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ABSTRACT 

The outbreak of the Coronavirus (COVID-19) drove the Philippines to go into 

lockdown. This resulted in many shocks to the actual economy, halting production in both 

households and businesses. Transactions and trade have been forced towards digitized 

processes utilizing e-wallets and other contactless means of payment due to the limits of 

physical mobility and the risks of managing physical money. E-wallets' propensity to stimulate 

economic growth goes beyond safety, security and ease of use. From this premise, this 

qualitative study sought to investigate the possibility of these e-wallets to assist in the 

restoration of the economy of Tacloban City, Leyte, by minimizing the effects of COVID-19 

on local businesses. With a purposive sampling method, a total of fifteen (15) businesses who 

use e-wallets were selected to participate in this study. Data was collected through online 

interviews and analysed through thematic and content analysis. This study found that Tacloban 

Cit\¶s sitXation amidst the COVID-19 pandemic called for greater use of digital payment 

platforms, for contactless and safer business transactions, yet the increase in adoption of e-

wallets has been gradual. The aspect in businesses in which e-wallets contributed to the most 

was to the operations and increase of sales, while minimal effects to the activities in financing 

and investments.  
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CHAPTER 1

INTROD8CTION

The VeYeUiW\ Rf ecRQRPic dROdUXPV bUed b\ Whe COVID-19 SaQdePic iV VRUeO\

eYideQW iQ Whe PhiOiSSiQeV, aQ ePeUgiQg ecRQRP\ WhaW had beeQ fRUced iQWR RQe Rf iWV deeSeVW

UeceVViRQ iQ hiVWRU\. EaVWeUQ ViVa\aV (RegiRQ 8), iQ SaUWicXOaU, faced Whe bUXQW Rf Whe

UeceVViRQ, iWV ecRQRP\ VhUiQNiQg b\ 7.6% iQ 2020. IQdXVWUieV iQ TacORbaQ CiW\, Whe ceQWeU Rf

WUade aQd cRPPeUce iQ Whe UegiRQ, haYe beeQ caXghW XQSUeSaUed: VRPe bXViQeVVeV ZeUe

fRUced WR cORVe, VRPe dURZQed iQ baQNUXSWc\.

AccRUdiQg WR a VWXd\ b\ CaUOVVRQ-S]Oe]aN, ReeYeV, aQd SZaUW] (2020), Whe cXUUeQW

SXbOic heaOWh cUiViV haV PaQifeVWed iWVeOf iQ Whe VR-caOOed "WZiQ WhUeaWV" WR Whe UeaO ecRQRP\

aQd Whe fiQaQciaO V\VWeP. The VOXPSV iQ Whe fiQaQciaO VecWRU aUe chaUacWeUi]ed b\ VOXPSV iQ

caSiWaO fRUPaWiRQ aQd iQYeVWPeQW; ZheUeaV, Whe UeaO ecRQRP\ fUee]e cUiSSOeV Whe fORZ Rf

SURdXcWiRQ aQd caVh fORZV iQ hRXVehROdV aQd bXViQeVVeV. BRWh Rf WheVe VhRcNV deceOeUaWe

ecRQRPic gURZWh.

IQQRYaWiRQ iV a PeaVXUe WR PiQiPi]e Whe UeSeUcXVViRQV Rf Whe VhRcNV iQ Whe fiQaQciaO

V\VWeP aQd UeaO ecRQRP\ (CaUOVVRQ-S]Oe]aN eW aO., 2020). APid UeVWUicWiRQV iQ Sh\VicaO

PRbiOiW\ aQd Whe UiVN Rf haQdOiQg haUd cXUUeQcieV, Sa\PeQWV aQd cRPPeUce haYe beeQ SXVhed

iQWR digiWaO SURcedXUeV WhURXgh e-ZaOOeWV aQd RWheU cRQWacWOeVV PRdeV Rf Sa\PeQW. Be\RQd Whe

cRQYeQieQce aQd VafeW\ Rf e-ZaOOeWV iV iWV abiOiW\ WR SURSeO ecRQRPic gURZWh (ViVa, 2021). IW

haV UedXced Whe fUicWiRQ iQ Whe UeaO ecRQRP\, iQYigRUaWiQg e[chaQge RQ gRRdV aQd VeUYiceV.

IQcUeaVed VSeQdiQg aQd cRQVXPSWiRQ cRQVeTXeQWO\ OeadV WR iQcUeaVed SURdXcWiRQ, OabRU

SaUWiciSaWiRQ, aQd iQcRPe, aQd XOWiPaWeO\, a PRUe URbXVW ecRQRPic gURZWh (ZaQdi eW aO.,

2016).

E-ZaOOeWV iQcUeaVe Whe YeORciW\ Rf PRQe\, PeaQiQg gRRdV aQd VeUYiceV aUe e[chaQged

PRUe fUeTXeQWO\. HigheU YeORciW\ Rf PRQe\ iQ Whe ecRQRP\ iV iQdicaWiYe Rf a heaOWh\
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ecRQRP\: PRQe\ PRYeV PRUe fUeTXeQWO\ WRZaUdV SXUchaVeV aQd RWheU fRUPV Rf VSeQdiQg,

OeadiQg WR higheU dePaQd aQd jXVWif\iQg a higheU degUee Rf SURdXcWiRQ. The\ aOVR e[WeQd

fiQaQciaO VeUYiceV WR Whe SUeYiRXVO\ XQbaQNed SRSXOaWiRQ, SURPRWiQg cRQVXPeU cRQfideQce

aQd fiQaQciaO iQcOXViRQ. IW aOVR bUiQgV VhadRZ WUaQVacWiRQV WR Whe fRUPaO fiQaQciaO V\VWeP aQd

iQcUeaVeV Wa[ UeYeQXeV WR Whe gRYeUQPeQW (ViVa, 2021).

AccRUdiQg WR a fiYe-\eaU VWXd\ b\ MRRd\'V AQaO\WicV (2016), iQcUeaVed SeQeWUaWiRQ

UaWeV Rf digiWaO Sa\PeQWV WUaQVOaWeV WR iQcUeaVed gURVV dRPeVWic SURdXcW (GDP). A RQe-SeUceQW

iQcUeaVe iQ digiWaO Sa\PeQWV adRSWiRQ cRUUeVSRQdV WR $104 biOOiRQ iQ GDP gURZWh iQ

deYeORSed aQd deYeORSiQg cRXQWUieV (MRRd\'V AQaO\WicV, 2016). SWaWiVWa (2020) UeSRUWV WhaW

e-ZaOOeWV SeQeWUaWiRQ UaWe iQ Whe PhiOiSSiQeV haYe Ueached 22.4 SeUceQW aV Rf 2020, aQd iV

e[SecWed WR iQcUeaVe XS WR 63.4 SeUceQW iQ 2025.

TheUe aUe a P\Uiad Rf e[iVWiQg VWXdieV RQ Whe iPSOicaWiRQ Rf digiWaO Sa\PeQWV,

eVSeciaOO\ RQOiQe baQNiQg, QR cRdeV RQ Whe bXViQeVV VecWRU aQd Whe ecRQRP\ aV a ZhROe, bXW

WheUe iV a UeVeaUch gaS RQ e-ZaOOeWV. E-ZaOOeWV aUe a faiUO\ QeZ iQQRYaWiRQ WhaW RQO\ becaPe

PaiQVWUeaP iQ 2015 ZiWh Whe UeOeaVe Rf digiWaO ZaOOeWV fURP ASSOe aQd SaPVXQg. GCaVh aQd

Pa\Pa\a, Whe OeadiQg eZaOOeW SURYideUV iQ Whe PhiOiSSiQeV, ZeUe aOVR OaXQched aURXQd Whe

VaPe \eaU, bXW gaiQed SURPiQeQce dXUiQg Whe COVID-19 SaQdePic dXe WR iWV cRQYeQieQce

aQd VafeW\.

BaVed RQ Whe QRWiRQ WhaW iQQRYaWiRQ iV Whe Ne\ WR cXVhiRQ Whe daPageV Rf Whe

COVID-19 SaQdePic, SaUWicXOaUO\ Whe daPageV RQ caVh fORZ aQd SURdXcWiRQ iQ hRXVehROdV

aQd bXViQeVVeV, Whe UeVeaUcheUV aUUiYed aW Whe idea WhaW e-ZaOOeWV, aV aQ iQQRYaWiRQ, haYe a

SRWeQWiaO WR PiWigaWe Whe diVUXSWiRQV iQ bXViQeVVeV, aQd Whe iQQRYaWiRQ RXWSXW ZiOO fXUWheU

cRQWUibXWe WR Whe ecRQRP\. The SURSRQeQWV ZaQWed WR cRQfiUP if e-ZaOOeWV, iQ facW, caQ

UedefiQe bXViQeVV d\QaPicV iQ Whe PidVW Rf Whe SaQdePic.
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AV RQe Rf Whe highO\ XUbaQi]ed ciWieV iQ Whe PhiOiSSiQeV, TacORbaQ CiW\ iV a VWURQg

SURVSecW aV Whe UeVeaUch ORcaOe. The UeVXOWV Rf WhiV XQdeUWaNiQg ZiOO (1) UeYeaO hRZ Whe XVe Rf

e-ZaOOeW V\VWePV gaOYaQi]e Whe fiUP-OeYeO caVh fORZV aQd SURdXcWiRQ Rf gRRdV aQd VeUYiceV iQ

eQWeUSUiVeV iQ TacORbaQ CiW\; aQd (2) iOOXVWUaWe hRZ e-ZaOOeW SeQeWUaWiRQ PiQiPi]eV daPageV

iQ Whe UeaO ecRQRP\ dXUiQg Whe COVID-19 SaQdePic.

SWDWHPHQW RI WKH PUREOHP

DeVSiWe Whe decOiQe iQ ecRQRPic acWiRQ dXUiQg Whe COVID-19 SaQdePic, WheUe haV

beeQ a VXUge iQ Whe XVe Rf digiWaO ZaOOeWV. IQ 2020, digiWaO Sa\PeQWV accRXQWed fRU 27% Rf Whe

WRWaO YaOXe Rf Sa\PeQW WUaQVacWiRQV iQ Whe PhiOiSSiQeV (SWaWiVWa, 2020). The OeadiQg PhiOiSSiQe

e-ZaOOeW SURYideU, GCaVh, QRZ haV 60 PiOOiRQ XVeU accRXQWV, Zhich iV 80% Rf Whe FiOiSiQR

adXOW SRSXOaWiRQ. The SXbOic heaOWh cUiViV haV SaYed Whe Za\ WR acceOeUaWe Whe adRSWiRQ Rf

e-ZaOOeWV iQ Whe cRXQWU\. ThiV aOVR SUeVeQWV aQ RSSRUWXQiW\ WR Pa[iPi]e Whe SRWeQWiaO Rf Whe

iQQRYaWiRQ WR WUaQVfRUP Whe cXUUeQW Sa\PeQW ecRV\VWeP, aQd cRQWUibXWe WR Whe UecRYeU\ Rf Whe

ecRQRP\. TheUefRUe, Whe SUiPaU\ RbjecWiYe Rf WhiV VWXd\ iV WR iQYeVWigaWe Whe UROe Rf e-ZaOOeWV

iQ PiQiPi]iQg Whe effecWV Rf Whe ³UeaO ecRQRP\ fUee]e´ bURXghW b\ Whe COVID-19 SaQdePic

WR Whe bXViQeVVeV iQ TacORbaQ CiW\. TR RbWaiQ aOO Whe eVVeQWiaO NQRZOedge, iQfRUPaWiRQ, aQd

daWa, Whe UeVeaUch VRXghW WR aQVZeU Whe fROORZiQg TXeVWiRQV:

GeQeUaO QXeVWiRQ: HRZ dR e-ZaOOeWV PiWigaWe Whe SaQdePic-iQdXced daPageV WR OiTXidiW\,

SURdXcWiRQ, aQd gURZWh iQ eQWeUSUiVeV iQ TacORbaQ CiW\?

SSecific QXeVWiRQV:

1. HRZ dR e-ZaOOeWV gaOYaQi]e caVh fORZV aQd SURdXcWiRQ Rf gRRdV aQd VeUYiceV

iQ bXViQeVV WhURXgh VWUeQgWheQiQg acWiYiWieV iQ:

a. OSeUaWiRQV;
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b. FiQaQciQg; aQd,

c. IQYeVWPeQWV;

2. WhaW aUe Whe iPSOicaWiRQV Rf bXViQeVV SURdXcWiYiW\ aWWUibXWed WR e-ZaOOeW

SeQeWUaWiRQ iQ bXViQeVVeV WR Whe ORcaO ecRQRP\?

AVVXPSWLRQV

The UeVeaUcheUV aVVXPe WhaW e-ZaOOeWV caQ be XVed WR addUeVV Whe daPage PechaQiVPV

Rf Whe COVID-19 SaQdePic, SaUWicXOaUO\ VhRcNV WR Whe UeaO ecRQRP\, becaXVe:

1. IW SURPRWeV e[chaQge Rf gRRdV, VeUYiceV, aQd PRQe\ iQ Whe cXUUeQW heaOWh cUiViV

deVSiWe Sh\VicaO UeVWUicWiRQV;

2. IW dUiYeV bXViQeVV SURdXcWiYiW\ WhURXgh VWUeQgWheQiQg caVh fORZV iQ RSeUaWiRQV,

fiQaQciQg aQd iQYeVWiQg acWiYiWieV, Zhich OeadV WR gUeaWeU SURdXcWiRQ Rf gRRdV

aQd VeUYiceV, aQd cRQVeTXeQWO\, VSeQdiQg;

3. The XVe Rf e-ZaOOeWV aQd iWV eQVXiQg effecWV WR bXViQeVV SURdXcWiYiW\ haYe

SRViWiYe iPSOicaWiRQV WR ceUWaiQ iQdXVWUieV Rf TacORbaQ CiW\.

TKHRUHWLFDO FUDPHZRUN

ThiV VWXd\ ZiOO PaNe XVe Rf Whe CUpSRQ, DXgXeW, aQd MaiUeVVe (CDM) fUaPeZRUN iQ

RUdeU WR ideQWif\ hRZ Whe iQQRYaWiRQ iQ digiWaO Sa\PeQWV, WhaW iV Whe e-ZaOOeWV, addUeVV Whe

VhRcNV WR Whe UeaO ecRQRP\. The CDM fUaPeZRUN ZaV PRdeOed WR accRXQW fRU iQQRYaWiRQ¶V

iPSacW RQ fiUP-OeYeO SURdXcWiYiW\. The idea behiQd WhiV fUaPeZRUN iV WhaW Whe iQQRYaWiRQ iQSXW

aSSOied b\ Whe fiUP OeadV WR iQQRYaWiRQ RXWSXW, PaQifeVWiQg iQ WheiU SURdXcWV RU iQ SURdXcWiRQ

PeWhRdV, Zhich XOWiPaWeO\ UeVXOWV iQ SURdXcWiYiW\ gURZWh.

The VWUXcWXUe aQd SeUVSecWiYe RffeUed b\ Whe Vaid WheRU\ ZiOO heOS iQ iQYeVWigaWiQg hRZ

e-ZaOOeWV, aV aQ iQQRYaWiRQ iQSXW aQd aV a chaQge WR Whe fiQaQciaO V\VWeP, addUeVV Whe PajRU

cRQceUQV Rf WhiV VWXd\ Zhich iV Whe diVUXSWiRQ iQ Whe caVh fORZV aQd SURdXcWiRQ iQ bXViQeVVeV.
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CRQFHSWXDO FUDPHZRUN

FigXre 1. ReVearch Model

ThiV VWXd\ iV baVed RQ WZR SUePiVeV: (1) Whe CaUOVVRQ-S]Oe]aN, SZaUW], & ReeYeV'

TZiQ EcRQRPic ThUeaWV fURP COVID-19, WhaW iOOXVWUaWeV Whe UiVNV bURXghW b\ fiQaQciaO

V\VWeP VhRcNV aQd UeaO ecRQRP\ fUee]e WR Whe ecRQRP\, aQd (2) Whe CUpSRQ, DXgXeW, aQd

MaiUeVVe (CDM) fUaPeZRUN WhaW accRXQWV fRU iQQRYaWiRQ¶V iPSacW RQ a fiUP¶V SURdXcWiYiW\.

B\ cRQQecWiQg WheVe WZR fUaPeZRUNV, Whe SURSRQeQWV ZeUe abOe WR VROidif\ Whe PaiQ

aVVXPSWiRQ Rf RXU VWXd\: e-ZaOOeWV, aV aQ iQQRYaWiRQ, haYe SRWeQWiaO WR gaOYaQi]e fiUP-OeYeO

SURdXcWiYiW\, aQd WhiV iQQRYaWiRQ RXWSXW ZiOO fXUWheU cRQWUibXWe WR Whe ecRQRP\.

The VWXd\ aiPV WR VhRZcaVe hRZ e-ZaOOeWV caQ be XVed WR PiWigaWe Whe UeSeUcXVViRQV

Rf Whe COVID-19 cUiViV, VSecificaOO\ RQ Whe ecRQRPic fUee]e. ThURXgh Whe iQWegUaWiRQ Rf

e-ZaOOeWV iQ eQWeUSUiVeV, caVh fORZ acWiYiWieV fRU RSeUaWiRQV, iQYeVWPeQWV, aQd fiQaQciQg aUe

dUiYeQ fRUZaUd deVSiWe Whe SaQdePic. ThiV SURPRWeV a gUeaWeU degUee Rf SURdXcWiRQ Rf gRRdV

aQd VeUYiceV, WheUeb\ eQcRXUagiQg VSeQdiQg aQd cRQVXPSWiRQ iQ Whe ecRQRP\.

SFRSH DQG DHOLPLWDWLRQ

The RbjecWiYeV Rf Whe UeVeaUch ZaV ceQWeUed RQ Whe UROe Rf e-ZaOOeWV iQ addUeVViQg Whe

daPage PechaQiVPV Rf Whe COVID-19 SaQdePic OiPiWed WR VhRcNV WR Whe UeaO ecRQRP\ iQ

TacORbaQ CiW\, PhiOiSSiQeV. IW iQYeVWigaWed hRZ e-ZaOOeWV dUiYe Whe fROORZiQg iQdicaWRUV iQ

caVh fORZ: (a) RSeUaWiRQV; (b) fiQaQciQg; aQd, (c) iQYeVWPeQW. OWheU daPageV caXVed b\ Whe
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SaQdePic RQ Sh\VicaO aQd SV\chRORgicaO heaOWh, eQYiURQPeQW, aQd Whe SROiWicaO aUeQa ZeUe

QRW cRQVideUed, becaXVe WheVe ZeUe QRW diUecWO\ UeOaWed WR Whe XVe Rf e-ZaOOeWV.

IPSacWV Rf e-ZaOOeW XVage ZeUe VWXdied ZiWhiQ a WZR-\eaU WiPefUaPe fURP Whe VWaUW Rf

Whe COVID-19 SaQdePic WR Whe SUeVeQW. AV WhiV UeVeaUch SUiPaUiO\ aiPed WR fiQd RXW Whe UROe

Rf e-ZaOOeWV iQ bXViQeVV SURdXcWiYiW\ dXUiQg Whe cXUUeQW SaQdePic, aQ\ SeUiRd befRUe Whe

cXUUeQW heaOWh cUiViV, WhaW iV, befRUe MaUch 2020, ZaV QRW deePed UeOeYaQW WR Whe VWXd\. DaWa

RQ Whe iPSacW Rf e-ZaOOeWV fURP SUeYiRXV SaQdePicV, UeceVViRQV, RU RWheU cUiVeV ZeUe QRW

cRYeUed.

MRUeRYeU, WhiV VWXd\ iQYROYed PicUR-VPaOO, VPaOO, PediXP, aQd OaUge eQWeUSUiVeV

XViQg e-ZaOOeWV WhaW beORQg WR Whe WhUee iQdXVWUieV deePed b\ Whe NaWiRQaO EcRQRPic aQd

DeYeORSPeQW AXWhRUiW\ WR be Whe PaiQ gURZWh dUiYeUV iQ EaVWeUQ ViVa\aV, QaPeO\ (1)

agUicXOWXUe; (2) WRXUiVP; (3) UeWaiO/cRPPeUce. EQWeUSUiVeV iQ TacORbaQ CiW\ WhaW dR QRW ePSOR\

e-ZaOOeW Sa\PeQW PeWhRdV ZeUe aOVR QRW SaUW Rf WhiV UeVeaUch. BXViQeVVeV RXWVide Whe

afRUePeQWiRQed VecWRUV ZeUe e[cOXded.

SLJQLILFDQFH RI WKH SWXG\

AccRUdiQg WR CaUOVVRQ-S]Oe]aN aQd SZaUW] (2020), iQQRYaWiRQ caQ cXVhiRQ Whe

daPage PechaQiVPV Rf a cUiViV OiNe Whe COVID-19 SaQdePic. WiWh Whe cRPPiWPeQW Rf Whe

BaQgNR SeQWUaO Qg PiOiSiQaV WR haUQeVV Whe fXOO SRWeQWiaO Rf digiWaO WechQRORg\ WR eVWabOiVh a

VecXUe, UeOiabOe, aQd iQcOXViYe digiWaO Sa\PeQWV ecRV\VWeP iQ Whe PhiOiSSiQeV, iW becRPeV

UeOeYaQW WR e[SORUe Whe iPSacW Rf e-ZaOOeWV RQ bXViQeVV SURdXcWiYiW\, aQd cRQVeTXeQWO\, Whe

ecRQRP\.

ThiV VWXd\ VXSSRUWV Whe RbjecWiYeV Rf Whe UQiWed NaWiRQV' SXVWaiQabOe DeYeORSPeQW

GRaO 8, Zhich SURPRWeV eQWUeSUeQeXUVhiS, cUeaWiYiW\ aQd iQQRYaWiRQ, aQd eQcRXUageV Whe

fRUPaOi]aWiRQ Rf MSMEV. IW aOVR iV UeOeYaQW WR Whe fXOfiOOPeQW Rf SXVWaiQabOe DeYeORSPeQW
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GRaO 9, Zhich iV WR fRVWeU iQQRYaWiRQ, iQcUeaVe acceVV WR fiQaQciaO VeUYiceV aQd PaUNeWV, aQd

VXSSRUW WechQRORg\ deYeORSPeQW.

TheUe iV QRW a PRUe RSSRUWXQe WiPe WR cRQdXcW WhiV VWXd\, eVSeciaOO\ ViQce Whe cRXQWU\

ZaV fRUced iQWR RQe Rf iWV ZRUVW UeceVViRQ iQ hiVWRU\. ThiV VWXd\ caQ cRQWUibXWe WR Whe OiPiWed

bRd\ Rf OiWeUaWXUe RQ Whe VigQificaQce Rf digiWaO Sa\PeQWV iQ dUiYiQg ecRQRPic SURdXcWiYiW\ iQ

WiPeV Rf UeceVViRQ aQd RWheU cUiVeV. The YaUiabOeV aQd iQdicaWRUV iQcRUSRUaWed iQ WhiV VWXd\

haYe aOVR QRW beeQ ORcaOi]ed iQ TacORbaQ CiW\. FiQdiQgV VhRXOd beQefiW Whe fROORZiQg

iQdiYidXaOV aQd RUgaQi]aWiRQV:

The BXVineVV EVWabliVhmenWV. FURP Whe fiQdiQgV Rf WhiV VWXd\, bXViQeVVeV iQ Whe aUea

VhRXOd be abOe WR VWUaWegi]e WheiU RSeUaWiRQV accRUdiQgO\ WhURXgh Whe XVe Rf e-ZaOOeWV.

EVWabOiVhPeQWV VhRXOd be abOe WR WaNe adYaQWage Rf Whe Vaid iQQRYaWiRQ WR VWUeQgWheQ Whe fORZ

Rf gRRdV aQd VeUYiceV, aV ZeOO aV WheiU Sa\PeQW V\VWePV.

The Tacloban CiW\ Local GoYernmenW UniW. The ORcaO gRYeUQPeQW Rf TacORbaQ CiW\

caQ XVe Whe iQfRUPaWiRQ fURP WhiV VWXd\ aV a baViV WR eQcRXUage aQd iPSOePeQW Whe XVe Rf

e-ZaOOeWV fRU VafeU bXViQeVV WUaQVacWiRQV, aV ZeOO aV aQ aid fRU iWV ORcaO ecRQRPic UecRYeU\

SOaQ.

The Ke\ InVWiWXWionV in Whe CoXnWr\'V Economic RecoYer\. The NEDA, BSP, DSWD,

DOLE, aQd TacORbaQ LGU caQ ePSOR\ Whe fiQdiQgV Rf WhiV VWXd\ WR fXUWheU SURPRWe Whe

adRSWiRQ aQd XVe Rf e-ZaOOeWV iQ Whe cRXQWU\ WR bUidge Whe gaSV iQ Whe ecRQRP\ aV a ZhROe.

TheVe iQVWiWXWiRQV Pa\ aOVR e[SaQd Whe digiWaO Sa\PeQWV iQfUaVWUXcWXUe iQ ORcaO aUeaV WR

eVWabOiVh RYeUaOO SURdXcWiYiW\ iQ Whe ecRQRP\.

DHILQLWLRQ RI THUPV

DigiWaO Sa\PeQWV The WUaQVfeU Rf PRQe\ fURP RQe XVeU WR aQRWheU Yia digiWaO RU

RQOiQe PRdeV
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E-ZaOOeW A baQNed RU XQbaQNed digiWaO Sa\PeQW RSWiRQ WhaW caQ VWRUe

baOaQce, iQ aSS fRUP.

OQOiQe baQNiQg A feaWXUe RffeUed b\ baQNV aQd fiQaQciaO iQVWiWXWiRQV WhaW

aOORZV cOieQWV WR XVe baQNiQg VeUYiceV RYeU Whe IQWeUQeW

PURdXcWiYiW\ The PeaVXUe Rf efficieQc\ iQ bXViQeVV caVh fORZV aQd

SURdXcWiRQ Rf gRRdV aQd VeUYiceV.

QR cRdeV A SUiQWed baUcRde WhaW caQ be VcaQQed ZiWh a VPaUWShRQe RU

RWheU deYiceV eQabOeV cXVWRPeUV WR cRPSOeWe Sa\PeQW RQ Whe

VSRW
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CHAPTER 2

RE9IE: OF RELATED LITERAT8RE

IQWURGXFWLRQ

ThiV UeYieZ ZiOO cRYeU e[iVWiQg VWXdieV UeOeYaQW WR Whe UROe Rf e-ZaOOeW Sa\PeQW

V\VWePV iQ PiWigaWiQg daPage PechaQiVPV bURXghW abRXW b\ Whe COVID-19 SaQdePic iQ

TacORbaQ CiW\, PhiOiSSiQeV. SXch daPage PechaQiVPV ZiOO RQO\ be OiPiWed WR Whe dRXbOe

PacURecRQRPic VhRcNV WR VXSSO\: Whe fUee]e iQ Whe fORZ Rf gRRdV aQd VeUYiceV aQd RQ Whe

fiQaQciaO V\VWeP (CaUOVVRQ-S]Oe]aN eW aO., 2020). IQ OiQe ZiWh Whe afRUePeQWiRQed RbjecWiYe,

Whe iPSacW aQd beQefiW Rf e-ZaOOeWV ZiOO be fRcXVed RQ bXViQeVV SURdXcWiYiW\ aQd Whe OaUgeU

ecRQRP\. IW iV iPSRUWaQW WR QRWe WhaW WheUe iV OiPiWed OiWeUaWXUe RQ WhiV WRSic, cRQVideUiQg WhaW

Whe COVID-19 SaQdePic iV UeceQW aQd VWiOO XQfROdiQg. ThXV, PRVW Rf Whe VWXdieV UeYieZed

haYe VhRUW- WR PediXP- WeUP aVVeVVPeQW Rf Whe iPSacW Rf e-ZaOOeWV RQ Whe SaQdePic. The UROe

Rf e-ZaOOeWV iQ SaUWicXOaU haV QRW beeQ e[SORUed iQ RWheU VWXdieV, heQce, WhiV UeYieZ ZiOO

geQeUaOO\ iQcOXde digiWaO RU caVhOeVV Sa\PeQWV, XQdeU Zhich e-ZaOOeWV aUe caWegRUi]ed.

SeYeUaO VWXdieV UecRgQi]ed WhaW digiWaO Sa\PeQW PeWhRdV aUe PRUe cRVW-effecWiYe WhaQ

caVh Sa\PeQWV (Me\eU eW aO., 2020; EVWiRNR eW aO., 2019; ZiPPeUPaQ eW aO., 2014). EOecWURQic

Sa\PeQW PeWhRdV VXch aV PRbiOe SRiQW-Rf-VaOe (PPOS), WaS-WR-ShRQe VROXWiRQV, VcaQ-WR-Sa\

WechQRORgieV (QR cRdeV), aQd e-ZaOOeWV haYe ORZ iQiWiaO iQYeVWPeQW aQd ORZ cRVWV Rf

PaiQWeQaQce. ThiV ZiOO iQcUeaVe fiQaQciaO acceVVibiOiW\ aQd iQcOXViRQ. (Me\eU eW aO., 2020).

EOecWURQic Sa\PeQWV aOVR SURYe WR be PRUe cRVW-effecWiYe fRU Whe UeciSieQW.

AccRUdiQg WR EVWiRNR (2019), Whe COVID-19 SaQdePic haV XQe[SecWedO\ acceOeUaWed

Whe deYeORSPeQW aQd adRSWiRQ Rf digiWaO Sa\PeQWV. EYeQ SUiRU WR Whe cXUUeQW heaOWh cUiViV, Whe

PhiOiSSiQe gRYeUQPeQW haV iQYeVWed WR VWUeQgWheQ Whe cRXQWU\¶V fiQaQciaO WechQRORg\ V\VWePV

aQd SURPRWe fiQaQciaO iQcOXViRQ. The BaQgNR Qg SeQWUaO Qg PiOiSiQaV (2020) haV SURPRWed

SROic\ iQiWiaWiYeV fRU Whe QaWiRQZide WUaQViWiRQ fURP a caVh-heaY\ WR caVh-OighW VRcieW\,

9



OeYeUagiQg digiWaO iQQRYaWiRQV WR eVWabOiVh a Sa\PeQW V\VWeP fRU aOO FiOiSiQRV. WiWh Whe

dUaPaWic diVUXSWiRQV iQ Whe QaWiRQaO fiQaQciaO OaQdVcaSe dXe WR Whe COVID-19 SaQdePic,

ZhaW ZaV SUeYiRXVO\ a PediXP- WR ORQg-WeUP digiWaOi]aWiRQ SURgUaP haV beeQ iQWegUaWed iQWR

Whe fRUefURQW Rf cUiViV PiWigaWiRQ.

E-ZDOOHWV DQG BXVLQHVV PURGXFWLYLW\

The OiWeUaWXUe RQ Whe aVSecW Rf SURdXcWiYiW\ iV eQRUPRXV, eVSeciaOO\ fURP a

PacURecRQRPic SeUVSecWiYe, aQd aQ aOO-iQcOXViYe VXPPaU\ iV QRW aWWePSWed iQ WhiV SaSeU.

WhaW iV RXWOiQed heUe iV VRPe VWXdieV WhURXghRXW Whe \eaUV Zhich VhRZcaVeV hRZ fiUPV¶

adRSWiRQ Rf iQQRYaWiRQ iQ WheiU Sa\PeQW V\VWePV (deYiaWiQg fURP caVh Sa\PeQWV) aQd Whe

bXViQeVV SURdXcWiYiW\ (Zhich eQcRPSaVVeV iQ Whe OiWeUaWXUe aV bXViQeVV SeUfRUPaQce, fiUP

gURZWh aQd/RU cRQVXPSWiRQ) caQ iQWeUacW, aQd hRZ Whe OiWeUaWXUe haV YeUified Whe UeOaWiRQVhiS

beWZeeQ WheP.

DabOa-NRUUiV, KeUVWiQg aQd VeUdieU (2012) e[aPiQed Whe caXVaO UeOaWiRQVhiS chaiQ

aPRQg fiUP SURdXcWiYiW\, iQQRYaWiRQ, aQd fiQaQciaO deYeORSPeQW acURVV 63 cRXQWUieV. IQ WhiV

VWXd\, Whe QeceVViW\ WR e[SORUe hRZ Whe fiQaQciaO deYeORSPeQW Rf a cRXQWU\ iPSacWV fiUP-OeYeO

SURdXcWiYiW\, WhURXgh Whe fiUPV¶ adRSWiRQ Rf iQQRYaWiYe acWiYiWieV, SURdXcWV RU SURcedXUeV, ZaV

eVWabOiVhed. TZR VWeSV WR SURSeUO\ VRUW RXW WhiV ageQda ZeUe fROORZed: (1) VWXd\ Whe iPSacWV

Rf fiUP-OeYeO iQQRYaWiRQ adRSWiRQ WR WheiU SURdXcWiYiW\, aQd (2) figXUe RXW hRZ a cRXQWU\¶V

deYeORSPeQWV ± fiQaQciaO aQd/RU RWheUZiVe ± faciOiWaWed iQcUeaVed SURdXcWiYiW\. DaWa ZaV

gaWheUed fURP 14,000 fiUPV Rf aOO Vi]eV bXW ZiWh fRcXV RQ SMSEV, fURP ORZ- WR high- iQcRPe

cRXQWUieV. FRU Whe eVWiPaWiRQ Rf SURdXcWiYiW\ iQ WhiV VWXd\, Whe iQfRUPaWiRQ UeSRUWed b\ Whe

fiUPV RQ WheiU YaOXe Rf WRWaO VaOeV, WheiU fi[ed aVVeWV, aV ZeOO aV daWa RQ WheiU ePSOR\eeV, cRVWV

aQd ZageV ZeUe XWiOi]ed. BXW Whe RXWSXW SeU ZRUNeU ZaV Whe PaiQ YaUiabOe WhaW deWeUPiQed

SURdXcWiYiW\ fURP Whe effecWV Rf iQQRYaWiRQ. ReVXOWV Rf WhiV VWXd\ aUe RXWOiQed iQ Whe

fROORZiQg:
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1. The bURadO\-defiQed iQQRYaWiRQ - QeZ SURdXcWV WR SURdXcWiRQ iQQRYaWiRQV aQd

adRSWiRQ Rf QeZ WechQRORg\ - ZaV fRXQd WR haYe aQ effecW RQ fiUP SeUfRUPaQce. The

effecW ZaV WhaW WheVe fiUPV ZhR haYe adRSWed iQQRYaWiRQ ZeUe PRUe SURdXcWiYe

cRPSaUed WR WhRVe fiUPV WhaW did QRW.

2. The iPSacW Rf iQQRYaWiRQ ZaV gUeaWeU WR Whe SURdXcWiRQ Rf fiUPV iQ ePeUgiQg

cRXQWUieV, ZhiOe iW ZaV OeVV SURQRXQced iQ Whe deYeORSed cRXQWUieV. ThiV iQdicaWed WhaW

deYeORSiQg cRXQWUieV ZhR aUe RQO\ adaSWiQg e[iVWiQg iQQRYaWiRQ UeVXOWed iQ gUeaWeU

SURdXcWiYiW\ WhaQ WhRVe iQ deYeORSed cRXQWUieV ZhR aUe cORVeU WR iQWURdXcWiRQ Rf

WechQRORg\.

3. EYideQce ZaV diVcRYeUed WhaW Whe iPSacW Rf iQQRYaWiRQ WR fiUP SURdXcWiYiW\ ZaV QRW

affecWed b\ Whe iQWeUYeQWiRQV Rf fiQaQciaO PaUNeWV.

4. IPSOicaWiRQV VXggeVWed WhaW SROicieV, eVSeciaOO\ iQ Whe fiQaQciaO VecWRU, Zhich

eQcRXUageV Whe adRSWiRQ Rf WechQRORg\ caQ be iPSRUWaQW WR Whe SURdXcWiYiW\ Rf

ePeUgiQg cRXQWUieV.

HaVaQ, De ReQ]iV aQd SchPiedeO (2012) cRQdXcWed a VWXd\ WR fiQd RXW hRZ eOecWURQic

UeWaiO Sa\PeQWV iPSacWed Whe RYeUaOO ecRQRPic gURZWh iQ EXURSeaQ PaUNeWV. The RbjecWiYe Rf

WhiV VWXd\ ZaV WR e[aPiQe Whe iPSRUWaQce Rf QeZ deYeORSPeQWV iQ Sa\PeQW PaUNeWV aQd WheQ

WR aQaO\Ve WheiU effecWV RQ hRXVehROd cRQVXPSWiRQ, WUade aQd Whe UeaO ecRQRPic Vide, RU GDP.

E[iVWiQg SaQeO daWa RQ UeWaiO Sa\PeQWV fURP SWaWiVWicaO DaWa WaUehRXVe (SDW)

cRYeUiQg 27 EXURSeaQ SWaWeV, fURP a SeUiRd Rf 1995 WR 2009, cRQfiUPed WhaW Whe VhifW WR

eOecWURQic UeWaiO Sa\PeQWV had a VigQificaQW iPSacW RQ cRQVXPSWiRQ, WUade aQd GDP. IW ZaV

cRQcOXded WhaW Whe XVe Rf eOecWURQic UeWaiO Sa\PeQWV haYe Pade Whe ecRQRP\ Rf Whe 27

cRXQWUieV PRUe efficieQW. FXUWheU deWaiOV Rf Whe VWXd\ aUe aV fROORZV:
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1. ReVXOWV VhRZed WhaW QRQ-caVh Sa\PeQW iQVWUXPeQWV, Zhich VhifWed Whe PaUNeW aZa\

fURP bRWh caVh aQd cheTXeV, haYe VigQificaQWO\ iQcUeaVed acURVV Whe 27 cRXQWUieV iQ

EXURSe;

2. LeVV deYeORSed cRXQWUieV ZiWh OeVV adYaQcePeQWV iQ WheiU fiQaQciaO V\VWePV haYe beeQ

QRWed WR haYe Oagged behiQd iQ WeUPV Rf ecRQRPic gURZWh;

3. CaUd Sa\PeQWV, debiW aQd cUediW, UeVXOWed aV Whe higheVW cRQWUibXWRU WR ecRQRPic

gURZWh aV iW aOORZed fRU WUaQVacWiRQ efficieQc\ aQd cUediW acceVVibiOiW\, Zhich Oed iQ

RYeUaOO cRQVXPSWiRQ VPRRWhiQg;

4. IW ZaV VhRZQ WhaW deYeORSPeQWV fRU iQWegUaWiRQ aQd V\QchURQi]aWiRQ Rf eOecWURQic

Sa\PeQWV ZRXOd fXUWheU WUade aQd cRQVXPSWiRQ, Zhich ZRXOd beQefiW Whe ecRQRP\ aV

a ZhROe.

5. PROic\ UeVSRQVeV aiPed WR fRVWeU Whe adRSWiRQ Rf eOecWURQic UeWaiO Sa\PeQWV aUe

SUeVXPed b\ Whe SaSeU WR iPSacW Whe ecRQRP\ aV iW affecWV WUade aQd cRQVXPSWiRQ.

JXPbX & WeSXNhXOX (2019) aWWePSWed a VWXd\ WR fiQd RXW Whe effecWV Rf a caVhOeVV

Sa\PeQW V\VWeP WR Whe fiQaQciaO SeUfRUPaQce Rf VXSeUPaUNeWV iQ UgaQda. The UeVXOWV fURP

WhiV VWXd\ ZeUe:

1. FiQaQciaO acceVVibiOiW\ fURP a caVhOeVV Sa\PeQW iQfUaVWUXcWXUe gUeaWO\ affecWed Whe

fiQaQciaO SeUfRUPaQce Rf Whe VXSeUPaUNeWV.

2. FiQaQciaO iQQRYaWiRQV iQ Whe Sa\PeQW V\VWeP, VXch aV debiW & cUediW caUdV, PRbiOe

baQNiQg aQd PRbiOe ZaOOeWV, VigQificaQWO\ iQcUeaVed Whe fiQaQciaO SeUfRUPaQce.

3. CaVhOeVV Sa\PeQWV OeVVeQed Whe Qeed fRU high VWaff cRVWV fRU caVh haQdOiQg, caVh

PaQagePeQW aQd caVh UecRQciOiaWiRQ SXUSRVeV. ReVXOWV iQdicaWed WhaW Whe OeVV cRVWV

aQd UiVNV fRU caVh-haQdOiQg, Whe higheU Whe SeUfRUPaQce.

4. LRZ UecXUUeQW WUaQVacWiRQ cRVWV fURP caVhOeVV Sa\PeQWV had aQ effecW RQ fiQaQciaO

SeUfRUPaQce, fURP UedXced cRVWV aQd iQcUeaVed VaOeV.
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5. LaUgeU cRPSaQieV VeePed WR haYe beQefiWed PRUe fURP caVhOeVV Sa\PeQWV WhaQ

VPaOOeU eVWabOiVhPeQWV.

MRRd\¶V (2015) XQdeUWRRN a 4-\eaU ORQg VWXd\ WR aQaO\]e hRZ eOecWURQic Sa\PeQWV,

VSecificaOO\ caUd XVage, affecWed 95% Rf Whe gORbaO ecRQRP\. ThiV VWXd\ ZaV cRQceQWUaWed RQ

caUd Sa\PeQWV¶ iPSacW WR UeaO SUiYaWe cRQVXPSWiRQ iQ RYeU 70 cRXQWUieV, fURP 2014-2015.

ReaO SUiYaWe cRQVXPSWiRQ ZaV UeSUeVeQWed b\ a fXQcWiRQ Zhich iQcOXded caUd acceVV UaWe, UeaO

diVSRVabOe iQcRPe, aQd UeaO iQWeUeVW UaWeV, deWeUPiQed fURP SeRSOe¶V cUediW, debiW aQd SUeSaid

caUdV XVage. The UeVXOWV iQfeUUed Whe fROORZiQg SRiQWV:

1. CaUd XVage iQcUeaVed Whe SeUfRUPaQce Rf Whe gORbaO ecRQRP\ fURP Whe daWa Rf WheVe

70 cRXQWUieV iQ Whe VSaQ Rf 4 \eaUV.

2. CRXQWUieV ZiWh Whe higheVW iQcUeaVe Rf eOecWURQic Sa\PeQWV XVage aOVR UecRUded Whe

higheVW iQcUeaVe iQ WheiU GDP. MRVW cRXQWUieV aOVR had aQ iQcUeaVe iQ caUd XVage,

UegaUdOeVV Rf Whe ecRQRPic ViWXaWiRQ. AQd VRPe cRXQWUieV decOiQed iQ WheiU caUd XVage

Zhich UeVXOWed iQ ZeaNeU cRQVXPSWiRQ.

3. IQcUeaVe iQ Whe XVage Rf eOecWURQic Sa\PeQWV aQd iWV cRQVeTXeQW effecW Rf iQcUeaViQg

GDP ZaV PRUe VigQificaQW iQ deYeORSed cRXQWUieV WhaQ deYeORSiQg RQeV. ThiV UeVXOW

SURYed WhaW a beWWeU fiQaQciaO V\VWeP SUeVeQW iQ Whe deYeORSed cRXQWUieV ZaV a

cRQWUibXWiQg facWRU iQ Whe iQcUeaVe Rf caUd XVage aQd iQ Whe gURZWh iQ cRQVXPSWiRQ.

4. FXUWheU deYeORSPeQW Rf Whe eOecWURQic Sa\PeQW V\VWeP ZaV aVVXPed WR cUeaWe SRViWiYe

iPSacWV WR Whe fXWXUe Rf Whe gORbaO ecRQRP\. FRU each 1% gURZWh iQ caUd Sa\PeQW

XVage, aQ aQQXaO iQcUeaVe Rf cRQVXPSWiRQ ZaV e[SeUieQced b\ Whe 70-iQcOXded

cRXQWUieV.

5. SSeQdiQg habiWV ZeUe fRXQd bRRVWed giYeQ Whe caUd Sa\PeQWV¶ cRQWUibXWiRQ WR Whe

iQcUeaVe iQ cRQVXPSWiRQ. IW ZaV caOcXOaWed WhaW a 0.4% iQcUeaVe iQ gORbaO cRQVXPSWiRQ

ZaV e[SeUieQced dXe WR Whe XVage Rf eOecWURQic Sa\PeQWV.
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AccRUdiQg WR IVOaP, MX]i aQd Me]a (2016), gURZiQg iQYeVWPeQWV iV RQe SiOOaU Rf fiUP

gURZWh. IQYeVWPeQWV iQ fi[ed aVVeWV, iQ SaUWicXOaU, haYe a diUecW iQfOXeQce RQ a fiUP¶V RXWSXW

gURZWh. IVOaP aQd hiV gURXS Rf UeVeaUcheUV VWXdied eQWeUSUiVeV iQ KeQ\a, UgaQda aQd

TaQ]aQia, WR e[SORUe if aQd hRZ PRbiOe PRQe\ XVe iQcUeaVed Whe fiUPV¶ iQYeVWPeQWV. The\

aOVR SXUVXed hRZ WheVe SUiYaWe iQYeVWPeQWV, iQ WXUQ, SOa\ed a UROe iQ Whe deYeORSPeQW Rf Whe

afRUePeQWiRQed cRXQWUieV ZiWh ORZ ecRQRPic gURZWh UaWeV aQd high SRYeUW\ UaWeV. The\ XVed

iQfRUPaWiRQ fURP a fiUP-OeYeO VXUYe\ fRU Whe WhUee cRXQWUieV cRQdXcWed b\ WRUOd BaQN¶V

EQWeUSUiVe SXUYe\V Rf 2012, cRYeUiQg 1,228 PaQXfacWXUiQg aQd VeUYiceV fiUPV. TheiU VaPSOiQg

PeWhRdRORg\ ZaV a VWUaWified VaPSOiQg PeWhRd Rf WhUee OeYeOV: fiUP-Vi]e, iQdXVWU\, aQd

ORcaWiRQ/cRXQWU\.

BefRUe diUecWO\ iQYeVWigaWiQg hRZ PRbiOe PRQe\ XVe affecWed Whe fiUP iQYeVWPeQWV,

baVic VWaWiVWicV fRU Whe fiUPV¶ UeaVRQV fRU adRSWiRQ RU QRQ-adRSWiRQ Rf PRbiOe PRQe\, aQd

Zhich fiUP W\SeV adRSWed PRbiOe PRQe\, ZaV fiUVW e[SORUed. The UeVXOWV aUe aV fROORZV:

1. MRVW UeaVRQV fRU adRSWiRQ Rf PRbiOe PRQe\ aUe Whe UedXcWiRQ Rf cRVWV aQd UiVNV Rf

WUaQVacWiRQV, aQd VaWiVf\iQg cXVWRPeU UeTXeVWV.

2. CiWed UeaVRQV fRU QRQ-adRSWiRQ Rf PRbiOe PRQe\ aUe becaXVe Rf Whe difficXOW\ Rf

WUaQVacWiRQV fRU OaUge VXPV Rf Sa\PeQWV, aQd Whe QRQ-adRSWiRQ Rf cXVWRPeUV aQd

VXSSOieUV.

3. FiUP W\SeV Zhich PRVWO\ adRSWed PRbiOe PRQe\ aUe WhRVe fiUPV ZhR QRUPaOO\ RSeUaWe

ZiWh gadgeWV RU PRbiOe ShRQeV; aQd Whe W\SeV Rf fiUPV WhaW dR QRW XVe PRbiOe PRQe\

aUe Whe OaUgeU, ROdeU aQd PRUe WUadiWiRQaO fiUPV.

The UeVXOWV fRU Whe UeOaWiRQVhiS beWZeeQ PRbiOe PRQe\ XVe aQd fiUP iQYeVWPeQWV aUe:

1. TheUe ZaV a VigQificaQW SRViWiYe UeOaWiRQVhiS Rf iQYeVWPeQW RQ PRbiOe PRQe\ XVe fURP

Whe RXWcRPe Rf Whe VWXd\¶V PaiQ e[SOaQaWRU\, biQaU\ YaUiabOe. HRZeYeU WhiV UeVXOW iV

VXVceSWibOe WR YaUiabOe biaV fURP RPiWWed deWeUPiQaQWV Rf iQYeVWPeQWV. TheiU RWheU
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e[SOaQaWRU\ YaUiabOeV UeWaiQed Whe SRViWiYe UeOaWiRQVhiS RXWcRPe Rf PRbiOe PRQe\ XVe

aQd iQYeVWPeQWV, ZiWh a 0.16 SeUceQW SURbabiOiW\ Rf iQcUeaVe iQ iQYeVWPeQWV. TheVe

UeVXOWV RffeUed a PRUe cRPSUeheQViYe VSecificaWiRQ, aV PRUe cRQWURO YaUiabOeV ZeUe

XWiOi]ed cRPSaUed WR Whe biQaU\ RXWcRPe.

2. ReVXOWV VhRZed WhaW VPaOOeU fiUPV ZeUe Whe RQeV ZhR PaiQO\ beQefiWed fURP Whe XVe Rf

PRbiOe PRQe\, ZhiOe QR VigQificaQW beQefiWV fRU biggeU fiUPV iQ Whe fRUPaO SUiYaWe

VecWRU ZeUe ideQWified.

3. ThiV VWXd\ cRQWUibXWed WR Whe aUgXPeQW WhaW PRbiOe PRQe\ XVe cXWV fiQaQciaO cRVWV

ZhiOe iW iQcUeaVeV cUediW ZRUWhiQeVV Rf fiUPV aV iW RffeUV a cRUUeOaWiRQ beWZeeQ PRbiOe

PRQe\ XVe aQd iQYeVWPeQWV.

EYideQce fURP a cRQWiQXRXV ZRUOdZide VWXd\ Rf WRUOd BaQN¶V ReVeaUch DeYeORSPeQW

GURXS UeSRUWed WhaW digiWaO Sa\PeQW V\VWePV haYe Whe SRWeQWiaO WR acceOeUaWe bXViQeVVeV

aURXQd Whe ZRUOd b\ cRQYeQieQWO\, iQe[SeQViYeO\, aQd VafeO\ cRQQecWiQg WheP WR WheiU

cRQVXPeUV, ePSOR\eeV, VXSSOieUV, aQd bXViQeVV SaUWQeUV. (KOaSSeU, 2017) The fiQdiQgV aUe aV

fROORZV:

1. FRU eQWUeSUeQeXUV iQ deYeORSiQg cRXQWUieV, Whe digiWaO Sa\PeQW V\VWeP aOORZed WheP

WR RSeUaWe PRUe VPRRWhO\ aQd VZifWO\, fURP SURceVViQg bXViQeVV SeUPiWV WR acWXaO

bXViQeVV WUaQVfeUV. ThURXgh eOecWURQic Sa\PeQWV, VPaOO bXViQeVVeV RbWaiQed gUeaWeU

SURfiWabiOiW\ dXe WR OeVV RSeUaWiQg cRVWV. AQd a PRUe efficieQW Za\ Rf WUacNiQg WheiU

deOiYeU\ UecRUdV, UeceiYabOeV, cRQWUacWV eWc. ZaV aOVR UeaOi]ed. (KOaSSeU, 2017)

2. ThiV digiWaO Sa\PeQWV V\VWeP, iQ OiQe ZiWh iWV iPSacW RQ fiQaQciaO iQcOXViRQ, RSeQed XS

Whe acceVV WR VaYiQgV aQd cUediW accRXQWV aV ZeOO. AV acceVV WR cUediW becaPe eaVieU,

bXViQeVV e[SaQViRQV WR e-cRPPeUce becaPe eYeQ PRUe SRVVibOe WR WheVe eQWUeSUeQeXUV

(KOaSSeU, 2017; KaQg 2018).
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3. FRU gRYeUQPeQW SURgUaPV aQd WUaQVacWiRQV, digiWaO Sa\PeQWV iPSURYe Whe

WUaQVSaUeQc\ Rf fiQaQciaO WUaQVfeUV. IQ VRPe cRXQWUieV, OiNe IQdia, aXWheQWicaWiRQ

UeTXiUePeQWV ZiWhiQ digiWaO Sa\PeQWV iQ dRiQg caVh WUaQVfeUV eQVXUe WhaW Whe

gRYeUQPeQW beQeficiaUieV UeceiYe iQ fXOO aQd RQ WiPe. ThiV Za\, Sa\PeQW WUaQVfeUV aUe

deOiYeUed effecWiYeO\ aQd efficieQWO\, aQd UedXceV Whe OiNeOihRRd fRU cRUUXSWiRQ.

(MXUaOidhaUaQ, eW.aO., 2016)

4. FRU ePSOR\eeV ZhRVe VaOaUieV aQd ZageV aUe Said WhURXgh fRUPaO fiQaQciaO VeUYiceV,

cUediW RSSRUWXQiWieV becaPe PRUe acceVVibOe, iQcUeaViQg WheiU fiQaQciaO cRQWURO aQd

VecXUiW\ (BUe]a, eW.aO., 2017; SXUi, 2017). A cROOecWiRQ Rf OiWeUaWXUe b\ Whe WRUOd Rf

LabRU iOOXVWUaWeV WhaW ZRUNeUV ZhR aUe Said WhURXgh digiWaO Zage Sa\PeQWV aUe PRUe

OiNeO\ WR becRPe cRPPiWWed WR VaYiQg PRQe\. (KaUOaQ eW.aO., 2014)

AgaUZaO, QiaQ, YeXQg aQd ZRX (2018) iQYeVWigaWed Whe effecWV Rf PRbiOe ZaOOeW

Sa\PeQW V\VWePV RQ Whe bXViQeVV gURZWh iQ SiQgaSRUe. The\ ZaQWed WR ORRN iQWR WhiV WRSic aW

a WiPe ZheQ PRbiOe Sa\PeQWV ZeUe SUedicWed WR iQcUeaVe aW a UaSid Sace. MRbiOe ZaOOeWV,

ZheQ cRPSaUed WR WUadiWiRQaO Sa\PeQW PeWhRdV, caQ VeWWOe XVeUV' eYeU\da\ WUaQVacWiRQV, bRWh

WR RWheU cXVWRPeUV aQd WR bXViQeVVeV, aW a cheaSeU cRVW aQd ZiWh gUeaWeU cRQYeQieQce. MRbiOe

ZaOOeWV haYe aOVR beeQ VhRZQ WR iPSURYe VhRSSiQg cRQYeQieQce aQd eaVe, Zhich caQ Oead WR

iQcUeaVed cRQVXPSWiRQ. The aSSURach Rf WhiV VWXd\, WheQ, ZaV WR eYaOXaWe Whe fiUPV' VaOeV afWeU

Whe iPSOePeQWaWiRQ Rf Whe PRbiOe Sa\PeQW V\VWeP, iQ RUdeU WR YaOidaWe Whe cOaiPV. The

fROORZiQg aUe Whe UeVXOWV fURP WheiU iQYeVWigaWiRQ:

1. The XVage Rf PRbiOe ZaOOeWV, eVSeciaOO\ iQ VPaOO-Vi]e WUaQVacWiRQV RU Sa\PeQWV aUe

PRUe cRQYeQieQW fRU bXViQeVVeV aQd cRQVXPeUV.

2. The UeVXOWiQg cRQYeQieQce iQ Whe afRUePeQWiRQed VPaOO-Vi]e Sa\PeQWV PRYeV

cRQVXPeU WUaffic aQd UaiVeV ViPiOaU cRQVXPSWiRQ ZiWh UecRgQi]abOe VSiOO-RYeU beQefiWV:
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a. IW UefOecWed iQ WheiU UeVXOWV WhaW Whe VPaOO bXViQeVVeV ZheUe Whe VPaOO-Sa\PeQWV

ZeUe giYeQ WR beQefiWWed PRUe iQ Whe VhifW fURP XViQg caVh-RQO\ Sa\PeQW

PeWhRdV WR XViQg PRbiOe ZaOOeW Sa\PeQW PeWhRdV, dXe WR Whe iPSURYed

Sa\PeQW cRQYeQieQce;

b. SWaUW-XS bXViQeVVeV beQefiW PRUe WR Whe ORZ-cRVW aQd cRQYeQieQce Rf PRbiOe

ZaOOeW WechQRORg\;

c. AQRWheU VSiOO-RYeU effecW iV Whe iQcUeaVe Rf UeWaiO WUaffic cRPiQg fURP Whe

iPSURYed Sa\PeQW cRQYeQieQce, ViQce OaUgeU SRUWiRQV Rf VaOeV cRPe fURP Whe

SRVW-VhRcN Rf Whe PRbiOe ZaOOeW iQWURdXcWiRQ;

d. SSiOO-RYeU aOVR PaQifeVWed iQ Whe iQcUeaVe Rf iQYiVibOe (iQWeUQaWiRQaO aQd

iQWaQgibOe gRRdV) WUade, aV ZeOO aV iQcUeaVe iQ VaOeV Rf bRWh diVcUeWiRQaU\ (QRW

QeceVVaU\) gRRdV aQd QRQ-diVcUeWiRQaU\ (PaQdaWRU\ RU QeceVVaU\) gRRdV;

e. AQd Whe OaVW iV Whe beQefiW WR diQiQg SURYideUV iQ WheiU iQcUeaVe Rf VaOeV.

YaNeaQ (2020) deVcUibeV iQ aQ aUWicOe Whe geQeUaO adYaQWageV aQd diVadYaQWageV Rf a

caVhOeVV Sa\PeQW V\VWeP iQ ThaiOaQd¶V VRcieW\ ZiWhiQ Whe COVID-19. CUediW aQd debiW caUdV,

ATMV, PRbiOe/IQWeUQeW baQNiQg, e-WaOOeWV, PURPSWPa\, aQd QR cRdeV aUe aOO fRUPV Rf

caVhOeVV Sa\PeQW iQ ThaiOaQd. OQe VSecified adYaQWage Rf caVhOeVV Sa\PeQWV iV WhaW iW caQ

heOS Whe gRYeUQPeQW cROOecW Wa[eV PRUe accXUaWeO\ aQd heOS XVeUV PaNe fiQaQciaO WUaQVacWiRQV

PRUe WUaQVSaUeQW aQd efficieQW. FXUWheUPRUe, Whe caVhOeVV V\VWeP beQefiWV bXViQeVVeV b\

aOORZiQg WheP WR iQcUeaVe VaOeV aQd e[WeQd WheiU RSeUaWiRQV b\ giYiQg cOieQWV ViPSOe, Vafe, aQd

faVWeU Sa\PeQW RSWiRQV fRU gRRdV/VeUYiceV. IW heOSV RUgaQi]aWiRQV VaYe WiPe aQd PRQe\ RQ

caVh PaQagePeQW ZhiOe aOVR UedXciQg SaSeUZRUN. The caVhOeVV Sa\PeQW V\VWeP haV Pade iW

PXch eaVieU fRU VWXdeQWV, ZRPeQ, aQd Whe eOdeUO\ WR cRQdXcW fiQaQciaO WUaQVacWiRQV ZiWhRXW

haYiQg WR PeeW ZiWh fiQaQciaO iQVWiWXWiRQ VWaff. OWheU fiQdiQgV haYe iQdicaWed WhaW Whe XVe Rf

e-Sa\PeQW V\VWePV iV abOe WR UedXce Whe VSUead Rf COVID-19 dXe WR iWV cRQWacWOeVV fRUP.
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SRPe Rf Whe diVadYaQWageV Rf a caVhOeVV Sa\PeQW V\VWeP VXPPaUi]ed iQ Whe aUWicOe aUe

iWV e[ecXWiRQ QeediQg a ZRUNiQg VPaUWShRQe RU WabOeW, Zhich eVSeciaOO\ SXWV SRRU SeRSOe aW a

dUaZbacN. The OacN Rf a VPaUWShRQe, Zhich caQ be Vaid fRU PRUe SeRSOe WhaQ QRW, caQ PaNe

fiQaQciaO WUaQVacWiRQV difficXOW WR dR. SRPe cXVWRPeUV aOVR OacN Whe NQRZOedge Rf WhiV

WechQRORg\ aQd becRPe heViWaQW WR XVe caVhOeVV Sa\PeQWV, SUefeUUiQg Whe WUadiWiRQaO caVh

WUaQVacWiRQV iQVWead. AQd Whe OaVW ideQWified diVadYaQWage iV Whe e-Sa\PeQW V\VWeP¶V

eaV\-acceVV WR XQZaUUaQWed aWWeQWiRQ, VXch aV hacNeUV bUeaNiQg iQWR accRXQWV aQd acceVViQg

SeRSOe¶V iQfRUPaWiRQ aQd accRXQWV.

DhiQgUa, SachdeYa, aQd MachaQ (2020), iQ a UeVeaUch aUWicOe, VWaWed WhaW WheUe haV

beeQ a VSiNe iQ caVhOeVV, digiWaO RU e-ZaOOeW WUaQVacWiRQV becaXVe Rf Whe SURgUeVV iQ fiQWech

(fiQaQciaO WechQRORg\). TaNiQg WhiV iQWR accRXQW, WheiU UeVeaUch VRXghW WR deWeUPiQe Whe

PRWiYaWiRQV, gRaOV, aQd eOePeQWV WhaW Oed SeRSOe, cXVWRPeUV, aQd cRPSaQieV WR XWiOi]e

e-ZaOOeWV. The Ne\ iVVXeV ZeUe aOVR addUeVVed. The VWXd\'V fiQdiQgV UeYeaOed WhaW Whe abiOiW\ WR

XVe e-ZaOOeWV fURP jXVW abRXW aQ\ZheUe iV Whe PRVW eQWiciQg UeaVRQ fRU ePbUaciQg Whe XVage Rf

e-ZaOOeWV, WiPe-VaYiQg aQd XVeU-fUieQdO\ iQWeUface aQd iW iV QRW VeeQ aV a VWaWXV V\PbRO fRU

iQdiYidXaOV; heQce, VWaWXV V\PbRO SOa\V QR SaUW iQ iQfOXeQciQg Whe XVe Rf e-ZaOOeWV. IW haV aOVR

beeQ VhRZQ WhaW ZhiOe e-ZaOOeWV aUe faYRUed fRU ceOO UechaUge, Whe\ aUe OeVV SUefeUUed fRU WROO

feeV aQd gaVROiQe e[SeQVeV. ShRSSeUV aUe ePbUaciQg e-ZaOOeWV aW aQ aOaUPiQg UaWe, RZiQg

SUiPaUiO\ WR WheiU cRQYeQieQce aQd eaVe Rf XVe. TheUe iV QR dRXbW WhaW e-ZaOOeWV ZiOO becRPe

PRUe SRSXOaU iQ Whe fXWXUe. TaNiQg WhiV iQWR accRXQW, Whe SUeVeQW VWXd\ SURSRVeV WhaW e-ZaOOeW

caUUieUV VhRXOd ePShaVi]e Whe efficieQW aQd Vafe e[ecXWiRQ Rf WUaQVacWiRQV, aV ZeOO aV deYeORS

e-ZaOOeW aZaUeQeVV effRUWV WR PaNe XVeUV PRUe acTXaiQWed ZiWh Whe XVe Rf e-ZaOOeWV.

FXUWheUPRUe, Whe VXUYe\ ePShaVi]ed Whe facW WhaW PRVW SeRSOe aUe YicWiPV Rf fUaXd, Zhich iV

Whe PaiQ cRQceUQ WhaW SeRSOe haYe ZhiOe XViQg e-ZaOOeWV. A UeVeaUch Rf QRQ-XVeUV Rf e-ZaOOeWV

UeYeaOed WhaW Whe PajRU UeaVRQV fRU QRW XWiOi]iQg e-ZaOOeWV ZeUe WheiU caVh Sa\PeQW habiWV aQd
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VecXUiW\ cRQceUQV. The fiQdiQgV Rf WhiV VWXd\ haYe VeYeUaO iPSOicaWiRQV fRU Whe iPSURYePeQW

Rf Whe e-ZaOOeW V\VWeP iQ IQdia. AV a cRQVeTXeQce, baVed RQ Whe fiQdiQgV, WhiV VWXd\ PaNeV a

feZ UecRPPeQdaWiRQV fRU Whe fXWXUe gURZWh Rf e-ZaOOeW VeUYice SURYideUV.

AOaP, AZaZdeh, & MXhaPad (2021) cRQdXcWed a VWXd\ fRcXViQg RQ Whe chaOOeQgeV

aQd SURVSecWV Rf Whe XVage Rf e-ZaOOeWV iQ bXViQeVV deYeORSPeQW. TheiU UeVeaUch VRXghW WR

iQYeVWigaWe Whe SURbOePV aQd RSSRUWXQiWieV Rf XViQg e-ZaOOeWV iQ MaOa\Via, aV ZeOO aV Whe

iPSOicaWiRQV fRU bXViQeVVeV aQd cXVWRPeUV. SWUaWegieV fRU OeYeUagiQg VWUeQgWhV aQd

RSSRUWXQiWieV, aV ZeOO aV RYeUcRPiQg ZeaNQeVVeV aQd daQgeUV, ZeUe VXggeVWed.

AccRUdiQg WR WhiV UeSRUW, e-ZaOOeWV iQ MaOa\Via haYe \eW WR fXOfiOO WheiU fXOO SRWeQWiaO.

The SWOT aQaO\ViV deWecWed VeYeUaO VWUeQgWhV (e.g. fiQaQciaO iQcOXViRQ, eaVe Rf acceVV,

VecXUiW\ aQd VafeW\, Whe ViPSOiciW\ fRU RWheU WUaQVacWiRQV WR cRQQecW WR, PaUNeW aQd cRQVXPeU

VeUYice RSeUaWiRQV, TXicN WR acWXaOO\ eQfRUce), ZeaNQeVVeV (e.g. SRRU iQfUaVWUXcWXUe aQd

'WaSSiQg' Rf gadgeWV aOUead\ beVieged b\ Whe PRbiOe PaUNeW), aQd RSSRUWXQiWieV (e.g.

eUadicaWiQg WhefW, iPSURYed cXVWRPeU VeUYice, PaUNeWiQg WhaW caQ be deYeORSed iQWR XVeU

e[SeUieQceV), aQd WhUeaWV (e.g. eUURUV fURP YiUXV aWWacNV, fUeTXeQW deOa\V iQ iQTXiUiQg ZheWheU

YaUiRXV e-ZaOOeWV aUe XVabOe b\ cXVWRPeUV, Whe iVVXeV VXUURXQdiQg E-ZaOOeW XVeUV'

RYeUVSeQdiQg). TheVe UeVXOWV, SaUWicXOaUO\ Whe adYaQWageV Rf e-ZaOOeWV iQ WeUPV Rf a ZideU

cRQQecWiRQ WR OaUgeU PaUNeWV, aUe cRQViVWeQW ZiWh Whe VWXdieV Rf AOaP eW aO. (2021), GRPbeU eW

aO. (2017), aQd HXQg & LXR (2016).

ShaUPa, ThaR, KagRhaVhi, aQd BUeda (2021), UeSUeVeQWaWiYeV Rf WRPeQ¶V WRUOd

BaQNiQg aQd IQWeUQaWiRQaO LabRU OUgaQi]aWiRQ, iQ a jRiQW effRUW, ORRNed iQWR Whe SRWeQWiaO fRU

Zage Sa\PeQW digiWi]aWiRQ WR heOS ZRUNeUV becRPe PRUe fiQaQciaOO\ iQcOXded ZhiOe aOVR

iQcUeaViQg bXViQeVV efficieQc\. The aXWhRUV cOaiP WhaW Whe PhiOiSSiQeV' gURZiQg digiWaO

ecRQRP\ aQd ePeUgeQce Rf YaUiRXV digiWaO VROXWiRQV, WRgeWheU ZiWh Whe gRYeUQPeQW'V

cRPPiWPeQW WR eQcRXUage digiWaO Sa\PeQWV aQd fiQaQciaO iQcOXViRQ, SUeVeQW eQRUPRXV
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SURVSecWV WR iPSURYe ecRQRPic deYeORSPeQW Rf Whe cRXQWU\. HRZeYeU, Whe SRRUeU

SRSXOaWiRQV, SaUWicXOaUO\ Whe ZRPeQ iQ WheVe VegPeQWV, faOO behiQd iQ adRSWiQg digiWaO

Sa\PeQW RSWiRQV. MRUeRYeU, VPaOOeU eQWeUSUiVeV ZhR caQQRW NeeS XS ZiWh Whe digiWaO

UeYROXWiRQ, VWiOO SUefeU aQd VeWWOe WR WUaQVacW aQd Sa\ ZageV WhURXgh caVh. The COVID-19

SaQdePic haV haVWeQed digiWaO Sa\PeQW adRSWiRQ iQ Whe PhiOiSSiQeV, aV Whe gRYeUQPeQW gaYe

ecRQRPic aVViVWaQce Sa\PeQWV RQOiQe, aQd bXViQeVVeV aQd cXVWRPeUV haYe UaSidO\ adaSWed WR

Whe QeZ digiWaO Za\V Rf ZRUNiQg iQ Whe afWeUPaWh Rf ORcNdRZQV. AV a UeVXOW, caSiWaOi]iQg RQ

WhiV iPSeWXV iV cUiWicaO WR eQVXUiQg ZideVSUead XSWaNe aQd aSSOicaWiRQ Rf PRbiOe aQd e-ZaOOeW

Sa\PeQWV, SaUWicXOaUO\ aPRQg ORZ iQcRPe-geQeUaWiQg ZRPeQ aQd eQWeUSUiVeV, ZiWh aQ

ePShaViV RQ digiWaO Zage Sa\PeQWV fRU Zage eaUQeUV.

The UeVXOWV Rf WhiV TXaOiWaWiYe VWXd\ aUe aV fROORZV:

1. SPaOO eQWeUSUiVeV cRPSUiViQg 10-99 ePSOR\eeV, ZhR Sa\ ZageV aQd VaOaUieV WhURXgh

caVh, WaNe ORQgeU iQ diVbXUViQg Sa\PeQW WR WheiU ePSOR\eeV, cRPSaUed WR eQWeUSUiVeV

ZhR diVWUibXWe digiWaO ZageV. MaQXaO caOcXOaWiRQV Rf ZRUNeUV UeTXiUeV addiWiRQaO da\V

WR cRPSOeWe aQd XSORad WR Sa\UROOV. DigiWaO ZageV, RQ Whe RWheU haQd, aUe abOe WR

XSORad aQd be aSSURYed iPPediaWeO\.

2. WhiOe WhiV VWXd\ fRcXVeV RQ digiWaO Zage Sa\PeQWV Yia RQOiQe baQNiQg (baQN WUaQVfeU),

XScRPiQg digiWaO VROXWiRQV iQ Sa\UROO V\VWePV caQ VigQificaQWO\ UedXce Whe WiPe (WR

PiQXWeV) aQd cRVW eYeQ PRUe.

3. OQe Rf Whe PRVW W\SicaO UeaVRQV, fURP Whe UeVXOWV, fRU QRW ePbUaciQg digiWaO Sa\PeQWV

iQcOXde a OacN Rf cRQfideQce, iQacceVVibiOiW\, aQd a OacN Rf aSSURSUiaWe XVe.

4. DigiWaO Zage Sa\PeQWV caQ UedXce Whe WiPe aQd effRUW VSeQW RQ fiQaQciaO accRXQWiQg,

iQcUeaViQg effRUW aQd e[SeQVe efficieQcieV ZhiOe aOVR deOiYeUiQg beWWeU SUeciViRQ aQd

WUaQVSaUeQc\ iQVide Whe bXViQeVV.
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5. TheUe iV VWiOO heaY\ UeOiaQce RQ ATM ZiWhdUaZaOV aQd caVh Sa\PeQWV, eYeQ ZheQ Whe

ZRUNeUV aQd Whe eQWeUSUiVe cRQVideU aQd acNQRZOedge Whe beQefiWV Rf digiWaO Sa\PeQWV.

ThiV iV RZiQg WR e[iVWiQg WechQRORgicaO hXUdOeV, Zhich geQeUaWe heViWaQc\ aQd diVWUXVW

iQ bRWh ZRUNeUV aQd bXViQeVVeV.

21



CHAPTER 3

RESEARCH METHODOLOG<

ThiV chaSWeU e[hibiWV Whe PeWhRdV aQd WRROV WhaW ZeUe XVed b\ Whe SURSRQeQWV dXUiQg

Whe UeVeaUch SURSeU iQ RUdeU WR aQVZeU Whe TXeVWiRQV SUeVeQWed iQ WhiV VWXd\. The VXbVecWiRQV

aOVR RffeU jXVWificaWiRQV fRU Whe VXiWabiOiW\ Rf Whe PeWhRdV aQd WRROV giYeQ Whe UeVeaUch

SURbOeP.

RHVHDUFK LRFDOH

The UeVeaUch ZaV cRQdXcWed iQ TacORbaQ CiW\, Le\We, PhiOiSSiQeV. BXViQeVV eQWeUSUiVeV

XViQg e-ZaOOeWV RSeUaWiQg ZiWhiQ Whe ciW\ ZeUe Whe chRVeQ UeVSRQdeQWV, iQWeUYieZed WR Ueach

Whe SXUVXed  aQVZeUV.

The SURSRQeQWV Rf WhiV VWXd\ chRVe TacORbaQ CiW\ aV Whe ORcaOe dXe WR WZR PaiQ

UeaVRQV. The fiUVW iV WhaW TacORbaQ iV Whe ceQWeU Rf ecRQRPic acWiYiW\ iQ EaVWeUQ ViVa\aV aQd

Whe RQO\ highO\ XUbaQi]ed ciW\ iQ Whe UegiRQ. IW UaQNed 25Wh iQ Whe cRXQWU\ accRUdiQg WR DTI'V

2021 UaQNiQgV iQ Whe EcRQRPic D\QaPiVP caWegRU\. ThiV facW SURYed Whe ciW\ WR be

SRWeQWiaOO\ fXOO Rf iQVighWV UegaUdiQg bXViQeVV SURdXcWiYiW\ XVefXO fRU WhiV VWXd\. IW aOVR UaQNed

20Wh iQ Whe VaPe UaQNiQgV XQdeU Whe GRYeUQPeQW EfficieQc\ caWegRU\, SURYiQg TacORbaQ CiW\'V

adPiQiVWUaWiRQ PRUe SURficieQW iQ haQdOiQg Whe SaQdePic WhaQ RWheU PXQiciSaOiWieV iQ Whe

UegiRQ. The VecRQd UeaVRQ behiQd Whe VeOecWiRQ Rf TacORbaQ CiW\ ZaV Whe UeVeaUcheUV' OiPiWed

caSabiOiWieV WR cRQdXcW Whe VWXd\ aQd WheiU OiYiQg iQ SUR[iPiW\ WR Whe ciW\. LaUgeU VcRSe WhaQ

Whe chRVeQ ciW\ ZRXOd QRW haYe beeQ feaVibOe fRU Whe UeVeaUcheUV WR cRYeU giYeQ WheiU cXUUeQW

ciUcXPVWaQceV.

RHVHDUFK DHVLJQ

The VWXd\ fROORZed a TXaOiWaWiYe UeVeaUch deVigQ. MaUVhaOO (1985) VXggeVWed WhaW

TXaOiWaWiYe UeVeaUch be XVed RQ UeVeaUcheV RQ OiWWOe-NQRZQ SheQRPeQa RU iQQRYaWiYe V\VWePV.
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MaUVhaOO (1996) aQd RRVVPaQ (2006) defiQe TXaOiWaWiYe UeVeaUch aV a bURad aSSURach WR a

VWXd\ Rf a VRciaO SheQRPeQRQ. The\ deVcUibed iW aV a ³diVcRYeU\´ UeVeaUch.

AddiWiRQaOO\, Whe\ ideQWified WhaW TXaOiWaWiYe VWXdieV haYe fRXU SXUSRVeV, RQe Rf Zhich

iV e[SORUaWiRQ. ThiV VWXd\ iV e[SORUaWRU\ iQ QaWXUe. AV WheUe iV OiPiWed iQfRUPaWiRQ aYaiOabOe

abRXW Whe UROe Rf e-ZaOOeWV iQ a SaQdePic, WhiV W\Se Rf UeVeaUch ZaV effecWiYe iQ RbWaiQiQg a

cOeaU XQdeUVWaQdiQg Rf a SheQRPeQRQ aQd SURYidiQg fRXQdaWiRQ fRU OaWeU UeVeaUch (ZiNPXQd,

2013; CaYaQa eW aO. 2001). IW eQabOed iQYeVWigaWiRQ aQd deVcUiSWiRQ Rf Whe OiYed e[SeUieQce Rf

Whe SaUWiciSaQWV ² iQ WhiV caVe, hRZ bXViQeVVeV XVed e-ZaOOeWV iQ WiPeV Rf Whe COVID-19

SaQdePic aQd iWV effecWV RQ a bXViQeVV SeUVSecWiYe (Y�NVeO aQd YÕOdÕUÕP, 2015).

SDPSOLQJ FUDPH

ThiV UeVeaUch VWXd\ aiPed WR XQdeUVWaQd hRZ e-ZaOOeWV PiWigaWe VhRcNV WR Whe UeaO

ecRQRP\ bURXghW b\ COVID-19. The WaUgeW SRSXOaWiRQ WhaW ZaV SUiRUiWi]ed iQ WhiV VWXd\ caPe

fURP PicUR, VPaOO, aQd PediXP eQWeUSUiVeV (MSMEV) WR OaUge eQWeUSUiVeV iQ TacORbaQ CiW\,

WhaW WeVWified ZheWheU RU QRW WheiU deciViRQV WR XVe e-ZaOOeWV iQdeed SURSeO WheiU bXViQeVV

SURdXcWiYiW\.

PaUWiciSaQWV ZeUe VeOecWed b\ fROORZiQg Whe eOigibiOiW\ cUiWeUia. ThRVe ZhR did QRW

PeeW Whe cUiWeUia ZeUe e[cOXded fURP SaUWiciSaWiRQ. The iQcOXViRQ cUiWeUia aUe Whe fROORZiQg:

● TacORbaQ CiW\-baVed bXViQeVV UegiVWeUed XQdeU Whe DTI ViQce RU befRUe MaUch 7, 2020

WhaW RSeUaWed ZiWhiQ WheVe SaUWicXOaU iQdXVWUieV, (a) agUicXOWXUe, (b) UeWaiO/cRPPeUce,

aQd (c) WRXUiVP ² Whe WhUee iQdXVWUieV UecRgQi]ed aV Whe PaiQ gURZWh dUiYeUV Rf

EaVWeUQ ViVa\aV b\ Whe NaWiRQaO EcRQRPic aQd DeYeORSPeQW AXWhRUiW\ (2017).

● TacORbaQ CiW\-baVed bXViQeVV UegiVWeUed XQdeU Whe DTI ViQce RU befRUe MaUch 7, 2020

WhaW XVed e-ZaOOeWV aV cXVWRPeU Sa\PeQW PeWhRd dXUiQg Whe COVID-19 SaQdePic

● TacORbaQ CiW\-baVed bXViQeVV UegiVWeUed XQdeU Whe DTI ViQce RU befRUe MaUch 7, 2020

WhaW XVed e-ZaOOeWV fRU RfficiaO fiQaQciaO WUaQVacWiRQV dXUiQg Whe COVID-19 SaQdePic
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PeUPiVViRQV WR acceVV Whe OiVWV aQd cRQdXcW iQWeUYieZV aQd VXUYe\V had beeQ VRXghW

aQd gUaQWed XSRQ Whe aSSURYaO Rf WhiV SaSeU.

SDPSOLQJ THFKQLTXH

ThiV UeVeaUch VWXd\ fRcXVed RQ Whe SRiQW Rf YieZ Rf bXViQeVVeV WR XQdeUVWaQd hRZ

e-ZaOOeWV PiWigaWed Whe daPage PechaQiVPV Rf COVID-19. SeYeUaO VWXdieV aVVeUWed WhaW Whe

VXiWabOe QXPbeU Rf iQWeUYieZeeV fRU a TXaOiWaWiYe UeVeaUch VhRXOd be a PiQiPXP Rf 15 aQd a

Pa[iPXP Rf 50 (SaXQdeUV, eW aO., 2018; BeQgWVVRQ, 2016; PaOiQNaV eW aO., 2015; MaVRQ,

2010). FRU WhiV VWXd\¶V UeVSRQdeQWV, Whe fifWeeQ (15) bXViQeVVeV caPe fURP Whe Ne\ ecRQRPic

aUeaV Rf EaVWeUQ ViVa\aV: (a) agUicXOWXUe, (b) UeWaiO/cRPPeUce, aQd (c) WRXUiVP. EQWeUSUiVeV

UaQgiQg fURP PicUR-VPaOO aQd PediXP eQWeUSUiVeV WR OaUge RUgaQi]aWiRQV.

ThiV VWXd\ QeceVViWaWed a QRQ-SURbabiOiW\ VeOecWiRQ Rf SaUWiciSaQWV ZhR SRVVeVVed

UeOeYaQW daWa abRXW Whe WRSic. BaVed RQ iQWeQded UeVeaUch RXWcRPeV, SXUSRViYe VaPSOiQg

accRUdiQg WR defiQed cUiWeUia haYe beeQ adRSWed. ThiV aOORZed UeVeaUcheUV WR fRcXV RQ

iQfRUPaWiRQ-Uich caVeV ² iQdiYidXaOV, gURXSV, aQd eQWiWieV caQ SURYide VigQificaQW NQRZOedge

aQd e[SeUieQce Rf Whe SheQRPeQRQ Rf iQWeUeVW (PaOiQNaV eW aO., 2015; CUeVVZeOO & POaQR

COaUN, 2011). AUWicXOaWe iQVighWV aOORZed fRU iQWeQViYe eYaOXaWiRQ Rf iQfRUPaWiRQ (SSUadOe\,

1979; Rai & ThaSa, Q.d.).

DDWD GDWKHULQJ DQG PURFHGXUH

The UeVeaUcheUV cROOecWed daWa fURP eOigibOe SaUWiciSaQWV WhURXgh iQWeUYieZV. IQfRUPed

cRQVeQW ZaV VRXghW fURP Whe SaUWiciSaQWV befRUe UecUXiWPeQW fRU WhiV VWXd\. SeOecWed

bXViQeVVeV WRRN SaUW iQ RQe-RQ-RQe iQWeUYieZV dXUiQg Whe SaUWiciSaQWV¶ PRVW cRQYeQieQW WiPe.

DXe WR OiPiWed face-WR-face iQWeUacWiRQV, iQWeUYieZV haYe beeQ cRQdXcWed WhURXgh

YideR cRQfeUeQceV, RQOiQe PeVVagiQg. aQd/RU ShRQe caOOV. TheVe ZeUe aXdiR-UecRUded, giYeQ

WhaW Whe SaUWiciSaQWV SURYided WheiU cRQVeQW. The\ ZeUe giYeQ Whe UaQge Rf WRSicV cRYeUed
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befRUehaQd becaXVe VRPe TXeVWiRQV UeTXiUed TXaQWiWaWiYe daWa, if aOORZed aQd aYaiOabOe. ThiV

aOVR iPSURYed Whe RYeUaOO Sace Rf Whe iQWeUYieZV.

RHVHDUFK IQVWUXPHQW

ReVeaUcheUV cRQdXcWed iQWeUYieZV fRU VeOecWed eQWeUSUiVeV. ThiV cRQViVWed Rf

SeUVRQaOi]ed aQd iQcOXded cORVe- aQd RSeQ-eQded TXeVWiRQV. SePi-VWUXcWXUed iQWeUYieZV

aOORZed Whe diaORgXe WR adheUe ZiWh Whe ageQda bXW eQcRXUaged fOe[ibiOiW\ WR diffeUeQW

UeVSRQVeV, aV ZeOO aV add fROORZ-XS TXeVWiRQV (AdaPV, 2015). QXeVWiRQV ZeUe aVNed cRYeUiQg

hRZ Whe XVe Rf e-ZaOOeWV affecWed Whe SURdXcWiYiW\ Rf Whe eQWeUSUiVe.

The iQWeUYieZ TXeVWiRQQaiUe cRQViVWed Rf fRXU SaUWV. PaUW 1 gaWheUed iQfRUPaWiRQ fRU

Whe SURfiOe Rf Whe UeVSRQdeQW VXch aV eQWeUSUiVe caWegRU\ aQd Vi]e.   PaUW 2 Rf Whe TXeVWiRQQaiUe

cRQViVWed Rf VWUXcWXUed TXeVWiRQV WR aQVZeU Whe effecWiYeQeVV Rf e-ZaOOeWV WR bXViQeVV

SURdXcWiYiW\ iQ WeUPV Rf (a) RSeUaWiRQV; (b) fiQaQciQg; aQd (c) iQYeVWPeQW. The UeVSRQVeV ZeUe

aggUegaWed iQWR a cRPSRViWe VcaOe fRU WhePaWic aQaO\ViV.

DDWD AQDO\VLV

The UeVeaUcheUV XWiOi]ed SeUceQWage fUeTXeQc\ diVWUibXWiRQ WR UeSUeVeQW Whe SURfiOe Rf

Whe eQWeUSUiVeV. ThiV VXggeVWed ideQWif\iQg Whe WRWaO QXPbeU Rf RbVeUYaWiRQV aQd Whe WRWaO

QXPbeU Rf RbVeUYaWiRQV ZiWhiQ each daWa SRiQW; WheQ diYidiQg Whe WRWaO QXPbeU Rf RbVeUYaWiRQV

ZiWhiQ each daWa SRiQW b\ Whe WRWaO QXPbeU Rf RbVeUYaWiRQV (LaNUaYaV, 2008).

IQWeUYieZV RQ eQWeUSUiVeV ZeUe caUefXOO\ WUaQVcUibed aQd WUaQVOaWed iQWR EQgOiVh fRU

V\VWePaWic aQaO\ViV. The UeVeaUcheUV ePSOR\ed aQ iQdXcWiYe cRdiQg aSSURach, ZiWh a cRQWeQW

aQd WhePaWic SURceVV WR ideQWif\ ePeUgeQW WhePeV iQ Whe daWa b\ TXaQWif\iQg Whe UeVXOWV, aV

ZeOO aV deWaiOiQg QXaQced accRXQW Rf daWa. ThiV ZaV VXiWabOe fRU Whe eYaOXaWiRQ Rf diffeUeQW

SeUVSecWiYeV Rf a OaUge VeW Rf UeVSRQdeQWV, Zhich aOORZed fRU aQ aUWicXOaWe VXPPaU\ WhaW

iWeUaWed ViPiOaUiWieV aQd diffeUeQceV aQd Ne\ iQVighWV (NRZeOO eW aO., 2017; BUaXQ & COaUNe,

2006; KiQg, 2004).
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The WhUee UeVeaUcheUV Uead Whe WUaQVcUiSWV XQWiO Whe\ eVWabOiVhed faPiOiaUiW\ ZiWh Whe

We[W. DaWa ZeUe RUgaQi]ed iQWR cRQdeQVed XQiWV aQd gURXSed iQWR cRdeV aOigQed ZiWh Whe

VWXd\'V RbjecWiYeV aQd WheRUeWicaO fUaPeZRUN. DaWa cROOecWed UeYROYed aURXQd Whe iPSacW Rf

e-ZaOOeWV, aV aQ iQQRYaWiRQ WR Whe Sa\PeQW V\VWeP, RQ fiUP-OeYeO SURdXcWiYiW\. TheVe ZeUe

aOigQed ZiWh Whe idea Rf CaUOVVRQ-S]Oe]aN eW aO.'V EcRQRPic TZiQ ThUeaWV, Zhich VeYeUeO\

affecW Whe OiTXidiW\ aQd caSiWaO fRUPaWiRQ Rf bXViQeVVeV aQd hRXVehROdV. ThXV, Whe SURSRQeQWV

fRcXVed RQ daWa RQ Whe effecWV Rf XVage Rf e-ZaOOeWV RQ caVh fORZ acWiYiWieV, VXch aV

RSeUaWiRQV, fiQaQciQg, aQd iQYeVWPeQW.

ThURXgh aQ iWeUaWiYe SURceVV, cRdeV ZeUe UeYieZed XQWiO Whe\ UeSUeVeQWed Whe daWa

accXUaWeO\ aQd PeaQiQgfXOO\. TheVe cRdeV ZeUe fXUWheU caWegRUi]ed aV VXbWhePeV aQd fiQaO

WhePeV. The CUeSRQ, DXgXeW, aQd MaiUeVVe fUaPeZRUN ZaV a baViV iQ ideQWif\iQg PajRU

WhePeV cRQQecWiQg Whe iQQRYaWiRQ SeUfRUPaQce Rf e-ZaOOeWV WR iWV cRUUeVSRQdiQg iQQRYaWiRQ

RXWSXW. AQ\ diVcUeSaQcieV ZeUe UeVROYed WhURXgh cRQVeQVXV WhaW eQVXUed daWa UeOiabiOiW\ aQd

UedXced biaV.
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CHAPTER 4

ANAL<SIS AND PRESENTATION OF DATA

ThiV chaSWeU SUeVeQWV Whe UeVXOWV aQd aQaO\ViV Rf Whe daWa gaWheUed. Each VeW Rf daWa

ZaV aQaO\]ed aQd WUaQVcUibed, ideQWif\iQg ePeUgeQW WhePeV iQ Whe daWa. A WRWaO Rf WeQ (15)

bXViQeVV RZQeUV SaUWiciSaWed iQ WhiV VWXd\. SePi-VWUXcWXUed iQWeUYieZV ZiWh RSeQ- aQd

cORVed-eQded TXeVWiRQV ZeUe cRQdXcWed WR bXViQeVV RZQeUV iQ TacORbaQ CiW\ WR gaWheU Whe

TXaOiWaWiYe daWa aQd WR gaiQ deeSeU XQdeUVWaQdiQg Rf Whe VXbjecW aW haQd. ReVXOWV fURP Whe

iQWeUYieZ ZeUe e[WUacWed aQd aQaO\]ed accRUdiQg WR cRQWeQW.

The SUeVeQWaWiRQ Rf Whe fiQdiQgV ZaV aUUaQged baVed RQ Whe VeTXeQce Rf Whe UeVeaUch

TXeVWiRQV SUeVeQWed befRUe Whe cRQdXcW Rf Whe VWXd\.

PURILOH DLVWULEXWLRQ RI WKH RHVSRQGHQWV

BaVed RQ Whe iQcOXViRQ cUiWeUia fRU SaUWiciSaWiRQ iQ WhiV UeVeaUch, TacORbaQ CiW\-baVed

eQWeUSUiVeV UegiVWeUed XQdeU Whe DTI ViQce RU befRUe MaUch 7, 2020, Whe RQVeW Rf Whe

SaQdePic, WhaW RSeUaWe ZiWhiQ Whe fROORZiQg Ne\ iQdXVWUieV ZiOO be SXUSRViYeO\ chRVeQ: (a)

AgUicXOWXUe; (b) ReWaiO/CRPPeUce; (c) TRXUiVP. The NaWiRQaO EcRQRPic aQd DeYeORSPeQW

AXWhRUiW\ (2017) UecRgQi]eV WheVe WhUee iQdXVWUieV aV Whe PaiQ gURZWh dUiYeUV Rf EaVWeUQ

ViVa\aV iQ Whe Qe[W Vi[ \eaUV.

FigXre 2. EnWerpriVe CaWegor\ b\ IndXVWr\
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FigXre 3. EnWerpriVe CaWegor\ b\ Si]e

A WRWaO Rf fifWeeQ (15) eOigibOe bXViQeVV RZQeUV baVed RQ Whe PeWhRdRORg\'V iQcOXViRQ

cUiWeUia SaUWiciSaWed iQ WhiV VWXd\. MajRUiW\ Rf Whe UeVSRQdeQWV aUe RSeUaWiQg a PicUR eQWeUSUiVe

(60%). SPaOO eQWeUSUiVeV cRPSUiVe 20% Rf Whe UeVSRQdeQWV, fROORZed b\ OaUge eQWeUSUiVeV

(13.3%) aQd a PediXP eQWeUSUiVe (6.7%).

E-ZDOOHW 8VDJH RI WKH RHVSRQGHQWV

FigXre 4: BreakdoZn of E-ZalleW PlaWformV UVed b\ ReVpondenWV

The daWa UeYeaOed WhaW GCaVh iV Whe PRVW cRPPRQO\ XVed e-ZaOOeW SOaWfRUP iQ

bXViQeVV WUaQVacWiRQV, VXSSRUWed b\ fifW\ SeUceQW (50%) Rf Whe UeVSRQdeQWV. FifWeeQ SeUceQW

(15%) XVe Pa\Ma\a, ZhiOe fiYe SeUceQW (5%) each XVe Whe SOaWfRUPV Pa\PaO, ShRSeePa\,
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IQVWaPa\, AOiPa\, aQd aOVR RWheU WhiUd-SaUW\ e-ZaOOeW SOaWfRUPV cRQQecWed WR eQWeUSUiVe

ZebViWeV.

FigXre 5: FreqXenc\ of UVe of E-ZalleWV

E-ZaOOeWV haYe beeQ iQWegUaWed iQ Whe fiQaQciaO PaQagePeQW Rf eQWeUSUiVeV iQ TacORbaQ

CiW\. A WRWaO Rf 44.4% Rf Whe UeVSRQdeQWV XVe e-ZaOOeWV iQ WheiU eYeU\da\ bXViQeVV

WUaQVacWiRQV. WhiOe 33.3% Rf Whe UeVSRQdeQWV XVe e-ZaOOeWV aV PXch aV SRVVibOe RU ZheQeYeU

iW iV RQO\ UeTXeVWed b\ Whe cRQVXPeUV.

FigXre 6: ReaVonV ReVpondenWV UVe E-ZalleWV

The COVID-19 SaQdePic iV a SUiPaU\ UeaVRQ WhaW SURPSWed bXViQeVV RZQeUV WR

iQWegUaWe e-ZaOOeWV iQ WheiU bXViQeVV RSeUaWiRQV. ThiV iQQRYaWiRQ eQabOeV VSeed\ WUaQVacWiRQV

eOecWURQicaOO\, eOiPiQaWiQg Whe Qeed Rf haQdOiQg Sh\VicaO caVh. ThiV PiQiPi]eV Whe UiVN Rf

29



cRQWUacWiQg Whe YiUXV aQd SURPRWeV heaOWh aQd VafeW\, aV iQdicaWed b\ WZeQW\-fRXU SeUceQW

(24%) Rf Whe UeVSRQdeQWV. Si[WeeQ SeUceQW (16%) haYe UeaVRQed WhaW XViQg e-ZaOOeWV iV iQ

accRUdaQce ZiWh Whe heaOWh SURWRcRO iQ VRciaO diVWaQciQg, OeVVeQiQg Sh\VicaO cRQWacW ZiWh

cXVWRPeUV. FiQdiQgV aOVR UeYeaO WhaW e-ZaOOeWV SURPRWe cRQYeQieQce WR cRQVXPeUV aQd RYeUaOO

iQcUeaVe Whe VSeed Rf WUaQVacWiRQV. AV a VXbVWiWXWe fRU haUd caVh, e-ZaOOeWV SUeVeQW PRUe

Sa\PeQW fRU cXVWRPeUV, aV cOaiPed b\ eighW SeUceQW (8%) Rf UeVSRQdeQWV.

FigXre 7. ReVpondenWV¶ SWarW of E-ZalleW UVe

FifW\-WhUee SeUceQW (53%) Rf Whe UeVSRQdeQWV haYe aOUead\ iQVWaOOed e-ZaOOeW V\VWePV

iQ WheiU UeVSecWiYe bXViQeVV eYeQ befRUe Whe ePeUgeQce Rf Whe SaQdePic, SURYiQg WhaW

eQWeUSUiVeV haYe begXQ WR ePbUace aQd fiQaQciaO digiWaOi]aWiRQ.MeaQZhiOe, fRUW\-Vi[ SeUceQW

(46%) RQO\ VWaUWed XViQg e-ZaOOeWV dXUiQg Whe SaQdePic. The SXbOic heaOWh cUiViV WRda\ haV

SURPSWed Whe QeceVViW\ fRU bXViQeVVeV WR SUiRUiWi]e Whe VafeW\ aQd heaOWh Rf WheiU VWaNehROdeUV

b\ SURYidiQg digiWaO Sa\PeQW RSWiRQV WR OeVVeQ Whe UiVN Rf VSUeadiQg CRURQaYiUXV WhURXgh haUd

caVh.
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E-ZDOOHW 8VH LQ BXVLQHVV OSHUDWLRQV

FigXre 8. OperaWing AcWiYiWieV Where E-ZalleWV are UVed

APRQg Whe SRVVibOe RSeUaWiQg acWiYiWieV WhaW Whe UeVSRQdeQWV XVe e-ZaOOeWV fRU iQ WheiU

bXViQeVVeV, Vi[W\-VeYeQ SeUceQW (67%) Rf Whe SRSXOaWiRQ haYe cOaiPed WhaW UeceiYiQg

Sa\PeQWV fURP cXVWRPeUV ZaV WheiU PRVW fUeTXeQW daiO\ RSeUaWiQg acWiYiW\. SRPe UeVSRQdeQWV

XVe e-ZaOOeWV fRU Sa\iQg WheiU VXSSOieUV aQd WheiU bXViQeVV XWiOiWieV ZiWh WZeQW\ SeUceQW (20%)

Rf Whe SRSXOaWiRQ, aQd Whe UePaiQiQg XVe e-ZaOOeWV WR Sa\ WheiU ePSOR\eeV' VaOaUieV.

FiQdiQgV UeYeaO WhaW Whe XVage Rf e-ZaOOeWV ZaV abOe WR VROYe SURbOePV RU

iQcRQYeQieQceV ZiWhiQ Whe bXViQeVV RSeUaWiRQV. The WRS WZR SURbOePV VROYed ZeUe Whe

e[SaQded Sa\PeQW RSWiRQV aQd Whe iPSURYePeQW iQ daiO\ RSeUaWiRQ fORZ. The addiWiRQaO

Sa\PeQW PeWhRd Rf Whe bXViQeVV giYeV aQ aSSeaO WR a ZideU dePRgUaShic, WhRVe ZhR haYe QR

caVh RQ haQd. E-ZaOOeWV aOVR aOORZed Whe bXViQeVV WR e[ecXWe WUaQVacWiRQV faVWeU aQd VafeU.

FigXre 9. ProblemV or inconYenienceV ZiWhin bXVineVV operaWionV VolYed b\ e-ZalleWV
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FiQdiQgV UeYeaO WhaW Whe XVage Rf e-ZaOOeWV ZaV abOe WR VROYe SURbOePV RU

iQcRQYeQieQceV ZiWhiQ Whe bXViQeVV RSeUaWiRQV. The WRS WZR iPSURYePeQWV bURXghW b\

e-ZaOOeWV aUe e[SaQded Sa\PeQW RSWiRQV aQd a VWUeaPOiQed daiO\ RSeUaWiRQ fORZ. E-ZaOOeWV

SURYide aQ addiWiRQaO Sa\PeQW PeWhRd fRU Whe bXViQeVV, giYiQg aQ aSSeaO WR cXVWRPeUV ZhR

SUefeU WR WUaQVacW eOecWURQicaOO\. E-ZaOOeWV aOVR aOORZed Whe bXViQeVV WR e[ecXWe WUaQVacWiRQV

faVWeU aQd VafeU.

FURP Whe SeUVSecWiYe Rf PeUchaQWV, e-ZaOOeWV OeVVeQ Sh\VicaO OabRU, VXch aV PaQXaO

cRPSXWiQg RU cRXQWiQg Rf PRQe\. IW aOVR aOORZV a VPRRWheU e[ecXWiRQ Rf deOiYeUieV fRU Whe

bXViQeVVeV ZhR haYe RQOiQe VeUYiceV.

FigXre 10. BenefiWV of E-ZalleWV in BXVineVV OperaWionV

AOO Rf Whe UeVSRQdeQWV agUeed WhaW e-ZaOOeWV haYe bURXghW a P\Uiad Rf beQefiWV WR Whe

RSeUaWiRQV Rf WheiU UeVSecWiYe bXViQeVVeV. SeYeQW\-WhUee SeUceQW (73%) ePShaVi]ed WhaW Whe

Vaid iQQRYaWiRQ PaNeV WUaQVacWiRQV PRUe cRQYeQieQW aQd VeaPOeVV fRU bRWh Whe cRQVXPeU aQd

Whe PeUchaQW. FRUW\-Vi[ SeUceQW (46%) UecRgQi]eV Whe iQVWaQWaQeRXV Sa\PeQWV Pade WhURXgh

e-ZaOOeWV, giYeQ iWV adYaQced PechaQiVPV WhaW eQabOe Sa\PeQW ZiWh a feZ WaSV RQ a PRbiOe

deYice. IQ OighW Rf Whe SaQdePic, e-ZaOOeWV aUe SiYRWaO iQ PaiQWaiQiQg VafeW\ aQd PiQiPi]iQg

Whe VSUead Rf Whe YiUXV, aV cRQfiUPed b\ fRUW\ SeUceQW (40%) Rf Whe SaUWiciSaQWV.MRUeRYeU, aQ

eQWeUSUiVe PeQWiRQed WhaW e-ZaOOeWV VWUeQgWheQ Whe VecXUiW\ Rf iWV fXQdV, SUeYeQWiQg URbbeU\

aQd RWheU fUaXdXOeQW acWV. AQRWheU aWWeVWed WhaW Whe QXPbeU Rf iWV cXVWRPeUV iQcUeaVed WhaQNV

WR e-ZaOOeWV, ZiWh iWV Zide Ueach aQd acceVVibiOiW\ WhURXgh WechQRORg\.
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FigXre 11. ImproYemenWV broXghW b\ e-ZalleWV in bXVineVV operaWionV relaWiYe Wo caVh

pa\menWV

The iPSURYePeQWV bURXghW b\ e-ZaOOeWV WhaW ZeUe fRXQd iQ bXViQeVV RSeUaWiRQV,

UeOaWiYe WR caVh Sa\PeQWV, aUe Whe fROORZiQg: (1) Whe daiO\ bXViQeVV WUaQVacWiRQV becaPe eaVieU

aQd faVWeU, (2) a faVWeU cRPSXWaWiRQ Rf Sa\PeQWV; (3) e-ZaOOeWV UeVXOWed iQ aQ accXUac\ ZiWhiQ

Whe WUaQVacWiRQV ZheUe iW ZaV XVed fRU; (4) e-ZaOOeWV iPSURYed Whe VecXUiW\ Rf Whe bXViQeVV

fXQdV; aQd (5) e-ZaOOeWV RffeUed PRUe VafeW\ fRU ePSOR\eeV, cXVWRPeUV, VXSSOieUV, eWc,agaiQVW

Whe YiUXV dXUiQg RSeUaWiRQV. FRUW\-fiYe SeUceQW (45%) Rf Whe UeVSRQVeV iQdicaWed Whe fiUVW

iPSURYePeQW, WZeQW\ SeUceQW (20%) UeVSRQded ZiWh aQ iQdicaWiRQ WR Whe VecRQd, fifWeeQ

SeUceQW (15%) aQVZeUed Whe WhiUd, ZhiOe Whe UePaiQiQg UeVSRQVeV Rf fifWeeQ SeUceQW (15%)

iQfeUUed Whe OaVW WZR afRUePeQWiRQed iPSURYePeQWV.

FigXre 12. SaleV afWer XVing e-ZalleWV

IQ WeUPV Rf VaOeV afWeU iQWegUaWiQg e-ZaOOeWV, VeYeQ (7) UeVSRQdeQWV haYe VWaWed WhaW

WheUe haV beeQ a VigQificaQW iQcUeaVe iQ VaOeV. FiYe (5) UeVSRQdeQWV VWaWed WhaW WheUe ZaV aQ
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iQcUeaVe bXW RQO\ PiQiPaO, ZiWh Whe UeaVRQ beiQg Whe\ dR QRW XVe e-ZaOOeWV iQ aOO aVSecWV Rf

WheiU RSeUaWiRQV. LaVWO\, RQO\ WhUee (3) UeVSRQdeQWV had QR iQcUeaVe RU decUeaVe iQ VaOeV

UegaUdOeVV Rf XViQg e-ZaOOeWV. The fiQdiQgV VhRZ WhaW XVage Rf e-ZaOOeWV SRViWiYeO\ iPSacW Whe

VaOeV Rf a bXViQeVV.

FigXre 13. PXrchaVeV afWer XVing e-ZalleWV

APRQg Whe 15 UeVSRQdeQWV, RQO\ fRXU (4) ePSOR\ e-ZaOOeWV iQ Whe SXUchaVe Rf WheiU

VXSSOieV fRU daiO\ RSeUaWiRQV, ZiWh VigQificaQW iQcUeaVeV iQ SXUchaVe aPRXQW iQ WheiU baOaQce

VheeWV UaQgiQg fURP P10,000 WR P20,000. TheVe UeVSRQdeQWV PeQWiRQed WhaW iW iV eaVieU WR bX\

iWePV RQOiQe WhURXgh e-ZaOOeWV.

E-ZDOOHWV LQ BXVLQHVV FLQDQFLQJ

FigXre 14.  ReaVonV for non-XVage of e-ZalleWV
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BaVed RQ Whe UeVSRQVeV, bXViQeVVeV dR QRW RSW WR XVe e-ZaOOeWV fRU WheiU fiQaQciaO

acWiYiWieV. FRUW\ SeUceQW (40%) UeVSRQded Whe\ SUefeU baQN accRXQWV fRU Sa\PeQWV aQd

iVVXaQce Rf ORaQV. TZeQW\-VeYeQ SeUceQW (26.67%) aQVZeUed WhaW Whe\ did QRW haYe eQRXgh

iQfRUPaWiRQ RQ ORaQV RffeUed b\ e-ZaOOeWV. TZeQW\ SeUceQW (20%) Vaid Whe\ eOXded Whe XVe Rf

e-ZaOOeWV fRU VecXUiW\ UeaVRQV, aQd Whe UePaiQiQg aPRXQWiQg WR WhiUWeeQ SeUceQW (13.33%) Rf

Whe UeVSRQdeQWV cOaiPed WR haYe QR cXUUeQW Qeed fRU e-ZaOOeWV fRU WheiU fiQaQciQg acWiYiWieV.

ThiV UeVXOW VhRZV WhaW Whe UROe Rf e-ZaOOeWV iQ fiQaQciQg VWiOO QeedV WR be PagQified WR

SRWeQWiaO XVeUV. CeUWaiQ bXViQeVV RZQeUV e[ecXWe fiQaQciQg acWiYiWieV eOecWURQicaOO\, bXW RQO\

RQ a diffeUeQW SOaWfRUP.

E-ZDOOHWV LQ IQYHVWLQJ

FigXre 15. InYeVWing acWiYiWieV Zhere e-ZalleWV are XVed

AVide fURP RSeUaWiQg acWiYiWieV, e-ZaOOeWV caQ aOVR be XVed fRU iQYeVWPeQWV. FRXU (4)

UeVSRQdeQWV XVe e-ZaOOeWV iQ SXUchaViQg eTXiSPeQW aQd PachiQeV, eVSeciaOO\ ZheQ bX\iQg

RQOiQe. IW haV Pade WheiU bX\iQg e[SeUieQce PXch PRUe cRQYeQieQW.
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FigXre 16. InconYenienceV Whe reVpondenWV encoXnWered XVing e-ZalleWV

DeVSiWe Whe YaVW adYaQWageV, Whe XVage Rf e-ZaOOeWV iQ bXViQeVV aOVR haV iWV SiWfaOOV.

The PRVW cRPPRQ PiVhaS eQcRXQWeUed b\ Whe UeVSRQdeQWV aUe WechQicaO difficXOWieV bURXghW

b\ XQVWabOe Wi-Fi RU daWa cRQQecWiRQ, Zhich haYe beeQ e[SeUieQced b\ WhiUW\-WhUee SeUceQW

(33%) Rf UeVSRQdeQWV. ThiV iV fROORZed b\ iQ-aSS SURbOePV VXch aV PRQWhO\ WUaQVacWiRQ

YROXPe caS Rf e-ZaOOeW SURYideUV (13%) aQd aSSOicaWiRQ PaiQWeQaQce, bRWh Rf Zhich deOa\ RU

eYeQ caQceO WUaQVacWiRQV (13%). AccRUdiQg WR WhiUWeeQ SeUceQW (13%) Rf Whe UeVSRQdeQWV,

PeUchaQWV aQd cRQVXPeUV, eVSeciaOO\ Whe RQeV ZiWh e\eVighW SURbOePV aQd OeVV WechQRORgicaO

NQRZ-hRZ, aUe aOVR SURQe WR PiVWaNeV iQ Whe aPRXQW eQWeUed iQ e-ZaOOeWV. OQe eQWeUSUiVe aOVR

e[SeUieQced deOa\ed UeceiSW UefOecWiRQV RQ e-ZaOOeW aSSOicaWiRQV, aQRWheU eQcRXQWeUed

fUaXdXOeQW WUaQVacWiRQV.
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CHAPTER 5

DISC8SSION OF RES8LTS

UViQg Whe fiUP-OeYeO daWa cROOecWed fURP Whe iQWeUYieZ Rf 15 YaUiRXV eQWeUSUiVeV iQ

TacORbaQ CiW\, Whe UeVeaUcheUV fRXQd eYideQce WhaW Whe iQWURdXcWiRQ Rf iQQRYaWiRQ, SaUWicXOaUO\

e-ZaOOeWV, haYe a VigQificaQW effecW RQ fiUP SURdXcWiYiW\, iQ OieX ZiWh Whe PiWigaWiRQ Rf RQe Rf

Whe daPage PechaQiVPV Rf Whe COVID-19 SaQdePic: Whe VR-caOOed UeaO ecRQRP\ fUee]e. AV

Whe fORZ Rf gRRdV aQd VeUYiceV iQ bXViQeVVeV aUe diVUXSWed dXe WR PRbiOiW\ UeVWUicWiRQV aQd

ORRPiQg heaOWh UiVNV Rf Whe CRURQaYiUXV, e-ZaOOeWV gaOYaQi]e SURdXcWiRQ Rf gRRdV aQd VeUYiceV

iQ UeVSRQVe WR Whe ecRQRPic fUee]e b\ VWUeQgWheQiQg caVh fORZV, SaUWicXOaUO\ RSeUaWiQg,

fiQaQciQg, aQd iQYeVWiQg acWiYiWieV. ThiV iV fXUWheU VXSSRUWed b\ Whe WheRUeWicaO fUaPeZRUN, Whe

CUeSRQ, DXgXeW, aQd MaUaiVVe (CDM) fUaPeZRUN WhaW XQdeUVcRUeV Whe cRQWUibXWiRQ Rf

iQQRYaWiRQ, WhaW iV, e-ZaOOeWV iQ WhiV caVe, WR eQWeUSUiVe SeUfRUPaQce.

E-ZDOOHW 8VDJH RI WKH RHVSRQGHQWV

The UeVSRQdeQWV iQYROYed iQ WhiV VWXd\ ZeUe eQWeUSUiVeV WhaW XVe e-ZaOOeWV iQ TacORbaQ

CiW\, UaQgiQg iQ Vi]e fURP PicUR, VPaOO, PediXP, WR OaUge. AQ iPSRUWaQW cUiWeUiRQ fRU WheiU

eOigibiOiW\ fRU SaUWiciSaWiRQ iV Whe UegiVWUaWiRQ XQdeU Whe DeSaUWPeQW Rf TUade aQd IQdXVWU\

befRUe MaUch 7, 2020, Zhich PaUNV Whe ePeUgeQce Rf Whe COVID-19 SaQdePic. The PaiQ

UeaVRQ fRU WhiV iV WR deWeUPiQe if Whe iQWegUaWiRQ Rf e-ZaOOeWV caQ cXVhiRQ Whe adYeUVe effecWV Rf

Whe cXUUeQW SXbOic heaOWh cUiViV RQ bXViQeVV SURdXcWiYiW\, aV ZeOO aV highOighW iPSURYePeQWV

ZiWhiQ Whe eQWeUSUiVe aWWUibXWabOe WR Whe Vaid iQQRYaWiRQ.

The UeVSRQdeQWV chRVeQ aUe SaUW Rf Whe fROORZiQg iQdXVWUieV WhaW Whe NaWiRQaO

EcRQRPic aQd DeYeORSPeQW AXWhRUiW\ (2017) deePV WR be Whe gURZWh dUiYeUV iQ WeUPV Rf

ePSOR\PeQW aQd UeYeQXeV: (a) agUicXOWXUe aQd fiVheU\; (b) WRXUiVP; (c)

cRPPeUce/UeWaiO/PaQXfacWXUiQg. MajRUiW\ Rf Whe SaUWiciSaQWV WhaW XVe e-ZaOOeWV iQ WheiU

bXViQeVVeV beORQg WR UeWaiO/cRPPeUce, fROORZed b\ WRXUiVP-fRcXVed fiUPV. RRVQidah eW aO.
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(2019) aQd AgaUZaO (2018) VXSSRUW WhaW e-ZaOOeWV haYe UeceQWO\ becRPe a VWaSOe Sa\PeQW

PeWhRd iQ WRXUiVP aQd hRVSiWaOiW\ iQdXVWU\, aQd fRRd aQd UeVWaXUaQW VeUYiceV.

The UeVXOWV Rf WhiV VWXd\ VhRZ WhaW PRVW UeVSRQdeQWV ZhR XVe e-ZaOOeWV, SaUWicXOaUO\

fRU cXVWRPeU Sa\PeQW PeWhRdV, aUe RSeUaWiQg a PicUR WR VPaOO eQWeUSUiVe, bXW OaUgeU fiUPV

Pa[iPi]e Whe iQQRYaWiRQ b\ iQWegUaWiQg iW iQWR PRUe aUeaV Rf Whe bXViQeVV. IQ Whe VWXd\

cRQdXcWed b\ JXPbX aQd WeSXNhXOX (2019), UeVXOWV VhRZ WhaW OaUgeU cRPSaQieV beQefiW PRUe

fURP caVhOeVV Sa\PeQWV cRPSaUed WR VPaOOeU eVWabOiVhPeQWV. ThiV, hRZeYeU, cRQWUadicWV Whe

UeVXOWV Pade iQ Whe VWXd\ Rf IVOaP, eW. aO. (2016) VWaWiQg WhaW VPaOOeU fiUPV beQefiW PRUe fURP

PRbiOe PRQe\ WhaQ OaUgeU fiUPV.

FiQdiQgV aOVR VXggeVW WhaW aOWhRXgh WheUe aUe a OaUge QXPbeU Rf e-ZaOOeW SURYideUV

aYaiOabOe WR cRQVXPeUV, Whe XVe Rf GCaVh, a PhiOiSSiQe PRbiOe ZaOOeW aQd Sa\PeQW VeUYice,

dRPiQaWeV Whe iQdXVWU\. AVide fURP PRQe\ WUaQVfeUV, iW RffeUV a YaUieW\ Rf fiQaQciaO VeUYiceV

VXch aV VaYiQgV, ORaQV, iQYeVWPeQW, aQd iQVXUaQce (GORbe, IQc., 2021).

E-ZDOOHWV LQ OSHUDWLRQV

The fiQdiQgV Rf Whe VWXd\ UeYeaO WhaW Whe VSecific UeaVRQV WhaW SURPSWed bXViQeVV

RZQeUV iQ TacORbaQ CiW\ WR iQWegUaWe e-ZaOOeWV iQ WheiU bXViQeVV RSeUaWiRQV aUe ViPiOaU ZiWh

WhaW Rf Whe UeVXOWV Rf Whe SUeYiRXV VWXdieV Rf IVOaP, MX]i aQd Me]a (2016), Redd\ eW aO.

(2017), AgaUZaO eW aO. (2018), JXPbR aQd WeSXNhXOX (2019), aQd HXaQg eW aO. (2020). The

PRVW cRPPRQ UeaVRQV fRU adRSWiQg e-ZaOOeWV aUe Whe UedXcWiRQ Rf cRVW aQd UiVN, cRQYeQieQce,

aQd VaWiVfacWiRQ Rf cXVWRPeU SUefeUeQceV. E-ZaOOeWV UedXce WUaQVacWiRQ cRVWV, aOORZiQg fRU

gUeaWeU SURfiWabiOiW\ fRU eQWeUSUiVeV. WiWh aQ iPSURYed aQd VWUeaPOiQed Sa\PeQW V\VWeP, WheUe

iV gUeaWeU UeWaiO WUaffic, cRQVeTXeQWO\ iQcUeaViQg VaOeV. TUaQVOaWed aQVZeUV giYeQ dXUiQg Whe

iQWeUYieZ aUe aV fROORZV:
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³We are promoWing Whe cXVWomer¶V conYenience Wo pa\ direcWl\ online Yia

e-ZalleWV...WhroXgh e-ZalleWV, inVWead of VWopping Wo pa\ b\ caVh or WhroXgh liqXid pa\menWV,

Whe\ are inVWanWl\ good Wo go."  (ReVpondenW 1)

³We decided Wo adopW e-ZalleW XVage Wo haYe pa\menW V\VWem choiceV for clienWV aW

Wheir conYenience." (ReVpondenW 3)

"..The Zorld iV offering a digiWal pa\menW V\VWem, Vo Ze keep Xp and adapW WheVe

V\VWemV Wo Whe bXVineVV VloZl\... e-pa\menWV Zill eYenWXall\ be a normal Whing in Whe

PhilippineV, jXVW like hoZ iW iV normal in oWher coXnWrieV eVpeciall\ in Whe firVW Zorld

coXnWrieV."  (ReVpondenW 6)

HRZeYeU, XQOiNe Whe SUeYiRXV VWXd\ WhaW ZaV dRQe befRUe Whe COVID-19 SaQdePic,

UeVSRQdeQWV haYe added heaOWh aQd VafeW\ aV WheiU WRSPRVW UeaVRQ Zh\ Whe\ XVe e-ZaOOeWV.

ThiV VeQWiPeQW iV UefOecWed iQ Whe aQVZeUV Rf UeVSRQdeQWV:

"GeWWing Whe change or Whe e[ceVV XVXall\ WakeV Wime, and ZiWh Whe pandemic righW

noZ, Ze can¶W Wake Whe riVk of haYing Woo mXch conWacW ZiWh gXeVWV, Vo e-ZalleWV eliminaWe WhaW

haVVle." (ReVpondenW 1)

"...Ze XVe e-ZalleWV ZheneYer iW iV poVVible in accordance ZiWh Whe healWh proWocolV

Woda\." (ReVpondenW 13)

"We XVe iW Wo receiYe pa\menWV from cXVWomerV. The\ ofWen aVk if Whe\ can pa\

WhroXgh-ZalleWV." (ReVpondenW No. 11)

AddiWiRQaOO\, e-ZaOOeWV aUe aOVR XVed b\ bXViQeVV RZQeUV fRU Sa\PeQWV WR WheiU

VXSSOieUV aQd VRPeWiPeV fRU WheiU XWiOiW\ biOOV. ReVSRQdeQWV e[SOaiQ:

"IW makeV oXr liYeV eaVier eVpeciall\ if Ze haYe Wo make Vmall pa\menWV Wo oXr

VXpplierV in Manila. When Ze need VomeWhing Wo be Vhipped oXW immediaWel\ from Manila, Ze

can jXVW pa\ XVing digiWal banking or gcaVh inVWead of aVking oXr VWaff Wo go Wo Whe bank and
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make a depoViW Wo oXr VXpplierV' accoXnW. B\ XVing e-ZalleW, Ze conVerYe Wime, manpoZer,

and gaV!" (ReVpondenW No. 6)

ThiV iV cRQViVWeQW ZiWh Whe fiQdiQgV Rf KOaSSeU (2017) VWaWiQg WhaW digiWaO WUaQVacWiRQV

ZiWh VXSSOieUV aQd XWiOiW\ RSeUaWiRQV aUe cRVW-effecWiYe aQd VafeU. ThiV caQ UedXce ZRUNiQg

caSiWaO e[SeQVeV aQd Whe accXPXOaWed iQWeUeVW RQ WUade cUediW (KOaSSeU, 2017). MRUeRYeU,

VXSSOieU aQd XWiOiW\ Sa\PeQWV WhURXgh e-ZaOOeWV caQ iPSURYe WUaQVSaUeQc\ aQd PiQiPi]e Whe

iQcideQce Rf fUaXd becaXVe Rf Whe WUaceabiOiW\ Rf eOecWURQic WUaiOV. IW iV hRZeYeU QRWed WhaW a

feZ bXViQeVV RZQeUV UefUaiQ fURP XViQg e-ZaOOeWV iQ ceUWaiQ RSeUaWiRQaO acWiYiWieV dXe WR a

QXPbeU Rf UeaVRQ ViPiOaU Rf Whe VWXdieV Rf IVOaP, eW aO. (2016) aQd ShaUPa, eW aO. (2021).

APRQg Whe fifWeeQ (15) UeVSRQdeQWV, WZR UeVSRQdeQWV cOaiPed WR XVe e-ZaOOeWV fRU Whe

Sa\PeQW Rf VaOaUieV. AccRUdiQg WR RQe Rf WheP:

"Emplo\eeV are paid Wheir ZageV WhroXgh e-ZalleWV. MoVW emplo\eeV haYe VWarWed

XVing e-ZalleWV Wo receiYe Zage pa\menWV." (ReVpondenW No. 14)

ThiV UefOecWV Whe UeVXOWV Rf Whe VaPe VWXd\ b\ KOaSSeU (2017) aQd BUe]a eW aO. (2017).

AVide fURP Whe UedXcWiRQ Rf Sh\VicaO cRQWacW, diVbXUVePeQW Rf ZageV WhURXgh e-ZaOOeWV aOVR

SURYe WR be PRUe VecXUe fRU ePSOR\eeV WhaQ haUd caVh Sa\PeQWV, Zhich aUe SURQe WR VWeaOiQg

RU PiVaSSURSUiaWiRQ. EPSOR\eeV Pa\ aOVR caVh RXW WheiU VaOaUieV aW WheiU RZQ diVcUeWiRQ. FRU

eQWeUSUiVeV, digiWaO Zage Sa\PeQWV gXaUaQWee accXUac\ aQd VPRRWheU aXdiW SURcedXUeV.

HRZeYeU, VeYeUaO VXSSOieUV aQd ePSOR\eeV VWiOO SUefeU Whe WUadiWiRQaO Sa\PeQW PeWhRd,

baQN/caVh WUaQVfeUV aQd ATMV, heQce Whe QRQ-adRSWiRQ Rf e-ZaOOeWV Rf WheVe acWRUV VXSSUeVVeV

Whe bXViQeVVeV WR WaNe adYaQWage Rf Whe beQefiWV Rf Whe Vaid iQQRYaWiRQ. ThiV iV cRPSaUabOe WR

Whe UeVXOWV Rf Whe VWXd\ cRQdXcWed b\ ShaUPa, eW aO., cOaiPiQg WhaW deVSiWe acNQRZOedgiQg Whe

beQefiWV Rf digiWaO Sa\PeQWV, Whe\ VWiOO UeO\ RQ ATM ZiWhdUaZaOV aQd caVh Sa\PeQWV.

E-ZaOOeWV haYe aOVR OeVVeQed Whe cRVW fRU caVh haQdOiQg aQd PaQagePeQW, aOORZiQg Whe

bXViQeVV WR e[ecXWe faVWeU aQd VafeU WUaQVacWiRQV, aV ZeOO aV OeVVeQ Whe Qeed fRU a QXPbeU Rf
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VWaff. ThiV iV ViPiOaU WR Whe fiQdiQgV Rf JXPbR aQd WeSXNhXOX (2019), Zhich VWaWed WhaW Whe

OeVVeU Whe cRVWV fRU caVh PaQagePeQW, Whe higheU Whe SeUfRUPaQce. ReVSRQdeQWV cOaiP Whe

fROORZiQg:

"IW alloZed XV Wo eliminaWe ph\Vical labor and inconYenienceV broXghW aboXW b\

manXal caVh and check WranVacWionV. IW alVo alloZed XV Wo eaVil\ and qXickl\ WranVfer

pa\menW Wo oXr VXpplierV." (ReVpondenW No. 9)

"... Where are WimeV Zhen Ze find iW difficXlW Wo collecW/receiYe pa\menWV in perVon.

E-ZalleWV haYe made iW poVVible Wo addreVV and reVolYe problemV/inconYenienceV like WheVe."

(ReVpondenW No. 3)

The XVage Rf e-ZaOOeWV haV heOSed bXViQeVV RZQeUV VROYe SURbOePV aQd

iQcRQYeQieQceV iQ WheiU daiO\ RSeUaWiRQ fORZ. MaWchiQg Whe UeVXOWV Rf Whe VWXd\ Pade b\

JXPbR aQd WeSXNhXOX (2019), digiWaO Sa\PeQWV haYe SRViWiYeO\ affecWed Whe fiQaQciaO

SeUfRUPaQce Rf Whe bXViQeVV. The bXViQeVVeV beQefiWed fURP a UedXcWiRQ iQ cRVWV aQd

iQcUeaVed VaOeV. ReVSRQdeQWV e[SOaiQ:

"We haYe a Zider range of pa\menW opWionV for oXr cXVWomerV, and WhiV can benefiW XV

aV Zell in WermV of ValeV." (ReVpondenW No. 15)

BeQefiWV aQd/RU iPSURYePeQWV WR Whe bXViQeVV RSeUaWiRQV iQ XViQg e-ZaOOeWV ZeUe

ideQWified fURP Whe cROOecWed daWa aQd ZeUe diYided iQWR fRXU caWegRUieV: (1) Whe cRQYeQieQce

aQd eaVe Rf XViQg WheP, (2) Whe VafeW\ aQd VecXUiW\ iW bUiQgV, (3) Whe efficieQc\ Rf WUaQVacWiRQV,

aQd (4) iWV aid iQ bURadeQiQg Whe WaUgeW PaUNeW Rf aQ eQWeUSUiVe.

SRPe Rf Whe VSecific aQVZeUV Zhich SRiQWV WR Whe afRUePeQWiRQed beQefiW Rf

cRQYeQieQce aUe OiVWed beORZ:

"E-ZalleWV are conYenienW Wo XVe for oXr cXVWomerV and VWaff and make WranVacWionV

eaVier Wo e[ecXWe." (ReVpondenW 12)
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"IW iV conYenienW for pa\menWV and a XVefXl VXbVWiWXWe for ph\Vical cXrrencieV."

(ReVpondenW 15)

The ideQWified beQefiW Rf cRQYeQieQce cRUUeVSRQdV WR Whe VWXdieV Rf AgaUZaO, QiaQ,

YeXQg aQd ZRX (2018), ZhRVe UeVXOWV VhRZed, WhaW iQcOXded iQ Whe VSiOO-RYeU effecWV Rf XViQg

e-ZaOOeWV, aUe Whe beQefiWV WR Whe VPaOO-Vi]e WUaQVacWiRQV aQd/RU Sa\PeQWV becRPiQg PRUe

cRQYeQieQW fRU bXViQeVVeV aQd cRQVXPeUV aOiNe. The cRQYeQieQce Rf XVage cUeaWeV ³UeWaiO

WUaffic´, Zhich iQ WXUQ iQcUeaVeV VaOeV, eVSeciaOO\ fRU VPaOO-Vi]e aQd VWaUW-XS bXViQeVVeV.

ShRSSeUV aUe aOVR ePbUaciQg e-ZaOOeWV aW aQ aOaUPiQg UaWe, RZiQg SUiPaUiO\ WR WheiU

cRQYeQieQce aQd eaVe Rf XVe (DhiQgUa, eW aO., 2020).

ReVXOWV fURP aUWicOeV VXch aV YaNeaQ¶V (2020) SURYideV VXSSRUW WR Whe beQefiWV Rf

e-ZaOOeWV VXch aV RffeUiQg VafeW\, VecXUiW\, aQd efficieQc\ aV e-ZaOOeWV UeSRUWedO\ iQcUeaVe Whe

WUaQVSaUeQc\ Rf fiQaQciaO WUaQVacWiRQV, RffeUV Vafe Sa\PeQW RSWiRQV fRU cXVWRPeUV, aQd had

iQdicaWiRQV Rf UedXciQg Whe VSUead Rf Whe COVID-19 YiUXV. The caVhOeVV V\VWeP beQefiWV

bXViQeVVeV b\ aOORZiQg WheP WR iQcUeaVe VaOeV aQd e[WeQd WheiU RSeUaWiRQV b\ giYiQg cOieQWV

ViPSOe, Vafe, aQd faVWeU Sa\PeQW RSWiRQV fRU gRRdV/VeUYiceV.

The UaZ daWa Rf Whe cXUUeQW VWXd\ cRQdXcWed iQ TacORbaQ CiW\, PhiOiSSiQeV cRUUeVSRQdV

ZiWh WheVe VWXdieV fURP iQWeUQaWiRQaO RUigiQ:

"IW (e-ZalleWV) helpV XV (Whe bXVineVV) in redXcing ph\Vical conWacW and Whe riVk of

Vpread of YirXV WhroXgh ph\Vical mone\. ThiV iV Yer\ imporWanW becaXVe Ze are a drXgVWore.

OYerall, Ze can redXce Whe riVk of Vpreading COVID-19 and promoWe VafeW\ WhroXgh

conWacWleVV pa\menWV." (ReVpondenW 14)

"E-ZalleWV are conYenienW and inVWanWaneoXV aV a pa\menW V\VWem." (ReVpondenW 14)

"ThiV iV alVo Vo people need noW WranVporW Vi]able amoXnWV in an XnVecXred faVhion,

and Wo preYenW XnforWXnaWe eYenWV like robber\, eWc." (ReVpondenW 3)
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"The meWhod iV qXiWe faVW, and becaXVe of Whe feaWXreV Whe e-ZalleW offerV, Ze can haYe

Whe pa\menWV debiWed Wo oXr bXVineVV accoXnWV." (ReVpondenW 3)

AQd Whe fRXUWh beQefiW iQdicaWed fURP Whe daWa caQ be cRUURbRUaWed b\ a cRQWiQXiQg

VWXd\ b\ Whe WRUOd BaQN Zhich UeYeaOed WhaW ZiWh Whe e[iVWeQce Rf e-ZaOOeWV, bXViQeVVeV aUe

abOe WR e[SaQd WheiU PaUNeW eVSeciaOO\ ZiWh WheiU SaUWiciSaWiRQ iQ e-cRPPeUce (KOaSSeU,

2015).

"E-ZalleWV haYe broadened oXr markeW. Since pa\menW can be done conYenienWl\

WhroXgh GCaVh, oXr cXVWomerV haYe increaVed and Whe majoriW\ of Whem are from online

WranVacWionV." (ReVpondenW 13)

DaWa fURP WhiV cXUUeQW VWXd\ aWWeVWed WR RWheU iPSURYePeQWV bURXghW b\ e-ZaOOeWV WR

VRPe aVSecWV Rf Whe bXViQeVVeV ZhR XVe WheP, VXch aV Whe gUeaWeU accXUac\ Rf cRPSXWaWiRQV,

aQd iWV fXQcWiRQ aV aQ addiWiRQaO Sa\PeQW RSWiRQ fRU Whe cXVWRPeUV. HRZeYeU, SUiRU VWXdieV

WhaW caQ WeVWif\ WR WheVe fiQdiQgV aUe \eW WR be Pade:

"E-ZalleWV alVo improYed Whe accXrac\ of WranVacWionV and redXced compXWaWion

YarianceV becaXVe oXr pa\menW V\VWem Zill noW recogni]e a pXrchaVe aV compleWed if Whe

e[acW amoXnW on Whe receipW iV acWXall\ paid/VenW b\ Whe cXVWomer Yia GCaVh.´ (ReVpondenW

No. 14)

"HaYing e-ZalleWV meanV more opWionV for Whe cXVWomerV Wo chooVe from, and iW offerV

more conYenience." (ReVpondenW 1)

VaU\iQg WeVWiPRQieV fURP Whe UeVSRQdeQWV ZeUe UeceiYed UegaUdiQg Whe effecW Rf XViQg

e-ZaOOeWV WR WheiU VaOeV. MajRUiW\, hRZeYeU, haYe aQVZeUed WhaW WheiU VaOeV iQcUeaVed dXe WR Whe

facW WhaW Whe\ XVe e-ZaOOeW SOaWfRUPV iQ WheiU bXViQeVV acWiYiWieV. ReVSRQdeQWV VhaUe WheiU

WeVWiPRQieV:
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"On aYerage, Ze are able Wo increaVe aroXnd 180,000࠷ more Wo Whe monWhl\ income

VWemming from neZ enrolleeV dXe Wo Whe VZiWch Wo online learning and online pa\menWV."

(ReVpondenW 3)

"SaleV increaVed b\ 50%, aboXW P50,000." (ReVpondenW No. 13)

E[WeQded RSeUaWiRQV dXe WR Whe ViPSOiciW\, VafeW\ aQd faVW Sa\PeQW RSWiRQV XViQg

e-ZaOOeWV haYe aOORZed aQ iQcUeaVe Rf VaOeV SeU Whe VWXd\ Rf YaNeaQ (2020). The UeVXOW Rf aQ

iQcUeaVe iQ VaOeV aOVR UeVePbOe ZiWh AgaUZaO, QiaQ, YeXQg aQd ZRX¶V (2018) cRQcOXViRQV

Zhich VWaWed WhaW Whe VhRcN ZiWhiQ Whe iQdXVWU\ ZheQ PRbiOe ZaOOeWV ZeUe fiUVW iQWURdXced

UeVXOWed iQ iQcUeaVe iQ VaOeV Rf bRWh diVcUeWiRQaU\ (QRW QeceVVaU\) gRRdV aQd QRQ-diVcUeWiRQaU\

(PaQdaWRU\ RU QeceVVaU\) gRRdV, aV ZeOO aV iQcUeaVe iQ VaOeV Rf diQiQg SURYideUV.

The iQcUeaVe iQ VaOeV dePRQVWUaWed b\ Whe bXViQeVVeV ZhR haYe adRSWed iQQRYaWiRQ iQ

WheiU Sa\PeQW V\VWePV b\ XViQg e-ZaOOeWV, haYe SURYeQ WUXe Whe CUpSRQ, DXgXeW, aQd MaiUeVVe

(CDM) fUaPeZRUN fURP Zhich WhiV VWXd\¶V PaiQ idea iV baVed.

The UePaiQiQg daWa gaWheUed fURP Whe UeVSRQdeQWV SeUWaiQiQg WR WheiU VaOeV, SRiQWed

RXW WhaW XViQg e-ZaOOeWV did QRW affecW WheP ZhaWVReYeU:

"SaleV, iW iV baVicall\ Whe Vame Vince Ze XVed e-ZalleWV. We cannoW Va\ WhaW Where haV

been a VignificanW YalXe or effecW in WermV of increaVing ValeV." (ReVpondenW No. 1)

"SaleV are almoVW Whe Vame." (ReVpondenW No. 8)

MajRUiW\ Rf Whe UeVSRQdeQWV cOaiPed WhaW WheiU SXUchaVeV ZiWhiQ aQd fRU Whe bXViQeVV

haYe QeiWheU iQcUeaVed QRU decUeaVed ZheQ Whe\ iPSOePeQWed Whe XVe Rf e-ZaOOeWV.

ReVSRQdeQWV e[SUeVVed Whe fROORZiQg:

"The changeV are negligible Vince Whe pXrchaVeV made are done dXring regXlar

inWerYalV, and Ze do noW XVe e-ZalleWV for Whem." (ReVpondenW 3)

"No increaVe becaXVe Ze do noW XVe e-ZalleWV for pXrchaVeV." (ReVpondenW No. 14)
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ThiV VRPeZhaW PaWcheV ZiWh e[iVWiQg VWXdieV RQ e-ZaOOeWV Zhich RQO\ VWaWeV WhaW Whe

iQcUeaVe iQ e-ZaOOeW SXUchaVeV RQO\ UefOecW iQ iQdiYidXaO cRQVXPeUV, aQd haV QR PeQWiRQ WhaW iW

iV QeceVVaUiO\ aSSOicabOe WR cRPSaQieV aQd bXViQeVV eVWabOiVhPeQWV. AccRUdiQg WR AOaP

(2020) UaWheU WhaQ caVh RU cheTXe, eOecWURQic ZaOOeWV RffeU iQceQWiYeV WR eQcRXUage cRQVXPeUV

WR WhiQN WhaW fRU ceUWaiQ SXUchaVeV, Whe\ aUe beWWeU fRU VXch WhiQgV aV fXeO, fRRd, RU WUaYeO, RU

diVcRXQWV. ReVeaUcheV, RWheU WhaQ WhiV RQe, WhaW e[SORUe if WheUe aUe chaQgeV WR a bXViQeVV¶

SXUchaViQg acWiYiWieV haYe \eW WR VXUface.

E-ZDOOHWV LQ FLQDQFLQJ AFWLYLWLHV

The bXViQeVVeV aV UeVSRQdeQWV fRU WhiV VWXd\ haYe aOO aQVZeUed a QRQ-e[iVWiQg

iQYROYePeQW iQ fiQaQciQg acWiYiWieV XViQg e-ZaOOeWV, acWiYiWieV Zhich XVXaOO\ SeUWaiQV WR Whe

iVVXaQce, aYaiOPeQW, aQd Sa\PeQW Rf ORaQV, aV ZeOO aV RWheU iQfORZV aQd RXWfORZV Rf caVh aQd

QRQ-caVh fURP iQYeVWRUV. AccRUdiQg WR UeVSRQdeQW

"AV of Whe momenW, Ze haYe noW conVidered Waking loanV WhroXgh e-ZalleWV. We Vimpl\

haYe noW foXnd Whe need Wo do Vo in cXrrenW bXVineVV; No. We don'W iVVXe loanV, and debWV are

XVXall\ paid afWer a brief period." (ReVpondenW 2)

"No (do noW pa\ loan WhroXgh e-ZalleWV), all loanV are aXWo debiWed Wo bank accoXnW."

(ReVpondenW No. 13)

TheVe UeVXOWV dR QRW cRiQcide ZiWh a UeceQW VWXd\, aOVR cRQdXcWed iQ AVia, WhaW haV

cRQcOXded WhaW WheiU fiQaQciaO iQdXVWU\ haV begXQ WR eYROYe aQd SURgUeVV ZiWh a QeZ cUediW

VcRUiQg V\VWeP, iQWeUQeW OeQdiQg, digiWaO iQVXUaQce, cRPSXWeUi]ed iQYeVWiQg adYice, aQd RWheU

iQQRYaWiRQV ± aV a cRXQWU\ dRPiQaWed b\ PRbiOe Sa\PeQW VeUYiceV. ThUee facWRUV ZeUe

beOieYed WR be cRQWUibXWRUV WR Whe VXcceVV Rf PRbiOe ZaOOeWV iQ WheiU cRXQWU\: Whe VXddeQ

VhRUWage Rf WUadiWiRQaO Sa\PeQW VeUYiceV, Whe UegXOaWRU\ V\VWePV iQ SOace WhaW SURPRWe Whe XVe

Rf Sa\PeQW iQQRYaWiRQV, aQd Whe RYeUaOO deYeORSPeQW Rf WheiU fiQaQciaO WechQRORg\ (HXaQg, eW

aO., 2020). TheVe WhUee facWRUV, XQfRUWXQaWeO\, caQQRW be Vaid WR e[iVW aV PXch iQ Whe
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PhiOiSSiQeV, eVSeciaOO\ iQ Whe cRQWe[W Rf WhiV cXUUeQW VWXd\¶V ORcaOe. TacORbaQ CiW\, aOWhRXgh

cRQVideUed a fiUVW cOaVV XUbaQi]ed ciW\ iQ EaVWeUQ ViVa\aV, VWiOO OacN (1) a VigQificaQW

deYeORSPeQW iQ iQWeUQeW WechQRORg\, (2) Whe VXSSRUW Rf a UegXOaWRU\ eQYiURQPeQW, aQd (3) a

VhRUWage Rf Whe WUadiWiRQaO Sa\PeQW iQdXVWU\, WR UeiQfRUce Whe VhifW WR a digiWi]ed Sa\PeQW

V\VWeP.

E-ZDOOHWV LQ IQYHVWLQJ AFWLYLWLHV

E-ZaOOeWV SURYe WR bUiQg cRQYeQieQce iQ iQYeVWiQg acWiYiWieV iQ eQWeUSUiVeV,

SaUWicXOaUO\ Whe SXUchaVe Rf ORQg-WeUP aVVeWV. CeUWaiQ SaUWiciSaQWV haYe e[SUeVVed WhaW bX\iQg

fXUQiWXUe aQd fi[WXUeV, PachiQeV, aQd eTXiSPeQW aUe eaVieU, eVSeciaOO\ ZiWh Whe PRbiOiW\

UeVWUicWiRQV Rf Whe SaQdePic. AV e[SOaiQed b\ a UeVeaUch UeVSRQdeQW:

³ThiV [pXrchaVe of eqXipmenW] iV conYenienW becaXVe Ze do noW haYe Wo YiViW Whe

VWoreV." (ReVpondenW No. 13)

³IW ZaV conYenienW Wo XVe e-ZalleWV Zhen Ze Zere bX\ing [eqXipmenW] online."

(ReVpondenW 3)

ThiV VeQWiPeQW iV VXSSRUWed b\ Whe fiQdiQgV Rf a VWXd\ b\ KOaSSeU (2017),

ePShaVi]iQg WhaW digiWaO Sa\PeQW iQfUaVWUXcWXUe VeUYeV aV a cRQYeQieQW aQd affRUdabOe bUidge

beWZeeQ eQWUeSUeQeXUV aQd QeZ PaUNeWV fRU WheiU gRRdV aQd VeUYiceV. E-ZaOOeWV RSeQ dRRUV WR

OaUgeU PaUNeWV, fXUWheU e[WeQdiQg VeUYiceV WhaW aUe beOieYed WR SURYide PRUe YaOXe WR iWV XVeUV.

MRUeRYeU, SXUchaViQg fi[ed aVVeWV, Zhich aUe XVXaOO\ bXON\ aQd heaY\, WhURXgh

eOecWURQic PeaQV UedXce WUaYeO WiPe aQd e[SeQVeV fRU bXViQeVV RZQeUV. ThiV iV cRQViVWeQW ZiWh

Whe cRQcOXViRQV Rf AOaP eW aO. (2021), Va\iQg WhaW WUaQVacWiRQ cRVWV aUe VigQificaQWO\ UedXced

becaXVe Whe UeTXiUePeQW Rf a PiddOePaQ iV eOiPiQaWed. PXbOiVhed SaSeUV fURP HXQg & LXR

(2016) aQd GRPbeU eW aO. (2017) XQdeUVcRUe Whe ORZ cRVW aQd cRQYeQieQce Rf SXUchaVe fRU

aVVeWV WhURXgh e-ZaOOeWV. HRZeYeU, bX\iQg SURSeUW\, SOaQW, aQd eTXiSPeQW Yia e-ZaOOeWV aUe
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VXbjecW WR OiPiWaWiRQV dXe WR Vi]e, QaWXUe, aQd SUice Rf Whe aVVeW, aV ZeOO aV Whe PRQWhO\ YROXPe

caS iPSRVed b\ e-ZaOOeW SURYideUV.

OQ Whe RWheU haQd, UeVXOWV Rf WhiV VWXd\ UeYeaO WhaW e-ZaOOeWV aUe QRW cRPPRQO\ XVed iQ

RWheU iQYeVWiQg acWiYiWieV VXch aV VaOe Rf ORQg-WeUP aVVeWV, SXUchaVeV Rf PaUNeWabOe VecXUiWieV,

aQd acTXiViWiRQV RU diYeVWiWXUeV. OQe UeVSRQdeQW, hRZeYeU, PeQWiRQed WhaW he XVeV e-ZaOOeWV

fRU cU\SWRcXUUeQc\ aV a SeUVRQaO iQYeVWPeQW. SiQce Whe PajRUiW\ Rf Whe UeVSRQdeQWV aUe PicUR

eQWeUSUiVeV, Whe\ dR QRW PaNe Whe afRUePeQWiRQed OaUge-VcaOe bXViQeVV iQYeVWPeQWV. LaUgeU

eQWeUSUiVeV iQYROYed iQ WhiV VWXd\, hRZeYeU, cOaiPed WhaW Whe\ SUefeU baQN WUaQVacWiRQV fRU

PajRU iQYeVWPeQWV aQd caSiWaO e[SeQdiWXUeV. KaQg (2018) aVVeUWV WhaW PRVW iQdiYidXaOV SUefeU

WUadiWiRQaO WUaQVacWiRQV iQ Whe ORcaO baQNV becaXVe Rf WighWeU VecXUiW\ aQd SURWecWiRQ Rf XVeU

cRQfideQWiaOiW\.
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IQFRQYHQLHQFHV LQ 8VLQJ E-ZDOOHWV EQFRXQWHUHG E\ BXVLQHVVHV

DeVSiWe Whe Zide UaQge Rf adYaQWageV bURXghW b\ e-ZaOOeWV WR eOeYaWe Whe d\QaPicV Rf

ORcaO bXViQeVVeV, Whe Vaid iQQRYaWiRQ haV iWV faiU VhaUe Rf dUaZbacNV WhaW caQ affecW iWV

RXWcRPeV. The PRVW cRPPRQ SURbOeP e[SeUieQced b\ Whe UeVSRQdeQWV iV Whe difficXOWieV

bURXghW b\ XQVWabOe Wi-Fi RU daWa cRQQecWiRQ. ThiV caXVeV deOa\V iQ bRWh iQ-VWRUe aQd RQOiQe

WUaQVacWiRQV, aQd eYeQ faiOed WUaQVfeU Rf Sa\PeQWV WhaW cRXOd affecW Whe iQcRPe Rf Whe

bXViQeVV. SRPe eQWUeSUeQeXUV aOVR e[SeUieQce ORQg iQWeUYaOV beWZeeQ Whe WUaQVfeU Rf Sa\PeQW

aQd Whe SURRf Rf UeceiSW VeQW WR WheiU PRbiOe, RU eYeQ Whe UefOecWiRQ Rf Vaid Sa\PeQW WR WheiU

accRXQWV.  BXViQeVV RZQeUV iQYROYed iQ Whe VWXd\ QaUUaWed VXch iQcRQYeQieQceV:

³Since e-ZalleWV are relianW on a VWable InWerneW or daWa connecWion Wo Zork, Ze

encoXnWer Wechnical problemV VomeWimeV. ThiV happenV Zhen Whe cXVWomerV do noW haYe a

VWable connecWion. InVWead of an inVWanWaneoXV WranVacWion, iW becomeV prolonged becaXVe Whe

cXVWomer cannoW Vend Whe pa\menW." (ReVpondenW No. 14)

³The challenge of XVing e-ZalleWV in Whe enWerpriVe iV Whe inWerneW connecWiYiW\, Vince

moVW of Whe Wime Where iV no inWerneW or Vignal. There ZoXld be WimeV Zhere Ze had Wo ZaiW 2-3

da\V, Vo iW doeV decreaVe Whe income of Whe VWore." (ReVpondenW No. 10)

ThiV heaY\ UeOiaQce Rf e-ZaOOeWV WR a VWabOe IQWeUQeW cRQQecWiRQ WR be abOe WR RSeUaWe

caQ be cRQVideUed aV ³RSeUaWiRQaO cRQVWUaiQWV´ WR XVeUV. AbdXO-HaOiP eW aO. (2021) defiQeV

RSeUaWiRQaO cRQVWUaiQWV aV baUUieUV aWWUibXWed WR WechQRORg\. ThiV XVXaOO\ caXVeV iQacceVVibiOiW\

aQd difficXOW\ Rf XVage Rf e-ZaOOeWV aQd digiWaO Sa\PeQWV iQ geQeUaO.

AQRWheU RSeUaWiRQaO cRQVWUaiQWV fRXQd iQ WhiV VWXd\ aUe iQ-aSSOicaWiRQ SURbOePV VXch

aV PRQWhO\ WUaQVacWiRQ YROXPe caS iPSRVed b\ e-ZaOOeW SURYideUV. A UeVSRQdeQW e[SOaiQed:

³We haYe e[perienced inWernal problemV like Whe limiW on monWhl\ WranVacWionV. IW

becomeV inconYenienW Zhen Ze e[ceed Whe limiW becaXVe Ze cannoW perform WranVacWionV."

(ReVpondenW No. 13)
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The PRVW XVed e-ZaOOeW b\ Whe UeVSRQdeQWV, fRU iQVWaQce, iV GCaVh, Zhich aOORZV baVic

PePbeUVhiS accRXQWV ZiWh a OiPiW Rf PHP 10,000 fRU bRWh iQcRPiQg aQd RXWgRiQg PRQWhO\

WUaQVacWiRQV. FXOO\ YeUified XVeUV aUe OiPiWed WR PHP 100,000 ZRUWh Rf iQcRPiQg WUaQVacWiRQV,

ZhiOe WhRVe fXOO\ YeUified accRXQWV ZiWh OiQNed baQN RU GSaYe/GIQYeVW SURfiOeV, haYe a PHP

500,000-OiPiW fRU PRQWhO\ iQcRPiQg WUaQVacWiRQV. DaiO\ RXWgRiQg OiPiW fRU fXOO\ YeUified XVeUV

iV PHP 100,000, bXW QR PRQWhO\ RU \eaUO\ caS. Pa\Pa\a, Whe VecRQd PRVW XVed e-ZaOOeW fURP

Whe UeVXOWV, haV a PRQWhO\ WUaQVacWiRQ OiPiW Rf PHP 50,000 fRU QRQ-XSgUaded accRXQWV aQd

PHP 100,000 fRU XSgUaded RQeV. DaiO\, PRQWhO\, RU \eaUO\ WUaQVacWiRQ OiPiWV fRU eYeU\

e-ZaOOeW YaU\ deSeQdiQg RQ Whe VeUYice SURYideU.

AQRWheU SaUWiciSaQW aOVR e[SUeVVed aQRWheU SURbOeP iQ XViQg e-ZaOOeWV:

"There are WimeV Zhen GCaVh XndergoeV mainWenance, Vo iW becomeV XnaYailable."

(ReVpondenW No. 10)

ASSOicaWiRQ PaiQWeQaQce aQd V\VWeP XSdaWeV caQ aOVR WePSRUaUiO\ UeVWUicW Whe

RSeUaWiRQ Rf e-ZaOOeWV. UVeUV e[SeUieQce iQWeUPiWWeQW acceVV WR e-ZaOOeW aSSOicaWiRQV Zhich aUe

XQdeU V\VWeP PaiQWeQaQce, RU QR acceVV aW aOO fRU a SeUiRd Rf WiPe. ThiV UeVXOWV iQ deOa\V RU

eYeQ caQceOOaWiRQ Rf Sa\PeQW WUaQVacWiRQV. AOWhRXgh VeUYice SURYideUV SURYide adYiVRU\ fRU

VXch SURcedXUeV RQ WheiU VRciaO Pedia SOaWfRUPV, PRVW XVeUV aUe QRW QRWified XQWiO Whe\ RSeQ

Whe aSSOicaWiRQ aQd e[SeUieQce WURXbOeVhRRWiQg.

ReVSRQdeQWV ciWed iQVWaQceV ZheUe Whe\ Pade PiVWaNeV iQ Whe aPRXQW eQWeUed RQ WheiU

e-ZaOOeW deYiceV. AccRUdiQg WR RQe Rf WheP:

"SomeWimeV Whe Zrong amoXnW iV alVo pXnched, Vo Ze ZoXld haYe Wo correVpond ZiWh

Globe if adjXVWmenWV can be made." (ReVpondenW 4)

ThiV iV SaUaOOeO WR Whe cRQcOXViRQ Rf Ma eW aO. (2016) abRXW hRZ Whe OiPiWed VcaOe,

diVSOa\, aQd Ne\SadV Rf e-ZaOOeWV RQ PRbiOe deYiceV caQ be aQ eQcXPbUaQce WR XVeUV. ThiV iV

aWWeVWed b\ UeVSRQdeQWV iQ Whe VWXd\ WhaW haYe e\eVighW SURbOePV aQd OiPiWed WechQRORgicaO
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NQRZ-hRZV, aV Whe\ aUe PRUe SURQe WR PaNe eUURUV iQ e[ecXWiQg bXViQeVV WUaQVacWiRQV. OQe

eYeQ e[SUeVVed WhaW Vhe iV heViWaQW aQd QeUYRXV WR XVe e-ZaOOeWV becaXVe Rf Whe UeaVRQ abRYe.

AOWhRXgh QRW cRPPRQ WR eYeU\RQe, UeVXOWV Rf Whe VWXd\ aOVR UefOecW WhaW WheUe aUe

fUaXdXOeQW caVeV iQ bXViQeVV WUaQVacWiRQV WhURXgh e-ZaOOeWV. A UeVSRQdeQW QaUUaWed:

³There ZaV once a fraXdXlenW occXrrence Zhere Whe cXVWomer paid online, onl\ Wo find

oXW WhaW Whe accoXnW ZaV noW WheirV.´ (ReVpondenW 1)

YaNeaQ (2020) highOighWed WhiV iQ WheiU VWXd\: Whe caVeV Rf c\beUcUiPe aQd fiQaQciaO

fUaXd iQcUeaVe becaXVe RQOiQe WUaQVacWiRQV WhURXgh e-ZaOOeWV aUe SURQe WR PRUe UiVNV VXch aV

hacNiQg aQd PRQe\ OaXQdeUiQg. ShaUPa & ShaUPa (2019) aOVR VWaWed WhaW UiVNV UeOaWed WR

SURWecWiRQ aQd SUiYac\ aUe heighWeQed iQ digiWaO WUaQVacWiRQV. AV e-ZaOOeWV aUe a SeUVRQaOi]ed

VeUYice, iQdiYidXaO aQd SeUVRQaO daWa aUe VWRUed iQ Whe V\VWeP, aQd PXVW be WUeaWed ZiWh

XWPRVW cRQfideQWiaOiW\ aQd SURWecWiRQ WR aYRid fUaXd (AbdXO-HaOiP, 2021; ShaUPa & ShaUPa,

2019). HRZeYeU, WheVe fiQdiQgV aUe RSSRVed WR Whe cRQcOXViRQV Rf HXaQg eW aO. (2020) aQd

SXUi (2017) aVVeUWiQg WhaW Sa\PeQWV aQd UePiWWaQceV WhURXgh digiWaO Sa\PeQWV aUe PRUe VecXUe

dXe WR UedXcWiRQ iQ WUaQVacWiRQ fUicWiRQV, YiVibOe cRVWV aQd iQYiVibOe aWWUiWiRQ VXch aV WhefW.
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CHAPTER 6

CONCL8SIONS AND RECOMMENDATIONS

MDLQ FLQGLQJV DQG IQIHUHQFHV

The VWXd\ SURYideV deWaiOed iQVighWV RQ Whe UROe Rf e-ZaOOeWV iQ PiQiPi]iQg Whe effecWV

Rf Whe UeaO ecRQRPic fUee]e bURXghW b\ Whe COVID-19 SaQdePic. CRPSaUed WR SUeYiRXV

NQRZOedge abRXW Whe adRSWiRQ Rf e-ZaOOeWV, WhiV VWXd\ bUiQgV iPSRUWaQW fiQdiQgV RQ e-ZaOOeWV

iQ Whe cRQWe[W Rf iQcUeaViQg bXViQeVV SURdXcWiYiW\ iQ WiPeV Rf a SaQdePic.

OEMHFWLYH 1.

DeVSiWe Whe Zide aYaiOabiOiW\ aQd iWV e[iVWeQce Rf digiWaO Sa\PeQWV iQ Whe OaVW decade,

Whe SURgUeVV Rf adRSWiQg Whe V\VWeP iQ Whe fiUP¶V daiO\ RSeUaWiRQV iV UeOaWiYeO\ VORZ. The PaiQ

deWeUPiQaQWV Rf XViQg e-ZaOOeWV aV aQ addiWiRQaO Sa\PeQW PeWhRd aUe iWV cRQYeQieQce,

VecXUiW\, aQd iWV adaSWabiOiW\ WR PRdeUQ WiPeV. The ePeUgeQce Rf Whe COVID-19 SaQdePic

aQd Whe iPSOePeQWaWiRQ Rf diffeUeQW heaOWh SURWRcROV haYe bRRVWed Whe digiWaOi]aWiRQ Rf

Sa\PeQW. IW haV becRPe a QeZ facWRU fRU cRQVXPeUV WR acceSW caVhOeVV Sa\PeQWV aV iW

SURPRWeV a VafeU Sa\PeQW PeWhRd, UedXciQg Sh\VicaO cRQWacW ZiWh RWheUV aQd Whe UiVN Rf

cRQWUacWiQg Whe COVID-19 YiUXV.

ObjecWiYe 1.1. OperaWionV

The adRSWiRQ Rf e-ZaOOeWV haV SURYeQ iWVeOf WR iQcUeaVe VaOeV. ThiV iV dXe WR QXPeURXV

UeaVRQV VXch aV eaVieU aQd faVWeU WUaQVacWiRQV aQd Whe iQcUeaVe Rf SRWeQWiaO cXVWRPeUV becaXVe

Rf Whe Zide Ueach aQd acceVVibiOiW\ Rf e-ZaOOeWV. ThiV SURdXceV PRUe UeWaiO WUaffic WhaW VXSSRUWV

SURfiWabiOiW\. CeUWaiQ aUeaV Rf bXViQeVV RSeUaWiRQV haYe VigQificaQW iPSURYePeQWV, VXch aV

Zage diVWUibXWiRQ aQd WUaQVacWiRQV ZiWh VXSSOieUV.

ObjecWiYe 1.2. Financing

DeVSiWe e-ZaOOeWV RffeUiQg a YaUieW\ Rf fiQaQciaO VeUYiceV VXch aV ORaQV, bXViQeVV

RZQeUV VWiOO UeO\ RQ baQNV fRU iVVXaQce, aYaiOPeQW aQd Sa\PeQW Rf ORaQV. ThiV iV dXe WR Whe
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OacN Rf aZaUeQeVV Rf eQWeUSUiVeV RQ Whe VeUYiceV RffeUed b\ e-ZaOOeW SURYideUV VXch aV ORaQ,

iQVXUaQce, aQd baQNiQg RSWiRQV. BXViQeVV RZQeUV Qeed gXidaQce aQd OiWeUac\ RQ Whe VWUaWegic

SRWeQWiaO Rf e-ZaOOeWV WR OeYeUage WheP RQ WheiU fiQaQciQg acWiYiWieV.

ObjecWiYe 1.3. InYeVWmenWV

The SRWeQWiaO Rf e-ZaOOeWV iQ SURYidiQg iQYeVWPeQW RSWiRQV fRU bXViQeVV RZQeUV iV QRW

fXOO\ XWiOi]ed. IQYeVWPeQWV e[ecXWed Yia e-ZaOOeWV aUe OiPiWed b\ Whe QaWXUe aQd Vi]e Rf

ORQg-WeUP WeUP aVVeWV becaXVe Rf Whe RXWgRiQg WUaQVacWiRQ caS Rf e-ZaOOeWV. WhiOe bXViQeVV

RZQeUV Pa\ adRSW e-ZaOOeWV iQ SXUchaViQg VPaOO iQYeVWPeQWV, VXch aV fXUQiWXUe, PachiQeV,

eTXiSPeQW, Whe\ VWiOO RSW fRU caVh RU baQN WUaQVfeUV fRU higheU cRVWiQg iQYeVWPeQWV fRU VecXUiW\

UeaVRQV.

OEMHFWLYH 2.

The SaQdePic becaPe a caWaO\VW fRU Whe gURZWh Rf digiWaO Sa\PeQWV, iQcUeaViQg Whe

QXPbeU Rf XVeUV iQ Whe PhiOiSSiQeV. E-ZaOOeWV aUe SiYRWaO faciOiWaWiQg QeZ bXViQeVV e[chaQgeV

WhaW ZRXOd QRW haYe beeQ SRVVibOe ZiWhRXW Whe e[iVWeQce Rf VXch iQQRYaWiRQ. TheVe aUe

effecWiYe iQ iQcUeaViQg Whe YROXPe aQd YaOXe Rf WUaQVacWiRQV cRQdXcWed iQ WiPeV Rf SaQdePic.

BXViQeVV RZQeUV haYe VhRZQ WhePVeOYeV fOe[ibOe WR XQfRUeVeeQ eYeQWV aQd eYeU-chaQgiQg

cRQVXPeU behaYiRUV. EfficieQc\ iQ eQWUeSUeQeXUVhiS aQd WUade aUe cRQWiQXRXVO\ SURPRWed

WhURXgh a gUeaWeU degUee Rf WUaQVacWiRQV Rf gRRdV aQd VeUYiceV WhURXgh e-ZaOOeWV deVSiWe

PRbiOiW\ UeVWUicWiRQV.

IPSOLFDWLRQV RI WKH FLQGLQJV DQG LLPLWDWLRQV

ThiV VWXd\ fiOOV a UeVeaUch gaS iQ Whe OiWeUaWXUe, b\ ideQWif\iQg hRZ e-ZaOOeWV caQ be

XWiOi]ed WR addUeVV Whe ecRQRPic fUee]e caXVed b\ Whe COVID-19 SaQdePic. IW VhRXOd be

ePShaVi]ed WhaW Whe daWa gaWheUed aUe OiPiWed WR Whe bXViQeVV SURdXcWiYiW\ iQ TacORbaQ CiW\.

AV WhiV iV a TXaOiWaWiYe VWXd\, daWa aQd cRQcOXViRQV ZeUe baVed RQ QaUUaWiYeV aQd SeUVRQaO

e[SeUieQceV Rf Whe chRVeQ UeVSRQdeQWV UegaUdiQg Whe XVe Rf e-ZaOOeWV iQ WheiU UeVSecWiYe
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bXViQeVVeV aQd Whe iPSURYePeQWV RQ RSeUaWiRQV aWWUibXWabOe WR Whe Vaid iQQRYaWiRQ. ThiV caQ

be cRPSOePeQWed b\ TXaQWiWaWiYe aQd fiQaQciaO daWa, VXch aV Whe YROXPe Rf digiWaO Sa\PeQWV

aV cRPSaUed WR caVh, Whe QXPbeU Rf WUaQVacWiQg SaUWieV ZhR XVe e-ZaOOeWV, aQd WheiU aYeUage

iQcRPiQg aQd RXWgRiQg fXQdV WhaW gR WhURXgh eOecWURQic chaQQeOV.

The UeYieZed OiWeUaWXUe SRUWUa\ed a ZideU iPSOicaWiRQ fRU VPaOO bXViQeVVeV aQd

VWaUW-XSV beQefiWWiQg fURP Whe XVe Rf e-ZaOOeWV. HRZeYeU, Whe UeVSRQdeQWV fRU WhiV VWXd\ ZeUe

QRW fRcXVed aQd/RU OiPiWed WR RQO\ VPaOO-Vi]ed bXViQeVVeV, VR WhiV SURdXced a diffeUeQW

cRQcOXViRQ fURP e[iVWiQg VWXdieV. ThiV, RQ Whe RWheU haQd, VhRZV WhaW digiWaO fiQaQciaO

WechQRORg\ iV XWiOi]ed RQO\ WR a ceUWaiQ e[WeQW, eVSeciaOO\ fRU VPaOOeU fiUPV.

RHFRPPHQGDWLRQV

AV BaQgNR SeQWUaO Qg PiOiSiQaV cRQWiQXe WR SURPRWe fiQaQciaO iQcOXViRQ WhURXgh

digiWaO fiQaQce, iW iV cUiWicaO WR iPSURYe Whe fiQaQciaO WechQRORg\ OiWeUac\ Rf FiOiSiQRV.

IQcUeaViQg Whe aZaUeQeVV aPRQg eQWUeSUeQeXUV, VWaUW-XSV, aQd aVSiUiQg eQWUeSUeQeXUV abRXW

Whe beQefiWV Rf e-ZaOOeWV cRXOd VWUeQgWheQ Whe digiWaO WUaQVfRUPaWiRQ Rf Sa\PeQW V\VWePV iQ Whe

PhiOiSSiQeV. AddiWiRQaOO\, Whe gRYeUQPeQW VhRXOd iQWURdXce QeZ SROicieV fRcXVed RQ

ePSRZeUiQg digiWaO Sa\PeQW WR iQcUeaVe acceVVibiOiW\ Rf fiQaQciaO VeUYiceV WR FiOiSiQRV

QaWiRQZide. A VWURQgeU iQfUaVWUXcWXUe Rf digiWaO Sa\PeQWV aQd iQcUeaVed acceVV SRiQWV WR

fiQaQciaO VeUYiceV ZiOO aOVR eQcRXUage a ZideU XVe Rf digiWaO Sa\PeQWV.

HaYiQg a VWURQg iQWeUQeW cRQQecWiRQ iV RQe Rf Whe cRQWUibXWiQg facWRUV Rf adRSWiQg

digiWaO Sa\PeQWV. The PhiOiSSiQeV haYe ORQg VWUXggOed ZiWh iQWeUQeW cRQQecWiYiW\. The

gRYeUQPeQW aQd iQWeUQeW SURYideUV VhRXOd ZRUN RQ deYeORSiQg Whe digiWaO iQfUaVWUXcWXUe iQ Whe

cRXQWU\ b\ deVigQiQg SROicieV WhaW ZRXOd heOS eQWUeSUeQeXUV be iQWURdXced WR Whe VWUaWegic

SRWeQWiaO Rf e-ZaOOeWV. TheVe eQWiWieV VhRXOd eQcRXUage ZideU SaUWiciSaWiRQ RQ Whe XVage Rf

e-ZaOOeWV b\ haYiQg ORcaO gRYeUQPeQW ageQcieV Oead Whe VhifW WR digiWaO Sa\PeQWV WhURXgh

iQ-deSWh dePRQVWUaWiRQ aQd ZRUNVhRSV WR OeVVeQ UeViVWaQce WR Whe Vaid iQQRYaWiRQ.
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The SURSRQeQWV eQcRXUage fXUWheU UeVeaUch iQ Whe aUea Rf digiWaO Sa\PeQWV RU

e-ZaOOeWV. MXch Rf WhiV UeVeaUch haV beeQ UeVWUicWed b\ Whe VPaOO QXPbeU Rf UeVSRQdeQWV, dXe

WR iWV TXaOiWaWiYe QaWXUe aQd OiPiWed UeVeaUch ORcaOe. ThXV, WheUe iV a Qeed WR SURPRWe daWa

cROOecWiRQ QaWiRQaOO\, XViQg TXaOiWaWiYe aQd TXaQWiWaWiYe WechQiTXeV aQd aQaO\ViV, fROORZiQg a

cRQViVWeQW PeWhRdRORg\ acURVV UegiRQV. TR deWeUPiQe Whe e[acW cRQWUibXWiRQ Rf e-ZaOOeWV iQ

Whe cRXQWU\¶V GURVV DRPeVWic PURdXcW (GDP), fXUWheU TXaQWiWaWiYe UeVeaUch ZiOO be PRVW

XVefXO. IW iV fXUWheU VXggeVWed WhaW iQdXVWUieV RWheU WhaQ Whe RQeV iQcOXded iQ WhiV VWXd\, VXch aV

VeUYice, ShaUPaceXWicaOV, cRQVWUXcWiRQ, aQd UeaO eVWaWe, VhRXOd be aVVeVVed WR fiQd Whe

UeVSecWiYe degUee Rf e-ZaOOeW SeQeWUaWiRQ aQd adRSW PeaVXUeV WR ZideQ XVage.

MRUeRYeU, caVe VWXdieV RQ VSecific iQdXVWUieV aUe eQcRXUaged WR ideQWif\ hRZ e-ZaOOeWV

caQ be OeYeUaged. AV PajRU iQdXVWUieV iQ Whe PhiOiSSiQeV, PaQXfacWXUiQg aQd agUibXViQeVVeV,

aV ZeOO aV iQdXVWUieV ZiWhiQ WheVe caWegRUieV, VhRXOd be VWXdied RQ hRZ Whe XVe Rf e-ZaOOeWV

caQ affecW aQd aid WheP ZiWhiQ Whe cRQWe[W Rf WhiV SaQdePic. The iPSOicaWiRQV Rf WhiV VWXd\ WR

VPaOO bXViQeVVeV aQd VWaUW-XSV VhRXOd be fXUWheU e[SORUed aV ZeOO, ViQce iW haV beeQ iQdicaWed

WhaW OeVVeU WUaQVacWiRQ cRVWV ZiWh Whe XVe Rf e-ZaOOeWV beQefiW WheVe iQdXVWUieV.
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ASSHQGL[ A: IQWHUYLHZ QXHVWLRQQDLUH

I. OQe-RQ-RQe IQWeUYieZV

A. EQWeUSUiVeV aQd FiUPV

a. WhaW NiQd Rf SURbOePV/cRQceUQV aURVe iQ Whe bXViQeVV ZheQ COVID-19 VWaUWed?

b. WaV Whe SURdXcWiYiW\ Rf \RXU fiUP affecWed b\ Whe ORcNdRZQ?

c. HRZ ZaV \RXU VaOeV affecWed?

d. WhaW Pade \RX VZiWch fURP Whe WUadiWiRQaO caVh Sa\PeQW V\VWeP WR a digiWaO Sa\PeQW

V\VWeP?

e. WheQ did \RXU bXViQeVV VWaUW XViQg e-ZaOOeWV:

i. If eYeQ befRUe Whe COVID-19 SaQdePic VWaUWed,

1. IQ Zhich VSecific WUaQVacWiRQV dR \RX XVe e-ZaOOeWV iQ \RXU bXViQeVV?

2. HRZ did \RXU XVe Rf e-ZaOOeWV addUeVV Whe SURbOePV RU iQcRQYeQieQceV

WhaW RccXUed ZiWhiQ Whe bXViQeVV? TR ZhaW e[WeQW?

3. HRZ did e-ZaOOeWV addUeVV Whe SURbOePV WhaW RccXUUed ZheQ Whe

SaQdePic VWaUWed? TR ZhaW e[WeQW?

4. WhaW aUe Whe diffeUeQceV RU iPSURYePeQWV WhaW e-ZaOOeWV haYe bURXghW

iQ Whe fORZ Rf \RXU RSeUaWiRQV, cRPSaUed WR \RXU caVh Sa\PeQWV?

5. WhaW SURbOePV/iQcRQYeQieQceV did \RX eQcRXQWeU XViQg e-ZaOOeWV?

6. If \RX ZeUe WR eVWiPaWe iW, hRZ PaQ\ SeUceQW Rf \RXU ePSOR\eeV,

cXVWRPeUV, VXSSOieUV, eWc., aUe aOVR XViQg e-ZaOOeWV?

ii. If dXUiQg Whe SaQdePic,

1. IQ Zhich VSecific WUaQVacWiRQV dR \RX XVe e-ZaOOeWV iQ \RXU bXViQeVV?

(cXVWRPeU Sa\PeQW, bXViQeVV SXUchaVeV, WUaQVacWiRQV ZiWh VXSSOieUV,

iQYeVWPeQW acWiYiWieV, ZageV)

2. HRZ did e-ZaOOeWV addUeVV Whe SURbOePV WhaW RccXUUed ZheQ Whe

SaQdePic VWaUWed? TR ZhaW e[WeQW?

3. WhaW SURbOePV did \RX eQcRXQWeU ZiWh caVh Sa\PeQWV WhaW e-ZaOOeWV

ZeUe abOe WR VROYe RU heOS ZiWh?

4. WhaW beQefiWV did \RX e[SeUieQce iQ XViQg WheP? (cRQYeQieQce, VafeW\,

iQVWaQWaQeRXV)

5. WhaW aUe Whe diffeUeQceV RU iPSURYePeQWV WhaW e-ZaOOeWV haYe bURXghW

iQ Whe fORZ Rf \RXU RSeUaWiRQV, e.g., Sa\PeQW V\VWeP, WUaQVacWiRQV,

cRPSaUed WR \RXU caVh Sa\PeQWV?

6. WhaW SURbOePV/iQcRQYeQieQceV did \RX eQcRXQWeU XViQg e-ZaOOeWV?
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7. If \RX ZeUe WR eVWiPaWe iW, hRZ PaQ\ SeUceQW Rf \RXU ePSOR\eeV,

cXVWRPeUV, VXSSOieUV, eWc., aUe aOVR XViQg e-ZaOOeWV?

f. HaYe \RXU ePSOR\eeV iQcUeaVed, decUeaVed, RU UePaiQed Whe VaPe dXUiQg Whe

SaQdePic?

g. If TXaQWifiabOe, (bXViQeVV SeUfRUPaQce UaWiRV)

i. HRZ PXch did \RXU VaOeV iQcUeaVe/decUeaVe afWeU XViQg e-ZaOOeWV?

ii. HRZ PXch did \RXU SXUchaVeV iQcUeaVe/decUeaVe afWeU XViQg e-ZaOOeWV?

iii. HRZ PXch did \RXU iQYeVWPeQWV iQcUeaVe/decUeaVe afWeU XViQg e-ZaOOeWV?
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