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The purpose of this study is to explore the reasons why LINE Pay
users adopt this innovation, the information needs and information-
seeking behavior in the innovation-decision process which includes the
knowledge, persuasion, decision, implementation, and confirmation
stages, and the factors that influence mobile payment users to continue
to use LINE Pay. This study applied qualitative research method and
researchers conducted semi-structured interview to collect data. A total
of 12 interviews were conducted with LINE Pay users. This study’s
results indicate that the reasons why LINE Pay was adopted are as
follows: It allows users make payments more conveniently, maintain
personal hygiene, receive LINE points and bonuses, integrate with the
most commonly used communication software, use a variety of channels
and bundle with cloud invoice codes via the interface. Secondly, the
information needs of LINE Pay users are as follows: information about
channels and shops, interface use and functions, the participating
shops and suppliers and their related regulations, discount and rebate
rules, differences between other transaction methods, and information
security. Furthermore, information-seeking channels are the following:
online resources, official channels, interpersonal channels, shops, and
mass media. Finally, factors affecting continuous use of LINE Pay
include information security, number of channels, amount of discounts
and rebates, the interface of the LINE Pay system, and the number of

users among friends and relatives.
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Introduction

Increasing the market penetration rates for mobile payments is one of the
critical perspectives of promoting fintech by the government of Taiwan. The
mobile payment system most commonly used by the Taiwanese is LINE Pay.
Most mobile payment research focuses on factors related to the willingness to
adopt new technology instead of the information need and information-seeking
behavior during the selection process. Previous studies have adopted Rogers
(2003)’s innovation-decision process as their main theory to explore factors
affecting the acceptance of new technology; however, few studies examine the
information need and seeking behavior during the five stages of the innovation-
decision process, including knowledge, persuasion, decision, implementation,
confirmation stages (Rogers, 2003).

The present study explores why LINE Pay users adopt this innovation
and the information needs and information-seeking behavior in the innovation-
decision process proposed by Rogers (2003). Furthermore, the factors affecting
the continuous use of LINE Pay are investigated in this study.

The research questions are proposed as follows:
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1. What are the reasons that mobile payment users adopt LINE Pay?

2. What are the information needs and information-seeking channels of LINE
Pay users during the innovation-decision process, including the knowledge,
persuasion, decision, implementation, and confirmation stages?

3. What are the key factors that influence mobile payment users to continue to
use LINE Pay at the confirmation stage of the innovation-decision process?

Method

This study applied a qualitative research method, and researchers
conducted semi-structured interviews to collect the data. The interview questions
were developed based on the five stages of the information-innovation process
proposed by Rogers (2003) and related studies (Beal & Rogers, 1960; Hartel,
2006). We recruited LINE Pay users from the mobile pay board of the PTT
Bulletin Board System as the participants. A total of 12 interviews who are
between the ages of 26 and 44 years old were conducted with LINE Pay users.
Interviews were conducted from October to November 2021.

Results

In this study, the main reasons mobile pay users adopt LINE Pay are as
follows: (1) convenience: LINE Pay was considered easy to use by the users;
(2) sanitary: Line Pay users do not need to carry cash, thus avoiding possible
germ dissemination via cash; (3) App bonuses: LINE Pay offers bonuses and
incentives to attract more users; (4) social media: besides a mobile payment
system, LINE is also a popular social App; (5) high prevalence: LINE Pay is
accepted by many stores; (6) cloud invoice: LINE Pay.

This study’s results show six types of information needs: (1) information
about the channels and shops, such as the restaurants that accept LINE Pay; (2)
information about discount and rebate rules; (3) information about the interface
use and functions; (4) the participating shops and suppliers and the related
regulations; (5) other payment options; (6) information security. The first two
types of information needs have been shown at all stages of the innovation-
decision process. Figure 1 shows that LINE Pay users require information
about the channels and shops, interface use and functions, the participating
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Figure 1. The Information Needs During the Five Stages of the Innovation-
Decision Process

shops and suppliers, and the related regulations, discounts, rebate rules, and
other payment options at the knowledge and persuasion stages. The findings
suggest that users require much more information to help them make decisions
during earlier stages of the information-innovation process. In contrast,
information about other payment methods and information security issues was
only required during the knowledge, persuasion, and confirmation stages. At
the decision stage, LINE Pay users require information about the channels
and shops, interface use and functions, and discount and rebate rules. This
indicates that users require this information to evaluate whether an innovative
product suits them. During the implementation stage, more information about
the suppliers and their related regulations is required compared to the decision
stage. This indicates that when users begin to use LINE Pay, they need more
information about its actual use. During the confirmation stage, users require
all information except information about the interface’s use and functions.
Users require less information during the decision and implementation stages
of the information-innovation process and only require critical information.
However, they need complete information to make decisions at the
confirmation stage.

The results show the differences in the same information needs at
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different stages. For example, for the information needs regarding the
interface’s use and functions, users require the basic function of LINE Pay at
the knowledge stage; however, users require information about the detailed
manipulation and additional functions, i.e., Face ID and LINE gifts, at the
implementation stage.

Regarding information-seeking channels, five types of information
channels that include online resources, official channels, interpersonal
channels, shops, and mass media have been identified. The highest frequency
of information-seeking channels is online resources, including internet forums,
web information, search engines, social apps, and YouTube. Official channels
have been shown at all stages except for the confirmation stage. Interpersonal
channels were only shown at the knowledge and implementation stage, while
shops were present only at the decision and implementation stage. Figure
2 illustrates that users mention online resources and official channels at the
knowledge, persuasion, decision, and implementation stages. This indicates
that it is easy to access information and shows credibility regarding these
two information channels for LINE Pay users. Interpersonal channels are
important at the knowledge stage. This indicates that people tend to ask for
help from friends or relatives when encountering new things. At the decision

stage, shop information is essential. At implementation, both interpersonal
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Figure 2. Information-Seeking Channels During the Five Stages of the
Innovation-Decision Process
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channels and shops were mentioned by the LINE Pay users, such as friends
and relatives who also use LINE Pay. Web information and mass media were
only mentioned by LINE Pay users at the confirmation stage. Figure 1 shows
that information security is one of the critical information need; furthermore,
users seek information security from the news on television via the mass media
channel, as shown in Figure 2.

The critical factors affecting continuous use of LINE Pay include the
protection of information security, the amount of bonuses and rebates, the
variety of channels, the LINE Pay interface, and the number of friends and
relatives using LINE Pay. The first two factors, the protection of information
security, and the amount of bonuses and rebates, are the most critical for
influencing people to continue using LINE Pay. One is the financial security
concerns, and the other is about the financial benefits.

Conclusions and Implications

First, the research results indicate that the reasons why LINE Pay was
adopted are as follows: It allows users to make payments more conveniently,
maintain personal hygiene, receive LINE points and bonuses, integrate with
the most commonly used communication software, use a variety of channels,
and bundle with cloud invoice codes via the interface. Second, the information
needs of LINE Pay users are as follows: information about channels and
shops, interface use and functions, the participating shops and suppliers and
their related regulations, discount, and rebate rules, differences between other
transaction methods, and information security. Furthermore, information-
seeking channels are the following: online resources, official channels,
interpersonal channels, shops, and mass media. Third, factors affecting
continuous use of LINE Pay include information security, number of channels,
amount of discounts and rebates, the interface of the LINE Pay system, and the
number of users among friends and relatives.

Regarding this study’s academic contribution, the innovation-decision
process proposed by Rogers (2003) was adopted to examine the information
need and information-seeking channels among the five stages. Regarding
this study’s practical contribution, the findings have identified why mobile
payment users adopt LINE Pay, the critical factor of continuous use of LINE
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Pay, which is helpful for mobile payment companies to promote their products.
Several recommendations are proposed based on these findings. It is essential
to have more shops participate in mobile payment services, while coinciding
with the living habits of users to reduce transaction time. The simpler and
faster the mobile payment process, the more satisfied users will feel. Finally,
users must be aware of the information security protection mechanism to be
more comfortable making mobile payments. The limitation of this study is
that only LINE Pay users were investigated among users of different mobile
payment systems. Future research can expand the scope to users of other kinds
of mobile payment systems, in addition to LINE Pay.
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