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Abstract

The main goal of this study is to underscore the importance of technology adoption in the digital world
anchored on the Technology Acceptance Model (TAM). This research endeavor ought to determine the
level of usefulness, perceived efficiency, customer satisfaction, confirmed efficiency, and behavioral
intention to use digital transactions in the bank. Relationships among these variables will be explored
as well. Correlation research design was used. 100 participants joined this research wherein majority
are young (18 to 30 years old). Males and females are well-represented and most are single. Almost all
have tried digital banking wherein most have been using digital banking in one to five years. They
rated their experience as excellent. Reasons for non-usage were lack of awareness, security concerns
and insufficient knowledge about technology. Most respondents use digital banking for money transfer,
savings and bills payment. Participants have a high positive perception on variables related to digital
bank transactions, most especially in terms of behavioral intention to use followed by perceived
usefulness, ease of use, customer satisfaction, efficiency and lastly, perception on digital banking. It
was found that to increase the behavioral intention that leads to actual usage of digital financial
services and customer satisfaction, banks should continuously ensure to enhance ease of use,
efficiency, and usefulness of digital financial platforms. Recommendations on resolving issues on the
aforementioned issues were also discussed plus the recommendations to improve the validity,
reliability and utility of this research were provided.

Keyword: Digital financial services, technology acceptance model (TAM), new normal, digital
banking, behavioral intention

Introduction

Digitalization has become a significant force in modern society, particularly within the
banking industry. Defined as the conversion of data into digital formats through technology,
digitalization plays a critical role in improving banking services and operational efficiency.
Banks that embrace digitalization are better positioned to enhance customer service, remain
competitive, and foster innovation (HCL Technologies, 2022) [%, The increasing reliance on
digital solutions across all economic sectors has made digitalization indispensable, with
rapid adopters outperforming those slower to integrate such technologies. In a fast-paced
global environment, digital transformation has become essential to keeping up with evolving
consumer expectations and industry standards.

Digital transformation goes beyond the mere adoption of digital tools; it entails a
fundamental rethinking of business models and customer engagement strategies. It involves
four core elements: process, technology, data, and organizational change, which collectively
aim to deliver a superior customer experience and improved business outcomes (Shah, 2022)
1, In banking, this transformation is visible through innovations like mobile apps, fraud
detection systems, and virtual assistants. These tools enhance convenience, security, and
personalization. Especially in times of crisis, digital services allow customers to manage
transactions remotely, highlighting the relevance of understanding how these tools impact
customer behavior and satisfaction in an increasingly digital world.

Customer satisfaction remains the cornerstone of banking success, especially in a highly
competitive and client-oriented sector. Banks must continuously improve service quality to
retain customers and ensure long-term profitability. As Spathis et al. (2004) [?? emphasized,
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quality service directly correlates with consumer
satisfaction, which in turn influences purchase intentions
(Carter, 2010) [, loyalty (Voss & Voss, 2008) [?8 and
financial performance. Meeting evolving customer
expectations requires a nuanced understanding of their
preferences and behaviors (Richards & Jones, 2008 [
Leverin & Liljander, 2006) (3. Without such insight, banks
risk providing services that no longer align with customer
needs, ultimately weakening their market position.

The integration of digital technologies has revolutionized
banking operations worldwide, including in countries like
Azerbaijan, where internet and mobile banking have
become mainstream (Shefa & Jafarova, 2020) 3. While
digital banking offers efficiency, accessibility, and cost
reduction (Bughin & La Barge, 2019) B, it also introduces
risks such as cybersecurity threats and job displacement
(Harchekar, 2018; Andersen, 2020) © °1. Nonetheless, the
transformation has narrowed service gaps between urban
and rural populations, enhancing financial inclusion
(Nirmala & Pavithra, 2018) [l Despite these
advancements, research still lacks a customer-centric
perspective on digital financial services. It is crucial to
investigate how consumers perceive digitalization’s impact
on service satisfaction and operational efficiency, as these
perceptions can significantly influence banking strategies
and long-term success.

The adoption of digital transformation has emerged as a
critical priority for many businesses in the Philippines,
particularly  within the banking industry. As new
technologies become increasingly integrated into
individuals’ personal and professional lives, questions still
linger regarding whether users will fully accept or reject
such innovations. The Technology Acceptance Model
(TAM), introduced by Davis (1989), offers a valuable
framework for examining this phenomenon. According to
the TAM, two primary factors—perceived ease of use and
perceived usefulness—influence an individual's intention to
adopt a new technology. Since its inception more than three
decades ago, the TAM has become one of the most widely
used models in understanding user acceptance and behavior
in technology adoption (Venkatesh & Davis, 2000) [,
Given this theoretical framework, the present study seeks to
explore the degree to which respondents perceive digital
transactions in banks as useful and efficient, their intention
to use such services, and the overall levels of customer
satisfaction and confirmed efficiency. Furthermore, the
study aims to determine whether significant relationships
exist among perceived usefulness, perceived efficiency,
customer satisfaction, confirmed efficiency, and the
behavioral intention to use digital banking services.

As the Philippines continues to embrace digital technologies
across sectors, both businesses and consumers are actively
seeking ways to maximize the benefits of this digital shift.
The rapid advancement and widespread implementation of
digital technologies have significantly transformed how
services are delivered, including in the banking sector. This
transformation necessitates a deeper understanding of the
dynamics that influence the adoption of digital financial
services. Thus, this study aims to achieve several key
objectives. First, it seeks to identify potential areas for
improvement in the current digital financial services offered
by banks, thereby contributing to enhanced service delivery.
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Second, the study aims to provide customers with valuable
insights that will enable them to better utilize the
technological advancements available to them in the
banking sector. Third, it intends to raise awareness within
the community about the importance and benefits of digital
banking, particularly in improving access, convenience, and
efficiency. Lastly, the research aims to generate meaningful
data that can offer a comprehensive understanding of the
effectiveness and acceptance of digital financial services in
banks, thereby informing future strategies and innovations
in the sector.

The Technology Acceptance Model (TAM) has been widely
applied in research examining users’ willingness to adopt
new technologies, particularly in fields involving digital
transformation and system implementation (Rajeshwaran,
2020) 191, Developed by Fred Davis and Richard Bagozzi,
TAM seeks to explain users' motivation to accept and use
information systems based on psychological and behavioral
principles (Chen et al., 2021) Bl. According to Singh and
Rajput (2019) 4 a user’s attitude toward a specific
technology is shaped by multiple factors, which ultimately
determine the extent to which the technology is adopted and
used effectively. Nguyen (2020) 1281 further identified that
ease of use, usefulness, perceived risk, trust, and
convenience are key elements that influence a user’s
decision to embrace new technology.

Among these factors, perceived ease of use and perceived
usefulness are the two primary determinants of users’
behavioral intentions and attitudes toward adopting digital
systems (Mufarih et al., 2020) 131, Perceived ease of use
refers to how effortlessly a person can interact with the
technology, while perceived usefulness indicates how
beneficial the technology is in enhancing one's task
performance (Kaur et al., 2021) . Lin et al. (2020)
emphasized that users are more inclined to use digital
financial services when they perceive them as both easy to
use and useful. This finding aligns with Muhammad et al.
(2021) 4 who demonstrated that these two variables
significantly influence users' intentions and behaviors in the
context of digital banking adoption. In regions like India,
where digital infrastructure and trust remain challenges,
additional factors such as perceived risk and convenience
are integrated into the model to capture a more
comprehensive picture of user behavior (Nguyen, 2020 [l
Kaur et al., 2021) 3, Chen et al. (2021) B! highlighted that
user perception of both the advantages and drawbacks of
digital financial services directly impacts the effectiveness
of digitalization in banking.

This study, therefore, focuses solely on the perceptions and
insights of customers who have used or are currently using
digital banking services. The performance of banks without
digital services will not be considered. This delimitation is
grounded in the identified research gap and the review of
related literature, which reveal a need to understand
technology acceptance from the customers’ perspective,
especially in developing economies where digital banking is
still evolving.

The conceptual framework of this study is rooted in the
premise that customer satisfaction and banking efficiency
are significantly influenced by perceived ease of use and
perceived usefulness of digital financial services. As digital
transformation accelerates across industries, especially in
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the banking sector, understanding its impact on service
quality and customer perception has become essential. Prior
research confirms that the quality of digital banking services
is positively correlated with customer satisfaction
(Rajeshwaran, 2020) 119, Service quality traditionally refers
to the institution’s ability to fulfill requests accurately and
includes  dimensions such as staff competence,
responsiveness, and availability of equipment. However,
Cox and Dale (2017) [ argued that SERVQUAL, the
traditional model for measuring service quality, is not fully
applicable in evaluating digital services, as it was originally
designed for face-to-face business interactions rather than
online transactions.

Wang and Ha-Brookshire (2019) 9 elaborated that
perceived ease of use in a digital setting reflects a user’s
belief that a particular system is effortless to operate. They
found this especially true in the context of Chinese-owned
textile and garment firms, where digital technologies were
seamlessly integrated with human resources and
infrastructure. Rajeshwaran (2020) I also pointed out that
digital banking allows customers to carry out transactions at
significantly lower costs compared to traditional banking.
Lin et al. (2020) supported this by noting that users benefit
from reduced banking fees, while Ogonji and Muluka
(2015) 181 added that transportation costs and time savings
further enhance the appeal of digital financial services.
Customer satisfaction is ultimately defined by how well a
product or service meets or surpasses consumer
expectations. When expectations are met or exceeded,
customers are satisfied, which in turn strengthens a
company's reputation, profitability, and market position
(Veseli-Kurtishi et al., 2020) 21, The digitalization of the
banking sector has improved not only financial performance
but also enhanced banks' relationships with their clients,
contributing to improved non-financial outcomes (Khatoon,
2021) 4 Given the constantly evolving expectations of
consumers, Cuesta et al. (2015) [ asserted that banks must
embrace digital transformation to remain competitive. Aziz
(2021) 1 also noted that traditional banking can no longer
fulfill market demands, as consumers now prefer more
convenient and efficient services enabled by mobile devices
and digital tools.

2. Methods

2.1 Research Design: Descriptive correlational research
approach was used in the study to unveil new ideas and
knowledge. This research design will be used to describe the
relationship between continuous variables such as the bank's
digitalization and customer satisfaction and efficiency. The
researcher is investigating how a certain individual responds
during the adaptation of a digitalized bank in the Philippine
Financial System. This is also a cross-sectional study as this
study is a type of research design in which the researcher
collects many different individual responses at a single point
in time. The researcher also observed variables without
influencing them. It was applied to complement the
descriptive research and further obtain new information on
the effects of bank’s digitalization to the mentioned
variables and how they affect customers and the bank.

2.2 Population and Sample: The researcher used a
purposive sampling procedure. Purposive sampling uses

https://www.allfinancejournal.com

expert judgment to select participants that are representative
of the population and it is most appropriate for the selection
often from a limited geographic area. The researcher used
this sampling because there are certain characteristics that
they considered in choosing the respondents in which the
respondents had experienced having digitalized banks using
the universal banks and are living around the Manila area.
Furthermore, according to the 2020 Census of Population
and Housing (2020 CPH) the total population of the City of
Manila reached 1,846,513. The researcher used 95%
confidence level and 10% margin of error to arrive at the
number of respondents. Based on those statistics, the
researcher used the Slovin’s formula to compute and to
determine the specific sample size needed in the study and it
resulted in one hundred (100) respondents. Participants were
yielded from bank clients who are using traditional and
online banking. They were given a chance to answer the
following questions prepared by the researcher.

Sample size and sampling technique

Table 1: Respondents

Respondent Years of usin
Chargcteristics Age digital banksg Total
Male 18-30 2-5 years 48
Female 20-50 above 1-15 years 52
Total 18-60 1-15 100

Respondents who have internet access were invited to
participate in answering the online questionnaire since the
researcher used google forms in gathering the data.

2.3 Research Instrument

In the conduct of this study, the researcher utilized a self-
administered questionnaire as the primary data collection
method, as it was deemed the most appropriate for
efficiently gathering responses from a diverse group of
participants. The structure of the instrument was influenced
by the Multicultural Dispositions Index, which was
developed and validated by Thompson (2009) [,
particularly in guiding the assessment of attitudes and
perceptions in a structured format. While the Multicultural
Dispositions Index provided a foundational structure, the
formulation of the research questions and specific items in
the instrument were customized explicitly for the objectives
of this study on digital banking. The questionnaire
comprised three major components: a brief introductory
section providing an overview of the study and the purpose
of the instrument; an explanation of participants’ rights,
expectations, and privacy protections; and the main
instrument itself.

The instrument was divided into six (6) sections, each
designed to capture a particular dimension of the research
variables. Section 1 focused on measuring respondents’
perceptions of digital banking, defined as the integration of
technology with banking services to enhance convenience
and provide competitive advantages. Section 2 assessed
respondents’ views on how digitalization influences
customer satisfaction, a construct generally associated with
how well a company’s products or services meet customer
expectations. Section 3 explored the perceived effects of
digitalization on expanding a bank's customer base and
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partnerships with other institutions using digital financial
services. Section 4 evaluated the perceived usefulness of
digital banking, again emphasizing the value added by
technological integration in terms of service convenience
and efficiency. Section 5 measured the perceived ease of use
of digital banking systems, referring to the extent to which
such platforms are user-friendly and functional within
operational limitations. Finally, Section 6 examined the
respondents’ behavioral intentions to continue or increase
usage of digital banking, particularly in relation to perceived
benefits in expanding reach and enhancing service delivery.
The complete instrument was composed of 30 Likert-scale
items, with five items allocated to each of the six sections.
To ensure internal consistency and reliability of the
instrument, the responses were subjected to the Cronbach’s
alpha reliability test, the results of which are presented in
Table 2 of the study.

Table 2: Values of Cronbach Alpha of the Questionnaire Items

Items Cronbach Alpha Remarks
Percepgg:kci)gnggltal 0.7865 Acceptable
Customer Satisfaction 0.7269 Acceptable

Efficiency 0.8834 Acceptable
Perceived usefulness 0.9360 Acceptable
Ease of use 0.9566 Acceptable
Behavioral intention to use 0.9149 Acceptable

The Cronbach results reflect an internal consistency
measure in the reliability, having a range of 0.7269 to
0.0.9566, which is acceptable. The results reached the
desired alpha coefficient, the perception on digital banking
part was 0.7865, customer satisfaction was 0.7269,
efficiency of using digital banking was 0.8834, perceived of
usefulness was 0.9360, ease of use of digital banking was
0.9566 and the behavioral intention to use of digital banking
was 0.9149, and an overall result of 0.8673

2.4 Data Gathering Procedure

The researcher conducts the research on the aforementioned
population through an online survey. The researcher will ask
for the approval of participants who will volunteer or be part
of the study, they will be signing a consent form in order to
proceed with the data gathering. All participants are given
the chance to proceed with answering the online survey or if
they wish to no longer participate in the survey since they
have a chance to withdraw from answering by not
completing the survey. The request will be sent to them via
email or messenger. Lastly, the researcher will give the
questionnaires to the participants and will gather the needed
data. The data will be tallied, tabulated, computer processed,
analyzed and interpreted using Microsoft Excel 2016
Software.

2.5 Data Analysis

The data collection was conducted through an online survey
questionnaire. Thereafter, the researcher utilized SPSS and
Google spreadsheets for statistical analysis and to remove
incomplete data from respondents. The researcher utilized
statistical techniques such as descriptive statistics (using
frequency and percentage distribution, and weighted mean),
regression analysis and correlation analysis to interpret the
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data effectively.

e Frequency Distribution. The statistical technique was
applied to represent the number of respondents based
on their demographics (e.g., age and gender and
educational attainment)

e Percentage Distribution. The statistical technique was
used to measure and express the respondents' answers
in percentage form.

e Weighted Mean. The statistical technique was applied
to calculate the average of the results gathered from the
survey questionnaire.

The data were tabulated and processed using Statistical
Packages for Social Sciences (SPSS). To analyze and
interpret the data gathered, the following statistical
measures were used:

To determine the degrees of satisfaction do customers
experience in terms of customer service efficiency was
quantified using the following scale:

Table 3: Measurement Scale for Customer Satisfaction

Rating Scale Range Descriptive Evaluation
1 5.50-6.00 Strongly Agree
2 4.50-5.49 Agree
3 3.50-4.49 Somewhat Agree
4 2.50-3.49 Somewhat Disagree
5 1.50-2.49 Disagree
6 1.00-1.49 Strongly Disagree

The levels of digitalization have the banks arrived at as
perceived by respondents or bank employees/personnel was
presented using a six-point Likert Scale interpreted as
follows:

Table 4: Measurement Scale for The Level of Digitalization

Rating Scale Range Descriptive Evaluation
6 5.50-6.00 Strongly Agree
5 4.50-5.49 Agree
4 3.50-4.49 Somewhat Agree
3 2.50-3.49 Somewhat Disagree
2 1.50-2.49 Disagree
1 1.00-1.49 Strongly Disagree

To determine the significant relationships in statement of
problem number 4, multiple correlation and regression
analysis were utilized.

Correlation Analysis

The statistical technique was applied to represent the
strength of the relationship between the bank’s
digitalization, customer satisfaction, efficiency, perceived
usefulness, ease of use, and behavioral intention to use.

Results

The main goal of this study is to underscore the importance
of technology adoption in the digital world anchored on the
Technology Acceptance Model (TAM). This research
endeavored to determine the level of usefulness, perceived
efficiency, customer satisfaction, confirmed efficiency, and
behavioral intention to use digital transactions in the bank.
Relationships among these variables will be explored as
well. Below are the significant findings:
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3.1 Demographic Profile

The profiles collected in this study are age, gender, and
marital status. Gender profile has been discussed in the
population and sample.

Table 5: Demographic Profile of Respondents

Demographic Profile | N | %
Age

1810 30 69 69.0

30t0 40 20 20.0

40 to 50 5 5.0

50 and above 6 6.0

Marital status

Single 69 69.0
Married 31 31.0

The table above shows that most of the respondents are
young ranging from 18 to 30 years old (69%). Majority are
single, which is 69% of the total population.

3.2 Digital Banking Profile

Table 6: Digital Banking Profile

Bank Usage | n | %
Banks use
BDO 37 37.0
BPI 22 22.0
Metrobank 12 12.0
Security Bank 20 20.0
Eastwest Bank 5 5.0
UBP 0 0.0
RCBC 2 2.0
Chinabank 4 4.0
PNB 17 17.0
Digital Banking ever tried
Yes 97 97.0
No 3 3.0
Duration of using digital banking
Less than 5 years 19 19.6
1to 5 years 49 50.5
More than 5 years 29 29.9
Rating of experience
Excellent 39 42.4
Good 51 55.4
Fair 0 0.0
Poor 1 1.1
Very poor 1 1.1
Among No, reason
Unaware of digital
banking/ digital services 2 66.7
Security concerns (e.g.,
hack, data privacy, etc.) 1 333
Inefficient knowledge 1 333
about technology
Digital financial services do you utilize more frequently
Bills payment 66 66.0
Savings account 70 70.0
Cash pickup 12 12.0
Money Transfer 84 84.0
Deposits 41 41.0
Investment 15 15.0

Almost all (97%) have used digital banking wherein
majority has been utilizing it from one (1) to five (5) years.
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BDO ranked first as the most used bank followed by BPI,
Security Bank and PNB. Most of the respondents rated their
experience as good (52%) followed by those who viewed
digital transactions as excellent (20%). Those who
expressed dislike with digital banking were due to lack of
awareness, security reasons and technology inefficiency.
Most of the respondents used digital financial services in
money transfers (84%), savings account (70%), and bills
payment (66%). Cash pick-up and investments were the
least used services.

3.3 Level of usefulness, perceived efficiency, customer
satisfaction, confirmed efficiency, behavioral intention to
use digital transactions in the bank, ease of use and
perception on digital banking

3.3.1 Perceived Usefulness

The perceived usefulness is rated the highest of the
respondents and they agreed on all the statements under this
category. The highest ranked statement is related to seeing
that the digital banking system can be accessed anytime and
anywhere as long as there is an Internet connection
(M=5.46, SD=0.70) and the current digital banking system
is easily accessible via personal technology devices
(M=5.46, SD=0.73). The statements with high mean score
but has below average (M=5.32) rating are digital banking
system (helps me be proactive in arranging my time)
(M=5.18, SD=.74), digital banking system (helps to easily
compare service prices among different providers) (M=5.21,
SD=0.977) and lastly, digital is enticing due to its usability
(M=5.27, SD=.85).

Table 7: Perceived Usefulness

Statement Mean SD
| see that the digital banking
system can be accessed
anytime and anywhereas | 5.460 | 0.702
long as there is an Internet
connection
The digital banking system
helps me be proactive in 5.180 | 0.744

arranging my time.

I find digital banking
enticing due to its usability
The current digital banking
system is easily accessible

via personal technology
devices.

The digital banking system
helps me easily compare
service prices among
different providers.

Overall Mean 5.316

Interpretation

Strongly agree

Strongly agree

5.270 | 0.815 | Strongly agree

5.460 | 0.731 | Strongly agree

5.210 | 0.977 | Strongly agree

Strongly agree

3.3.2 Perceived Efficiency

Bank digital transactions are seen as efficient as well
(M=4.99) wherein majority of respondents strongly agree
that the rise in e-wallet transactions significantly contributes
to the volume of transactions using digital banking
(M=5.50, SD=.732) and it increased the number of bank
users (M=5.30, SD=0.82).
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Table 8: Perceived Efficiency

Statements Mean | SD

Ibelieve digital banking have

increased the number of bank | 5.300 |0.823| Strongly agree

users

I see the rise in e-wallet

transactions significantly

contributes to the volume of | 5.500 [0.732| Strongly agree

transactions using digital

banking (e.g., GCash, PayMaya)

Lack of resources (e.g., mobile
phone, internet connection)
hinders me to utilize digital

banking
I find bank offerings accessible
to remote areas through digital | 4.860 |1.155 Agree
banking

Digital Financial Services

enable me to conduct foreign | 5.030 |0.958 Agree

transactions easier

Overall Mean 4.988 Agree

Interpretation

4.250 |1.684 | Somewhat agree

3.3.3 Customer Satisfaction

Respondents seemed to be satisfied with digital transactions
(M=5.01) which is mostly apparent in terms of speed in
facilitating financial transactions using digital banking
(M=5.26, SD=.76) followed by bank services being
accessible to more customers (M=5.23, SD=,93). The least
endorsed statements are related to believing that digital
financial services pose risk of disclosing client's personal
information (M=4.58, SD=1,16), bank's website design is
functional and easy to navigate (M=4.93, SD=1.07).

Table 9: Customer Satisfaction

Statements Mean | SD | Interpretation
There is a speed in facilitating
financial transactions using | 5.260 | 0.760 | Strongly agree
digital banking.
I BBanks website de5|gn_ S| 4930 | 1.066 Agree
unctional and easy to navigate.
I find it easier to check bank
offerings in using digital 5.060 | 0.941 Agree
banking
I believe digital financial
services poses risk of
disclosing client's personal 4.580 | 1.156 Agree
information
I find bank's services accessible
to more customers when using | 5.230 | 0.930 Agree
digital banking
Overall Mean 5.012 Agree

3.3.4 Behavioral Intention to Use

It can be deduced that respondents have strong behavioral
intent to use digital banking (M=3.38) which is greatly
manifested on their highest endorsement on its easiness to
use (M=5.46, SD=.82) and their perception that younger
generation are more likely to engage with digital financial
services of banks than older generation (M=5.46, SD=0.85).

https://www.allfinancejournal.com

The least graded statement is correlated with this, which is
thinking that the use of digital banking should been
encouraged by all people (M=5.26, SD=0.98).

Table 10: Behavioral Intention to Use

Statement Mean | SD | Interpretation

It is easy to use digital banking | 5.460 | 0.822 | Strongly agree

I will use more digital banking
services in the foreseeable 5.430 | 0.756 | Strongly agree
future.

I will recommend digital

banking to people around me. 5.280 | 0.933 | Strongly agree

| perceive younger generation

are more likely to engage with
digital financial services of
banks than older generation

5.460 | 0.846 | Strongly agree

| think that the use of digital
banking should been encouraged| 5.260 | 0.981 | Strongly agree
by all people.

Overall Mean 5.378 Strongly agree

Legend: Strongly Agree (5.17-6.00), Agree (4.33-5.69), Somewhat
Agree (3.50-4.33); SD (Standard Deviation)

3.3.5 Ease of Use

Respondents have positive impression on the digital
banking’s ease of use (M=5.25) which is mostly true in
terms of respondents can quickly use digital banking
services (M=5.43, SD=0.76) followed by the easiness to use
it (M=5.37, SD=.85). The least endorsed statement is related
to the bank’s website design being functional and easy to
navigate (M=5.06, SD=1.02).

Table 11: Ease of Use

Statement Mean | SD
I can easily find instructions on
how to alse digital banking. 5.190 10895 Strongly agree
Bank’s website design is
functional and easy to navigate.
The application process is clear
and easy to understand.
I can quickly use digital banking

Interpretation

5.060 |1.023 Agree

5.190 |0.873| Strongly agree

5.430 |0.756 | Strongly agree

Services.
It is easy to use digital banking | 5.370 |0.849| Strongly agree
Overall Mean 5.248 Strongly agree

3.3.6 Perception on the Usefulness Digital Banking

With a mean rating of 4.86, it can be deduced that
participants have positive perception on digital banking
most especially in terms of digitalization which provides
convenience (M=5.33, SD=.77) followed by banks have
improved and integrated online services in their products
(M=5.19, SD=.79) and digitalization of “my bank infuses up
to date information about new products and service”
(M=5.15, SD=.80). The least endorsed and below average
statements are being reluctant to invest in banks because of
unfavorable news/negative publicity about using digital
banking (M=3.69, SD=1.35) and seeing opportunity to
invest in banking companies because of digitalization
(M=4.69, SD=1.08).

~ 685~


https://www.allfinancejournal.com/

International Journal of Research in Finance and Management

https://www.allfinancejournal.com

Table 12: Perception on the Usefulness Digital Banking

Statements Mean SD Interpretation
1. My bank provides convenience because of digitalization 5.33 0.766 Strongly agree
2. Digitalization of my bank infuses up to d_ate information about 515 0.796 Agree
new products and services
3. I believe banks have |mpr0\{ed and integrated online services in 519 0787 Strongly agree
their products.
4. | see the opportunity to |n\_/e§t in ba'nkmg companies because of 469 1.080 Agree
digitalization.
5. lamreluctant to invest to in banks b.ecauge_of unfavprable 396 1348 Somewhat agree
news/negative publicity about using digital banking
Overall Mean 4.86 Agree

3.4: Significant relationships existing among usefulness, perceived efficiency, customer satisfaction, confirmed efficiency, and

behavioral intention to use digital transactions in the bank

Table 13: Significant Relationships existing on using Digital Banking

Pearson r value p value Decision Conclusion

H1 Perceived usef_ulnes_s vs Customer 0.6597 0.0001 Reject null Significant
Satisfaction

H2 Perceived usefulness vs efficiency 0.5359 0.0001 Reject null Significant

H3 Ease of use and Customer Satisfaction 0.7097 0.0001 Reject null Significant

H4 Ease of use and Efficiency 0.5672 0.0001 Reject null Significant

Perceived usefulness and behavioral . .
H5 intention to use 0.7308 0.0001 Reject null Significant
H6 Perceived efficiency and behavioral 0.5764 0.0001 Reject null Significant
intention to use

H7 Behavioral intention to use and customer 0.6055 0.0001 Reject null Significant
satisfaction

H8 | Behavioral intention to use and efficiency 0.5764 0.0001 Reject null Significant

Pearson Product Moment Correlation is used to determine
the correlation between usefulness, perceived efficiency,
customer satisfaction, confirmed efficiency, and behavioral
intention to use digital transactions in the bank. This
statistical analysis is found suitable because all variables are
continuous in nature. In general, all variables are
significantly (p<.05), positively and largely correlated (>.7)
with each other; therefore, all null hypotheses were rejected.
This implies that as one variable increases, other variables
increase as well, to a very large extent.

Results show that significant relationships exist between
perceived usefulness and customer satisfaction (p=.0001).
Specifically, correlation coefficient of 0.6597 implies a
moderate positive relationship. This implies that a higher
perceived usefulness will also result in higher customer
satisfaction. Similarly, p value of 0.0001 and coefficient of
0.5359 suggest a moderate positive relationship between
perceived usefulness and efficiency. Moreover, ease of use
perception also turns out to be strongly positively correlated
with customer satisfaction (r=.7097). This implies that
higher perception on ease of use will also lead to higher
customer satisfaction. Results also reveal that significant
relationships exist between ease of use and efficiency.
Specifically, their relationship can be described as
moderately positive (r=.5672)

The relationship between perceived usefulness and
behavioral intention to use also turns out to be significant.
Correlation coefficient is 0.7308 which suggests a strong
positive correlation. Likewise, efficiency (r=.5764) and
customer satisfaction (r=.6055) also turn out to be
significantly correlated with intention. Hence, a better

satisfaction, efficiency, and better usefulness will lead to
higher intention to use.

4. Discussion

Today more than ever, it is imperative that there be an
objective exploration as to how technological integration
impacted the banking experience of consumers in the
Philippines most especially in terms of its usefulness,
perceived efficiency, customer satisfaction, confirmed
efficiency, and behavioral intention to wuse digital
transactions in the bank. This will help in knowing the
current level of integration and how can digitally bank
transactions can be further improved.

The objectives of this study were attained in this study. One
of the research goals is to provide the important use to
improve the current digital financial services of the banks.
This study proved how digital banking enabled many
people, especially the young to use fully bank services and
how it brought convenience in the daily lives of people
specially in terms of transferring money, paying bills and
alike.

Other objectives such as to provide information to the
customers that can help them utilize any technological
advancement of the banks that came from the results of the
study, to educate the community about the importance of
digital banking and to produce significant data that will
bring helpful comprehension towards the effectiveness of
digital financial services of banks were all achieved as well.
This will increase the confidence of the older generation in
trusting bank transactions most specially in making
investments. This would also pave the way for banks to
improve digital banking that may work even with low
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technology devices and those with weak internet
connections.

All null hypotheses were rejected, confirming that there is a
significant, positive and large relationship between
usefulness, perceived efficiency, customer satisfaction,
confirmed efficiency, behavioral intention to use digital
transactions in the bank, ease of use and perception of
digital banking.

As mentioned in the synthesis section of the literature
review, the empirical data on the successful performance
and customer satisfaction in adapting digitalized banks is
limited. As a result, only a few research directly refer to the
existing theoretical frameworks for understanding the
impact of digital transformation on banks. (Cortellazzo et.al,
2019) 81, The result of this study bridges the knowledge gap
and a continuing need to perform current study to better
comprehend the concept of digital transformation and
satisfaction.

This will further inspire bank authorities to consider the
large propensity of digital financial services to influence
bank business models. This rising engagement of big
technology firms in financial services includes new cyber
and financial threats, banks' vast algorithms, and correct
evaluation. It is true that regulators should look for new
dangers to financial stability and consumer rights in general
(Elderson, 2020). The limitations of the past study have
advised that future research be investigated as how customer
happiness might aid in the digital transformation process has
been addressed by this study.

This study utilized Technology Acceptance Model and its
main assumption is actual use of the system relies on the
perceived usefulness and perceived ease of use to produce
behavioral intention to use which has been proven in this
study since there is a significant, positive, and even large
correlation between perceived usefulness and behavioral
intention. Interestingly, this research provided additional
variables that are worthy to be explored such as customer
satisfaction wherein it increases to a large extent when ease
of use increases. Despite being a great addition in the body
of knowledge pertinent to digital banking, the result of this
study may not be generalizable still and the lack of
qualitative data limits the interpretation as well. This could
serve as a baseline data in improving the digital financial
services in the Philippines.

5. Conclusion

1. This study confirmed that digital baninserk transactions
are perceived as useful, and efficient. It also increases
the customer satisfaction, and their behavioral intention
is high as well. This proved the positive reception of
customers on digital banking services.

2. Participants have a strong and positive reception on
variables related to digital bank transactions most
especially in terms of behavioral intention to use
followed by perceived usefulness, ease of use, customer
satisfaction, efficiency and lastly, perception on digital
banking.

3. The highest rated statement is about seeing the rise in e-
wallet transactions significantly contributing to the
volume of transactions using digital banking (e.g.,
Gcash, Paymaya) and appreciating that it can be
accessed anytime and anywhere as long as there is an

https://www.allfinancejournal.com

Internet connection. Common theme as well that it is
appreciated because of its accessibility.

Based on the banking profile and the result of the rating
scale, the areas for improvement of digital banking
services were on increasing security, availability of
resources, and increasing awareness and efficiency in
using technology in banking. Investing is also
challenging to do in digital banking perhaps with the
lack of immediate feedback and interactions when done
online.

All null hypotheses were rejected thus, significant
relationships were found among and between variables.
The variables with the strongest correlation are
Perceived usefulness and behavioral intention to use
followed by Ease of Use and Customer Satisfaction.
This implies that as Perceived Usefulness intensifies,
Behavioral Intention largely increases as well and vice
versa. The same is true with Ease of Use and Customer
Satisfaction.

On the other hand, variables with positive, significant
yet moderate relationships are Perceived Usefulness vs
Customer  Satisfaction, Perceived Usefulness vs
Efficiency, Ease of Use and Efficiency, Perceived
Efficiency, and Behavioral Intention to Use, and
Behavioral intention to use and efficiency. This means
that as one variable increases, the other variable
increases as well but to a moderate extent only and vice
versa. This implies that these variables explain nearly
28% to 50% of the variance in respondents’ scores
which means there is an overlap with these variables.
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