI fYeaD héliBsNandR26Sa A G d | S R DIBed pedplewh@ lgck A y S
digital skillsor those who have a fear of losing moreways depend on people thitiey can

trust with their finances and in mostasesthis would be immediate family memberSrom

another perspectivesome people prefdiollowing the traditional methods even if théghow

about online services L a1 y2¢6 OSNIIFAYy O2YLI YyASas L LK2yS
Participant 14always utiliss online financial servicebut preferscalling travel agencies for

flight tickets. Also, health conditions prevepéarticipant 14 from travellingexcessively. This

means thatbuying transport service tickets not a common activity fahose withextreme

health conditionsIt was evident from the interviews witkhdian, Indian Scottish or Indian
CNRGA&aKQ LI NI A Quilisdoglinedrangpiért sérvideskidshe majhlitiNdbtheen

received support from their family members.
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4.1.2.60ther Hnancially Related Activities

Participants were also askegiestionsregardingother financially related taske.g. payment

of car tax and renewal of passppthat they carry out through onlinéo acknowledge the

challenges theyonfront while usingthese services or the reasons for not conductisigch
servicesParticipant Shenerally utilisd the internet for any activitieby themselY L @ @S LI A R

I FS6 LI NJ Ay RF AQLS aLJ28y t W&/ SO NI GUIENIRAYG MLIFSEG o
husbandcarricdout alltheF Ay YOA L f f &8 BB KAdARI V(I OZrad RS R
[S2].This means thatauticipant S2s fully dependent on her husbamdgardingsuchonline
financialservicesAdditionally, participant S3oughtsupport from family members to renew

0KS L) kIl N@ilvya aR2y S 2y fAYyS GAGK (THoSewHoSft LI 2 7
received support on the five main online financial activities recemssistance with other

online financially related activities through digital carefiswas also evident during the

interviews with® Y RA I yS LY RALFY {0200 A &Rartidphdtsil gh@ B y . NJ
received help from family membergo conduct online financial activitied?articipant 14

carried outsuchactivities by themsél Participant P visited a post office to pay car tax and
travelledto alLJ- 4 a LI2 NIi 2 F FA OS il pay dkBayntiey hieéabse thity idelLJ2 NIi Y
you immediately on the same daywdza & 61 A G | O2dzLJX S 2F K2dzZNE D
Hidden costsan beclearlyidentified through this interview excerpOlder peoplespendtheir

time, effort and money tdravel to a passpornbffice andthey incuradditionalcoststo obtain

the document on the same da@lder peoplecould easilycompletethese types of activities

usingthe internet, but some prefer tdfollow the traditional waysasthey might feel more

independentwhile carrying out the activities without support.

4.1.2.7Implicationsof not using Online Fnancial Services

Participants were askedjuestionsregardingthe consequences of not leveraging online

financial servicedn general, participants were not aware of themificationsof not utilising

2yt AYS TAYIIdmvely 6ld@YS NIAAAGSa Y2 faR Tl AaKA2Yy SR L 2
need online banking® just keep saying this, why do | need it when the bank already does

S @S NE (i 83)Tyid iKdicatas thadlder peoplecould have an interest idigital financial

services if they araware of the implications ohot using digital financial service®r
example,they spend money to travel to a bank or a shibat could be utilised for other

purposes.
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Although rot all the participants were aware of thenplicationsof not utilising online
financial servicesparticipant S understood the convenience ofusing digital financial
& S NI Af@&nebody @omes into my gardér. LI & KSNE @2dz (Y263 2
money. Sqyou got all the previous informatigryou just update itAlsod KSNBE Q& ljdzA 4 S |
@2dzy3d LIS2LIX S Ay YesTRURBEXEANBI KKISE yEAYS & dza i
[S1].Participant Sklearlyknew thatwe are living in aligital world; therefore, we have to

adapt to this newparadigm

4.1.2.8 Usefulnessf Online Anancial Services

LYy 2NRSNJ (2 F0Oly2¢tSR3IAS 2f RSNJ LIS2L)X SQa &l N
servicesparticipantswere askedo share their opinions othe usefulness o$uch services.
Participants S1land S2 knew thadnline financial servicesssistpeoplein having a convenient

life: i Qa &2 Y dEOXK (SKHAYADANI Aly2f Ay SX 06 SOl dzaalingdnzadz O 2 dzt
j dz§dzS F2NJ a2YS2yS (2 &LISI Moiesver,patiipantpRwas KA y 3 2
g NB 27T (K SflikakeRoRr8ngfer anayiil&an dajit just more or less instantly

without havingtoLJK @ a A OF f f @ 32 & 2 YHoueKe§ paBlicidanyt SBadraackA G ¢ o {
2F SELISNASYOS 2N 1y26f SRIS INBR2WRA yHY RA JAK I
banking would @8 T2 NJ YSé¢ «{ o 8sdomeoldeh geopleareliiawasedof theK I {
benefits of leveraging online financial serviggh asdiscounts obtained through online

shopping, saving travel expenses ahd minimal time and effort required to conduonline

activities Lack of experience or knowledg®events older people from adopting digital

financial services which resultsemacerbding the existence of hidden costs

In terms of WY RAFYS LYRALFY {0200AaK onlg NartidipdriRIA | 'y . NJ
confidently mentioned that online financial services are usefther participantdid not

fully perceive that such services were usefué tofearor previousnegativeexperiencesFor
example,one participantstated> Théy are usefubutX ® | Bl RE¥Y Qi ot y.G G2 G
52y Qi 1y28 AT A0Qa IXdIIIKA{iN a2 NIKyE2 iLe R 20¢0Q (A (6Q 2
A O ¢ ThislindiGatbs that fear & major factor that couldestrict older people fromaking

the initiative to learn about the importance of online financial servioeshe context of

everyday Fe. Additionally,negativeexperiencesact as a barrietodza A y 3 & dzOBUt & S NIJA
a2YSGAYSa @2dz OFy 6S Ay I LINRof SYodnce. Ol dza S

70



travelled to America,and he paidfor SGSNE G KAYyId | yR (GKSy a2YSiK
remembery 2 6® | yR KS O2dzZ RyQli S@Sy 3A8&ienthiokdh Y2y S
participant I3has utilised online financial servicabrough digital carersseveralnegative
experiencesed to the perceptiorthat online financial servicese notsignificantlybeneficial
Barriers such as fear or negative experiences halt older people feaming and
comprehendngthe advantages of online financial servic€hese challengesould result in
not utilisingor adoptingsuch servicesConsequentlythis further promotesthe greydigital

dividethat isprevalent in society.

4.1.3. Digital Carers/Employees

Seven nitermediaries-- three digital carers andour employees-- were interviewed to

apprehend the challenges that older people encountath digital financial servicesAs

stated in chapter 3, intermediaries were includdde to the difficulties in recruiting older
peoplefollowing the Covid lockdowrMoreover, thenotion of involvingintermediariesarose

when older peoplehad complexities in articulating their own challengd3uring the

interviews with intermediariest was noted that employees and digital carers had a greater
1y26f SRIS NBII NRAY I wikhidigiiNidahddlzdridicQa OKIF f f Sy 3 S

4.1.3.1 OldePS 2 LJiOfalRrges

The first question asked to the interrdiaries was the challenges they identified older

LIS2 L)X SQa dzaS 27F 2 ydnd ¢f $he mdinghhllgn@es lidentifiedCoyi hed A G A S &
employees was feadMost older adults areeally nervous and scared of being scammed,

worried about their information being stoleh.y R Ay 3ISy SNl f X GKS&@QNB 2
dzaAy3d GSOKy2f 238 d ¢ KNSAINE AASNNIKSIR FiaK I iINBI KIS y
32Ay3 (2 FT2NHSO G(KAYy3IAI HEKThds QanBnstrat@sithatDldel 2 2 &
peopleQ & & Snardibl scamsmpedes them from conducting online financial activities.
Moreover, thesed O Ya | NB da A Y SR Ftaidsgehéralysalgbet vuRetzbld & € © 9 «
peopleto obtain sensitive informatiosuch asname, card details and account information.

Older people also have afear¥fl { Ay 3 VYIAQ@iSfor&Ea i KS Y2y SeQa 02Y
my account nowif this is the wrong item or if, | paid forlity R L RARYy Q4 3ISd &2

~

Oy UGKAA[EHE RABSEBRKE OF NBNJ & (A RISRSR ade (KKSAS
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[DC2]. Older people may feel thachnology isonvoluted,and this would increase their fear

of usngonline financial services.

One of the main challengescognised by digital carevgasalack of experiendknowledge

One digitalcarer mentioned thablder people haveonfusion in understanding the security
measuresin digital banking they havecomplexitiesin understanding biometrics and two

factor authentication. Alsad i K S @sorieldifficBltiesg A § K G KS YSFyAy3a 27
Older people have issuemmprehendingthe difference between memorable information

and password. Most importantly, they could be unaware of the scanmsdigital financial

servicedf they have not used these services befére €S RARY QU (Y %mw (0 KA 4 @
aboutscamatal{ KS RARY Qi (1y26 (KEKASE AYIRYK OfF KiSya3 &K | di5
lack of experience or knowledgmuld create major issues when accessing online financial
servicesAs a result, they approach digital carers or organisations for assistance with such

services.

In addition to the interviews with digital carers and employees, findings were obtained
through emails fromAge Scotlandduring the recruitment phase of intermediaries. An
employee atAge Scotlandtated that many of the older women from ethnic minority groups
depend on their husbands for their banking services but there are also some situations where
it is considered as a sign of control of their partner. This suggests that many older men from
ethnic minority groupstraditionally undertake certainfinancial activitiesand therefore
women are always relying on their partners to conduct finantgaks Thishighlightsthe

existence ofgender disparity among older people.

Furthermore, The Age ScotlangmployeealsoY SY G A2y SR GKI G avyzald 27
R2y QG R2 2yfAYyS o6lylAy3a YR g2dzZ R NI} GKSNJ 32
their bills¢ this is for both men and women. Using a computer would be quite daunting for

them as they are not technologilly inclined. There are a few of them that have joint

I O02dzyia 6AUK GKSANI OKAf RNBY |yR (KSThi®I OKAf
indicates thatthe majority of older peopleare dependent on adtional supportto conduct

banking activities
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4.1.3.2 Assistanc®enderedBy Intermediaries

Intermediariesaid older peoplan various ways to help them learn the proceséeénal first
demonstrate it to himand then thaX ® tReZifdOone he writes it down. And then tries it
KAYAStT gAGK GKS Ay alNM207] hdryttionsiark bftén proddadt ¢ N (
to older people to help themavigate the processesf digital bankingand international

money transfer appsAlthough instructions are written down, they have various doubts
regarding the processedlso, theyquicklyforget what they learn due tage and mernary

retention issue¥ Shé will learn but easily forgefit A 6§ Qa4 y 20 2dzald KSNE L
dzy Ot S G KS& QNB @S NEforpxXasple | téagh tHer§ soiathing 2 Y& a1 K Ag/d2a (
FFOSNI KIEF Yy K2d2NE (KSe& FT2NHSUGU Alé w5/ M8

Employeeseach older peopl@boutonline services through group sessi@ml stepby-step

instructions. Theytry to increase2 f RS NJ lalBa2ehdssSaR financial scantkrough

OGN AYRGIYIGHNARASR (2 R2 UGUNIFAYAY3I gA(KphRday & SN,
SYIFIAf& FyR a0l Y (SE (Edeh thcughthey redeletrsfing @gatdingt ¢ @9 |
securitgy. 01 &A 0O RAIAGEHE &A1Affa I INEf Al AR NSRS ¥ 2R 22
knowor understand the potentialaf SOKy 2 £ 2 3 & ® kingdrrealiykuScer@in ke, 2 dza (
GKIFEG A& GKS AYGSNYySiK 2 KIF{G RESHianteriigvs with YSI y K
employees showed thatlder people who approach org&ationsrequire extensive support:

2 GKS& fAGSNIfte& O2YS 42 dza F2NJ L oaz2fdziSt e

ndmdo do L ydhdlledeS RA L NA SaQ

Althoughdigital carers and employees identified the challenges faced by older peotbie

online financial servicesmtermediaries also experienceskveral challenges while assisting

older people with such services, for exampligjital carers become frustrataghen they have

to repeat theA Yy & (i NJz@disbraeyindey losd patienedth my mother Just becausé K S Q &
1TAYR 2F3 @2dz (Y26 3DC3 soméempldgeeiSdlso Begome fiustratgfid 4 ¢ &
when they have tdeacholder peopléf It wias very frustrating to kind of teach thelnow to
ARSYUGATe o¢KIG o1& al TS 3L Qlier pedpledie infetested MG 2 y
engaging with other peopleHowever, this iseen as a challenge for employeasolder

people continue to talk while they are assisting them with online financial services
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{2YSGAYSaAa LQf fL Qf @G dzll fetze 28 XD AEORRE ybéwRidseid KAy A 3
Oy Qi NBIFf4fe R2 020K w9

Compared to employees, digital caraagl older peoplewithout remuneration therefore,

money is a hidden cosThey spenéi n p Y A y dz(i S fDCZoNd (I ¢/2 KZ2MNENE2 NB K2 d
weS 1 [BC3] This denotes thatligital carerscould utilise the timeghidden costthey spem

with older peopleon work-related or rsonalactivities for example entertainment and

hobbies However, theyperceive that they do not have any otheptionsY Yod know | need

todoit. IR2Y Qi KI @S | y3&. ThHsKndida®sthatheffort I Bnbthéioi8eh cost;

they significantlydedicate themselves to aiding older peoplemployees also exert extensive

effort in training older peoplethey have to ensure that they teadider peopleaboutonline

scamgo prevent them fromexperiencing unexpected frautent incidentslf not, employees

couldface consequences #te workplace.

4.1.4. Themes an@odes

As highlighted in chapter 3hematic anaysis was carried out orhé interview transcripts

using NVivoSme sreenshots of NVivo coding can be seeAppendixE Themes and codes

were generated for thre@articipantgroupsYL YWRA I VI LY RA I Y { hileti A & K 21
{O0200GAaKQ | yTFemahiemdyyd RE I QK SA MR dzLasmdnyicoded K £ £ S

were added under this themi® reflect theissuedacedby older people.

4.14.1Indian, Indian Scottish or Indian British

Themes and codes generatedfram WLY RA Y X LYRALFY {O2G0A&aK 2NJ
displayedin Figure4.1. Sandalone themesvere also established through thematic analysis

such asidden cost@and previous financial scamsterconnections between théhemes and

codes are illustrated througtiouble arrowlines
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Indian, Indian Scottish or Indian British

Challenges

- Attitude
- Cultural traits
- Disabilities
- Fear
“+— - lIsolation
- Lack of access
- Lack of awareness
- Lack of confidence
—> -Interface issues
- Lack of digital skills
- Lack of experience or
knowledge
- Lack of interest
- Language difficulties
- Abuse

v

L Previous financial scams

Hidden Costs

CA3IdzNE nomY ¢KSYSa FyR O2RSa Tarpedp RALI YE LYRALY

As illustrated in Figure 4.1, variocisallengeS ELISNA Sy OSR o0& WLYRALFY I Ly
NA G A & KQ werkedetdrivinddiBraugbiith8mes and codedNegative attitude was not

seen as a major problem amotige interviewed participants. Howevemandiandigital carer

statedil KIR@2 dar R2y Qi € SI Ny &a2YSGKAy3a AF a2vYSoz2Reée S

that older people may feel thatere is always someondor example, family or friend$op

assist themwith digital activities and therefore, th attitude could negatively influence their

adoption of online financial serviceAlso,this digital carementioned thatcultural traits

werea problem5/ 0 Qa LYy RA | 6 Sootandit & yabn®ag&ubnever decided to

completeher education while her two brothers receivesh education Womenstayed in the

house to look after their families and communicated with other Asian women in the

community which meant that they hardlylearnedthe language English was not her first

language so there were complexities in understandirggtal terms.Although English is not

theSGKYAO YAY2NRGE LI Lz | (i AddgraiticipaitsNageré fluent y 3 dz 3

in the English language and had no issues in communicating their challesipedigital

financial servicesThe 4 interviewed participantattained higher educationagualifications,

and this could be considered as a reason forhlmting language complexities.
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Furthermore, Kjure 4.1depictsan interconnection betweenlisabilities and isolatiorOlder

LS2LX S Yl & FSSt Aazftl SR (2 Mafahe& befabgeohily i R dzS
KSIf GKXA02LBIASR GKANIAVAFO LIS2 LI S | NiBd ofjffdthett S A 4 2
isolated by kinda not having access to these technol@giesn 5Thi® diedrly indicates that

health conditions prevent older peopledm being included in the technological world. Also,

a lack of confidence is shownaider peopleg A i K R A Bhetudes thai dorSriode and
everythingnowdo SO dza S akKSQa 320 Y20AfAle AalgdglSad ! 7
02 ¥ T A RSy Orftérmswobohlinedfiancial services, a lack of confidence could hinder

older people from learning and adoptitgchnology irtheir everyday lives. Those with major

disabilities always rely on others for technological support.

One of the major challengesxperienced by Indian participants was feAn nterrelation

between fear and other factonsasdeterminedthrough thematicanalysisParticipant 1 had

a lack of confidencto conduct the transaction after adding the items to the online shopping
basket.SheRA Ry Qi KI @S Sy zaipadut the 2rahFastitfig tO Ber féa2 of

losing money.This implies tha2 f R S NJ lld&k2of HorSideacancreasestheir fear of

potential monetary lossThey perceive that younger people have more confidence to
recognise fraudsvhereas older peoplbéave more fear and less confidenté K SNBE Qa | 2
members of the Indian community who are older but young people...I think they have the
confidenc& (G KS@QNB R2Ay3I ¢Sttt ! yR (i KARditiorGllyy NBO?2
negative experienceshared by otherglevate2 f R S NJ fel8. hieifa&e dues could also

be the reason for negative experiences witich Ay G dzNyy > Ay ONBIHarSa 2f R
friend told her that sheaccidentallyadded 10 items to thenline shopping basket instead of

onel YR aKS RARYQU (1y26 K2 goldérpeopgkBetafricSnfugded ® ¢ KA
when they experience unexpected scenariasd they have to familiarise themselves with

common interface desigg for example, icons without textsmall icons and text etc.
Moreover,0 KSNBEQa | RANBOG t Ayl 0SS SEaficipanSIR NJ | y R
encountered draudulent incidentin which he providegbersonal details including credit card

details over an email, expecting to renew his driving license through the provided details.
Subsequentlyhe had some doubts andnderstood that it was fraud and informed the bank
regardingthe scam. This increased his fear drastically and became more conscionlknef

fraud. However, thigprevented him from activelytilising online financial servicésL a R2 y Q i
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gl yld G2 KIFI@S | aK2013Z SadlLT SRy Qda ¢/12yud (g2 3SAl
[12]. This suggests thaireviousfinancial scaméd Yy ONB I aS 2f RSNJ def&2 LIX SQa

them from accessing online financial services

Another issue faced by older peopleas the lack of access to equipment to use online
FAYIFYOAl KI &S NIMFOIGREX @ G 0RS/EQG dzaS | Y20Af S LIK:
mother is a bitreluctant,F YR L RARYQl 6yl G2 3IAGBS KSNI 2yS
the time ¢ that sounds terrible. dzi &KS ({1 SLIi LK2yAy3d 2y GKS {1
Although older people havdifficulties accessing thmternet, not receiving support from

family members t@urchaseand setupthe required equipment escalates thpsoblem Some

older people are also unaware of thenefits2 ¥ dziAf AAAy 3 RAIAGIE FAYL Yy
GKFGQa It o NBI NKESNBIZ VY & K2 i RngyNdreluha@arey/olithed S & K £
discountghat they could easily obtain througimline financial services, for example, cheaper

flight tickets andoffers on online itemsThiscould also impy that they have a lack of
awareness of the hidden coswuch as effort, time and money lost through-person

activities. This wasriefly mentioned in section 4.2.6 Two Indian participants received

support from digital carers odigital financial services, meaning that the digital calease

to spendtheir time and effort to aid older family membersand this is completelyiree of

charge They could easily utilise this time on other activities.

Anotherchallenge faced by thelder people fronthe WLIYYRA LY RALFY {020 0A &K
ethnicity minority groupwasa lack of digital skills5 A A (G £ O NWeNJwEh/my a1 G ¢
LI NByidas L 2dzad FAYR GKFG GKS@ | Rod how theyS1I £ £ &

R2y Qi NBIffte (1y2¢ KRgL 12SIdBES &2k (GyS20KY 2 rRS&®
I 00Saa t/ 3 (GKSé& R2yQi (1Y20KER26REFQASTUY2¢§(R2a
like send an emal (G KSe& R2y QU 1y26 | yeirbngiviththis 2 dzi G ¢
challenge,some older peopléhave a lack of experience or knowledgeK S O2 RS Wi | O
SELISNA Sy OS igvbliedinemient eScBritSr€lated texperience or kawledgeas

people who had prior technological experience may haednological knowledgerhich may

help them to utilise technology more efficientlipigital carer DC3 confirmed thlagr parents

do not have prior technological experience which is one of the reasons why they have

complexities in using online services. Older people were not born into the digtéd and
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most of thosewho experiencedhe transitionfrom the nontechnologicalerato the digital

realmdid not receive support tacquire the digital skills.

Lack ofinterestwas another issiéL ¢ R2 FSSt GKIF{d L A&lkehdditRl 0SS Yz
GKAY1l LQY | oAl fr1e& & ¢St deadbadn (bookddrii NI
42 Y S KA ynssuggedtsttatdparticipantQ2r £ | O1 p2vents ke tios NEng

online financial services and this could be one of the reasonsolder peopledepend on

others for digital supportAdditionally,minor abuse could influencelderLJS 2 Lt SQa&a Ay ( Sy
to adoptonline financial servicegé Hedsuffered a lot of racism then people treat you badly,

@2dz R2y Qi KI @S (KS>Taexy& (Yy2dzyh(@F NV2¢88 27
S5AIAGIf  Gdd N&nNJIrodn/aon@aithy family in India. However, his social status
changed from upper class to middle clagsen he moved tahe UK and people were not

treating him well as he was an immigraitis type of scenaribindersolder people from

feeling included in the communityhich, in turn, affectsheir mindsetto learnand carry out

activities on a dayo-day basis.

4.1.42 White: Scottish
Figure 4.2 displaythe themes and codes discovered through thematic anafysims W2 KA (1 S'Y
{ O2 00 A &K Q intedvieMIiranSriiptsiAlso (thie@ standalone themes were discovered:

previous financial scams, pressure and hidden costs.

One of the main barrierencountered byWw2 KA GSY {020 0A aKQIwlldR SNJ LIS
always be wary of doing anythilg L @2 dzf Ry Qi NBIFffeé R2 Fy@UuKAY
reassurance of my husband, ormysonvtd { S & dzNB G KI (0 Méstagedny 2 G |
earlier sections, older people havegeeatfear of financial scams, they do not want to lose

their hardearned money.Furthermore, thereis an interconnection betweerfiear and

confidence. Older peopfefear increases dueota lower degree ottonfidence and thiswas

determined through the codes folndian ethnic minority groupl & @ISt i KA i1 (KSe@
AYOAYARFIGSR 0@ RiekiQuahandid dcafd also hasesa direBtdink with the
fearfactora L ¢ 2dzf R 0 S Y ta@dKgetihgridShatdkind\ak service agaiand
42YS02Re& KSNB gla O2ttSOGAy3a Iy AGSYS L g2 dz

[S1]. Here, participant Bdescribes draudulent incident where sheied to return anonline
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item by handing thegproductto aperson who confirmed that they would deliver the item to
the sellerin England This resulted i scam as the item was not delivered and delivery fees
weretaken.Previous financial scanmmsayprevent older people from utilising online financial

servicesand thiswas proven throughndian participants as well.

White: Scottish

Challenges

- Fear
- Interface issues

E - Lack of concentration
—> - Lack of confidence
- Lack of digital skills
- Lack of experience or
knowledge
- Lack of help
- Lack of interest
- Lack of satisfaction
- Learning difficulties
- Overwhelming

'—————> Previous financial scams
- Humiliation
Pressure

Hidden Costs
Figure42Y ¢KSYSa I ¥yRADSRSAOFAHUAFKQ 2t RSNJ LIS2 LI} S

Wl dzYATALFGA2YQ A&  O2RS dzy RENJ 8 KaSsubdeudnk & WLIN
consequence of financial scant®ut to be honest, | probably would go for a more official
company, a more recognised compaiecause | did feel pretty humiliated. | just feel pretty

& G dzLJA].Pée taithie experience of financial fraud, older peoptcome more conscious

of online financiakervicesandthis canlargely increase their fear

Additionally, nterface issuesspecially online shopping baskeise a common problem

FY2y 3 2t R SonetiniSs2 ligd that | héave ordered two of somethiAgd | have a

LI YyAO Fo2dzi K2g (G2 3ISG NAR 2y S 2 FThisdeddtésp { 2YS
that older peopleare confused aboutusingthe online shopping basket whiegmpedesthem

from purchasing the online item&ome older peoplenay not finish this task due to a lack of

O2y OSYy UINI WRRYWY XiQa 2dzad YIe&oS L R2lyQR2yd®{ S

take enough time to read everything, omghat comes up properhyBut now | know that | can
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3SG NAR 2F Al OAK2LILAY3I AGSYB8d Ltk islan 0A G Y
interrelation between interface issues amwncentration those who lack concentratioto

carry out an onlindinancialactivity may perceive that interfadgesuesare ore ofthe reasons

for not being able tmavigate the webpages. Alsthose who assist older people may not
NBEO23yAasS dackRBdddcdnifaBohJan8 Mey may believe that design issues

preventing them from carrying out the activities.

W2 KAGSY {OC2U0EL6AARQYBWNBROERI YASANI 1 O] 2F RAS
digital skilsa @6 S y20 a2 YdzOK y2¢ a o0ST2NBxX 06SOId
0STF2NBEP® ! YR LQY 0SO2YASAHQY2NB GTHBSORNANESG N @ KJ
doingitthan lwouldhave SSy Yl @068 | &SI NJ Thkpare avaedf tieS | NA
O2YLX SEAGASAE (KSe KI @sinkiadot oF peGpf likie dkdny dge andi K S A N.
oder,0 KS& OFy QG 3IANI AL K2g Al Aa | dAThiSindsdtes & (0 2
that older people require support tearn digital skills to acknowledge theenefits andthe

ease of usingnline financial servicesAlso, teir lack of experience or knowleddpnders

themfromt S NY Ay 3 ( KBSt | cab ibhdeysarid 2viF & Mot péoplethink, oh no, |

R2Yy QG oyl it Yé AYyF2NNIGA2Y 2y Y@ LK2ySo
steal all my moneyg KA OK A & yo@dbp thingsheBSperfy 2}oThis depicts that older

people who have not utilised online financial servicebefore are more unaware of the
technology and they hava lack of knowledgen how the websites and phongework; they

create and believetheir narrativeswhich prevent them fromcarrying out online financial

activities.

Although older people receivdigital supportfrom digital carers and organisationt)e

quality of help they receive is questionable. Younger people are faster at explaining
everything, this may cause cowsfan for older peopleas they require additional time to
understand thedigital terminologie¥’ If you are with a young person, and sometimes if they
aresaying2 K &2dz 2dzad R2 (GKI G GKSNBXtSO YS GKAY]
that even mean®? Kl & R2S& |y [Sadiebldar $éoplehaverdomsBaibts in
understanding the various concepts of technology amok receiving proper support
stimulates digital exclusiolhose who receive support from othdrave a lack of interest in

technology they always have the thougthat there is always someone to support the®n
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the other hand some older peoplare not interested in online financial services as they have
RAFFAOMzZ GASE& Ay I OOS LI ASoIvhatiiKiktérestyidtd a yipuhgeK y 2 2
person, they can do this, and they can do thaljer people sometimes not because they

R2y Qi NBI i kK&EEeMNNGGH yRKIF AY i SNBaAaGSR Ay | 20 27
Y2a0G 2F dza KIFI @S | fFyREAYST Y2 & 8P dza a G Af f

Another barrier is lack of satisfactiospmepeople preferi KS O2 Yy GSYLQEYy V20 6|
really thatsatisfied with online shoppirtg . SOl dzZAS | ye U KA Y A (bR BS 0 2 d
RSEAGSNBR® LQY yR2&ZZNBORT NI KK EMNR2 drk i KO dzdl dO KA Y
seethemori NB G KSY 2y 2N a2 SBniekidey ggoplé petcéive thét | (¢ o
traditional methods are more convenieasthey have beeraccustomed to this practickr

many yearsThis was mentioned in section 4.1.2.5.

Furthermore, some older people mayhave learning difficulties whichinder them from
understanding thetechnologicaljargon beinguseda K@ 6 S G KS FANRG GAYS |
1y26z 0SOldzaS L ¢2dzZ Ry Qi Buywltls guidakide &nd RvideF SNB y
@2dz 6S02YS Y2NB Tl YA Older pddple prdter I€anividigialiséryices o { H 8
with the basic language befordelving into thetechnologicalvords, for example, interfacg

apps and websitesTheycan onlylearn throughrepeatedinstructionsand explanationgs

technology can be overwhelming for theDue to bank closuregverything is transitioning

to online,and everyone is expected to utilise the internet; this external pressure may cause
A0NBaa Ay 127 RENGZLE2Z2YVHE Y] v@BdzERIE H2AWRZE ¥y S
trying to kind ofbasically go to sort your money out or transfer mormgypay bills, because

those places will no longer exist a time that you can physically go in and do something.

Because the world is growin§o,A 1 Q& ' 62dzi GNBEAY3 (G2 RNokyR 27
keeping up to date with the technological worlteansthat the hidden costsassociated with

online financial servicesould increase foW?2 K A (i S Y older®&opléThesekhidden costs

werediscussedn section 4.1.2.2.
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4.1.4.3Digital Carers

Digital carers were asked to describe the challenges they noticed irrespective of older
LIS 2 LI S Q & Th®ugk tyiehed aAnd dodes?2 £ R S NJ cbhalRrgksé&cOghisedoy the
digital carers were discovered and these are demonstrated in Figure 4.3.

Digital carers

Challenges

- Attitude
- Cultural traits
—> - Disabilities
- Fear
- Interface issues
—> -Isolation
- Lack of access
—> - lack of confidence
— > - lack of digital skills
- Lack of education
—> - Lack of experience or
knowledge
——> -lackofhelp
- Lack of patience
- Language difficulties
- Learning difficulties

L  Occupation
Figure 4.3: Themes and codes derived fidigital NENBE Q Ay G SNBASS (NI yaONR

Digital carer DCaddressed thatattitude, cultural traits lack of accessinterconnection
between disabilities and isolatiocan influenceolder peopl®2 & A Y id 8d6pt and yse
online financial serviceand these were mentioned in sections.#.4.1 Digital carer DA3 a
interview datawaspartially discussed isection 4.1.4.1 aBC3acted as a carer for her Indian

parents.

Dd statedthat older people are very lonebnd they wantto interact with othersIn order

to decrease the isolation, they have éngage withpeople of the same age grouthen they

would have more interest to learn online financial servideswell as thidear of monetary
lossSLINE @Sy G a (KSY ¥F NP Yikedhe vas ikéf, BadzlOlie mansyWiadlikeS a Y &
where does the money g6 52 S & Al BCRdsRUssed havg fean Stoppealder
peoplefrom learning international money transfer appgbeylacked clarityegarding money
transactiors. They were uncertaiabout sending and receiving money through the app as

they were unfamiliar with thedigital world.Moreover, there is an interrelation between fear
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and lackof confidence; this wagointed outin sectiord.1.4.2.The mndemicprevented older
LIS2LX S FNRY &2 OAVod Knéwh sorde olildr pefoples/el IKsE dodifience,
because they were toltb stayin, | Yy R (i ©$ Rird 8f$onfidencabout going out and
things like that & SBeford@tidat her parentsusedto be out and about @ S NEtRave X
them a routine to get out of the housand it gave them physical exerciaad gave them
YSy Gl t adudA Y diislackio? ofitlenad H /olde® peopleould have an impaain

the process ofearningdigitaltechnologes

Additionally, interface issuagsere2 Y S 2F (G KS YIF22NJ 6F NNRASHeE y20A
had to increase hiphonefont size& [DC1] This caused more problerfar the user;he had

to scroll ugdown or horizontally/vertically to view the textButd KS & GAff YIFyl 3S
I NBdzy R @A 0K AAlso, lthgyehavie Soinplexitieg in @mprehending the security
measures and the language of the apps. This was indicated in sectionl4ak3of digital

skills was another barridrighlighted bya digital carer D@ stated thatall the older people

that he assistedlid not pessessnydigital skills This was alsa challenge faced by tHadian

and White: Scottish interview participan#nother digitalcareRd O2 Y OSNAF A2y RS
a subtle connectiorbetween digital skills and occupatioa:L ¥ & 2 dzQ NXhesggohh Ay |
have to learn different thingé ® ¢ o8 NelBe to do different things like then maybe you

2dzal REZYyBAJZR2YZ2IKE 5/ adérpeofiekhdyinot RBriechiiodgy (0 K I G
if they neverhad technological experience tite workplace. Not only technology banyskill

could beenhancedif there is prior experienceDigital carerDC3also stated that lack of

education could also play a roleaccessinghe technologyh & G KA & | FFSGISR 5/

various ways, for examplé&ckingenglish languagsills

Lack of experience or knowledge wasother code identified through thematic analysis. DC1
statedthat her mother is too old anthcksknowledgeof technology Her motheronly knew
how to open linkand never knew what scams meant. D@des not teacther aboutonline
financial services as her priority is to protect her frisaudulent incidentsThis indicates that
there is a link between lack of help and lack of experience/knowleQlgker people may not
receive technologicaxperience or gain knowledge if they are ottaininghelp from family

members.Nowadays, family members aengaged withtheir hectic work scheduleand

83



therefore, older peoplehave fewer opportunities tolearn online financial servicelder

LIS2LX S | LIINBI OK FNASYRa 2NJ NBflFiAgSa 2a aiGKS

Due toa lack of experience or knowledgelder people face difficulties in the signing up

LINE O Saiydurneat to entdike the basic information your name, first name, surname,

date of birthX @  Sky (LSINA & ¢ 2. NliRsépasswortl may require speabhractersand

older people may face issues in creating the password as they havereatously
encountered thisAlso, they could face obstaclesgarding the verification stagét think he
neededanIDcadd . dzi KS RARY QU dzy RSNA Gl yRhingelugt 1 AYR
0K2dAKG e2dz Oy 2dzad dzaS Fyeé L5¢ w5/ HB D Ld
that a lack of experience or knowledge impexdader people from grasping the processes

incorporated in an online financial service.

Furthermore,someolder people have a lack of patiend®igital carer DCBied to teach her

parenthow to use the phongfor exampleWeChab dzii & K Shavik epatigrd learn

AGT aKSQa I dlderpéopleméy2nat exhihithiBriest to learronline services

due to complicated processesd as a result, they lack the patience to lettra technology.

Digital carer DC3 also highlighted thia& language gap is an issueor ethnic minority groups,

English is not their first languade.i ag2dz2f R 0S RAFFAOdzE & AF GKSe@
useanythingf 2 ol aAOlfftes L ¢g2dz R yré&éhRenlimk firargiali KAy 32
servicesto those who have difficulties grasping thenglishlanguagecould causemajor
complexities in understanding the technological teridéth regard to learning difficulties,

older people mayhave issues rememberirthe taught items they cannot recalivhat they

learnedafter half an hour. This point wadsoraised in section 4.1.3.

4.1.4.4 Employees
In addition to thethemes and codes derived from the transcripts of digital careeseral
themes and codes were obtained from the transcript$onir employees. This is illustrated in

Figure 4.4 below.
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Employees

Challenges

——> - Addiction
- Attitude
- Disabilities
- Fear
- Frustration
- Hesitance
- Interface issues
> -lsolation
- Abuse
- Lack of access
- Lack of concentration
- Lack of confidence
> - Lack of digital skills
> - Lack of experience or
knowledge
- Lack of help
> - lack of interest
- Language difficulties
L> - Learning difficulties
> - Lower income
'—> - overwhelming
- Trust

Occupation

Hidden Costs

CA3IdzNBE nonyY ¢KSYSa FyR O2RS& RSNAGSR FTNBY 9YLIX

Figure 4.4 clearly illustratethat employeeshad deeperinsights regarding the challenges
experienced by older people in accessing online financial serasempared to other
participant groupsAlso, there arevarious intersecting codeshich were determined through

the analysis; see Figure 4.5

e |lower income «+—» Lack of access

e Occupation «— Lack of digital skills «— Lower income
& lLearning difficulties «— Disabilities

e Addiction «—» Lack of confidence

® [solation «—» Fear «— Disabilities

s Lack of interest «—» Overwhelming

e Lack of interest «— Attitude

¢ Trust «—» Fear

e  Trust «—» Attitude

e Language difficulties «—» Disabilities

e lack of confidence «—» Lack of experience or knowledge «— Lack of digital skills
e Fear «—»Isolation

e Lack of experience or knowledge <+—» Lack of digital skills

Figure45:9 YLJ 228SSaQ AYyiSNBRSOGAY3

O
N
¢
w
ax
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The frst challenge showm Figure 4.4 is AddictioAddictionsuch as gamblingr drugscould

0S Ly A&aadzS FT2N) az2Y$S 2 Bt fdkSehblers ¥ havetokn& NS | N,
issues like some of theth 2 dzf R K| @S | RRA Ol A 2 Fmplby@eiEzStated Yy R
that those with addiction issuelack the confidence to use online financial services. This
indicates thatthere is a relatioship between addiction andconfidence; addiction issues

prevent older people fromncreasing their confidence ammbnsequently, this could hinder

them fromadopting and usingnline financial servicesn terms of confidenceglder people

require repeated explanations and demonstrations ¢onfidently useonline financial

services Employee Ementioned how older people do not feel confident after using Amazon

or eBay once.

Additionally negativeattitude preventsolder people fromaccepting online financial services:
GTheyworrysomuck @ & 2 Yihdy woal8 fastgiveu2dza i R2 A G FTNRY @&2d
L OF y Q8] AlRoaladk ofdrustis@uld Yy ONB | 4 S 2nedatvedttituifsfowdrdS Q &

online financial serviceEmployee E3 mentiondtbw an older individual did not trust online
financialservicesdue to the complexitie®f phoning them if an unexpected scenario occurs:

G{ KS RARY QiU GNMzad® { KS al A @GldeapedplFaverdiFfitultids S NJ & A
Ay ( NHza 0 A y FHow doFou &rdwd Bow io 8ustya wébsitéfow can you tell if the

card details are being put into somewhé&re G K 6§ Q& | f.S3A G YAradl { SKE

Moreover,a lack of interesin learninghow to use and adopt online financial servicesild
leadtoay S 3 ( A @S Ndt évén/orie ddRien waits to learn, like try to leand do it
08 (KSYaSt@Saod L R2y Qi (y2s¢ whénthe biggestebrier 6 S R 2
2F Fft AazZ L NBlIffteé R2yQdi ¢6lyd G2 (1y26é ©9né

Furthermore, me of theY' 22 NJ 0 F NNASNA RAaOdzaaSR ®otme 6 KS S
of our service users, you know, they have dementia, or they have like physical impairments

or maybe theyare suffering fromh f f K S [Ofdér ebpledfihndBabilities could have a

higher chance of having learnidgficulties. An enployeedescribed a woman who hasisues

Ay €SENYyAy3a GKS GSOKy2f23& RdzS (G2 KSNJ RAALI 67
set in her N2 dzii [E3]. 8I0, language difficulties could meen in older people with

RA &l 0 Mériaingha§eidifficulties were more cognitivecause obvious)yit was mental
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health organisationSo,she had kind of ® | éz{BWI@tNe context of language difficulties,
some older peopleare dilliterate in thar own f I y 3 dzl 3 S é coullPpmduice mor& A a
complexitiesfor older people if theyhad to use the technology to access websites/apps for

online financial services.

In addition to this, an interconnection was established betwdesabilities, fear and isolation

G! ft201 8B 6REGgET e (KSE@QNB RSLINBA&ASRI G(GKS@& QNI
AlGQa RATTA OAltbt f thém afeSill olUK ISRoBENRYIBY A £ &€ TFNABFIRAE ©O9+
disabilities,older people are oftenisolated anddisconnected fronothers, and this could

elevatetheir fear of making aneffort in learningnew knowledge and skill$n relation to

isolation, enployee H stated that dder peoplewithout family support are often isolated

compared to thosevho receivel digitalassistance from family and friend3lder peoplavho
areisolatedduetd f F O1 2F FIF YAf & &dzLILJ2 NIAndi IseeSheth ¥ S N.
once a week or every second week, | would saysohyhat have you been using your iPad

2N GFofSG F2NK !'yR (KSe YAIih 331203 NBRIY (12Q @ Sz

According to the employee$ear was the major barrigiaced by older peoplé Mast older

adultsare really nervous and scared of being scammaatried about their information being

stolend ! YR Ay 3ASYSNIf> GKS&QNB 2zatikKk SBEINES yoSNINC
GKSe OlFy oO0NBF1 AlXod ¢ERNOWE peoplaiincer@in apcuitwhag 32 &
GKSe KI @S (2 R2 Atinkihé Bain fealwhsShatif anythidg gdeg wiong, &

AT LQO@S R 2whScailliga ta forshegld td fix B2 That was the main protlemi K I i Q&
gKe GKS@& RARYQO NBI 3f Gderdmoplaiskdio fallyt the faitiofiad NB (L.
methods to determine a solution fdmancially related issues, for exampéephysical receipt
wasprovided by the banks and shobsy R (i K S NX If sbinething gods sréng,cyou can

1AYR 2F 62NJ] @ EMNIMg bdér peopleBxpryidice & Aigightenetibar of
leveragingonline financial servicesue to their lack of trustEven ifolder LIS 2 L#xiStifgi

online financial services such as TV packages are expensiveydéieryto continue with the

current packageasa A (i (opeyisRup & Few door of, you know;2 NE A aadiSaé¢ w9 c
denotes that older peopl@ & ah@lhchaf trustieter them from obtaining various benefits

of online financial services, for examp$glecting inexpensivimsurance policiegvery year

to retain money.
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Lack of accessan alsoprohibit older people fromutilising2 Y€ AyS FTAYISo@é | £ &S
LIS2LX S 6SNB YI&6S tAGAY3a Ay:Z f AhSewdbdacdABYS LJ
extreme monetary constraintdepend on organisations to access technaagequipment.
Organisations such &f I 4 32 6 Q& D 2 fpievadgl IDASTySiNG GIAY2R/ At | R&
might not have the funds td.JdzZNOKI &S G KSY {Hes ¥BanSritedSaiioh 09 M 6 «
between lower income and lack of acceésTha@se who are maybe living on less income,
YIe20S AT GKS@QNB a2NIl 27F 2dza ® NI SIKSRYONSI 2fyA { (
lowest level of the state pensiand stuff, f theyQ NeSpEcially these days well, with energy

bilsx ® O2ada NB 3J2Ay3T dzlJd ¢KS@QNB fSaa fA1S
0 S OK y #ZEfl]2 @v@rdncome means lower chancesspending money o the equipment

requiredto utilise online financial services

Along with these challenges, older people lakgital skills which coultiinder them from

usingonline financial services their everyday livesé. G KAy {1 GKS&nohz& i R2 Yy ¢
G2 agéAiAildOK I (Enpadyersanledibis eachéchnblogical stepf an online

financial activity | wiould showthem, and | would explain to them, okaf, i Qa4 0SSy 2 NR!
$SQPS Lizi Ay 2dz2NJ LI @YSyildod ! yR GKAA Alatofi KS 02
0KSY RARY QU KIS&HES BRI @&AS S KENIP dzLE Shadé & |y
addition to this challenge, there is an interrelation between digital skills, income and
occupation.Those with lowepaid jobdack digital skills abey are less prone to interact with

0 SOKY 2af- 22D8SY &2 dzQNB A ys¥ah astmdybé&waikinglinkaRup&raabke d

GKSY YI&0S &2 dzQNiBto dorBasitavitX & | GZ BILJAAR S MEROKS/ 2 f 2 38 ¢
Lack of experience or knowledgeuld also be one of the reasons for a lower degree of digital

skills in older peop¢a #a i 2F (GKSY RARY QU ¢XKNRAONEBLI YR Kzl
dza A y 3 U S OKBEMployeeER dlso sidied Badnfidence, knowledge and digital skills
FFFSOG 2t RSNJ LIS2L) SQa Ay G Sy (arodef corfiencdziev@l, (0 S OK y
a lak of experience or knowledge and a lower degree of digital siollsd prevent older

people from accessing digital financial services.

Moreover, older people may hawedisinterest in learning the technology as they feel it is
overwhelming therefore, employeeseach older people byprovidngo 8 A O Ay T2 NXY I G )
g2dzZ Ry Qi aidl NI @SliKel gatXkngvg fileR 2na yivhat fley & e and the
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G§SOKYAOIt AdGASa 27 [EpAdRianally,ghiployediEstated thaille8 G K I ( ¢
people feel frustratedwhen they cannot grasp the technology quickiyhen they cannot

recall the learned materials or whanhbecomes too technical for then©n the other hand,

some older people become hesitant to ask for helpthey do not want to disturb others:

A Q@S 320 GKAA& LINRPOf SYX 1. Hasitahce rRsUIR ifl@eiipeaple y i G 2

not obtaining the required skills to learn digital financial services.

Abuse is another challenge encountered by older people. EmpldyeseBtioned that some

older people who approdtthe organisation have experienced abuse, for example, domestic
violence They require additional help with online activiti@is indicates that abussould
yS3aAlLaA@gSte FFFSOG 2t RSNJ LIS 2d vfelSa® this, doin& far@ilf 2 y f
membersdo not havethe patience to share their digital knowledge with oldeembers of

GKS FEFEYAfRY a{2YS TFI YA todhelpveSch ottebid sitOvithyiieia 0 S 0
dzaAy3d GKSANI LIK2ySa F2NJ I 3Sad ! yRimpatienthithQa Yeé
themd . dzi AGQa SFaASNI G2 3ASG Ravkdhhélfr@nfdmilyg A G K |

friends and societintensifiesdigital exclusionio a greater degree

Lack of concentratiortould alschinder older people from uiging online financial services
They lose attentionvhenthey receiveassistancdrom employeedor a prolonged periodd
GKAY]l yedKAYy3 Y2NB GKIFyYy 'y K2 dzNEOlderfpéple LIS 2 LI

prefer learning irconcise training sessions.

Moreover, interface issuegxperienced byolder peoplein accessing online servicegere

highlighted by the employees Employee E1 stated thatrop down menus for choosing

different text sizes are not always very clearhdl Qa y 20 Sl aeé G2 RSGSN¥Ay
to decrease the sizélso,iconswithout additional text confuse older people as thegve not

previously used such iconBr exampleove heart on online shopping websitegeans to

favourite anitem2 NJ G KS LA OlGdzNB 2F GKS ol atp fuichadeSI ya i
Older people who are not familiar with sudhterfaces and iconswould face various
challenges that could prevent them from carrying out the transactés.well as thisthe

websites are quiteomplicatedouse2 y G KS LIK2y S GiKSNBQa | 240

And maybe some of our service users might not redghsé you can use your finger to scroll
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down and see many other produdbs ! YI T 2y A &y Q éspdcihlidiith drzhblerNI & S|
of different drop-down menus all the different departments that you can search in all the
differentfilterss ljdzZA 0S 2F Sy > GKSNBQa 2dzad | ¢f1pd 2F R
Also,the various links shown up amsearch engineonfuse older peopland they become
indecisive.The interface issues outlined aboilkistrate thatinterface designs have to be

improved for older people to utilisenline financial services.

Figure 4.4also incorporates another themehidden costs The hidden costinked to older
peoplewere identifiedby the employeesFirstly,most of the older peopléravel to a local

bank to carry out basic bankimgtivities 9 Y LI 2 @ SS She haa to traiteSiREthe @ity
OSYiNB AT aKS S@SNI g FllThis ifidcates that they Sp2nd monkyk & a4 A O

time and effort on activities that could be easily carried tiubugh online banking.

To sum up, employeekad a clear understandingand comprehensive knowledge of the
constraintsolder peopleface in the use of digital financial servigesl these were portrayed
through themes and codesn Figure 4.4Employees spahan extensive amount of time with
older people and provide training sessions to increase their digital. SKillss, theyan easily

recognise the challenges thepnfrontin accessing online financial services

4.2. Phase 2 dhterviews

As mentioned in chapte3, data obtained fronphase2 of the interviews were utilised to test
the developed theoretical toolConcurrentlya deficient amount of data wasrocuredfrom
phase 1 of the interviewdue toalack of interview participants from different ethnic minority
groups This data was not sufficient nswerthe researchquestions Therefore phase 2
data was also leveraged toomprehend the challenges encountered Wgrious e¢hnic
minority cohorts in accessing digital financial serviédso,the findings were mapped onto

Figure 2.1o create an updated versioithisis discussed later in this chapter.

Eightinterviews were conducted iphase 2 The upcoming subections osection 4.2 focuses

on the responses received froenghtolder peoplefollowed by the themes and codes derived

from two participant group¥ W/ KGhifieS8ei Rottish or Chinese Brillshd Wt | { A a il YA .
tF1AadryA {O20GA&K 2NJtlF1AadrFryA . NAGAAKQ®D
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4.2.1. Demographicsf Older People

Phase 2 of the interviewsas conducted by following the same format as phase 1 tred
RSY23INI LK;

same questions were utilisqgee Appendix Ah £ RS NJ LIS2 L)X SQa

be seen in Table 4.2. The participant code column in this table consists of the codes

mentioned in Table 2.¢ C1, C2, G4, CNE ¥ S NA
NA GAA&AKQ LIPLNE ROOAND FVSINSR FOy2ZR Wt | {Aadl yAZ

0 2

W/ KAySasSz

tF1Aa

participants. ¥ generation in the last column means anyone who migrated to the UKhend

2nd generation is the offspring of the’lgeneration parents.

¢ofS nodHY tKIFA&S AYGSNIBASSG LI NIAOALN yi
Participant | Gender Education Occupation Income Household Marital 1sy2nd
code level status generation
C1 Female . I OK St 7 Retiredinterpreter | (freelancer) | Resides with| Married 1st
degree husband generation
C2 Female Primary Retired  Kitchen | 5k-6k Lives alone Divorcee 1st
School Worker (before generation
retirement)
C3 Female University Retiredinterpreter | (freelancer) | Resides with| Married 1st
degree husband generation
c4 Female Middle school | Housewife NIL Lives alone Married 1st
generation
C5 Fenale (Undisclosed) | Retiredinterpreter | (freelancer) | Resides with| Married 1st
husband generation
P1 Male No education | Retired (own Multigeneratiora | Married 1st
shopkeeper business) | household generation
P2 Male High School | Retired television| 20k25k Resides witlwife | Married 1st
engineer (before generation
retirement)
P3 Female High School | Retired from a| (stopped Resides with| Married 1st
sewing factory working husband generation
after having
kids)

4.2.2. OnlineAnancial Activities

Questions regardinfive common online financial activities were asked to each participant to

understand the challenges they experiendewith each online financial serviceThese

activities were online shopping, online bankiinggurance policies, tickets to cultural/events

and transport service ticket3hey were also asked questi®regardingther digital financial
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services they carried outhe implications of not utilisintheseservices and the advantages

of suchservices

4.2.2.1 Online Shopping

In terms of online shoppindour out of fve W/ KAy SaSs / KAySasS { 020043
participantsK @Sy Qi OF NNASR 2dzi 2y f Ay S aK2ladkiky 3 R dz
digital skills, lack of experience or knowleddanguage diffictiles, overwhelming and

attitude. One participantdid nota f A 1S & (0 OK A y J[C1].Alsa, QatiSigayiCL (1 2 & K 2
hada negative experience whigrevented her from utilising online shopping websiteShé

RARY QG | OldzZtfe Of A01 OKSO(12dzi a2 &4KS ySOSNJ
that she ordered everything completely wrong. So that was like the first time and the last

G A Y S ¢ This indicates tha? f RS NJ a2t digkalskillsould result in negative
experiences which increases their fearusing the websites in the futurd.arguage barrier

was not the issuexperiencedd & LJ- NI A SASLIFR/20S &/ yMMshofipiRgiLS R2ZVWTOAIY S
think A Gaia y 3dzl 3 S 0 | 1.IHFe Svhidts Xodirdeda& &vith éople and feel the

material before purchasing the itemShe perceives thahe process ofeturning an online

item is cumbersome.

Converselysome older peoplsuch as participant Clace language difficultieand have a

lower degree of digital skills whidmpedes themfrom utilising online shopping websites.

Language difficulties werencountered byparticipantC4,and she beame overwhelmed by

the returning processa { KSQa aSSy K 2itis torrdudrkstuf? Ahdalso,justhérd f S
ISYSNI GA2YyS aKSQa f A S5S 2Kdza (2 deiziy QK & BRe)6SR SING S
often received help from her daughtes buy online itemsThis means that her daughter acts

as a digital carer and hidden costs are associated téh assistance provided by her

daughter. Moreover, extensive family support could prevent participant C4 from learning

online financial service#\lso, fear of scams could prevent ofdeeople fromutilising online
shopping;Participant C5 never conducted online shopping due to her, fgae heard many

negativeanecdotegegarding online shopping which hingerher from utilising the service.

2 A0K NBIFNR G2 Wtl{1{AadlyAZ t1I 1Aauadngohthe{l O2 GG A

participants conducted online shopping. Participant Bad a lack of digital skills as he
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received extensive support from family memb¥érs ¢ 1 S R2Say Qi NBlLftfte o02i
R2 S & ARadicipant A2 Glso had a lack of digital skffsch prevented him from using

the service.

Participant BB had a fear of makingnistakesand a lack of interest due titnve involvement of

the returning process.Therefore,she prefersin-person shopping and purchag the items

that fit her well. If participant P3ntendedto acquirean online item, she wouldendthe

photo of the item throughwhatsAppand her daughter would order it for heAlthough she

had the digital skills to utilise Amazon and WhatsApp, her fear prevented her from conducting
the transaction As reiterated thisdataprovesthat family supportcould hinder older people

from leveraging online financial services to a great extent.

4.2.2.2 Online Banking

In relation to online bankingpnly one W/ KAy SasS> / KAySasS {O020GdAaa
participant utilised online banking to carry out balsanking activities. Participant @tefers

having social interaction with bank stafhd participant C2goes to a bank due to language

difficulties. ParticipantC2 also received support fromher sons or daughtersn banking

I O A GMhénisedas toopeny F 002 dzyd AY | o6byls AKSQff I
02 (K &nddeceywddhelp frorving Hongprganisation to send emailBarticipants whb
had language issuesavelled tothe Bank of ChindF 2 NJ KESIN6S Q& | .yl 27F

{ I dzOKASKLF ff aidNBSANELISAIK|S Ut KA Y221 32 OK/S Yi KISyNS
O2 YLX Si St & LafghdageSdifficultiésne® @ne of the main issues for Chinese
participants therefore, they received formal or informal suppoRarticipant C3 also had a

fIr 01 2F O2yFARSYOS H2Qaziywg (h 432 X R S\SiStst W | dza/ 2
GKAYy1a OKI (forhadiA 2 f RYF 2 NEBRYSX D I y {1 Ay3T (NI ya
[C3]. Furthermore, sme older people such gsarticipant C5 hae a fear of using online

banking they do not trust such service$hey feel that anybanking issuesan besolved

through in-person interactionsBank of Chinas a common bank utilised by Chinese older

people as they coulé@éngage with staff using their first languag&gain, hidden costs are
associated wittsuchphysical interactions

RegardingPt {1 A&GlF YA tlF1A&adryAr {O2(twdautkoftldedd t | 1 A &
participantsdo not use online banking. Participant@d FI YAf & RSIFf G.1f6AGK 0o
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he wanted to know his account balance, he would askchikiren Support from family
memberscould be one of the reasonthat hinder him from leveragingonline financial
services. Participant3also do not utiliseonline banking as her husband managed the
financesand they used a joint account. Participarz (lusband of C1) used online banking

for basic activitiesfor example checking account balanse

4.2.2.3 Buyingor RenewingExisting InsurancePolicies

Pertaining to buying or renewing existing insurance policesne amg/ 3 (1 KS W/ KAy €
| KAySasS {O02G0AaK 2NJ / KAySaS . NAGA dnggancedr NI A O,
policies.Family members owing Hongorganisationassistedparticipants C2C3, C4 and C5

with insurance policies. Participa@® usually receives support frofving Hony & { KS g A f f
people from heretWing Hongi 2 06 dz22 Ay adzN} yOS F2NJ KSNJ I yR &K
YR GKSYy a2YSGAYSa &KS ¢ A tParticipantiC2 aldo depeivédS NJ & 2
adzLJLI2 NI T NBPKYSYK SIND a@ywSad (12 K2dzaS Ay adz2N> yoSsz
[C4].For participans C3and C5their husband dealt withinsuranc&’ Myohusband, he deals

gAGK OGKIFG &a2NI 27F (KA Y 3 & dhisldataectzrlyi illu€ratgs Gndty” i NI
these participants depend on formal or informal support to buy or renew insurance policies.

Due to the support rendered by thdigital carersthey have to encounter the hidden costs.

Ly NBflFGA2y (G2 WtlFl1AadlyAs t I 1A anomewfithe{ O2 G (A
participants utilised the internet to buy or renew insurance policies. Participants P1 and P2
followed the conventional methodsParticipant P1 bought insurance over the phone and
participant P2stayed with the same insurance provider for the past five yeénss could

indicate that P2lid not compare therovidersto receiveinexpensive insurancess this could

help him inaccumulaing financial savingduring retirement.Since articipant PRa Kdza o | Yy R
(P2) dealtwith insurances, she did not take the initiative to leabout online insurance

policies Also, she perceives that her lack of education is one of the redésionst conducting

such services.
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4.2.2.4 Ticketso Qultural or Other Bvents (e.g. cinema, theatre etc)

Buying tickets to cultural or other events is not a comractivity carried out by th&?/ KAy Sa S
| KAy SasS {0200 A gpatcipans. OilyroyePartiSipant Nthten Ahifiey gayfor

ticketsg KSy 3J2Ay 3 2 deli 20ZA00K | FINRSS/YRR 8 iSIRé rellidls 8n hafé  a K |

friends to buy the ticketsshe does not have any experience buying tickets online.

wS3IFNRAY I Wt 1AabGlryAT t1Aadl ywopaftiGanisiisita K 2 NJ
the cinemaoccasionallyand their daughtersbook the online cinematickets for them.
Althoughinformal support is being provided, participant P3 is aware of the advantages of

online cinema ticketsshe does not have to waiih along queue to buyhe G A O TSl Y &
obviously the technology cardeA 1 Qa @GSNEBE>X GSNESX S| aatickét,zsitlz {y 2 6.
GKSNBE FyR SKF32e @82d2NBESt F& o

4.2.2.5 Buyindlransport ServicesTickets (e.g. flight ticket, train ticket etc)

Concerning transport service tickefsur out of five W/ KAy SaSs [/ KAy SasS {02
. NJ paktigiga®s do not utilis¢he internet to buy the ticketsThey received support from

digital careror agencies. Participasi€C1F Y R / H LIJzZNOKF aSR Ff A3Kd&a G A O
almost liket G N¥ @St | 3SyOe o . dzi pedpesSo,dhéiuses to@dds OA FA O
those shopdl 2 LJIZNOKI &S LI By St A 0T Sl AKAGL wlBgYSUAYS
tickets forher, YR aKS @gAff 2dzald AbogpartickhshtyC2 wdulS trave y S @ ¢
to a station to purchase a train or bus tickeRarticipant @ received support from her

childrento purchase the tickett Y R a4 KS KI a |Her Fribdd Relpedl duidh theJr 3 a8 Y
I LILIX A O ( APasficipant w@5n &lsbobtained support from children to buy
flight/taxi/bus/train tickets. This demonstratethat Chinese participants significantly rely on

digital carers tqurchase transport service tickets. This could hinder them fi@amingthe

advantages and acquiring trekills required to access onlineebsites to purchase tickets

without support.

AllithreeWt | {AaldFyAZ tF1A&aGryA { O2 (dépandBonZra@l t | 1 A &
agents to book flightickets,and participants P2 and RBsed a free bus to travel dhe bus.
Similar to Chinese participants, thdg not utilise the internet to purchase transport service

tickets.
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4.2.2.6 OtherHnancially Related Activities

lff GKS W/ KAySaSz [/ KAyYySaS {doadi dordacKiinghdiddlly/ KAy S:
related activitiessuch aspayment of council tax and passport renew®articipant C2

travelled to a post office to pay the taXhis denotes that she has $pend her money, time

and effort (hidden costs) through this activitiParticipant C3has the skills to use the
technology for financiatelated tasks However, in this caseshe is dependent on her

Kdzad 60 IeyKR'YO Q& Y& K dza Aldo,yfdfilyimengbraidoldeb peopdewith such

activities; participants C4 and C5 received help from tlebitdrenyY Wlden it comes to

passport renewal, hechildrenwill take care of thafor here 4o /

Regarding!t I {A&d1F yAS tI1A&dFyA { O2 (alfithedpkrticipaNts t | 1 A &
were fully dependent on their family members. Participant P1 lives in a multigenerational
household(see Figurd.2), therefore,he received support frorhischildren to conduct online

financial servicedParticipans P2 and P3 acquireaksistance from their daughtersgarding
passportrenewafa & {1 A Ra I NBeRAIMYI RIMEAKGSNEE (KS& I N
This data shows thadlder people inthe Wt | {AadGlF yAZ tIF1Aadlryar {024
ethnic minority grouprequire substantiahelp from family memberghisis preveningthem

from learning andaccessing online financial services

4.2.2.7 Implicationf not using Online Anancial Services

W/ KAySaSsz / KAySasS { 020 ( ek noRalard oKtheyntphic&ions NA G A &
(e.g. hidden costs)f not using online financial services except participant C3. She wae aw

of theramificationsas she- £t NS Ré Kl a (KS RAIAF L R2yidGa Rp2
banking,L KI @S G2 3 £3]. Although Kh® utiisesyohlifie benking, she prefers

physical banksThis suggests thatlder people prefer the traditional methods as they could

easily determine a solution by communicating with bank staff.

Also Wt | TA&GFYAS tF1A&adlyA { O2 (wéere aoKawardldf theé | A & 0 |
implications excepfor participant P3.She knewabout online discountshat may not be

found in physical shop$n this way, older people casavemoney through online financial
servicesParticipants P1 and P2 were not aware of the implicatem$were comfortable in

following the conventional methods.
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4.2.2.8 Usefulnessf Online Anancial Services

W/ KAySaSs /KAySasS {O020d0AaK 2NJ / KAySasS . NRGA
online financial services; they were unaware of the advantages. ParticiBatated that the

usefulnesss limited. Due to participant @& f I O] 2 F shelIi0 Kof expeleAce dza S =
the benefits she couldbtain from utilising online financial servicédso, participant € was

dzy' I 6 NB 2 F G KKS QaR@N2y0i [ BIANES T ye 2yt AyS RA;

Ly GSNMa 2F Wt {AAaGFYAS tF1A&Gdne/particpd®at i A
abriefAyaA3aK(i NBIINR2gZIREKQUIoRYSEAGAYTA cahdzi &
aSS S ¢ IReE Fakidipgrd Bhever utilised online financial services; therefore, his lack

Qax
> R
P

¢y N

of experience or knowledgenpeded him from understanding the advantages of digital

financial servicesSome older people are unwilling to learn the benefits due to their dislike
GSOKyAf ABNE 20/ f £ &8 R2y Qi f A THs daialeBongdrateshaR 2 y Qi |
both participant groupscarcely apprehend therosof usingdigital financiakervices due to

their lack of technology use

4.2.3. Themes an@odes

In addition to the themes and codes derived from phaseth@fnterviews,thematic analysis
wasalsocarried out onphase 2 ofthe interviews The followng sub-sections focus on the
themesandcodeS SY SN} SR F2NJ W/ KAySasSs [/ KAySasS {02
tF1AadryA {02040 kthilc mhdiygrdugsA a G yA . NAGAAKQ

4.2.3.1 Chinese, Chinese Scottish or Chinese British
Figure 46 portrays thethemes and codes generated froive W/ KAy Sa Sz [/ KAy Sas
I KAy SasS . N {thraughQthemaiticNdnalySistwdlstdridlalone themes were also

discovered: previous financial scams and hidden costs.
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Chinese, Chinese Scottish or Chinese British

Challenges

- Attitude

> -Fear

- Interface issues

- Lack of confidence
3> - Lack of digital skills
|_% - Lack of experience or
knowledge

- Lack of interest

- Language difficulties
- Learning difficulties
— > - Overwhelming

—— > Previous financial scams

Hidden Costs

Figure46Y ¢KSYSa yR O2RSa F2N) W KAySasSs / KAySasS {02

Figure 46 illustrates various interconnectionthat could contribute to the challenges
SELISNASYOSR o6& W KAySasSs |/ KAYS&SeFigprdTl AaK 2N

e Attitude < Lack of confidence

e Attitude <«— Lack of digital skills

e Fear <« Lack of digital skills

¢ Fear «—» Language difficulties

e Fear «— Previous financial scams

e Fear «— Lack of confidence

¢ |nterface issues<«—» Lack of digital skills

e Lack of digital skills «— Lack of experience or knowledge
e Lack of digital skills «— Language difficulties

e lLanguage difficulties <«—» Overwhelming

Figure 4.7IntersectingD2 RSa T2 NJ W/ KAy SasSs / KAySasS {Oz2GG4AaK 2N

The frst challenge displayeith Figure 4 is attitude. Even if support is providedose older

people may not utilis®nline financial services due tonegative attitudéy Okay, so even if

AGQa | 6S0aAiGS Ay KSNI | yatkdafcBrfidencadoudd aligidA £ £ & 2
toay S3I (A S Sawhenkheda® Hsed KSQa YIeoS y20 GKS Y2:
she will probably dat, 6 dziiT aKS R2Say Qi FSSt obHdSmpytiab R (2 «

lower confidence levels could influence older peoplelévelopa negative attitude towards
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online financial servicesthus, there is an interconnection between attitude and lack of
confidence.Moreover, a lack of digital skilis older peoplecould lead to developinga

negative attitudetowardssuch serviceé, 8 K> LJ dza (GKS FFOG GKFG L
these thingsL R2y Qi T S9.fAlthugh®e rgsBISIR & tectinblogical worldpme

older people from Chinese ethnic minority grodevelop a negative attitudas they do not

have prior technological experience.

Due toalack of digital skills, older people miace challenges conducing online activities
08 UKSYaStg@gSay aLF¥ KSN) KdzaolyR 61 & 2she K2t AR
g2dzf R 2dzad Ol f1f In aEdtiNg ttisdabkiofidigitalysidignay desult inolder
people making mistake resulting in a higher degree of fear which could léadthe

prevention ofaccessin@nline financial service3his was discussed in sectio2.2.1.

Additionally, older peopl&é K2 f I O1 RAIAGIE &1 Aff &Sowhen SELISH
you click on dutton it takes you to a page and you have no idea why you are in that page

YR AGQa NBlIffte KFENR G2 ({AYyR 2F 32 o0HJO] G2 |
Youngergenerationsare familiar with interfacestherefore, theycan easily navigate the

pages. However, older peopieay encounterinterface issues due talack oftechnological

experience All the Chineseparticipantsused tohave a noAl SOKy 2f 23A0Ff 220 Y
g2NJ Ay 3 Ay 2.lLack of éxpeKeBobrEknowlédge means that there is a lack of

digital skills Participant @ was unfamiliar withthe process ofconducing an online
transactionwhich implies thashe has a lower degree of digital skilslack of digital skills is

also evident in older people who have language difficulties. This was mentioned in section
4.2.2.1 Language was one of the main barriers encountered by the participhatgyuage

difficulties could make older people feel overwhelnge to taskNB f 1§ SR O BheLt SEA
also finds out the returning processéds: @ G 22 O2 Y IMbrao@¥, imidRlanguaden 8 @
competencycould y K yOS 2f RSNJ LIS2 L) SQ& TSI N3pecimllyl OOS & :
wheni KS& KIF@S | FSIEN 2F aolzyaOl NB®R NeBFR 620F A/ S
fFy3dz-3S oF BINASNI & gStté f

Furthermore,2 f RS NJ Ee3¥patididte Dfxévious financial scams couddinplify their fear

of utilising digital financial serviceBarticipantC2 experienced i online scam; she received
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a call fromanindividuala @ Ay 3 G KIF G &2 Y Soddbdddandtiepwanttiza A y 3 K
refund her the money.Shetrusted them anddisclosedher bank detailgo them. Later on,

GakKsS NBKIHIAASR ¢ a [GNEn khe iménediatelyavisiteWing Hongto

receive helpAlso,alack of confidence in older people increases their feaaniessing online

- ~ oA A

financial servicest { KS Q& y 20 OSNHZA OSYaDPREPR>2aKIQ80AY 3

Anotherbarrierwaslearning difficulties; older people may face complexitieseicalling the

f SI N)YySR 8o shé&tMds it feally quite difficudb even if she learns English or she
learns technology, she wll® FB NBS G 2 TThis imgi@sThainstiuctiors thave to
be repeated multiple times until they become familiar wahline financial servicetack of
interestwas also anotheissue faced by the participantBarticipant Chever had an interest
to learn the technology and always waited for her husbemdarry out the online tasks. This
indicates thatmost older people from Chinese ethnic minorgyoup rely extensively on
digital carerswith digital financial servicesthis was discussed in sectigh2.2 Again,
providing support toolder peoplecould prevent them from learningnline services and
hidden costs are associated with thidection 4.2.2.2nentioned older people travelling to
the Bank of Chindor assistancevith banking activitiesOlder people couldaveon travel
expenseghrough the use of online bankingeveraging onlinénancialservices would also

hinder digital carers from being faced with the hidden costs.

4.2.3.2 Pakistani, Pakistani Scottish or Pakistani British
Figure 48 portrays thethemes and codes identified through theti@analysis which primarily
reflectsthec2 YLX SEAGASA O2y T NP ytil SR aoid yirK § ORtilG1AAaKG |2

participants
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Pakistani, Pakistani Scottish or Pakistani British

Challenges

——> - Attitude

- Abuse

- Disabilities

- Fear

- Lack of confidence
L— - Lack of digital skills
- Lack of education

- Lack of experience or
knowledge

- Lack of help

- Lack of interest

- Language difficulties
- Learning difficulties
- Trust

~
>

W

Hidden Costs

Figure48Y ¢ KSYSa | paRistahiPakiStanScotasNaPdkistani NA G A aKQ 2f RSNJ LIS 2 L

Several intersecting codes were also determined through anaty$iese are shown in
Figures 4.8 an#figure 4.9:

e Learning difficulties «— Disabilities

e lLanguage difficulties «— Disabilities

e Trust «—» Fear

e Trust «—» Attitude

e Llack of digital skills «—» Fear

e lack of interest «— Disabilities

e lack of interest «—» Fear

CAIdzNBE naodY Ly BakistdhiBaRistangcattisd@Pakstani WANIAWM KQ 2t RSNJ LIS 2 L

In terms of the interconnection betwedearning difficulties and disabilitieg,higher degree
of learning difficulty could be seen oider people vith disabilities. Also, older people with

disabilities couldace linguistic challenges. These wdrgcussedn sectiond4.1.4.4.

With regard to fear, older people have a fear of utilising online financial services duk to t 2
2T TN dzR @] ParticiBantdP&lsostabed thathe requires additional digital support

to access online financial services. This depictsdlusr people who lack digital skilswve a

fear of financial scamand therefore, theycan receive support frondigital carers or
organisationsMoreover, a lack of interesh carrying outonline transactionslue to fear of

monetary loss through scanmscreases their fear to utilise online financial services efficiently
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participant Puses online shopping websites by herself until the point of transaction in which
her daughterorders the items by providing the card detaiglditionally,older people with
disabilities may exhibit signs lmiw interestin technology;participant P1 was nahterested
in technology as he had dementia. He reached a point in his life where he ppzttleat he

could notlearn and utilise technology.

Along with these challenges, older people neye a lack of confidenaghich could hinder

them from utilising online financial services; participant P2 stated that he was only
moderately confidentAlso, older people who have lower education levels may perceive that

this is one of the reasons for nbaving the ability to utilis@nline financial services this

was mentioned in section 4.2.2 8nother challenge showdzy RSNJ 4 KS (G K8&WvS WOKI
Figure 48 is lack of experience or knowledgParticipants P1, P2 and P3 never hmbr
technological experiengeechnological world was formedt a later stage of their lives

Therefore, they require support from others to carry out online activitepecially online

financial serviceddowever,support is not always readily available for those who Wiaout

informal supportY Shé@ had no friends or family. She always needs help from someone to do
anytasko  aA O ft& 2y 2yfAySé ©9 odulddeteKolder pebpleRA O G S
from accessingnline financial servicesiowever,digital carers who assist oldeegple with
suchserviceshaveto face hidden costs (a theme Kigure 48). Participants P1, P2 and P3

frequentlyreceived informal support from their children

1 6dzaS A& | y2GKSNJ OKIftSy3aS SELISNASYOSR o0& Wt
older people Older peoplenay experience domestic violence which could hinder them from
learning and adopting online financial servieesl therefore, theyhave toseek informalbr

formal support.
Figure 48 also illustrates thathere is a relation between fear and lack of tristhis was

discussed in section #4.4. /s well as this2 f RS NJ [&yatikdf afi@de could be

heightened through their lack of trusthichwas also mentioned in section 4.1.4.4.
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4.3. Bridging theGaps
This sectionntends to demonstrate how the serstructured interview findingsssisted in

answering the first two research questions in Chapter 1:

1) What are the key challenges encountered by older people aged 65 or over whose first
language is not English on online financial services?
2) What issues related to online financial services do older people (those aged 65 or over)

from ethnic minority groups experience?

Theinterviewsthat were conducted wittlthe participantsresultedin severakeythemes and
codes which contribute to the challenges experienced by the gieeple The themes and
codes of all the older and ethnic minority groups can be seen in Figlife Phis figure
effectively addressedoth researchquestiors, and the themedcodes of each participant

group wereelaboratedin previous sectionef this chapter.

Figure 410illustrates thatWL Y RAF yZ LYRAlIY {O200GAaK 2NJ LYRAI
Scottish or Pakistani NA G A 8 KQ 2t RSNJ LIS 2 LI} SwitsanlinSianday OSR Y
servicecompared to other group€ach cohort experienced different types of challenges in
accessing digital financial serviceblumanrelated, technologyrelated and societal

challenges were discovergldrough thematic analysjsor example, fear, interface issues and

pressure, respectively.
Figure 4.10 also shows the common challenges across alrtiups the unique challenges

facing each grouand the factors that appear in more than one grotppough a specific

colour code.
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Indian, Indian Scottish or Indian British

Challenges

- Attitude
- Cultural traits
—’ﬁ - Disabilities
L - Fear.
+> - Isolation
- Lack of access
- Lack of awareness
- Lack of confidence
> - Interface issues
- Lack of digital skills
- Lack of experience or

knowledge

- Lack of interest.

- Language difficulties
- Abuse

> Previous financial scams

Hidden Costs

White: Scottish

Challenges

Chinese, Chinese Scottish or Chinese British

Challenges
> -Attitude

- Fear

- Interface issues

- Lack of

- Lack of confidence

- Lack of digital skills

- Lack of experience or
knowledge

- Lack of help

- Lack of interest

- Lack of satisfaction

- Learning difficulties

- Overwhelming

——> Previous financial scams
- Humiliation

Pressure

Hidden Costs

> -Fear
> -Interface issues
- Lack of confidence
|5 -Lackof digital skills
L% - Lack of experience or
knowledge
- Lack of interest

- Language difficulties
- Learning difficulties
- Overwhelming

———— Previous financial scams

N

Hidden Costs

group

Colour Code:

- common challenges across all groups
- unique challenges to each group

- factors that appear in more than one

Pakistani, Pakistani Scottish or Pakistani British

Challenges

——> -Attitude
- Abuse

> - Disabilities

knowledge
- Lack of help

- Trust

Hidden Costs

Figure 4.10: Themes and codes of all older and ethnic minaatiycgpant groups

In terms ofthe first research questioh WL Y RA Ll y X

| KAy $as

{O02G0A4aK

2NJ /| KAySas

LYRALY
NAGAAKQ

> -Fear
L - Lack of confidence
- Lack of digital skills
- Lack of education
- Lack of experience or

> - Lack of interest
- Language difficulties
- Learning difficulties

{O20GA4aK

participants in this studgicquired English as a second langudgelowing the interviews with

W/ KAySasSz

| KAyS$as

{O02G0A4aK

2NJ / KAySas

languagerelated obstacles compared to other groupSheir linguistic issueswere

interconnected with other challenges. These were discussedetail in section4.2.31.

Moreover,in conjunctionwith language difficulties glar wasone of thekey challengsthey

confrontedin accessing digital financial servicésmited language proficiency amear deter

older people othe Chinese communitfrom takingthe initiative toacquire the digital skills

to learn online financial servicesonsequently, they heavily rely on digital carers or

organisations such a4&/ing Hong

ForWt I {Xa6iFyYA&dGl yA

primary cause which preventethem from accessing digital financisérvices they faced

{O020G0AraK

2 Nenguagd ikas dot tifer

minor languageelated obstaclesSimilar to older people of Chinese origin, fehscamsvas

the predominant reason fahem to not utilise such service&s mentioned in section 4.1.4.1,

WLYRALFYZX

LYRALY

{ O2 (ray dothave tNd oppgrivditiesy learntii® (G A a4 K Q

English language due to cultural traits, for examplet gaining education due to the care

they have to providdor their families.Interviewed Indian womeim this studydid not work
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for a prolonged period duto family responsibilitieand they dd not havethe experienceof

working at a technologrrelated jobh However, the nterview participants fromthe Indian
communitywere wellteducated and this could tbe reason why theid not facdanguage

related dostacles Also, women from the Indian subcontinent often doot marege the

finances this would be handled by their husbandehis was observed during the interviews

with a husband and wife in the studyhis was also noted during the interviews witio

Wt F{AadGrFyAS tF1AaGFyA { O2 Simikrdokothe &tbnic mifokitg G | y A
groups, &ar was one of the key challengésc OSR o6& (KS WLYRAIYXZ LYR
. NR G A & K Q wheh addedsiOgiohlheyfitiadcial serviaes tis challenge wadescribed

in section 4.1.4.1.

Language difficultiesould prevent older peopl&rom graspng the skills required to access

online financial serviceSimultaneouslydigital carers and employeegould have difficulties

in teaching digital terms angroviding training sessiongless they interact usindpe service

dza SN a ¥ AfotBExampteWigigHdrgAdEhe Bank of Chingrovide language support

to carry out online financial services for older peopMso,the majority of theinterviewed
participantspreferredin-person interactionsisstaff could easily solve their problemithout

older peoplehaving to engage with complicated online procesges.employeestated that

from her experience with ethnic minoritied, K S @ Q NB  yodedarnirlg dsErg)llsiSwhite

peoplg aheyR2 vy QU  (NMU&FILIS QA [ffffe ¢ KSHE3.Thigindd@estha G2 Y
older people from ethnic minority groupare cautious regardindinancialscams,and they

could have a higher degree of fear if their first language is not Engfishwas confirmed
GKNRdzZAK GKS AYyUSNWASga 6AGK W pEaktigifgdisSY / KAYy S A

To sum up, the research questions were addressed through the interview findings obtained
through thematic analysis and Figureld.displays all the key challenges specific to each
participant groupThis dataisnovél & 2 f RS NJ LJS 2with oflifeifina@ckalsénficE€sy 3 S &
especially those aged 65 and ovémm ethnic minority groupsand those whose first
language is not Englishas not been explored in previous studiesd thisresearchhas

bridged this gap through the findingsloreover, the interconnections between theodes

shown in Figure 40add new knowledgeegardinghe challenges faced by older peofiem

eachparticipant group i.e. different ethnic minority groups.
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4.4. UpdatedVersion of theVisual Representation of theFactors

Phase 1 and phase 2 of the intervieresulted in22 semistructured interviewswith 15 older
peopleandsevenintermediaries- three digital carers anfour employeesAll thediscovered
interview findingswere mapped onto Figure 2(section 24) to identify the findingsthat
corroborate with otherresearch to determine the novel factorand toexplore the factors
not recognised through this studyn updated version of theategorised representation of

the factors is shown in Figureld.

Technology
—
usability {interfoce),
FWaOrenass,
sttitude, trust, fear, dh.lg]cﬁr:}dmde, ?'g.lmmfstﬂ'h;
sotisfoction, oge, gender, el bl
education,  income,  job, connection, laptop etc.)
EXpErience, rnowledge,
Iangusge, ethnic minorities, T

disghilities, configence,

Online financial
SEIVices

le.g., cinema),

Online insurance poficies fe.g., MES,
comparethemarket.com),
International money transfer senices
fe.g., WesternLinion, MoneyEram),
paossport reneval, parking fines,
payment of cor tax (gov.uk)

status, humiliation,
multigenerational household
AT
Institutions
that provide
mﬂi HSBC), Gf?f.?.lity organizations (e.g., Age LK,
Online shopping (e.g., Amazon, Next, ::"""Q'HMEI'.L
eBay - tronsactions uig Fintach products mples,
£.9., PayPal, Appleray), [ N
Haliday bookings (e.g., booking.com), Dmﬂm;m (fomily, friends,
Onlime tronsport service tickets (e.q., Fr'nanrfm" social pressure
scotrail, Skysconner), SEGImS, pore .
Tickets for cuttural events/other events lack of help, hidden costs

Colowr code:

identifiec factors validated

through intervieas
Hovel factors

Figure 411: Updated version of the visual representation of the factors
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Colour code for Figure 4.11.:

Green =undiscovered factors i.e. factors that were identified in previous research but not collected
through the data in this study.

Yellow = identified factorghich were validated through the interviews.

Blue = novel factors.

ThesixgreencolourO2 RS R FI Ol 2 N&E dzy RSNJ ( KBwver ®&raciord y Wl dz

not identified through thematic analysis but were discovered through other stuties

literature review (chapter 2)Yellow coloucoded factors are thefactors which were

validated through the interviews, for examplmterview findings have shown that older

people may not utilise online financial services due to their negative attittdéerms of

demographic information age gender, education, income and jblavealsobeenidentified

in other studies

1 Agecqitwas evident from the interviews thatider people aged 65 and oviecemany

challenges in the context of online financial servicBsey encounter mordssues
compared to other age group#és older peopleadvance in agethey perceive that
they cannot utilise the internetthus, theybeginto lose interest- this was observed
through participant P2This has been corroborated in a previous st{ggwnkina et
al., 2017)

1 Genderg an equal number ofmale and female participants were not recruitéal
interviews to discuss the issues regardiggnder inequalities However, g@nder
disparity was mentioned by the employeeSmployee && (i I {1SHRE wordhen
maybe find it a wee bit hardér «e8 théy had less control of their financdhis
supports the findings in previous resear@amon Jerénimo et al., 2014) ¢ KSNBX A & |
higher percentage of femalées ®9 08 ¢K2 FG0SYyR 2NBIyYyAal GA:;:
online financial transactiondMoreover, older men from ethnic minority groups
controlled financially related activities itheir household. This wahighlightedin
sectiors 4.3 and4.1.3.1.Gender normsn societycould be one of the reasons for the

existence of gender issu¢ghomas et al., 2025b)

1 Educationg Section 2.3.hasalreadyoutlined the studiesvhich confirm that people
with higher educational backgrowsare more likely to adopt and use online financial

services.This studypartially validates this findingParticipantsS1,and 14 possess
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higher educatioal qualificationsand utilised online financial services by themselves
Neverthelessparticipantsof Indian originalso have a higher educational attainment
but they do not leverage online financial services effectively except participant 4.
Participants 11, 12 and I3 received supplooim digital carersUsing the demographic
information in Table 4.1 and 4.2in sectiors 4.1.1 and 4.2.1 it was noted that
WSRdzOF G A2y Q | yeRan Mit&réodnacBdk DitleR Peopké lwith higher
educational backgroursiwho live alone utilisaligital financial services without any
formal or informal supportThisfinding about thenterrelation is novel in the context

of digital financial services.

Incomeand job¢ section 2.3.lhasalso highlighted the studies which confirm that
people with a higher incomand a higher occupational statue internet users
which, in turn, indicates that thehave a higher intention to adopt digital financial
services This study partially confirms thisding. Tables 4.1 and 4.2 demonstrates
that all the interview participants in thstudy did nothaveany financial costraints;
therefore, they had the required equipment to utilisdigital financial servicedn
terms of occupationsomeolder peope (e.g.participants S1 and J4vith high-ranking
professionaktatusutiliseddigital financial servicefficiently. Conversel\gome older
people(e.g. participant 12 and P2 with highe occupational statufiad the intention
to adopt digital financial services but factors such as faadat additional support
rendered by digital carers andtermediaries prevergd them fromfully utilisingsuch
services Also, some older people (e.garticipant C3)with low occupational status
utilise digital financial servicdsit receive minor support fromfamily members athey

resiced with their partner.

Other yellow colour-coded factorsin the HumarQsection were validated through the

interview findings, confirming that previous reseasthdies have reported these challenges.

Citations forthese studiedave already beeprovidedin section 2.3.1

In terms of novel factors/i G KS WKdzY | y Q 1,300luacBlolr-cadyd factars dzNB

are new factoraffecting older peoplevhich have not been identified in previoussearch in
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the context of digital financiaservices These factors were identified through thematic
analysis except marital status and multigenerational household:

1 Marital statusc it was observed througlimterviews thatolder women from ethnic
minority groups who reside with their husbands not handle their financestheir
partners carried outfinanciallyrelated activitiesthrough inperson interactions or
online. This was supported by the findings obtained from employees (see section

4.1.3.1).

1 Multigenerational household older peoplefrom ethnic mirority groups who live in
multigenerational households (participantd bnd P1¢ see tables4.1 and 4.2
received digital support fronother members of the familyThey become fully
dependent on digital carers; this prevents them fragquiring the digital skill® use

digital financial services by themselves.

Concerning institutions that provide online financial services section in Figlte WO NB R A {
dzyA2yaQ oSNBE y2i RA & P& Nbthe othel pelowzebiurotied i S NI A S

factors have been discussed during the interviews.

Pertaining tothe W& 2 OA S (i &b€aried Bete(nat fegognised through the findingsdder

participants in the study received support frashgital carers or organisations. Organisations

provide moreassistance to individualsith digital financial servicdls & SYLJX 28S5SaQ I A
enhance their digital skillkhrough interactions. Moreoveglder people whose first language

is not English receive language support frandividuals at specific ethnic minority

organisationsand thistype of support may nobe available at libraries

In terms ofthe novel factors inthe Wa 2 OASieQ &aSOdA2ys {101 27F K
identified as new factors in relation to digital financial services:
1 Lack of helg it was observed through findings that older people received a lack of
help from society to access online financial serviédthiough digital carers provide
an extensive amount of support, the qualépd continuityof their supportcannot be
assured. Interview findings showed thdigjital carers feel frustrated when they have

to repeatinstructiors. This indicates that older people may not learn and focus on the
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activity duetoRA IA G £ Ol NXsbBblder pedplezaiih Nidakbiliiea yitod live

alone may not have connections with individuals in the external worlayticould

become excluded from thdigitalised realmMoreover, employees at organisations

can only offer limited support. Older people may nbe able to clarify all their
technological doubts in such environments and timegy not have the opportunities

to ask for help outsid@ ¥ (G KS SYLX 28SSaQ ¢2NJ] mghd K 2 dzN.
inclusive interfaces indicate that older people are being digitally excludezhliye

financial services providergnterface issuege.g. iconsremoving items fromonline

shopping basked) faced by older people suggest thaervice providers have to

develop interfaces which coulébster older peoplein accessing digital financial

services.

91 Hidden costg; costs suclastime, effort and money were mentioned several times
throughout this chapterHidden costs associated with online financial servitage
not been explored in previous studies. Not only older people but digital carers and
employeesare affected bythese costdrequently. These costs couldnly be reduced

through2 f RSNJ LIS2 LI $Q& dza $ irethe cahitgxt of e0Byday fiverst y OA I

Figure 411 displaysF  OAt AGF G2N&BE YR o6F NNASNE NB3II NRAY3
services.Some factors may create moreaskrelated difficulties, for exampleundertaking
OSNIIFAY GlFala 2y WYWeowldbeacBmplicated pibdesy MsOmedley 3 A (1 S &
people There are mangomplex tasks, for instancadding and removing items from an

online shopping baskdgiThomas et al., 2025bnterview findingspredominantly identified

the challenges that older peopéxperience in accessing digital financial servichemes and

codes generated NBY AYUSNXYSRAFNARSE |yR 2f RSNJ LIS2LJ S¢
processMapping the interview findingand observationso Figure2.1helped indetermining

the novel factorsin relation to2 f RS NJ lai8es4tdf oBlieifinancial servicesuch as
multigenerational househol] cultural traits andhumiliation. Thus, tis contextspecific

visual representation of the factoruld be employed t@nhance our understandingf the

factors related to2 f RS NJ LJS 2 LJX S Qfinancisé&vices. This Ryped divistial
representationhas not been created yet; therefore, this is one of the key contributions of this

study.
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4.5. Summary

This chapter identified th&ey interviewfindingsacquired fromolder people aged 6and
overand intermediariesSemistructured interviews were conducted over two phasi4and
8 interviews in phase &ndphase 2 of interviewsespectivelyRecruiting older participants
for phase lof interviewswas a complicated task #se study commencedubsequent tdhe
Covid lockdownPhase 2 interviewsvere carried out due tolimited data produced from
ethnic minority groups irphase 1 Also, phase 2 of interviewwas required to test the

theoretical tool¢ thisisdiscussed in théollowing chapter.

Following the interviews, ata wasanalysed through thematic analysis, resulting in the
exploration of themultifaceted challengesencountered by older people from different
participantgroupsand those whose first language is not Englistersecting codes were also
identifiedthrough the analysis procesBhese findings were explained in detaithie relevant
sections of this chapteFindings assisted liridging the gapby addressinghe two research
guestions Furthermore, interview findings were leveraged toodify and revisethe
categorised representation of the factorslated to online financial services (Figure 2.1).
Undiscoveredactors i.e. factors which were not explored through this stuclyrroborated
findings and novel factors were mapped infiour different sections, resulting in a new
diagram (Figure 41). This updated versiomprovides insights into the factors that could act

as barriers or facilitators y G KS O2y GSEG 2F 2t RSNJ LIS2 L)X SQa
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CHAPTER

TheoreticalTool

Data gathered through the first phase of the interviews was usetktelop a theoretical tool
(Thomas et al., 2025and this assisted iaddres@ngthe third researchquestionmentioned

in chapter 1. As discussed in chaptep8rsonasieveloped from qualitative datéacilitated

in recognisindproad factors that could positively or negatively influegcé R S NJ ad8eBsLJt S Q &
to digital financial servicesThe tool developed using the data from the analysis and
interpretation of the interview data isomprised oten factorsthat could contribute to the
challengesexperienced by older people in accessing online financial senlitesder to
gauge theefactors,thistool utilises a scale ranging from 0 toGuantifyingthe factorswould

aid digital service providers and intermediari@sidentifying the barriersthat are hindering
them from accessindigital financial servicesThis chaptenncorporateselucidaions d the
process of developing thbeoretical tool justifications for includingach factorgexplications

of the process of populating the tq@xplanationf the findings derived from the populated
tables anddescriptionsof how this tool could be employed in developing potential

interventionsin future.

5.1 SimilarResources
Although @milar tools have been developed in the patstey donot explicitlyaddress the

various challenges experiencbyg the individual®n online services

1 Digital Competence (DigComp) framewgvkiorikari et al., 2022)The9 | Qa ,byA Y A a
2030,at least 80% of the populatioshouldpossesdasic digital skillsSTherefore the
Digital Competence Framework (DigCgmas created by the European Commission
to enable people to monitor and enhance their digital skilsbecome digitally
competent The tool can alsadbe used for education and training programmaiis
tool encompassel digital competenes divided intdb key areas:
o Information and data literacy browsing, evaluating and managing data and

digital content
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o Gommunications and collaboratioq interacting, sharing and collaborating
through digital technologies

o Digital content creatiorg developing, integrating and programming

o0 Safety¢ protectinghealth, devices angbersonal data in digital environments

o Problem solving ¢ solving technical problems and identifyindigital

competence gaps.

This tool utilises a Digital Skills Indicator (DSI) to assgss A Yy R digital Bk Vardus
technologcal activities are associated with each of thee key areas mentioned above and

5{ L AY Basi@Qoné&iNGy® o 23S o6 AA0QY VYarleEbso i XKha§QB Yy S |
or above basic skills) is utilised each areattN S O2 Ay A aS Iy A yTRidt@bh Rdzl £ Q
could be deployed for seissessment and personal developméytidentifying the digital

competence gapst couldalsobe utilisedin the society talleviatedigital exclusion.

1 Essential Digital Skills framewdiBepartment for Education, 2022} isan initiative
by the UK Department for EducatioffEngland and Walgdo facilitate people to
enhance their digital skill§ his tool introduces five kexomponents of digital skills
that areessential for life and work

o Communicating; communicate, collaborate and share online

o Handling information and content¢ find, manage and store digital
information

o Transacting; buying and selling goods online

o Problem Solving using digital tools and online services to seek solutions

0 Being safe and legal onlimestaying safe online

The framework alsd Yy O2 NLJ2 NI} 0 Sa I &S O iwhiéhyare Befeloped ®rdzy R {1 A
individuals who arenon-internet users omwho utilises technology scarcel@btaining these

foundation skills(e.g. turning on a device and updating a passwosguld stimulate
individualsto interact with technologyThistool couldalsobe utilised by service providers

and organisations tprovide trainingfor people togaindigital skills.
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Althoughthese types of toolsould be utilised to fostgpeopleto obtain digital competencies
they donot predominantly focus orthe severalchallenges faced bgeoplein the use of
online servicesA theoretical tool whichwould help organisations anthtermediariesto
identify and quantifythe challenges thablder peoplefacewith online servicesspecifically
online financial service§ herefore, the tool formed from this study could be deployed to
assess the factors thaontribute to the issuegncountered by older people in the use of

digitalfinancial services.

5.2Formation of Theoretical Tool

As discussed in chapter ®llowing phase 1 6 the interviews the notion of developing
personasvas conceived whethe intervieweesdescribed oldepeoplethey areacquainted
with who are facing challenges in using online financial servidas.led to the creation of
seven personasséeFigure 3.3 chapter 3 for an example of a persoaad Appendix D for
the remaining six personasjince intervievees discussed older people who had challenges,
it was necessary to include this data in the sttighpugh a relevant method. Hence, the data
was utilised to create the persondsollowing the creation of one personiawas noted that
there were several broad factors that could bglised todevelop a theoretical toolvith a
scale ranging from 0 to. &dditional factorsvhich were identified through literature review
were incorporatedin the tool, for exampleaccess to equipment/connection and financial
literacy. Factors which could not be scaled wes included such as gender and ethniclty.
total, ten factorsthat could negatively or positively influence f RS NJ LIS2 LJX SQa dz

financial servicewereincluded in the tool.

5.3 ScaleFactorsinvolvedin the Tool

The upcoming subections elucidate the ten factors included in the theoretical tool
Justifications foincludingeach factor are suppted by thequalitative data obtained from
phase 1 othe semistructured interviews (chapter 4\Iso, the semantics of the scaknging

from O to S5associated with each attributare explained

The highest value that could be given to e&attor is a score of 5 and the minimum value is
0. For example, a score offérthe Wt | y3dzZ- 3SQ FI OG2NJ AYyRAOI (i1Sa

face any linguistic challenges while a score of 0 means thgpengonhas major language
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issuesA score of 0 for any factor indicates that the individual is facing various barriers related

to that factoranda score of 5 indicates that there are no barri€gsgnerally, a fivgpoint scale

is utilisedto rate the factors; this tool utilises a gpoint scale dudo the additionaloptions

required forseveralattributes e.g.varying levels of education arzhsic digital skillsHence,

a sixpoint scale was placefr each factorto ensure consistency wasistaired. The choice

2T ao0ltS KIFa (2 o0 Ssitceasyts carry2ovhe trdl, SiNdodsistéhtetd S A ©S ¢
(Russoetal,202I) G KSNBEF2NBESZ Y2NB AYLRNIFYyOS ¢Fa 3IAD

Table 5.1 illustrateall the factorsand thelinked scale

Table 5.1: Theoretical tool

I
IN
o
IS
13

5.31. Support

In order to utilise online services|der people receive support frorather individuals, for
example, volunteer groups, friends and relati&aijanen and Stenberg, 2018}his was
confirmed through the interview findingd$nterview findings have proven thaomeolder
people require additionasupport from digital carers asrganisationdo carry out the tasks
on online financial servic&¥sMyason is always therany daughter in law is very, very nice,
very helpful So,i KS& R2 A ( In ad@ith tg $résuppolt veeied from family
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membersor friends some older people approach organisatisuch asDf | 8326 Q& D2f |
Generationto learnand obtain assistance with online financial serviégésd they are very
helpfull YR L KIF @S fSFNYSR ljdzZAGS + €20 OGKSIBd {23
These interview excerpts suggest that older peauleldreceivetwo types of support: formal
or informal. Informal supportrefers to thehelp obtained from digital carerahile formal
support refers to theassistance acquired from employees and organisatidng.type of
support could facilitate older peopl® gain the skills required tiearn technology. However,
asmentioned in chapter 4, extensive support couldder some older people fronearning
and carrying out the tasks on online financial servipgthemselvest K SNBE F2 NB X W& dzLJL]
included as a factor in the tooh scoreof Ofor supportdenotes thatthe individual igotally
relying on formal or informal support while a score alénotesthat the individual does not
receive anyform of assistanceThe higher the scotehe lower the level of support received
from others

A scale of 0: I am significantly dependent on formal/informal support.

A scale of 1: | am moderately dependent on formal/informal support.

A scale o2: | am somewhat dependent on formal/informal support.

A scale of 3: | am patrtially dependent on formal/informal support.

A scale of 4: | receive a low level of digital help through formal/informal support.

A scale of 5: | do not receive any formal or informal support for online financial services

i.e. | can use digital financial services completely independently.

5.3.2. FormaEducation

Chapter 2 has sady highlighted that older peoplzd S RdzOlF G A2y O2dzZ R Ay Ff
adoption of the internet. Older people (those aged 65 and overwith higher education
gualifications are more likely to utiligbe internet (Lissitsa and Chachash@blotin, 2015)

Following the phase 1 interviews, it was noted tlstme older people who had higher
educational attainment received support from family membehse to their fearwhich

prevented them from accessing online financial services. As well as this,cddengeople

with an adequate educational background who live alone leveraged online financial services
without any form of supportMoreover, lack of education could be a challenge that present

older people from accessing digi I f  F A y | ySeAhhdiimitéd S0UERN0D, ke five

years, just because inthosedagsii ¢l & (1AYR 2F | al¥Sde AaadsS
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study and things likethaBo,da KS RARY Qi 32 2 dA[DC3]Pigitalkafermc8t £ | 3 S
perceived that education would assist andividualto grasp the English language skillsat
is required to learn and access the technolofjyis was briefly mentioned in section 4.1.4.3.
¢ Kdzaz WTF2NXI € SRdzOI G A 2y Qnalgse whethhey DdredzReSddy | & |
connections between education and other factors andxamine if educatiofevelplayed a
role inolder peopl® &  deéliSe fiaficial srvices

A scale of 0: no education

A scale ofl.: primary education

A scale of 2: secondary education/college

Ascaleof3d | OKSt 2 NRa RS3INBS

A scale of 4: post graduate degrees

A scale of 5: three or moneniversitydegrees

Table 4.1 in sectiod.1.1displaysLJr NJi A @ualification skilisthis was utilised to create
the scale shown abové scale of 0 implies that the individudil not receive any education

while a score of indicatesthat the individuakeceivedseveral degrees

5.3.3.Language
Language challenges are evident in people whose first language is not EGglistall et al.,
2010) Hence language could influence oldérS 2 LIt SQ& Ay aSydiazy G2 IO
servicesLanguage was not a major problem experienced by the older participaptsase 1
of the interviews. Howeverdigital carerDC3validatedthat language is an issue for older
people especially for those from ethnic minority groups (see sectidn4.1).This is an
additional level of difficultyfor older people who are intending to understand the digital
terms.Also, employee Estated that some people are illiteraie. they cannot read or write
in their own languagel.anguage caalsobe a challengéor people who have English as their
first language due to issues of illiteracy, learning difficultiesrious forms of dementia etc.
Hence language was included as a fadtothe theoretical tool:

A scale 0D: | am not good at reading, writing or speaking in the English language.

A scale of 1t am only partially good at writing in English.

A scale of 2: | am only partially good at speaking in English.

A scale of 3t am only partially good at reading in English.
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A scale of 4: | am only partially good at reading, writing and speaking in English.

A scale of 5t have good proficiency in the English language.

In general,older people prefer facéo-face communicatior(Yuan et al., 2016)his could
indicate that theymay learn technology quickly through verbal communicatidmerefore,
speaking is considered as more literate than writing in this tool.

Reading has a higher scatean verbal communication as older peogiave difficulties in
quicklyunderstanding speectMurphy et al., 2006)Theycould utilise simpleguidelines or
step-by-step instructionsusing illustrationsto comprehend the basic processes of online

financial serviced they have majodifficulties in oral communication.

5.34. Basidigital Xills
In the UK, sound 4.7 million peopléi.e. more than 1 in 3 over 65gckthe basiaigital skills
to use the internet, for example, turning on the devicennectngto Wi-Fiandmodifying the
passwords(Age UK, 2024c)This indicates thaa significantnumber of older peopleare
digitally excludedPhase 1 interviews have also proven thhter people lackhe digital skills
to utilise online financial service8.Y LJt 28 SS 9wm adl G6SRZ avembiS 27Fi
LQY &dzLIIR2NIAYy3 NBE O2YLX SGSt& 0N yRIsoyiSg 2
0 KS NaBythiaag tiiaty SSRa | RAIAGH A yeLBdRRX (RRSRCI 2|dyais R
A G ¢ Thiscredlydemonstrates thatf RSNJ LIS2 L) SQa 1 O1 fom RAIAD
using and accessing technologyorderto measuré y A Y RA @A RdzI £ Q4 RAIAG
tool, the framework produced by th&/KQ Bepartment for Educatiomwas utilised to create
the scaleThere are fivaligital skillghat are required for life: communicating.g. Facetime)
handling information and contente.g. using iCloud to store filegjansacting(e.g.online
banking) problem solvinde.g.seeking solutions through online videpbging safe and legal
online (e.g.creating strong passwords using special characi@spartment for Education,
2022)

A scale of O: | do not have any of the five digital skills listed above.

A scale of 1t have one out of five digital skills listed above.

A scale of 2: | have two out of five digital skills listed above.

A scale of 3: | have three out of five digital skills listed above.

A scale of 4: | have four out five digital skills listed above.

118



A scale of 5: | have all the essential digital skills listed above.

A score of 5 indicates that the individual hal$ the five essential digital skillsyxentioned in
the framework and a score of 0 implies that the individdial not acquireany of the required
skills.lt is necessary to includié K S Wo I & A (actBrAn3He iioblés thase killd afieQ
required to utilise online financial service&lso, the scoravould enablean individualto

apprehend the degree of digital skillsaththe older persorpossess.

5.35. TechnologyExperience inOccupation

Online financial services such as online banking are leverageddividuals who have a

higher occupational statu@arjaluoto et al., 2002h OOdzLJr G A2y O2dzf R Ay ¥ dzS
of digital financial services. Individuals who had technological experienite atorkplace

are more likely to learn and acce$sS OK y 2Lf¥2 B&2Ydz 6K R | 226X fA]1SZ
in an office orteaching NJ a2 YSGO KAy 3 fA1S GKIGZ GKSy @& 2dzQN.
g AGK S OK yrRiddénaes ¢hat in@ividgal® who had prior technological experience

at the workplacewould have the benefit oAdapting to the technological world more easily.

Theeeby, utilising onlindinancial services to carry out bagicancialtasks in tleir everyday

lives.

{AYAETI NI G2 WolaAaoO RAITAGE {5 SAPNTIYLYA HFRNI 9TRIc
framework to assesst Yy A Yy R w@rkrBlated tlightal competenciesThe framework
includes different examplesf the skills required fothe workplace: communicating (e.g.
sending emails to colleague$indling information and content (e.g. lising a calendar at
the workplace), transacting (e.gccessing password protectgzhyslips), problem solving
(e.g.using software to seek solutions), being safe and legal online rfetgsharing data
without consent)(Department for Education, 2022)

A scale 0oD: | do not have any of the five worklated digital skilléisted above.

A scale of 1: | have one out of five wagtateddigital skills listed above.

A scale of 2: | have two out of five werddated digital skills listed above.

A scale of 3: | have three out of five wadated digital skills listed above.

A scale of 4: | have four out of five wenddated digital skills listed above.

A scale of 5: | have all the essential wagkated digital skills listed above.
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A score of 5 implies thahe individual acquired all the essential wendated digitalskills
which, in turn, means thathey can efficiently utiliseonline financial services. A score of 0
indicates thatthe individual did not obtain anwork-related digital skills; therefore, they

could have challenges in learning and accessing digital financial services.

5.36. Disabilities
Interview data demonstrated that older people withsabilitieshave challenges in learning
GKS (GSOKy2f23eyY a9allSOArffte gAGK 2f RSNJ ISy SN
to have problemsvith your cognitive abilities, maybe different forms of dementia, that type
ofthing., SIF KX L ¢g2dzZ R ale& GKF{d AtdleadnindgRosmighiyshou St & |
f SFNYyAy3 R2¢y | Afsddyiaf cdrer ®@3imentiénéthfathab @ho Gad
various he#h problems such a€OPD, heart issues and candezarning the technology is
not his main priority; thereforehe is dgpendent on his children to carry oonline financial
servicesPeople with disabilities faceajor complexities in accessitige internet (Zhang et
al.,2016% | Sy OS> WRAAIOATAGASEAQ 6l a AyOf dzRSR | a
A scale of O: | have significant health issues/disabilities which completely prevents me
from using online financial services.
A scale of 1: | have major difficulties in using the online financial services due to health
issuesdisabilities but | can use these services through additional support e.g. friends,
family etc.
A scale of 2: | have major difficultiesusing the online financial services due to health
issuesdisabilities,but | can use these services without additional support.
A scale of 3: | face minor difficulties in using the online financial services due to
disabilities/health issues.
A scale of 4t have a number of health issues/disabilities which may not prevent me
from using online financial services.

A scale of 5: | do not have any disabilities/health issues.

A score of 5 for this factor indicates thie individual does not have any disabilities which
deter them from learning and accessing online financial services while a sddreditates

that severe disabilitiesmpede themfrom leveraging such serviceseveryday contexts.
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5.3.7. Financialiteracy
Analysing and tilising relevantfinancial products tdhandle personal financeg®.g. savings,
budgeting, loans etaequire an adequate amount oknowledge and skillg this is referred
to as financial literacyskills (Capuano and Ramsay, 2011) this theoretical tool,not
leveraging online financial services indicate that the indivigaabunters monetary los®r
travelling to banks and shops to conduct activities which could be carried out ofilims, in
turn, denotes that they have a lower degree of financial literacy skilser financial literacy
skills can hinder older people from accessing digital financial servicé®yasre used to
carrying out the activities in theonventionalway. This factor was noterived through
thematic analysis athis was not a key challengexperiencedby older people from ethnic
minority groups The notion of including this fact@rose wherthe narratives involved in the
personas showed thailder peoplehad a lack of financial literacy skills duettieir minimal
use of digital financial servicésr monetary management

A scale of Ot do not possess any financial literacy skills

A scale of 1: | extremely rarely use digital financial seryvitesefore, my financial

literacy skills are very low.

A scale of 2: | rarely use onlifirancial services; therefore, my financial literacy skills

are low.

A scale of 3: | use online financial services occasionally; therefore, my financial literacy

skillsare below average.

A scale of 4: | use online financial services frequetitBrefore, my financial literacy

skillsare average.

A scale of 5: | have significant financial literacy skdllsalways use a variety of online

financial services.

5.3.8. Confidence

Chapter 2 has already stated that lack of confidgmeentsolder peoplefrom accessing the
internet ¢ see section2.3.1.7 This was confirmed through thénélings from thephase 1
interviews W[ | O1 2 F O 2 godethr Sneg&l romthé thematic analysisarried

out on the interview transcripts gathered from employees, digital carég, KA G SY { 02 (i
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that this factor had interconnections with other factosuch asfear, digital skills and
experience/knowledge, see Figures 4.3 and 45y 2 NRSNJ (2 ARSYydGATFTe |y
levels of confidence&nd to examine whether confidence had interconnections with other
factors this attributewas included in the tool.

A scale of 0: | do not have any confidence in using online financial services.

A scale of 1: | am slightly confident in using online financial services.

A scale of 2: | am somewhat confident in using online financial services.

A scale of 3: | am moderatatpnfident in using online financial services.

A scale of 4: | am very confident in using online financial services.

A scale of 5: I am significantly confident in using online financial services.

5.3.9. Access t&quipment/ Connection
Ofcom report declared thadnly 1%of 1824 age group, 1% of 2%, 3% of 3514, 2% of 45
54 and 3% of 564s do nothave internet access at honwehile 34% of older people aged 65
and overdo not have internet access at home in the (@com, 2022)This clearly denotes
that older peoplerequire supporto access the devicde use the interné In the absence of
that support, digital divide wouldbe perpetuated. Not having the required equipment or
connection (e.g. laptop, smartphone ¥fi-Fi to access online financial serviagsuld hinder
people from leveraging such servic&ne of the reasons for not utilising online financial
services is the costssociated with the equipmer{Hayes and Martin, 2007%uch services
are inaccessible to those who cannot afford tdevices This was confirmed through
SYLX 28S5SaQ Ay dS selianSad. 4% Goyiderkeytiy digitab carSr$ maynot
provide the supporttcdd S G dzLJ G KS Sl dzA LIY S ydhs theft wolél phénhdld LIS 2 L.
them frequentlyc this was mentioned by digital carer DC3gsection4.1.4.1).

A scale of Ot do not have any reliable access to a device and internet connection to

use digital financial services.

A scale of 1t have very little access to a reliable device and internet connection.

A scale of 2: | have some, but not alwagbable, access to a device and internet

connection.

A scale of 3: | have good access to a reliable device and internet connection.

A scale of 4: | have very good and reliadideess to a device and internet connection.
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A scale of 5: | have excellent and very reliable access to a device and internet

connection.

5.3.10. Fear
Interview findings showed thaetrwasone of thecommon challengeexperienced by older
people in accessing digital financial servi&@kler people may not utilise such services due
to their fear offinancialscams fear of making mistakes dear interconnected withother
factors, for example, fear angsolation, fear andrust - see sectiord4.1.4.4.1n order to
determinethe degree of fear amdividual possess, this factor was incorporated into the
tool.

A scale of Ot have extreme fear when using online financial services or | do not use

such services due to my extreme fear.

A scale of 1t have significant fear when using online financial services.

A scale of 2: | have moderate fear when using online financial services.

A scaleof 3: | have somewhat fear when using online financial services.

A scale of 4: | have slight fear when using online financial services.

A scale of 5: | have no fear when using online financial services.

If an individuahas a lack of interest towards technologydwes notutilise online financial
ASNDAOSas GKSy danndthonNdaquanyfiBdedBiy i guEmseeBayicaSeds
the scoresobtained for other factorsii 2 3ISYSNI GS + &02NB FoR NI WFS
instance,a score of 0 could be provided for both factorthi individual obtained score of
n F2N) WEly3dz-3SQ I yRk 2N Wa dalyiepehdent egnidigitdlS K A

carers or organisations to conduct the tasks on online financial services.

People may not access digital financial services such as online banking due to the complexity
of tasks(Hayes and Martin, 2007)This theoretical tool does nok y Of dzRr8late® (i I & |
complexitiefas a factor.Intermediariesmentioned the impedimentsthat older people
encounter onthe tasks associated witlspecific online financial services, for example,
challengesin removing the items from the online shopping baskebmplexities in
understanding the twefactor authentication andlifficulties in carrying out the tasks involved

in international money transfer apps these points were outlined in section 4.¥arying
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levels oftaskrelated complexitiegouldprevent older people frommeaching the transaction
stage in an online financial serviéeditional investigation would be required for tasiated
complexities as it is a broad argaerefore, this aspect coulde examined as part of future

work.

5.4 Populating theTheoretical Tool
A description of the theoretical tool along with the scale factors that could be utilised by the

society is shown in Appendix F

Theforthcomingsub-sections focusn examples of applying the scaleqoalitative dataand

the findings derived from thpopulated tables.

5.4.1. Examples oApplying the Scale toQualitative Data
The scale applied tpersona 3 in Appendi® is shown below in Figure 5.Corresponding
justifications are displayed below thigure; some explanations include interview excerpts to

support the scoregiven to the factors.

Figure 5.1 clearly illustrates that Kunti (name generated for persona 3) has major barriers as
shereceived a score of 0 or 1 for all the factors. She has beegivingintensiveassistance

from her daughter and husbarak she is housebourttlie to various health issueBotential
interventions are required to assist her in accessing digital financial services, for example,
home-basedtraining sessions to develop her digital skills and to help her overdiogpaistic
challengesKuntiis from India therefore,the scores reflect the challenges thaltler people

from ethnic minority groupsnay experience in accessing online financial serwcte later

stages of their lives

124



= =
(]
L]
L]
I
L]

[ —]

(=2 — T — R —

(=]

(=]

Justification

Support — 0 — “Her daughter tokes care af their anline sarvices such as contents insurance.™
Formal Education — 1 - because she only attended school for approx. 5 years.

Language — 0 because she can’t speak English fluenthy.

Basic digital skills — 0 — “She only wses londiine phone and she hasn't used a computer ar
smartphane”.

Technology experience in occupation — 0 — she was a housewife.

Disabilities — 0 — Parkinson's, broken hip and mobility issues. “she’s housebound; her husband
takes care of her”.

Financial literacy — 0 — she doesn’t use any online financial services. “Her doughter tokes care
of their online services such os contents insurance. Kunti doesn’t hove her own bank occount
but she lives with her husbaond who has an account.”

Confidence — 0 — She never used onling services before. Also, “pandemic and health issues
have hod o negative impact on her confidence.” Her daughter is helping her out with such
SErvices.

Access to equipmentfconnection — 0 — no Wi-Fi

Fear — 0 —a score of O for fear as she has never used online financial services before.
However, she is receiving help from her daughter.

Figure 5.1Scale applied to persona 3

Figure 5.Asee belowdisplays another example of applying the scale to qualitative data.
thisinstanc& A Y (i SNIJA S g datdlwhElulised thpopulate thevtabke.

Figure 5.2 portrays that participant $l exceptional at leveraging online financial services
SinceSel a | W2 KAGSY { 020 { hasekasy lahguagdiigsu@d anit bifed > a K S
alone, notreceivng any form of support from digital carers or organisations. In terms of
education,S1 obtained a postgraduatiegree,and shealsohad technological experience at

the workplace this couldbe considered as one of the reasons why participanutiies

online financial services efficiently.
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Justification

Support— 5 - no help reguired, she finds solutions to her problems through YouTube or other
sources like google.

Formal Education — 4 — postgraduate degree.

Language — 5 — no language issues.

Basic digital skills — 5 — carries out every anline activity without assistance.

Disabilities — 5 — no disabilities.

Prior technological experience/knowledge — 5 — used a computer when she was working.
Used to be a manager in social work, retired.

Financial literacy — 5 — conducts banking related activities and transactions through laptop,
dealt with finance in work.

Confidence — 5 — good confidence to conduct everything without help from others.

Access to equipment/connection — 5 — uses a laptop.

Fear —4 - “we bought a shower screen onling and it came, it was fine. If was far too big. So, it
had to be refurned fo the seller, which was down south and the midlands. | went anio &
website. And it was people who did journsys, the people that are travelling from Scotland o
England that they ars in bands and saying that they give you a price to actually take your ifem
down. So anyway, | had arranged by say, this guy fo collect the ifem and to deliver it. And the
iferm was worth about 150 pounds, the delivery was about 40 pounds. And he came here. And

! really showld have taken his registration number but | didn't anyway, the item has never
delivered and obviously he kept the item and the money.”

“ ' would be much mare wary If | was geffing info that sort of kind of 3 service again, and

somebody here was collecting an item, | would do take a photograph of their car registration
or band registration.”

Figure 5.2: Scale applied to participant81 Ay 4 SNIBBA S6 (NI y a ONR LI

Upon examinindpoth Figures 5.1 and 5.2, ig evident that diverse factors interplay in older

LJS 2 L3fc®< o digital financial services. Receiving a lower score for many factors suggest
that the individual requirepotential interventionswith formal or informal supportwhile

higher scores for may factors indicate that the individual may not requsignificantsupport

due totheir capability of handlingigital financial services by themselves.
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See Appendi6 to view all the populated tables for the remaining six personada@unteen
2f RSNJ LIS2 LI SQa (fotdl & 32Nobphl&en tabled) y & ONR LIG &

5.4 2 Findings fromPopulated Tables

Along with the imerconnections identified through interview data (see chapteg EBigures

4.1, 4.2, 4.3, 4.44.6, 4.9, the populated tables in Appendix frovided several findings
irrespective of ethnicity or gendeA spreadsheeatontainingall thederivedscores from seven
personasand A F 1SSy 2f RSNJ LISipts dreSkban ikiglie S.8l1A Sg G NI y &

Colour code:

Basic Digital skills, Financial Literacy
Disabilities
Language

Support Formal Education Language  Basic Digital Skills Technology experience in occupatio Disabilities Financial Literacy Confidence Accessto equipment/connectiol Fear
Participant 5L H ) 5 5
Participant 52
Participant 53
Participant C1
Participant C2
Participant C3
Participant C4
Participant C5
Participant P1
Participant P2
Participant P3
Participant 11
Participant 12
Participant I3
Participant 14
Personal
Personal
Personad
Personad
Personas
Personaé
Persona?
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Figure 5.3: Obtained scoré®m qualitative data
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Colour code for Figure 5.3:

Red = support, confidence, fear

Green formal education, technology experience in occupation, financial literacy
Blue = basic digital skills, financial literacy

Amber = disabilities

Light orange = laguage

1 Support confidence and feat older people who received low scores for fear and
confidence2 6 G AYSR | 2 ¢ AdpteRidiBly nledidhkdyaisdatdlaPONI Q @
could be generatedor fear and confidencd the individualhas no interest towards
technologyor they do notutilise digital financial servicgtherefore, scores for these
factors are generated by evaluating the scores obtained from other facixata

obtained through the tooldemonstrated thatolder people who receive immense
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support through digital carers or organisatiofmsve lower degres of confidence
and/or feari.e. a score of O for both factars

1 Formal education, technology experience in occupation and financial literalter
people who had higher educational backgroun@®. postgraduate degrees or
above) possessed a higher level of financial literacy skillshaaidorior technological
experience athe workplace .Receving higher scores for these factors demonstrated
that older peopleutilise online financial servicegthout additional support.

{1 Basic digital skills and financial literagyndividuals who received a score of O for
financial literacy showed that they had lower levels of basic digital SKilis indicates
that older people whdack these skills amaore likely to depend on formal or informal
support.

7 Disabilitiesg older people who received a score of O for disabilities receive immense
support from others; this was mentioned in chapter Zhey require support as they
lack the digital skills to adopt and use online financial services.

1 Language, support, financial literacy, confidence and feavlder people who
received a score of 0 for langua@ie. extreme language issues) had lower levels of
financial literacy skilland confidence andhigher levels ofear. Hence, they received
support from others toaccess online financial servicekhis finding shows that
Ik y3dz- 23S LikXle&a | 1S& NRf{S Ay AyFidz$SyOAay3
financial servicesScores also indicate théihguistic issuesnay hinder older people
from gainingand enhancingthe required digital skills to utilise online financial
services.

1 Access to equipment/connectioq although scores show thathis factor does not
contribute negativelyto access online financial servicespst of theolder peopledo
not utilise the devices efficiently to carry otlte basic activities on digital financial
services.Figure 5.3shows that ¢her factors hinder them fromleveraging such

services.

In addition to the aforementionefindings barriers faced by older people frospecificethnic

minority groups were identified through the populated tablgse Figure 5.8elow).
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Colour code:

(Confidence, Fear

Basic Digital skills, Financial Literacy
Language

Support, Basic Digital Skills, Confidence, Fear
Support, Basic Digital Skills

Support Formal Education Language Basic Digital Skill jpation Disabilities Financial Literacy Confidence Accesstoequipment/connection Fear
White: Scottish
Participant S1 5 4 5 5 5 5 5 5 504
Participant S2 2 1 5 3 1 5 4 3 503
Participant $3 0 2 5 3 0 5 2 2 501

Chinese, Chinese Scottish or Chinese British

Participant C1 0 3 4 3 1 5 0 2 50
porcpna o o : 0 s o |
Participant 3 4 3 5 5 0 5 5 5 5 4
Participant C4 1 0 1 0 5 0 5
Participant C5 5 2 0 5 0 5
Persana | 2 0 1 0 5 0 5
Pakistani, Pakistani Scottish or Pakistani British

Participant P1 0 1 2 0 1] 0 0 ] 5 0
Participant P2 1 1 4 2 1] 4 2 3 5 1
Participant P3 1 2 4 1 0 5 0 1 5 0
Persona 7 0 0 5 0 0 1 1 0 5.0
Indian, Indian Scottish or Indian British

Participant 11 3 4 1 0 4] 0 5
Participant 12 5 5 1 1] 5 0 5
Participant 13 1 5 2 0 4] 0 5
Participant 14 5 4 5 5 4 2 4 5 5 5
Persona2 2 5 0 0 1 0 0
Persona3 1 0 0 0 0 0 0
African, African Scottish or African British

Personad 2 2 5 2 1 5 1 2 5 4
Persona 5 0 3 5 0 1 5 L 1 5 0
Persona 6 0 1 5 0 1] 5 L 0 5 5

Figure 5.4: Scores for ethnic minority groups

Colour code for Figure 5.4:

Purple= confidence, fear

Red = Support, confidence, fear

Blue = Basic digital skills, financial literacy

Light orange = language

Green ssupport, basic digital skills, confidence, fear
Yellow=support,basic digital skills

W2 KAGSY {O200AAKQWKEA PazNB (i p ¥n { Smdinofadigiage [HIK NIi 7
issues as English is their first languayeo, theyhad higher confidence and lower fear levels
when compared with other cohort®ased on the scores, these participants had minor issues

compared to otheethnic minority groups.

W/ KAYSasSs / KAySaS {DRSIAAQXKNEANI AEKKYNBIABES R NR 21 MJI3
depict thatthey face linguistic challenges atiterefore, they received support from others.

Also, a connection is demonstrated througtpport (level of dependence/independence)
confidence and featthose who received lower scores foonfidence and fear showed that

they receivel significantsupport from digital carers oorganisations indicating that they

have lower basic digital skillslore than 50% of th&€€hinese people receivedsaore of O for

financial literacy and these individuals had lower basic digital .skhis implies that there is
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an interconnection between financial literacy and basic digital skiltsse who lack digital

skills have a lower degree fahancial literacy skills.

Pakistani, Pakistafi O2 G G A & K 2 NJ toselwhaistole@ dut of SRR MR 6 K QY Wa ézLJL
factorreceived a score of 0 ftwasic digital skills, confidence and fear. This suggestsltiat
LIS2LIX S FTNRY Wt 1AaGlryAS tF1A&aGlryA {r@dev@ A aKk :
formal/informal support due to their lack of digital skiliswer levels of confidence aridgher

levels offear.

WLYRAIFYSXS LYRALY {cOl@uicidedicélls shomhattheyidce similar iidues A 4 K Q Y
to2f RSNJ LIS2LJX S FTNRY W KAySaSs /KAySasS {020GAa
Those whmbtained a score of O faonfidence and feawere the ones who received extreme

support from digital carers and organisatioAdso, people who scored 0 out of 5 farancial

literacy skills had a lower degree of basic digital skilthough these barriers were identified,

language was not an issue faced by timsup.

WI FNRAOIFYZ ! FNRAOI Yy {ti@2périohasd kKecor@edJundeF Mk Subgfoup. NJR G A
demonstrate thatlanguage is not a barrier dsnglish is the official language in Ghana
However,personaghat scored a 0 out of 5 for basic digital skills received immense support

from digital carersindicating that they have a lack of digital skills.

Scores obtained through théh¢oretical toolindicate thatmultiple factors impede older
peoplefrom leveraging online financial services and theantified factorsprovide a deeper
understanding of theissues experienced by older peopdged 65 and overThe scores
obtained from thetool could be exploited to determine the type of solutions required for an
individual, for exampletask-oriented solutions, training sessioasd digital solutionsThe
tool could provideinsights for intervention and focus for better support for the older and

ethnic minority people.

5.5. Testing othe Tool
Following the development of the theoretical tool, it was tested on all the developed

personas. Each factor was scored by reviewing the sentences and examining the overall
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interview transcripts (phase 1 of interviews). For further testing, data from eight-semi

structured interviews (phase 2 of interviews) were utilised to test the tool.

As mentioned previously, populated tables containing the scores generated for all the
interviewed older people and personas are shown in Appendix G. It was noted that semi
structured interviews would be one of the most appropriate methods to quantify dogofs

as the interviewee would have the opportunity to expand their responses through narratives;
detailed explanations are beneficial to gauge the factors. Moreover, older people may not be
able to quantify the factors by themselves due to having issartisulating their own
challenges in the use of online financial services. Additional support may be required for
vulnerable people to carry out this theoretical to@ince the interview transcripts and
personas were successfully mapped onto the tool and a range of scores was rec¢hrsled,
tool could be deployed to develop potential interventiomscluding personalised onethat

would be beneficial for older people in relation to digital financial services.

Although thetool was tested by the researchehis cancause issues regarding subjectivity.
Hence,a study was carried ouvhich enabledfour researchergo test the theoretical tool
using the developed personakach researcher was given six persgmesiaining persona
wasused in the theoretical tool guide as an examglappendix Fand asked tareate six
populated tablesPersonas were utilised instead of interview transcriptgrasiscripts could
not be given outor studies dudo the length of each documen®Personas were created from
gualitative data; therefore,the inclusion of these personas aw an appropriate

methodologicalway to carry out the study.

An emailwith participant information sheet and consent forfeee Appendix Hyas sent to
four fellow researcherand was asked to sign the consent forfnthey were willing to take
part in theonlinestudy.Once thedigitally signed consent forms were received through email,
instructions(Appendix 1) theoretical tool guide (Appendix F) atiteoreticaltool tables(a
document showingsix personas and six theoretical tool tablesre given.Instructions
document clearly state that they have to commence the study by reading the theoretical

tool guide to understand how thesixpoint scaleis used to quantify each factousing
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gualitative data. Furthermore, this is a subjective totllerefore, individualjudgement
reasoning and perceptions are requiredgenerate meaningful score.an individual could

not provide a score foa factor, thenthey can leave it blanlPopulated tables were sent back

to the researcher through email. This resulted in 24 populated tafdes Appendix).
Participantsdid not have issues igenerating the scores for each perso@ne participant

did not provide a score foP ¥ 2 N I £ S Rrdod peisdnasy Dandra: This B shown in

the populated tablesObtained scores were recorded on excel and saved as a csv file (see
AppendixKto view the first few rowsF1 stands for factorsl. W & dpinihéthedredcal too)

F2¢ formal education, F8 language etcP1 means participant 1, BParticipant 2 etc. Scores

are recorded for each persona (personal, persona2, persona3letiotal, the csvfile has

240 rows(6 personas x 4 participants x 10 factors)

In order to assess the inteater reliability among the four participant¥, NA LILISY R2 NF F Q&
was used(Krippendorff, 2011) Thismeasuredetermines LJ- NI A OA LI yi1aQ f S@St
across all the personas for each factérippendorff2 dlpha was chosen as tlappropriate
reliability coefficient as it is flexible and can handley missing dataany number ofaters

and any level of measurement (ordinal, nominal, interval éecjppendorff, 2011)

Alpha value for each factor was compdtusing<rippendorfflibrary on pythonsee Appendix

L). In order to calculate the alpha values, the csv file was uploadedadnolp was used to
iterate through each factor (F1, F2, F3 etc) in the d&tanatrix was created for each factor
where the rows are personas (items being rated) and the columns are participants (testers)
and contains theoretical scores as valuEke natrix is converted into a numeric arragnd
Krippendorf alpha is calculated for that facttth NRAY It Q A&d OK2aSy Fa (K
as the tool uses a spoint scalg0-5) and the differences between theumbers are not equal
a scoreof 0 means majorchallengesn relation to the factoiwhile a score ob indicatesno
challengeseachfactor is scored based on individual perceptio@nce the alpha value was
created for a factarit wasstoredandall the valuesvere printed out at the end(see Appendix
L).

In order to confirm the obtaine&rippendorff alphavalues,awebtool created byMarzi et al.

(2024)wasutilised This webpageomputes the values by uploadiagcsv fileA csv file was
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created for each factor where the rowsorrespond to the individual items being rated
(personas) and the colummspresentthe testers (participants) (see Appendix M to view the

matrix created for each factorf!b ! Q Ay RA Ol { 3laha Yalues dtayhed thébligh dzS & @
this tool andpython matched(see Appendix N).

Krippendorff (2018putlinedthresholdsto measure the level of agreemeainong the raters
i1 Alpha value &aim for 1.00-> strong agreement
1 Alpha value> 0.800 ->reliable agreement
1 Alpha value betweef.667 and 0.808> tertative conclusions only

1 Alphavalue < 0.667 -> unreliable

Thealpha values obtained through this study show that fa¢t8r language(0.955) had the
highest interrater reliability among the participants followed by factoé F disabilities
(0.949).These valuempresenta satisfactory level of agreemeatmong all the participants
The values acquired for factoF2¢ formal education(0.772),F4¢ basic digital skillf0.672),
F7 ¢ financial literacy(0.682) and F9 ¢ access to equipment/connectio(0.684)indicates
moderate agreemen{Marzi et al., 2024)FactorsF1 ¢ support (0.335),F5 ¢ technology
experience in occupatio(0.334), F8 confidence(0.437) and~10- fear (0.493)denotesno
agreementamong the participantsi-urther verification is required toonfirm these values.
The sample size is six personas; therefore, thisahagfect on the computed valuefResults
can only be considered as preliminanpt definitive.Increasing the sample size could lead to
more reliable andtable scoredNeverthelesslow alpha values could babtained even if the
sample sizeas large due to various reasons such amaccurate interpretation of factors or

raters notproperly quantifying each factor using their own reasoning and judgement

Since the samplsize is smallit is ideal toexplore the bootstrap confidencentervals
Resampling methods such as bootstrap can be useltermine how much the alpha value
might vary in new sample&wet, 2011) The web pagelevelopedby Marzi et al. (2024)
incorporates bootstrapping and@onfidence intervalsvhich was created by utilising the
descriptions outlined byHayes and Krippendorff (2007)he tool enables the user to select

the confidence interval level anthe number of bootstrap iterations. For each factongt
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rows (personasjvere resampledl1000 times and a range oéliability valuesvascalculated

at 95% confidence interval levjeange->lower limit andupper limif. Thesdimits change in
different iterations.The number of botstrap iterations was set to 1000 as a higher number
of iterations couldead to stable results and 95% is the common confidence inteised in
bootstrap.See Appendix N for the lower and upper limits for each fadtbe results show
that all thelower limits arelow, indicating weak or no interater agreement However, the
upper bounds areguite high,ranging from 0.666 to 1.0Q0@epresenting moderate to strong
inter-rater agreementA definitive conclusion cannot be made using thisets; therefore,
this indicatesthat the reliability is uncertainincreasing the sample size could lead to

producinga morerobustestimate.

Despite the fact thathe alpha values cannot be fully utilised to determine the intater
agreement among the participanttje studywith the researchershowed that individuals
could map qualitative data to the tool to quantify the factarghisindicatesthat the factors
which contribute to the challenges faced by older people could be explored through this

developed tool.

5.6 An Instructional Approach toDevelopingPotential Interventions

Potential solutions could be developed in various ways through the theoreticalhotlsive
solutions could not be createfdr each factor shown on the tool i.a.solutioncould not be
developed for eaclfactor that would be beneficial for each person. Ideal solutions cannot be

created through this method.

This toolencompasses three static factorformal education, technology experience in
occupation and disabilities. Any challenges regarding tifest®rscannot be solved through
conclusive solutions. For instance, technaotad) experience athe workplace cannot be
improved, they either have technological experience or ridbwever, support, fear and
confidencecan be improved to some extent through potential interventions which would aid

older peoplein adoptingand usng online financial services.

One efficient method to createoncrete interventions would be examining tlseores that

the individual obtained for the four main factors: basic digital skills, access to
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equipment/connection, language and financial literadyhese factors could bdargely
enhanced All the other six factors could be considered as indicators which would assist in
SaltdlofAaKAYy3d (GKS 2LIAYIFT &2t dzi néigfibpdiogheNS Ij dzA NI
four main factors. For examplthe quantified factors shown in Figubel demonstrate that

the individualobtained a score of 0 for the four main factoPossible solutions such step-
by-step instructionstraining sessiongrough the sipport of organisations or other pertinent
interventionswould be required for this individual tonprove or promote their use attilise
online financial servicedleverthelessthe individualis facing major challengésrough other
factors which is evidentfrom the scores she obtained-or example, shdas a lack of
confidence,extreme disabilitiesand a lower educational backgroundHence home-based
training with formaland informal support would benore appropriatefor her to graspthe

basic digital skillto use technology. Aully digital solutionlike a chatbotwvould create more
complexities; therefore, oral communication would be ideal for heumnolerstand the basic
technological terms. Moreovewigital carers would have to assist heith the learning
process due to her language issugsan interpreter could help heto learn the technology
using her first languagédn this way, heffinancial literacy skills andonfidence would be
increased ta certain degreeThe solution mentioned above woulkalp her tocomprehend

the technology and eventuallyhe processes regarding online financial services.

Varying levels ofasks could be incorporated for eadeveloped solution, for example,
WoSIAEYWINIOASNYSRAIGSO YR WRAFTFAOMZ 6Q t SOSt a
who obtaineda score of 0 fomost of 1 KS T O 2N& O2dz R FWwBhOdza 2V
additional supportand those who encounter minor complexities could carry the tasks

2a20AF0SR gAGK GKS WRAFTFFAOMZ 6 Q t S@PSt o

Instead of developingne intervention for the ten factorsmany solutions coultbe created
for the factorsand the most impactful interventions could be chosen depending ostoees
obtained for the four main factors and the six indicatadrkis would lead to the facilitation of

digital inclusion.

Figure 55 briefly displaystep-by-step instructions on how to exploit this totd identify the
FIOU2NAR GKIFIG yS3IFrdA@Ste 2N LIRaAGAGSt e AyTt dzS
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Conduct interviews with intermediaries or older people aged 65 and over identifying information
regarding demographic details, for example, occupation, family, language etc and the individual’s
challenges in the use of online financial services.

!

Apply the 6-point scale to each interview transcript or persona by reading the sentences. A score
could also be given to factors using the impression conveyed from the individual's tone of
conversation during interviews. See section ‘scale factors’ for details on the scores for each factor.

Read the options for each factor and rate each factor using a score between 0 and 5.

!

Assess the scores obtained for the 4 main factors: basic digital skills, access to
equipment/connection, language and financial literacy.

!

Determine the solutions for the 4 main factors by reviewing the scores obtained from the other 6
factors.

!

Customised/personalised solution for the user.

Figure 55: Workflow

Firstly,qualitativedata has to be gathered througielectedmethods, for example, interviews
and surveysThis data should include demographic information (education, occupation,
marital status etc) and detailed explanations of the various issues they encounter on online
financial servicesAn employeeat an organisation couldngagewith an older individual and
use a papebasedtheoretical tool table to create notefor each factoror generate a score
while they arediscussing the challenges related to online financial servitdesdeal to collate
gualitative data during onéo-one sessions instead of focus groups as this would enable
intermediaries to successfullproduce a score for each factor, resulting aneating
meaningful scores for one tablBopulated tables from many organisaticrmuld beprovided

to financial service providet® produce statistics that would be useful for developefsen
creating online banking apps. For exampl&5#%o of older peoplaged 65 and oveare facing
language issuesassistive features are requiredhesestatisticswould also be useful for
policymakers and the governmeras they could interact with relevant stakeholders to

produce inclusive intervention&urthermore,intermediaries could assist an oldedividual
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on specific areas once the challenges are identified through the sodissdigital carers can
utilise this tool in a home environment whikessising older family membersin order to
produce robust scorestraining would be required for employees/volunteerand digital
carersthrough workshopsn libraries or online trainingessionss this would assist them to

understand thesemantics of thdactors and the corresponding scale.

Following tle first step on Figure 5.5eachinterview transcript or the personashould be

mappedto the 6-point scale i.e. quantify the factors using tbbtained information from

each individualDuringthe interviews, older people may mshare all theichallenges. In such

casesan approximatescore could be generated for factors by utilisthg narratives they

shared. Also, a score could b&NE A RSR dzaAy3a (GKS AYLINBaaizy O
tone of conversation during interviews. The second stage in Figbrdifects the user to

Wa Ol f S T OuiewNEe Scalé &3<0ciake@ with each factahis can be seen ithe

theoretical tool in Appendix &s Figure B.wasextracted from thee.

If personas are beindeployed to generate the scores, real informat®eE OS LJi G KS Ay RA
name and other personalentity is required i.eaccurate details are essential for the tool to

produce meaningful scoreshich would aid in identifying the issues that older people face.

As mentioned in chapter 3, this study created seven persoc@staining accurate

information. Therefore, mapping the personas onto the tool led to accurate secor@ss a

result, positive and negative factors wemecognised Non-factual information inecessary

for the tool to produceoptimal output.

The third step is providing a score between 0 andybutilising the scale options linked to
each factor. Examine the scores yha&cquired for the four main factors: basic digital skills,
access to equipment/connection, language and financial liter&stermine the ideal
solution(s)that would improve the four main factors by reviewing the scores obtained from
the six indicatorssupport, fear, confidenceformal education, technology experience in
occupation andlisabilities In the final stagegustomised solutions could lovidedfor the
user orpersonalised interventions for all people with similar scores in each of the four ma

categories.
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In addition to thetechnique mentioned abovecumulative scores couldlsobe utilised to
generateinterventions.Figure5.6 displag a column showing the cumulative scareated

for eacholder participant angersona:

Colour code:

CumulativeScore

Support Formal Education Language  Basic Digital Skills Technologyexperience in occupatio Disabillties Financial Literacy Confidence Access to equipment/connectiol Fear Cumulative Score
Participant SL 5 4 5 5 5 5 5 5 5 4 48
Participant 52 1 2 5 3 2 5 4 3 5 3 34
Participant $3 0 2 5 3 0 5 2 2 5 1 5
Participant C1 0 3 4 3 H H 0 2 5 0 pL)
Participant C2 0 1 0 2 0 5 0 0 5 0 13
Participant C3 4 3 5 5 0 H 5 H 5 4 41
Participant C4 0 1 0 1 0 H 0 0 5 0 1
Participant C5 0 5 2 0 5 0 0 5 0 17
Participant P1 0 1 2 0 0 0 0 0 5 0 8
Participant P2 1 H 4 2 0 4 2 3 5 1 %
Participant P3 1 2 4 ? 0 5 0 1 5 0 20
Participant 11 0 3 4 1 0 4 0 0 5 0 17
Participant 12 1 5 5 1 0 5 0 0 5 0 2
Participant 13 0 2 5 ? 0 4 0 0 5 1] 18
Participant 14 5 4 5 5 q 2 q 5 5 5 44
Personal 0 ? 0 1 0 5 0 0 5 0 bt}
Persona2 0 2 5 0 0 1 0 0 0 0 8
Persona3 0 1 0 0 0 0 0 0 0 0 1
Personad 1 2 5 2 1 5 1 1 5 4 pL]
Persona5 0 3 5 0 1 5 1 1 5 0 1
Persanab 0 1 5 0 0 H 1 0 5 5 2
Persona7 0 0 5 0 0 1 1 0 5 0 1

Figure 5.6Cumulative Scores
Colour code for Figure 5.6:
Blue = Cumulative Score

Cumulative score is theum of all thescores added up for the ten factorShe higher the

cumulative score, thdower the barriersthat each individual facewith digital financial
servicesThe maximunscore an individual can gain is; 50erefore, any score above 2b6uld

be considered as #hreshold for decidingthe type of interventioifs) required for the

individual An older person who receivesscore below 2%nay requirebasic interventions

and anyone who receives a score above 25 could commencawi#tA y G SN SRridl G SQ f
GKSY AN} RdzFffe GNIyaadAaAzy (2 THRArgsARoMOI@Sisi Q f S ¢

the midpoint and it is completely arbitraythis can beset to a different value.

Moreover, thecumulativescores could be used wistinguisholder people with major and
minor barriers within a specific ethnic minority population. This woulcdabeantageougor
anorganisationas this couldssist them in identifying the individuals who require additional

supportwithin a cohort.
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Another efficient method to create interventions would be using the populated tables to
examine the barriers that angrevalentacross the board irrespective of ethnicity and gender
or the tables could be utilised timcus on a specific ethnic minority group to recognise the
commonbarriers within the group¢ both thesetechniques were followed to produce the
findings in the previous section (section 5.4.B) this way, common patterns that are
emerging can be identified easdynd this would give additional insight into theea of digital
financial servicedf further interviews are conducted for each ethnic minority grothye tool
could be used to profile differergroups,and more barriers would be revealedhis would

providefuture directions for interventions thadre essential for specifigroups.

5.7 Reflection on the development and nature of the tool

As previously mentioneith sections3.5.2and 5.2 the theoretical tool was developed through
gualitative data. Creation of one persona led to the notion of developing this fdteér

reviewing the persona, it wasbservedthat there were several broad factorshat could
L2aAGAGStE e 2N yS3ArGAGSte AyTFtdz$SyOoS. dseRSNJ LIS
factors were noted andecorded. Factorsidentified through literature review were also
incorporated exceptfor someattributes which could not be scale.g. gender, ethnicity).

Ultimately, ten factors were identifiedAn experimental design approach was followed to
determine whetherthe factors could bejuantifiedto explore2 f RS NJ LJS2 L) SQ& OKI €
digital financial serviceddence, theintention to develop aheoreticaltool that would be

beneficial for intermediaries and other relevant stakeholders to determine the factors that
O2dzf R O2y GNAOdzG S G2 inzusing SriVde fiddrEinlisedvizdsnergei £ £ Sy 3
Identifying these barriers could facilitate intermediaries to aid older people in a more efficient

way.

The tool encompasses a scale ranging from O # &ore of 0 means major challenges and
a score of 5 represents no challenges surrounding the fabige.tothe varying levels ogéach
factor, consistency was maintained using asoint scale A scale would enable individuals
to quickly explore the challengeexperienced by the older individuaAfter analysingthe
gualitative data (e.g. interview transcriptand personas),individual judgement and

perceptions have to be utilised to produeemeaningful score for each factas this is a
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subjective tool Inaccurate scores could be produced if an individuild not interpret the

tool or the qualitative dataadequately.

When compared with an idealised, objective measurement s@lg a surveysing fixed
criteria or numerical scores to produce reliable quantifiable datais toolrelies on human
interpretations andreasoningwhich would have an impact on th@ocess of generating a
score for each factoAn objectiveversion of the current tootould havequalitativedata(e.g.
interview excerptsjor each factor whiclido not require human judgemerand perceptions
to generate a scorethis could produce consistent and unbiased resulédso, a scalehich
hasthe sameresponseoptionsfor each scoren each factofe.g.0 -> stronglydisagree, 1>
disagreX ® ->ptrongly agreegould producemore reliable data.Such objective tools could

be easily validated through reliability tests.

In the developed subjective tool,ndividuak interpret qualitative data (e.g. interview
transcripts or personash diverse ways andlifferent perceptionscould producevarying
scores for each factoAs well as this, factors could be interpretedhccurately that could
have a negative impact on the scor&ven if the tool isested with many individualsgach
populated tablefor eacholder individualcould show different scoredue to the subjective
nature of the tool. People whowork closelywith the older peoplewho arebeingassessed
through the tool could generate meaningful scores they are more familiar witlhe
challengeexperienced by older peoplélthough this research produced quantified factors
using qualitative data, the toaould not be applied to the wider population withofurther
validation Neverthelessthe teging with four researchersonfirmed the fact that qualitative
data could be utilisetib gauge the factors that could negatively or positively influence older
LIS2 L) SQa dzaS 2F RAIAGIE FAYILIYOALIfT aSNOAOSa®

5.8 Summary
The third research question in chapter 1 was addressed through the development of the
theoretical tool:

How to assess the factors that contribute to the challenges encountered by older people?
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The factors derived from the personasd literature reviewled to the development of the
theoretical tool The factors incorporated in the theoretical tool weaequiredfrom the
personasto determine whether theidentified factors can be gauge® understand older

LIS 2 LIt S Quith oAligeXinaBcial servicesience,this is an experimental desigiihe tool
incorporates ten factors with a scale ranging from 0 th& could be leveraged tprovide a
quantifiable understanding ahe negative or positive factothat A Y Ff dzSy OS 2t RS NJ

access to online financial services.

Regardless of ethnicity, this theoretical tamn be usedor any older individualThe main

aim of this tool is to permiservice providerso map any persona or interview transcript to
the tool to measure the issues that older people encounter in the use of online financial
servicesThis would allovstakeholders taecognise the gaps which hinder older people from
accessing such servicasd produce interventionsuch as policies or strategiagich could
prevent the barriers from escalatinlyloreover,quantified factors wouldssiststakeholders

in determiningwhether a solution imecessaryor the individual.If a solution is required, they

could choose the optimal solutiory reviewing the score®r the factors.

In addition to showinghe levels of difficulties that people facéwe populated tablesvould

LINE BARS |y ARSI 2F K2g & hioichallenged d2peadiRglo@tBeit S I N
various personal circumstanceslso, the scores wouldssist inrecognisinghe areasthat

should beprioritisedprior to developing the interventiong:urthermorg it wouldshow which

barriers are common across the board and whixrriers are particularly applicable or

relevant for certain types of population.

Not only would thigool foster older people to access online financial servizesalsothe
intermediaries who aid older people witbuch servicescan use this tool to identifghe
commonpatterns for examplecommon challenges faced by specific ethnic minority groups
andmost/least commorobstaclesexperienced by older people in an organisatilatentifying

such patternsvould aid in developing more meaningful inclusive interventibpsargeting

specific groupsAlthough this theoretical tool was created using the data related to online
financial services, similar tools could be developed for other areas by gathering relevant

jdzk €t AGEFOAGBS RIEGES F2NJ SEFYLX ST 2f RSNJ LIS2 L)X SC
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Olderpeople aged 65 and over approach libraries and organisatiorectave assistanogith
digital services. Hencaitilising this toolat various organisations could produce a set of data
that would determinethe common challenges faced by older people in the commufilitis
data could be utilised to create diverse solutions thatuld assist inlecreasinghe barriers

thereby, mitigating digital exclusion.

Exploitingthis noveltool would createa tangible impacby addressing the issues experienced
by older peopleThereby,further development caremerge in various areas, for example,
technological developmentdigital literacy and financial literacgkills developmentand
formal/informal support developmentAs more people begin taitilise this tool, the
challenges faced by older people aged 65 and over would be recognisdbeacigtation of

beneficial interventions would motivate people to utilise digital financial services.
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CHAPTER

Conclusion

Findings from thiScotlandbasedstudyillustrated that older peopléthose aged 65 and over)
from diverse ethnic backgroundagho reside in urban areancounter challenges that could
deter them from accessing online financial servio&$hough the barriers were explored,
several limitationsof this study(e.g. generalisability issuess small sample of interview

participants and personasyere identified whichare discusseéurther later.

This final chapter intends teummarise the wholaesearchby referring to the aims and
research questionand descrbing the key findingscontributions and elucidationson the
limitations of this research Also, providingrecommendationson how certain areas of the
study could be taken forward for future warkdne of the aims of this chapter is to address
research questiofour: how do the contributionsof this studylead to new interventionghat
couldaddress the challenges faced by older peoplais is answered in sections 6.3 and 6.5

of this chapter.

6.1 Revisiting theResearchObjectives andResearchQuestions
As discussed in section 1tBe aimsof this studywere:
 ToF20dza 2y 2(théd&agddIeEadd dveBteractions with online financial

servicesand explore the barriers faced by them in accessing such senitgdading
older people whose first language is not English and those from ethnic minority
groups.In order toachieve this objective, serstructured interviewsvere chosen as
the most suitabledata collection instrumento collate datafrom older people and
intermediaries. This resulted in identifying the key challenggserienced by older

people from diverse ethnic minority groups.

1 The findingdacilitatedthe validaton of another objective of this studwhich was to
provide a theoretical contribution to knowledge by enhancing our understanding
the key challenges encountered by older peoplet only would tke findingsncrease

our insights into thegeneralbarriers which could impede older peoplo are aged
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65 and over from accessing digital financial services but also the challenges faced by
those from ethnic minority groups as this has beten addressed in previous studies

(research questions 1 and 2).

1 Another aim wago create a pathway t@assist indevelopng inclusive interventions
which could generatea positive impact in the society. This was achievedhey
contributions of this resarchg the visual representation of the factors, key findings
from the interviews the updated version of the categorisedpresentation of the
factors and the theoretical toolwould facilitate service providersn developing
potential solutions thereby, promoting digital inclusiomeaningful interventions
would lead tothe decline of hidden costmked toolder peopleand intermediaries
(Thomas et al., 2024Thus, ¢der peoplecould saveheir time, money and efforby
not travelling to the banks and shops and utiliséor personalactivitiesand this
would enhance social sustainability iierdividuals such as older people and digital

carerswould havea better quality of life through the interventions.

The theoretical tool could assist in identifying the factors that could positively or negatively
Ay Tt dzSyOS 2t RS NdigitalSigahdtalSserdcegrese@ & dydestion 23)Hence,
stakeholders such athe government andorganisations, including intermediariesould
deploy the populated tables to modify or produce new online financial sepceductsthat
could aid older people to utilise online financial services in everyday confeixiscould help
reducedigital exclusionincrease digital literacy anfthancial literacy skill® a great extent
The contributions of this studwould lead to the development of diverse intervesris such
asdigital solutionstaskoriented solutions and recommendatiorfeesearch question 43s
the data clearly demonstrated that older people aged 65 and over encowggeral

challengeghat further promotethe digital divide.

6.2 KeyFindings

Themainchallenges experienced by older people from ethnic minority groups were described
in chapter 4 Thematic analysis led to the identification of various themes and catiesh
assisted in answering the two research questions. One of the key challenges encountered by

the majority of the older people was fedfearhindersolder people fromusing theinternet
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(Hill et al., 2015)This, in turn, affects themse and adoption of digital financial services.
Interview datashowsthat different forms of feampreventolder people from utilising digital
financial services such as fear of financial scam$fear of making mistakesSome dder
peoplehave a fear of losing their haiehrned money through online; therefore, they prefer

conventional methods.

Pertaining to specific ethnic minority groups, unique findings were idenfifi@dexample,

2f RSNJ LIS2LX S FNRY W KAySaSs / KAySaS had2d0Aack
language difficulties whichan impede them from using online financial services. Although
language has been identified as an iskurgeople whose first language is not Englidarvey

and Brazier, 2022)inguistic challenges faced bider people from Chinessommunityin the
context of digital financial services have not been establishegrior studies.Due tothe
language barrier and feghey rely on others to conduct online taskéost of the nterviewed
participantsrequired digital support fromdigital carers or the employees 8¥ing Hongto
carry out the activities on online financial servicAtso,they approacled the Bank of China

to carry outbanking activities as they could easily communicate with the staff using their
mother tongue They preferred to engage with employeesen they wanted to clarify any
doubtsregarding banking taskslowever,hidden costs are associated with suckpgrson
interactions. These hidden costs amevel findings irthe area ofdigital financial services.
Digital carers who support older people with such services speady hours carrying out the
tasksfree of chargethey face challenges whiteelping them, for exampldhey lose patience
and become frustratedThomas et al., 2024 Similar challenges are experienced by the
employees as wellOlder people spend their money and tinom traveling to different
locations to conduct basionline financiatrelated activities (Thomas et al., 2025bSuch

hidden costs have not been addressed in previous research.

Furthermore, minor cultural traits wereestablished through the interviews witblder

women Men inSouth Asian households contrBi2 YSA G A O FAY Il y OBcoke Of dzR A
and most ofthe womenare not involved irmaking any decisions regarding the#rnings

(Chowbey, 2017)This findingwas partially corroborated through this studinterviewed

women from the Indiarand Pakistani communésshowed subtle traits of men handling the

finances in the householdl Yy R G KA & OFy Ay FidzZSyOS ¢62YSyQa dz
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Traditionally manySouth Asian womerprovide care for their families after marriage;
therefore, they may not take the initiative tmanage domestic finance and learn online
financial services. Education could also play a roleflnencing women to access such
serviceg; this was confirmed by participant D@8gital carer) somelndian womemmay not
grasp thelanguage due to lack of educatioAfter migrating to the UKthey focus on their
families instead ofransitioningto the technological realntlowever the Indian women who
wereinterviewed had higher levels of education but they preferred their family members to
deal with financesncluding online financial service8n employee also stated thahany
older men from ethnic minority groupscontrol the finances in their households either
through online or facdo-face interactionsThis is a new finding regardinfger married men
and women.Older women from ethnic minority group®ok after their familiesvhile older
men (husbands) dealvith financial related activitiegven if they lack digital skills to utilise

online financial services.

Another unique findingecognised through this research wimat older peoplewho livein
multigenerational householdseceivea significant amount odupport from family members
with digital financial services, theyodhot have toaccessonline services as thegre fully
relying on digital carers to carry out the tasks on behalf of th&lthoughtheseolder people
do not utilise such servicesiot acquiringthe intention to adopt and useligital financial
servicesindicates that they do not possess the digital skills required to carry anifine
activities by themselveSupport received froma multigenerational househoblould hinder
older people from accessimgnline financial services and this has been establighesugh

thisresearch.

Othernovelfindingswere also discovered through interviewach as isolation, humiliation,
frustration and hesitance All these findings werdiscussed in chapter@nd were shown on
the updated version of the visual representation of the factorsection 4.4 Figure 411.

Such factors have not beearxplicitly discussedn other studies therefore, this study adds

new knowledgdNBS 3 NRAYy 3 2f RSNJ LIS2LJ SQa OKIffSy3asSa

In conjunction with these findings, interconnections weralso identified through the

interviews with older people and intermediariesConnectionsbetween factorswere
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recognised througlthematic analysis andiere discovered through the codéisat emerged

from each participant groupDiverse connections were established, for example, fear and
previous financial scams, fear and confideraek of digital skills and lack of experience or
knowledge ¢ these were explained in chapter. ©ne of the interestingfindings was
RSGSNX¥AYSR GKNRdAAK G§KS 02yy SOl Ackigh peddewith SSy WS
higher educational qualifications who live alone did not receirentil or informal support to

carry out the online financial service$hey had the skills t@onduct online activities by
themselvesand they also knew how to seek solutiomisen faced withissues related to online

financial servicesSuch relationshipbetween factors have not been discussed in previous

gualitativestudies in the context of digital financial services.

In addition to the interview findings, th@opulated tables from the theoretical tool generated

several unique findings, for instancelder people who received a score of O fear and

O2y FTARSYOS KIR f 28SN aoz2hsBdceivEdigithl supp&rt frehd dzLILI2 NJ
others due to barriers regarding fear andnfidence Also,people who received a score of 0
fortheWFAYFyOAltf tAGSNIOeQ FFEOG2NI KIR f26SNJ ol 3
informal support.These findings indicatthatthe interplay between the factorsreatesmany

barriers which could prevent older people from accessing digital financial services.

6.3 Contributions
Thefour main contributions of this study are:
1. A visual representation of the identified factors
2. Barriers faced bdifferent groups of older people
3. An updated version of theategorisedepresentation of the factors
4

. Theoretical tool

Not only would this research contribute to theoretical knowledge by enhancing our
understanding of thehallenges facely older peopleaged 65 and over buhe contributions
of this studywould alsdead to new interventionshat couldincrease digital literacy skills and

decrease digital exclusion (research question 4).
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The visual representation of the identified factors (Fig@rg) wouldallow an individual to
comprehend theactors thatcouldact as barriers or facilitators in relation to digital financial
services.The fourmain categorisedreas(human, technology, society and institutions that
provide online financial serviceis) Figure 2.demonstrate thatthe factorswhich are closely
associated with online financial services could be clustdpes to limited studies othose
aged 65 and ovempapers relatedt@ f RSNJ LIJIS2 LJX SQ&a Ay G SNYythai dza Sz
online services were utilised tdetermine the factors that couldnfluence them in the
adoption anduse ofonline financial services collectiveRollowing the identification of the
factors through literature reviewFigure 2.1 was createdhis is a&key contribution as it
provides an irdepth knowledge of the areawhich could facilitateor prevent older people
from accessingligital financial serviceés new factors are established througtudies in the
future, further factors could be included in the diagnaThis figure could be utilised lsgrvice
providers to recognise the areas which have to be takéo consideratiorbefore developing

online products or services as tigomotes the creation of inclusive interventions.

Additionally,data from semistructured interviews provided unique findingsgarding ethnic
minority groups which have not been disclosadorevious studiesOnline financial services

have not been investigated as a whopegviousresearchergocused on one specifidigital
financial service, for example, online banking or online shopping. Theraf@eanterview

data obtained through this studgontributes to knowledge byighlighting the challenges

faced byvulnerable peoplavith online financial servicegspeciallyplder peoplefrom ethnic
minority groups.The first two research questions were addressed throtigh interview
findings. Thusthe existing research gaps weteNA RISR® b2 2yf & 2f RSNJ
0dzi AYGSNXYSRALFNARSAQ OkKed fttroBgh It dnterdeNkhich | f & 2
demonstratel 0 K I 1 2 f R GdiDf Hi§ital fidanSid Services usestaa impact on other
people in the societylThese findings wouldrovidestakeholdersspecifically financial service
providerssome deeper insights regardidgf R S NJ LJS 2 digfited fid@ncialzerSiceghd

this could stimulatethe creationof new products/services or amendments to the existing

online financiakervicesfor exampleadding text along witlthe icons

Following the interviews witblder people and intermediariedata from the interviews were

mapped onto the visual representation of the factors (Figure 2.Dne of the key
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contributions of this study ithe updated version of the categorised representation of the
factors (Figurd.11). This isnovel in the area of online financial servicaguife4.11illustrates
the new factorsestablished through this studyhe identified factors which werealidated
throughthe interviews andseveralundiscovered factors i.e. factors which weezognised

in other studies but not in this researclrigure 411 portrays various factors that are
facilitators or barriers\ y 2 £ RS NJ LIEneJindngal senzée$or example)ack of
confidence is an obstacle whilegher educational qualifications could lbensidered as
facilitator. In the future, the connections between the factors could be determiasdhis
could be one of theapproachedor developing interventions which wouldduc the grey
digital divide. Also,as part of future researchhe interaction betweenpreviously identified
factors andthe new factorscould be exploredand utilised to determine how the
interconnections affec2 f RS NJ la®@lLiisé& @fficacyn accessing digital financial
servicesAs well as thisuither research could be undertaken éxaminewhich factorsgpose
implications for specific groups of the population, for example, older people from ethnic
minority groupsand older womeretc. Financial service providers could easily utifgrire
4.11to acknowledgehe clusteredfactorsin the four key areaghat may createbarriers for
older people when accessimggital financial services and this would facilitate the desigad

development process of an inclusive product or service.

Althoughthe contextspecific visual representation of the fact@isisthe public in advancing
GKSANI {y26f SRAIS NBII NRA Y Inangidl RebridsitLddes Libt S Q &
demonstrate which factors negatively or positively contributeotder peopl€@@a dzaS 2 F
servicesHowever, this could be achieved through the use of the theoretical fod tool
developed from the personas subsequent tophase 1 of interviewswould permit
intermediaries and other stakeholders tpuantify the factorsthat may contribute to the
challenges encountered by older peoplde broad factors recognised through the personas
and literature review led to thecreation ofthe tool. Gauging the factorasingthe scale
ranging from O to Swould facilitate stakeholdersin recognising the factors which may

negatively or positively influence older people in the use of online financial services.

The theoretical tool is one of the major contributions of this study as it coulddmoyedto

generate various forms of dathat would assist in developing potential interventioi®r
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example organisationsuch agving HongandDf | 832 6 Qa D 2 fcdvI8 populaey S NI { )
the tablesfor older peopleto recognise the barriers that areommon across the board
regardless of ethnicity and gender or the scores could be usétktdify prevalent barriers

within a specific ethnic minority grouplso differentiated challengefaced bydiversegroups

of population could emerge through the populated tablédentification of such patterns

would assist intermediaries ttomprehend the type of sotions required for an older person

or a specificgroup within the community.This studyhad a limited number of interview
participants from ¢éhnic minority groupsFurther interviews would generate momgopulated

tables which could assist in identifying various patterns that can be utilised to profile different
groups.This, in turnpaves the way fostakeholders tamplement interventions for specific

groups of older people.

Furthermore,as mentioned in section 5.8umulative scores wouldssist in determininghe

type ofsolution(s)required for an individual bgetting athreshold, for instanceanyone who
receives acore abov@5couldo SAAY GAGK (GKS WAYGSNNXYSRAIFIGSQ f
and could progressively shift to higher leveSimilarly,anyone who has relatively higher
cumulative scorecould be provided with difficult tasks related to online financial services.
Cumulative scores could be easily utilised by stakeholdeddfeyentiate older peoplevithin

a specific community. Also, thearying ranges ocores wouldlead to creating various

potential solutions fomany cohorts of older people aged 65 and oVarther support could

be provided by intermediarie® those who attainower scores

Additionally,the scores obtained for theix indicatos -- support, fear, confidence, formal
education, technology experience in occupation and disabilitiesuld be used taletermine
the most suitablesolution(s) required forad Y RA @A Rdzl £ Qa O Khe fodr ®aini3 S &

ax
o
NI

factors(basic digital skills, access to equipment/connection, language and financial literacy)
Intermediaries could develop customised or personalised interventions for people with
similar scores in eaabf the four main factorsUtilising these solutions would enabheany

older peopleto overcomethe challenges simultaneously.

The aforementionedvays of developing the solutiorzse only feasible if the togenerates

accurate scores i.dictitious data cannot be utilised texplore the impediments experienced
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by older people in the use of online financial servic®sialitative data would assist in
guantifying the factors andlentifying the real barriers. Thuprovidinga basidor creating
ideal solutionghat would reduce digital exclusidny R A Y ONBX I &S 2f RSNJ LIS 2 LJ

skillsto some extent.

All the contributions of this researatlemonstratedthat there areseveralchallenges that
older people, including those from ethnic minority groups encourtethe use of online
financial servicesEach contribution was developed using ttigta acquired from previous
stagestherefore, they are interconnected in one way or anotHeata from this study would
provide assistance to organisations, the government and future researdoedesign

solutions which wouldddress the identified challenges.

This study took the approach ttocus on the theoretical aspect instead déveloping
concrete solutios (e.g. digital tool9 and this provides key contributions to knowledge.
Furthermore the research findings woulde advantageous researchers who focus on HCI
as the identified challenges could be utilised to carry out further stud#ls older people
Since people utilise online serviceach as online banking and online shoppingseek
informationin everyday contexts, this researalsocontributes toeverydaylife information
seeking(ELISJSavolainen and Thomson, 2022, Savolainen, 2@&8)olainen and Thomson
(2022)introduced an updated model of ELMBich could be utilised to compreherfibw
peopleinteract with information intheir day-to-day lives.t predominantly focuses on the
social andcultural factors.The main components of the model are information seeking,
information use, information sharing and information creatifigis studyshowed that older
people may not seek anduse informationfrom digital financial services due teveral
challenges such as cultural traits and significant supportendered from digital
carers/organisationsSince the ELIS modahd the data from this research could beed
simultaneously to understand thinportance ofinformation practicesvhen creatingnew
products/servicedor older people this studyprovidesnew insights into the information

science field.
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6.4 Limitations

A range of limitations affected thigsearchwhich had an impact on the data collatédm
participants for instancethere were complexities in identifying older people aged 65 and
over for the semistructured interviewsThe recruitment process commenced following the
Covid19 lockdown. Thipreventedseveralorganisations from taking the initiative to provide
assistancdo this studyasthey wereengaged irpoffering support tothe elderly population
who were isolated during the lockdowBue to this issuean equal number of participants
could not be recruited for each participant groupArguably, ifmore interviews were
conducted with older people from ethnic minority grougpsrther barriers could have been
established through thematic analysis. Alsapre populaed tables could have been
generated throughhe theoretical tool whichcould have demonstratediverse and prevalent

challenges encountered ldifferent groups oblder people.

Due toalack of participants, gender was inconsidered as a major attributend therefore,
gender disparities were natignificantlyidentified. Neverthelesghe intermediaries who are
employees briefly mentioned regarding gender issuesthis was mentioned in sectien
4.1.3.1. and4 4. In addition to this,major complexities faced by older women from ethnic
minority groupswere not recognisedf more interviews were carried out, gendeequalities
and cultural traits among ethnic minority groups could have begplored.In addition to
this, more intermediaries could be interviewéd gather narratives anehsightful datawhich

would help in creating more personas.

Also, thesmall number opersonascontainingfactualinformationwere created from second

hand accounts (interviews with intermediaries)stead of direct engagement with older

people aged 65 and oveintermediaries mg notfully d K NBX 2 f RefaldndelSahd J S Q a
perspectives on online financigervicesand this reduceghe validity of the personas
Although these pesonas were produced with the intention imicludingandretainingthe real
information of older people obtained from the interview with intermediaries more
appropriateand effectivepersonascould be producedhrough interviews with end users
Additionally some of the personas (persas 4,5 and 6in AppendixD) are based on
demographic group&thnicgroup Wfrican, African Scottish or African Brighat were not

represented in the interviewsThiswould not reveahll the issues experienced byspecific
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cohortand this is a generalisability issag theinformation shown in thepersonas could not

be applied to a wider group of populah. A high number of personas are required to
comprehendthe specificchallenges surrounding  LJ- NIi A Odzt | NJ 3 Néhdet,JQa A & :
ethnicity and digital skills.As well as thisthe empathic accuracy of the persongdow as
intermediaries cannot conve$ Y R dza S NE €@eliraaadipdrsdnyabopinionsin the

context of online financial services.

Furthermore this research did nateceive the opportunity to interview employees at libraries
to determine the support provided to older people regarding online financial services.
Although libraries were approached for interviews, positive respongege not acquired
Some librariesdealt with vulnerable people, for example, older people with dementia
therefore, library staffwere reluctant to take part in the studpue to this digital carers and
non-profit organisations wer@pproached to gather relevant dat®lder peoplevhose first
language is not English receive significant support from specific ethnic mioagégisations
asthey can easilycommunicatewith others who speakthe same languagdf these older
people reach out to libraries, they may not recelaaguage support andhay struggleto
comprehend theinstructions andprocesses explained by the employeégus, more

importancewasgiven to organisations order torecruitthe target population.

Additionally, not all the stakeholders werelirectly involved in the study, for example,
government committees and financial servipeovidergorganisations Incorporating such
stakeholdersouldproduce dataNB f I § SR (2 2 f RfadfindniSaPskdlicBadd dza S
their perspectives orhow this researcltould impact themwould be establishedHowever,

due to time constraints and the complexities in recruitolder people gualitative data from

the relevantstakeholdersouldnot be obtained Thus, this could be taken forward as part of
futurework L¥ o6l yla FyR AyaluAiaiddziizya INB gAffAy3
challenges then this could be combined with the findings of this studgrooluce more
contextspecific data Alsg due to the absence okngagementwith financial service
organisations their perspectives on the recommendations for future work cannot be
explored.Only end usrsand intermediaries (digital carers and employees)ye involvedo

carry out this studyto understand thebarriers experiencedby older people Thus,the

recommendations mentioned in section 6.5 were developed frohe NB a S NOK S ND
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knowledgeon the topic andthe insightsobtained from theinteractions with interview
participants. Input from financial serviexpertswould haveresulted in derivinguggestions
for potential solutions that could aid older peopieaccessindigital services. Alsas part of
further research interviews with financial sectqrofessionals could be carried otd gain
valuablefeedback on the theoretical toals this vould lead tothe development of potential

solutions through calesigninge.g.creation ofchatbots for older people)

In terms of the developed theoretical toah inclusivesolution could not be created for each
factor which would satisfyS I OK  LJ&dlirengnBéie. each person has their own
challengesdue to personalife situations.The toolassists ircreating ideas fodeveloping
interventions which would decreasgital exclusion to some extenEven though the tool
included several factors that could contribute to tbleallengedaced by older peoplesome

scale options had to be merged due to the useasixpoint scale in theool, for example,

thea OF £ S RSAONALIIAZ2Yya T2N (tkaba setFeofrMeprésentS R dzO | (i

secondary education/collegés part of future work, this could beeparated into different

scale optionslepending on thescale point used throughout the tool.

Thetool wastestedusingLISNER 2y I & |y R 2 R $anbciigs MLIfd& @a
validate the tool,more interviews with older peoplgincluding those from ethnic minority
groups are required tensure that this tool could be fully utilisdxy diverse cohorts of older
people. Many populated tablesvould aid stakeholders t@xplicitly understand the key
factorsthat contribute to the challenges faced by olgerople.The tool was also tested with
four fellow researchers taeducesubjectivityrelated issues Sixpersonaswvere provided to
each researcher tgenerate scores fdhe factors, resulting in24 populated tablesThisdata
wasutilised tocalculate the Krippendorff alpha valuesdwaluate the intesrater agreement
among the researcher®ue to the small sample size of personhe generatedhlphavalues
are not fully reliable Hence,increasing the sample sizeould produce more stable
Krippendorffalphavalues thereby determining the reliability of theevelopedtheoretical

tool.

Also, the interviewfindings produced from a small number ofparticipants led to the

identification of dimited number oinovel factors More interviews would produce more data
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that could be utilised to map the findings onto Figuré1 (updated version of Figure 2,1)
resulting incomprehensive findings for tifeur main areas- human, technology, society and

institutions that provide online financial services

Another limitation is the absence of documenting data saturatioitially, the plan was to
include an equal number of male and female participants for each ethnic group. However,
this was not feasible due tthe limited number ofinterview participarts. Although new
themes and codes emerged from the interview data, further interviews are required to verify
the findings Data collection was stoppefdllowingthree or moreinterviewswith each ethnic
groupas there were difficulties in recruiting older people from specific ethnic gsddpe to
the involvement of various ethnic groups,larger sample size is requiréal record data

saturation(i.e. until no new data is being produced from the interviews)

Although there were several limitations, this study receideda from 22 semistructured
interviews whicthelped in identifying thenajorchallenges faced by older peopheaccessing
digital financial services. This data led to the creationtbér contributions whickcould be
used by the stakeholderms an initial foundatiorto develop potential interventiongor the

vulnerable people.

6.4.1 Generalisability limitations

Sincethe participants in this study were recruited from urban areasria Scottish city, which

is also the largest one iBcotland the findingsmay not be generalisable tthe broader
population For instanceplder people aged 65 and over who reside in rural areas may
experience different challenges compared to those in urban arglany bank branches and
shops are situated in urban areas and older people could adtessily whereas those
residing in rural areas may have a longer distance between their homesraeatby branch.
Furthermore findings from this study showed thatder people from ethnic groups urban
areashave more opportunities t@ccess and engage with organisations to learn and adopt
digital servicesThis is beneficial for those with linguistic challenges as they could receive
languagesupportfrom intermediaries of specific ethnic cohortSlder people in rural areas
may not have thaesources to learn andbtain digital supportand this could be a major

barrier for those with language issues.
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Older people who reside imther geographic locations may face different challenges
compared to hose identified inthis study.For exampleplder people from ethnic minority
groupswho reside in Englanchay face issues that were not identified from the participants
in Scotland.Certainregionsmay have higher populations of specifiethnic groupswhich
could lead to a larger sample siaginterviews, resulting in novel datasefBhis study was
conducted with intermediaries and older peoplem ethnic groupsin a Scotlanebased

urban area. Thus, the findings could only be applied to similar settingerantnmens.

This study also included a smiallerview sample sizetherefore,concrete claims canndie
made using th@btainedfindingsg these can only be considered as preliminary insighiso,
this has an impact on intersectionalitypr example, women from ethnic minority groupsy
have less control over their financeghich cannot be completely proved through the small
number of interviews conducteih this researchMore interviews are required to determine
whether the interrelation betweengender and ethnicity playa role in influencing older
peopleQ accessto online financial servicezurthermore, thedata procured through the
thematic analysis cannot leneralised tahe wider population as some themes/codes were
substantiated by a quote from only a single participant. Thmsre evidence is required
through alargenumber of interview participants to confirm the findings ethnic groups

Further research would assist in validating the insights gaiireed this study.

6.5 Recommendations
This section descrilsdhow the findingsof this study would lead téuture areasof research
which wouldresult in creating inclusiventerventionsthat address the obstacles faced by

older people.

6.5.1 Disabilities

Through the interview findings, it was evident that older people wWiaal disabilities had
major issues in accessing the interndiis study did not concentrate on people with
disabilitiesas this is a broad area which requimeedical professionals to comprehend the

key issues faced lmider people with disabilities in the use of online financial servieesple
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with visual impairment andghose with mobility issues require assistive technologiesh as
text-to-speech software and screen readBliot having inclusive designs is already an existing
issue faced by visually impaireider people (Okonji et al., 2015)in order toincorporate
assistive features digital financial servicesnput from financial service providersiedical
practitioners and disabled peoplae essential Developing solutionby engaging with many

stakeholdersvould result ina positive impact that is beneficial fire marginalised people.

6.5.2 Hidden Costs

Hidden costs associated with online financial services were determined thithiggresearch
(Thomas et al., 2024)nd thisis an area for futurestudies Intermediaries and older people
are affected ly costs such as effort, time and mon&esearcttarried out on these costs
would determinevarious disadvantages afot utilising online financial servicend the
impact offacing such hidden costs in everyday lives would be reveallsd new hidden

costs could be exploreithrough future work.

Section 4.1.3.3 briefly discussédy G S NIY' S RA | NJasdah@ider® ¢ostdhdt Svefed S a
recognisedhrough the interviews with 4 employees aBdligital carersDigital carers spend

a significant amount of their timeaiding older family members with digital financial services.
This study has nanhvestigatedthe hidden costs surrounding§outh Asian digital carerdsian
children who reside with parents provide digital suppoMVhen a child moves out, the
younger sibling woultake overto offer assistanceo their parents In order to confirm this,

more interviews with digital carers from ethnic minority growgre required.

More interviews withintermediaries would assist in identifyimgore hidden costs and the
challengeghey face while helping older peopl&ince this study established several costs
linked to the participant groupghe impact of older people noleveragingdigital financial
serviceswas determined to some extenfThis data could be used by stakeholders to design
solutions which would minimise thairect and indirectosts facd by older people and those

who assist them with online services.
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6.5.3 Taskelated Complexities

As outlinedin section5.3.10, older people have complexities in carrying out certain tasks on
specific digital financial services, for exampléficulties in removing the items from the
online shopping basketnd notknowinghow to create a memorable password using special
characters.Taskrelated complexities hinder older people frooonducting theactivities on
online financial services; therefore farther study is essential to recognise the specific tasks
where older people may face challeng&ata from such studies would revedlet varying
levek of taskrelated impedimentghat could be used to prioritiseonline financialservices
which requireimmediate amendmentsAlso, aplethora ofbarriersregarding specific tasks
would be explored, for examplenterface issues¢ small text, lack of instructionscons
without text etc. Identifying obstacles on specific tasks wotitilitate financial service

providers tomodify and create inclusivaterfaces

6.5.4 Cedesigning

Snce this study identifiedeveral challenges regarding interfac® design of aligitaltool
could be developed through etesigning.Involving manystakeholders in the cdesigning
phase would be more impactful as this would generate maeprehensive design ideas.
The ceation of awebsite showingstep-by-step instructionsand demoscould support older
peoplewith online financial services. Such ideaslld be demonstrated through a lefidelity
prototype toengage wittolder people during calesigning sessionBaperbased bw-fidelity
prototypes would be moreuseful for older people who lack the digital skills to use
technological devices.h f RS NJ Lidfpa lidf s8R Studieswould assist increating

functionalities that are beneficial for them accessing digital financial services.

Furthermore highfidelity prototypescreated using software such as Figowald be utilised
to show designs tdinancial service providemsnd older people who have basic digital skills
Codesigning usinghese prototypes would provide detailed visual design of the digital
solution Interactive elementsuch as buttons antinkswould allow stakeholders tchave a

clear idea of the final product or service.

Not only digital tools buvarious solutions could beo-designed analevelopedby using the

data from this studyfor example, peopleriented solutions customised training sessions
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focussing orolder people who received lower scores the theoretical toal Also, task
oriented solutionsstep-by-step instructions showing how toansfer money to a new payee.
Codesigning is an effective method to utilise the contributions of this studprtmuce

prototypes of several interventions.

6.5.5 Interfaces

Diverseissues related to interfaces werdetermined through the interviews with the
participant groups (see section$.1.4.2, 4.1.4.3, 4.1.44 for instance,complexities in
understanding icons like love heam online shopping websites, multiptieEop-down menus
on Amazon website and complicatiomsusingsuchportalson phone due tahe scrolling
required to view the contentOlder people who are not familiar wittheseinterfaces have
difficulties in using the online financial servic@se of the reasons for the existence of digital
exclusion is nofinclusive online products/servicesinclusive interfaces are required to
encourage older people to utilise online financial servite®rder to develop sucportals
vulnerable peoplehave to be involved in the design and developmstdgesof digital
services.A satisfying experience would be acquired througlell-designedwebsites this
would enable users to return to éhinterfaceto repeat the processefPi et al., 2012)Web
developers have tdollow the Web Content Accessibilitguidelines(WCAGYW3C, 2024)o
ensure thatthe online financialproducts/servicesare designed formarginalisedpeople
including those with disabilitiesSince this is a broad area, input franmtermediariesand
digital carers as well ageb developers are required to make major modificationpootals

by acknowledging the challenges identified through this study.

6.5.6Artificial Intelligence

The proliferation ofAl (Artificial Intelligence) isxpanding the technological world in many
ways. Hencethe data from this research could be used in the futureléwelop Al solutions,
for example, chatbotgzan be trained toassist older peoplen accessing digital financial
serviceslt can also be trained usirtge populated tables of the theoretical toollhe scores
obtained from the toolwould enable the program teomprehend the challenges faced by
the individualsand generate ideal solutions for them. This would be a major intervention

which would & older people and intermediaries.
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Furthermore,an older personwho has thebasicdigital skills to utilise the internetould
directly interact with conversational Al system® receive support on online financial
services Such Al assistantwould be useful for those whexperienceisolation asthese
computer programgeplicatehuman conversationsThis means that several humaelated
challenges could be minimised, for exampisolation, fear, confidence and language
difficulties. Older people from ethnic minority groupanuse the chatbots tdranslate the
instructionsinto their first languagandthe text-to-speech feature could be utilised by those
who may have difficulties with reading. G A f A AAy 3 adzOK !'L | 3ASyida
confidenceand decrease their feaf digitalfinancial services as they arenstantlyreceiving

reassurancehroughhumantlike interactions

6.5.7 Everyday Life Information Seeking (ELIS)

Althoughsection6.3 briefly discussed howhis study contributes ELIfhere isa future area
of researchon ELIS modéBavolainen and Thomson, 202M)e model onlyillustrates how
informationseekingsinfluenced by social and cultural factoi@is study showed thatuman
psychological factors such as fear and confidence could contribute to the chalfacgdsy
older people iraccessin@nline financial service3herefore, incorporating thpsychological
or emotional factorsnto the modelcouldadd new knowledge to ELISIs0, this could assist
in enhancing our knowledge of the information practices and information behaviour of older
people in the context of digital financial servicegpdating the model tahow how emotional
factors could affect information seeking would aid financial service provideuaderstand
many of the diverse factors thatneed to be considered whendevelogng inclusive

interventionsfor older people

6.5.8 Unified Theory of Acceptance arldse of Technology{TAUPR)

UTAUT2 model was creaténl exploreLJS 2 LJt SQa& (S OKY.@ i théy use© OS LI | y

not usetechnologieqVenkatesh et al., 2012ZJhis modelis comprised ofeveralconstructs
such agperformance expectancy, effort expectancy and social influetinzg,are utilised to

designa surveyquestionnaire to gather quantitative dat&ch construct isgaugedusinga

Likertscale Although this study gathered data through intervietegshA RSy 0 A F& 2f RSNJ

challengesfurther data could becollected throughguestionnairesvhich could bdeveraged

to recognisethe factors thatA Y Ff dzZSy OS 2t RS NJ LIS 2ohiiheSfi@amcialh y (i Sy
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servicesAlso, findings on theorrelations between the factors would adww knowledge
regardingthe challenges faced by older peop&atisticavould assist stakeholders having

a clear idea of théey challenges that need to be addresslebugh potential solutions.

Further constructs could be included in the UTAUT2 model using the data obtained from this
study. For exampldear could be incorporated as thigasone of the common challenges
identified through interviews. Additional interviews other research methodsvould be
requiredprior to addingnew constructs to the modeb ensure thatthe factors are majorly
influencingpeopleQ &  dzdidgital fnh@ncial servicesThis would produce moreaccurate

statisticsthat would result inmeaningful datdor future interventions.

6.5.9 Practicalmplications and Recommendations for Stakeholders

Thee aremanywaysin which the theoretical tool could be applied practiceby various

stakeholders, for example:

1 UX designerghey could utilise theool as a checklistluring the design process a

new banking app for accessibility barriers elgp statisticsscores generated for the
WRA AL 0 A fcouldbé us€d toTetedniire Whetheliverse asstive features are
required for those with disabilities When developing such features, the scores
2001 AYSR FT2N Wi I y 3 dahirdoSacrouatd defafe fuictiogafitiesi 2 0 S
that would aid olderpeople with linguistic challengeslso, in order to increase their
confidence andreduce their fear,minimal authenticationsteps and usefriendly
interface could aid themto adopt and learn the app without significamtformal or
formal support. Therebyreinforcing their digital literacynd financial literacyskills.

Designers could use this tool duringeetingswith fellow coworkersto ensure that

they are addressing thiactors shown in the tool when designiag inclusiveapp.

1 Policymakers:once a verification processinvolving two-factor authenticationon
online bankinghas been developedthe major barriers identifiedthrough the
populated tables could be used ttetermine whether thedigital verification feature
included inclusive functionalities For instance,if a particular ethnic group has

significant linguistic issues, the optiondbange the language to a desired one should
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be incorporatedas this vastly reduces digital exclusion. As well asttiesjeveloped
feature should be tested withvarious end users such aghnic groups people with
disabilities peoplewho possess lower degreeof financial literacy skilland those
with low level digital skillso confirm inclusivity prior tanaking the product publicly
available.People with a low level of digital skills may fguarticular taskrelated
complexities, for example, having confusions wigeltiousauthentication/verification
steps ondigital banking Hence financial regulators have to carry out thissting
process to ensure that thproposedfeatureswould address the challenges faced by

a specific cohort

1 Intermediaries¢ employees at an organisation can generate a table with scores for
each individual taaomprehend the challenges faced by a specific group. For example,
older people with lowedigital skills may encounter other issues which prevent them
from accessing digital financial servicébey may face language issues whiaider
them from increasing their confidence to leartechnology. In such cases,
intermediaries could provide specific training fmprove their digital literacy skills
with the asistance of an interpreteFurthermore a digital carer could apply this tool
while helping their parents to explore tirekey issuesn accessing a specific digital
financial service (e.@ high level of fear due to not being able to carry out the online
transaction) The digital carecanhelpthe individual to reduce their fear by examining

the lower scores obtained for other factors

1 Researcherg researchcould be carried out with a group of older peojitean urban
area and utilise the tool to examineonfidence and fear barrierd’he generated
scores could be used to understad R S NJ LiSlRrigis Surédunding these two
factors andcompare the findings witlthe scoresobtained fromvarious geographic
locations. This could assist in producing new interventions foeducing digital

exclusion.

6.6 Summary
This chapter discussed how thesearch questions and the aims of the study wackieved

andprovidedrecommendation®n future areas of researctMost importantly, explanations
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of how the contributions of the studgould lead to new interventions that would address the

barriersfaced by older people weraighlighted

Since online financial services were not explored collectively in previous studies, this research
FRRa yS¢ 1y2¢6fSR3IS NBII NisgvaafidahckiSeNdcdsIARd, J S Q a
thisstudyproducedsomekeycontributionswhich provide insights into thiactors that could
contribute to the challengeexperienced by older peoplen accessing digital financial
servicesThe contributionscanproduce manyinterventions which would decreagke grey

digital divide increase2 f RS NJ LJS 2 LJ S Q& arRRéndchthielr lifestyle’s.i S NI O& & ’
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Appendix A¢ Interview Questions

Semistructured interview script for adults whose first language is English

Open ended questions:

Prior to the interview, prticipant and researcher will introduce themselves to each ofRer

mins)

1. Find information on demographic factors:

(0]
(0]

(0]

(0]
(0]
(0]

What is your gender? Male or female

What is your education level (High school, college degree or
undergraduate/masters/PhD degree)

Are you retired/working?

i. What was/is your occupation?

ii. What was/is your income? (over £12,57@&14,732, over £14,732
£25,688, over £25,688 £43,662, over £43,662 £150,000, over
£150,000)

Are you living; alone/with a partner/in a multigenerational household?
What is your marital status? (Married/not married)
Are you part of first generation or second generation?

2. Go through each online financial activity in the following list and ask questions for

each item:
o Online shopping (e.g., clothes, shoes, accessories)
0 Internet banking
0 Buying or renewing existing insurance policies (e.g., car insurance, home

(0]
(0]

insurance, health insurance etc)

Tickets to cultural or other events

Bought a transport service (e.g., flight ticket, local bus, train, taxi (including
Uber))

Questions for each activity shown above:
1. How do you carry out this activity? (Onlinejarson, help from someone or other
ways) Explain your answer.

If participant conducts this activity vanline then ask the following questions:

i.  How often do you carry out this activity? (did you use it in the last 3
months or did you use it over 3 months ago)

ii.  Which website do you use®/hich devicedo you use?qe.g., laptop,
mobile, desktop)

ii.  What kind of challenges do you experience while using this online
financial service (e.g., fear bhancialscams, lack of confidence, lack
of digital skills, lack of equipment, website design issues, lack of
internet/financial knowledge etc) Please explain your answer.

iv. Do you receive help on this activity? If yes, what kind of help are you
provided with (organisations, demo sites, phone calls etc)? Is it helpful?
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52 @2dz GKAY] @&2dzQff | fglea NBI dzAi NB
your answer.

If participantR2 Say QG O2 y R dz@d onlineK then ask Ghé Xodbivings
guestions:

i. Are there any reasons for not completelysingthis online financial
service (e.g., fear of scams, lack of confidence, lack of digital skills, lack
of equipment, website design issues, lack of internet/financial
knowledge etc)Please explain your answer.

ii. Do you think you cawnly carry out ths onlineactivity if you receive
help from someone? Why?

3. Are there any similar financially related tasks that you carry out online or through
other ways (e.g., payment of council tax, payment of car tax, payment of fines etc).
Please explain your reasons for not conducting the activity through online OR please
explain the challenges that you face while using this digital service.

4. What are the implications of not using the online financial services? Can you give me
some examples (e.gextra time is needed to carry out the tasks, jourtey bank to
transfer moneyjourneyto a shop to buy something, what do you do when an item is
out of stock in a shop etc)

5. Do you think online financial services are useful? Why?

6. Do you prefer ifperson payments or online transactions? Why?

7. Any other comments?

Semistructured interview script for adults whose first language is not English and for
those who are from ethnic minority groups

Prior to the interview, prticipant and researcher will introduce themselves to each ofRer
mins)

1. Find information on demographic factors:

0o What is your gender? Male or female

o This questionisfor those from ethnic minority groupsWhat is your ethnicity?
(Chinese or Pakistani)

o What is your education level (High school, college degree or
undergraduate/masters/PhD degree)

o Are you retired/working?

I. What was/is your occupation?

il. What was/is your income? (over £12,57@&14,732, over £14,732
£25,688, over £25,688 £43,662, over £43,662 £150,000, over
£150,000)

Are you living; alone/with a partner/in a multigenerational household?
What is your marital status? (Married/not married)
o Are you part of first generation or second generation?

o O
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2. Go through each onlinénancialactivity in the following list and ask questions for
each item:

(0]
(0]
(0]

(0]
(0]

Online shopping (e.g., clothes, shoes, accessories)

Internet banking

Buying or renewing existing insurance policies (e.g., car insurance, home
insurance, health insurance etc)

Tickets to cultural or other events

Bought a transport service (e.g., flight ticket, local bus, train, taxi (including
Uber))

Questions for each activity shown above:

1.

How do you carry out this activity? (Onlinespgarson, help from someone or

other ways) Explain your answer.

If participant conducts this activity vanline then ask the following questions:

i.  How often do you carry out this activity? (did you use it in the last 3
months or did you use it over 3 months ago)

ii.  Which website do you use? Which device do you use? (e.g., laptop,
mobile, desktop)

iii.  What kind of challenges do you experience while using this online
financial service (e.g-anguagefamily problemsfear of scams, lack of
confidence, lack of digital skills, lack of equipment, website design
issues, lack of internet/financial knowledge etc) Please explain your
answer.

iv. Do you receive help on this activity? If yes, what kind of help are you
provided with (organisations, demo sites, phone calls etc)? Is it helpful?
52 @2dz GKAY]l @2dzQff | fgleada NBI dzAi NB
your answer.

If participant R2 S&y Qi 02 y R dziddi onlitiek theh ask Gheé Foffohvitigs
guestions:

i. Are there any reasons for not completelysingthis online financial
service (e.gl.anguagefamily problemsfear offinancialscams, lack of
confidence, lack of digital skills, lack of equipment, website design
issues, lack of internet/financial knowledge etBJease explain your
answer.

ii. Do you think you cawnly carry out ths onlineactivity if you receive
help from someone? Why?

3. Are there any similar financially related tasks that you carry out online or through
other ways (e.g., payment of council tax, payment of car tax, payment of fines etc).
Please explain your reasons for not conducting the activity through online OR please
explain the challenges that you face while using this digital service.

4.

What are the implications of not using the online financial services? Can you give me
some examples (e.gextra time is needed to carry out the tasks, jourtieya bank to
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transfer moneyjourneyto a shop to buy something, what do you do when an item is
out of stock in a shop etc)

5. Do you think online financial services are useful? WQu@stion for those having
language difficulties:Do you think it would be easier to use online services if you
received it in your own language? Explain your answer

6. Do you prefer ifperson payments or online transactions? Why?

7. Any other comments?

Semistructured interview script for volunteers/employees and for those who aid older
people with online financial services

Prior to the interview, prticipant and researcher will introduce themselves to each ofRer
mins)

1. 2 KFd 1AYR 2F RATTFAOdAAZ G A S dnlineBnanidattivite’s? R A Y
(e.g., fear of financial scams, language issues, lack of confidence, lack of digital skills,
lack of equipment, website design issues, lack of internet/financial knowledge etc)
Please explain your answesing examples

2. Question forvolunteers/employees Do male or femalelder adultsseek for more
help? Do you know any other information about them, for example, education,
occupation, income, ethnicity, do they live alone, first/second generation etc.

3. What kind of digital financial services do they seek help for (e.g., internet banking,
online shopping, buying insurance policies etc) Which websites do they commonly
use? E.g., RBS, Bank of Scotland, amazon etc)

4. Do you feel frustrated when you have to repeat the instructions to older people? Any
other personal challenges e.g., losing patience when helping older people?

5. How do you help older people on digital financial services? (e.g., do you direct them
to demo sites, phone calls etc) Is it helpful for them?

6. Question forvolunteers/employees How frequently do you provide help, on which
aspects, and how much time do you spend for such help sessions/activities?
Question for relatives and friends (digital carerdjtow much time do you spend to
help older people (e.g., 2 hours per week, 1 hour every 2 days etc). Do you get these
hours out of studying time, entertainment time, sleep time e@®you feel your time
is lost when you provide help for older peopM/hy?

7. Do you think more older people will use digital financial services if there are concrete
solution® In what ways could we provide:
a. help/support around technological barriergo( example, website design
issues clear instructions on websites, larger font size)etc
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b. training around personal issues like confidence, fear, trust etc.
c. support around language issues, digital skill issues, financial literacy issues etc
d. supportaround any other specific issues thatu can think of?

8. Any other comments?
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Appendix Bg Participant Information Sheet/Consent Form

Universityof <%

Strathclyde

Glasgow

Participant Information Sheet for older people (those aged
65 or over), employees/volunteers/digital carers

[FOR USE WITH STANDARD PRIVACY NOTICE FOR RESEARCH PARTICIPANTS]

Name of department: Computer and Information Sciences
Title of the study: Investigating user interactions with online banking/finance systems

Introduction

My name is Dain Thomas. | am a first year PhD student at University of Strathclyde. My research focusses on older
people’s interactions on online banking/finance systems (i.e., any website which involve monetary transactions
—internet banking, online shopping etc). This study will investigate human/behavioural, technological and societal
challenges to accessing online financial websites by older people aged 65 or over from ethnic minority groups,
people whose first language is English and people whose first language is not English. Older people have several
issues in using digital financial services; obstacles could be linked with digital skills, language, income, fear or
other factors.

My contact details are shown at the end of this document.
What is the purpose of this research?

Although previous studies suggest solutions for older people on the use of online financial activities, technological
solutions have not been implemented yet. Hence, this research intends to propose various solutions in the form
of recommendations as well as technological solutions in order to solve the challenges encountered by older
people on digital financial services. There have not been any studies so far with older people from ethnic minority
groups and older people whose first language is not English in the context of digital financial services and this has
been established through literature review. Data acquired from interviews and other phases of this study will
enable libraries, government and organisations to understand the challenges experienced by older people.

Do you have to take part?

No.
Participation is voluntary and participants have the right to withdraw from the study before publishing the work.

What will you do in the project?

This information sheet and associated activities are only relevant for phase 1 of this study. Research will be carried
out in four phases. First phase is interviews. Participants will be included in other phases if they are willing to
participate.

During phase 1 interviews, a number of questions (approx. 7/8 questions) will be asked to each participant;
questions are mainly related to older people’s technological/human/behavioural/societal challenges in the use
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of online financial services. Participant is required to read the Instructions sheet, Information Sheet (this
document), Privacy Notice and consent form before the interview (phase 1). A participant can only participate in
the interview if consent form is signed.

Duration of research: min. 3 years, max. 4 years
Why have you been invited to take part?

This research aims to understand the challenges older people face in accessing digital financial services and also
to investigate whether older people from ethnic minorities and older people whose first language is not English
face any specific/unique challenges. Attributes such as ethnicity, language and gender will be used in data analysis
to understand whether such attributes pose any specific types of challenges for older people using digital financial
services.

A range of participants will be invited to take part in Phase 1.

Participants who will take part in the interviews are:

- older men and women from two ethnic minority groups - Chinese and Pakistani

- older people whose first language is English

- older people whose first language is not English

- family, friends or relatives who aid older people on online financial services

- volunteers/employees from organisations who helps older people with online activities.

Condition: all older adults are aged 65 and over. Both internet users and non-users will be involved in the
interviews.
You have been invited to take part in the interview as you fall into one of the categories shown above.

What information is being collected in the project?

A semi-structured interview will be conducted with each participant so that they can talk about anything related
to the question and an exact answer is not expected. Individual interviews will enable participants to share any
issues that they might be reluctant in communicating with groups of people.

Data collected from older people whose first language is English
- Older people’s demographics such as income, education, gender etc
- Challenges on online financial services
- Benefits of online financial services and implications of not using these services

Data collected from older people whose first language is not English and people from ethnic minority groups:
- Older people’s demographics such as income, education, gender, ethnicity etc
- Challenges on the use of online financial services, for example, language issues, family problems

- Benefits of online financial services and implications of not using these services

Data collected from volunteers/employees and those who aid older people with online financial services:

The place of useful learning
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- Experience of working with older people

- Older people’s challenges on digital services
- Time spent with older people on online financial activities
- Solutions that could help older adults

Who will have access to the information?

Data will be anonymised i.e., participants’ names and personal details will not be disclosed at any point in the
study. Interview data will only be shared with supervisor and participant, if requested. If participant reveals
personal information (e.g., names, contact details) during interview, then this will be deleted from the transcribed
data.

Where will the information be stored and how long will it be kept for?

Face-to-face interviews will be recorded using a phone. Audio files will be imported into a transcription software
(e.g., Otter) and data will be analysed using a data analysis software (e.g., NVivo). Prior to the interview,
instructions sheet, information sheet (this document), privacy notice and consent form will be given. Signed
consent forms will be scanned and stored electronically; paper copies will be shredded once scanned. Audio files,
consent forms and transcribed data will be stored on OneDrive.

For those having online interviews, laptop voice recorder will be used to record virtual interviews. Audio files will
be imported into a transcription software (e.g., Otter) and data will be analysed using a data anzlysis software
(e.g., NVivo). Instructions sheet, information sheet (this document), privacy notice and consent form will be sent
via email before commencing the interview. Participant will be required to digitally sign the consent form and
send it to the researcher through email. This will be stored on OneDrive. Audio files and transcribed data will be
stored on OneDrive as well.

Thematic analysis will be carried out on transcribed data and this will be stored on PURE (University’s data
repository) which will be publicly accessible after publication. Interview responses will be displayed on articles
and PhD thesis but participants’ personal information (e.g., names) will not be disclosed at any point in the study;
data will only be used for research purposes. Audio files, consent forms and transcribed data will be deleted from
OneDrive after the completion of research.

Thank you for reading this information — please ask any questions if you are unsure about what is written here.

All personal data will be processed in accordance with data protection legislation. Please read our Privacy Notice
for Research Participants for more information about your rights under the legislation.

What happens next?

In order to find out more information about the project, contact the researcher using the details shown at the
bottom of this document. If any older adults aged 65 or over would like to take part in other phases of this study
then please write your email address and sign the second part on consent form.

The place of useful learning
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If you no longer wish to be involved in the research, thanks for your attention and time for reading this document.

Participants will be notified through email/organisation once research results are published. Also, participants
will receive feedback through email/organisation following the completion of research.

Researcher contact details:

Researcher’s name: Dain Thomas
Researcher’s email: dain.thomas.2015@uni.strath.ac.uk

Chief Investigator details:

Supervisor: Prof. Gobinda Chowdhury
Email: gobinda.chowdhury@strath.ac.uk

University of Strathclyde
Department of Computer and Information Sciences,

Livingstone Tower
Richmond Street

Glasgow
G1 1XH

This research was granted ethical approval by the Departmental Ethics Committee.

If you have any questions/concerns, during or after the research, or wish to contact an independent person to
whom any questions may be directed or further information may be sought from, please contact:

Secretary to the Departmental Ethics Committee
Department of Computer and Information Sciences,
Livingstone Tower

Richmond Street

Glasgow

G1 1XH

email:ethics@cis.strath.ac.uk

T'he place of useful learning
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Consent Form for older people (those aged 65 or over),
employees/volunteers/digital carers

Name of department: Department of Computer and Information Sciences
Title of the study: Investigating user interactions with online banking/finance systems.

= | confirm that | have read and understood the Participant Information Sheet for the above project and the
researcher has answered any queries to my satisfaction.
= | confirm that | have read and understood the Privacy Notice for Participants in Research Projects and
understand how my personal information will be used and what will happen to it (i.e. how it will be stored and
for how long).
* | understand that my participation is voluntary and that | am free to withdraw from the project at any time, up
to the point of completion, without having to give a reason and without any consequences.
= | understand that | can request the withdrawal from the study of some personal information and that
whenever possible researchers will comply with my request. This includes the following personal data:
o audio recordings of interviews that identify me;
o my personal information from transcripts.
= | understand that anonymised data (i.e. data that do not identify me personally) cannot be withdrawn once
they have been included in the study.
= | understand that any information recorded in the research will remain confidential and no information that
identifies me will be made publicly available.
= | consent to being a participant in phase 1 of this project.
= | consent to being audio recorded as part of the project

(PRINT NAME)

Signature of Participant: Date:

This part is only applicable for older people aged 65 or over:
= | consent to being a participant in phases 3 and 4 of this project.

(PRINT NAME)

Signature of Participant: Date:

Email address:
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Appendix G Instructions

Instructions

I, Dain Thomas (PhD student), confirm that my supervisor, Prof. Gobinda Chowdhury, has
seen and accepted my planned study and the ethics application for phase 1.

Phase 1

Read Information Sheet and Privacy Notice. Ask questions if there are any doubts.

Sign the consent form. A participant can only take partin the study if the consent form
is signed.

Phone/laptop will be used to record the interview (only voice recordings, video is not
taken).

Duration of the interview is approximately 30 minutes.
Questions are related to online financial activities.

Masks will be worn, if required.

186



Appendix D¢ Personas
Persona 1

Name: Chen Yang

Age: 68

Gender: Female

Ethnicity: Chinese

Occupation: retired in 1990; used to work as a pharmacist in China
Marital status: Married

Chen came to UK from China to babysit her grandkids while her daughter asatisgnare

Fgl& G2 62N] @ { KS NBOSAGOSR SRdzOF A2y FNRY &€

technology; therefore, she always needs help from another person. Her daughter

Of 20 KS& FT2NJ KSNJ FNRY 2yftAyS ¢gSo0ariadSaT akKS &y
i GKS OK2aSy AGSYas KSN) RFdzZAKGSNI 6dz2a Al

FYR aKSQa y2i4 FfdsSyd AGK 9y3ItAaK fFy3Idz-3Sd

The only app she uses is WeChat but her digital skills are really low. She knows how to click
links in messages and how to take photos/videos of her grandkids and post it on group chat.

Ly [/ KAYlISXS akKS Ffgle&a dzasSa Ol asonafigaNdesa@ShelE G K A
alrgsSa | t2G 2F Y2ySeT &akKS R2SayQid tA1S aLlsy
KSNJ a2 aKS o0StAS@®Sa (KId GKSNBQa y2 ySSR (2
it is difficult to teach her about technology

)
;

Goals:
f .8502YS Y2NB AYRSLISYRSyl( o6& dzaay3da 2ytAyS a
1 Obtain basic digital skills to carry out online activities in the easiest way possible as
the patience level is low.
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Persona?

Name: Rajiv Sharma

Age: 80

Gender: Male

Ethnicity: Indian

Occupationworked at shops, street lighting etc.
Marital status: Married

Rajiv was born in a rich family in India and he moved abroad after marriage as his wife was
residing in UK. Although his first language is not English and he left school at the age of 16
after passing school leaving exams from India, he has a good pmoficie the English
language. When he moved to UK, he did various jobs such as street lighting, Asian shops and
family business. He facellot of racism and people treated him badly.

Higher education was not something he wanted to pursue and he has never used a computer or
smartphone to conduct any online activities. He lost confidence once he was asked to stay
inside the house during pandemic. Lack of confidence is one of the fadtwis prohibited

him from using technological devices.

Rajiv stopped working prior to retirement; he has some health issues such as heart problems,
depression, cancer and COPD. He also takes care of his wife who is housebound. His daughter,
whobés in her 50s, handl es aihcluding msurance pdlicigsi t a |
as they do not have Wii. He and his wife live by themselves in a tenement flat. Rajiv travels

to the bank to carry out his banking tasks as he does not use online banking.

Goals:
1 Acquire digital skills in order to use computer/smartphone.
1 Learn how to conduct online banking and online insurance policies.
1 Increase confidence.
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Persona3

Name: Kunti Sharma
Age: 77

Gender: Female
Ethnicity: Indian
OccupationHousewife
Marital status: Married

Kunti was in India until the age of 15 and she had limited education; she only went to school

for approximately 5 years due to safety issues in villages. After moving to UK with her parents,

she did not continue her education as she already passed theatidncage. Kunti went to

India to get married when she was 20 and came back as her parents were in the UK and then
KSNJ Kdzaol yR OFYS® 5SaLIAGS o0SAy3a Ay GKS 'Y 7
fIy3dz3Sd® ¢KSNBET2NBEI KINdIRIeakTindipteNd sewiked ©a Ay
assist her mother with GP appointments. She has three kids and she spent the majority of her
fATS ALISYRAY3I GAYS t221Ay3 FFGSNI KSNJ INF YyROK
F62dzi (GSOKy 2 ftzhave dny isskies wilR DiBkEleyh Bolving or understanding
anything; sometimes her language just holds her back.

She is considered to be part of the second generation as her parents initially moved to the

UK, making them the immigrants of first generation. She became a housewife after getting
YIENNASR® {KS 2yte dzaSa flyRtAYS Iiphgngadl yR &
AaKS R2SayQi KkFi®é& ddughterSakes cale2of thek online services such as
O2ySyita AyadaNryoOSe® YdzyidA R2SayQi KIFI @S KSNI 2
gK2 KrFa Iy |002dzyi® { KS KIskonte moblitgissdes. Adpéey | 0
A4KSQa K2dzaSo02dzy RT KSNJ KdzaolyR Gl 1Sa OFNB 27
She hardly goes outside due to her health problems. Pandemic and health issues have had a
negative impact on her confidence.

Goals:
1 Overcome language barrier and acquire digital skills in order to use
computer/smartphone.
1 Learn how to conduct online insurance policies.
1 Increase confidence.
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Person4

Name: Kwame Adu

Age: 65+

Gender: Male

Ethnicity: Black British

Occupationused to work in military in Ghana; currently working in UK.
Marital status: Married

Kwame migrated to UK about 30 years ago (first generation). He was in the military in Ghana.
He lives with his wife and they have kids who have all moved out.

He seeks help for online financial services from a student who he met in a church. Kwame
travels to his house whenever he requires assistance with digital services. He uses two mobile
apps to carry out banking activities. However, sometimes he becomesussahfby
terminology and processes such as OTP. He uses a really large font size. In Bank of Scotland
FLILJE AdG &alta F2NJ LI aag2NR YR YSY2NIo6tS AyT
these two; therefore, the student taught him how to use fingerpribtometric) to prevent

KAY FTNRY G(Ge8LIAY3 (GKS YSY2NIofS AYyTF2N¥IGAZ2Y S|
complicated processes. Hence, there is a lack of confidence.

Kwame is a good learner; he takes notes while the student demonstrates the processes to
KAY YR FTFGOGSNI GKIFG KS R2SayQid ySSR KSftLd | S
KS 6NRGS R2gy®d® IS R2SAay Qi KI @Sglish: AsPaizofhiS A aad
job in UK, he has to send a lot of emails so he has some basic digital skills and these skills were
mostly acquired beforehand. But whenever he needs help, he would ask the student as he

fully trusts him.

Goals:
1 Understand the difference between password and memorable information.
1 Overcome terminology issues.
1 Increase confidence on the use of online banking apps.
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Personab

Name: Felicia Ansakumi
Age: 65+

Gender: Female
Ethnicity: Black British
OccupationNurse
Marital status: Married

Felicia, who migrated from Ghana (first generation) is currently working as a nurse in the UK.
Her first language is English. She is married and has kids. Kids have moved out and she does
not have any digital skills so she approaches a student for help maney transfer app,
Lemonade Finance app. Felicia and the student became friends by attending the same church.

In order to conduct international money transfers, there should be sufficient funds in the app
account. Funds can be added through the app. Felicia was scared to carry out this process.
{KS gl & O2yFdzaSRT &aKS 4l ayQi adaiinth&dpp Y2y Se
before sending money over to Ghana. She thinks that the money would go somewhere else
instead of her own account.

Felicia is a good learner as she writes down all the instructions on how to carry out online
financial processes. But she still meets the student when she needs assistance with the app.

Goals:
1 Acquire digital skills in order to conduct monetary transactions without relying on
another person.
1 Increase confidence.
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Personab

Name: Kojo Asante
Age: 65+

Gender: Male
Ethnicity: Black British
OccupationSecurity
Marital status: Married

Kojo works as security in UK. He migrated from Ghana (first generation) and he is currently
living with his wife. His first language is English. They have kids but they all moved out. Kojo
does not have any digital skills so sometimes he requires additi@ip to conduct digital
FAYFIYOALET ASNBAOS&AD Ly GSNXYA& 2F LINA2N G§SOKy?2
of online services as he works as a security. He met a student in a church they regularly attend.

| S 32Sa& (2 4&0dzRS ¢rihedneedNBSsistarRSwitDtBe agpkiayhs @es for
international money transfers.

Kojo was not sure how to conduct the signup process in the app. He had to enter information
such as first name, surname, date of birth and had to enter a password with special
characteristics. He found it quite difficult to comprehend this. In his firgnapt, an error

was displayed so the student had to create a password for him. For the verification part, an
ID card had to be provided; he thought he could use any ID card. These were some of the
challenges he encountered while using the app.

He writes down all the instructions when the student is demonstrating the processes on the
app. He is not scared to carry out the transactions but his lack of digital skills prevent him
from confidently carrying out the processes by himself.

Goals:
1 Enhance confidence by acquiring the digital skills required to use the app without
assistance from another person.
1 Learn how to create password during signup process.
91 Learn how to upload the relevant ID document for verification
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Appendix E; NVivo Coding

codes-Pakistanis

@ Name
=-O Challenges

@)

O NONONONONONONONO)

Indians

abuse

attitude

disabilities

fear

lack of confidence

lack of digital skills

lack of education

lack of experience or knowledge
lack of help

lack of interest

@ MName
= O Challenges

O000000000000O0

abuse

attitude

cultural traits
disabilities

fear

interface issues
isolation

lack of access

lack of awareness
lack of confidence
lack of digital skills
lack of experience or knowledge
lack of interest

language difficulties
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Scottish

® Name 4 Files References
= O Challenges 0 0
O fear 4 12

interface issues 4 13

O

O lack of concentration 1 1
O lack of confidence 3 6
O lack of digital skills 2 5
O lack of experience or knowledge 3} 7
O lack of help 2 3
O lack of interest 3 7
O lack of satisfaction 1 1
O learning difficulties 1 1
O

overwhelming 1 1

Chinese
@ Name 4 Files References

=1 O Challenges 0 0
QO attitude 5 10
QO fear 5 18
QO interface issues 1 1
O lack of confidence 3 4
O lack of digital skills 5 14
O lack of experience or knowledge 4 4
O lack of interest 2 2
O language difficulties 3 13
O learning difficulties 1 1
O overwhelming 1 1
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Codes Q Search Project ¥ | O lackof concentration s

® Name Files ~ References (= B I~ ) #iv. aviw
O lower income 1 3
O frustration- (olderp 1 2 <Files\\Phase1-Employeesinterviews\\P1[6-9-22]> - § 1 reference coded [0.30% Coverage]
QO learning difficulties 1 1 Reference 1 - 0.30% Coverage
QO addiction 1 1 . . i
O Just because | think anything more than an hour, then people start to lose concentration.
abuse i 2
O hesitance 5 4 <Files\\Phase1-Employeesinterviews\\P2[31-08-22]> - § 1 reference coded [0.97% Coverage]
QO lack of concentratio 2 ) Reference 1 - 0.97% Coverage
Q isolation 2 6 . :
O Iockof 5 3 That's quite a good time, because a lot of them.
lack of interest
O trust 2 5 11:15
O language difficulties 2 4 Sorry,.l got another call. And that's g gogd amount of time, because after an hour, they lose
attention. So we don't want to keep it going on for too long as well.
QO lack of confidence 3 4
Q fear 3 12
QO interface issues 3 5
DigitalCarers | scarch project 4 \ O lack of digital skils 16
@® Name Files ~ References a B v O Piw v
QO leaming difficulties 1 1
Q attitude 1 1 |<Files\\Phase1-DigitalCarers\\P2[09-05-23]> - § 2 references coded [0.48% Coverage]
O fear 1 3 Reference 1 - 0.17% Coverage
Q interface issues 1 5 i . i
it was a husband and wife, again from church.
O lack of access 1 2
QO disabilities 1 2 Reference 2 - 0.32% Coverage
O cultural traits 1 1 so for those ones let me see in terms of their digital skills, | think its almost none.
QO lack of education 1 1
. <Files\\Phase1-DigitalCarers\\P3[09-05-23]> - § 2 references coded [1.49% Coverage]
QO lack of patience 1 1
QO language difficulties 2 2 Reference 1 - 0.98% Coverage
O lack of confidence 2 & Well, with my parents, | just, | just find they don't really have a clue about anything online,
Q isolation 5) 2 you know, they don't really know how to how to use any technologies. | mean, you know,
o = they don't know how to access PC, they don't know how to get onto social media, they don't
O kel a - know how to, you know, like, send an email, they don't know anything about that at all.
QO lack of help 2 3
O lack of experience or knowledge 3 9 Reference 2 - 0.51% Coverage
Indians |2 search Project v ‘ O fear mm
® Name Files = References = B I~ - g~ o~
= QO Challenges 0 0
O attitude 1 1 <Files\\Phase1-FirstLanguagelsNotEnglish\\P1[10-05-23]> - § 5 references coded [11.31% CODE STRIPES i
O disabilities 1 5 Reference 1 - 5.03% Coverage TRy
O interface issues 1 1 ) . o el H g g
Is there any reason why you don't do online shopping? 2 |slgig gz
O lack of digital skills 1 1 N e ;3
Slsls 22 2
O lack of experience or knowledge 1 1 03:39] z g SqE¢
S Because I'm not used to. Have you tried using it before? | learned how to do shog ~ 1515 @
I fficult 1 1 H
o ZnusoelCIctites online. But | just started doing it on the phone. When to the point. Put the things il " |3 §
O isolation 1 2 basket then after that | stopped.
O cultural traits 1 1
04:02
lack of 1 2
(Olackafzccess Okay, good. Okay. Yeah. Okay, so | guess you were scared? Yes. Yes. Yeah.
O lack of awareness 1 1
O abuse 1 1 04:12
O lack of interest 2 2 L@ et
Q fear 5] 16 04:13
O lack of confidence 4 7 Confidence Yeah. Okay.
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Appendix F¢ Theoretical Tool

Thistheoretical tooluses qualitative data to provide a quantifiable understanding of the
factors that contribute to the challenges confronted by older people aged 65 and over. The
intention is to map any persona or transcript to the®| to measure the issues experienced

by the individual and establish possible solutions to aid older people in the use of online
financial services.

Exploiting thisool would allow intermediaries to develop new policies/strategies to assist
vulnerable people in the society. Moreover, it could lead to making amendments to existing
products/services. Also, stakeholders such as organisations and digital carers could produce
potential interventions through the utilization of thteol which may contribute to reducing
digital exclusion. Not only would thisol identify the factors which could impede older
people from the adoption of digital financial services but it woula dislp to quantify the
barriers in order to recognize whether a solution is required for an individual. A tangible
impact could be produced through this novel tool which could address the challenges
confronted by older people.

A table demonstrating the 10 factors and the associated scale is shown in Table 1 below.

Tablel. Theoretical tool

I
INo
I
IS
13

Scale Factors

This section will briefly elucidate the justifications for the inclusion of each attribute portrayed
in Table 1 and the semantics of the numbers involved in the scale.
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A score of 5 is the maximum value that could be given to a factor and a score of 0O is the
YAYAYdzY @I fdzS® C2NJ AyadlyoSs I a02NB8 2F p F2
person has all the essential digital skills whereas a score did@ekethat the individual does

not possess any basic digital skills.

Support: Receiving informal support (family, friends or relatives) or formal support
(organisations, community centres) could facilitate older people to learn and understand
technology. However, this could also mean that they might not carry out the tagks
themselves due to additional support.

A scale of O: | am significantly dependent on formal/informal support.

A scale of 1: | am moderately dependent on formal/informal support.

A scale of 2: | am somewhat dependent on formal/informal support.

A scale of 3: | am partially dependent on formal/informal support.

A scale of 4: | receive a low level of digital help through formal/informal support.

A scale of 5: | do not receive any formal or informal support for online financial

serviced.e. | can use digital financial services completely independently.

C2NXIFf SRdzOFGA2yY (GKA&A A& I FILO0G2N GKIFG OFy
people with higher education utilizes internétissitsa and Chachash®@blotin, 2015)
Someone with a higher level of education may have better learning skills and is more likely to
adopt online financial services unless other factors prevent them from using these services,
for example, fear.
A scale of 0: no education
A scale of 1: primary education
A scale of 2: secondary education/college
I a0ltS 2F oY ol OKSf 2NDa
A scale of 4: post graduate degrees
A scale of 5: three or momeniversitydegrees

P
(0p))
L
p
&b
w

Language: people whose first language is not English may encounter language issues in the
use of ICT (information and communication technoldggodall et al., 2010 herefore,
this factor could have an influence on the adoption of online financial services.

A scale of 0: | am not good at reading, writing or speaking in the English language.

A scale of 1: I am only partially good at writing in English.

A scale of 2: I am only partially good at speaking in English.

A scale of 3: I am only partially good at reading in English.

A scale of 4: | am only partially good at reading, writing and speaking in English.

A scale of 5: | have good proficiency in the English language.

. FaAO RAIAGEE &aiAtfay !'yvYQa S5SLINIYSYd F2N 9F
the five essential digital skills that are crucial for life: communicating (e.g., WhatsApp),
handling information and content (e.g., using a browser to search infibomg transacting
(e.g., online banking,-eommerce), problem solving (e.g., watching online videos to find a
solution, using online chat facilities), being safe and legal online (e.g., not posting anything
on online about others without their consent, hisharing login details with anyone)
(Department for Education, 2022)
A scale of O: | do not have any of the five digital skills listed above.
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A scale of 1: | have one out of five digital skills listed above.
A scale of 2: | have two out of five digital skills listed above.
A scale of 3: | have three out of five digital skills listed above.
A scale of 4: | have four out of five digital skills listed above.
A scale of 5: | have all the essential digital skills listed above.

Technology experience in occupation: individuals with a-tegkl occupation are more likely

to use online bankingKarjaluoto et al., 2002)This denotes that people who had
technological experience in their workplace have higher likelihood of adopting digital financial
services unless other barriers are preventing them from using such services.

''YQa 5SLINILIYSYd F2NI 9RdzOF A2y YSydAz2ya | RRA
(e.g., sending emails to amorkers and sharing documents with them), handling
information and content (e.g., using a calendar to keep track of the schedule), trarggact
(e.g., analysis of digital payslips), problem solving (e.g., using software to resolve problems
at work), being safe and legal online (e.g., reporting dubious emails to the appropriate team
at the workplace)Department for Education, 2022)

A scale of 0: I do not have any of the five woglated digital skills listed above.

A scale of 1: | have one out of five waglated digital skills listed above.

A scale of 2: | have two out of five wenddated digital skills listed above.

A scale of 3: | have three out of five waedated digital skills listed above.

A scale of 4: | have four out of five wakdated digital skills listed above.

A scale of 5: | have all the essential waekated digital skills listed above.

Disabilities: individuals with disabilities have major difficulties in using intdéteing et al.,
2016) This emphasizes the need to develop inclusive solutions which, in turn, suggests that
disability is a factor which could contribute to the barriers in the use of digital financial
services.

A scale of 0: | have significant health issues/disabilities which completely prevents

me from using online financial services.

A scale of 1t have major difficulties in using the online financial services due to

health issues/disabilities but | can use these services through additional support e.g.,

friends, family etc.

A scale of 2t have major difficultiegh using the online financial services due to

health issues/disabilities but | can use these services without additional support.

A scale of 3tface minor difficulties in using the online financial services due to

disabilities/health issues.

A scale of 4: | have a number of health issues/disabilities which may not prevent me

from using online financial services.

A scale of 5: | do not have any disabilities/health issues.

Financial literacy: this factor is associated with the knowledge and skills required to evaluate
and use financial products which would help them to manage their personal finances
efficiently, for example, savings, budgeting, investment, loans(€apuano and Ramsay,
2011) In thistool, not using digital financial services suggest that the individual inherits a
financial loss from travelling to banks, shops etc which, in turn, means that their financial
literacy skills are low.
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A scale of 0: | do not possess any financial literacy skills.

A scale of 1t extremely rarely use digital financial services; therefore, my financial
literacy skills are very low.

A scale of 2t rarely use online financial services; therefore, my financial literacy skills
are low.

A scale of 3t use online financial services occasionally; therefore, my financial
literacy skills are below average.

A scale of 4t use online financial services frequently; therefore, my financial literacy
skills are average.

A scale of 5t have significant financial literacy skills as | always use a variety of online
financial services.

Confidence: older people lack confidence in using the inte(baim and Lee, 2006) hus, it
is vital to include this as a factor as this challenge could be addressed through the use of this
tool.

A scale of Ot do not have any confidence in using online financial services.

A scale of 1t am slightly confident in using online financial services.

A scale of 2t am somewhat confident in using online financial services.

A scale of 3t am moderately confident in using online financial services.

A scale of 4t am very confident in using online financial services.

A scale of 5t am significantly confident in using online financial services.

Access to equipment/connection (e.g., laptop/smartphone/WIFI): some people may not have
access to the internet due to the cost of equipment/connection which would hinder them
from accessing digital financial servi¢elayes and Martin, 2007Thus, this is a factor which
has to be taken into consideration. According to Ofcom report, 34% of people aged 65 and
over do not have access to internet at home in the UK whereas only 1%2#f 48e group,
1% of 2534, 3% of 3814, 2% of 4%4 and 3% ©55-64s do not have internet access at home
(Ofcom, 2022)
A scale of 0: | do not have any reliable access to a device and internet connection to
use digital financial services.
A scale of 1t have very little access to a reliable device and internet connection.
A scale of 2t have some, but not always reliable, access to a device and internet
connection.
A scale of 3t have good access to a reliable device and internet connection.
A scale of 4t have very good and reliable access to a device and internet connection.
A scale of 5t have excellent and very reliable access to a device and internet
connection.

Fear: this is a common challenge among older people in the use of online financial services.
ht RSNJ LJIS2 L) S LISNIOSA G Gamiakd Lée, 2066 &raxbuld berseverdl Y A & G
reasons why their fear acts as a barrier such as prior experience of financial scams and fear of
losing money.

A scale of Ot have extreme fear when using online financial services or | do not use

such services due to my extreme fear.

A scale of 1t have significant fear when using online financial services.

A scale of 2t have moderate feawhen using online financial services.

199



A scale of 3t have somewhat fear when using online financial services.
A scale of 4t have slight fear when using online financial services.
A scale of 5t have no fear when using online financial services.

O

{2YSGAYSa FIFIOG2NARA WCSIFNIR FyR wlzyT)\R Sy O

not use online financial services or if they have a lack of interest in technology. In this
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others to carry out digital financial saces.
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This scale was applied to persona shown in Figure 1. See Figure 2 for the scores given to
each factor and the corresponding justifications.

Name: Aamina Muhammed

Age: 70+

Gender: Female

Ethnicity: Pakistani

Occupation: No job; never worked
Marital status: Married

Aamina is part of first generation who migrated to UK with her husband from Pakistan at a
young age. She lived majority of her life in UK and she’s not educated (i.e., no
school/university education). She encountered some domestic violence and she lives by herself.
She always needs someone to aid her with online activities. Aamina has children who are in
their 40s now.

Aamina is adequate with English language but she is autistic and she has severe anxiety.
Therefore, she had difficulties in communicating with people around her. Due to her health
condition, staff from mental health organisation provided long explanations to teach her digital
financial services. Yet, she had difficulties to comprehend everything in general.

Staff goes to her house three times a week for two hours. If she wanted help with bank-related
tasks then she would have to go to the bank to deal with it which consumes a lot of her time.
Then she wouldn’t have assistance with anything else. Someone told her about online banking
and she receives help from staff on digital banking services. Since she doesn’t have any digital
skills, she faced many issues. For example, she paid for an expensive TV package. Staff told
her about how she could receive basic packages on online. But she doesn’t trust it; she’s happy
with what she knows. She doesn’t want to phone them up as this could lead to other problems.
Aamina wouldn’t leave the house without the staff; she always stayed in the house.

She relied on state benefits as she never worked in the UK before. Aamina was being looked
after by the state as her children were all grown up. She had a daughter who was in her 30s.
She went to university and she also had mental health issues like her mother. She helped her
with all the online tasks. Unfortunately, she passed away in 2020 and Aamina lost all the
support from the one person who used to help her with everything.

Even though Aamina receives assistance from organisation, she still hasn’t been able to grasp
the digital skills due to her mental health; she has a routine that she follows. If anything
changes, she won’t be able to cope really well.

Goals:
* Become more independent by learning some useful services, for example, online TV
packages, online banking which could facilitate day to day life.
* Increase trust on online services.

Figure 1 Persona
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Support — 0 - because she lives by herself. She had a daughter who used to help her but she
passed away in 2020. She doesn’t receive help from family. She completely relies on the
organisation.

Formal Education — 0 — never had any education.

Language — 5 - she’s good with English.

Basic digital skills — 0 — no digital skills.

Technology experience in occupation — 0 — never worked in the UK.

Disabilities — 1 — mental health issues. She follows a strict routine.

Financial literacy — 1 — she started to use digital financial services through the assistance
provided by staff.

Confidence — 0 — still receives help from staff on online services.

Access to equipment/connection — 5 — she uses digital banking services. Hence, she has
access to equipment.

Fear — 0 — she’s scared if she will fall into other problems by dealing with online services.

Fig.1. Toolapplied to persona

- This is a subjective tool; therefore, individual judgement, reasoning and perceptions
are required to generate a score for each factor.
- If there are difficulties in providing a score for a factor then please leave it blank.

A guide to developing potential interventions

Although the theoretical tool shown in Table 1 has 10 factors, it is not feasible to develop
inclusive solutions for each factor that would be useful for every older person. A concrete
solution could not be created for factors such as formal educatiomnelogy experience in
occupation and disabilitiesthese 3 static factors cannot be improved through solutions, for
example, educatiog Yy 2t RSNJ LISNA2y Qa F2NXIf SRdzOlF GA2Y
received higher secondary education or not.

Potential interventions could be developed to increase formal/informal support, reduce fear

FYR StS@GFGS 'y AYRAGARAZ f Qad O2yFARSYOS Ay {F
However, instead of creating a solution for each factor where thlividual encounters
challenges, assess the scores that the individual gained for basic digital skills, access to
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equipment/connection, language and financial literacy as conclusive interventions could be
developed for these 4 factors. All the other 6 factors could act as indicators which would
RSGUSNNYAYS GKS ARSIFEt &a2f dziA 2y 6 adrromdng dza NSR T2
main factors.

For instance, see the quantified factors in Figure 2 shown above. 2 out of the 4 main factors
have relatively low scoreg these factors are basic digital skills and financial literacy.
Therefore, an online tool, training or other relevant interventionsudbbe required to

enhance these skills in the individual. Having said that, the scores obtained for the other
FIOG2NA RSY2y&GNI GS GKIG &aKSQ&a SELISNASYyOAy3
disabilities etc. Hence, additional support would beyuged from organisations. Digital

support from organisations would be essential if the developed online tool is a solution as the
individual does not receive family support. Also, the online tool should befuseadly and

not complicated as the individl did not receive any education and does not have any prior
technological experience. The tool itself could have interfaces where it clearly explains how

to improve financial literacy skills, information related to training and <igystep
instructionsél O !4 ¢Sff Fa GKA&AZ | ydzYoSNI 2F (NI AY
confidence and fear. Even though these solutions seem beneficial, the individual has mental
health issues which could prevent them from increasing their digital skills fglertheless,

through the assistance of mental health organisation and other relevant interventions, the
individual could learn about online banking and other digital financial services.

Customised/personalisedolutions can have varying levels of help or tasks, for example,
GNI AyAy3a aSaairzya O2dAZd R KIgS WoSIAYYySND f e
RAIAGEHE &al1Affta YR FAYFYOALFf fAGSNI Owhoa{Aff 3
experience fewer complexitieBrioritising the solutions by assessing the 6 factors would lead

to a better impact than developing one main solution for all 10 factors. In this way, digital
inclusion would be facilitated.

Workflow

The steps required to carry out thiseoretical toolis briefly shown below in Figu&
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Conduct interviews with intermediaries or older people aged 65 and over identifying information
regarding demographic details, for example, occupation, family, language etc and the individual’s
challenges in the use of online financial services.

!

Apply the 6-point scale to each interview transcript or persona by reading the sentences. A score
could also be given to factors using the impression conveyed from the individual’s tone of
conversation during interviews. See section ‘scale factors’ for details on the scores for each factor.

1 8

Read the options for each factor and rate each factor using a score between 0 and 5.

|

Assess the scores obtained for the 4 main factors: basic digital skills, access to
equipment/connection, language and financial literacy.

|

Determine the solutions for the 4 main factors by reviewing the scores obtained from the other 6
factors.

|

Customised/personalised solution for the user.

Fig.2. Workflow

In addition to the technique mentioned above, cumulative scores could also be utilised to
generate interventions. Cumulative score is the sum of all the scores added up for the ten
factors. The higher the cumulative score, the lower the barriers that galihidual faces with

digital financial services. The maximum score an individual can gain is 50; therefore, any score
above 25 could be considered as a threshold for deciding the type of intervention(s) required
for the individual. An older person who mEges a score below 25 may require basic
interventions and anyone who receives a score above 25 could commence with an
WAYOGSNYSRAFGSQ fS@St FyR GKSyYy 3INI RdzHffe@
solution.

Moreover, the cumulative scores could be used to distinguish older people with major and
minor barriers within a specific ethnic minority population. This would be advantageous for
an organisation as this could assist them in identifying the individuatsredpuire additional
support within a cohort.

Another efficient method to create interventions would be using the populated tables to
examine the barriers that are prevalent across the board irrespective of ethnicity and gender
or the tables could be utilised to focus on a specific ethnic minoritygto recognise the
common barriers within the group. In this way, common patterns that are emerging can be
identified easily and this would give additional insight into the area of digital financial services.

Leveraginghis novel tool wouldproducearealimpact by addressing the issues experienced
by older people. Thereby, further development can emerge in various areas, for example,
technological development, skills development and formal/informal support development.
As more people begin to utilise thisol, the challenges faced by older people aged 65 and
over would be recognised and the creation of beneficial interventions would motivate people
to utilise digital financial services.
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Appendix G Populated Tables

Participant S2

IR N N N R
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L :

Justification

Support — 2 — lives with her husband who helps her with online transactions.

Education — 2 — high schoaol

Language — 5 —no language issues.

Basic digital skills — 3 — uses various websites but reguires reassurance from husband before
conducting transactions.

Disabilities — 5 — no disabilities.

Technology experience in accupation — 2 — used a computer at a workplace; used to work as
a soCial worker prior to retirement. “We used the computer in work, to write up reporis and
read files and things like thal. But no, | don't think that. | think using a mobile phone is totally
different from using a computer.”

Financial Iiteracy — 4 — conducts minor banking related activities (e.g., account balance, direct
debits, transactions) through online banking. Utilizes online websites -> saving money on the
expenses linked with travelling to banks, shops etc.

Confidence — 3 — getting better at online websites. “I'm becoming more familiar with soms.
Sa, I'm now Becoming mare confident doing it than [ would have been maybe a year ago, fwo
years ago”.

Access to equipment/connection — 5 — uses a smartphone.

Fear — 3 —"Yeah, | would always be very wary of daing anything. | wouwdn® really da anything
on my own | would get the reassurance of my husband, or my son fo maks sure that it's not &
scam.” “Yeah, just the fear of pregsing that lasf bution”.
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Participant S3
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Justification

Support — 0 — she receives a lot of help from her sons on online financial services.

Education — 2 — high school.

Language — 5 — no language issues.

Basic digital skills — 3 — uses shopping websites but requires help from others, deals with
emails, deletes scam emails, capturefsend pictures. “I'm nof particularly good. | can do &
certain amount. But | get stuck af imes.*

Disabilities — 5 — no disabilities.

Technology experience in occupation — 0 — no prior experience. Used to wark as 3 nursing
assistant until retirement.

Financial literacy — 2 — do2sn’t use internet banking -> losing money on the expensas linked
with travelling to banks, post office etc. Takes eurcs and gives it to family members to give
grandchildren abroad. She does carry out online shopping expect the transaction part and her
sons deal with insurance policies.

Confidence — 2 — “I camy out onling shopping on samethings small ifems. And big items. |
before | press the fingl button, [ always get one of my family fo check i ouf for me, becauss
I'm not really confident about if.”

Access to equipment/connection — 5 — uses an iPad

Fear — 1 - “I'm alwsays warried about scams. So very often I, | confirm with one of my family,
like, befare | finally press the send bulfon, whalever, because I'm never reslly sure o be
honest with yvou ™
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Participant C1
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Justification
Support — 0 — “definitely 100% depending on her husbond but in the future if her husband is
na langer here, her doughter will help her and friends will aizo help her as well.™
Formal Education — 3 — university — bachelor's degree
Language — £ — only partially good at reading, writing or spezking in English. [Even though an
interpreter was asking the questions, she understood what the researcher was saying and
tried to say a faw answers.)
Basic digital skills — 3 —uses WhatsApp, gocgle maps, “She will use the defoult apps in apple.”
Technology experience in occupation — 2 — used to work as an interpreter. “f think her
agency’s website is online and then she'll have to use the website to see what time she's going
to what gppointments.” “.__.ond she’ll zend emails to them?.. Yeah.”
Disabilities — 5 — no dizabilities.
Financial literacy — 0 — doesn’t use any online services; husband does all the digital financial
services for the participant. "When it comes to any online stuff her husbond does maost of
the.... he has g responsibility to do a lot of stuff even when it comes to...s0 she will make the
call herself but when needed anline services her husband will deal with everything.”
Confidence — 2 — "=o confidence wise, she's 50%. So, when she hag ig use i zhe's maybe
nat the most confident but she will probably do i but =he doeen't feel the need fo uze online
stuff.”
Access to equipment/connection — & — participant has access to equipment,/connection.
Fear— 10— "_with online shopping she tried to kind of buy something from online but she asked
her husband to check it through for her. She didn't actually click checkout so she mever
purchased anything but her husbond was saying thot she ordered everything completely
wrong. 5o that was like the first ond the last time.*

- “zo, she's a little bit seared. But mostly because she s guite a clumsy person. She tends

to make a lot of miztakes, especially online. And when it comes to onling, it's harder to
kind of fix that mistake. ”
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ParticipantC2
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Justification

Support— 0 —she lives alone. She's a divorcee. “Sa, mast of the time, she will ask people from
here Wing Hong to buy insurance for her and shell just give them the money, but they will be
the ane ta buy stuff online for her. And then sametimes she also ask her son to da it.”
“Lometimes he doesn't pick up her colls, doesn’t answer Rer guick enough then she'll come fo
Wing Hong so they alwaoys heip o lot.”

Formal Education — 1 - primary school

Language — 0 —“5he can’t really write a lot and she alsa is really bad ot spelling. Speaking wise
again, she's quite poor ot speaking. And often when it comes to reoding, she hos learmed to
reod the essential subs like when it caomes to doctars letters, she will know haw to_._she’ll reod
that.™

Basic digital skills — Z - “language borrier ond oiso she's not familior with phones, laptaps this
digital technology in general..so both are challenges.” She uses WeChat, Facebook,
WhatsApp, google for translation, weather app, YouTube videos.

Technology experience in occupation— 0 — used to work in 3 kitchen at a takeaway shop,
didn’t use technology at workplace.

Disabilities — 5 — no disabilities.

Financial literacy— 0 — doesn't use any online services; no online shapping, nothing. “sa anline
banking always in person. 5he’s never tried to even call them never tried aniine bonking its
always in persan. She goes into a bank and da all her stuff. ™ Reason: “Sa it's just longuage
barrier ond alsa she's unfomilior with the anline technalogies.™

Confidence — 0 — “she’s not very confident she's quite scared of getting scammed.”

Access to equipment/connection — 5 — participant has access to equipment/connection.
Fear — 0 — “she’s really scared of being scammed. ™ “..._.doesn’t know Row to use technology
at ol and alsa the fear os well.” “She’s had experignces with anline scomming before.”
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Justification
Support — 4 — husband deals with insurance policies and transport service tickets but she
could do it if she wanted to.
Formal Education — 3- university degree from Hong Kong.
Language — 5 — knows how to read, write and speak in English. Participant spoke in English
without interpreter's help.
Basic digital skills — 5 — uses chat feature on banking website when stuck. Carries out
transactions and transfers money between accounts. Uses WhatsApp and WeChat.
Technology experience in occupation — 0 — used to work as an interpreter, didn't use
technology at workplace.
Disabilities — 5 — no disabilitias.
Financial literacy — 5 — does online shopping, online banking. “f poy my credit card by direct
dehit. 5o, | usually just check whether 've gat enouwgh money in the current occount to pay the
credit card ™
Confidence — 5 — very confident to use online financial services and to tackle any issues.
Access to equipment/connection — 5 — participant has access to equipment connection.
Fear —4 — “just need to be coutious about what website [ use. ™

- “FWhen I tived to renew my driving license . T went to the website omd pressed the first

ong that come becanse it's like a goverrmernt website. But thetf wer a scam ™
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Justification

Support — 0 —her kids helg her out with all the online finandal services.

Formal Education — 1 — middle school in Hong Kong.

Language — 0 — “So first of oll the longuage barrier, she doesn’t speak English.”

Biasic digital skills — 1 — online shopping — she won't do it by herself “she will ask her doughter
ta fielp her.™ 3he hasn't done any online transactions because she hasn't learned it yet. House
insurance — “her son will deal with everything.” “When it comes to troin tickets, flight tickets
her daughter her kids will buy it for her " She uses WhatsApp; “her phanes sole purpase is for
her to cammunicate with her friends and her kids ond occasionoily iff they dan’t have o ot to
talk obout then text.”

Technology experience in occupation— 0— she was a housewife.

Disabilities — 5 — no dizabilities.

Financial literacy — 0 — doesn't use any online senvices; “she dogsn’t do anline banking at all.™
She goes to Bank of China to carry out banking activities.

Confidence — 0 — “she dossnt have confidence because she's literally unaware.” She
doesnt have the confidence to do any tasks.

Access to equipment/connection — 5 — participant has access to equipment/connection.
Fear — 0 — “_if | do use it through my kids, there's no fear because she trusts her kids.™
However, she hasn't used the services yet and she receives immense supgort from her kids.
Alsp, language is a barrier.
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Justification

Support — 0 —lives with husband. Husband and children does everything for her.

Formal Education — participant didn’t want to mention it.

Language — 5 — knows how to read, write and speak in English. Participant spoke in English
without interpreter's help.

Basic digital skills — 2 — uses WhatsApp and Google maps. Doesn't use any online financial
services. “Because my 5an Work in technolagy. 5o, he tald me, just delete ang report.”
Technology experience in occupation— 0 — used to work as an interpreter, didn’t use
technology at workplace.

Disabilities — 5 — no disabilities.

Financial literacy — 0 — doesn’t use any online services; husband and children does all the
digitzal financial services for the participant.

“my husband, he deals with that sort of things. ... | just, | just concentrate on living.”
Income before retirement? - “my husbang deol with this sart of things. | just work.™
Confidence — 0 — “are you confident fo use websife? No”

Access to equipment/connection — 5 — participant has access to equipment; connection.
Fear — 0 — “T gon't trust all those technology things. Right? Yes. Okoy, because you hear ail
thase scary stores.”
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Justification
Support — 0 — lives with kids' family — a multigenerational household. Kids do everything for
hirm.

Formal Education — 1 - primary school

Language — 2 — needed an interpreter to answer the guestions but he could understand and
partially speak in Emglish.

Basic digital skills — 0 — doesn't use technology at all. “Nat realiy interested to use it”
Technology experience in occupation— 0 — he was a shopkeeper, didn't use technology at
workplace.

Disabilities — 0 — he has dementia.

Financial literacy — 0 — doesn't use any online servipas; wife and kids do all the digital financial
services for the participant. His family deals with his bank account.

Confidence — 0 - he has never used technology. However, a score of 0 was given as he is
receiving immense support from family. Also, his basic digital skills are low. He also has
disabilities.

Access to equipment/connection — 5 — participant has access to equipment/connection.
“he's got o mobile phona.™

Fear — 0 - He has never used technology. His kids do everything for him. A score of 0 was
given as he is receiving immense support from family. Also, his basic digital skills are low. He
also has disabilities.
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Justification

Support — 1 — “sometimes, you know, money wise, you know, sometimes she helps me to
send the money.”

Formal Education — 2 - received metrics [high school graduate) then learned a course for one
year in UK (crash course)

Language — 4 — partially good at reading, writing and speaking in English. Participant spoke in
English without interpretar's helg.

Basic digital skills — 2 — uses WhatsApp and uses online banking app.

Technology experience in occupation — 0 —didn’t use technology at workplace. “anly
repairing.” “not the technology port.™

Disabilities — 4 — health issue: has some difficulties in walking but this does not prevent him
from using online services.

Financial literacy — 2 — does a little bit of online banking: “sometimes, you know, money wise,
you know, sometimes she helps me to send the money.” Shopping. prefers in-person
shopping but daughter helps with onling shopping if needed: “she arders for us and caming
in our house, we are poying her.” Insurance policy: “they send me o letter... 50 you ahways
stick with the same insurance provider?._lost five years..yes... sametimes | ask my doughter
ta see if it's cheaper.”

Confidence — 3 — “moderately” confident.

Access to equipment/connection — 5 — participant has access to equipment; connection.
Fear — 1 — “o lot of frouds going on in this warld you know ™ Reseorcher. “so does that meon
vou have a fear of scomsr..... Yes.._.But | can handle them no prablem right. They phone in
the house to get your account number.™

“the new things gaing an in our orea... people pretend they are from police ond they're trying
ta get your bank details. ™
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Justification

Support — 1 — "you tried using Amazon?..Yeah. Daughter again. Choose and send to
daughter.” “I'm sending my daughter. | want to buy this one. Okay, she’s handling money
because I'm very scared.”

Researcher: “she will have ta go to you [husband) for the banking part.... Yeah. For buying
Amazon ar online shopping you will go to your kids.. Yeah™

Formal Education — 2 - received metrics (high school graduate)

Language — 4 — partially good at reading, writing and speaking in English.

Basic digital skills — 2 — uses Whats&pp and websites like Amazon and Tesco to find garden
items. Uses Google to search information.

Technology experience in occupation — 0 — didn't use technology at workplace.
Disabilities — 5 — no disabilities.

Financial literacy — 0 — husband deals with the financial part. She only uses online websites
for shopping (except the transactions).

Confidence — 1 -She doesn't use online banking or carry out any online fransactions.

Access to equipment/connection — 5 — participant has access to equipment/connection.
Fear — 0 — Researcher: “so how come you are scared to gdo the.. transoction part?. Fear af
Jfinanciol scoms? Aye, I'm not actually comfartobie, comfartable right fram inside. 5o, if you're
not comfortabie, I'm not doing anything.”

“Becouse a lot of fraouds nowodoys. "
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Justification

Support — 0 — lives with husband, son and their family (multi-generational household). She's
fully dependent on her husband, son and daughter in law.

Formal Education — 3 — graduated with a degree in Economics and English in India. Completed
one year of Masters in English but couldn't complete it due to marriage.

Language — 4 —she's partially good at reading, writing and speaking in English.

Basic digital skills — 1 — uses phone for WhatsApp and email.

Technology experience in occupation — 0 — used to work in their own post office before
retirement.

Disabilities — 4 — health issue: she deals with arthritis.

Financial literacy — 0 — doesn't use any online financial services. Prefers doing everything in-
person.

Confidence — 0 — she doesn't have any confidence to use online financial services: “No
confidence.”

Access to equipment/connection — 5 — uses a smartphone.

Fear — 0 — she stopped doing online shopping due to fear; she learned how to add items in
the online shopping basket but she didn't go further: “Put the things in the basket then after
that | stopped....[ don’t want to fose my money™.

She's scared to use online banking app.
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