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ABSTRACT

The main objective of this study was to examine the moderating effect of situational factors as well as
the influential factors that affect the consumers’ intention to adopt a self-service technology (SST)

taking mobile banking as an example, drawing on the information systems use and acceptance literature.

Specifically, this study addressed several sub-objectives such as 1) to explore the determinants of
mobile banking adoption among Sudanese; 2) to examine the effect of service quality dimensions
(reliability, responsiveness, efficiency, and convenience) on the Sudanese’s intention to adopt mobile
banking service; 3) to measure the effect of TAM constructs (perceived usefulness and perceived ease of
use, perceived trust and perceived risk) on Sudanese’s intention to adopt mobile banking services; 4) to
explore the effect of subjective norms (descriptive norms and injunctive norms) on Sudanese’s intention
to adopt mobile banking services; and finally 5) to test the moderating effect of situational factors
(waiting time and task interruption) on the relationship between the main the independent variables
(service quality dimensions, TPB constructs, and TAM-related constructs) and dependent variable

(behavioral intention).

By using the stratified random sampling procedure, this study collected the data from 349
customers of mobile banking services provided by Faisal Islamic Bank and Al-Salaam Bank who were
the only two banks applying the service during the data collection period, the customers had participated
and filled the questionnaires measuring the underlying factors that contribute to the respondents’
behavioral intentions to adopt mobile banking services as well as the moderating effect of situational

factors.
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This study presented nine main hypotheses with several sub hypotheses to test the proposed
conceptual framework of mobile banking adoption and its predictor and moderators. All hypotheses
were tested with multiple regression analysis, controlling for demographic factors such as age, gender,

education, experience with the banking, as well as experience with the mobile banking.

Among the TAM related constructs, perceived ease of use, perceived usefulness and perceived
risk had significantly contributed towards mobile banking adoption among the participants of this study.
Perceived usefulness was not a predictor of the dependent variable. It is notable here also that perceived
risk negatively predicted the adoption, which means that the higher the risk associated with the usage of
the technology, the less likely that the consumers adopt the service. However, the effect of other
potential influencers were controlled such as gender, age, education, experience with the banking and
experience with mobile banking and were found to have minimal effect on the dependent variable. This

indicates that the predictors accounted for the majority of the variance in behavioral intention.

Subjective norms dimensions such as descriptive norms and injunctive norms were found to have
no significant contribution towards the adoption of mobile banking among the consumers in the country.
In addition, the control variables were not predicting the dependent variable, which means that they have
influence on how people adopt the mobile banking technology. Therefore, this findings suggests that
significant others or peers have no influence on the participants of this study to adopt mobile banking

technology, which don’t consider it as a motivating factors towards adoption.

Two dimensions of service quality namely reliability and efficiency had significantly contributed
towards participants’ behavioral intention of adopting mobile banking technology. Convenience
dimension did not exert any effect on the adoption process among the participants, which means that

they don’t care about whether the service usage is convenient or not, but they are more concern that the

Xiv



service should be efficient and reliable. Another dimension (responsiveness) has been eliminated during

validation process due to its failure to meet the minimum standard criteria.

The study was also interested to test the moderating effect of situational factors on the
relationship between independent variables and dependent variable. Using hierarchical regression
analysis, the results suggested that there were no moderating effects for the majority of hypothesized
relationships except the relationship between efficiency and behavioral intention which was negatively
and significantly moderated by task interruption. This indicates that the more participants taskhigher
interruption, the less likely to adopt mobile banking technology. On the other hand, situational factors
such as waiting time and task interruptiondid not improve or reduce the relationship between the
independent variables and dependent variable, which means that these independent variables contribute

to behavioral intention without any need for interacting effects from other factors.
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