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An empirical examination of

initial trust in mobile banking

Tao Zhou
School of Management, Hangzhou Dianzi University, Hangzhou, China

Abstract
Purpose — The purpose of this paper is to examine the effect of initial trust on mobile banking user
adoption.

Design/methodology/approach — Based on the valid responses collected from a survey
questionnaire, structural equation modeling (SEM) technology was employed to examine the
research model.

Findings — The results indicate that structural assurance and information quality are the main
factors affecting initial trust, whereas information quality and system quality significantly affect
perceived usefulness. Initial trust affects perceived usefulness, and both factors predict the usage
intention of mobile banking.

Research limitations/implications — The sample was mainly composed of users having rich
mobile Internet experience, which may affect their trust in mobile banking. Future research needs to
generalize these results to other samples, such as those users without much mobile Internet experience.
Originality/value — Extant research has mainly adopted information technology adoption theories
such as TAM to explain mobile user behavior, and has seldom examined the effect of initial trust on
mobile banking user adoption. However, the high perceived risk and low switching cost highlight the
necessity to build initial trust to facilitate user behavior. This research fills the gap.

Keywords Initial trust, Mobile banking, Information quality, System quality, Trust, Banking
Paper type Research paper

Introduction

The application of third generation (3G) mobile communication technologies has
triggered the rapid development of mobile commerce. A report issued by China Internet
Network Information Center (CNNIC) indicates that the number of mobile Internet users
has exceeded 303 million, accounting for 66 percent of the Internet population (457
million) (CNNIC, 2011). In the United States, about 59 percent of the adult people go
online wirelessly (PewInternet, 2010). A variety of mobile services such as mobile instant
messaging, mobile search and mobile music have been very popular among users. These
services are mainly related to communication, information and entertainment
application. However, mobile transaction services such as mobile banking have been
adopted by a minority of users. For example, only 7.1 percent of mobile users have ever
used mobile banking (CNNIC, 2011). Many traditional banks such as the Industrialized
and Commercial Bank of China (ICBC), which is the largest commercial bank in China,
have released their mobile banking services. In order to achieve success, a prerequisite is
to facilitate user adoption and usage of mobile banking.
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Mobile banking means that users adopt mobile terminals to conduct payment such
as balance enquiry, transference and bill payment at anytime from anywhere
(Dahlberg et al, 2008). Mobile banking frees users from spatial and temporal
limitations, and enables them to conduct ubiquitous payment. This provides great
convenience to users. However, due to the virtuality and lack of control, mobile
banking involves great uncertainty and risk. Thus users need to build trust in order to
adopt and use mobile banking. Initial trust develops when users interact with mobile
banking for the first time (McKnight ef al, 2002a). Establishing users’ initial trust is
critical for mobile service providers. On one hand, due to the lack of previous
experience, users will perceive great uncertainty and risk when they adopt mobile
banking for the first time. They need to build initial trust to overcome perceived risk.
On the other hand, the switching cost is low. Users may switch back to online banking
if they cannot build initial trust in mobile banking. Thus mobile service providers need
to engender users’ initial trust to acquire and retain them.

Extant research has used information technology adoption theories such as technology
acceptance model (TAM) (Kim et al., 2010; Schierz et al., 2010), innovation diffusion theory
(IDT) Mallat, 2007), and the unified theory of acceptance and use of technology (UTAUT)
(Luo et al.,, 2010) to examine mobile banking user behavior. Perceived usefulness, relative
advantage and performance expectancy are found to affect user adoption of mobile
banking. However, the effect of initial trust on mobile banking user behavior has seldom
been examined. As noted earlier, the high perceived risk and low switching cost highlight
the necessity to build users’ initial trust in order to facilitate their adoption and usage of
mobile banking. The purpose of this research is to identify the factors affecting initial
trust in mobile banking. We draw on two factors including information quality and
system quality from information system success model. In addition, structural assurance
and trust propensity are also included as the determinants of initial trust.

The rest of the paper is organized as follows. We review related literature in the next
section. Section three presents the research model and hypotheses. Section four reports
instrument development and data collection. We present data analysis and results in
section five, followed by a discussion of these results in section six. Section seven
presents the theoretical and managerial implications. We summarize the limitations
and conclude the paper in section eight.

Literature review

Initial trust

Due to the great uncertainty and risk involved in online transactions, trust has received
considerable attention in the electronic commerce context. Trust has been found to
affect user adoption of various services, such as online news services (Chen and
Corkindale, 2008), Internet banking (Flavian et al., 2005), health web sites (Fisher et al.,
2008), and mobile shopping (Lu and Su, 2009). Trust includes initial trust and
continuance trust. As the first stage of trust development, initial trust is significant for
user behavior and various factors have been identified to affect initial trust. The first
category of factors is associated with website. Due to the lack of previous experience,
users will rely on their perception of website quality to build initial trust (Lowry et al.,
2008). In addition, information quality has been found to affect initial trust in health
infomediaries (Zahedi and Song, 2008). Other factors such as website appeal and
usability also affect online consumers’ initial trust (Hampton-Sosa and Koufaris, 2005).
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The second category of factors is associated with the consumer. Trust propensity has a
significant effect on initial trust (Li et al, 2008), although this effect may gradually
diminish with increased experience (Zahedi and Song, 2008). The third category of
factors is associated with company. Reputation, company size and corporate image act
as trust signals and will affect consumers’ initial trust (Flavian ef al, 2005; Chen and
Barnes, 2007; Fuller et al., 2007). The fourth category of factors is associated with third
parties. Consumers may transfer their trust in third parties to online vendors. Web
assurance seals such as VeriSign and TRUSTe are found to affect initial trust (Hu et al,
2010). Brand association and portal affiliation also affect online consumers’ initial trust
(Delgado-Ballester and Hernandez-Espallardo, 2008; Sia et al., 2009).

Similar to online transactions, mobile commerce also involves great uncertainty and
risk. Thus trust is critical to facilitating mobile user behavior. However, compared to
the abundant research on online trust, there exists less research on mobile trust. Siau
and Shen (2003) divided mobile trust into initial trust and continuous trust, both of
which are affected by the factors related to mobile vendor and technology. Li and Yeh
(2010) noted that design aesthetics affect mobile trust through perceived usefulness,
perceived ease of use and customization. Lee (2005) examined the effect of mobile
Interactivity on user trust. Mobile interactivity includes user control, responsiveness,
personalization, connectedness, ubiquitous connectivity and contextual offer. Chandra
et al. (2010) reported the effect of trust on user adoption of mobile payment systems.

Mobile banking adoption

As an emerging service, mobile banking has not been widely adopted by users. Thus
researchers have paid attention to identify the factors affecting user adoption.
Information technology adoption theories such as TAM, IDT and UTAUT are often used
as the theoretical bases. Gu ef al (2009) found that structural assurance and perceived
ease of use affect trust in mobile banking. Lin (2011) drew on IDT and trust theory to
examine the effects of innovation attributes and knowledge-based trust on mobile
banking adoption. Innovation attributes include relative advantage, compatibility and
perceived ease of use. Knowledge-based trust includes perceived competence,
benevolence and integrity. Kim et al (2009) reported that structural assurance, relative
benefits and personal propensity to trust affect initial trust in mobile banking. Zhou et al.
(2010) integrated UTAUT and task technology fit theory to examine user adoption of
mobile banking. Luo ef al. (2010) found that performance expectancy and perceived risk
have significant effects on the intention to use mobile banking services.

Research model and hypotheses

Information quality

As noted earlier, due to the lack of direct experience, users need to rely on their own
perceptions such as information quality and system quality to form their initial trust in
mobile banking. Both information quality and system quality are the factors affecting
information system success (DeLone and McLean, 2003). Information quality reflects
information relevancy, accuracy and timeliness (Kim ef al, 2004). Users expect to access
mobile banking to acquire their payment information at anytime from anywhere. If the
information provided to them is irrelevant, inaccurate and out-of-date, users may doubt
whether mobile service providers have enough ability and benevolence to provide
quality services. Thus information quality will affect initial trust. For example, if mobile
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banking is asynchronous with online banking, users may acquire wrong information on
account balance when they have conducted payment with online banking. This will
decrease users’ trust in mobile banking. In addition, information quality may also affect
perceived utility of mobile banking. Users rely on quality information to conduct
ubiquitous payment, which improves their living and working performance and
effectiveness. In contrast, low quality information will decrease users’ perceived utility of
mobile banking. Prior studies have noted the effect of information quality on initial trust
in health infomediaries (Zahedi and Song, 2008). Information quality also affects
perceived usefulness of data warehousing software (Wixom and Todd, 2005). Thus:

HI. Information quality positively affects initial trust.

H2. Information quality positively affects perceived usefulness.

System quality

System quality reflects the access speed, ease-of-use, navigation and appearance of
mobile banking (Kim et al, 2004). Due to the constraints of mobile terminals such as
small screens and inconvenient input, users may find it difficult to search for information
with mobile banking. Thus an interface with powerful navigation, clear layout and
prompt responses may be critical to using mobile banking. Poor system quality may lead
users to feel that service providers have not spent enough effort and investment on
mobile banking. This will affect their evaluation on the credibility and benevolence of
service providers. Vance ef al (2008) reported that system quality including navigational
structure and visual appeal affects users’ trust in mobile commerce technologies. In
addition, system quality may also affect perceived usefulness. Poor system quality will
decrease user expectation of acquiring positive outcomes in future. For example, if users
often encounter service interruption or unavailability, they will not be able to conduct
ubiquitous payment. This may lower their perception of mobile banking utility:

H3.  System quality positively affects initial trust.

H4. System quality positively affects perceived usefulness.

Structural assurance

Structural assurance means that there exist legal and technological structures to
ensure payment security. Compared to online banking, mobile banking is built on
mobile networks and may be more vulnerable to hacker attack and information
interception. Viruses and Trojan horses may also exist in mobile terminals. These
problems will incur users’ concern on their account and payment security. Structural
assurance as an institution-based trust mechanism has been found to affect users’
mitial trust (McKnight ef al, 2002b). Especially, due to the lack of direct experience,
users may rely much on these structural assurances to build their trust in mobile
banking. According to trust transference mechanism, users will transfer their trust in
third parties to mobile banking (Pavlou and Gefen, 2004). Thus:

Hb5.  Structural assurance positively affects initial trust.
Trust propensity

Trust propensity reflects a user’s natural tendency to trust other people (McKnight
et al., 2002a). Those users with high trust propensity tend to have positive attitudes
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towards new technologies. Thus they will more readily build trust in mobile banking.
In contrast, those users with low trust propensity may doubt the credibility of mobile
banking, which represents an emerging service. Thus, we propose:

H6.  Trust propensity positively affects initial trust.

Initial trust and percewed usefulness

Trust reflects a willingness to be in vulnerability based on the positive expectations
towards another party’s future behavior (Mayer et al., 1995). Trust often includes three
dimensions: ability, integrity and benevolence (Benamati et al, 2010). Ability means
that mobile service providers have enough knowledge and skills to fulfill their tasks.
Integrity means that mobile service providers keep their promises and do not deceive
users. Benevolence means that mobile service providers will concern users’ interests,
not just their own interests. Perceived usefulness reflects the utility derived from using
mobile banking. Initial trust will affect perceived usefulness. Trust provides a
guarantee that users will acquire future positive outcomes (Gefen et al., 2003). In other
words, trust enables users to believe that mobile service providers have enough ability
and benevolence to provide useful services to them. Thus:

H7.  Initial trust positively affects perceived usefulness.

Usage intention

According to the theory of reasoned action (TRA), initial trust and perceived
usefulness as beliefs will affect behavioral intention (Fishbein and Ajzen, 1975). In
addition, initial trust can help mitigate perceived uncertainty and risk, and promote
usage intention. Perceived usefulness has been found to be a significant factor affecting
initial usage and continuance usage (Venkatesh and Davis, 2000). Much research has
reported the effects of initial trust and perceived usefulness on behavioral intention
(Chen and Barnes, 2007; Lu et al., 2010; Shin et al., 2010):

HS8. Initial trust positively affects usage intention.
H9. Perceived usefulness positively affects usage intention.

Figure 1 presents the research model. Information quality, system quality, structural
assurance and trust propensity are proposed to affect initial trust, which in turn affects
perceived usefulness and usage intention.

Data collection
The research model includes seven factors and each factor is measured with multiple
items. All items were adapted from extant literature to improve content validity
(Straub et al., 2004). These items were first translated into Chinese by a researcher.
Then another researcher translated them back into English to ensure consistency.
When the instrument was developed, it was tested among ten users with mobile
banking usage experience. Then according to their comments, we revised some items
to improve the clarity and understandability. The final items and their sources are
listed in the Appendix. All items were measured with a seven-point Likert scale
ranging from strongly disagree (1) to strongly agree (7).

Items of information quality and system quality were adapted from Kim et al
(2004). Items of information quality reflect information relevancy, sufficiency, accuracy
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Figure 1.
Research model

Structural Trust
assurance HS propensity
H6
- A 4
Information »  Initial trust
quality
H2 Usage
H7 intention
H3 A 4
System Y Perceived
quality H4 usefulness

and timeliness. Items of system quality reflect the access speed, ease of use, navigation
and appearance of mobile banking. Items of structural assurance were adapted from
McKnight ef al. (2002a) to reflect the effect of legal and technological structures. Items
of trust propensity were adapted from Koufaris and Hampton-Sosa (2004) to reflect a
user’s natural tendency to trust others. Items of initial trust and usage intention were
adapted from Lee (2005). Items of initial trust measure mobile service providers’ ability,
integrity and benevolence. Items of usage intention reflect users’ intention to use and
continue using mobile banking. Items of perceived usefulness were adapted from
Agarwal and Karahanna (2000) to reflect the improvement of living and working
performance and effectiveness associated with using mobile banking.

Data were collected at two service halls of China Mobile, which is the largest mobile
telecommunication operator in China. These service halls were located in an eastern China
city, where mobile commerce is relatively better developed than other regions. We
randomly contacted users and enquired of them whether they had mobile banking usage
experience. Then we asked those with negative answers to experience mobile banking via
the mobile phone provided by us. This was to ensure that it was the first time for them to
use mobile banking as we focused on initial trust in this research. These mobile phones
had installed mobile banking software developed by a reputable bank. The respondents
were asked to use mobile banking for five to ten minutes. They can access various
services, such as account balance enquiry, transference and bill payment. Then they were
asked to fill the questionnaires based on this initial usage experience. We scrutinized all
questionnaires and dropped those with too many missing values. As a result, we obtained
210 valid responses. Among them, 55.2 percent were male and 44.8 percent were female.
In terms of education, over half of them (58.6 percent) held bachelor degree. Most of them
(85.7 percent) used mobile Internet for over five times each week. About 62.9 percent of
respondents have been the clients of the investigated bank for three years.

We conducted two tests to examine the common method variance (CMV). First, we
conducted a Harman’s single-factor test (Podsakoff et al., 2003). The results indicated
that the largest variance explained by individual factor is 12.126 percent. Thus none of
the factors can explain the majority of the variance. Second, we modeled all items as
the indicators of a factor representing the method effect (Malhotra et al., 2006). The
results indicated a poor fitness. For example, the goodness of fit index (GFI) is 0.669
(< 0.90), and the root mean square error of approximation (RMSEA) is 0.141 (> 0.08).
With both tests, we feel that CMV is not a significant problem in our research.
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Data analysis

Following the two-step approach recommended by Anderson and Gerbing (1988), we
first examined the measurement model to test reliability and validity. Then we
examined the structural model to test research hypotheses and model fitness.

First, we conducted a confirmatory factor analysis (CFA) to examine the validity.

Validity includes convergent validity and discriminant validity. Convergent validity
measures whether items can effectively reflect their corresponding factor, whereas
discriminant validity measures whether two factors are statistically different. Table I
lists the standardized item loadings, average variance extracted (AVE), composite
reliability (CR) and Cronbach Alpha values. Most item loadings are larger than 0.7 and
t values indicate that all loadings are significant at 0.001. All AVEs exceed 0.5 and all
CRs exceed 0.7. Thus the scale has a good convergent validity (Bagozzi and Yi, 1988;
Gefen et al, 2000). In addition, all Alpha values are larger than 0.7, showing a good
reliability (Nunnally, 1978).
To examine the discriminant validity, we compared the square root of AVE with factor
correlation coefficients. As listed in Table II, for each factor, the square root of AVE is
larger than its correlation coefficients with other factors, showing a good discriminant
validity (Fornell and Larcker, 1981; Gefen et al., 2000).

Second, we employed structural equation modeling (SEM) software LISREL 8.72 to
estimate the structural model. Table III lists the path coefficients and their significance.

Factor Item Standardized loading AVE CR Alpha

Information quality (INF) INF1 0.740 0.56 0.84 0.83
INF2 0.774
INF3 0.756
INF4 0.719

System quality (SYS) SYS1 0.696 0.53 0.82 0.81
SYS2 0.700
SYS3 0.807
SYS4 0.712

Structural assurance (SA) SA1 0.647 0.52 0.76 0.76
SA2 0.708
SA3 0.791

Trust propensity (PRO) PRO1 0.761 0.63 0.84 0.84
PRO2 0.822
PRO3 0.805

Initial trust (TRU) TRU1 0.756 0.58 0.81 0.80
TRU2 0.766
TRU3 0.762

Perceived usefulness (PU) PU1 0.902 0.66 0.85 0.84
pPU2 0.847
PU3 0.675

Usage intention (USE) USE1 0.852 0.64 0.84 0.84
USE2 0.816
USE3 0.732
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Table IV lists the recommended and actual values of some fit indices. Except GFI, other

215 fit indices have a better actual value than the recommended value, showing a good
’ fitness (Gefen et al., 2000). The explained variance of initial trust, perceived usefulness
and usage intention is 68.7 percent, 55.5 percent and 52.5 percent, respectively.
We conducted a post-hoc analysis to examine the mediation effects of both initial
534 trust and perceived usefulness. We added four direct paths from information quality,
system quality, structural assurance and trust propensity to usage intention, and
re-estimated the model. The results indicate that none of the paths is significant at 0.05.
In addition, the chi-square difference between the new model and original model is
insignificant (Ax2(4) = 7.74, p = 0.11). The increased explained variance of usage
intention (from 52.5 percent to 53 percent) is trivial. Thus initial trust and perceived
usefulness fully mediate the effects of four determinants on usage intention (Baron and
Kenny, 1986).
INF SYS SA PRO TRU PU USE
INF 0.748
SYS 0.599 0.730
Table II. SA 0.358 0.434 0.718
The square root of AVE ~ PRO 0.320 0.393 0.256 0.796
(shown in italics at TRU 0.550 0.539 0.522 0.528 0.761
diagonal) and factor PU 0.541 0.539 0.364 0.388 0.577 0.814
correlation coefficients USE 0.568 0.506 0.396 0.333 0.558 0.543 0.802
Hypothesis Path Coefficient Supported or not
H1 Information quality — Initial trust 0.33 * o Yes
H2 Information quality — Perceived usefulness 0.24™% Yes
H3 System quality — Initial trust 0.16f Yes
H4 System quality — Perceived usefulness 0.25™* ' Yes
H5 Structural assurance — Initial trust 0.36™"* Yes
H6 Trust propensity — Initial trust 0.26™* . Yes
H7 Initial trust — Perceived usefulness 0.35%"* Yes
Table III H8 Initial trust — Usage intention 042* ** Yes
able III. H9 Perceived usefulness — Usage intention 0.37""* Yes

Path coefficients and
their significance

Notes: “p < 0.05; **p < 0.01; “**p < 0.001)

Table IV.
The recommended and

Fit indices chi/df GFI AGFI CFI NFI NNFI RMSEA
Recommended value <3 >0.90 >0.80 >0.90 >0.90 >0.90 <0.08
Actual value 1.990 0.848 0.805 0.968 0.938 0.962 0.069

Notes: Chi%/df is the ratio between Chi-square and degrees of freedom; GFI is Goodness of Fit Index;
AGFT is the Adjusted Goodness of Fit Index; CFI is the Comparative Fit Index; NFI is the Normed Fit

actual values of fit indices  Index; NNFTI is the Non-Normed Fit Index; RMSEA is Root Mean Square Error of Approximation)
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Discussion

As listed in Table III, all hypotheses are supported. Structural assurance, information
quality, trust propensity and system quality affect initial trust, whereas information
quality and system quality affect perceived usefulness. In addition, initial trust affects
perceived usefulness and both factors determine usage intention.

Among the factors affecting initial trust, structural assurance and information
quality have relatively larger effects. These results are consistent with prior findings
(Zahedi and Song, 2008; Gu et al., 2009; Kim et al., 2009). Mobile banking based on
wireless networks involves great uncertainty and risk. Thus users need to rely on
structural assurances to ensure their payment security and build their trust in mobile
banking. Mobile service providers can use advanced encryption technologies such as
secured socket layer (SSL) and third-party certification to engender users’ initial trust.
Information quality reflects information accuracy, relevancy and timeliness. Quality
information will signal service providers’ trustworthiness. On the other hand, if
information quality is poor, users may feel that mobile service providers lack the
ability and benevolence to provide quality services to them. This will decrease their
trust. Mobile service providers can provide personalized information and services to
users based on their account balance and payment records. This may help build users’
trust. Trust propensity also has a significant effect on initial trust. Thus users with
high trust propensity will more readily build initial trust in mobile banking. System
quality has a relatively low effect on initial trust. Compared to information quality,
system quality may be more easily improved with advanced technologies. Thus users
mainly rely on information quality to build their trust in mobile banking.

Both information quality and system quality have significant effects on perceived
usefulness. Users expect to conduct payment via mobile banking at anytime from
anywhere. Thus the low quality information and system will decrease their evaluation
on the utility of mobile banking. For example, if mobile banking has a slow access
speed, users may need to wait a long time for the response. They may also encounter
service unavailability or interruption because of the unreliable system. These problems
will lower users’ perception of mobile banking utility. Thus mobile service providers
need to present quality information and system to users. Especially, due to the
constraints of mobile terminals such as small screens and inconvenient input, mobile
service providers need to present users with a well-designed interface, including clear
layout, powerful navigation and prompt response (Lee and Benbasat, 2004). Otherwise,
users may feel difficult to use mobile banking. This will significantly decrease their
perceived usefulness. In addition, users often need to download, install and configure
the relevant software according to their mobile phone type before they can use mobile
banking for the first time. This process may be complex for initial users. Mobile service
providers can provide online tutorial and help to users. This may improve their
perceived ease of use of mobile banking.

Initial trust affects perceived usefulness, and both factors predict usage intention.
Initial trust provides a guarantee that users can adopt mobile banking to meet their
expectations, such as the improvement of living and working performance. In addition,
both initial trust and perceived usefulness as enablers will facilitate user adoption and
usage of mobile banking. These results provide further support to extant findings (Kim
et al.,, 2009; Shin et al, 2010).
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Theoretical and managerial implications

From a theoretical perspective, this research examined the effect of initial trust on
mobile banking user adoption. As noted in the literature review, although initial trust
has received considerable attention in the electronic commerce context, it has seldom
been examined in the mobile commerce context, especially with mobile banking that
involves great risk. Thus we need to extend extant findings to mobile banking context.
On the other hand, extant research has mainly adopted information technology
adoption theories such as TAM, IDT and UTAUT to explain mobile user behavior
(Mallat, 2007; Kim et al., 2010; Schierz et al., 2010), and has seldom examined the effect
of initial trust on mobile banking user adoption. However, the high perceived risk and
low switching cost highlight the necessity to build initial trust to facilitate user
behavior. Thus it is necessary to identify the factors affecting initial trust in mobile
banking. We find that structural assurance and information quality are the main
factors affecting initial trust. This advances our understanding of mobile banking user
behavior. The results indicate that initial trust affects perceived usefulness, and both
factors have mediation effects on usage intention. Thus initial trust and perceived
usefulness act as enablers of user behavior. Future research can examine the effect of
inhibitors such as switching cost on user behavior.

From a managerial perspective, our results imply that mobile service providers need
to engender users’ initial trust in order to facilitate their adoption and usage of mobile
banking. They cannot just focus on technological perceptions such as perceived
usefulness when promoting user behavior. We found that structural assurance has a
strong effect on initial trust. Thus mobile service providers need to adopt legal and
technological structures such as third-party certifications to ensure payment security.
The results also indicate that compared to system quality, information quality has a
larger effect on initial trust. System quality may be rapidly improved with advanced
technologies, whereas information quality improvement will require mobile service
providers’ continuous effort and resources investment. Thus information quality acts
as a stronger trust signal. This suggests that mobile service providers need to attach
great importance to delivering quality information to users.

Conclusion

Mobile banking as an emerging service has not been widely adopted by users. Thus it
1s necessary to identify the factors affecting user adoption. Due to the high risk and low
switching cost, building users’ initial trust is critical for mobile banking service
providers. The purpose of this research is to examine the effect of initial trust on mobile
banking user adoption. The results indicate that structural assurance and information
quality are the main factors affecting initial trust, whereas both information quality
and system quality affect perceived usefulness. Initial trust affects perceived
usefulness and both factors predict usage intention. Thus mobile service providers
need to highlight improving initial trust in order to facilitate users’ adoption and usage
of mobile banking.

This research has the following limitations. First, we collected data in China, where
mobile commerce is developing rapidly but still in its early stage. Thus our results need
to be generalized to other countries with developed mobile commerce. Second, we did not
consider the effect of bank reputation on initial trust. Due to the lack of direct usage
experience, users may rely on trust signals such as reputation to build their initial trust
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in mobile banking. Future research can examine this possible effect. Third, users often
need to bear some usage costs, such as communication fees and transactions fees when
using mobile banking. These costs may also affect user trust in service providers’ ability
and benevolence. Future research can explore the effect of perceived cost on initial trust.
Fourth, our sample was mainly composed of users having rich mobile Internet
experience, which may affect their trust in mobile banking. Future research needs to
generalize our results to other samples, such as those inexperienced users.
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Appendix. Measurement scale and items

Information quality (INF) (adapted from Kim et al. (2004))

INF1: Mobile banking provides me with information relevant to my needs.
INF2: Mobile banking provides me with sufficient information.

INF3: Mobile banking provides me with accurate information.

INF4: Mobile banking provides me with up-to-date information.

System quality (SYS) (adapted from Kim et al. (2004))

SYS1: Mobile banking quickly loads all the text and graphics.
SYS2: Mobile banking is easy to use.

SYS3: Mobile banking is easy to navigate.

SYS4: Mobile banking is visually attractive.

Structural assurance (SA) (adapted from McKnight et al. (2002a))

SAT: I feel confident that encryption and other technological advances on the mobile Internet
make it safe for me to use mobile banking.

SAZ2: 1 feel assured that legal and technological structures adequately protect me from payment
problems on the mobile Internet.

SA3: Mobile Internet is a robust and safe environment in which to use mobile banking.

Trust propensity (PRO) (adapted from Koufaris and Hampton-Sosa (2004))
PROL1: It is easy for me to trust a person/thing.

PRO2: I tend to trust a person/thing, even though I have little knowledge of it.
PRO3: My tendency to trust a person/thing is high.

Initial trust (TRU) (adapted from Lee (2005))

TRU1: Mobile banking is trustworthy.

TRU2: Mobile banking keeps its promise.

TRU3: Mobile banking keeps customers’ interests in mind.

Perceived usefulness (PU) (adapted from Agarwal and Karahanna (2000))
PU1: Using mobile banking can improve my living and working performance.
PU2: Using mobile banking can increase my living and working effectiveness.
PU3: I find that mobile banking is useful.

Usage intention (USE) (adapted from Lee (2005))

USET1: Given the chance, I intend to use mobile banking.

USE2: I expect my use of mobile banking to continue in future.
USES3: T have intention to use mobile banking to conduct payment.

Corresponding author
Tao Zhou can be contacted at: zhoutao@hdu.edu.cn

To purchase reprints of this article please e-mail: reprints@emeraldinsight.com
Or visit our web site for further details: www.emeraldinsight.com/reprints



Downloaded by KIT Library At 03:41 03 December 2018 (PT)

This article has been cited by:

1.

10.

11.

12.

13.

14.

Abdullah M. Baabdullah, Ali Abdallah Alalwan, Nripendra P. Rana, Hatice Kizgin, Pushp Padil.
2019. Consumer use of mobile banking (M-Banking) in Saudi Arabia: Towards an integrated model.
International Journal of Information Management 44, 38-52. [Crossref]

. TangQing, Qing Tang, LiuFen, Fen Liu, LiuShan, Shan Liu, MaYunfeng, Yunfeng Ma. Consumers’

redemption behavior of recommended mobile coupons in social network sites. Management Decision, ahead
of print. [Abstract] [Full Text] [PDF]

. Ali Abdallah Alalwan, Abdullah M. Baabdullah, Nripendra P. Rana, Kuttimani Tamilmani, Yogesh K.

Dwivedi. 2018. Examining adoption of mobile internet in Saudi Arabia: Extending TAM with perceived
enjoyment, innovativeness and trust. Technology in Society 55, 100-110. [Crossref]

. Pardis Emami Naeini, Martin Degeling, Lujo Bauer, Richard Chow, Lorrie Faith Cranor, Mohammad

Reza Haghighat, Heather Patterson. 2018. The Influence of Friends and Experts on Privacy Decision
Making in IoT Scenarios. Proceedings of the ACM on Human-Computer Interaction 2:CSCW, 1-26.
[Crossref]

. AboelmagedMohamed Gamal, Mohamed Gamal Aboelmaged. 2018. Predicting the success of Twitter in

healthcare. Online Information Review 42:6, 898-922. [Abstract] [Full Text] [PDF]

. Agrata Gupta, Chun Xia. A Paradigm Shift in Banking: Unfolding Asia’s FinTech Adventures 215-254.

[Abstract] [Full Text] [PDF] [PDF]

. FarahMaya F., Maya F. Farah, HasniMuhammad Junaid Shahid, Muhammad Junaid Shahid Hasni,

AbbasAbbas Khan, Abbas Khan Abbas. 2018. Mobile-banking adoption: empirical evidence from the
banking sector in Pakistan. International Journal of Bank Marketing 36:7, 1386-1413. [Abstract] [Full
Text] [PDF]

. Nastaran Hajiheydari, Jose Rodolfo Hernandez-Carrion, Mahdi Ashkani. 2018. Mobile Application

Diffusion and Success. International Journal of E-Services and Mobile Applications 10:4, 18-39. [Crossref]

. ZhangTingting, Tingting Zhang, LuCan, Can Lu, KizildagMurat, Murat Kizildag. 2018. Banking “on-

the-go”: examining consumers’ adoption of mobile banking services. International Journal of Quality and
Service Sciences 10:3, 279-295. [Abstract] [Full Text] [PDF]

ChhonkerMayanka Singh, Mayanka Singh Chhonker, VermaDeepak, Deepak Verma, KarArpan Kumar,
Arpan Kumar Kar, GroverPurva, Purva Grover. 2018. m-commerce technology adoption. The Bottom
Line 31:3/4, 208-233. [Abstract] [Full Text] [PDF]

Nastaran Hajiheydari, Mahdi Ashkani. 2018. Mobile application user behavior in the developing countries:
A survey in Iran. Information Systems 77, 22-33. [Crossref]

Manser PayneElizabeth, Elizabeth Manser Payne, PeltierJames W., James W. Peltier, BargerVictor A.,
Victor A. Barger. 2018. Mobile banking and Al-enabled mobile banking. Journal of Research in Interactive
Marketing 12:3, 328-346. [Abstract] [Full Text] [PDF]

AldholayAdnan, Adnan Aldholay, IsaacOsama, Osama Isaac, AbdullahZaini, Zaini Abdullah,
AbdulsalamRasheed, Rasheed Abdulsalam, Al-ShibamiAhmed Hamoud, Ahmed Hamoud Al-Shibami.
2018. An extension of Delone and McLean IS success model with self-efficacy. International Journal of
Information and Learning Technology 35:4, 285-304. [Abstract] [Full Text] [PDF]

Adnan H. Aldholay, Osama Isaac, Zaini Abdullah, T. Ramayah. 2018. The role of transformational
leadership as a mediating variable in DeLone and McLean information system success model: The context
of online learning usage in Yemen. Telematics and Informatics 35:5, 1421-1437. [Crossref]


https://doi.org/10.1016/j.ijinfomgt.2018.09.002
https://doi.org/10.1108/MD-03-2017-0234
https://www.emeraldinsight.com/doi/full/10.1108/MD-03-2017-0234
https://www.emeraldinsight.com/doi/pdfplus/10.1108/MD-03-2017-0234
https://doi.org/10.1016/j.techsoc.2018.06.007
https://doi.org/10.1145/3274317
https://doi.org/10.1108/OIR-01-2017-0018
https://www.emeraldinsight.com/doi/full/10.1108/OIR-01-2017-0018
https://www.emeraldinsight.com/doi/pdfplus/10.1108/OIR-01-2017-0018
https://doi.org/10.1108/S1571-038620180000025010
https://www.emeraldinsight.com/doi/full/10.1108/S1571-038620180000025010
https://www.emeraldinsight.com/doi/pdf/10.1108/S1571-038620180000025010
https://www.emeraldinsight.com/doi/pdfplus/10.1108/S1571-038620180000025010
https://doi.org/10.1108/IJBM-10-2017-0215
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-10-2017-0215
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-10-2017-0215
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-10-2017-0215
https://doi.org/10.4018/IJESMA.2018100102
https://doi.org/10.1108/IJQSS-07-2017-0067
https://www.emeraldinsight.com/doi/full/10.1108/IJQSS-07-2017-0067
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJQSS-07-2017-0067
https://doi.org/10.1108/BL-04-2018-0020
https://www.emeraldinsight.com/doi/full/10.1108/BL-04-2018-0020
https://www.emeraldinsight.com/doi/pdfplus/10.1108/BL-04-2018-0020
https://doi.org/10.1016/j.is.2018.05.004
https://doi.org/10.1108/JRIM-07-2018-0087
https://www.emeraldinsight.com/doi/full/10.1108/JRIM-07-2018-0087
https://www.emeraldinsight.com/doi/pdfplus/10.1108/JRIM-07-2018-0087
https://doi.org/10.1108/IJILT-11-2017-0116
https://www.emeraldinsight.com/doi/full/10.1108/IJILT-11-2017-0116
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJILT-11-2017-0116
https://doi.org/10.1016/j.tele.2018.03.012

Downloaded by KIT Library At 03:41 03 December 2018 (PT)

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

28.

29.

Hartmut Hoehle, John A. Aloysius, Soheil Goodarzi, Viswanath Venkatesh. 2018. A nomological network
of customers’ privacy perceptions: linking artifact design to shopping efficiency. European Journal of
Information Systems 35, 1-23. [Crossref]

Amira Trabelsi-Zoghlami, Sarra Berraies, Karim Ben Yahia. 2018. Service quality in a mobile-banking-
applications context: do users’ age and gender matter?. Total Quality Management & Business Excellence
2, 1-30. [Crossref]

Jyoti Choudrie, Chike-Obuekwe Junior, Brad McKenna, Shahper Richter. 2018. Understanding and
conceptualising the adoption, use and diffusion of mobile banking in older adults: A research agenda and
conceptual framework. Journal of Business Research 88, 449-465. [Crossref]

Anuj Pal Kapoor, Madhu Vij. 2018. Technology at the dinner table: Ordering food online through mobile
apps. Journal of Retailing and Consumer Services 43, 342-351. [Crossref]

Mahmud Akhter Shareef, Abdullah Baabdullah, Shantanu Dutta, Vinod Kumar, Yogesh K. Dwivedi.
2018. Consumer adoption of mobile banking services: An empirical examination of factors according to
adoption stages. Journal of Retailing and Consumer Services 43, 54-67. [Crossref]

Yung-Shen Yen. 2018. Route factors influencing trust and attitude toward TV shopping. The Service
Industries Journal 38:7-8, 402-430. [Crossref]

ZhanGe, Ge Zhan, ZhouZhimin, Zhimin Zhou. 2018. Mobile internet and consumer happiness: the role
of risk. Internet Research 28:3, 785-803. [Abstract] [Full Text] [PDF]

Yun Zhang, Qingxiong Weng, Nan Zhu. 2018. The relationships between electronic banking adoption
and its antecedents: A meta-analytic study of the role of national culture. International Journal of
Information Management 40, 76-87. [Crossref]

Ahmed Alghamdi, Ibrahim Elbeltagi, Ahmed Elsetouhi, Mohamed Yacine Haddoud. 2018. Antecedents
of continuance intention of using Internet banking in Saudi Arabia: A new integrated model. Strategic
Change 27:3, 231-243. [Crossref]

Chanboon Sathitwiriyawong, Pornnapa Phuttaraksa. An acceptance model of mobile banking 435-439.
[Crossref]

Stephen C. Wingreen, Natasha C. H. L. Mazey, Stephen L. Baglione, Gordon R. Storholm. 2018.
Transfer of electronic commerce trust between physical and virtual environments: experimental effects of
structural assurance and situational normality. Electronic Commerce Research 12. . [Crossref]
CaoXiongfei, Xiongfei Cao, YuLingling, Lingling Yu, LiuZhiying, Zhiying Liu, GongMingchuan,
Mingchuan Gong, AdeelLuqman, Lugman Adeel. 2018. Understanding mobile payment users’
continuance intention: a trust transfer perspective. Internet Research 28:2, 456-476. [Abstract] [Full Text]
[PDF]

SinghSindhu, Sindhu Singh, SrivastavaR K., R.K. Srivastava. 2018. Predicting the intention to use mobile
banking in India. International Journal of Bank Marketing 36:2, 357-378. [Abstract] [Full Text] [PDF]

MakanyezaCharles, Charles Makanyeza, MutambayashataSimolini, Simolini Mutambayashata. 2018.
Consumers’ acceptance and use of plastic money in Harare, Zimbabwe. International Journal of Bank
Marketing 36:2, 379-392. [Abstract] [Full Text] [PDF]

Francisco Liébana-Cabanillas, Veljko Marinkovic, Iviane Ramos de Luna, Zoran Kalinic. 2018. Predicting
the determinants of mobile payment acceptance: A hybrid SEM-neural network approach. Technological
Forecasting and Social Change 129, 117-130. [Crossref]


https://doi.org/10.1080/0960085X.2018.1496882
https://doi.org/10.1080/14783363.2018.1492874
https://doi.org/10.1016/j.jbusres.2017.11.029
https://doi.org/10.1016/j.jretconser.2018.04.001
https://doi.org/10.1016/j.jretconser.2018.03.003
https://doi.org/10.1080/02642069.2017.1393525
https://doi.org/10.1108/IntR-11-2016-0340
https://www.emeraldinsight.com/doi/full/10.1108/IntR-11-2016-0340
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IntR-11-2016-0340
https://doi.org/10.1016/j.ijinfomgt.2018.01.015
https://doi.org/10.1002/jsc.2197
https://doi.org/10.1109/ICBIR.2018.8391236
https://doi.org/10.1007/s10660-018-9305-z
https://doi.org/10.1108/IntR-11-2016-0359
https://www.emeraldinsight.com/doi/full/10.1108/IntR-11-2016-0359
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IntR-11-2016-0359
https://doi.org/10.1108/IJBM-12-2016-0186
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-12-2016-0186
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-12-2016-0186
https://doi.org/10.1108/IJBM-03-2017-0044
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-03-2017-0044
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-03-2017-0044
https://doi.org/10.1016/j.techfore.2017.12.015

Downloaded by KIT Library At 03:41 03 December 2018 (PT)

30.

31.

32.

33.

34.

35.

36.

37.

38.

39.

40.

41.

ThakurRakhi, Rakhi Thakur. 2018. The role of self-efficacy and customer satisfaction in driving loyalty
to the mobile shopping application. International Journal of Retail ¢ Distribution Management 46:3,
283-303. [Abstract] [Full Text] [PDF]

PriyaRicha, Richa Priya, GandhiAradhana Vikas, Aradhana Vikas Gandhi, ShaikhAteeque, Ateeque
Shaikh. 2018. Mobile banking adoption in an emerging economy. Benchmarking: An International Journal
25:2, 743-762. [Abstract] [Full Text] [PDF]

PatelKiran J., Kiran J. Patel, PatelHiren J., Hiren J. Patel. 2018. Adoption of internet banking services in
Gujarat. International Journal of Bank Marketing 36:1, 147-169. [Abstract] [Full Text] [PDF]

Sujeet Kumar Sharma, Saeced Al-Muharrami. Mobile Banking Adoption: Key Challenges and
Opportunities and Implications for a Developing Country 75-86. [Crossref]

Kwame Simpe Ofori, Kwabena G. Boakye, John Agyekum Addae, George Oppong Appiagyei Ampong,
Adolph Sedem Yaw Adu. 250, 281. [Crossref]

Sultan Al-Otaibi, Naif Radi Aljohani, Md. Rakibul Hoque, Fahd S. Alotaibi. 2018. The Satisfaction of
Saudi Customers Toward Mobile Banking in Saudi Arabia and the United Kingdom. Journal of Global
Information Management 26:1, 85-103. [Crossref]

, . 2017. Examining Trust and Risk in Mobile Money Acceptance in Uganda. Sustainability 9:12, 2233.
[Crossref]

Tsui-Yii Shih, Cha-Wei Lin. 2017. Cloud service adoption by firms in Taiwan. Information Development
33:5, 495-511. [Crossref]

KaabachiSouheila, Souheila Kaabachi, Ben MradSelima, Selima Ben Mrad, PetrescuMaria, Maria
Petrescu. 2017. Consumer initial trust toward internet-only banks in France. International Journal of Bank
Marketing 35:6, 903-924. [Abstract] [Full Text] [PDF]

MakanyezaCharles, Charles Makanyeza. 2017. Determinants of consumers’ intention to adopt mobile
banking services in Zimbabwe. International Journal of Bank Marketing 35:6, 997-1017. [Abstract] [Full
Text] [PDF]

ChiuJason Lim, Jason Lim Chiu, BoolNelson C., Nelson C. Bool, ChiuCandy Lim, Candy Lim Chiu.
2017. Challenges and factors influencing initial trust and behavioral intention to use mobile banking
services in the Philippines. Asia Pacific Journal of Innovation and Entrepreneurship 11:2,246-278. [Abstract]
[Full Text] [PDF]

Leonglai-Ying, Lai-Ying Leong, JaafarNoor Ismawati, Noor Ismawati Jaafar, SulaimanAinin, Ainin

Sulaiman. 2017. Understanding impulse purchase in Facebook commerce: does Big Five matter?. Internet
Research 27:4, 786-818. [Abstract] [Full Text] [PDF]

42. Jacques Nel, Christo Boshoff. 2017. Development of application-based mobile-service trust and online

43.

44.

45.

trust transfer: an elaboration likelihood model perspective. Behaviour ¢ Information Technology 36:8,
809-826. [Crossref]

Marko van Deventer, Natasha de Klerk, Ayesha Bevan-Dye. 2017. Antecedents of attitudes towards and
usage behavior of mobile banking amongst Generation Y students. Banks and Bank Systems 12:2, 78-90.
[Crossref]

Sujeet Kumar Sharma. 2017. Integrating cognitive antecedents into TAM to explain mobile banking
behavioral intention: A SEM-neural network modeling. Information Systems Frontiers 16. . [Crossref]

TamCarlos, Carlos Tam, OliveiraTiago, Tiago Oliveira. 2017. Understanding mobile banking individual
performance. Internet Research 27:3, 538-562. [Abstract] [Full Text] [PDF]


https://doi.org/10.1108/IJRDM-11-2016-0214
https://www.emeraldinsight.com/doi/full/10.1108/IJRDM-11-2016-0214
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJRDM-11-2016-0214
https://doi.org/10.1108/BIJ-01-2016-0009
https://www.emeraldinsight.com/doi/full/10.1108/BIJ-01-2016-0009
https://www.emeraldinsight.com/doi/pdfplus/10.1108/BIJ-01-2016-0009
https://doi.org/10.1108/IJBM-08-2016-0104
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-08-2016-0104
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-08-2016-0104
https://doi.org/10.1007/978-3-319-75013-2_7
https://doi.org/10.1007/978-3-319-98827-6_27
https://doi.org/10.4018/JGIM.2018010105
https://doi.org/10.3390/su9122233
https://doi.org/10.1177/0266666916671985
https://doi.org/10.1108/IJBM-09-2016-0140
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-09-2016-0140
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-09-2016-0140
https://doi.org/10.1108/IJBM-07-2016-0099
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-07-2016-0099
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-07-2016-0099
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-07-2016-0099
https://doi.org/10.1108/APJIE-08-2017-029
https://www.emeraldinsight.com/doi/full/10.1108/APJIE-08-2017-029
https://www.emeraldinsight.com/doi/pdfplus/10.1108/APJIE-08-2017-029
https://doi.org/10.1108/IntR-04-2016-0107
https://www.emeraldinsight.com/doi/full/10.1108/IntR-04-2016-0107
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IntR-04-2016-0107
https://doi.org/10.1080/0144929X.2017.1296493
https://doi.org/10.21511/bbs.12(2).2017.08
https://doi.org/10.1007/s10796-017-9775-x
https://doi.org/10.1108/IntR-05-2016-0117
https://www.emeraldinsight.com/doi/full/10.1108/IntR-05-2016-0117
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IntR-05-2016-0117

Downloaded by KIT Library At 03:41 03 December 2018 (PT)

46. Ali Abdallah Alalwan, Yogesh K. Dwivedi, Nripendra P. Rana. 2017. Factors influencing adoption of
mobile banking by Jordanian bank customers: Extending UTAUT?2 with trust. International Journal of
Information Management 37:3, 99-110. [Crossref]

47. Lingling Gao, Kerem Aksel Waechter. 2017. Examining the role of initial trust in user adoption of mobile
payment services: an empirical investigation. Information Systems Frontiers 19:3, 525-548. [Crossref]

48. HampshireChris, Chris Hampshire. 2017. A mixed methods empirical exploration of UK consumer
perceptions of trust, risk and usefulness of mobile payments. International Journal of Bank Marketing
35:3, 354-369. [Abstract] [Full Text] [PDF]

49. Marko van Deventer, Natasha de Klerk, Ayesha Bevan-Dye. 2017. Influence of perceived integrity and
perceived system quality on Generation Y students’ perceived trust in mobile banking in South Africa.
Banks and Bank Systems 12:1, 128-134. [Crossref]

50. Tamer Abbas Awad, Yasmine Salah AlDin Dessouki. 2017. Mobile Banking Roll-out in Egypt.
International Journal of E-Services and Mobile Applications 9:2, 1-22. [Crossref]

51. Shuchih Ernest Chang, Wei-Cheng Shen, Chun-Hsiu Yeh. 2017. A comparative study of user intention
to recommend content on mobile social networks. Multimedia Tools and Applications 76:4, 5399-5417.
[Crossref]

52.V.V. Ravi Kumar, Anurag Lall, Tanmay Mane. 2017. Extending the TAM Model: Intention of
Management Students to Use Mobile Banking: Evidence from India. Global Business Review 18:1, 238-249.
[Crossref]

53.D. Harrison McKnight, Nancy K. Lankton, Andreas Nicolaou, Jean Price. 2017. Distinguishing the
effects of B2B information quality, system quality, and service outcome quality on trust and distrust. 7he
Journal of Strategic Information Systems 26:2, 118. [Crossref]

54. Jalayer Khalilzadeh, Ahmet Bulent Ozturk, Anil Bilgihan. 2017. Security-related factors in extended
UTAUT model for NFC based mobile payment in the restaurant industry. Computers in Human Bebavior
70, 460. [Crossref]

55. JimenezNadia, Nadia Jimenez, San-MartinSonia, Sonia San-Martin, AzuelaJose Ignacio, Jose Ignacio
Azuela. 2016. Trust and satisfaction: the keys to client loyalty in mobile commerce. Academia Revista
Latinoamericana de Administracion 29:4, 486-510. [Abstract] [Full Text] [PDF]

56. FaisalMohd. Nishat, Mohd. Nishat Faisal, KhanHabibullah, Habibullah Khan. 2016. A structural analysis
of the enablers of u-commerce proliferation in a developing economy. International Journal of Productivity
and Performance Management 65:7, 925-946. [Abstract] [Full Text] [PDF]

57. Mohammad Abdullah Mahfuz, Liza Khanam, Wang Hu. The influence of culture on m-banking
technology adoption: An integrative approaches of UTAUT?2 and ITM 824-835. [Crossref]

58. May O. Lwin, Jochen Wirtz, Andrea J. S. Stanaland. 2016. The privacy dyad. Internet Research 26:4,
919-941. [Abstract] [Full Text] [PDF]

59. Daniel Mehrad, Shahriar Mohammadi. 2016. Word of Mouth impact on the adoption of mobile banking
in Iran. Telematics and Informatics . [Crossref]

60. Qin Yang, Young-Chan Lee. 2016. Influencing Factors on the Lending Intention of Online Peer-to-Peer
Lending: Lessons from Renrendai.com. The Journal of Information Systems 25:2, 79-110. [Crossref]

61. Mehmet Haluk Koksal. 2016. The intentions of Lebanese consumers to adopt mobile banking.
International Journal of Bank Marketing 34:3, 327-346. [Abstract] [Full Text] [PDF]

62. Muslim Amin. 2016. Internet banking service quality and its implication on e-customer satisfaction and
e-customer loyalty. International Journal of Bank Marketing 34:3, 280-306. [Abstract] [Full Text] [PDF]


https://doi.org/10.1016/j.ijinfomgt.2017.01.002
https://doi.org/10.1007/s10796-015-9611-0
https://doi.org/10.1108/IJBM-08-2016-0105
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-08-2016-0105
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-08-2016-0105
https://doi.org/10.21511/bbs.12(1-1).2017.05
https://doi.org/10.4018/IJESMA.2017040101
https://doi.org/10.1007/s11042-016-3966-1
https://doi.org/10.1177/0972150916666991
https://doi.org/10.1016/j.jsis.2017.01.001
https://doi.org/10.1016/j.chb.2017.01.001
https://doi.org/10.1108/ARLA-12-2014-0213
https://www.emeraldinsight.com/doi/full/10.1108/ARLA-12-2014-0213
https://www.emeraldinsight.com/doi/pdfplus/10.1108/ARLA-12-2014-0213
https://doi.org/10.1108/IJPPM-10-2014-0162
https://www.emeraldinsight.com/doi/full/10.1108/IJPPM-10-2014-0162
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJPPM-10-2014-0162
https://doi.org/10.1109/PICMET.2016.7806814
https://doi.org/10.1108/IntR-05-2014-0134
https://www.emeraldinsight.com/doi/full/10.1108/IntR-05-2014-0134
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IntR-05-2014-0134
https://doi.org/10.1016/j.tele.2016.08.009
https://doi.org/10.5859/KAIS.2016.25.2.79
https://doi.org/10.1108/IJBM-03-2015-0025
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-03-2015-0025
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-03-2015-0025
https://doi.org/10.1108/IJBM-10-2014-0139
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-10-2014-0139
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-10-2014-0139

Downloaded by KIT Library At 03:41 03 December 2018 (PT)

63.

64.

65.

66.

67.

68.

69.

70.

71.
72.

73.
74.

75.

76.

77.

78.

79.

80.

Sahar Afshan, Arshian Sharif. 2016. Acceptance of mobile banking framework in Pakistan. Telematics and
Informatics 33:2, 370-387. [Crossref]

Mi Jin Noh, Kyung Tag Lee. 2016. An analysis of the relationship between quality and user acceptance
in smartphone apps. Information Systems and e-Business Management 14:2, 273-291. [Crossref]

Tao Zhou, Yaobin Lu, Bin Wang. 2016. Examining online consumers’ initial trust building from an
elaboration likelihood model perspective. Information Systems Frontiers 18:2, 265-275. [Crossref]

Ali Abdallah Alalwan, Yogesh K. Dwivedi, Nripendra P. P. Rana, Michael D. Williams. 2016. Consumer
adoption of mobile banking in Jordan. Journal of Enterprise Information Management 29:1, 118-139.
[Abstract] [Full Text] [PDF]

Parijat Upadhyay, Saeed Jahanyan. 2016. Analyzing user perspective on the factors affecting use intention
of mobile based transfer payment. Internet Research 26:1, 38-56. [Abstract] [Full Text] [PDF]

Shuiging Yang. 2016. Role of transfer-based and performance-based cues on initial trust in mobile
shopping services: a cross-environment perspective. Information Systems and e-Business Management 14:1,

47-70. [Crossref]

S. V. Krishna Kishore, Aloysius Henry Sequeira. 2016. An Empirical Investigation on Mobile Banking
Service Adoption in Rural Karnataka. SAGE Open 6:1, 215824401663373. [Crossref]

Walid Chaouali, Imene Ben Yahia, Lanouar Charfeddine, Abdelfattah Triki. 2016. Understanding citizens'
adoption of e-filing in developing countries: An empirical investigation. The Journal of High Technology
Management Research 27:2, 161-176. [Crossref]

Patricia L. Hardré. When, How, and Why Do We Trust Technology Too Much? 85-106. [Crossref]

Walid Chaouali, Imene Ben Yahia, Nizar Souiden. 2016. The interplay of counter-conformity motivation,
social influence, and trust in customers' intention to adopt Internet banking services: The case of an
emerging country. Journal of Retailing and Consumer Services 28, 209-218. [Crossref]

Bernardo Nicoletti. Governance 196-224. [Crossref]

Yong Wee Sek, Hepu Deng, Elspeth McKay, Wei Xu. Investigating the Determinants of Information
Sharing Intentions of Learners in Collaborative Learning 87-97. [Crossref]

Shunbo Yuan, Yong Liu, Ruihong Yao, Jing Liu. 2016. An investigation of users’ continuance intention
towards mobile banking in China. Information Development 32:1, 20-34. [Crossref]

Chian-Son Yu, Mehdi Asgarkhani. 2015. An investigation of trust in e-banking. Management Research
Review 38:12, 1267-1284. [Abstract] [Full Text] [PDF]

Lingling Gao, Kerem Aksel Waechter, Xuesong Bai. 2015. Understanding consumers’ continuance
intention towards mobile purchase: A theoretical framework and empirical study — A case of China.
Computers in Human Bebavior 53, 249-262. [Crossref]

Charles McMillan, Xiang Li. 2015. Impacts of Price Incentives, Costs and Management Awareness on
Maize Supply in Two Regions of the USA. International Journal of Trade, Economics and Finance 6:5,
245-258. [Crossref]

Numtip Trakulmaykee, Yaowalak Trakulmaykee, Khanungnit Hnuchek. 2015. Two Perceived Dimensions
of Technology Acceptance Model in Mobile Tourist Guide Context. International Journal of Trade,
Economics and Finance 6:5, 278-282. [Crossref]

Hossein Mohammadi. 2015. A study of mobile banking usage in Iran. International Journal of Bank
Marketing 33:6, 733-759. [Abstract] [Full Text] [PDF]


https://doi.org/10.1016/j.tele.2015.09.005
https://doi.org/10.1007/s10257-015-0283-6
https://doi.org/10.1007/s10796-014-9530-5
https://doi.org/10.1108/JEIM-04-2015-0035
https://www.emeraldinsight.com/doi/full/10.1108/JEIM-04-2015-0035
https://www.emeraldinsight.com/doi/pdfplus/10.1108/JEIM-04-2015-0035
https://doi.org/10.1108/IntR-05-2014-0143
https://www.emeraldinsight.com/doi/full/10.1108/IntR-05-2014-0143
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IntR-05-2014-0143
https://doi.org/10.1007/s10257-015-0274-7
https://doi.org/10.1177/2158244016633731
https://doi.org/10.1016/j.hitech.2016.10.006
https://doi.org/10.1016/B978-0-12-801873-6.00005-4
https://doi.org/10.1016/j.jretconser.2015.10.007
https://doi.org/10.1057/9781137553270_6
https://doi.org/10.1007/978-3-319-32865-2_10
https://doi.org/10.1177/0266666914522140
https://doi.org/10.1108/MRR-09-2014-0210
https://www.emeraldinsight.com/doi/full/10.1108/MRR-09-2014-0210
https://www.emeraldinsight.com/doi/pdfplus/10.1108/MRR-09-2014-0210
https://doi.org/10.1016/j.chb.2015.07.014
https://doi.org/10.18178/ijtef.2015.6.5.478
https://doi.org/10.18178/ijtef.2015.6.5.482
https://doi.org/10.1108/IJBM-08-2014-0114
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-08-2014-0114
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-08-2014-0114

Downloaded by KIT Library At 03:41 03 December 2018 (PT)

81.

82.

83.

84.

85.

86.

87.

88.

&9

90.

91.

92.

93.

94.

95.

96.

97.

Aijaz A Shaikh, Heikki Karjaluoto, Nathalie Beatrice Chinje. 2015. Continuous mobile banking usage
and relationship commitment — A multi-country assessment. Journal of Financial Services Marketing 20:3,
208-219. [Crossref]

Shan Wang, Jing Fan, Min Zhang. An Empirical Study on the Impact of Perceived Benefit, Risk and
Trust on E-Payment Adoption: Comparing Quick Pay and Union Pay in China 198-202. [Crosstef]

Parijat Upadhyay, Manojit Chattopadhyay. 2015. Examining mobile based payment services adoption
issues. Journal of Enterprise Information Management 28:4, 490-507. [Abstract] [Full Text] [PDF]

Fen Liu, Xuefeng Zhao, Patrick Y.K. Chau, Qing Tang. 2015. Roles of perceived value and individual
differences in the acceptance of mobile coupon applications. Internet Research 25:3, 471-495. [Abstract]
[Full Text] [PDF]

Gajendra Sharma, Wang Lijuan. 2015. The effects of online service quality of e-commerce Websites on
user satisfaction. The Electronic Library 33:3, 468-485. [Abstract] [Full Text] [PDF]

Douglas Bryson, Glyn Atwal, Himadri Roy Chaudhuri, Kartik Dave. 2015. Understanding the Antecedents
of Intention to Use Mobile Internet Banking in India: Opportunities for Microfinance Institutions.
Strategic Change 24:3, 207-224. [Crossref]

Irfan Bashir, Chendragiri Madhavaiah. 2015. Consumer attitude and behavioural intention towards
Internet banking adoption in India. Journal of Indian Business Research 7:1, 67-102. [Abstract] [Full Text]
[PDF]

Hossein Mohammadi. 2015. A study of mobile banking loyalty in Iran. Computers in Human Bebavior
44, 35-47. [Crossref]

. Cristiane Junqueira Giovannini, Jorge Brantes Ferreira, Jorge Ferreira da Silva, Daniel Brantes Ferreira.

2015. The effects of trust transference, mobile attributes and enjoyment on mobile trust. BAR - Brazilian
Administration Review 12:1, 88-108. [Crossref]

Aijaz A. Shaikh, Heikki Karjaluoto. 2015. Mobile banking adoption: A literature review. Telematics and
Informatics 32:1, 129-142. [Crossref]

Joyce Wenting Su, Kevin Kam Fung Yuen. Towards a hybrid approach of primitive cognitive network
process and weighted iterative dichotomiser 3 for customer e-payment adoption analysis 218-222.

[Crossref]

Joseph Budu, Richard Boateng. Dominant issues and conceptual approaches in mobile business research
from 2005 to 2013 21-42. [Crossref]

Tiago Oliveira, Miguel Faria, Manoj Abraham Thomas, Ales Popovi¢. 2014. Extending the understanding
of mobile banking adoption: When UTAUT meets TTF and ITM. International Journal of Information
Management 34:5, 689-703. [Crossref]

Rakhi Thakur. 2014. What keeps mobile banking customers loyal?. International Journal of Bank
Marketing 32:7, 628-646. [Abstract] [Full Text] [PDF]

Hossein Mohammadi. 2014. The moderating role of individual and social factors in Internet banking
loyalty: an exploratory study. Transforming Government: People, Process and Policy 8:3, 420-446.
[Abstract] [Full Text] [PDF]

Muslim Amin, Sajad Rezaei, Maryam Abolghasemi. 2014. User satisfaction with mobile websites: the
impact of perceived usefulness (PU), perceived ease of use (PEOU) and trust. Nankai Business Review
International 5:3, 258-274. [Abstract] [Full Text] [PDF]

Sharma Gajendra, Lijuan Wang. 2014. Ethical perspectives on e-commerce: an empirical investigation.
Internet Research 24:4, 414-435. [Abstract] [Full Text] [PDF]


https://doi.org/10.1057/fsm.2015.14
https://doi.org/10.1109/IHMSC.2015.148
https://doi.org/10.1108/JEIM-04-2014-0046
https://www.emeraldinsight.com/doi/full/10.1108/JEIM-04-2014-0046
https://www.emeraldinsight.com/doi/pdfplus/10.1108/JEIM-04-2014-0046
https://doi.org/10.1108/IntR-02-2014-0053
https://www.emeraldinsight.com/doi/full/10.1108/IntR-02-2014-0053
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IntR-02-2014-0053
https://doi.org/10.1108/EL-10-2013-0193
https://www.emeraldinsight.com/doi/full/10.1108/EL-10-2013-0193
https://www.emeraldinsight.com/doi/pdfplus/10.1108/EL-10-2013-0193
https://doi.org/10.1002/jsc.2005
https://doi.org/10.1108/JIBR-02-2014-0013
https://www.emeraldinsight.com/doi/full/10.1108/JIBR-02-2014-0013
https://www.emeraldinsight.com/doi/pdfplus/10.1108/JIBR-02-2014-0013
https://doi.org/10.1016/j.chb.2014.11.015
https://doi.org/10.1590/1807-7692bar2015140052
https://doi.org/10.1016/j.tele.2014.05.003
https://doi.org/10.1109/ITAIC.2014.7065038
https://doi.org/10.1201/b17686-4
https://doi.org/10.1016/j.ijinfomgt.2014.06.004
https://doi.org/10.1108/IJBM-07-2013-0062
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-07-2013-0062
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-07-2013-0062
https://doi.org/10.1108/TG-10-2013-0042
https://www.emeraldinsight.com/doi/full/10.1108/TG-10-2013-0042
https://www.emeraldinsight.com/doi/pdfplus/10.1108/TG-10-2013-0042
https://doi.org/10.1108/NBRI-01-2014-0005
https://www.emeraldinsight.com/doi/full/10.1108/NBRI-01-2014-0005
https://www.emeraldinsight.com/doi/pdfplus/10.1108/NBRI-01-2014-0005
https://doi.org/10.1108/IntR-07-2013-0162
https://www.emeraldinsight.com/doi/full/10.1108/IntR-07-2013-0162
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IntR-07-2013-0162

Downloaded by KIT Library At 03:41 03 December 2018 (PT)

98.

99.

100.

101.

102.

103.

104.

105.

106.

107.

108.

109.

110.

111.

112.

113.

114.
115.
116.

117.

Norman Shaw. 2014. The mediating influence of trust in the adoption of the mobile wallet. Journal of
Retailing and Consumer Services 21:4, 449-459. [Crossref]

Mohamad Noorman Masrek, Intan Salwani Mohamed, Norzaidi Mohd Daud, Normah Omar. 2014.
Technology Trust and Mobile Banking Satisfaction: A Case of Malaysian Consumers. Procedia - Social
and Bebavioral Sciences 129, 53-58. [Crossref]

Payam Hanafizadeh, Mehdi Behboudi, Amir Abedini Koshksaray, Marziyeh Jalilvand Shirkhani Tabar.
2014. Mobile-banking adoption by Iranian bank clients. Telematics and Informatics 31:1, 62-78. [Crossref]

John P Wentzel, Krishna Sundar Diatha, VSS Yadavalli. 2013. An application of the extended Technology
Acceptance Model in understanding technology-enabled financial service adoption in South Africa.
Development Southern Africa 30:4-05, 659-673. [Crossref]

Preety Awasthi, Purnima S. Sangle. 2013. The importance of value and context for mobile CRM services
in banking. Business Process Management Journal 19:6, 864-891. [Abstract] [Full Text] [PDF]

Selim Aren, Mevlidiye Giizel, Ebru Kabadayi, Liitfihak Alpkan. 2013. Factors Affecting Repurchase
Intention to Shop at the Same Website. Procedia - Social and Bebavioral Sciences 99, 536-544. [Crossref]

Hella Chemingui, Hajer Ben lallouna. 2013. Resistance, motivations, trust and intention to use mobile
financial services. International Journal of Bank Marketing 31:7, 574-592. [Abstract] [Full Text] [PDF]

Tao Zhou. 2013. Understanding continuance usage of mobile sites. Industrial Management & Data Systems
113:9, 1286-1299. [Abstract] [Full Text] [PDF]

Wendy Ming-Yen Teoh, Siong Choy Chong, Binshan Lin, Jiat Wei Chua. 2013. Factors affecting
consumers’ perception of electronic payment: an empirical analysis. Internet Research 23:4, 465-485.

[Abstract] [Full Text] [PDF]
Manel Khadraoui, Jamel-Eddine Gharbi. Initial trust toward an unknown website 1-6. [Crossref]

Yen-Lin Kuo. 2013. Technology readiness as moderator for construction company performance. Industrial
Management & Data Systems 113:4, 558-572. [Abstract] [Full Text] [PDF]

Tsui-Chuan Hsieh, Keng-Chieh Yang, Conna Yang, Chyan Yang. 2013. Urban and rural differences.
Internet Research 23:2, 204-228. [Abstract] [Full Text] [PDF]

Mohammad Ahmad Al-hawari, Samar Mouakket. 2012. Do offline factors trigger customers' appetite
for online continual usage?. Asia Pacific Journal of Marketing and Logistics 24:4, 640-657. [Abstract] [Full
Text] [PDF]

Sonia San Martin, Blanca Lopez-Catalin, Maria A. Ramén-Jerénimo. 2012. Factors determining firms'
perceived performance of mobile commerce. Industrial Management ¢ Data Systems 112:6, 946-963.
[Abstract] [Full Text] [PDF]

Afzaal H. Seyal, Mahbubur Rahim, Rodney Turner. 2011. Understanding the Behavioral Determinants
of M-Banking Adoption. Journal of Electronic Commerce in Organizations 9:4, 22-47. [Crossref]

Qing Zou, Eun G. Park. Trust and Trust Building of Virtual Communities in the Networked Age
300-328. [Crossref]

Yakup Akgiil. An Analysis of Customers' Acceptance of Internet Banking 154-198. [Crossref]
Sajad Rezaei, Milad Kalantari Shahijan. Apps in Hospitality and Tourism 210-235. [Crossref]

Afzaal H. Seyal, Mahbubur Rahim, Rodney Turner. Understanding the Behavioral Determinants of M-
Banking Adoption 225-251. [Crossref]

Sonia San-Martin. What are the Characteristics of the Firms that are Most Prone to Mobile Selling?
192-211. [Crossref]


https://doi.org/10.1016/j.jretconser.2014.03.008
https://doi.org/10.1016/j.sbspro.2014.03.647
https://doi.org/10.1016/j.tele.2012.11.001
https://doi.org/10.1080/0376835X.2013.830963
https://doi.org/10.1108/BPMJ-06-2012-0067
https://www.emeraldinsight.com/doi/full/10.1108/BPMJ-06-2012-0067
https://www.emeraldinsight.com/doi/pdfplus/10.1108/BPMJ-06-2012-0067
https://doi.org/10.1016/j.sbspro.2013.10.523
https://doi.org/10.1108/IJBM-12-2012-0124
https://www.emeraldinsight.com/doi/full/10.1108/IJBM-12-2012-0124
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IJBM-12-2012-0124
https://doi.org/10.1108/IMDS-01-2013-0001
https://www.emeraldinsight.com/doi/full/10.1108/IMDS-01-2013-0001
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IMDS-01-2013-0001
https://doi.org/10.1108/IntR-09-2012-0199
https://www.emeraldinsight.com/doi/full/10.1108/IntR-09-2012-0199
https://www.emeraldinsight.com/doi/pdfplus/10.1108/IntR-09-2012-0199
https://doi.org/10.1109/WCCIT.2013.6618704
https://doi.org/10.1108/02635571311322793
https://www.emeraldinsight.com/doi/full/10.1108/02635571311322793
https://www.emeraldinsight.com/doi/pdfplus/10.1108/02635571311322793
https://doi.org/10.1108/10662241311313321
https://www.emeraldinsight.com/doi/full/10.1108/10662241311313321
https://www.emeraldinsight.com/doi/pdfplus/10.1108/10662241311313321
https://doi.org/10.1108/13555851211259061
https://www.emeraldinsight.com/doi/full/10.1108/13555851211259061
https://www.emeraldinsight.com/doi/full/10.1108/13555851211259061
https://www.emeraldinsight.com/doi/pdfplus/10.1108/13555851211259061
https://doi.org/10.1108/02635571211238536
https://www.emeraldinsight.com/doi/full/10.1108/02635571211238536
https://www.emeraldinsight.com/doi/pdfplus/10.1108/02635571211238536
https://doi.org/10.4018/jeco.2011100102
https://doi.org/10.4018/978-1-4666-7381-6.ch014
https://doi.org/10.4018/978-1-5225-3628-4.ch007
https://doi.org/10.4018/978-1-5225-2449-6.ch010
https://doi.org/10.4018/978-1-4666-3622-4.ch012
https://doi.org/10.4018/978-1-4666-4062-7.ch011

