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Role of Mobile Banking Service Quality and

Customer Awareness in Service Adoption
(A Field Study on a Sample of Users in the Khartoum State)
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Abstract



The study aimed to detect the role of mobile banking service quality and
customer awareness in service adoption by using the basic structure of the
extensionofunified theory of acceptance and use of technology
(UTAUT2) and(Service quality, banking customer awareness). The
questionnaire tool was used to collect data from the respondents, and the
study found that the most important results, that the service quality has an
impact on the intention of customers to adopt the service, and the
elements (expected performance, expected effort, social influences, habit,
facilitating factors) all have a positive impact on the intention of
customers to adopt the Mobile Banking.service. Also, there is no effect of
banking customers' awareness on customers' adoption of the service.

The study recommended a number of recommendations, the most
important is that banks should focus on attracting the least used groups to
serve them (the elderly over 50 years old, low-income people, the
uneducated), and they should focus on constantly measuring the level of
service quality, where the dimension (safety) is the most important factor
that cares The users in terms of quality, as well as the authorities
concerned with providing the service should focus on providing the
appropriate infrastructure, as (facilitating factors)

were shown through the field study to have a significant impact on the

intention to use.
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