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Abstract

Mobile banking has expanded rapidly as a key digital innovation in the banking sector. Despite
substantial investments by banks, customer adoption remains a major challenge, as potential users
may resist new technologies due to limited awareness, insufficient familiarity, and perceived risks
that outweigh expected benefits. This study examines how technological, behavioral, and
environmental components shape customers’ behavioral intention and, ultimately, mobile banking
adoption in the banking industry. The study is applied in purpose and employs a quantitative, cross-
sectional, descriptive—survey design. The statistical population comprises Saderat Bank customers
in Sanandaj with prior experience using the Saderat mobile banking application. Using convenience
sampling, 384 respondents were recruited. Data were collected through a standard questionnaire
and analyzed using SPSS and SmartPLS. Measurement quality was assessed through content validity,
convergent validity, and discriminant validity, as well as reliability measures including Cronbach’s
alpha and composite reliability; all criteria were satisfactory. The findings indicate that
technological, behavioral, and environmental components exert significant effects on customers’
behavioral intention and, in turn, on mobile banking adoption. Overall, these components represent
key drivers of adoption in digital banking contexts and provide actionable insights for banks seeking
to strengthen uptake and sustained use of mobile banking services.
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Introduction

Mobile banking has emerged as one of the most prominent technologies in contemporary
banking, growing quickly in recent years. Yet, widespread acceptance by customers remains a
critical barrier to realizing its full benefits. Some customers resist adoption because they lack
adequate knowledge of mobile banking services, have limited awareness of how they function, or
perceive higher levels of risk—such as privacy or security concerns—relative to the anticipated
advantages. At the same time, banks increasingly rely on mobile banking to improve service quality,
expand access, and maintain competitiveness in an environment shaped by digital transformation
and changing customer expectations.

Given growing time constraints and the broader digitization of daily life, customers are
increasingly encouraged—or in some cases compelled—to rely on technology-enabled channels to
manage their financial activities efficiently. Consequently, understanding the factors that drive
adoption is essential not only for improving the effectiveness of mobile banking platforms but also
for preventing adverse outcomes associated with poor implementation decisions, including reduced
customer trust, negative user experiences, and potential legal risks related to privacy compliance.
Against this background, the present study develops and tests a comprehensive model to identify
key determinants of mobile banking acceptance from technological, behavioral, and environmental

perspectives.

Methodology

This research is applied in purpose and uses a quantitative, descriptive—survey and cross-sectional
design, as data were collected at a single point in time. The study also falls within correlational
research, employing structural equation modeling (SEM) based on the partial least squares (PLS)
approach, alongside confirmatory factor analysis, to test the proposed hypotheses.

The statistical population included all customers of Saderat Bank in Sanandaj. Based on the Morgan
table for large populations, a sample size of 384 was determined, and respondents were selected
using convenience sampling. To establish content validity, the questionnaire was reviewed by five
marketing faculty members at the University of Kurdistan, and the final instrument was refined
accordingly. Data analysis was conducted using SPSS 25 and SmartPLS 3. Convergent validity was
evaluated using indices such as average variance extracted (AVE) and composite reliability, while
discriminant validity was assessed using standard criteria (e.g., pairwise comparisons). Reliability
was examined using Cronbach’s alpha and composite reliability. Model estimation and hypothesis

testing relied on path coefficients and t-statistics.
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Results and Discussion

The results support the proposed framework and confirm the importance of multiple drivers of
adoption. First, technological dimensions—particularly technology characteristics and task
characteristics—significantly influence technology-task fit, and technology-task fit, in turn,
contributes to performance expectancy and mobile banking acceptance. Second, behavioral
factors—including performance expectancy, effort expectancy, perceived behavioral control,
facilitating conditions, and hedonic motivation—have significant effects on behavioral intention.
The effects of subjective norms and perceived usefulness on attitude were also confirmed, and
attitude significantly predicts behavioral intention.

In addition, environmental components play a meaningful role: organizational reputation and
initial trust significantly affect behavioral intention, and organizational reputation has a significant
effect on initial trust. Finally, behavioral intention positively and significantly predicts mobile
banking adoption. Together, these findings indicate that adoption is best understood as a multi-
dimensional process in which technological alignment, user perceptions and motivations, and

contextual trust-related factors jointly shape intention and actual use.

Conclusion

The banking industry has experienced substantial transformation in recent years as technological
advances have encouraged banks to redesign services and adopt digital strategies. Mobile banking
is among the most consequential developments in this shift, offering faster service delivery, reduced
reliance on physical branches, and time and cost savings for both banks and customers. To remain
competitive, banks increasingly seek to provide high-quality mobile banking applications to enhance
customer satisfaction and retain loyalty.

However, successful implementation depends on accurately identifying the factors that influence
customers’ willingness to adopt and use mobile banking services. This study highlights that
technological, behavioral, and environmental components jointly determine behavioral intention and
adoption. Accordingly, banks can promote adoption by improving technology—task alignment and
usability, strengthening facilitating conditions and perceived control, and enhancing trust and
reputation through transparent communication and robust security and privacy practices. The
proposed comprehensive model also offers practical guidance for banking professionals seeking to

expand the adoption and sustained use of mobile banking services.
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. SmartPLS3

. Convergent Validity

. Average Variance Extracted (AVE)

. Composite Reliability (CR)
Discriminant Validity

. Heterotrait-Monotrait Ratio (HTMT)
. Cronbach's Alpha

PLS
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