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ABSTRACT

Theevolutionoftheinternetandsmartphoneshasallowedpeopletouseinternetbanking(IB).In
addition,banksareabletoreducetheiroperationalcostsandattractmorecustomerswhenutilizing
IB.TheCOVID-19virusoutbreakencouragedclientstouseIBtolimittheirphysicalinteractions
withothers.Thisresearchutilizedtheextendedunifiedtheoryforacceptanceanduseoftechnology
(UTAUT-II)toassesshowbankcustomersadoptIB.Threehundredseventy-fiveonlinesurveyswere
collectedtotesteighthypotheses.Resultsindicatedthatperformanceexpectancy,socialinfluence,
security,andhabitweresignificantpredictorsofthebehavioralintentionstouseIB,whileeffort
expectancy,facilitatingconditions,perceivedvaluewereinsignificant.Agewasusedasamoderator
tohabit-behavioralintentionsrelationship,butdatafailedtosupportitsrole.Theoverallcoefficient
ofdeterminationwas0.86,whichexceededtheoriginalmodel.Furtherdiscussionsandconclusions
arereportedattheendofthepaper.
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1. INTRodUCTIoN

Historically, financial processes and transactions are done by physical visits to banks, verbal
communication,orcertainstructuredformalwritingandformats(Rahmanetal.,2015;Nayeem,2017).
WiththeadventofInternetapplicationsandtechnologies,themajorityofcustomersarefascinated
withmobile-basedapplicationsforacquiringservices.Customershuntforconvenienceinbanking
servicesbecauseoftherapidpaceofdigitizationandwidespreaduseofweb-basedapplicationsin
business(AbuShanabetal.,2010;Vyas,2012;Bhalla&Singh,2014;MusaandAbbad,2018).Internet
banking(IB)becameimportantbecausecustomersdonotwanttospendlong-hoursinbanks(Kumar
&Anand,2017).Moreover,largersegmentofthecustomersareMillennialsandGenerationZ,who
demandconvenientandfast-pacedservices.Theclick-and-mortarmodelsupportedthetransformation
ofconventionalbankingtransactionsincludingfundstransfer,balancecheck,deposits,utilitybill
payments,creditcardanddebitcard,andstatementcollection.Customersneedonlyacomputer,or
smartphonewithanInternetconnectiontobenefitfromInternetbankingservices24/7.

ThekeydriversofIBgrowtharerelatedtocustomers’convenienceandefficiencyinoperations
tothebankingsector(Soloiman,2013;Lusaya&Kalmuba,2018).WiththecurrentCoronavirus
outbreak,Internetisthesavior.ThishugejumpintheInternetadoptionmadeitnecessaryforthebanks
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toencouragetheircustomerstoadoptIB(Janjuaetal.,2016).Moreover,giventhegrowingtrendof
e-shopping,Internetbankingcanhelpcustomerstointegratetheirvariousfinancialtransactionsand
haveabetterrecordoftheirexpenses(Chauhan&Choudhary,2015;Geva,2018).BanksinQatarare
noexceptionfromtheworld’sbankingsystem.TheindustryinQatarismovingfasttowardsonline
bankingadoption.Accordingly,thisresearchaimstounlockthepotentialsforsimilarstudiesand
identifythefactorsinfluencingtheadoptionprocessofIB.

This study is important given the growing trend of web-based applications and fast paced
digitization. It is important for banks to understand consumer’s behavior regarding IB, and the
perceivedrisksandchallengesfromthebankingsector’sperspective.Byconductinganin-depth
researchonthechallengesfacingcustomersintheadoptionofIB,better-informedperspectivecan
begatheredtoidentifyopportunitiestogaintrustofconsumerswithonlineservice.Moreover,this
studywillgaininsightfulperspectivesregardingtherisksrelatedtoIB,anditsrisksoncustomer’s
confidenceintheservice.ThisstudydeployedtheextendedUnifiedTheoryofAcceptanceandUse
ofTechnologyframeworkaspresentedbyVenkateshetal.(2012)toidentifyhowcustomersmay
perceivetheadoptionofInternetbankingtechnology.ThisstudyaimstounderstandtheIBadoption
context,whereittriestoanswerthefollowingquestions:

RQ1:WhataretheInternetbankingadoptionchallengestoconsumersinQatar?
RQ2:WhatarethefactorsinfluencingIBadoptionbasedonanextendedmodeloftheUTAUT-II?

Theresearchisstructuredinfivemainsections.Thefollowingchapterpresentsaliteraturereview
ofIBadoption.ItalsopresentsacleardiscussionoftheUTAUT-IImodelanditsimplicationsinthis
studyusinganextendedresearchframework.Thethirdsectionpresentstheresearchmethodused,the
questionnairedistributed,andthesamplingprocess.Thefourthsectionreportstheresearchanalysis,
results,followedbythediscussionoffindings.Finally,thefifthsectionconcludestheresearch,and
introducesrecommendationsonIBadoption.Thechapteralsoexplainsthelimitationsfacedinthe
studyandpresentssuggestionsforfurtherstudies.

2. LITeRATURe ReVIeW

ThissectionexplainsthemainissuesrelatedtoIBresearch.Itreportsthepreviousstudiesrelatedto
theUTAUT-IImodelandrelatedtoIBspecifically.ItalsobrieflyprovidesadescriptionaboutIB
trendsinQatar.

2.1 Internet Banking: Background and Importance
TheevolutionofInternetbanking(IB)beganinthe1990sfollowingtheinceptionoftheInternet.
Internet banking can be defined as a virtual banking service through which users can perform
financialtransactionswiththeirfinancialserviceprovideroveranInternetconnection.Theglobal
industryisexpectedtogrowabove29,500millionUSDby2023,withagrowthrateof22.6%since
2016(Shannak,2013).Moreover,theIBindustryisgrowingfasterindevelopedeconomies,where
populationsadoptnewtechnologieseasier(Chauhan&Choudhary,2015;Janjuaetal.,2016).

IBhasagreatimportanceforbothusersandbanks.First,IBcustomerscanpaybillsonline,
whichprovidesthemwiththeconvenienceofpayingbillontime,withoutgoingtothebankandwait
inqueues(Musiime&Ramadhan,2011).Moreover,sinceIBreducesoperationalcostsforbanks,
charges tocustomerswillbecomeminimal.Fromabanker’sviewpoint, thesubstantial trafficof
onlinetransactionscanresultinloweringin-branchtrafficandimprovestheefficiencyoftheoverall
operations.IBreducespaperexpensesandprovidescustomerswithanoptiontoaccesstheirrecords
withasimpleclick.Inaddition,customerscaneasilychecktheirbalanceanddepositfundsonline.
Thelowercostofbank’sinfrastructuredevelopmentenablesbankstosaveoverheadsiftheymanage
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