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(7)ABSTRACT 


This  study  examined  the  behavioural  intention  and  determinants  to  adopt  mobile 
 banking services among university students in Malaysia. In line with the objectives 
 of the study the Unified Theory of Acceptance and Use of Technology model was 
 utilised to investigate and explain the relationship between performance expectancy; 


effort expectancy; social influence; perceived financial costs and perceived risk on 
 behavioural intention to adopt mobile banking among the undergraduates. Besides, 
 the moderating effect of prior internet banking experience on behavioural intention to 
 adopt mobile banking services was also being examined. Quantitative approach using 
 self administered survey questionnaires was adopted. A total of 220 usable responses 
 were  received  from  university  students  in  Malaysia  which  accounted  to  a  55% 


response  rate.  A  combination  of  SPSS  and  the  PLS-SEM  methods  were  used  to 
 analyse the collected data. The findings indicated significant relationships between 
 performance  expectancy;  social  influence;  perceived  financial  costs;  perceived  risk 
 and  the  behavioural  intention  to  adopt  mobile  banking  services  among  university 
 students  in  Malaysia.  Effort  expectancy  on  the  other  hand  had  no  significant 
 relationship to the adoption of mobile banking among the university students. This 
 research  also  provided  evidence  that  prior  internet  banking  experience  among  the 
 same consumers had a moderating effect on the relationship between social influence 
 and behavioural intention to adopt mobile banking services. The implications based 
 on the findings of this study for financial institutions such as banks would be able to 
 better  reconfigure  and  realign  their  policies  and  plans  when  seeking  to  promote 
 mobile  banking  services  to  their  clients  in  the  future.  Towards  this  end,  the 
 methodological  limitations  and  potential  avenues  for  future  research  were  also 
 identified and hitherto explained. 


Keywords:  mobile  banking  services,  behavioural  intention,  internet  banking 
 experience, perceived risk, social influence. 


. 



(8)ABSTRAK 


Kajian  ini  menyelidik  niat  dan  penentu  tingkah  laku  untuk  menggunakan 
 perkhidmatan perbankan mudah alih dalam kalangan pelajar universiti di Malaysia. 


Sejajar  dengan  objektif  kajian  ini  Teori  Gabungan  Penerimaan  dan  Penggunaan 
 Teknologi  telah  digunakan  untuk  menyiasat  hubungan  antara  jangkaan  prestasi; 


jangkaan  usaha;  pengaruh  sosial;  kos  kewangan  yang  ditanggap  dan  risiko  yang 
 ditanggap  terhadap  niat  tingkah  laku  untuk  menggunakan  perbankan  mudah  alih 
 dalam  kalangan  mahasiswa.  Selain  itu,  kesan  penyederhanaan  pengalaman  
 perbankan  internet  yang  diperolehi  dari  masa  lampau  terhadap  niat  tingkah  laku 
 untuk  menggunakan  perbankan  mudah  alih  juga  dikaji.  Pendekatan  kuantitatif 
 menggunakan  soal  selidik  tinjauan  yang  ditadbir  sendiri  telah  diguna  pakai. 


Sebanyak 220 maklum balas  yang boleh digunakan telah diterima daripada pelajar 
 universiti  di  Malaysia  dan  ini  menyumbang  kepada  kadar  maklum  balas  sebanyak 
 55%.  Gabungan  kaedah  SPSS  dan  PLS-SEM  telah  digunakan  untuk  menganalisis 
 data  yang  dikumpulkan.  Dapatan  kajian  menunjukkan  bahawa  terdapat  hubungan 
 yang  signifikan  di  antara  jangkaan  prestasi;  pengaruh  sosial;  kos  kewangan  yang 
 ditanggap;  risiko  yang  ditanggap  dan  niat  tingkah  laku  untuk  menggunakan 
 perkhidmatan perbankan mudah alih di kalangan pelajar universiti di Malaysia. Pada 
 masa  yang  sama  jangkaan  usaha  didapati  tidak  mempunyai  hubungan  signifikan 
 dengan pengunaan perkhidmatan perbankan mudah alih di kalangan pelajar universiti 
 di  Malaysia.  Kajian  ini  juga  membuktikan  bahawa  pengalaman  perbankan  internet 
 dari masa lampau mempunyai pengaruh penyederhanaan terhadap hubungan antara 
 pengaruh sosial dan niat tingkah laku untuk menggunakan perkhidmatan perbankan 
 mudah alih di kalangan penguna yang sama. Implikasi penemuan kajian ini kepada 
 institusi kewangan dan bank adalah menbantu dalam penyusunan semula polisi dan 
 perancangan  untuk  mempromosikan  perkhidmatan  perbankan  mudah  alih  kepada 
 pelanggan  mereka  di  masa  depan.  Akhir  sekali,  batasan  metodologi  dan  potensi 
 untuk penyelidikan masa depan juga telah dikenalpasti dan diterangkan. 


Kata  Kunci: perkhidmatan  perbankan  mudah  alih,  niat  tingkah  laku,  pengalaman 
perbankan internet, risiko yang ditanggap, pengaruh sosial. 
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(18)CHAPTER 1 
 INTRODUCTION 


1.1Background of the Study 


The  conventional  banking  method  has  been  in  existence  for  decades  and  commonly 
 carries  out  worldwide  (Luaran  and  Lin,  2005).  Rapid  growth  in  IT  (Information 
 Technology) has affected how banks operate. (Amin, H. et al., 2007). The emergence of 
 information technology (IT) has revolutionalized banking methods today. Over the years, 
 various  banking  technologies  have  been  developed.  Firstly,  Automated  Teller  Machine 
 (ATM) was developed, followed by internet or online banking and now the appearance of 
 mobile banking and financial technology (Fintech) in the banking industry. According to 
 Kiran  (2012),  mobile  banking  has  evolved  over  the  years  from  a  simple  information 
 delivery  channel  like  SMS  banking  to  today‟s mobile  banking  which  is  an  alternative 
 banking transaction tool. 


The usage of mobile phones and internet across the world has gained traction among the 
younger  generation.  In  Malaysia,  the  usages  of  mobile  phones  and  internet  have  risen 
gradually over the years. Banks have started to offer mobile banking services to deliver 
better and faster services to their clients. 



(19)1.1.1 Malaysian Banking Environment 


Malaysia  banking  environment  has  experienced  dynamic  growth  over  the  past  few 
 decades. In the 11th Malaysia Banking Summit, Dr Zeti Akhtar Aziz (2007), the former 
 Governor of the Bank Negara Malaysia has highlighted that the Malaysian banking sector 
 is undergoing transformation focusing on the following strategies and trends. 


Firstly; configuration of financial market and global economy where the global economy 
 has  changed  in  line  with  the  emergent  of  a  few  large  economies  especially  in  Asia;  


Asia‟s global role has enhanced  with the  growth of China,  India  and South East  Asia. 


These changes have brought opportunities to the financial service market in Malaysia due 
 to in flow of fund into the capital market of emerging economies. 


Secondly;  Financial  and  regional  economy‟s integration.  The  economic  integration  in 
Asia has been at the advanced stage due to the intra regional trade. This has led to further 
financial  integration  and  opportunities  for  the  banking  industry.  Intra  regional 
investments  bring  many  regional  merger  and  acquisition  activities  which  encouraged 
cross  border  financing  for  the  Asian  Financial  Institutions.  This  bring  cross  border 
banking  business  opportunities  to  the  Malaysian  banks.  The  financial  integration  trend 
also encourages pool of savings among institutional and high networh individuals in the 
region.  This  enables  bankers  to  take  advantage  on  the  growing  demand  for  more 
sophisticated consumer finance and wealth management solutions. 



(20)Third;  developments  of  financial  sector  in  many  countries  have  moved  forward  to 
 promote  more  diversified  and  dynamic  financial  systems.  Malaysia  has  gradually 
 liberalized  its  foreign  exchange  administration  rules  since  2003  to  provide  greater 
 flexibility to the financial sector. This has reduced the cost of doing business as well as 
 increasing banking activities for the financial sector. 


Fourth, due to the significant increased in domestic demands among the Asian economies 
 supported  by  growing  incomes,  stable  labor  market  environment  and  a  young 
 demographic profile, private consumption activities of the society have shifted towards 
 lifestyle services and income sensitive products. The retail banking sector should be well 
 positioned to deliver a wider range of innovative financial services solutions to cater for 
 the demands of these increasingly sophisticated and savvy banking clients. 


Fifth, the growth of Islamic finance in line with the significant growth of Islamic Finance 
 globally,  the  Malaysia  International  Islamic  Financial  Centre  (MIIFC)  launched  in 
 August  2006,  has  position  the  nation  strategically  in  this  new  growth  area.  Under  the 
 MIFC  initiative,  Islamic  banking  institutions  are  able  to  offer  a  full  range  of  banking 
 services  include  wholesale  banking,  retail  banking,  investment  banking  as  well  as 
 international currency business. 


Sixth,  regulatory  approaches  and  structures  adopted  by  the  Central  Bank  of  Malaysia 
have  eased  the  product  approval  framework  to  facilitate  the  product  innovations  with 



(21)products  while  assuring  a  sound  product  management  programme  is  in  place.  This 
 simplified  the  regulatory  processes  to  allow  greater  flexibility  when  introducing  new 
 financial products quickly in the market. 


Along with the above transformation in the Malaysian banking industry, the internet has 
played a vital role. The growth of internet has brought new and innovative applications 
into the banking sector. Over the past few years, mobile commerce activities have been 
growing in a steady rate. Wong (2013) noted that despite the number of mobile phones 
users has increased swiftly in the Southeast Asia region in the recent years (Figure 1.1), 
the rate of mobile banking adoption is still low. On the other hand, StatCounter Global 
Stats (2016) reported that more consumers are using mobile phones to access to internet 
in Malaysia. It is estimated that the Malaysian banking sector would grow further in the 
near future as there are still room to capture the mobile banking services customers with 
the  increasing  usage  of  wireless  technologies  and  mobiles  gadgets  in  Malaysia 
(Krishanan, Khin and Teng, 2015). Thus, banks in Malaysia are actively developing their 
mobile  banking  service  capabilities  to  encourage  more  customers  to  accept  mobile 
banking services in line with the trend. 



(22)Figure 1.1: People utilizing: Internet, Broadband and Mobile. 


Source: Wong (2013) 


1.1.2 Information Technology Adoption in Banking 


As  information  technology  evolves,  financial  institutions  have  made  changes  and 
introducing  many  innovative  banking  applications.  This  has  lead  to  the  acceptance  of 
mobile  banking  service  among  the  banking  customers  worldwide  (Aboelmaged  and 
Gebba,  2013).  In  2009,  Maybank  introduces  mobile  banking  application  in  Malaysia 
(Krishanan, Khin and Teng, 2015). This is followed by others banks like CIMB Bank, Al 
Rajhi Bank, AmBank, Bank Islam Malaysia, OCBC Bank, Public Bank, Bank Simpanan 



(23)banking  services  enable  mobile  phone  users  to  access  mobile  banking  services.  This 
 would encourage more mobile banking adoption and usage in Malaysia. 


According  to  WeAreSocial  (2015),  an  international  branding  agency,  Malaysia  has 
 achieved fast growth in the number of mobile phone users, especially among age groups 
 between 18-25 years. Report by StatCounter Global Stats (2016) also shows that mobile 
 phone has overtaken computers as a gateway to access information in Malaysia. Malaysia 
 Communications and Multimedia Commission (2017) reported in its recent hand phone 
 users  survey  2017  that  the  Malaysian  of  age  group  between  20-30,  are  the  largest  age 
 group who use smartphone technology (Figure 1.2). 


Figure 1.2: Age groups of Smartphone users in Malaysia 


Source: Malaysia Communications and Multimedia Commission (2017) 



(24)E-commerce  and  M-commerce  have  changed  the  face  of  banking  industry  in  the  past 
 decade; similarly mobile banking services have changed how banking businesses operate. 


The  growth  in  telecommunication  industry  has  impacted  on  the  Malaysian  society; 


Malaysia is not far from Singapore in term of utilizing IT (Clarestalwj, 2010). 


1.1.3 Mobile Banking in Malaysia 


Wireless and mobile technologies have influenced the banking industry with higher speed, 
 convenience,  round-the-clock  availability  and  real-time  updating  of  transactions.  Banks 
 have  promoted  mobile  banking  due  to  the  efficient  services  and  benefits  provided  by 
 mobile technology. Mobile banking helps to lower operating cost that encourages banks 
 to  encourage  more  customers  to  adopt  mobile  banking  service.  However,  most  of  the 
 Malaysia  banking  customers  has  not  adopted  mobile  banking  services  yet  and  there  is  
 still  lot  of  room  to  improve  the  adoption  rate,  [Ndubisi  and  Sinti  (2006),  Rubiah  Abu 
 Bakar  et  al.,  (2017)].  Bank  Negara  Malaysia  (2018)  reported  rate  of  mobile  banking 
 adoption as of September 2018 with a penetration rate of 32.3% among the mobile phone 
 subscribers in Malaysia. 


In Malaysia, the general understanding about mobile banking was about receiving SMS 
from  the  banks  on  information  of  transactions.  Banking  customers  in  Malaysia  prefer 
mobile banking services features such as SMS alerts, mobile payment facilities, ease of 



(25)are the least significant factors to be considered by the Malaysia users when using mobile 
 banking service. There are various daily transactions like mobile phone bills, purchase of 
 grocery, purchase of movie ticket or other online purchases can be performed by mobile 
 banking.  Bank  customers  can  made  their  payments  via  mobile  banking  where  each 
 successful payment transactions will be notified by an instant text message and the time 
 required  to  perform  these  transactions  by  using  mobile  banking  are  relatively  lower 
 compared to the door-to-door purchase or payment of bills over the counter. 


According to WeAreSocial (2015), Malaysia is one of the countries among the Southeast 
Asian countries with many mobile phone users, especially among age group between 18- 
25 years. Despite the StatCounter Global Stats (2016) as earlier mentioned, reported that 
mobile phone has overtaken computers as a gateway to access information but the mobile 
banking adoption and usage rate is still relatively low compared to conventional banking 
services. 



(26)Figure 1.3: Methods Bank’s Customer Accessing Banking Services 
 Source: Jim Marous (2014) 


Figures  1.3  provide  statistics  on  the  methods  that  bank  customers‟  access  to  banking 
services.  Studies  conducted  by  Jim  Marous  (2014)  suggested  that  bank  customers  use 
internet banking or prefer to do conventional banking at bank‟s premises. There is still 
room to grow mobile banking service as an alternative delivery channel to the bank 



(27)customers as adoption rate of mobile banking service among the bank customers is still 
 low. 


1.1.4 Understanding Mobile Banking and Related Terms 


From  the  bank‟s perspective,  mobile  banking  service  enables  customers  to  complete 
 banking transactions by using a mobile device like mobile phones or tablets. Compared to 
 internet  banking,  mobile  banking  could  not  accommodate  banking  services  like 
 telegraphic transfer, travel insurance payment, placement of fixed deposit and opening of 
 account  that  internet  banking  service  could  provide.  Mobile  banking  service  features 
 usually  include  viewing  of  account  balances,  paying  bills,  fund  transfers,  checking  of 
 rates  and  locations  of  ATMs.  Besides  that,  the  internet  banking  service  (or  on  line 
 banking)  and  mobile  banking  service  is  different  from  the  point  that  customers  are 
 required to download an application (apps) or software which is usually provided free by 
 the banks. In contrast to internet banking service, customers are not required to download 
 any apps in order to perform their banking transaction that is done via bank‟s website. 


The  banking  sector  has  transformed  their  mobile  applications  in  banking  from  just 
 sending  SMS  queries  on  viewing  of  bank  account  statement  through  mobile  phone. 


Payments can now be done through various apps that support mobile banking. Initially 
 the mobile banking term was misunderstood widely  with “SMS” or  “Online banking”. 


Awareness campaigns and promotional activities have enabled the public to gain better 
knowledge and understanding on mobile banking services offered by the banks or other 



(28)financial institutions. Jim Marous (2014) opined mobile banking has a variety of uses 
 rather than the perceived ideas and awareness that one has. (Figure 1.4) 


Figure 1.4: Mobile Banking – Services Rendered and Used 
Source: Jim Marous (2014) 



(29)1.2 Problem statement 


Although there is a rapid growth of mobile banking adoption and usage in some emerging 
 nations like China and Brazil where new users of mobile banking services has increased 
 100% over 12 months, (Khraim, Shoubaki, and Khraim, 2011). However, mobile banking 
 adoption in Malaysia is still at its infant stage of development (Cheah et al., 2011). Daud, 
 Kassim, Wan Mohd Said, and Noor (2011) highlighted that mobile banking are still not 
 widely adopted among the Malaysian although it has been launched for almost a decade 
 since 2006. Yeow Pooi Mun et al. (2017) further supported that mobile payment service 
 is considered new and at its infancy stage in Malaysia. 


According  to  the  data  reported  by  Malaysian  Communications  and  Multimedia 
 Commission  (2012a),  the  penetration  level  of  mobile  phones  users  is  141.6  percent 
 compared  to  the  penetration  rate  of  mobile  banking  usage  which  is  (8.3  percent  only) 
 among Malaysia population. Financial Stability and Payment System Report, published 
 by Bank Negara Malaysia (2013), reported that mobile banking adoption in Malaysia was 
 at  12.7  percent  despite  broadband  subscriptions  of  67.1  percent.  This  suggested  that 
 mobile  banking  service  is  still  not  popular  among  the  banking  customers  in  Malaysia. 


Only a small proportion has accepted mobile banking services. On the other hand, data 
from Bank Negara Malaysia (2010) also suggested that mobile banking transactions were 
reduced both in term of volume and value though there is an increased in the total number 
of  mobile  banking  customer  in  2010.  Besides,  as  mentioned  earlier,  Bank  Negara 
Malaysia  (2018)  has  reported  penetration  rate  of  mobile  banking  adoption  as  of 
September 2018 was only 32.3% among the mobile phone subscribers in Malaysia.  Thus, 



(30)the above have suggested that there is a need to examine this phenomenon in terms of 
 customers‟ reluctant and low intent to accept mobile banking service in Malaysia. 


Most  of  the  past  study  emphasised  more  on  mobile  banking  adoption.  In  an  effort  to 
 advance the acceptance rate of mobile banking service, it is important to study customers‟ 


intention  to  adopt  by  understanding  the  determinants  that  influence  an  individual‟s 
 intention to adopt mobile banking service (Baba and Muhammad, 2012). Thus, the focus 
 of this study is to understand the mobile banking behavioral intention rather than mobile 
 banking  adoption.  This  study  is  important  to  help  banking  services  providers  to 
 understand  and  fill  knowledge  gap  for  future  strategic  planning  in  order  to  improve 
 mobile banking service adoption. 


Past  studies  have  used  various  theories  to  examine  technology  adoption.  The  theories 
include  Diffusion  of  Innovation  Theory  (DOI),  Technology  Adoption  Model  (TAM), 
Theory of Planned Behavior (TPB) and Theory of Reasoned Action (TRA) which have 
been  commonly  used  to  predict  behavior  in  innovation  technology  adoption.  Unified 
Theory of Acceptance and Use of Technology (UTAUT) has also been adopted to study 
the determinants that affect a technology innovation adoption intention but limited study 
was  conducted  using  the  UTAUT  model  as  most  of  the  past  study  on  mobile  banking 
adoption intention was TAM based research. Hence, this justify to perform more research 
using UTAUT model. 



(31)UTAUT  model  was  developed  by  Venkatesh  et  al.  (2013)  by  bringing  together 
 Technology  Acceptance  Model  (TAM),  the  Theory  of  Planned  Behaviour  (TPB),  the 
 Model  of  PC  Utilization,  the  Diffusion  of  Innovation  Theory  (DOI)  and  the  Social 
 Cognitive Theory (SCT). 


UTAUT  consist  of  of  four  main  constructs  which  including  performance  expectancy, 
 effort  expectancy,  social  influence  and  facilitating  conditions  that  affect  technology 
 adoption  behavioural  intention.  The  determinants  that  influence  technology  innovation 
 adoption intention used in this research are performance expectancy, effort expectancy, 
 social  influence,  perceived  financial  cost  and  perceived  risk  of  mobile  banking  service 
 adoption intention in view of limited past research on the abovementioned determinants 
 of mobile banking service adoption in Malaysia especially among the university students. 


Besides  that  the  results  of  the  past  study  was  inconclusive  and  thus  further  study  is 
 required to understand the phenomena. Due to its comprehensiveness compared to other 
 theories,  UTAUT  model  is  preferred  to  examine  behavioural  intention  to  adopt 
 technology has been proven to bring better viability, validity and stability in technology 
 adoption  research  (e.g  Anderson  and  Schwager,  2004;  Anderson  and  Schwager,  2006; 


AIAwadhi  and  Morris,  2008;  and  Zhou  et  al.,  2010).  DOI  theory  has  been  lacking  of 
cohesion and not easy to apply reliably on new problems (Meyers et al., 1999) and Katz 
et al., (1963). Besides, diffusion is hard to measure as humans and human networks are 
complicated. Thus, it is difficult to determine what exactly led to the intention to adopt an 
innovation,  (Damanpour,  1996).  Moreover,  traditional  adoption  models  like  DOI  and 
TAM are more suitable to be used in examining the actual adoption of mobile banking 



(32)service instead of behaviour intention to adopt mobile banking service. Each technology 
 adoption model has its own strength and weaknesses. TAM has advantages compared to 
 TPB  and  DOI  as  it  is  simpler  to  explain  adoption  or  behaviour  intention  to  adopt  an 
 innovation, Phonthanukitithaworn et al. (2015). However, Legris et al., (2003), suggested 
 that TAM to be more suitable and suitable in explaining and predicting actual usage or 
 adoption of technology. To overcome the weakness and leverage on the strengths of each 
 models,  UTAUT  is  adopted  in  this  study  as  it  has  been  proven  to  be  the  most 
 comprehensive model in predicting technology adoption behaviour, (Martins et al., 2014). 


Past  studies  have  mainly  examined  internet  banking  or  online  banking;  only  limited 
 research was done on mobile banking (Puschel et al., 2010; Suoranta and Mattila, 2004). 


Limited research was conducted on mobile banking payment system (Donner and Tellez, 
2008). Maurer (2008) suggested that mobile banking service is considered at the infancy 
stage especially in the developing countries. Recent studies conducted in mobile banking 
also  have  conflicting  results  on  the  determinants  that  affect  mobile  banking  adoption 
intention.  Besides  that,  even  there  are  studies  carried  out  on  mobile  banking  adoption, 
only  limited  studies  being  conducted  in  Malaysia  (Cheah  et  al.,  2011;  Eze,  Ten  and 
Poong,  2011;  Krishanan  et  al.,  2015;  Krishanan  et  al.,  2017).  Studies  on  behaviour 
intention to accept mobile banking were also overlooked as mentioned earlier as most of 
the past studies was focus on actual adoption rather then intention to adopt. Thus, limited 
literature was available in this area of research and this justify for further research on the 
mobile banking adoption intention behaviour in Malaysia. 



(33)The  lack  of  studies  on  this  topic  resulted  limited  literatures  and  understanding  about 
 customers  mobile  banking  adoption  intention  and  the  determinants  which  affect 
 customers‟  intention  to  accept  mobile  banking  in  Malaysia.  Research  conducted  in 
 developed nation can be good references but might not reflect on the local environment. 


Hence,  more  research  should  be  conducted  to  validate  the  results  of  past  studies 
 conducted abroad. 


Determinants  that  affect  the  mobile  banking  adoption  intention  such  as  performance 
 expectancy,  effort  expectancy,  social  influence,  perceived  financial  cost  and  perceived 
 risk could provide better perceptive on customers‟ behavioural intention to adopt mobile 
 banking. Furthermore, different results and inconclusiveness of findings from past studies 
 on this topic implied that mobile banking adoption intention need to be further examined. 


Luarn  and  Lin  (2005)  and  Thyagarajan  (2015)  found  perceived  financial  cost  is  a 
 determinant  that  affects  mobile  banking  adoption  intention.  However,  according  to 
 Alsheikh  and  Bojei  (2012)  it  is  a  subjective  concept  which  differed  among  each 
 individual bank customers. On the other hand, Ricardo et al. (2016) found that perceived 
 financial cost is not a significant determinant that affects customers‟ intention in adopting 
 mobile banking service. This finding is inconsistent with the past study results conducted 
 by other researchers. (Featherman and Pavlor, 2003; Lu et al., 2011; Martin et al., 2014; 


Yang  et  al.,  2012;  Phonthanukitithaworn,  2015;  Thyagarajan,  2015;  Sindhu.  S.  and 
Srivastava,  R.K.  (2018).  Besides  that  perceived  risk  prevent  mobile  banking  adoption 
(Brown et al., 2003; Riquelme and Rios, 2010; Natarajan et al., 2010; Dasgupta et al., 
2011; Javed Sarfaraz, 2017; Younes Lafraxo et al.; 2018) but Ricardo et al. (2016) 



(34)suggested  that  there  are  differences  in  behavioural  intention  during  the  pre  and  post 
 adoption  phase.  Thus,  these  inconclusive  findings  in  the  literature  warrants  further 
 research  to  study  and  understand  the  determinants  that  affect  mobile  banking  adoption 
 intention. 


The  prior  internet  banking  expreince  as  moderating  variable  has  been  included  in  this 
 study in view of the justification that most of the moderators used in the past study on 
 mobile  banking  adoption  or  mobile  banking  adoption  intention  are  age,  gender,  self 
 efficacy, prior internet experience, voluntariness, income and education (Jaradat, M.R.M. 


and  Faqih,  K.M.S.  2014;  Feras  Fares  Al  Mashagbaa  and  Mohammad  Othman  Nassar, 
 2012; Hernan Riquelme and Rose Rios, 2010; Almamy Touray et al., 2013, Alkhaldi et 
 al.,  2018).  Limited  study  has  used  prior  internet  banking  experience  as  a  moderator. 


Moreover,  the  findings  from  past  studies  on  prior  internet  banking  experience  as 
 moderator were inconsistent, Alsheikh and Bojei (2012). Shih and Vankatesh (2004) find 
 that customers who use technology intensively will be able to embrace new innovation 
 easily. This is further supported by Dyna, H.S. and Purwo, A.W. (2012) but contradicted 
 with  findings  from  Suoranta  and  Mattila  (2004).  Conflicting  past  results  of  prior 
 experience in using internet banking service as a moderator on mobile banking adoption 
 has further warrant the researcher to ascertain the moderating effect of prior experience  
 of using internet banking that affect mobile banking adoption intention. 


According to Tan, Evon and Leby, Jasmine (2016), understanding the intention to adopt 



(35)creative, practical and entrepreneurial. They are bank‟s future main clientele group and a 
 significant  driver  of  banking  revenues  for  banks  in  the  future.  Besides  that,  Egremont 
 Group (2016) found building a strategy to focus on the 18-24 age group will have long 
 term commercial benefit. Reuters (2018) mentioned that the potential market from this 
 age group is huge with the purchasing power of USD44 billion. Thus, understanding the 
 need  of  this  group  will  ensure  the  long  term  sustainability  and  success  of  the  banking 
 service providers in the future. 


In  addition,  efficient  services  provided  by  the  support  of  internet  have  shifted 
 conventional  banking  customers  to  internet  banking  and  mobile  banking  service  users. 


This  is  important  to  promote  economic  developments  in  Malaysia  (Daud  et  al.,  2011). 


Therefore,  such  phenomenon  related  to  mobile  banking  adoption  intention  required 
 further studies. 


In short, the core objective of this study was to bridge the abovementioned literatures and 
practical gaps by examining the factors that influence mobile banking adoption intention 
with the moderating role of prior internet banking experience. The above investigation of 
the constructs was guided by the UTAUT theory. 



(36)1.3 Research Questions 


This research is expected to address the following research question: - 


1. What is university students perception toward intention to adopt mobile banking 
 services? 


2.  What  are  the  determinants  that  influence  their  intention  to  adopt  the  mobile 
 banking services among university students? 


3. Does  prior  internet  banking  experience  moderate  the  relationship  between  the 
 determinants  of mobile  banking adoption intention and behavioural intention to 
 adopt mobile banking? 


1.4 Research Objectives 


The  research  objective  is  the  backbone  of  the  study  where  it  explains  the  prime 
 objective of a research. The objective of the current study is to find and explore the 
 attitude of the Malaysian university students towards mobile banking services. 


The objectives guides by the purpose of outline above consist of but are not limited to 
 the following:- 


1.  To examine university students‟ intention to adopt mobile banking services. 


2. To examine factors that influences the intention of university students to adopt 
 mobile banking services. 


3.  To examine the moderating effect of prior internet banking experience on the 



(37)1.5Scope of the study 


The scope of study defines the parameters in which a study is undertaken. It provides 
 the  focus  needed  to  carry  out  the  research.  In  this  study,  the  focus  is  to  examine 
 intention  to  adopt  mobile  banking  and  determinations  of  intention  to  adopt  mobile 
 banking among the young generation specifically the university students in Malaysia. 


Thus,  university  students  in  Malaysia  will  be  the  target  population  in  this  study.  In 
 Malaysia, the entry age of undergraduate student at university in Malaysia normally  
 at  the  age  of  19  after  completed  their  Sijil  Tinggi  Pendidikan  Malaysia,  General 
 Certificate of Education, A level or Matriculation program. Thus, university students 
 in Malaysia comprise of undergraduate students of age range normally between 19-24. 


1.6Definition of Terms 


Mobile  banking  can  be  subject  to  various  interpretations.  Thus,  it  is  important  to 
define  the  term  to  avoid  confusion.  According  to  Barness  and  Corbitt  (2003), 
generally mobile banking is defined as a channel for customers to communicate with 
bank using a mobile device. Thus, for the purpose of this study, mobile banking is 
limited to the use of mobile devices for data communication and excludes voice or 
phone dial up communication. 



(38)1.7 Significance of the study 


The  extension  of  literatures  on  the  UTAUT  theory  in  this  study  has  contributed  to 
 better  understanding  on  the  factors  of  mobile  banking  behavioural  intention.  Thus, 
 this study is  important for both researchers and  practitioners.  In  general, this study  
 has contributed significantly to the existing boundary of knowledge related to factors 
 influencing  mobile  banking  adoption  intention.  Researchers  may  find  the  results 
 useful on studies on human behavior and how they may affect attitudes towards the 
 adoption and use of an innovative service. 


Mobile banking service adoption and usage rate is still comparatively low. Failure to 
 expedite the mobile banking adoption and usage will affect the growth of the banking 
 industry  and  long  term  economic  development  in  Malaysia  (Daud  et  al.,  2011). 


Examining on the determinants that determine intention to adopt of mobile banking 
will provide better understanding on the mobile banking adoption behaviour of the 
younger generation who will be the next revenue driver for financial institutions such 
as  banks.  Thus,  this  study  will  also  benefit  the  Malaysian  banking  institutions  and 
relevant  financial  services  providers  as  the  findings  will  enabled  banks  to  plan 
effective strategy to accelerate the adoption of the mobile banking services to enable 
them to better capture the market share of the young generation customers to ensure 
long term growth of the banking industry and economy of Malaysia. 



(39)1.8Organization of the study 


The  research  comprise  of  five  chapters,  Chapter  One:  which  encompasses  of 
 background of the study, research objectives, problem statement, scope of the study, 
 research questions and significance of the study. Chapter Two: comprises of a review 
 of  studies  and  research  done  by  various  researchers  relevant  to  the  area  of  current 
 study. Chapter Three discusses the research process from collecting data to analyzing 
 data,  hypotheses/propositions  development,  research  design,  operational  definition 
 and  instrumentation,  data  collection  procedure  and  data  analysis.  Chapter  Four 
 presents the data analysis results and discuss the findings of the present study with a 
 comparison  to  the  findings  of  the  past  studies  and  conclusion  of  this  study  is  also 
 made in this chapter. Chapter Five provide the synopsis of this study and emphasized 
 some  theoretical  and  practical  contributions  through  this  study.  While  explaining 
 limitations in this study, it also makes recommendations related to the study as well 
 as recommendations for future research and ends with some concluding remarks. 
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(40)CHAPTER 2 
 LITERATURE REVIEW 
 2.1. Introduction: 


This  chapter  discusses  on  literatures  relevant  to  internet  banking  and  mobile  banking 
 adoption,  determinants  of  mobile  banking  adoption  among  university  students  in 
 Malaysia. This review starts with an overview of university students in Malaysia; the next 
 section  discusses  about  the  important  of  mobile  banking  adoption  among  young 
 generation; followed by the determinants of mobile banking adoption in Malaysia. The 
 last  section  will  present  a  summary  of  literature  related  to  the  determinants  of  mobile 
 banking adoption intention. 


2.2. Generation  Y  and  Generation  Z,  the  Future  Revenue  Driver  of  the  Banking 
 Business 


There  are  many  age  group  definition  of  Generation  Z.  Oblinger  and  Oblinger  (2005) 
 regarded  Generation  Z  group  as  post-millenniums  and  were  born  from  year  1995  till 
 present (age 24 and below presently). Reeves and Oh (2008) defined this generation as 
 those  who  were  born  after  year  2001  till  present  (age  18  and  below  presently). 


Huffingtonpost  (2016)  defined  Generation  Z  as  the  demographic  cohort  following  the 
 Millennials,  known  as  Post-Millennials,  the  iGeneration  or  the  Homeland  Generation. 


Generation Z is exposed to usage of the internet since very  young age and is typically 
comfortable with technology. They interact actively on social media. The birth years of 



(41)bank in its “Golman Sachs Chart of the Generations” defined Generation Z as those were 
 born  after  year  1998  or  age  21  and  below  presently  (Edwards,  Jim.,  2015),  whereas 
 Randstad  Canada  (2016),  a  human  resources  consulting  firm  defined  Generation  Z  as 
 those  born  between  year  1994-2010  (age  in  between  9  -  25  presently).  According  to 
 Brotheim (2014), Generation Z will be better future employees as they are comfortable 
 with technology which is pre requisite in today employment environment. Generation Z 
 are  also  more  open  to  new  ideas.  Levit,  Alexandra  (2015)  opined  this  cohort  prefers 
 personal touch and is familiar with social media and technology that prepared them to fit 
 better into the global business environment. 


Despite the target population of this study is the university students in Malaysia but the 
Generation  Z  concept  is  also  discussed  here  as  the  age  range  of  the  undergraduate 
students is normally below 24 which is coincide with the age definition of Generation Z 
by Randstad Canada (2016) which suggested that the age of Generation Z is between 9 - 
25 presently as per above discussed. This is to relate the university students in Malaysia 
and the Generation Z to emphasize on the important of this study as there is a lot of focus 
on this generation lately world wide due to the potential economic contribution from this 
group. Reuters (2018) reported that the Generation Z has an annual purchasing power of 
USD 44 billion. Thus, many banking institutions have started to focus on this group and 
treat the young generation seriously. This also emphasized again the significance of this 
study in both perspective of academic and practical contribution. 



(42)2.3. Mobile banking: Opportunities and challenges for financial sector 


Mobile banking technology will enables banks to gain benefits from this virtual platform. 


The  benefits  of  this  platform  include  portability,  reduced  cost,  convenience,  wider 
 customer reach, secured and accessibility (Agwu and Carter, 2014). Current global trends 
 implied that mobile banking technology is important to capture the market of the younger 
 generation as the mobile phone technology has impacted the life of young generation in 
 terms of work, communication and education, (Regine, 2005). 


Boston University Medical Centre (2015) commended that mobile phones are available 
 easily  today.  Children  are  using  mobile  phone  at  very  young  age.  Generation  Z 
 comprised of 26 percent of the U.S. population, which was the largest group of the total 
 U.S. population in 2015. Recent research by Blomberg (2018) found that Generation Z 
 now made up of 32 percent of the world population and will outnumber the millennial 
 generation in a year time. Generation Z grew up with smart phones and about 98 percent 
 of Generation Z own a smart phones in 2017 and 76 percent of 15-17 years old cohort 
 own a smart phone (Mediakix, 2018). 


Eileen  Wu,  technical  recruiter  of  Glassdoor,  highlighted  that  Generation  Z  has  been 
living with tech devices, the internet, and social media, they are advanced and familiar 
with  technology  innovations,  playing  on  smart  phones,  shopping  online,  and  using 
Snapchat  to  communicate.  Generation  Z  will  put  across  the  enthusiasm  for  new 
technologies in their careers and help to expedite on digital innovation usage, integration 



(43)between social media and business, and providing innovative technical solutions.” (John 
 Ginovsky, 2015; Glassdoor, 2015). 


J.D.  Power  (2015)  found  that  the  young  generation,  specifically  the  Generation  Z, 
 appreciates personal touch and also prefer mobile banking to online banking activities. 


They are likely to recommend their bankers to others. Thus, smaller banks are at the risk 
 of losing this young generation market share if they failed to meet their expectations. On 
 the other hand, the introduction of fintech innovations has provided impact on financial 
 services  and  products  since  early  21st  century.  Daniel  (2014)  defined  fintech  as 
 innovations in financial services, which provide new business models or operations plan 
 to run business that generates profits and creates value for the customers in the financial 
 services industry. Alt, R., Puschmann, T (2012), suggested that fintech solutions can be 
 categorized into five main groups which include (1) innovation solutions for the banking 
 and  insurance  industry;  (2)  solutions  to  support  business  processes  like  financial  data, 
 investment,  financing  and  payment.  (i.e.  mobile  banking  payment  application);  (3) 
 solutions  to  support  business  to  business  (B2B),  business  to  consumer  (B2C)  and 
 customer to customer (C2C) (i.e. Mobile banking application is an example of B2C); (4) 
 solutions according to various market position (i.e personal finance management system); 


and the last group (5) solutions by customer segment like commercial banking, private 
banking or mass market (i.e. Telemetric based insurance). The banking industry is now 
adopting  Fintech  innovations  derived  from  artificial  intelligence  and  biometric 
applications. 



(44)Fintech  emergence  which  operates  on  mobile  phone  platform  has  posed  threats  to  the 
 financial services industry. Banks are under pressure to provide a faster, simplified, lower 
 cost and more efficient services by investing in the banking technology, innovation from 
 improving  their  international  payment  platform  using  a  mobile  phone  to  applying  for 
 various  banking  services  to  attract  and  maintain  customers  at  lower  costs  and  better 
 profits,  (Emma  Dunkley,  2016).  Anna  Irrena  (2016),  reported  in  efinancialnews  on  a 
 recent study conducted by UBS in July 2016 across 24 countries, found that the risk and 
 impact of fintech on the banking sector‟s revenue is real. UBS reported that banks need to 
 accept  technology  innovation  and  digitalisation  such  as  Fintech  quickly,  building 
 partnerships and collaboration to capitalize on opportunities in improving revenues and 
 efficiency  while  alleviating  the  disruptive  threat.  In  contrast,  banks  that  are  slow  in 
 adapting and investing on fintech are at risk of losing their competitive advantage, market 
 positioning and ultimately their market share. 


Bank  Negara  Malaysia  (BNM)  has  also  taken  various  measures  in  responding  to  the 
above  phenomenon.  BNM  Governor,  Dato‟  Muhammad  Bin  Ibrahim  highlighted  that 
fintech  as  an  alternative  banking  services  delivery  channel,  is  challenging  the  existing 
banking business operations and practices. Transaction costs will be lowered and banks 
are  at  the  risk  of  losing  10  percent  to  40  percent  of  their  revenue  by  2025  due  to  the 
fintech  innovations.  He  has  also  recognised  to  overcome  the  challenges,  the  banking 
sector  needs  to  embrace  the  fintech  innovations  as  an  opportunity.  Hence,  BNM  has 
initiated the Financial Technology Enabler Group (FTEG),  a  group of  cross functional 



(45)including rulings, guidelines and the fintech adoption related matters by the FSI sector in 
 June 2016. This is  followed by announcing the regulatory framework discussion paper 
 for fintech in July 2016 (Ng, Fintan 2016). 


Over  the  years,  adoption  of  banking  technology  has  brought  various  benefits  to  the 
 banking  industry  in  Malaysia.  BNM  has  been  supporting  this  advancement  and 
 development  on  many  areas  including  payments  platform,  agent  banking,  internet 
 banking, Islamic finance, money exchange and remittances services. Major local banks 
 like Maybank, CIMB Bank, RHB Bank and Ambank have made significant investment to 
 implement various digital innovation strategies to embrace fintech in their daily banking 
 operations.  Areas  of  focus  including  mobile  banking,  lending,  payments,  asset 
 management, financial inclusion, Islamic finance, security, cash management,  IOT, big 
 data, loyalty and rewards, identity, security & document management using Blockchain; 


Remittances  and  P2P  (Fong,  Vincent  2016).  CIMB  Bank,  the  leading  local  Malaysian 
 bank has become the first bank in Malaysia to join the Ripple blockchain based payment 
 network  recently.  This  has  enabled  the  Bank‟s  clients  to  perform  international  cross 
 border payment via their mobile banking platform securely at lower cost and faster speed. 


This digital banking innovation has bring swift and better cost-efficient solutions to the 
CIMB banking clients across ASEAN. (Fintech News Malaysia, 2018). 



(46)J.D. Power (2015), the university students are important young customers that will drive 
 the next wave of growth in the banking business, understanding and capturing them early 
 will enable banks to build long-term relationships, increased loyalty and also to capture 
 better  wallet  share  of  the  business.  As  earlier  mentioned,  Reuters  (2018)  reported  that 
 Generation Z has an annual purchasing power of USD 44 billion. Thus, many banking 
 institutions have started to treat the young generation seriously. Infosys has also launched 
 a  digital  banking  solution  customised  for  the  young  people  age  range  12-18,  called 
 Finacle Youth Banking as the young generation will be the future revenue drivers of the 
 financial  services  sector  and  their  preference  of  mobile  banking  as  banking  delivery 
 channel  be  studied  carefully  to  better  prepare  for  the  future  banking  business  of 
 tomorrow. 


2.4. Determinants of Intention to Adopt Mobile Banking 


Adoption of mobile banking service is closely associated with account balance enquiry, 
funds transfer, paying bills and buying airtime via mobile (Ndumba, Wangari and Willy, 
2014). Debasish and Dey (2015), reported that mobile banking services has value added 
to  the  existing  services  delivered  to  the  consumers.  A  diversified  types  of  banking 
services such as enquiry of account balance, credit alert, debit alerts, alerts of minimum 
balance and bill payment, transaction history and information requests on exchange rates 
are  available  through  the  mobile  banking  service.  Mobile  banking  has  advantages  in 
terms of wide service coverage as customers can adopt mobile banking services as long 



(47)banking channels and non-mobile banking services. Similarly banking services delivered 
 through mobile banking method are faster compared to the non-mobile internet banking 
 system. 


According to Eze, Ten and Poong (2011), personal innovativeness, perceived risk, cost 
 and social influence are some of the key determinants that affect consumers‟ decision to 
 adopt  mobile  technology.  Personal  innovativeness  of  the  individual  has  the  ability  to 
 handle high levels of doubtfulness and they have the capability to cope with accepting the 
 mobile  technology.  Research  conducted  by  Li  &  Zhang  (2010)  found  consumers  past 
 experience is also a factor influencing their decision to use mobile banking. 


According  to  Yan  and  Yang  (2015),  trust  is  one  of  the  determinants  that  encourage 
mobile payment adoption. Trust is considered as a significant factor influencing mobile 
banking  adoption.  (Witeepanich  et  al.,  2013).  Past  studies  conducted  by  Lanseng  and 
Andreassen, 2007; Pavlou, 2003; Poon, 2008; Sohail and Shanmugam, 2003, found that 
trust  is  a  significant  factor  compared  to  factors  like  ease-of-use  and  usefulness  of 
technology  in  the  banking  industry  towards  adoption  of  mobile  banking  for  online 
shopping  in  Malaysia.  Financial  risk,  performance  risk,  psychological  risk,  community 
risk,  time  risk,  and  physical  risk  are  other  risk  factors  which  have  been  considered  as 
constraints  by  bank  consumers  when  conducting  electronic  transactions  via  mobile 
gadgets.  Study  in  Singapore  has  suggested  that  the  perceived  usefulness,  social  norms 
and risks are determinants which affect the mobile banking services adoption (Kazi and 
Mannan, 2013). 



(48)Alafeef, Singh and Ahmad (2011) examined the role of personal factors on adoption of 
 mobile banking service. Education levels, trust, limited benefits, difficult to use and low 
 income  level  are  determinants  that  influence  mobile  banking  adoption.  Low  level  of 
 education  is  perceived  to  have  an  important  influence  towards  the  non  adoption  and  
 usage of mobile banking applications. Age, gender and income are factors perceived to 
 have  positive  relationship  with  the  mobile  banking  adoption.  Demographic  factors  and 
 personal  innovativeness  also  played  a  significant  role  in  influencing  mobile  banking 
 adoption. 


According  to  Oluoch,  Abaja,  Mwangi  and  Githeko  (2013),  perceived  usefulness  has  a 
 positive  influence  on  the  mobile  banking  adoption  while  the  negative  influence  has 
 occurred  in  the  perceived  risk  towards  using  mobile  banking  services.  Communication 
 and  demographic  variables  of  the  consumers  have  significant  influence  on  the  mobile 
 banking  adoption.  Mobile  phone  coverage  could  also  influence  the  mobile  banking 
 adoption among consumers (Aker and Mbithi, 2010). 


The  determinants  that  influence  mobile  banking  adoption  by  integrating  diffusion  of 
innovation  with  attitude  were  studied  by  Dash,  Bhusan  and  Samal  (2014).  The  results 
showed that adoption of mobile technology is an alternative method to deliver banking 
services  to  the  consumers.  Dash,  Bhusan  and  Samal  (2014)  found  that  banks  are 
exploring  mobile  technology  to  empower  the  customers  and  mobile  network  operators 
are collaborating with bankers with the aim to reduce cost of operation for the banks. 



(49)Perceived  usefulness  has  been  known  as  one  of  the  most  important  factors  for  mobile 
 banking adoption. Banking service providers should build and develop mobile banking 
 applications that users will find practical to use these applications. Past studies (e.g. Yu, 
 C.S.,  2012;  Zhou,  T.,  Lu,  Y.,  and  Wang,  B.,  2010)  have  adopted  Unified  Theory  of 
 Acceptance  and  Use  of  Technology  (UTAUT)  to  anticipate  mobile  banking  service 
 adoption intention. Social influence, perceived creditability and perceived financial cost 
 have significantly influenced behavioural intention to adopt mobile banking. Gender has 
 significantly  moderated  the  influence  of  the  performance  expectancy  and  the  financial 
 cost on behavioural intention to adopt mobile banking. Apart from these, Yu, C.S. (2012) 
 found  that  age  moderated  the  influence  of  facilitating  conditions  and  perceived  self 
 efficacy on mobile banking adoption. 


Amin,  H.  et  al.  (2014)  opined  that  perceived  ease  of  use,  perceived  usefulness  and 
 perceived  religiosity  are  factors  that  influence  on  online  Islamic  banking  adoption. 


Besides that, the consumer behaviour, acceptance and mobile banking adoption strategies 
 were examined by Balabanoff (2014). He found that mobile banking adoption could be 
 affected by attitude, perceived behavioural control and subjective norms. 


Recent study by Thyagarajan (2015) found trust, perceived ease of use, perceived cost, 
perceived reliability, perceived usefulness, perceived ease to use, facilitating conditions 
and social influence are determinants of mobile banking adoption. 



(50)Barriers  to  M-commerce  (including  mobile  banking)  adoption  in  developing  countries 
 were studied by Rahman (2013). He found that lack of literacy and conflict of interest 
 between the telcos and banks are the key barriers to mobile banking adoption. 


Perceived ease of use, perceived usefulness, relative advantage, personal innovativeness 
 and  perceived  risk  are  some  of  the  factors  which  are  positively  associated  with  the 
 behavioural intention to adopt the mobile banking system (Cheah et al., 2011). 


According  to  Sripalawat,  Thongmak,  and  Ngramyard  (2011),  subjective  norm  is  an 
 important determinant in influencing the adoption of mobile banking. Shanmugam, A., et 
 al.,  (2014)  highlighted  that  perceived  benefit;  perceived  usefulness  and  perceived 
 credibility  were  determinants  influencing  individual  behavioural  intention  to  accept 
 mobile banking services. Compatibility, subjective norm, perceived trust and perceived 
 cost  are  found  to  affect  behavioural  intention  to  adopt  mobile  payment  service 
 (Phonthanukitithaworn et al., 2015). 


Chung  and  David  Holdsworth  (2012)  opined  that  perceived  risk,  trustworthiness, 
compatibility observability, trialability, relative advantage, complexity are factors found 
to have an influence on behavioural intentional to use mobile commerce. Recent research 
conducted  by  Boonsiritomachai,  W.  &  Pitchayadejanant,  K.  (2017)  found  hedonic 
behaviour  has  influenced  behavioural  intention  to  adopt  mobile  banking  while  internet 
security has a negative effect on intention to adopt mobile banking. 



(51)Muñoz-Leiva, F. et  al. (2017) opined that perceived ease of use, perceived usefulness, 
 user attitude, social image are important factors that influence intention to adopt mobile 
 banking whereas perceived trust has a negative affect on the intention to adopt mobile 
 banking. 


Athapol R. and Suphitcha W. (2017) found that compatibility, perceived usefulness, and 
 self-efficacy  significantly  and  positively  influence  customer  intention  to  adopt  the 
 services in generation X and generation Z. Interestingly, social influence has significantly 
 influenced influenced the mobile banking intention among generation Z only. 


Similarly, Javed Sarfaraz (2017) found that effort expectancy, performance expectancy, 
 perceived  risk  predict  mobile  banking  adoption  intention.  Besides  that,  the  study  also 
 found  that  UTAUT  would  be  an  appropriate  model  use  to  explain  the  behavioural 
 intention to adopt mobile banking. 


Besides,  Younes  Lafraxo  et  al.  (2018)  found  that  effort  expectancy,  performance 
expectancy,  social  influence  and  security  are  determinants  that  influence  intention  to 
adopt mobile banking. In a different study conducted by Saad Ghaleb Yaseen, Ihab Ali El 
Qirem, (2018), they found effort expectancy, social influence, and perceived e-banking 
services  quality  predicts  intention  to  adopt  mobile  banking.  However,  performance 
expectancy  and  hedonic  motivation  have  no  relationship  with  the  intention  to  adopt 
mobile banking. 



(52)Sindhu.  S.  and  Srivastava,  R.K.  (2018),  another  recent  study  found  that  security, 
 computer  self-efficacy,  perceived  ease  of  use  and  perceiced  financial  costs  influence 
 mobile banking adoption intention. 


2.4.1 Internet Banking Experience as Moderator 


A  moderating  variable  is  introduced  to  examine  its  influences  between  the  dependent 
 variable and independent variables by reducing or strengthening the relationship (Baron 
 and Kenny, 1986; Sekaran and Bougie, 2010). 


Agarwal  and  Prasad  (1999),  found  that  prior  experiences  in  using  related  technologies 
could influence the adoption of information technology innovation. Past study also show 
that  prior  experience  in  using  internet  banking  moderates  the  behavioural  intention  in 
mobile  banking  service  adoption  (Suoranta  and  Mattila,  2004).  Research  conducted  by 
Ratten  (2011)  suggested  that  users  with  more  experience  using  new  technologies  are 
more prone to adopt mobile banking service. Francisco Liébana-Cabanillas et. al. (2014) 
opined that previous experience of using similar tool increases intention of using mobile 
payment service. 



(53)Table 2.1 Summary of mobile banking adoption determinants, behavioural intention to adopt mobile banking and moderator 
 literatures. (Page 36-44) 


Author  Study 


Conducted 


Performance 
 Expectancy 


Effort 
 Expectancy 


Social 
 Influence 


Perceived 
 Financial 


Cost 


Perceived 
 Risk 


Internet 
 Banking 
 Experience 


Other factors / Remarks 


Agarwal and  Information  √  Prior  experiences  with 


Prasad  technology  related  technologies 


(1999)  adoption  influence  the  adoption 


intention in  information  technology 


USA.  innovation. 


Suoranta and  Mobile  √  Prior  experience  in  using 


Mattila  banking  internet banking moderates 


(2004)  adoption  the behavioural intention to 


intention in  mobile banking adoption. 


Finland. 



(54)Luarn and  Mobile  √  √  √  Perceived  self  efficacy, 


Lin (2005)  banking  financial cost, creditability, 


adoption  perceived ease of use,  and 


intention in  perceived  usefulness  are 


Taiwan.  determinants  influencing 


behavioural  intention  to 
 adopt  mobile  banking 
 service. 


Ja-ChulGu et  Mobile  √  √  Perceived  self  efficacy, 


al. (2009)  banking  perceived  ease-of-use, 


adoption  perceived  usefulness  and 


intention in  trust are factors influencing 


Korea.  individual intention to adopt 


mobile banking service. 


Liz & Zhang  Mobile  √  Consumer experience is a 


(2010)  banking  determinant that influence 


adoption  customers‟ decision to use 


intention in  mobile banking 


China. 


Ratten, V.  Mobile  √  √  Media exposures, modelling 


(2011)  banking  of  other,  Performance 


adoption  expectancy, perceived self 


intention in  efficacy and outcome values 


Australia.  are  factors  of  affecting 



(55)(2011)  banking  perceived  ease  of  use, 


adoption  relative  advantages,  and 


intention in  personal  innovativeness 


Malaysia.  positively associated with 


the mobile banking adoption 
 intention.  Perceived  risks 
 negatively associated with 
 the mobile banking adoption 
 intention. 


Eze, Ten and  Mobile  √  √  √  √  Perceived trust, perceived 


Poong (2011)  banking  ease  of  use,  personal 


adoption  innovativeness,  perceived 


intention in  cost, perceived usefulness 


Malaysia.  and  social  influence  are 


significant determinants  of 
 mobile  commence  usage 
 intention. 


Ratten (2011)  Mobile  √  Users with more experience 


banking  using new technologies are 


adoption  prone  to  use  mobile 


intention in  banking. 


Australia. 


Kim-Choy  Mobile  √  √  Perceived  risk, 


Chung and  commences  trustworthiness, 


David K.  adoption  observability,  trialability, 


Holdsworth  intention in  compatibility,  complexity, 


(2012)  Kazakhstan,    relative  advantage  are 



(56)Morocco and 


Singapore.  factors  influencing 


behavioural  intentional  in 
 mobile commerce  adoption 
 among Generation Y. 


Dyna, H.S. 


and  Purwo 
 Adi, W. 


(2012) 


Mobile 
 banking 
 adoption 
 intention in 
 Saudi Arabia. 


√  √  Prior experience, perceived 
 usefulness, trust, influence 
 on intention to use 


positively. Perceived risk 
 has negative effect on 
 intention to use. Meanwhile 
 perceived ease of use have 
 positive influence but not 
 significant on intention to 
 use. 


Witeepanich 


et al. (2013)  Mobile 
 banking 
 adoption in 
 Thailand. 


√  Social  influence,  trust, 


facilitating  conditions,  user 
 perception,  and  user 


demographic  are 


determinants  of  mobile 
 banking adoption. Trust is a 
 key  factor  that  influences 
 adoption of mobile banking 
 significantly. 


Kazi and  Mobile  √  √  √  √  Social  influence,  perceived 
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