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Abstract

In the twenty-first century, several countries anticipate digitization to drive their economies. Digital banking services are one of the driving forces
that enable countries’ transitions to the digital economy, boosting financial inclusion and attaining efficient economic growth; yet, most emerging
nations are struggling to meet the projected level of growth in this field; as a result, their economic growth is stagnated. This conceptnal paper
intends to establish a novel model by inconporating major variables that impact the use of digital banking services in_futnre research. Drawing
upon previous literature and theoretical frameworks, the paper develops bypotheses. While the banking industry is a pioneer in setting the right
background, people's propensity to use these services has a wider influence. Understanding the bigger consequences that restrict development in
using these services may thus be crucial. Inconsistencies and inconclusiveness in the research findings and new knowledge emerging due to the ever-
evolving Fin'Tech is also a fact of the matter creating a knowledge gap; therefore, the need for research based on new models that consider different
variables is significant in fulfilling this knowledge gap.
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INTRODUCTION

The growth of digital technology has considerably altered the global financial business. This is largely owing to
the continual improvements in FinTech (financial technology). Digital banking services (DBSs) are a key
innovation that FinTech has introduced to the financial industry. They are tools that function on electronic and
digital platforms, allowing consumers to access financial services and make transactions at any time of the day.
For users of these services, geography is no longer a barrier. They change people's banking habits and how
businesses handle their transactions. DBSs have greatly enhanced the interactions of consumers and businesses
with the financial system. These services have removed the limits of conventional banking, consequently
encouraging a culture of ease. DBSs enable underbanked and unbanked people to access financial services using
electronic devices, such as computers and mobile phones. This significant benefit created by DBSs is crucial
for countries' economic development, financial inclusion, and transformation into the digital economy;
however, most emerging nations encounter challenges in attaining the anticipated growth rate in the use of
DBSs, which hamper their economic growth. This concept paper intends to propose a new model for future
research to cover a present strategic gap in the body of knowledge, notably from Stri Lanka's perspective.
However, the consequences of the findings may be generally applicable, particulatly for emerging nations
struggling to increase the growth in the use of these services.

LITERATURE REVIEW
Global Perspective in Digital Banking

Globally, the usage of DBSs is expanding due to the breadth of benefits given by these services; according to
Statista (2021), the number of users will soar to over 2.8 billion by the end of 2024
Most nations, particularly those in the developed world, have benefited from the widespread development and
use of DBSs, especially those in the developed part of the world. By implementing enhanced financial inclusion,
stability protocols, and synchronized core processors with the worldwide digital trend in the FinTech industry,
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these countries successfully harnessed the advantages of this technology (Butt and Butt, 2021). The findings
emphasized by Feyen et al. (2021) indicate that individuals in industrialized economies predominantly depend
on digital banking systems (DBSs) to manage their financial matters and conduct transactions. Therefore, the
utilization of these services has a significant impact on their economies (Ajanthan, 2018). Scholars note that
knowledge, understanding of benefits, convenience, security level, experience, and education are some major
aspects leading to a rise in the use of DBSs in these nations (Butt & Butt, 2021; Indriasari et al., 2022; Zeynalov,
2023). Researchers also suggest that the use of DBSs is strategically vital for economies, aiding these nations to
attain efficient economic growth and move into the digital economy, which supports rapid economic growth
(Li & Liu, 2021). Evidence suggests that the widespread use of DBSs has helped these nations to boost their
digital asset base greatly contributing to rising GDP levels (Shpanel-Yukhta, 2022). The rationale is that DBSs
promote economic efficiency and sustainability (Mukhamedov et al., 2020); nevertheless, this is not the case in
many developing nations, especially those with low use of DBSs.

Digital Banking in Developing Countries

Most emerging nations are encountering difficulty in obtaining adequate growth in these sectors; as a result, the
economic growth of these countries is affected severely, and in most cases, unable to keep up with the global
growth trend. While the fact is so, the implementation of m-pesa in Kenya and Paytm in India are the two
successful case studies for the effective deployment of DBSs.

Success factors influencing m-pesa and Paytm

Both Kenya and India have effectively implemented DBSs in their countries (K.Stivani & Kiran, 2019). The
m-pesa in Kenya is a mechanism established to provide financial services to Kenyans residing in rural areas.
This technology significantly lowered the transaction cost and increased financial inclusion. Conversely, Paytm
has revolutionized India's digital ecosystem by utilizing mobile technology to facilitate payments. Literatutre
indicates that a list of factors collectively impacts the successful implementation of these platforms; they can
be summarized into physical, behavioral, and cognitive factors as indicated in Table 1. These factors were cited
by referring to book chapters and articles describing these case studies (K.Stivani & Kiran, 2019; Mbinkeu,
2016; Peter, 2024).

Table 1: Factors impact on successful implementation of M-pesa and Paytm

M-pesa In Kenya Paytm in India
Physical Infrastructure Development: Development of a robust and user-friendly mobile
wallet platform
Mobile Phone Penetration Strategic partnerships with banks, retail chains, and
service providers to expand the network.
Reliable and secure technology to ensure safe transactions Creation of infrastructure to support cashless
transactions across vatious sectors.
Behavioral Building trust among users in rural areas to use mobile-based financial ~ The government's demonetization policy accelerated
Change services. the shift towards digital payments.
Government Support Merchant Training

Encouragement and training for local businesses to accept M-Pesa for ~ Offering cashback, discounts, and rewards to

transactions. encourage user adoption
Cognitive Financial Literacy Efforts to educate consumers on the benefits and
Changes usage of digital payments.
Marketing and awareness campaigns to highlight the benefits and ease  Building trust in the security and reliability of digital
of use of M-Pesa. transactions.
The shift in perception towards seeing mobile money as a valuable and ~ Encouraging a shift from cash-based transactions to
essential service. digital payments through continuous engagement and
support

Challenges faced by developing nations in expanding DBSs

Researchers claim that although there is global growth in the use of DBSs, this is not constant across all areas,
and their use in most developing nations remains modest (Alalwan et al., 2017; Mukhamedov et al., 2020) This
stresses that the revolutionary potential of DBSs has yet to be fulfilled in underdeveloped nations. A large
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fraction of the population has still been excluded from receiving financial services. Of whom, the share of
women excluded from financial inclusion is considerable (Komanisi et al., 2022). This issue is caused by a
multitude of factors, including inadequate infrastructure, insufficient information, poor petceptions of secutity,
and cultural impediments. Even with the potential benefits of DBSs, there is a substantial gender gap in terms
of acceptability and use. In most underdeveloped nations, individuals do not have adequate knowledge to use
these services (Ansari, 2018). Also, the gaps in digital literacy, a lack of access to devices and affordability, a
lack of trust, and security concerns are key challenges for these nations to realize the predicted level of
development in using these platforms. Many researchers also suggest that one’s intention is vital for motivation
to use these services and is impacted by many variables (Inder et al., 2022; Malik et al., 2022). This emphasizes
that multiple factors influence the choice to use DBSs (Sharma, 2017).

Challenges faced by Sri Lanka

Sri Lanka is classified as a developing nation. It has a commendable literacy rate of 92.9% in 202; however, the
tinancial literacy of its people is very low, hovering around 35% (Central Bank of Sri Lanka, 2021). At the start
of 2023, the country's internet penetration level was 14.58 million, accounting for 66.7% of the population
(Kemp, 2023). This percentage is notably higher when compared to other nations in the South Asian area.
Nevertheless, this does not necessarily indicate the digital banking habits of Sri Lankans. The use of DBSs by
people considerably stays at a low rate (PNasiketha et al., 2023). This is despite mobile banking services being
launched two decades earlier (Ruwini & Pushpika, 2024). The issue is particularly severe in the rural areas of
the country (Mano et al., 2020). Lack of knowledge is the major factor causing this low level of use (Sanjeetha
et al., 2022). Perceived usefulness and website usability are key factors that might motivate individuals to use
these services (Nayanajith & Joy, 2019). People's perceptions also impact the use of these services. Perception
is the mental process by which an individual comprehends and interprets information received from external
stimuli. Behavioral scientists claim that when an individual receives a stimulus, their cognitive process comes
into play, leading to a certain reaction. The issue is that if a person has a poor perception of the technology,
especially its security level, benefits, and simplicity of use, it works as a mental barrier inhibiting such a person
from using it. The prevalence of low-level use can be attributed to a negative perception of security and a
limited understanding of the benefits offered by these services (Sachitra & Dayaratna, 2023). Most Sti Lankans
are neutral in their assessment of the security, usefulness, and ease of using DBSs (Mano et al., 2020). Scholars
also underline that these are significant variables determining user behavior (Madushani & Balendran, 2020).
Also, offering rewards to encourage people's behavior is a significant factor; however, the research highlights
that the impact of rewards such as incentives and promotional offers on motivating consumers in Sri Lanka is
less studied (Fairooz & Wickramasinghe, 2020).

Some scholars suggest that experience and educational level are key variables in determining the amount of use
(Prabodhi & Buddhika, 2022). But some others argue that rather than education and experience, convenience,
timeliness of delivery, security level, accessibility, and language barriers are crucial variables that influence the
use of DBSs (Ekanayake et al., 2019; Gunaratnam et al., 2017). This demonstrates that education and experience
indifferently affect the users’ behavior in the use of DBSs. The other notable factor is that most research about
DBSs focuses on specific geographies rather than entire islands (Hapuarachchi & Samarakoon, 2020). This may
pose the question of the generalizability of the results due to the fact of context differences; therefore, these
facts collectively emphasize the vast variability in the existing literature about the use of DBSs and underscore
the presence of innate behavioral intricacies, necessitating ongoing research efforts based on novel models to
understand the issue comprehensively (Chandrasiri & Karandakatiya, 2018).

To address this research gap, the researcher reviews variables such as perceived usefulness, perceived ease of
use, perceived security, knowledge, rewards, and behavioral intention, and assesses how they impact the use of
DBSs. Furthermore, researchers expect to explore how the relationship between these variables is affected by
moderators such as education and experience, as well as how they collectively explain users' behavior.

The objectives of the research

The primary objective of the study is to identify the "most significant factors influencing the use of DBSs,
especially in the Sti Lankan context." The study also encompasses other objectives.
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To understand the impact of perceived usefulness on behavioral intention in the presence of moderator
variables, education, and experience.

To find out how perceived ease of use influences users’ intention to use DBSs in the presence of moderator
variables, education, and experience.

To understand how perceived security impacts users' intentions to use DBSs in the presence of moderator
variables, education, and experience.

To comprehend how knowledge of users impacts behavioral intention to use DBSs in the presence of
moderator variables, education, and experience.

To find out how rewards influence the user’s intention to use DBSs in the presence of moderators.
To understand how behavioral intention impacts the use of DBSs.

Scope of DBSs

DBSs include a variety of digital and electronic platforms through which banks and financial institutions deliver
financial products and services to their clients. They enable customers to manage their accounts and access a
wide range of financial products and services through digital means. Gaining a clear understanding of the extent
of DBSs allows researchers to conduct a thorough analysis of their effects on financial inclusion, targeted policy
recommendations, innovation and service enhancement, insights into user behavior, integration across different
channels, assessments of impact, management of risks and security, as well as scalability and adoption. Table 2
below lists the various platforms that DBSs include and their functions. The list was taken by referring to
several sources such as journal articles, websites, and even discussions made with employees of the banks in Sri
Lanka.

Table 2: DBSs’ platforms and their services

Types of Plat Form Services provided

Online Banking o Account management

e Fund transfers

e Bill payments

e Loan applications

e Online statements

Mobile Banking e Mobile apps for smartphones and tablets

e Mobile check deposit

e SMS banking

e Push notifications for account activities

e Mobile wallets

ATM Services e Cash withdrawals and deposits

e Account balance inquiries

e Fund transfers

e Mini statements

Electronic Funds Transfer (EFT) e Real-Time Gross Settlement (RTGS)

e National Electronic Funds Transfer (NEFT)

e Immediate Payment Service (IMPS)

Digital Payment Systems e Unified Payments Interface (UPI)

® QR code payments

e Payment gateways for online shopping

e Digital wallets

Customer Support Services e Chatbots and virtual assistants

e Email and phone support

e Online help centers and FAQs

Investment Services e Online trading platforms
® Robo-advisors
e Digital wealth management
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Personal Financial Management Tools e Budgeting tools
e Expense tracking
e Financial goal setting
Loan and Credit Services e Online loan applications

e Credit score monitoring
e Digital credit card applications
Security Services e Two-factor authentication (2FA)

e Biometric authentication (fingerprint, facial recognition)

o Fraud detection alerts

Key Aspects of DBSs and their significance

Convenience: the users can perform transactions without a physical appearance at the physical branches.
Speed: Users can enjoy faster and more real-time updates.

Accessibility: the availability at any time and anywhere if the internet facility is available

Security: ensuring a high level of security through biometric verification, encryption, and two-factor
authentication.

Integration: To handle financial affairs effectively, DBSs provide greater integration with other financial tools,
such as budgeting apps and investment platforms.

Personalization: DBSs allow for tailoring the service offering to the needs of customers using data-analytic
technology.

The key aspects play a significant role in meeting the needs of various stakeholders such as people, financial
institutions, and governments of the countries to achieve the economic goals.

For People

The users can handle their accounts and conduct transactions at a rapid pace without reaching physical
branches, yet they have high protection provided by sophisticated data security technology. The unbanked and
underbanked population can access banking services conveniently through these services. They only require
devices that facilitate access and an internet connection. DBSs reduce the need for dependency on physical
branches and the waiting time for service approval and transactions. The users can conduct instant funds
transfers and receive real-time account updates. Furthermore, these services facilitates financial planning
through enhanced integrations. DBSs offer unified platforms for managing various financial requirements. In
addition, they sync with expense and budgeting monitoring tools to help you manage personal finances more
effectively.

For Banks

DBSs break geographical boundaries and boost banks' capacity to reach a larger audience by offering their
services; hence, they widen bank geographical accessibility without having physical branches. They also help
banks to attract tech-savvy youthful populations to use banking services. Hence, enhancing their market
presence and competitiveness. DBSs give banks a more effective and convenient business model, eliminating
foot traffic at branches; as a result, there is a large savings in operational costs. Moreover, banks can increase
process efficiency, which, in turn, boosts banking operations. These platforms increase their efficiency in
delivering various financial goods and services, lowering the time necessary for the banking process and
enhancing client service and loyalty. The enhanced security features such as two-factor authentication (2FA),
biometric authentication, encryption, secure socket layer (SSL) certificates, multi-factor authentication (MFA),
one-time passwords (OTPs), firewalls, and intrusion detection systems (IDS) embedded into these platforms
allow banks to provide more secured service; as a result, fraud and data breaches have been reduced, improving
consumer trust and confidence. BDSs help banks adapt their service to clients' demands, increasing customer
engagement and retention. Personalized product offerings may help banks collect more money. They simplify
data analytics, boosting banks’ capacity to improve customer relationship management.
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For Countries

The outcomes of this study would assist countries’ governments, notably in the realms of policy formation and
direction for governmental decision-making. For instance, Insights from this study could provide a theoretical
framework for establishing successful policies that promote the usage of DBSs, therefore boosting financial
inclusion. Moreover, they help identify critical areas for regulatory changes that stimulate innovation in the
industry. Another important effect of the expanding use of DBSs is their potential to support the country's
economic progress. Through these platforms, countries' governments can provide finances for small and
medium-sized enterprises (SMEs), allowing them to augment their operation; as a result, improving national
output and creating more job opportunities. Also, DBSs help these SMEs enter the global market, resulting in
increased national output. Since the study emphasizes the significance of DBSs in augmenting financial
inclusion, the country can deploy effective programs to connect a significant proportion of the population to
the financial system. This will lead to reduce the unbanked and underbanked population in the country.
Furthermore, the findings can aid in establishing effective techniques to boost the accessibility and affordability
of financial services via digital platforms. In addition, this research would assist to know the adequacy of
infrastructure level for growth in DBSs in the country or require further investment to upgrade the
infrastructure. Moreover, countries may leverage research results to establish a comprehensive security
framework for digital commerce, incorporating both ethical and security issues. In addition, countries'
governments can use insights from the study to determine the perfect strategy to raise financial literacy and
digital skills within the population. This will lead to increasing social empowerment and economic resilience, as
well as eliminating poverty and boosting living standards through enhanced financial access and management.

The impact of DBSs on the Digital Economy

For many countries, the shift to a digital economy is essential since it fosters efficient economic growth (Li &
Liu, 2021). “The digital economy is an economic model that relies on digital elements such as infrastructure,
services, and technology (Tables, 2020, P. 140).” According to Lewis (2023), it is the economic system that uses
digital technology to perform economic activities efficiently and effectively and the shift to a digital economy
resulted in significant changes in infinite shelf space, zero marginal cost, and friction-free transactions, making
cryptocurrencies an appealing alternative to traditional currencies. It is the future of counties economies
supported by digital technologies for efficient economic management. Globally, the digital economy is growing
accounting for an estimated 24.3% of global GDP by 2025 (William Xu & Adrian Cooper, 2017). Most
developing economies, including Sri Lanka, are failing to keep up with the pace for a variety of reasons.

Literature Review and Hypothesis Development
“Use”- use of DBSs

According to Taylor and Todd, (1995), “the use is the behavior exhibited by the individual." “Use” behavior is
closely associated with a person's intention, especially specific behaviors such as the use of online banking
(Hossain et al., 2020). The term "use of DBSs" refers to a broad spectrum of behaviors and interactions (Zhan
& Huang, 2019). This may involve account management, fund transfers, bill payment, mobile banking, and
other services such as customizing account settings and preferences, applying for new accounts, and managing
loyalty programs and rewards. The ‘Use of DBSs’ is an act carried out and motivated by a person's behavioral
intention (Bhati et al.,, 2023; Kaur & Sharma, 2022). This emphasizes that ‘Use’ is affected by behavioral
intention when it comes to specific behavior. In the technological literature, the act of use is commonly referred
to as "acceptance” (Otten et al., 2023) or "adoption" (Malhotra & Kumar Baag, 2023). Acceptance may be one's
preference to use technology (Alshammari & Rosli, 2020), whereas adoption may involve acceptance or
integration with something one prefers to have or do. In the context of DBSs, the idea of adoption may be the
process by which clients accept and incorporate different digital banking solutions into their daily financial
habits. The significance is that the use of I'T itself encourages users to use it more often (Venkatesh et al. (2003).
These facts collectively explain that the use of DBSs is affected by the BI of a person.
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Perceived Usefulness (PU)

Davis (1989) explains PU as "the degree to which a person believes that using a particular system would enhance
his or her job performance". The impact of PU is a widely recognized factor in the field of Digital banking
(Hapuarachchi & Samarakoon, 2020; Mano et al., 2020). PU is a subjective probability factor that determines
the level of improvement that they can achieve through the use of technology (Dhingra & Mudgal, 2019; Tyas
& Darma, 2017). In other words, it’s a belief created within the mind of the person that technology is beneficial
and allows them to complete tasks quickly from any location. However, it may also work as a mental barrier if
the person does not perceive technology as useful. The PU is validated as a powerful factor variable
incorporated into the technology acceptance model (TAM) developed by Davis (1989). It is an outcome of the
experience that consumers perceive when using new technology. PU is a key driver motivating people to use
DBSs (P. Sharma & Gupta, 2023). Maragaoda (2019) describes that PU is an important consideration for
individuals to adopt DBSs. These facts collectively demonstrate that PU significantly influences the use of
DBSs; however, scholars emphasize that education and experience cause the relationship between PU and BI
to vary in the use of online platforms (Jermsittiparsert et al., 2023). Therefore, the hypothesis between PU and
BI can be drawn as:

H1: PU significantly impacts BI on using DBSs in the presence of moderators such as education, and
experience.

Perceived Ease of Use (PEU)

In the TAM developed by Davis (1989), PEU is one of the factor variables. He emphasized that PEU is a
significant factor in deciding whether or not to accept and use technology. A person who finds a user-friendly
technology is more likely to adopt and incorporate it into their daily routines. On the other hand, people could
be reluctant to embrace technology if they believe it to be difficult to use or complicated. PEU refers to the
ease of comprehension, learning, and application of technology (Ubaidillah et al., 2020). Customers are more
inclined to adopt the newest digital banking systems if they think they are "super easy to use and highly uset-
friendly, just what you want to touch on the app to get the service." Nevertheless, a significant portion of the
population, particularly those living in rural regions, may perceive these services as very challenging to use and
suitable only for those with extensive expertise. This cognitive obstacle is impeding the advancement of digital
technology. Researchers also have divergent opinions on the significance of PEU in using DBSs. While Gayan
Nayanajith et al. (2019) emphasize that PEU is a significant factor in the user acceptability of DBSs, Madusanka,
and Kumari (2021) found that PEU is not an influential factor in the Sri Lankan context, particularly for non-
banking customers, to adopt the DBS. As per Mano et al. (2020), PEU serves as a primary incentive for users
to embrace e-banking services. De Leon (2019) states that PEU impacts BI on using online banking. Empirical
evidence also indicates that the impact of PEU on BI in using technology varies with a person’s education and
experience (Garcia et al., 2022)(Alfani et al., 2023). Thus, the hypothesis between PEU and BI can be drawn
as:

H2: PEU significantly impacts BI on using digital banking services in the presence of moderators such as
education, and experience.

Perceived Security (PS)

Significant security issues have arisen as a result of the expanding use of new technologies and e-commerce
platforms (Kumar et al., 2020). Unlike technical security, PS is a psychological concept. Salisbury, Pearson, and
Pearson defined PS as the extent to which one can securely transmit sensitive information over the web”
(Salisbury et al., 2001). This emphasizes that an individual subjectively assesses perceived security. One’s
perception of security is affected by several factors, such as personal experiences, beliefs, values, and social
norms. It is a major factor for a person to determine whether or not to use DBS.

In using DBSs, client trust, behavior, and risk-reduction tactics are influenced by perceived security; therefore,
banks must handle both physiological impressions of clients and technical measures relating to the security of
these platforms. This would help banks maintain a reliable and safe banking environment. Lai and Liew (2021)
argue that security measures taken by banks in payment systems may not match client expectations or
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perceptions. Scholars signify the vitality of exposure levels of security in digital payment methods (de Kerviler
et al., 2016; Lai, 2017). This emphasizes the idea that the security level of these platforms often affects people's
intention to use them (Alfani et al., 2023). The other factor is that people's perceptions of security may differ
because of different education and experience levels (Azevedo et al., 2022). Given that security is a hot topic
of discussion in banking research (Apaua & Lallie, 2022), it will always be important in the digital age. Therefore,
the following hypothesis can be drawn based on the relationship between PS and BI:

H3: PS influences BI in using DBSs in the presence of moderators such as education, and experience.
Knowledge (KNW)

According to Bolisani and Oltramari (2012), knowledge is formed by our understanding and desire to acquire
experience, information, or insights. Knowledge encompasses the information, understanding, and skills that
an individual has acquired through education or practical experience. Acquiring knowledge allows individuals
to make appropriate choices regarding their conduct (Siposova et al., 2021). Fernando and Ashfa (2021) showed
that knowledge is a significant component in determining technology adoption. According to Lim et al. (2019),
knowledge plays a crucial role in the adoption of IT. Understanding digital banking platforms, devices
facilitating access to these services, and the internet are essential factors driving their use. Rajapakse (2017)
emphasizes that a limited understanding of the Internet poses a substantial obstacle to the use of DBSs. The
use of online platforms is affected by knowledge, as demonstrated by (Pham et al., 2022). Additionally, the
impact of knowledge on the intention to use DBSs is influenced by both education and experience (Malik et
al., 2022). Consequently, the hypothesis regarding the connection between knowledge and behavioral intention
can be drawn as follows:

H4: KNW influences Bl in using DBSs in the presence of moderators such as education, and experience.
Rewards (RWD)

Vassiliadis et al. (2021) assert that rewards are the reinforcement that results in motivation. It is a key component
in incentive-based learning (Nestor & Nutt, 2019). According to Windasari et al. (2022), incentives can be
employed as a tactical instrument to acknowledge an individual's accomplishments; for example, the rewards
offered for the use of DBSs to make a payment, particulatly for the first time, may make the user feel some
sort of accomplishment and may encourage continuous use. Rewards can be intrinsic or extrinsic; both are
significant in encouraging particular activities; nevertheless, the focus is more on extrinsic rewards such as
monetary incentives, interest rebates, fee waivers, discounts and vouchers, and special offers given to encourage
people to adopt and use DBSs. Karayanni and Nelken (2022) however, puts out the argumentative idea about
extrinsic rewards; they might be helpful in the short term for promoting specific behaviors. This emphasizes
that extrinsic rewards become less effective with time. Grolnick (2023), however, suggests that the use of
extrinsic reward must be progressively decreased but not completely stopped. This demonstrates how crucial
it is to provide incentives to trigger a specific or new behavior. Incentives can be beneficial in the short term
for encouraging consumers to use DBSs and then continuing to do so. Negative reinforcement, on the other
hand, discourages specific behavior; for instance, imposing various charges on the use of DBSs may deter a
person from using these services. Charges on clients’ accounts for using DBSs are a common practice adopted
by the banks in Sti Lanka. According to Sunny (2018), using promotional offers encourages people to use online
payment methods. The reward has a positive impact on the intention to use digital banking (Windasari et al.,
2022). As a result, the hypothesis between RWD and BI can be drawn as:

H5: RWD has a positive influence on BI in using DBSs.
Behavioral Intention (BI)

Bl is a significant factor in shaping user behavior. BI emphasizes the individual propensity to perform certain
activities (Hakman et al., 2017). In terms of DBSs, BI implies the individual's readiness or motivation to use
these services for conducting banking matters and transactions. (Krismadinata et al., 2019). It is a mediator
variable in many studies because it determines actual behavior. Also, it is affected by several factor variables
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(Indan et al., 2021; Saudjhana & Herman, 2023). Scholars have observed that BI comes into play when a person
wants to undertake a specific activity rather than routine tasks (Drasch, 2019; Uturestantix et al., 2022). This
statement successfully explicates that the initial phase of using DBSs entails a novel and distinct task for the
individual, and their intention plays a pivotal role in determining their use behavior. A variety of attributes
influence this element, which shows the type of motivation a person has to carry out the activity. Revathi and
Balaji (2020) highlight that BI is affected by attributes such as PS, PEU, and security when determining the
adoption of technology. Similatly, an individual's intention to take action can be influenced by several factors
in their surroundings, such as their knowledge, education, experience, rewards, and other relevant elements.
The theory of planned behavior proposed by Ajzen (1991) provides a clear and comprehensive explanation for
this. Furthermore, Cahyani et al. (2022) recognize several potential antecedents that could influence BI. All
these facts collectively explain how important Bl is in triggering a particular action, especially when the activity
is a new and unknown one. Research also indicates that BI influences the use of DBSs in a positive way (Inder
et al., 2022; Pham et al., 2022).

Ho6: BI influences the use of DBSs in a positive way.
Moderators

Education (EDU) and experience (EXP) are the two significant moderators in this study. Researchers
emphasize that incorporating moderators into the research model enhances the explanatory power (Haslbeck
et al., 2021; Venkatesh et al., 2003). Statistically, a moderator is a variable that alters how antecedents affect
outcomes (Aguinis et al., 2017). Higher education and experience levels may influence factor variables to cause
BI to produce different behaviors; for example, education may improve knowledge about DBSs and strengthen
the belief about security level; as a result, the impact of knowledge on BI may reduce since the use of DBSs has
become the general behavior. According to Séderlund (2023), moderators alter the direction of the relationship
between major variables; therefore, it is important that measuring and testing the differential influence of the
independent variable on the dependent variable as a function of the moderator is significant. The reason may
be that this understanding enables us to come up with better insights in developing strategies to drive people
to use these services; for example, the experience of using these services may enhance the perception of the
usefulness of digital banking platforms; then strategies to get individuals to acquire a better experience may be
ideal to enhance the use of DBSs. In the studies conducted in the past, both education and experience have
been used as moderators in research models (N. Sharma & Dutt, 2021; Srivastava et al., 2022). Providing
experience enables non-users to use digital banking platforms (Ansari, 2018). To support the objectives set, the
hypothesis drawn based on the moderators has been shown in Table 3.

Table 3: Hypotheses developed based on moderator impact

H7 EDU moderates PU and BI relationship. H11: EXP moderates PU and BI relationship.
H8: EDU moderates the PEU and BI relationship. H12: EXP moderates PEU and BI relationship.
H9: EDU moderates PS and BI relationship. H13: EXP moderates PS and BI relationship.
H10: EDU moderates KNW and BI relationship. H14: EXP moderates KNW and BI relationship.

Theoretical Review

In order to enhance understanding of developing a conceptual framework for this study, an analysis is
conducted on theories such as the theory of planned behavior (TPB), the Unified Theory of Technology
Acceptance and Use (UTAUT), the Technology Acceptance Model (TAM), and operant conditioning.

The TPB was introduced by Ajzen (1991) to elucidate human behavior in certain circumstances. Since its
launch, it has been more popular among academics because of its applicability and flexibility in many
circumstances (Dwivedi et al., 2019). TPB explains the critical association between Bl and behavior, indicating
that BI comes into play when someone behaves in a certain context. For example, if a person is thinking about
using DBSs for the first time or in the early phases, his or her intent is typically significant in selecting whether
to use these platforms. The theory depicts that BI is impacted by three main determinants: attitude toward the
behavior, social norms, and perceived behavioral control. A person's attitude may be favorable or unfavorable.
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For instance, in the case of DBSs, if the individual has a pleasant attitude, the intention to use them prompts
in his mind. However, TPB notes that this attitude element alone does not establish a person's intention. In
particular settings, two further aspects, social norms, and perceived behavioral control, may come into play.
Social norms entail the pressure that a person gets from others in society to do or not perform a specific activity.
It demonstrates the value of others to a person. For instance, if a person’s friends or family members advocate
for him or her using DBSs because it is more convenient, beneficial and they are more secure, his or her
predisposition to adopt this habit is quite strong. On the other hand, perceived behavioral control emphasizes
the individual's perception of his or her ability to perform certain behaviors in terms of using DBSs, this
includes factors such as self-efficacy, resource availability, knowledge and skills, technical support, education
and experience, and a user-friendly interface. TPB, as shown in Figure 1, indicates that these three determinants
are influenced by background factors which consist of personal, demographic, and environmental factors. The
incorporation of proposed variables (PU, PEU, PS, KNW, and RWD) as factor variables connecting to Bl in
the new model can effectively be supported by TPB. The diagram of TPB has been shown in Figure 1 below,
indicating how the preceding variable influences the intention to trigger the particular behavior.
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Figure 1: Theory of planned behavior introduced by Ajzen (1991)
Source: Hennings and Herstatt (2019)

However, the purpose of the new model is to study technology-related behavior, and it also comprises two
moderators, namely, education and experience. To present a compressive argument, for instance, different
variables affect technology-related behavior, and the literature reveals suitable instances for the construction of
models by changing established models. As described below, TAM and UTAUT are two examples of models
manipulated to explain technology-related behavior.

TAM was first introduced by Davis (1989). It has two major antecedents, namely perceived usefulness (PU)
and perceived ease of use (PEU), that determine the intention to use technology. According to him, PU is a
concept that highlights the extent to which an individual feels that utilizing a specific system would improve
their job performance. PEU is “the degree to which a person believes that using a particular system would be
free of effort”. Many researchers believe that the model's scope is insufficient to explain technology adoption
fully because it only contains two constructs. The original Technology Acceptance Model (TAM) was created
to interpret how technology is used in organizational settings, but it later underwent development into several
versions. TAM has been extended into different versions. Even in more recent studies, TAM and its
advancements are popular (Mohamed Riyath et al., 2022; Sabraz Nawaz et al., 2018b). Additionally, TAM made
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a significant contribution to the development of the Unified Theory of Technology Acceptance and Use
(UTAUT) (Siregar et al., 2022).

UTAUT is the model derived as result of the incorporation of perspectives taken from eight well-established
theories (Kwarteng et al., 2022). A comprehensive explanation of how individuals accept and use technology
may be found in the UTAUT model. With four moderators in addition to the four-factor variables, the UTAUT
model is more versatile and robust when it comes to explaining technology acceptance in research. Moderators
that are used to illustrate the impact of moderators include age, gender, experience, and voluntariness of use.
Without a doubt, this evolution has had a greater influence on the research community overall, but particularly
on the subject of technological research. To make their conceptual framework more appropriate for the context
they were working in, UTAUT development provides the researchers with greater resiliency in their research
studies. When explaining how technology is used, UTAUT was first only used in industrial situations. But as it
evolved into more recent versions such as UTAUT?2 and UTAUT3, which included more external variables,
we now have a better understanding of several aspects related to the adoption of technology in the consumer
market. The scope has expanded due to this evolution, making it possible to comprehend how technology is
used in a consumer context on a more deep level. The adoption of UTUAT is possible to improve the model's
explanatory power (Chand et al., 2022)

The operant conditioning theory stresses how incentives impact a person's behavior (Chen, 2023). The idea
would aid in describing human behavior in terms of cause-and-effect interactions (Babel, 2020). Operant
conditioning emphasizes that conduct coupled with potential rewards leads to recurring behavior; conversely,
acts devoid of such rewards progressively fade (Skinner, 1948). The relevance of this idea is that it explains how
positive reinforcement activates the conduct, which is helpful, and providing such incentives may continually
promote repeated activity. In terms of DBSs, giving potential rewards may inspire people to use the DBSs

regularly.

Based on this theoretical and empirical justification, the researchers developed the study's model (conceptual
framework), which is displayed below in Figure 2. In that, perceived usefulness, perceived ease of use, perceived
security, knowledge, and rewards are independent variables that influence behavioral intention, the mediator
variable, and the outcome variable, the use of DBSs. It has two moderators, and the author assumes that any
changes occutrring in them impact relationship behavioral intention and its antecedents (perceived usefulness,
perceived ease of use, perceived security, and Knowledge). On the other hand, the reward-behavioral intention
relationship does not receive any moderator impact. There are thirteen hypotheses drawn to establish the
validity of the model.

Figure 2: Proposed Conceptual Framework
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The study is quantitative based on a deductive paradigm which involves exploring existing theories and
empirical data for hypothesis formation. The sample frame is those who utilize any type of DBSs and maintain
accounts with any financial institution. The sampling approach employs a random selection technique, with a
sample size of 700 respondents selected from 25 districts in Sri Lanka. The distribution of questionnaires occurs
by WhatsApp, email, and physically by way of seeing the consumer at the premises of banks' branches. Before
completing the full-scale dissemination of the questionnaire, the researchers will do pilot testing to confirm the
questionnaire's validity and reliability. The data acquired is entered into an Excel sheet first, and then they are
sorted for further analysis in SPSS and AMOS.

Furthermore, the researchers guarantee that data collecting corresponds to all ethical norms, including their
preferences for participation as respondents. In addition, the data obtained is kept secret all the time.

Significance of the Study
Contribution to Theoretical Understanding

This study contributes to the theoretical understanding by proposing a comprehensive framework that
integrates DBSs into economic growth and financial inclusion. The use of DBS is affected by several factors
that collectively influence user behavior. The study brings the most significant factors into the conceptual
framework and depicts the relationship between them and how they impact user behavior. It also allows
researchers to address the gaps in the existing body of knowledge by incorporating a variety of theoretical
perspectives and formulating hypotheses for empirical validation.

Practical Implications for Policymakers, Practitioners, and People

The study's findings have the potential to help policymakers and practitioners create strategically significant
mechanisms to encourage the use of DBSs in developing countries. Banks can formulate strategies based on
the findings to encourage more people to use this technology for managing their banking affairs and
transactions. From the countries’ government perspective, the findings may be beneficial in assessing the
security concerns associated with these platforms and the substantial ethical standards that underpin their
expansion. Insights from this study enable the development of new strategies to expand reach and usability,
thereby promoting financial inclusion.

fjor.couk 510


file:///C:/Users/Mano/AppData/Local/Temp/Temp1_paperswithpagenumbers.zip/ijor.co.uk

Aruna, Jusoh and Tham

Directions for Future Research

Drawing hypotheses and providing methodological recommendations, this study facilitates the development of
an effective roadmap for empirical research. It allows researchers to evaluate proposed hypotheses in various
contexts and establish the robustness of results and generalizability. Findings essentially minimize the gap in
the current body of knowledge, particularly in the context of DBSs.

Limitations of the Study
Scope of the Conceptual Framework

This conceptual paper presents a novel model based on vatiables recognized after evaluating the research gap
in the existing body of knowledge. The availability of literature, particularly from the local context, may not be
enough to establish a clear gap and even a time constraint to refer to all the relevant studies conducted in the
past. Furthermore, the hypothesis devised to establish the relationship between variables in the model
necessitates empirical testing for validation in future research. Then only the model's fitness to the context can
be evaluated to determine whether it provides an effective solution for expanding the use of DBSs.

Context-specific Challenges

esearchers may also find context-specific challenges in developin is conceptual paper. Socioeconomic,
R h y also find context fic challeng developing th ptual S

cultural, and regulatory contexts may vary from country to country which subsequently impacts the
generalizability of the findings. Also, the differences in these areas significantly affect users' habits. For instance,
people's perceptions, regulatory environment, and level of infrastructure development in countries are different
rom another; as a result, what works in one country may not necessarily apply to other countries.

fi th 1t, what work try may not ly apply to oth t

Data Availability and Quality

The proposed model's effectiveness depends on the availability of comprehensive and reliable data regarding
the use of DBS. The prevalence of these data may be doubtful in developing countries due to the fact that
insufficient studies were conducted in the area. Also, people's literacy in answering the questionnaire may
impact the ultimate results. This limitation may impact the efficacy of the proposed paradigm.

Rapid Technological Changes

The evolutionary nature of technology in this sector means that the appropriateness of the model and
hypothesis proposed in this paper may not be completely relevant by the time research is undertaken; therefore,
continuous updates and adaptation may be necessary for the model to keep its effectiveness.

Ethical and Privacy Concerns

Even though this technology offers significant benefits, it may raise some ethical and privacy issues. Addressing
all these within this conceptual paper is a challenging task; thus, these aspects must be explored in future
research.

CONCLUSION, RECOMMENDATION, AND MANAGERIAL IMPLICATIONS

The importance of DBSs in promoting financial inclusion, facilitating the transition to a digital economy, and
fostering efficient economic growth cannot be overstated. They have become essential in achieving success in
these areas because they make it easier for people to access financial systems and conduct business. In any
country, DBSs are a trendsetter in this critical transformation since people primarily have faith in the banking
system. A substantial literature review was done to find a knowledge gap and create a helpful model to study
this. The researchers realized the requirement for the model, and it is critical to include significant variables
based on the knowledge gap. Four Important theories (TPB, TAM, UTAUT, and operant conditioning) were
assessed to establish the relationship between variables affecting DBSs and to create a feasible solution model.

Growing digital DBSs is strategically important for many emerging countries aiming to grow their digital
economies. However, barriers to the widespread use of DBSs prevent them from realizing their
transformational potential. Adoption is hampered by elements like insufficient knowledge, a poor perception

INTERNATIONAL JOURNAL OF RELIGION 511



Digital Banking Services in Developing Countries: Bridging the Gaps in Financial Inclusion and Economic Growth from the Point of 1 iew
of Sri Lanka

of benefits and ease of use, security concerns, and lack of rewards. Furthermore, individual characteristics such
as education and experience have a significant impact on their propensity to use DBSs. Policy frameworks,
regulations, and initiatives are fundamental in facilitating the adoption of DBSs across the country. Sri Lanka,
like many emerging economies, can benefit from strategic policies aimed at promoting financial inclusion and
digital literacy. The interaction of these parties such as the government, banks, and people forms the
cornerstone of the successful adoption of DBS, advancing emerging countries like Sti Lanka towards a future
where people are empowered by technology.

This study offers significant new information about how DBSs could support growth, diversity, and accessibility
in the digital era. The findings highlight the necessity of making significant investments and adopting necessary
actions, which will be helpful to policymakers in emerging nations. Only through these avenues will DBS's full
promise for financial inclusion and economic prosperity be realized.
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