
ANALYSIS OF CONSUMER ADOPTION OF
E-STATEMENT SERVICES OF A SRI LANKAN
ORGANIZATION IN TELECOMMUNICATION

INDUSTRY

Balapitiya Hewage Thilini Shanika Gunaratne

229106A

Master of Business Administration in IT

Department of Computer Science and Engineering

University of Moratuwa
Sri Lanka

August 2024



ANALYSIS OF CONSUMER ADOPTION OF
E-STATEMENT SERVICES OF A SRI LANKAN
ORGANIZATION IN TELECOMMUNICATION

INDUSTRY

Balapitiya Hewage Thilini Shanika Gunaratne

229106A

Dissertation submitted in partial fulfillment of the requirements for the

degree
Master of Business Administration in IT

Department of Computer Science and Engineering

University of Moratuwa
Sri Lanka

August 2024



DECLARATION

I declare that this is my own work and this Dissertation does not incorporate without
acknowledgement any material previously submitted for a Degree or Diploma in any
other University or Institute of higher learning and to the best of my knowledge and
belief it does not contain any material previously published or written by another per-
son except where the acknowledgement is made in the text. I retain the right to use
this content in whole or part in future works (such as articles or books).

Signature: Date:

The supervisor should certify the Dissertation with the following declaration.

The above candidate has carried out research for the Master of Business Administration
in IT Dissertation under my supervision. I confirm that the declaration made above by
the student is true and correct.

Name of Supervisor: Dr. Buddhika Karunaratne

Signature of the Supervisor: Date:

i

05-Aug-2024

Buddhika Pathirage Don
05/08/2024



DEDICATION

To my unwavering pillar of strength in life, who illuminates every step of my way...

ii



ACKNOWLEDGEMENT

I would like to express my heartfelt appreciation to everyone who supported me in com-
pleting this study on "Improving Customer Adoption of e-statement Services of a Sri
Lankan Organization in the Telecommunication Industry".

I sincerely appreciate my supervisor, Dr. Buddhika Karunaratne, Senior Lecturer in
the Department of Computer Science and Engineering at the University of Moratuwa,
for his continued guidance, encouragement, and support until the completion of my
studies.

Furthermore, I want to thank all of the lecturers and supervisors who assisted me
throughout my study. I’d also want to thank the subject matter experts of the indus-
try, for sharing their expertise and recommendations for the study, as well as all of the
questionnaire respondents for providing me with the necessary insights.

iii



ABSTRACT

Consumers’ adoption of electronic statements (e-statements) has become increasingly
prevalent, especially in the realm of telecommunication services. This research in-
vestigates the key factors influencing the adoption of e-statement services within a
telecommunication organization operating in Sri Lanka. Drawing upon the theoretical
framework of the Technology Acceptance Model (TAM), the study seeks to identify
and measure the determinants of consumer adoption behavior towards e-statements.
The research relies primarily on quantitative analysis and was undertaken to assess
the variables of perceived ease of use, perceived utility, perceived risk, awareness, and
behavioral intention affecting the adoption of e-statement services. .

The study’s key findings provide insight into the relative impact of these variables
in affecting customer attitudes and behaviors toward e-statement adoption. The impli-
cations of these findings have been investigated in terms of improving consumer adop-
tion to e-statement services in Sri Lanka’s telecommunications industry. The findings
contribute to both theoretical advances in technology adoption studies and practical
strategies for increasing consumer adoption of e-statement services.

Keywords: consumer adoption, e-statement services, Technology Acceptance Model
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