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PREFACE  

 

A research project is one of the main requirements for graduating students of the 

Bachelor of Finance (Financial Technology) with honours to complete the study at 

University Tunku Abdul Rahman (UTAR). First and foremost, the research topic is 

supervised by Ms. Ung Leng Yean with the title “Intention to Adopt a Digital Bank 

among Generation Z in Malaysia”. Selecting this topic is due to Generation Z being 

tech–savvy and increasingly using sustainable products. Nowadays, the digital bank 

has a significant trend in Malaysia. Although there has been a rise in security issues 

with digital banks, Generation Z continues to adopt them. This study aims to 

examine the determinants influencing their intention to adopt a digital bank in 

Malaysia. This study examines four key factors: perceived usefulness, trust, security 

concern, and environmental concern. The objective of this study is to provide a 

better understanding of how these factors influence Generation Z’s intention to 

adopt a digital bank in Malaysia. In addition, the findings of this study are beneficial 

to the financial sector, providing insights into enhancing digital bank services and 

addressing issues aligned with Generation Z's preferences.  
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ABSTRACT  

 

This study examines the determinants of Generation Z’s intention to adopt a digital 

bank in Malaysia, focusing on perceived usefulness, trust, security concerns, and 

environmental concerns as key predictors. This study underlies three theories, 

which are the Technology Acceptance Model (TAM), Value–Belief–Norms theory 

(VBN) and Theory of Perceived Risk (TPR), to identify the intention to adopt a 

digital bank among Generation Z in Malaysia. Additionally, this study aims to 

address the research gap regarding Generation Z by examining the predictors of 

perceived usefulness, trust, security concern, and environmental concern identified 

in a past study. This study is conducted using a quantitative approach, utilising 

convenience sampling of 200 Generation Z respondents (aged 1997 - 2012) via an 

online questionnaire survey using ordinal, nominal, and Likert scales. In addition, 

this study uses SPSS as a data analysis tool to analyse the descriptive analysis, 

reliability testing, and inferential analysis. This study uses a multiple regression 

model to show that perceived usefulness, trust, security concern, and environmental 

concern are significantly related to the intention to adopt a digital bank among 

Generation Z in Malaysia. As a result, the findings show that perceived usefulness, 

trust, and environmental concern influence the intention to adopt a digital bank 

among Generation Z in Malaysia. However, security concerns do not affect it 

because to p-value is larger than the significance level. Thus, this study provides a 

comprehensive understanding of the digital bank context, especially trust, which is 

the highest indicator. However, the limitations of this study include a smaller sample 

size, a focus on Generation Z, and the use of quantitative research methods. Hence, 

future research is suggested to increase the sample size, focus on and compare with 

other generations, and conduct a mixed-methods approach to provide valuable 

insights into the digital banking context.
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CHAPTER 1: RESEARCH OVERVIEW  

 

 

1.0 Introduction  

 

The intention of Malaysia's Generation Z to use a digital bank is investigated in this 

study. It also identifies the challenges associated with digital bank adoption among 

this group and establishes the research problem. Furthermore, the chapter outlines 

the research objectives and questions, highlights the study's significance, and 

concludes with a chapter overview. 

 

 

1.1  Research Background  

 

To remain competitive amid rapid technological innovation, businesses worldwide 

are adopting digital transformation (Phunong et al., 2024). The banking sector sees 

digitalisation as essential for sustainable growth. A digital bank is to be a 

modernised traditional bank that uses mobile devices, internet services, artificial 

intelligence (AI), electronic payments, blockchain, APIs, and other innovations 

(Goh et al., 2024). According to Bank Negara Malaysia, digital banks primarily 

operate through online platforms such as mobile apps and websites, without 

physical branches (Abdullah, 2025). This allows them to reduce operating costs and 

deliver more efficient services than traditional banks. 
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Figure 1.1 Digital Banking Landscape in Malaysia.   

 

 

 

Source: Cheong (2025) 

 

According to Cheong (2025), Malaysia began a digital bank in 2022, and the trend 

has been consistently upward.   As shown in Figure 1.1, the digital bank landscape 

in Malaysia’s fintech industry expanded dramatically last year, following the 

establishment of the country’s first digital banks in 2022. Since Q4’23, awareness 

and familiarity with digital banks have steadily increased, with 93% of customers 

stating that they were aware of them in Q4’24. While not many people are familiar 

with digital banks, we should expect to witness a steady increase as 2025 

approaches. By doing so, it states that awareness and familiarity with the digital 

bank among Malaysian citizens are becoming more widespread. At the same time, 

digital banks have higher market penetration and are becoming increasingly popular 

year by year.  

 

Additionally, the Malaysian financial system comprises two segments: monetary 

and non-monetary companies. Commercial banks and Bank Negara Malaysia, the 

country’s central bank, are examples of monetary companies (Low et al, 2024). On 

the other hand, nonmonetary companies include finance companies, discount 

houses, government departments and agencies, insurance companies and others (Oh, 
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2000). Malaysia has a two-banking system, including conventional and Islamic 

banking (Low et al., 2024). A conventional bank usually provides an interest–based 

banking system, is like pay interest to depositors and receiving interest from the 

borrowers, whereas Islamic banking does not offer any interest as it emphasises on 

the syariah principles (Low et al., 2024). This is because interest-based Islamic 

finance is known as Riba and is prohibited under the Shariah (Ahmad, 2013).  

 

Nowadays, the financial sector in Malaysia is undergoing a significant digital 

revolution, offering promising prospects for corporate innovation and expansion. 

Bank Negara Malaysia has updated its guidelines on the licensing Framework for 

digital banks (BNM, 2020). By doing so, it is to simplify the proposal of the 

regulatory framework for digital banks applicable during the foundational phase. 

The simplifications aim to protect the integrity and stability of the financial system 

while lowering the regulatory burden for new players with compelling value 

propositions for the growth of the Malaysian economy. For instance, the Basel II 

capital framework has simplified the risk categories used to determine the credit 

and market risk components for risk-weighted assets (BNM, 2020). It is called the 

capital adequacy requirement. In addition, simplifying the liquidity requirement, 

such as the digital bank must hold high-quality liquid assets equal to 25% of its on-

balance sheet liabilities (BNM, 2020). Hence, once the foundational phase is 

complete, digital banks must adhere to all comparable regulatory rules that apply to 

other banks. 
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Figure 1.2 The Category of License, Approval, or Registration in Bank Negara 

Malaysia.  

 

 

 

Source: Bank Negara Malaysia (BNM), 2022. Financial Sector Participants 

Directory 

 

According to the GMO research & AI (2025), the finance sector in Malaysia is 

undergoing rapid digitalisation, accounting for 4.6% of GDP in 2022. This 

improvement is supported by the regulatory policies, such as Bank Negara Malaysia 

issuing a digital bank license and the regulatory sandbox, which enable innovation 

and competition. Malaysia has a promising market for digital bank solutions, as 

evidenced by its high internet penetration rate of 98% (2024) and bank account 

ownership rate of 92%. These statistics show that the populace is open to digital 

financial services. According to Figure 1.1, the Minister of Finance has approved 

five digital banks in Malaysia, each with a license (Low et al., 2024). The Financial 

Services Act 2013 (FSA) and the Islamic Financial Services Act 2013 (IFSA) are 

the two legal provisions that govern the legally granted licenses. For instance, the 

BNM license approvals under the Financial Services Act 2013 (FSA) include Boost 

Bank Berhad, GX Bank Berhad, and YTL Digital Bank Berhad. Since YTL Digital 

Capital Sdn Bhd and Sea Limited founded YTL Digital Bank Berhad, it operates 

under the brand name of Ryt Bank (Ryt bank, 2025). On the other hand, the BNM 

approved the license under the Islamic Financial Services Act 2013 (IFSA) 

encompassing Aeon Bank (M) Berhad and KAF Digital Bank Berhad (BNM, 2022).  
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Figure 1.3 Usage of Digital Bank  

 

 

 

Source: Cheong (2025) 

 

Gong (2025) claims that broadband usage in Malaysia soared over this period due 

to government-related COVID-19 movement restrictions, which restricted access 

to physical work and study environments and compelled many consumers to use 

digital tools to complete tasks from 2019 to 2022. This rapid increase in broadband 

consumption, particularly smartphone and mobile internet use, has also accelerated 

the growth of Malaysian digital bank services. Coupled with changing consumer 

behaviour seeking a safer, more convenient financial service, the number of digital 

bank services available to many Malaysians exploded (Teo, 2025). All of this has 

had an enormous impact on the national economy, due to increased trust in financial 

institutions and Fintech startups creating and expanding digital bank services. To 

reinforce this rapid growth, PwC conducted a “Virtual Banking: Malaysian clients 

take charge” survey in November 2019, outlining that 74% of Malaysians were 

ready to open accounts with a digital bank. However, Cheong (2025) states that 93% 

of Malaysian citizens are aware of digital banks, with 50% of users using them. 

According to Figure 1.3, the digital bank of GX has the highest number of users, 

followed by Aeon Bank and Boost Bank Berhad. Thus, the trend of the digital bank 

will continue upward in the future. At the same time, most consumers would be 
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willing to share their data, as long as the security measures protecting it were 

trustworthy (Teo, 2020). All of this implies that consumers in Malaysia were more 

than ready for digital bank services as long as their safety concerns are addressed. 

 

In Malaysia, Generation Z is the largest age group, accounting for 29% of the 

population and earning US$327 million per month (Tjiptono et al., 2020). 

According to Tjiptono (2020), Generation Z in Malaysia is a tech-savvy generation 

that spends an average of 8 hours a day online and primarily relies on social media 

and cell phones. Nik et al (2024) state that individuals born between 1997 and 2012 

comprise Generation Z, often known as the Centennial generation, and account for 

roughly 8.476 million people, or 19% of Malaysia’s total population.  

 

This generation is deeply familiar with digital technology, adopting a fast, practical 

approach as they encounter it. Not only that, but Generation Z experienced the 

effects of the 2008 Great Recession (HTEC, 2021). They witnessed their parents’ 

financial hardships and the toll that economic uncertainty took on a family. At the 

same time, this generation is burdened by student loans such as PTPTN. Thus, it 

will help them spend the money more carefully and sustainably.  

 

On top of that, Generation Z has a significant impact on fintech, digital banks, and 

traditional banks. One of the main factors influencing Gen Z’s purchasing decisions 

is sustainability. 73% of Gen Zers are willing to pay more for sustainable items, and 

62% prefer to purchase from sustainable brands (HTEC, 2021). Consequently, Gen 

Zers will likely seek banking services that help them invest in sustainable brands. 

Hence, Generation Z is aggressively transforming Fintech and traditional banking 

as "digital natives" will improve the financial services industry by emphasising 

efficiency, sustainability, trust, and personalisation.  
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Figure 1.4 Interest in digital banks and interest level in digital bank services 

 

 

 

Source: Visa (n.d.) 

 

According to Visa (n.d.), approximately 77% of Generation Z show awareness and 

interest in digital bank, indicating a firm intention to adopt it. This statistic measures 

the strong awareness and willingness of Generation Z towards financial solutions. 

Generation Z has the highest interest in digital bank among generations. It indicates 

that they are tech–savvy and comfortable with technology. However, the interest 

levels in digital bank services did not split by generation, but it provides an 

overview of which services have the most interest among Malaysian citizens. It can 

be assumed that Generation Z would like to pay bills (65%), transfer money to 

friends and family (58%), make deposits and withdrawals (58%), and use other 

services to improve their digital efficiency. In contrast, Generation Z shows a 77% 

interest in Islamic digital bank, indicating a greater willingness to use these services. 

Thus, there is a high level of interest in digital banks and Islamic digital banks 

among Generation Z. According to Kurniawan and Jesica (2024), 80% of 

Generation Z have shifted from traditional banks to digital bank services due to 
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digital efficiency. Consequently, Generation Z becomes a crucial group affecting 

the adoption and growth of digital bank services (Kurniawan and Jesica, 2024).   

 

Although there is a strong adoption trend, consumers still prefer traditional banks. 

According to Finextra (2025), Malaysians still prefer conventional banks as their 

first choice of financial institutions. It provides strong security, trust, and physical 

branches for personal service. In addition, traditional banks also offer partnership 

networks that support business growth and digital transformation for SMEs (UOB, 

2022). Thus, digital bank provides convenience to users whereas traditional banks 

remain helpful in public due to trust, usefulness, security and others. 

 

 

1.2  Problem Statement  

 

The recent COVID-19 pandemic has affected many other sectors, specifically the 

banking industry. Digital-only banks, which were at the rise point, had an adverse 

effect during the coronavirus pandemic. The pandemic has hit many business 

models, such as digital banks, which are "more vulnerable" than traditional banks. 

On top of that, S&P Global Ratings said it has been boosting its digital offerings 

during the pandemic (Paul, 2021). The digital banks depend on higher interest rates 

on deposits to attract consumers and frequently have smaller market shares than 

traditional banks. However, they have found it challenging to maintain this business 

model in ultra-low interest rates. Furthermore, many digital banks are tiny, 

inexperienced in the loan process, and have never gone through a complete credit 

cycle, which highlights the weaknesses in the business models (Paul, 2021). While 

some digital banks could not hold the economic consequences of the pandemic, 

others might need to change their business plans or find more reliable partners to 

combine with them. All the fact is supported by the news of Edge Malaysia in 2021 

titled “Covid–19 hitting the digital bank hard”.  

 

The largest population in Malaysia is Generation Z (Chen et al., 2024). As 

mentioned, this generation is tech-savvy and spends much of its time playing reels 

or scrolling through social media daily (Tjiptono, 2020). Hence, this generation is 
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forced to adopt a digitalised bank to make daily transactions, although it has 

benefited Generation Z (Lee et al, 2023). As Laycock (2022) mentioned, Gen Z 

likely to have a digital bank account in Malaysia, as 20% of them had an active 

account than previous generations. For illustration, Maybank has noted that there is 

a 1.47 billion transactions during November 2021, representing a 35% increase 

from 1.15 billion in 2020. It shows that the rise of transaction volume has reflected 

the willingness of the generation to adopt a digitalised bank.  

 

Firstly, consumers utilise a digital bank only when it is advantageous to them. The 

user might hold the uncertainty services, such as delayed transactions and 

inconvenience, to adopt a digital bank (Lee et al., 2023). Not only that, but 

sometimes digital banks are perceived as insufficient compared to the personalised 

customer service available at traditional bank branches (Nik, 2024). Furthermore, 

customers' access to digital bank services is restricted as digital banks do not offer 

the same financial services as traditional banks (Omar, 2023). For example, digital 

bank services do not offer notarisation and bank signature guarantees as routine 

services to the customer since they require many financial and legal transactions.  

 

Another barrier to digital banks is the lack of trust (Lee et al, 2023). Besides that, 

Nik (2024) mentioned that digital banks' trust, reliability, and stability are critical 

barriers compared to traditional banks with good reputations and physical branches 

in Malaysia. This is attributed to low digital privacy awareness, the influence of 

trust, limited confidence in digital services, as well as minimal direct engagement 

between consumers and financial service providers. On top of that, the disadvantage 

of digital banks is that they feel less adopted by consumers due to financial decision-

making (Windasari, 2022). Making financial decisions is crucial because of 

concerns about privacy, trust, and other potential hazards that bank customers may 

face. Thus, research found that trust was the crucial consideration for Generation Z 

in adopting a digital bank. 

 

Nowadays, the growth of online transactions, e-commerce, and digital banks has 

given scammers new opportunities for attack. For instance, financial damages from 

these illegal acts, ranging from investment and phishing schemes to job fraud and 

love scams, total billions of Ringgit yearly (Beh, 2025). On top of that, Lee et al. 
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(2023) noted that security is a significant issue for digital banks, particularly for 

their customers. Thus, Generation Z is more aware of security issues to influence 

the use of the digital bank. Additionally, consumers fear that their data and privacy 

are being hacked by scammers (Windasari et al, 2022). Therefore, the consumer 

will be more concerned about security, especially with a digital bank, than with a 

traditional bank. Thus, consumers will suffer from financial loss due to security risk 

in a digital bank, which makes Generation Z unwilling to utilise.  

 

Due to climate change, such as water pollution and deforestation of palm oil 

plantations, which endanger biodiversity, it has also become a current Malaysian 

environmental challenge (Eric, 2024). According to Windasari et al. (2022), a 

digital bank is environmentally friendly as it involves no paper, is pollution-free, 

and reduces vehicle traffic. It also helps to remove the need for an office and 

premises, saving to financial expenses for a digital bank. However, the study area 

for Generation Z remains underdeveloped in terms of environmental concerns. 

According to Saif et al. (2022), digital-only banks are becoming more popular 

worldwide, yet Malaysia’s digital bank adoption rates remain low. In Malaysia, 

factors influencing the adoption intention of digital-only banks, such as 

environmental concerns, have not been sufficiently researched among Gen Z. 

 

Therefore, this study investigates environmental concerns, perceived usefulness, 

trust, and security concerns related to Generation Z's intention to adopt a digital 

bank in Malaysia, as environmental concerns are a new independent variable to be 

examined among Generation Z to adopt the digital bank.  

 

 

1.3  Research Question  

 

 

1.3.1 General Question 

 

This study’s general question is: What are the determinants of Generation Z’s 

intention to adopt digital banks in Malaysia?  
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1.3.2 Specific Question  

 

The following research questions help to define the study:  

 

Table 1.1 Specific Question 

 

Is there a significant 

relationship between  

Perceived usefulness (PU) and intention to adopt 

a digital bank among 

Generation Z in 

Malaysia? 

Trust (T) 

Security Concern (SC) 

Environmental Concern (EC) 

 

Source: Author’s development  

 

 

1.4  Research Objective  

 

 

1.4.1 General Objectives  

 

The objectives of this study are to identify the determinants of the intention to adopt 

digital banks among Generation Z in Malaysia, including perceived usefulness, trust, 

security, and environmental concerns. 

 

 

1.4.2 Specific Objectives   

 

To address the general objective, four specific objectives have been developed as 

follow:  

 

Table 1.2 Specific Objective 
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To determine whether 

there is a significant 

relationship between  

Perceived usefulness (PU) and intention to adopt 

a digital bank among 

Generation Z in 

Malaysia? 

Trust (T) 

Security Concern (SC) 

Environmental Concern (EC) 

 

Source: Author’s development  

 

 

1.5  Hypothesis of the Study  

 

Hypothesis 1:  

H0: A negative relationship between perceived usefulness and intention to adopt a 

digital bank among Generation Z in Malaysia.  

H1: A positive relationship between perceived usefulness and intention to adopt a 

digital bank among Generation Z in Malaysia.  

 

Hypothesis 2:  

H0: A negative relationship between trust and intention to adopt a digital bank 

among Generation Z in Malaysia.  

H1: A positive relationship between trust and intention to adopt a digital bank 

among Generation Z in Malaysia.  

 

Hypothesis 3:  

H0: A negative relationship between security concerns and the intention to adopt a 

digital bank among Generation Z in Malaysia.   

H1: A positive relationship between security concern and intention to adopt a digital 

bank among Generation Z in Malaysia.  

 

Hypothesis 4:  

H0: A negative relationship between environmental concern and intention to adopt 

a digital bank among Generation Z in Malaysia.   

H1: A positive relationship between environmental concern and intention to adopt 

a digital bank among Generation Z in Malaysia.  
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1.6  Significance of the study  

 

This study aims to understand how perceived usefulness, trust, security concerns, 

and environmental concerns affect Generation Z’s willingness to use a digital bank 

in Malaysia. To focus specifically on Generation Z, this research offers more 

relevant insights into how this group is becoming a key customer segment for digital 

banks.  

 

First and foremost, perceived usefulness plays a significant role for Generation Z, 

which is tech–savvy and constantly seeks practical, efficient digital services. They 

expect bank apps to offer the same level of efficiency to social media, e-commerce, 

and fintech platforms, as they use them daily (Windasari et al., 2022; Nurahmasari 

et al., 2023). If a digital bank can help them accomplish the task quickly and 

effectively, such as managing transactions online without needing to visit physical 

stores. Therefore, Generation Z is more willing to adopt digital bank services 

because they help them solve problems. Thus, perceived usefulness directly 

influences their intention to adopt a decision. This indicates why perceived 

usefulness is a crucial variable to study in relation to Generation Z’s intention to 

adopt a digital bank.  

 

In addition, trust plays a key role in shaping Generation Z's intention to use digital 

bank services within Malaysia. Nowadays, Generation Z heavily relies on 

networking, such as social media, and spends significant time on platforms like 

Instagram Reels and TikTok, where they usually review all the comments before 

committing to new services, compared to older generations (Sitit et al., 2021). 

Therefore, the decision-making is shaped by personal trust and institutional trust. 

For instance, Generation Z may adopt a digital bank after hearing about a positive 

experience from friends or family. Thus, trust is not only a basic requirement but 

also becomes a social norm for this generation as it is essential to explore the role 

in shaping intention to adopt.  
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Furthermore, security concerns remain a barrier to Generation Z adopting a digital 

bank. This generation is more aware of cybersecurity threats, despite their comfort 

with technology, due to increased fraud, phishing, and scams (Beh, 2025). In 

addition, if Gen Z users believe that digital financial services are at risk of attacks, 

they might be unwilling to utilise them. Therefore, examining this concern is 

important to understand how security can encourage or discourage the adoption of 

Generation Z. 

 

In addition, environmental concern is an important but understudied factor among 

Generation Z in terms of digital bank. Previous research has been infrequent or 

rarely focused on Gen Z despite the trend towards increased environmental 

awareness (Saif et al., 2022). This is partly because digital-only banks have begun 

to view Gen Z as an attractive customer segment, actively promoting brands and 

services aligned with sustainability, such as policies that reduce paper consumption 

and carbon footprints (Windasari et al., 2022). The role that sustainability awareness 

can play in the adoption of a digital bank has been lacking. Thus, this study aims to 

fill the gap by determining environmental concern as a new independent variable 

among Gen Z in Malaysia. 

 

Ultimately, although this study falls within the scope of Generation Z, it is also 

important for policymakers and financial service providers. With respect to the 

government and the regulators, the information will enable them to develop more 

relevant financial frameworks and policy recommendations for digitalisation. As 

for financial service providers, we will be able to draw up, for example, policies 

that align with Gen Z’s trust-based values, highlight usefulness, enhance security, 

and address environmental concerns. 

 

In short, this research might be advantageous for future research. Numerous studies 

on this topic have been carried out by earlier researchers, such as Saif et al (2022), 

Lee et al (2023), Chamaine et al (2023), Amy et al (2023), Low et al (2024), Goh 

et al (2024), and Shilpa et al (2020). However, no research has been conducted to 

analyse Generation Z's desire to use a digital bank in Malaysia, using independent 

variables such as perceived usefulness, trust, security concerns, and environmental 

concerns. Therefore, this study is advantageous for future researchers, as it provides 
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an insight into Generation Z's intention to adopt a digital bank in Malaysia and helps 

fill the existing research gap.  

 

 

1.7 Layout of Chapters   

 

Chapter 1: Introduction  

 

Chapter 1 provides context for the topic with a comprehensive background 

overview. The problem statement will highlight key difficulties and gaps in current 

research that the study aims to address. This study's research questions and 

objectives are presented, providing a framework that directs the approach and 

analysis. Finally, the study's significance will be discussed, highlighting its potential 

impact and contributions. Chapter 1 provides a detailed foundation. 

 

Chapter 2: Empirical Study  

 

Chapter 2 presents a review of the literature, integrating key theoretical frameworks 

and empirical findings from previous studies that have contributed to the 

understanding of the topic. In addition, this chapter includes explanations of each 

variable and details on how previous studies' ideas and concepts apply to my 

research. Furthermore, it will assume the hypothesis based on the previous study's 

result or idea for this research. In short, it will develop a chapter summary for this 

study.  

 

Chapter 3: Research Methodology 

 

This study uses a quantitative research methodology to investigate the variables 

impacting Malaysian Generation Z's intention to use digital banking. Primary data 

is gathered from Generation Z respondents via an online survey using a 

standardized questionnaire. To choose appropriate study participants, a sampling 

technique is used. To evaluate the suggested hypotheses and accomplish the study 

goals, statistical software is used to analyse the gathered data in order to perform 
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descriptive and inferential analyses, such as reliability, correlation, and regression 

analyses. 

 

Chapter 4: Data Analysis  

 

First and foremost, SPSS software will be utilised in this chapter to create and 

analyse findings. Furthermore, this study will generate outcomes for the hypotheses 

and research questions and analyse the results once the data are collected. It will 

start with descriptive research, which provides an overview of each component, 

including the demographic section, the dependent variable, and the independent 

variable. By doing so, it will use a multiple regression model to investigate the 

relationships between independent factors and dependent variables. Furthermore, 

the findings will be presented in tables showing the coefficient estimates, p-values, 

and variable correlations. 

 

Chapter 5: Conclusion of the Study  

 

This chapter summarises the analysis of the research findings from Chapter 4. Thus, 

it provides an overview of the study’s findings, conclusions, implications, 

limitations, and recommendations for future research. In addition, this chapter is 

concluded by the research’s contribution to emphasise the importance of this study.  

 

 

1.8  Chapter Summary    

 

In short, it will discuss the background of the digital bank, Generation Z, the 

research problem, the research objective, the hypothesis, and the significance of the 

study in this chapter 1. Thus, the following chapter will analyse the theory and 

empirical study, identify the hypotheses and conceptual framework, and identify the 

research gap.  
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CHAPTER 2: LITERATURE REVIEW 

 

 

2.0  Introduction  

 

This chapter will review previous studies that contributed to the development of the 

constructs used in this study. It will also discuss previous studies on the definition 

of the intention to adopt a digital bank among Generation Z in Malaysia (DV), as 

well as the key constructs of perceived usefulness (PU), trust (T), security concerns 

(SC), and environmental concerns (EC). In addition, the chapter will introduce a 

new conceptual framework for this research and address the research gaps identified 

in the study. In short, a summary of the chapter will be provided. 

 

 

2.1  Underlying Theories  

 

 

2.1.1  Technology Acceptance Model (TAM)  

 

The Technology Acceptance Model (TAM) is crucial for understanding the factors 

that determine the intention to adopt a digital bank among Generation Z in Malaysia. 

TAM, developed by Fred Davis in 1989, is used to describe consumers' use of 

technology based on ease of use and utility (Marikyan et al., 2022). This theory 

underlies variables such as perceived usefulness (PU) to influence Generation Z's 

desire to use a digital bank in Malaysia (Rahmadhani et al., 2022). 

 

The degree to which an individual feels that using technology enhances their 

performance is known as perceived usefulness (PU) (Marikyan et al., 2022). This 

concept, based on Bandura’s (1989) outcome-judgment theory, proposes that 

people’s behaviour is motivated by their expectations of positive outcomes. In the 

context of a digital bank, PU denotes the conviction that employing a digital 
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platform will improve financial management or increase banking efficiency (Chen 

et al., 2023). 

 

Behavioural intention relates to an individual's propensity to act; stronger intentions 

are more likely to be activated (Chen et al., 2023). Perceived ease of use refers to 

the extent to which individuals perceive a system to be simple and effortless to use 

(Marikyan et al., 2022). Both PU and PEOU play important roles in determining 

how new technologies are accepted. 

 

However, TAM has its limitations. It frequently overlooks the more individualised 

impacts, such as environmental issues, that Gen Z must increasingly consider in 

favour of concentrating on user behaviour and technological specifications. (Lee et 

al., 2023). For instance, Generation Z is increasingly concerned about sustainability 

(HTEC, 2021), which affects not only their purchasing decisions but also their 

readiness to embrace innovations like a digital bank (Windasari et al., 2011). 

Therefore, TAM’s evaluation of usability and utility by itself is insufficient to 

explain why Generation Z prefers digital banks. Also consider the effects of social 

norms, sustainability, and trust in technology. 

  

Due to this limitation, additional constructs to be included in TAM are needed to 

develop a more complete model (e.g., environmental factors and other issues 

relevant to Generation Z). Lee et al. (2023) suggest that TAM can serve as a helpful 

tool for tracking the factors that influence the intent of Generation Z digital bank 

customers. However, it is in extending the model to include these facts that we need. 

That will provide a more in-depth understanding of the decision-making process for 

Generation Z in Malaysia. 

 

The TAM offers a robust theoretical basis for investigating digital bank adoption, 

particularly in addressing Generation Z’s needs. It has been widely applied and 

validated in previous studies (Lee et al., 2023; Chen et al., 2023; Soo et al., 2023; 

Rahmadhani et al., 2022). Within TAM, PU serves as a central construct, making it 

especially relevant for explaining technology adoption specifically for Generation 

Z. 
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Figure 2.1 The diagram of the Technology Acceptance Model (TAM).  

 

 

 

(Source: Adapted from Marikyan, 2022) 

 

 

2.1.2  Value – Belief Norms Theory (VBN) 

 

Besides, value–belief–norm theory (VBN) is also important in understanding the 

factors that determine Generation Z’s intention to use a digital bank in Malaysia, 

like environmental concern. This was introduced by Stern et al. (1999). However, 

the VBN theory is appropriate than TPB and NAM for this study. It is also 

grounded on VBN, which justifies the need for presenting a causal sequence of pro-

environmental behaviour related variables (Environmental behavior because of 

interaction between values,  beliefs, individual characteristics), resulting in 

encouraging individuals to favour sustainability and environmental protection 

(Shang et al., 2023; Taneja & Ali, 2020). An ego ideal for all actions to be directed 

towards desired cross-situational goals with varying degrees of relative importance 

value (Ghazali et al., 2019). The value component also encompasses ecological, 

altruistic, and egoistic aspects. They are one’s values toward the biosphere, other 

people, and oneself (Liu & Wu, 2020).  

 

Belief is a two-part concept that encompasses views about nature and human action 

(Ghazali et al., 2019). Additionally, this belief is grounded in the New 

Environmental Paradigm (NEP). According to Taneja & Ali (2020), NEP, which 
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considers natural balance, ecological boundaries, and human participation in nature, 

has been used to assess environmental concerns and goals. While Liu and Wu (2020) 

argue that the NEP challenges traditional social norms, suggesting that our lack of 

concern for environmental protection in favour of economic gain has contributed to 

environmental issues. We must reconsider our relationship with the natural 

environment. Ghazali et al. (2019) state that the Value-Belief-Norm (VBN) model 

posits that individuals develop an awareness of the consequences of environmental 

problems and the responsibility they may have in minimising these problems and 

environmental conditions. If they feel strongly responsible for protecting the 

environment, they can create personal norms that drive pro-environmental 

behaviour on their own behalf (Ghazali et al., 2019). Personal norms, attributed 

responsibility, environmental awareness, altruistic awareness, and egoistic 

awareness all influence pro-environmental behaviour intentions (Liu & Wu, 2020). 

Thus, a norm–activation includes three variables: awareness of consequences, 

accountability, and personal norms (Ghazali et al., 2019).  

 

Additionally, the theory of planned behaviour (TPB) and norm–activation theories 

(NAT) are also commonly employed in research on environmental behaviours (Liu 

& Wu, 2020). For example, Norm Activation Theory (NAT) provides a better 

explanation for commuters’ reduced use of personal vehicles than the Theory of 

Planned Behaviour (TPB). In addition, Stern et al. (1995) developed the Value-

Belief-Norm (VBN) theory, which posits that egoistic, altruistic, and ecological 

values shape beliefs (e.g., ecological worldview, awareness of consequences, 

ascribed responsibility), leading to a personal norm. This personal norm determines 

pro-environmental behaviour (PEB) (Liu & Wu, 2020).  

 

Thus, this theory has overcome the limitations of TAM, particularly in addressing 

the variable of environmental concern. VBN provides a foundation and 

comprehensive study to explore the factors influencing the intention to adopt a 

digital bank among Generation Z in Malaysia. Within this theory, environmental 

concern is a belief factor influencing the intention to adopt a digital bank. Digital 

banks that reduce paper use, limit physical infrastructure, and promote sustainable 

practices align with the environmental responsibility values of Generation Z (HTEC, 

2021; Yahaya et al., 2025). In short, VBN is well-suited for explaining the impact 
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of environmental concerns on the adoption of digital bank among Generation Z in 

Malaysia. In contrast to the Theory of Planned Behaviour (TPB) and Norm 

Activation Theory (NAT), VBN provides a more comprehensive explanation of 

sustained adoption behaviour by capturing both the normative aspects of decision-

making and deeper value-based reasons. 

 

 

2.1.3  Theory of Perceived Risk (PRT) 

 

Bauer (1960) introduced perceived risk theory, which suggests that a behaviour 

involves certain potential dangers that are anticipated before it is performed. In 

other words, perceived risk states that the unpredictability and possible drawbacks 

that could arise when implementing a product or service in consumer decision–

making. Marafon et al (2018) defined risk as “the circumstance in which the 

decision maker is aware of both the outcomes of options and their likelihood of 

occurring.” This highlights the subjectivity of risk perception: different individuals 

perceive the same circumstance with varying degrees of risk, depending on their 

awareness, experience, and level of trust. Perceived risk is an important factor in 

adoption decisions because consumers are frequently loss-averse. It means that 

consumers place a higher value on potential adverse outcomes than on good ones. 

 

Abikari (2023) describes perceived risk as a complex, second-order concept in the 

context of a digital bank. It includes performance risk, financial risk, privacy risk, 

time risk, and security risk (Abikari, 2023). Performance risk refers to the likelihood 

that the system or service fails to function as planned, which may depend on the 

client’s technological expertise and logic (Arora, 2021). The possibility of financial 

loss from online activities, such as fraud or unsuccessful transactions, is included 

in financial risk (Arora, 2021). Privacy risk refers to the fear of losing control over 

personal or sensitive information, or of its disclosure without permission (Abikari, 

2023). The potential loss of time in fixing system faults, retrying unsuccessful 

operations, or figuring out how to use the system efficiently is known as time risk 

(Arora, 2021). Additionally, security risk refers to concerns about data and 
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transaction safety and protection, where customers expect stringent measures to 

ensure the integrity of digital bank systems. 

 

Past studies have shown that the risks are interconnected. For instance, inadequate 

security can result in privacy violations, which can incur costs, and poor 

performance can prolong the time required to correct mistakes (Zhao & Khaliq, 

2024). Because they directly destroy users’ financial security and personal 

information, security and privacy threats are frequently identified as the most 

significant obstacles to the adoption of digital financial services (Alijaradat et al., 

2024).  

 

Thus, perceived risk theory (PRT) serves as the foundation for this study, which 

adopts a targeted methodology by examining security concern as a specific aspect 

of perceived risk. This highlights that online fraud and cybersecurity incidents have 

increased significantly in Malaysia in recent years, prompting a heightened 

awareness of security concerns in digital bank (Lee et al., 2023; Beh, 2025; 

Windasari et al., 2022). Due to constant exposure to digital platforms and cyber 

threats, Generation Z is highly concerned about security and privacy (Lee et al., 

2023; Windasari et al., 2022). Therefore, this study examines the theory of 

perceived risk (PRT) of security concerns to gain insight into the desire to use a 

digital bank towards Generation Z in Malaysia.  

 

 

2.2  Review of Variables  

 

 

2.2.1 Dependent Variable  

 

 

2.2.1.1 Intention to Adopt Digital Bank among Generation Z  

 

Digital banks, also referred to as virtual banks or internet-only banks, enable 

customers to conduct all their banking activities online without physical branches 
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(Kurniawan et al., 2023). This shift to fully digitised services enables the 

management of accounts, loan applications, deposits, transfers, and investments, 

thereby reducing operating costs and enabling secure transactions (Kurniawan et al., 

2023). Digital banks offer a wide range of financial services similar to traditional 

banks, including savings accounts, loans, and payment services, thereby benefiting 

both customers and institutions by saving time and money (Gong et al., 2022). 

 

There are two types of electronic bank services, such as internet banking and digital 

bank. While internet banking operates through banks with physical branches, a 

digital bank operates without physical branches and relies on digital platforms (Low 

et al., 2024). Digitalisation of banking processes significantly changes customer 

experiences and spending behaviours, as users demand simplicity, accessibility, and 

transparency (Windasari et al., 2022). Typically, digital banks offer a range of 

financial management tools, including budgeting, spending tracking, and savings 

(Saif et al., 2022). In addition, digital banks also offer loans, investment portfolios, 

risk management, and improve financial services while minimising costs (Saif et 

al., 2022).   

 

Iqbal et al. (2018) claimed that Banks are now incorporating environmental 

considerations into their lending and investment practices to help protect the 

environment. Besides that, Banks have implemented eco-friendly practices by 

utilising green technologies, commonly called green banking. Therefore, 

understanding the adoption and use of green technology is crucial to information 

systems research, as it is the foundation for green banking.  

 

Generation Z represents a new demographic of customers who are more inclined to 

begin saving at an earlier age compared to older generations, who traditionally focus 

more on loans, mortgages, and insurance (Kurniawan et al., 2023). Gen Z’s early 

financial involvement enables them to make more analytical, informed financial 

decisions. This generation places a high value on sustainability, preferring services 

that are efficient and aligned with their intention behaviour (HTEC, 2021). In a 

digital bank, sustainability is reflected in providing user-friendly platforms that 

ensure easy access to services and seamless transactions (Yahaya et al., 2025). As 

noted by Abdillah et al. (2024), Generation Z values digital banks for their 
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convenience, security, autonomy, and personalised benefits, preferring to manage 

their financial transactions independently without the need to visit physical 

branches. 

 

Generation Z’s preference for convenience and digital accessibility has led many to 

open accounts in multiple banks to ensure they receive the best services available. 

This generation is known for frequently switching banks to access superior financial 

services, which influences their intention to adopt the most efficient, user-centric 

digital bank platforms (Kurniawan et al., 2023). Financial institutions aiming to 

engage with Gen Z must offer digital bank services that are secure, easily accessible, 

and seamlessly integrated into daily life, much like social media platforms 

(Windasari et al., 2022). By doing so, Gen Z’s digital preferences are essential for 

banks to remain competitive in the rapidly evolving digital bank landscape. 

 

 

2.2.2 Independent Variable  

 

 

2.2.2.1 Perceived Usefulness for Intention to Adopt Digital Bank  

 

Perceived Usefulness (PU) represents a core component of the Technology 

Acceptance Model (TAM) and describes an individual’s perception that utilizing a 

specific technology can improve their work performance (Marikyan et al., 2022; 

Rahmadhani et al., 2022; Noyandri et al., 2024). In a digital bank, consumers are 

more willing to accept services because they perceive that the services will provide 

benefits to their lives, for example, convenient online transactions, saving time, and 

easy money management (Rahmadhani et al., 2022; Nurahmasari et al., 2023). 

According to Bahtera et al. (2024), PU is primarily used to understand consumers’ 

adoption of new technology. 

 

Oktavia et al. (2023) have also described PU as the extent to which new technology 

reduces workload and increases effectiveness. Past studies found that users’ desire 

to use a system is among the most important perceptions, as it relates to perceptions 
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of the system’s capabilities and usability. Therefore, PU affects not only the actual 

usage of a product but also users’ continued desire to use a system (Oktavia et al., 

2023). Technology will be more widely embraced when users find it useful, usable, 

and aligned with their needs. 

 

According to Abdillah et al. (2024), PU is significant to the digital bank adoption 

in Generation Z. The benefits of digital bank for Gen Z include the time-saving 

nature, convenience, and easy access. Transactions can be completed quickly, as 

they no longer have to visit a branch, aligning with their preference for fast, efficient 

services (Abdillah et al., 2024). 

 

Additionally, Nguyen (2020) conducted a study in Vietnam, which found that 

consumers were more likely to adopt digital bank if they viewed it as convenient. 

This study emphasises the importance of digital bank services being easy to use and 

advantageous to consumers, since convenience and time savings are critical factors 

in customer decision-making. 

 

In short, PU is a key factor in understanding Generation Z’s intention to adopt a 

digital bank. Digital bank services that meet expectations for convenience, speed, 

and access are more likely to be widely adopted, which Generation Z values highly. 

 

 

2.2.2.2 Trust for Intention to Adopt Digital Bank  

 

Trust plays a key role in getting people, especially Generation Z, to use a digital 

bank. Lee et al. (2023) and Hew (2022) say that trust can come from personal beliefs, 

facts, or even religion. In the case of a digital bank, trust means believing that the 

bank will keep its promises and act in its customers’ best interests (Lee et al., 2023). 

Trust is particularly important in digital transactions because there is no in-person 

interaction, and customers have to rely on the bank’s security and reliability. Lee et 

al. (2023) also highlight that trust is closely tied to decision-making, meaning that 

people’s choice to use a digital bank depends a lot on how much they trust the 

institution. 
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Trust is also important for lowering perceived risks, which makes users feel more 

confident about digital bank services. Nguyen et al. (2020) explain that when people 

feel less risk in using a service, their trust in the service provider grows. For example, 

if customers believe that the risk of problems like service failure or security issues 

is low, they are more likely to trust the bank and use its services more often. Hew 

(2022) agrees that trust is the belief that the bank will provide a safe platform and 

have the customer’s best interest in mind. This belief is especially important for 

Generation Z, who tend to be more careful when it comes to online financial 

services. 

 

Corporate Social Responsibility (CSR) is also a major factor in building trust with 

Generation Z. Yahaya et al. (2025) found that Generation Z expects banks to act 

ethically, treat customers fairly, and be transparent with pricing. As noted before, 

Generation Z cares about sustainability (HTEC, 2021), and CSR efforts help banks 

create a positive reputation. This is especially important in a digital bank, where 

consumers may worry about security, privacy, and ethical practices. Banks that 

show a commitment to CSR can address these concerns and build trust with 

Generation Z customers. 

 

So, trust—covering aspects like security, CSR, and transparency—is essential for 

digital banks to attract and keep Generation Z customers in Malaysia. Oktavia et al. 

(2023) state that trust is crucial for customers to have confidence in the security of 

digital bank technologies. A lack of trust or dissatisfaction with digital bank services 

is a common reason why customers switch banks or consider alternatives like 

FinTech companies. In a study in Saudi Arabia, trust was found to affect internet 

banking adoption significantly. The more trust customers had, the more likely they 

were to use and accept internet banking services. 

 

In short, trust is not just a factor but to essential driver of digital bank use, especially 

among Generation Z. Digital banks should focus on building and maintaining trust 

to ensure long-term success and growth among this group. 
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2.2.2.3 Security Concerns for Intention to Adopt Digital Bank 

 

Generation Z is increasingly focused on security and privacy, especially when it 

comes to digital bank (Yahaya et al., 2025; Chan et al., 2024). Security features like 

encryption, multi-factor authentication, and fraud detection are essential to protect 

their financial data (Chan et al., 2024). Digital banks must continually enhance their 

security measures to ensure consumer data is protected in the digital financial 

market (Yahaya et al., 2025). Security protocols also need to address issues like user 

authorisation, identity verification, and secure communication to protect both the 

system and customer information (Chan et al., 2024). Security concerns are a major 

factor influencing Generation Z's intention to use a digital bank. 

 

In addition, Lee et al. (2023) emphasise that for digital banks to gain customers’ 

trust, they must implement strong safety protocols. Indriyarti et al. (2023) define 

security concerns as the sense of safety users feel when using an online service. 

Service providers must ensure that customers feel secure when using electronic 

services. If customers fear their financial data is at risk, they are less likely to trust 

and adopt a digital bank. Soo et al. (2023) identified threats like phishing, password 

cracking, and malware as major concerns for digital banks. Hackers can misuse 

customers’ private information, leading to financial losses and a decline in trust in 

digital banks. 

 

Consumers today are aware of the digital risks and data breaches that can be caused 

by the media (Chan et al., 2024). Many feel that the industry has not done enough 

to address these problems. This lack of action makes consumers hesitant to trust a 

digital bank, as their data security is at risk. Chan et al. (2024) found that severe 

security concerns contribute to high levels of mistrust and dissatisfaction with 

financial technology services. This, in turn, affects the adoption of digital banks. 

 

In summary, security concerns are crucial for Generation Z’s intention to adopt 

digital bank. Past studies show that a secure, trustworthy digital bank experience is 

key to earning Generation Z’s confidence. If they feel that the technology is safe 

and stress-free to use, they are more likely to adopt it (Abdillah et al., 2024). As 

several studies have noted, security concerns play a significant role in whether 
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Generation Z chooses to use a digital bank (Lee et al., 2023; Yahaya et al., 2025; 

Indriyarti et al., 2023; Abdillah et al., 2024). 

 

 

2.2.2.4 Environmental Concern for Intention to Adopt Digital Bank  

 

In recent years, Generation Z and Generation Y have become increasingly aware of 

environmental issues (Siti et al., 2025). One of the benefits of a digital bank is that 

it helps reduce the carbon footprint and paper waste that come with a traditional 

bank. By shifting to digital-only services, banks can lower the costs of maintaining 

physical branches and create a more sustainable environment. Research shows that 

Generation Z, in particular, is attracted to sustainable brands (HTEC, 2021). 

 

Additionally, digital banks help promote sustainability by offering financial 

products that support long-term environmental initiatives. For example, they may 

include environmental, social, and governance (ESG) considerations in their 

lending and investment decisions, supporting projects like sustainable agriculture, 

renewable energy, and green infrastructure. This financial support is vital for 

building a more sustainable economy. 

 

Environmental concerns (EC) are becoming a key driver of people’s choice to 

digital-only banks. Alam et al. (2025) suggest that EC is a personal value that can 

influence a customer’s decision to switch to a digital bank. In their study on 

Malaysians’ preferences for digital-only banks, Saif et al. (2022) identified EC as a 

significant factor. EC refers to customers’ awareness of how human behaviour 

impacts the environment and climate. It includes feelings like concern, anxiety, and 

a desire to take action to improve environmental quality (Saif et al., 2022). 

 

The research by Yahaya et al. (2025), Saif et al. (2022), and Alam et al. (2025) 

shows that EC is increasingly influencing personal behaviour, especially in the 

choice of eco-friendly options. This is a vital factor when it comes to the desire to 

use a digital bank, particularly in Malaysia. 
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In short, environmental concerns are a growing factor shaping the decision to adopt 

a digital bank. This trend is particularly strong with Generation Z, who are likely to 

choose sustainable options. Given the limited research in this area, this study aims 

to explore how EC influences the adoption of digital banks and to help fill this gap 

in the literature. 

 

 

2.3  Proposed Conceptual Framework  

 

Figure 2.2 Conceptual Framework 

   

 

 

 

 

 

 

 

 

 

 

Independent Variable     Dependent Variable  

 

(Sources: Authors’ development)  

 

According to Figure 2.1, four independent variables affect the dependent variable, 

which is Generation Z’s intention to adopt a digital bank in Malaysia. These 

variables are perceived usefulness, Trust, Security Concern, and Environmental 

concern.   

 

 

2.4  Hypothesis Development  

 

 Environmental 

Concern (EC) 

 Security Concern 

(SC) 

Trust (T)  

 Perceived 

Usefulness (PU) 

 Generation Z’s intention 

to adopt a digital bank in 

Malaysia.   
H2 
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Hypothesis 1:  

H0: A negative relationship between perceived usefulness and intention to adopt a 

digital bank among Generation Z in Malaysia.  

H1: A positive relationship between perceived usefulness and intention to adopt a 

digital bank among Generation Z in Malaysia.  

 

Perceived usefulness (PU) refers to a person’s belief that using a system will help 

them perform tasks more effectively. In the context of digital banking, individuals 

tend to adopt these services when they perceive that doing so will simplify financial 

management, enhance efficiency, or save time (Nurahmasari et al., 2023). For 

example, when customers see that digital bank services can save time and make 

their lives more convenient, they develop a positive attitude toward using these 

services (Nguyen et al., 2020). Research by Rahmadhani et al. (2022) also supports 

this idea, showing that customers are more willing to use digital payment services 

when they see clear benefits, such as easier transactions or better savings options. 

 

A study conducted in Indonesia with 150 Generation Z respondents found that 

perceived usefulness strongly affects their attitude toward and intention to use a 

digital bank. PU had a bigger impact than other factors like perceived ease of use 

and self-efficacy (Nurahmasari et al., 2023). Similarly, a study in Vietnam with 201 

consumers revealed that PU positively influences their decision to adopt a digital 

bank (Nguyen et al., 2020). 

 

Furthermore, a recent survey in Malaysia by Goh et al. (2024) found that PU is 

positively related to the intention to adopt a digital bank among adults. A study 

involving 245 Generation Z respondents also reported a strong positive association 

between perceived usefulness (PU) and the adoption of e-wallets in Greater Jakarta. 

(Rahmandhani et al., 2022). These findings suggest that when people, especially 

from Generation Z, see a digital bank as beneficial, they are more likely to embrace 

it. 

 

In summary, perceived usefulness significantly influences Generation Z's intention 

to adopt a digital bank. Generation Z is more inclined to embrace a digital bank if 
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they view it as a helpful tool that enhances their financial management and 

efficiency.  

 

 

Hypothesis 2:  

H0: A negative relationship between trust and intention to adopt a digital bank 

among Generation Z in Malaysia.  

H1: A positive relationship between trust and intention to adopt a digital bank 

among Generation Z in Malaysia.  

 

Trust is essential for businesses to maintain a good reputation and stay competitive 

(Musyaffi et al., 2024). For digital banks, building and maintaining trust is crucial, 

especially among Generation Z, who place high importance on trust when 

considering new services (Kurniawan & Jesica, 2024). Trust, in this context, refers 

to the customers’ confidence that they can use digital bank services safely, without 

concerns about risks or security (Nguyen et al., 2020). 

 

Past studies show that trust plays a significant role in adopting a digital bank. For 

instance, research conducted in Indonesia with 598 digital bank users indicated a 

significant positive link between trust and users’ engagement with digital banking 

services (Musyaffi et al., 2024). This suggests that digital bank platforms must 

continuously work to build and maintain customer trust. Similarly, a study of 131 

Generation Z university students in Indonesia highlighted that trust is a key factor 

in their decision to use digital bank platforms (Kurniawan & Jesica, 2024). 

 

However, there are some mixed findings regarding the impact of trust. For instance, 

a survey conducted in Vietnam with 201 consumers found that while trust indirectly 

influences the intention to adopt a digital bank, it mainly affects perceived risk 

(Nguyen et al., 2020). In other words, when customers trust the bank, they feel safer 

using digital bank services. 

 

Moreover, a study by Hew (2022) among Generation Z in Malaysia during the 

COVID-19 pandemic found a positive and significant relationship between trust 

and the intention to use a virtual bank. This shows that building trust is crucial for 
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Generation Z in adopting new digital bank services. Similarly, Kurniawan et al. 

(2023) found a significant relationship between trust and digital bank usage in 

Indonesia, specifically among Generation Z. 

 

In summary, trust is a vital factor in the intention to adopt a digital bank, particularly 

for Generation Z. Past research, including studies by Kurniawan & Jesica (2024), 

Hew (2022), Kurniawan et al. (2023) and Lee et al (2023), all point to the 

importance of trust in the intention to adopt a digital bank.  

 

 

Hypothesis 3:  

H0: A negative relationship between security concerns and the intention to adopt a 

digital bank among Generation Z in Malaysia.   

H1: A positive relationship between security concern and intention to adopt a digital 

bank among Generation Z in Malaysia.  

 

According to Yahaya et al. (2025), security refers to the unauthorised access, use, 

disclosure, or destruction of sensitive personal information. Bank service providers 

must prioritise security when conducting digital transactions (Indriyarti et al., 2023). 

Therefore, Generation Z is intent on utilising these services, as they perceive them 

to be secure and confidential. Moreover, technical complications could act as a 

barrier to Generation Z adopting a digital bank (Indriyarti et al., 2023). Lee et al. 

(2023) state that security concerns are essential in digital bank among Generation 

Z, as it features vital aspects, such as ensuring that their bank accounts are secure 

without exploiting any personal data from Generation Z consumers.  

 

Additionally, a survey of 384 Malaysian participants from Generation Z and 

Generation Y found a strong positive link between attention to data protection and 

privacy and the adoption of digital banking services across both age groups (Yahaya 

et al., 2025). Furthermore, another survey study conducted in Malaysia with 350 

Generation Z participants revealed a significant relationship between security 

concern (SC) and the desire to use a digital bank (Lee et al., 2023). 
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Conversely, a study conducted in Malaysia indicated that 443 respondents 

experienced an insignificant relationship between data security and privacy and 

their behavioural intention to use a digital bank (Soo et al., 223). Furthermore, a 

survey of 320 members of Jakarta’s Generation Z who use digital banks shows that 

there is no significant relationship between security concerns and the distribution 

of digital bank channels, as the p-value is greater than the significance level. 

(Indriyarti et al., 2023).  

 

In summary, SC should consider these factors while developing the digital bank to 

meet their needs of Generation Z (Lee et al., 2023; Yahaya et al., 2025).  

 

 

Hypothesis 4:  

H0: A negative relationship between environmental concern and intention to adopt 

a digital bank among Generation Z in Malaysia.   

H1: A positive relationship between environmental concern and intention to adopt 

a digital bank among Generation Z in Malaysia.  

 

Environmental concern (EC) refers to a customer’s awareness of the impact of 

human activities on the environment and climate (Saif et al., 2022). It is a complex 

concept that encompasses how people think, feel, and react to environmental issues, 

as well as their attitudes towards addressing these challenges to improve the 

environment (Saif et al., 2022). Nowadays, EC influences consumers’ choices to 

adopt eco-friendly products and services, such as a digital bank, which helps reduce 

paper waste and carbon emissions (Saif et al., 2022). 

 

Studies have shown that younger generations, especially Generation Z and 

Generation Y, are more aware of environmental concerns and their role in reducing 

environmental harm (Yahya et al., 2025). This is important because eco-friendly 

choices, such as a digital bank, can help reduce the environmental impact of 

traditional banking. 

 

In terms of digital bank, Saif et al. (2022) conducted a study in Malaysia with 420 

respondents and found a strong positive relationship between EC and the intention 
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to adopt digital bank. Past research has shown that EC is a significant predictor of 

the desire to use a digital bank. Similarly, research conducted in Pakistan by Majeed 

et al. (2025) indicated that individuals with higher environmental awareness tend to 

prefer green banking services, including digital bank platforms. 

 

Additionally, Hassan et al. (2025) investigated how environmental concern and 

religiosity influence switching behaviour towards Islamic digital-only banks in 

Indonesia. They found that environmental concern had a stronger effect on 

individuals’ intention to switch to a digital-only bank than religiosity, with 99 

respondents supporting this finding. 

 

In a nutshell, environmental concern plays an important role in influencing 

Generation Z’s decision to adopt a digital bank, as it aligns with their values of 

sustainability and eco-friendliness (Saif et al., 2022; Yahya et al., 2025; Majeed et 

al., 2025; Hassan et al., 2025).  

 

 

2.5  Research Gap  

 

First and foremost, a lack of comprehensive journals investigating the desire to use 

a digital bank in Malaysia towards Generation Z, focusing on perceived usefulness, 

trust, security concerns, and environmental concerns. Nowadays, Generation Z is 

not only tech-savvy but also increasingly aware of sustainability, showing a 

preference for environmentally responsible products and services (Saif et al., 2022; 

Yahya et al., 2025; Windasari et al., 2022). Additionally, uncertainty issues such as 

system downtime, delayed transactions, and inconvenience are the barriers to 

adopting a digital bank (Lee et al., 2023), whereas the digital banks’ lack of trust, 

reliability, and stability as compared to traditional banks with established 

reputations and physical branches in Malaysia (Nik, 2024). Furthermore, risks such 

as romance scams, employment fraud, and cyberattacks underscore the importance 

of security when examining Gen Z adoption patterns. Considering these facts, there 

has been limited research examining these elements comprehensively in the 

Malaysian context. 
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In addition, few studies have directly applied perceived usefulness to the adoption 

of digital bank among Malaysian Gen Z, despite the fact that it is a well-established 

element in technological adoption. For instance, Saif et al. (2022), Hew (2022), 

Wong et al. (2024), and Nguyen et al. (2024) examine digital bank adoption, but 

they place little emphasis on perceived usefulness. Although past studies have 

mentioned the factors of perceived usefulness, the gap between Generation Z and 

perceived usefulness has not been examined. For instance, one Malaysian study 

expanded its framework to include environmental concerns, but it ignored perceived 

usefulness in favour of convenience, economic efficiency, and security risks. 

Simultaneously, Hew (2022) and Nguyen et al (2024) have overlooked perceived 

usefulness, although it emphasises the desire to use a digital bank, whereas Wong 

et al (2024) did not examine it among Generation Z in Malaysia. It indicates a gap 

in the perceived usefulness as a determinant for Generation Z in Malaysia.    

 

Additionally, trust has been investigated in various digital bank and fintech adoption 

studies (Goh et al., 2024; Nurahmasari et al., 2023; Julia et al., 2024). However, 

some studies do not specifically apply to Generation Z in Malaysia. For instance, 

Wong et al. (2024) included trust, complexity, and relative advantage but did not 

consider environmental concern, security concern, or perceived usefulness. In 

addition, Kurniawan et al. (2023) studied Generation Z in Indonesia, focusing on 

factors such as trust, among other behavioural predictors. However, their findings 

can be considered as a reference, but they cannot be directly generalised to the 

Malaysian context. Thus, trust has been identified as a crucial determinant of 

intention to adopt a digital bank, yet limited research exists on Malaysian 

Generation Z’s intention to use a digital bank.  

 

On the other hand, security concerns have been explored in different ways, such as 

perceived risk, privacy, web security, or mobile payment adoption (Soo et al., 2023; 

Safari et al., 2020; Baraba et al., 2023; Ooi et al., 2021; Chan et al., 2024; Durst, 

2024; Nawang et al., 2025; Phuong et al., 2022; Rahmadhani et al., 2022; Qudah et 

al., 2024). However, these studies emphasise mobile payments, e-wallets, and 

general Fintech services instead of digital banks among Generation Z in Malaysia. 

While Lee et al. (2023) examine digital bank adoption among Generation Z in 
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Malaysia, they did not consider environmental concerns. Thus, there is a gap in the 

study of the factors related to security and environmental concerns in the intention 

to adopt a digital bank among Generation Z.  

 

The adoption of digital banks by Generation Z is rarely the focus of existing 

research, which often emphasises environmental concerns in relation to green banks. 

For instance, Taneja et al. (2020) examined environmental consciousness, trust, and 

behaviour among Indian customers, but did not explore Generation Z or digital bank 

adoption. Similar to the research by Saif et al. (2022, 2024), Majeed et al. (2025), 

Hussin et al. (2022), and Alan et al. (2025), which considers environmental 

concerns in digital banks that exclude the Generation Z demographic in Malaysia. 

Although Chan et al. (2024) examine fintech adoption among Malaysian Generation 

Z, environmental concern was not included. Thus, there is a gap in understanding 

how environmental concerns influence the intention to adopt digital banks among 

Generation Z.  

 

In short, previous studies have either emphasised perceived usefulness, trust, 

environmental concern, or security concern, but rarely combined all these factors 

into a single framework. Furthermore, past studies have either been conducted 

overseas or have not taken into account the characteristics of Generation Z. 

Therefore, this study aims to address the gap between the intention to adopt a digital 

bank in Malaysia and its relationship with perceived usefulness, trust, 

environmental concerns, and security concerns.  

 

 

2.6  Chapter Summary  

 

In short, this chapter is to give a comprehensive study of the underlying theories 

that are related to my current research, such as the Technology Acceptance Model 

(TAM), value-belief norms (VBN) theory, and the theory of perceived risk (PRT). 

Furthermore, the chapter reviews the existing literature on Generation Z’s intention 

to adopt digital banking in Malaysia, alongside the key factors examined in this 

study, including perceived usefulness, trust, security concerns, and environmental 
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concerns. Moreover, this research has developed a conceptual framework to 

examine the relationships among perceived usefulness, trust, security concerns, 

environmental concerns, and intention to adopt a digital bank among Generation Z 

in Malaysia. On top of that, a hypothesis has been created based on the conceptual 

framework. In the following chapter, the research will test the developed hypothesis 

using appropriate techniques to determine it significance.  
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CHAPTER 3: RESEARCH METHODOLOGY 

 

 

3.0  Introduction  

 

This chapter presents the methodology used to analyse the determinants influencing 

digital banking adoption among Malaysian Generation Z. It covers the research 

framework, methods of data collection, sampling techniques, measurement 

instruments, data preparation, analytical procedures, and concludes with a summary 

of the chapter. As a result, each section will provide a brief summary of the 

procedures used to validate and ensure the dependability of this study. This method 

gives a thorough comprehension of the research’s structure and analysis. 

 

 

3.1  Research Design  

 

In this study, a quantitative research method will be employed to test the hypothesis, 

address the research question, and achieve the research objective. Additionally, this 

method will collect all numerical data through the survey and use statistical 

software to generate a summary of results for this study. According to this research, 

an online survey questionnaire is being utilised to be distributed to Generation Z 

respondents.  

 

In addition, Hew (2022) stated that research aims to achieve its objectives through 

the guidance of information, decision-making, and the analysis of steps. Lee et al. 

(2023) emphasised that an appropriate research design is fundamental for producing 

structured, meaningful, and reliable research outcomes. 

 

As mentioned earlier, quantitative research is used to formulate hypotheses that 

address the research question and objectives by collecting data through surveys 

(Hew, 2022; Wong et al., 2024). Furthermore, quantitative research requires time 

for organisation and must be well-prepared for analysis, offering multiple choices 

for respondents, as compared to qualitative research methods (Sardana et al., 2023). 
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In contrast, the qualitative research method examines existing data from past studies 

to test the hypothesis (Chen et al., 2023). Additionally, the qualitative research 

method is utilized, drawing on past studies and articles to inform the research 

(Sardana et al., 2023). Thus, quantitative research involves numerical data and 

graphs, whereas qualitative research is more descriptive, utilising words and 

meanings (Sardana et al., 2023). Therefore, both methods possess their strengths 

and weaknesses.  

 

 

3.2  Data Collection Methods  

 

The procedures for data collection consist of collecting, evaluating, and analysing 

reliable information through recognised and certified methods (Mazhar et al., 2021). 

As a result, the hypothesis proposed in this study can be tested by data gathering 

and analysis. Thus, data gathering methods are the most important step in the study 

process. Additionally, this study will use either primary or secondary data. 

 

3.2.2 Primary Data  

 

First and foremost, primary data are collected for the first time and are original, 

correct, and new (Mazhar et al., 2021). Primary data collection methods include 

surveys, observations, questionnaires, focus groups, case studies, and interviews 

(Victor, 2023). Thus, this study is conducted as a questionnaire survey of Malaysian 

Generation Z’s intention to use a digital bank. 

 

A questionnaire survey is one of the primary data collection techniques, where 

respondents are presented with a form designed to elicit their responses. Therefore, 

respondents need to select the appropriate answers for the questions (Victor, 2023). 

Additionally, collecting the data requires time and effort. However, the collected 

data is accurate and relevant to the research topic (Mazhar et al, 2021; Victor, 2023). 

Conversely, several challenges are associated with the survey, including the 

possibility of receiving limited feedback, the potential for language to influence 
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consumer responses in an impersonal manner, the need for a sampling specialist, 

and the risk that respondents may not fully understand the entire story (Wagh, 2025).  

 

 

3.3  Sampling Design  

 

 

3.3.1 Target Population  

 

The study concentrates on Generation Z in Malaysia as the population of interest. 

Therefore, the primary objective of this study is to determine the intention to adopt 

a digital bank among Generation Z in Malaysia. For instance, perceived usefulness 

(PU), trust (T), security concern (SC), and environmental concern (EC) are 

determinants influencing the intention to adopt digital bank among Generation Z. 

To achieve these objectives, the target population consists of Generation Z, born 

between 1997 and 2010, who represent the key target market (Lee et al., 2023; Hew, 

2022).  

 

However, under section 27(2)(a) of the Financial Services Act 2013, banks are not 

permitted to create accounts for consumers under 18 years old, except with a 

consent form from their parents or guardians (Wong et al., 2024). Additionally, 

consumers under 18 years of age who wish to open an account are required to obtain 

parental consent, in accordance with Section 3(3) of Malaysia’s Personal Data 

Protection Act 2013 (Wong et al., 2024; Hew, 2022). Thus, Generation Z, whose 

members are under 18, is excluded from this research to prevent the study from 

becoming complex. 

 

In summary, this study seeks to gather data from the target population to examine 

Generation Z's intention to use a digital bank in Malaysia. By doing so, it aims not 

only to achieve the research objective but also to contribute to understanding 

Generation Z's intention to adopt a digital bank in Malaysia by examining the 

factors of perceived usefulness (PU), trust (T), security concern (SC), and 

environmental concern (EC). 
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Figure 3.1 Generation Z’s population in 2020. 

 

 

 

(Sources: Adapted from Vincent et al.,2021) 

 

 

3.3.2 Sampling Frame and Sampling Location  

 

The sampling frame refers to a comprehensive list of all individuals within the target 

population (Chen et al., 2023). Due to time and financial constraints that prevented 

the collection of complete data from all individuals in the target population, this 

research specifically examines the Malaysian context. 

 

First and foremost, 13 Malaysian states were sampled, including Johor, Pahang, 

Melaka, Sarawak, Kelantan, Terengganu, Sabah, Perak, Selangor, Negeri Sembilan, 

Perlis, Kedah, and Pulau Pinang (Lee et al., 2023; Ministry of Foreign Affairs in 

Malaysia, 2025). Malaysia has three federal territories: Kuala Lumpur, Putrajaya, 

and Labuan (Lee et al., 2023; Ministry of Foreign Affairs, Malaysia, 2025).  
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3.3.3 Sampling Elements  

 

First and foremost, research participants refer to the individuals drawn from the 

sampling frame for inclusion in the study. In other words, it means that the study 

will be more specific, such as the area or target consumers to be chosen.  

 

In addition, this study will focus more on the Klang Valley location, specifically 

Kuala Lumpur (KL) and Selangor, as this area plays a crucial role in Malaysia's 

technological advancement, with a high penetration of the internet as well as device 

usage (Wong et al., 2024; GMO Research & AI, 2024). Moreover, Generation Z in 

Malaysia is tech–savvy, as mentioned earlier; therefore, they spend approximately 

8 hours a day on social media or watching reels (Lee et al., 2023). Hence, these 

locations are suitable for studying Generation Z's intention to adopt a digital bank 

in Malaysia. Although the area has been more specific, it is impossible and 

insufficient in terms of time and cost to distribute the questionnaire survey through 

them, given their large population. Thus, areas of the 13 states and federal territories 

will be selected in the research to determine Generation Z’s intention to adopt a 

digital bank in Malaysia. 

 

 

3.3.4 Sampling Technique  

 

First and foremost, sampling techniques form the foundation of research, as they 

are vital and beneficial to the research’s findings (Creswell et al., 2017). There are 

two types of sampling techniques: probability and non-probability sampling 

(Makwana et al., 2023). Moreover, probability sampling involves selecting each 

person in the population with a known probability of inclusion in the sample. 

Probability sampling includes simple random sampling, cluster sampling, 

systematic sampling, and stratified sampling. On the other hand, non-probability 

sampling implies that not every individual in the population is included in the 

sample (Makwana et al., 2023). Non-random sampling methods include purposive 

sampling, snowball sampling, quota sampling, convenience sampling, sequential 

sampling, double sampling, matched-pair sampling, and volunteer sampling 
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(Shukla, 2023). As a result, this study will focus more on non-probability sampling, 

notably convenience sampling. 

 

 

3.3.4.1 Non-Probability Sampling  

 

As previously stated, non-probability sampling is not. Not all members of the 

population picked for the sample are known. Aside from that, non-probability 

sampling includes a variety of approaches, such as purposive sampling, snowball 

sampling, quota sampling, convenience sampling, sequential sampling, double 

sampling, matched-pair sampling, and volunteer sampling. As a result, this study 

will use convenience sampling to distribute the questionnaire to Generation Z. 

 

 

3.3.4.1.1 Convenience Sampling  

 

First and foremost, convenience sampling is a technique for selecting participants 

who are easily accessible, referred to as a convenient, incidental, or accidental 

sampling approach (Shukla, 2023). In other words, it describes a data collection 

procedure from a research population that the researcher can easily access (Golzar, 

2022). Besides that, convenience sampling requires the researchers to visit public 

“locations” and request participation to fill out the questionnaire survey form, and 

this method applies to any research (Golzar, 2022). Moreover, convenience 

sampling is often employed in education and the social sciences when conducting 

qualitative studies.  

 

First, convenience sampling has many benefits, such as helping save time, cost, and 

effort (Shukla, 2023). Secondly, a list of every population element is not necessary, 

and this is also an advantage of convenience sampling. Thirdly, it takes little time 

as the sample is readily available (Golzar, 2022). Last but not least, it takes little 

work because the researcher is not involved in the complexity of using a randomised 

sample. 
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Conversely, several challenges are associated with convenience sampling. For 

instance, this sampling method may introduce biases and systematic errors (Golzar, 

2022; Shukla, 2023). Additionally, Golzar (2022) has stated that the p-value does 

not provide meaningful information when interpreting the findings. Apart from that, 

the variability cannot be measured or controlled. Furthermore, this method is not 

recommended for large populations (Shukla, 2023).   

 

In short, convenience sampling has pros and cons. Therefore, this research will 

utilise this method to distribute the questionnaire survey among Generation Z 

consumers in Malaysia to determine their intention to adopt a digital bank.   

 

 

3.3.5 Sampling size  

 

First and foremost, sample size refers to a subset of a population selected to yield 

sufficient information to conclude (Memon et al., 2020). In other words, it denotes 

the number of respondents, participation, or observations that will be included in 

this research study. Therefore, the sample size is crucial for this study, as it 

contributes to a comprehensive understanding of the research topic based on the 

collected data. However, this research cannot collect all the data from the list of 

respondents in the population due to time and cost constraints, as mentioned earlier. 

Additionally, this study will utilise G*Power to calculate the minimum number of 

respondents required for this research. Previous studies have strongly recommended 

G*Power for calculating sample sizes and power for many statistical methods, and 

it is free and easy to use (Kang, 2021). 

 

Based on a statistical power analysis, the minimum required sample size for this 

study is 129 respondents. This study will be more accurate in identifying the factors 

influencing Generation Z’s intention to adopt a digital bank in Malaysia with the 

estimated sample size, since the sample size will affect the relationship between 

perceived usefulness, trust, security concerns, and environmental concerns 

regarding Generation Z's intention to adopt a digital bank in Malaysia.  Future 

researchers will also benefit from it.  As result, although G*Power recommended a 
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minimum sample size of 129, this study will gather 200 respondents in total through 

a questionnaire survey among Generation Z. 

 

Figure 3.2 Sample Size Calculation of G*Power. 

 

 

 

(Sources: Author's development from G*Power) 

 

 

3.4  Research Instrument  

 



Determinants of the Intention to Adopt a Digital Bank Among Generation Z In  

Malaysia 

Page 46 of 160 

 

A research instrument is a tool that helps collect, measure, and analyse data for a 

study (Kani, 2022). These tools are most frequently used to evaluate patients, clients, 

students, instructors, and staff in the social sciences, health sciences, and education 

(Columbia University, n.d.). The illustration of research instruments includes 

surveys, interviews, tests, or checklists. In addition, good research instruments 

include a valid, reliable, unbiased, and contextually appropriate instrument for the 

research site’s culture and diversity, along with precise, unambiguous instructions 

for using the device. Additionally, a good research instrument is capable of testing 

hypotheses or responding to suggested research questions, as well as being suitable 

for collecting data on a relevant research topic (Columbia University, n.d.).  

 

In summary, this study employs a questionnaire as the data collection tool to 

examine Generation Z’s intention to use digital banking services in Malaysia, 

considering predictors such as perceived usefulness, trust, security concerns, and 

environmental concerns. Additionally, this study will develop closed-ended 

questions for the questionnaire rather than open-ended ones. This is because closed–

ended questions tend to yield higher response rates, as respondents are more willing 

to answer multiple-choice questions than open-ended ones (Chen et al., 2023). With 

this approach, the questionnaire can be made straightforward to answer, resulting in 

faster responses, and it does not require any interviews or skilled personnel to 

administer the questionnaire (Hyman & Sierra et al., 2016). However, it requires 

respondents to spend around 5–10 minutes filling out the form.  

 

 

3.4.1  Questionnaire Design  

 

For this study, a three-section questionnaire survey form is employed. Each 

respondent’s demographic profile is the main topic of Section A. This part includes 

10 demographic profile questions, including those on gender, age, ethnicity, state, 

employment status, income level, education level, and familiarity with the digital 

bank. 
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Section B includes five questions designed to determine the dependent variable, 

specifically the intention of Generation Z in Malaysia to adopt a digital bank for 

this research topic. This questionnaire is designed to provide insight into the 

adoption intentions of Generation Z in Malaysia regarding digital bank. 

Additionally, Section C of the questionnaire evaluates the four predictors: perceived 

usefulness, trust, security concern, and environmental concern. This section 

contains 15 questions, with each independent variable comprising five questions 

designed to understand the factors influencing the intention to adopt a digital bank.  

 

To create a thorough questionnaire for Generation Z, the researchers will first 

determine the dependent and independent variables from previous studies (Chen et 

al., 2023). Second, after the questionnaire is finished, this study will create a survey 

using Google Forms. After that, all Generation Z participants will receive the 

Google Forms via email and social media. Given that Generation Z is tech-savvy 

and uses social media for about eight hours per day (Tjiptono, 2020). Social media 

is also a good way to distribute the questionnaire and get quick answers. These 

techniques, to put it briefly, describe the main steps involved in this study. 

 

 

3.4.2  Pilot Study  

 

A feasibility study, sometimes referred to as a pilot study, is a small-scale 

exploratory investigation conducted prior to the primary research to assess its 

viability or enhance the research design (Simkus, 2023; Dayanand et al., 2024). 

Additionally, pilot studies are an important fundamental step in the research process. 

As it clarifies the questionnaire’s problems and evaluates the study’s reliability, 

validity, practicality, time, and cost before distributing a full version to Generation 

Z participants (Simkus, 2023).  

 

Chen et al. (2023) suggest that an initial trial with at least 20 respondents is 

sufficient to assess the validity and reliability of the survey questions. Furthermore, 

a pilot analysis must fulfil the research requirements, according to Rahim and 

Kamal (2021). Additionally, this test helps determine the reliability of the alpha for 
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each instrument used to accomplish the research objectives. As a result, before the 

main study begins, 30 respondents who can understand the questions are included 

in the pilot study (Rahim & Kamal, 2021). Guidelines for dependability levels, 

Cronbach’s Alpha ranges, and their interpretation are so shown in the picture below. 

 

Figure 3.3 Cronbach’s Alpha Interpretations 

 

 

 

(Sources: Adapted from Ahmad et al., 2024) 

 

Thus, this study is a pilot test by using 20 respondents. Based on the SPSS reliability 

analysis, the Cronbach’s Alpha ranges between 0.861 to 0.964, indicating excellent 

and good internal consistency as presented in Table 3.1. In short, the result 

recommended that the questionnaire is reliable and suitable to be used for the main 

data collection. 

 

Table 3.1 Reliability Test Result for Pilot Study  

 

 Intention to 

adopt a 

digital bank 

among 

generation Z  

Perceived 

usefulnes

s (PU) 

Trust 

(T) 

Security 

Concern 

(SC) 

Environment

al Concern 

(EC) 

Number of 

items 

5 



Determinants of the Intention to Adopt a Digital Bank Among Generation Z In  

Malaysia 

Page 49 of 160 

 

Cronbach’

s Alpha 

(α) 

0.916 0.861 0.964 0.921 0.911 

Level of 

Reliability  

Excellent  Good  Excellent  Excellent  Excellent  

 

Source: Author’s development  

 

 

3.5  Construct Measurement (Scale and Operational 

Definitions)  

 

 

3.5.1 Origin of Construct Measurement  

 

Table 3.2 Origin of construct measurement  

 

Variable  Questions  Original 

Sources  

Amendment  

Perceived 

Usefulness 

(PU – IV) 

The usefulness of a digital bank 

also helps me save money and 

time.  

Goh et al 

(2024)  

Paraphrase 

sentence  

Digital banking makes me more 

efficient by preventing me from 

queuing for long hours.  

Soo et al 

(2023) 

Paraphrase 

sentence  

I believe that the usefulness of 

digital banking services is simple 

and easy to use  

Lee et al 

(2023)  

Paraphrase 

sentence 

Digital banking makes it easier 

and quicker for me to complete 

tasks.  

Safari et al 

(2020) 

Paraphrase 

sentence  
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The digital bank is useful and 

allows me to access various 

services and perform them during 

a public holiday.  

Baraba & 

Mahmudi 

(2023)  

Paraphrase 

sentence  

 

Variable  Questions  Original 

Sources  

Amendment  

Trust  

(T – IV) 

 

 

I am confident that digital banks 

have a legal and technological 

policy in place to secure me from 

any problems that may affect their 

services. 

Bong et 

al (2023) 

Changed the word 

"protect" to 

"secure" 

I am confident that digital banking 

is secure from hackers and scams.  

Changed the word 

"safe" to "secure" 

and "scam issues" 

to scams 

I genuinely trust digital bank 

services and depend on them for 

banking services. 

Saif et al 

(2022)  

Changed the word 

"rely" to "depend 

on" 

I feel comfortable and trustworthy 

conducting financial services 

through a digital bank.  

Paraphrase 

sentence  

I trust that digital banking delivers 

the best advantages that customers 

always find. 

Lee et al., 

(2023).  

Changed the word 

"provide" to 

"deliver", "benefit" 

to "advantage" 

 

Variable  Questions  Original 

Sources  

Amendment  

Security 

Concern 

I am confident that the 

digital bank service will not 

Lee et al 

(2023).  

Changed the word 

“believe” to 
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 (SC – IV ) 

 

 

have security issues while 

using  

“confidence” and 

“utilise” to use " 

I am confident in sending 

sensitive information 

through digital banking.  

Baraba & 

Mahmudi 

(2023)  

Changed the word 

“secure” to 

“confidence” and 

“across” to “through” 

I am confident that Fintech 

services provide information 

that helps users reduce risk.   

Chan et al 

(2024)  

Changed the word 

“allows” to “help” 

I am confident that a digital 

bank will prevent 

unauthorised transactions.  

Soo et al 

(2023) 

Changed the word 

“believe” to digital  

I am confident that the 

digital bank transaction 

process is trustworthy and 

secure.   

Changed the word 

“believe” to 

“confidence.”  

 

Variable  Questions  Original 

Sources  

Amendment  

Environmenta

l Concern  

(EC – IV) 

 

 

I am aware that using 

environmentally sustainable 

services helps minimize 

environmental impact, as 

they use less paper and 

energy.  

Taneja & 

Ali 

(2020).  

 

 

 

 

Changed the word 

"due to" to "as" and 

"reduce pollution" to 

"minimize 

environmental 

impact" 

I am concerned that digital 

services have more 

environmental benefits, such 

as fewer emissions than 

traditional banking services.   

Changed the word 

"technology" to 

"digital" 

I am aware of my bank's 

environmentally sustainable 

initiatives and services.  
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I am aware that using eco-

friendly products and 

services is a primary way to 

reduce the environmental 

impact.  

Saif et al 

(2022)  

Changed the word 

"environmentally 

sustainable" to "eco-

friendly"  

I believe that digital banks 

are actively taking steps to 

implement environmentally 

sustainable initiatives. 

Paraphrase 

sentences  

 

Variable  Questions  Original 

Sources  

Amendment  

Intention to 

adopt a digital 

bank  

(IADB – DV) 

I would recommend 

digital banking service 

to my friend to utilise it 

daily  

Lau 

(2022).  

Paraphrase sentences  

I decided to use a digital 

banking application 

within the next 6 

months. 

Ivanova & 

Kim 

(2022).  

Changed the word 

“mobile banking 

application” to 

“digital bank 

application” and 

“plan” to “decide” 

I plan to use digital 

banks for payment, 

collecting money, and 

accessing digital assets.   

Bong et al 

(2023) 

Changed the word 

“intend” to “decide” 

and “cheque” to 

“money” 

I am comfortable 

adopting digital banking 

services once others 

have had good 

experiences. 

Paraphrase sentences 



Determinants of the Intention to Adopt a Digital Bank Among Generation Z In  

Malaysia 

Page 53 of 160 

 

I am satisfied with the 

benefits that digital 

banking offers. 

Baraba & 

Mahmudi 

(2023)  

Paraphrase sentences  

 

Sources: Authors’ development 

 

 

3.5.2 Scale of Measurement  

 

First and foremost, classification, order, distance, and zero origin are the four basic 

levels of measuring (Dalati, 2018). According to Ajana (2021), measurement is the 

process of using rules to assign numbers to things or events. Different types of 

scales were produced by assigning such numbers. The nominal, ordinal, and interval 

scales are the other three measurement scales (Dalati, 2018). Therefore, the nominal, 

ordinal, and interval scales will be used in this study. 

 

The nominal scale is the easiest level, as it does not require order, distance, or an 

absolute zero level to apply (Dalati, 2018). For example, gender. In addition, ordinal 

scales are applied with classification and order, whereas interval scales are applied 

with classification, order, and distance, but do not include absolute zero (Dalati, 

2018). An example of an interval scale is temperature.  

 

 

3.5.2.1 Nominal Scale  

 

Nominal scale, or categorical variable scale. It indicates that a variable is labelled 

with many categories (Ajana, 2021). Nominal data, according to Dalati (2018), is 

information on a variable that may be separated into two or more mutually exclusive 

and collectively exhaustive categories. As a result, this scale is frequently used in 

surveys when the data originates from significant demographic subgroups. For 

instance, nationality, gender, marital status, and other variables. This investigation 

is shown in Figure 3.4. Questions 1, 2, 4, 5, 6, 9, and 10 in Section A will all be 

evaluated using the nominal scales. 
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Figure 3.4 Examples of a nominal scale in a questionnaire  

 

 

 

Sources: Authors' development  

 

 

3.5.2.2 Ordinal Scale  

 

Additionally, this study will make use of an ordinal scale. First and foremost, an 

ordinal scale arranges and classifies items according to their degree of position in 

an ordered sequence (Delati, 2018). Respondents are typically asked to rank objects 

on an ordinal scale, ranging from good to poor. As a result, this study employed an 

ordinal scale for Questions 3, 7, and 8 in Section A. Respondents were also asked 

to share their thoughts or preferences regarding the factors. 

 

Figure 3.5 Examples of an ordinal scale in a questionnaire  

 

 

 

Sources: Authors' development  

 

 

3.5.2.3 Interval Scale  
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Delati (2018) states that the interval scale is made up of predetermined intervals 

that should have equal distances, such 1 and 2 and 2 and 3. As a result, the 

questionnaire’s parts B and C use a 5-point Likert scale. These scales allow 

researchers to assess how strongly respondents agree with the statement. For 

instance, one denotes “strongly disagree,” two “disagree,” three “neutral,” four 

“agree,” and five “strongly agree” (Philippi, 2021). As a result, depending on how 

much they agree with each statement in parts B and C of the questionnaire, 

respondents can make the best choice. 

 

Figure 3.6 Examples of an interval scale in a questionnaire  

 

 

 

Sources: Authors' development  

 

 

3.5.2.3 Summary of Scale of Measurement  

 

Table 3.3 Summary of Scale of Measurement  

 

Section  Item / Construct  Measurement 

Scale  



Determinants of the Intention to Adopt a Digital Bank Among Generation Z In  

Malaysia 

Page 56 of 160 

 

Section A – 

Demographic 

Profile  

Heard about a digital bank  Nominal  

Gender  Nominal  

Age Ordinal  

Ethnicity  Nominal  

State  Nominal  

Work status  Ordinal  

Income level  Ordinal  

Education level  Ordinal  

Opened an account for a digital 

bank 

Nominal  

Which digital bank are you 

currently using?  

Nominal  

Section B – 

Dependent 

Variable  

Intention to adopt a digital bank 

among Generation Z in Malaysia  

Interval  

Section C – 

Independent 

Variable  

Perceived Usefulness (PU) Interval  

Trust (T) Interval  

Security Concerns (SC) Interval  

Environmental Concern (EC) Interval  

 

Sources: Authors’ development  

 

 

3.6  Data Processing  

 

According to Huang (2019) and Olaitan (2024), data processing (DP) is the process 

of organising, indexing, and transforming data to extract information. The data also 

reveals key relationships and patterns that can be used to tackle major issues. The 

possibilities and effectiveness of data processing have increased along with 

technological advancements. However, data processing, according to Olaitan 

(2024), is the process of converting data into meaningful information after it has 

been acquired. To prevent a negative effect on the finished product or data output, 
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data processing, which is usually carried out by a data scientist or team of data 

scientists, must be done correctly. 

 

 

3.6.1  Data Processing Procedure  

 

Figure 3.7 Data Processing Procedure  

 

 

 

Source: Author’s development  

 

 

3.6.1.1 Data Checking  

 

First and foremost, data verification is crucial to the study, as it provides valuable 

insights. Furthermore, Tebbut (2014) asserts that although data checking is essential 

and simple to comprehend, it poses challenging problems to handle because there 

are several ways in which data may be inaccurate or in an unexpected format. 

 

 Data Checking 

Data Cleaning  

 Data Coding 

 Data Visualization 
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Therefore, after data collection, the first stage of this study is to confirm its accuracy. 

As a result, this step is essential for confirming the accuracy of the information 

gathered before sending it to data analysis software, especially SPSS (Taylor, 2024). 

Cross-checking also entails comparing recorded data to questionnaire replies in 

order to spot irregularities, including misaligned records, that could affect the 

accuracy of further study. 

 

 

3.6.1.2 Data Cleaning  

 

The primary goal of data cleaning is to fix or remove erroneous, corrupted, 

incorrectly formatted, duplicate, or missing data from a dataset (Tableau, 2024). In 

other words, there are opportunities for the collected data to be repeated or 

mislabelled when gathered from different data sources. Therefore, if the data is 

inappropriate, the results will not be reliable, even though it appear to be in order. 

Hence, data cleaning is vital to implement after collecting data from the 

questionnaire survey form.  

 

All data cleaning activities will be thoroughly documented. This includes the 

number of respondents removed due to outliers, the number of respondents with 

mean substitutions for missing data, and the number of respondents eliminated due 

to biased or uninformed responses (Tableau, 2024). This research will provide a 

comprehensive report detailing all procedures in a table that outlines the data-

cleaning process. The total number of respondents at the start (N = 200) will be 

reported, along with the numbers deducted at each subsequent stage. The count of 

respondents identified as outliers using the 99% confidence interval in SPSS will 

reflect the number that would have been removed. The number of cases managed 

in this manner will be available if mean substitution is used to address the missing 

data. This step will report the number of respondents eliminated in a table. In 

summary, the research will report on the valid respondents. 

 

 

3.6.1.3 Data Coding  
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Table 3.4 Data Coding  

 

Section  Variable / 

Questions 

Number of 

items  

Data Coding  

Demographic 

Factors  

Have you heard 

about digital 

banks?  

-  1=Yes 

2=No 

Gender  1 = Male  

2 = Female 

Age  1 = Under 18   

2 = 18 – 22   

3 = 23 – 28   

Ethnicity   1 = Chinese 

2 = Indian 

3 = Malay 

4 =Others 

State  1 = Johor 

2 = Kedah 

3 = Kelantan 

4 = Kuala Lumpur   

5 = Labuan 

6 = Malacca 

7 = Negeri Sembilan   

8 = Pahang 

9 = Penang  

10 = Perak 

11= Perlis  

12 = Putrajaya 

13 = Sabah 

14 = Sarawak 

15 = Selangor  

16 = Terengganu  

Work Status  1 = Full-time   
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2 = Part–time   

3 = Student 

4 = Self–employed   

5 = Unemployed 

6 = Others 

Income level per 

month  

1 = Do not have 

income   

2 = Below RM 1500   

3 = RM 1501 – RM 

2500   

4 = RM 2501 – RM 

3500   

5 = Above RM 3500   

Education Level  1 = SPM 

2 = Foundation 

3 = Diploma 

4 = STPM  

5 = bachelor’s degree   

6 = Others  

Have you opened 

an account with a 

digital bank?  

1 = Yes  

2 = No   

3 = Planning to open a 

new account in the 

future   

Which digital bank 

are you using 

currently? (Can 

select more than 

one option) 

1 = Aeon Bank (M) 

Berhad  

2 = Boost Bank Berhad   

3 = GX Bank Berhad   

4 = KAF Digital Bank 

Berhad   

5 = YTL Digital Bank 

Berhad (Ryt Bank)   
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6 = Not using any 

digital bank 

7 = Other 

Dependent 

Variable  

Intention to adopt a 

digital bank among 

Generation Z 

5  1= Strongly Disagree   

2 = Disagree 

3 = Neutral 

4 = Agree 

5 = Strongly Agree   

Independent 

Variable  

Environmental 

Concern (EC)  

5  

Trust (T)  5  

Security Concern 

(SC)  

5  

Perceived 

Usefulness (PU) 

5  

 

Sources: Authors' development  

 

 

3.6.1.4 Data Visualisation 

 

Data visualisation is the transformation of data into a visual representation. Once 

the data has been coded, this study will make use of SPSS software. This method 

entails examining the data obtained from a questionnaire survey. Charts, graphs, 

infographics, and other visual aids are used to convey the results of data cleaning 

and coding (IBM, 2021). Furthermore, this section covers all research topics and 

hypotheses. Addressing the questions and hypotheses in the order stated in earlier 

sections of the study is common practice. 

 

 

3.7  Data Analysis Methods  

 

Research is a scientific domain that provides new knowledge and addresses existing 

concerns. Therefore, data analysis is a key area of research that yields meaningful 

outcomes from the study (Dibekulu, 2020). In other words, it is defined as the 
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process of collecting, transforming, cleaning, and modelling data to discover and 

extract useful information. Thus, this study will utilise SPSS software tools to 

analyse the collected data.  

 

 

3.7.1 Software for Data Analysis 

 

First and foremost, this research will utilise the SPSS software tool. The Statistical 

Package for the Social Sciences (SPSS) is a software programme employed by 

researchers for various purposes in the quantitative analysis of complex data. 

Furthermore, SPSS is designed for users with little or no technical background 

(particularly in the social sciences, thus requiring no knowledge of programming, 

making it user-friendly (Arkkelin, 2014). It can manage extensive data, generate 

reports, and offer some flexibility for the quantitative data analysis required 

(Wagner, 2019). The capacity to handle authorisation, collaborative efforts, and 

strategic data mining renders SPSS an ideal choice for the social sciences (Rahman 

& Muktadir, 2021). A basic understanding of SPSS will enable a researcher to 

analyse quantitative data and address research issues effectively. SPSS requires the 

researcher to define the variables used to create cases. There are four types of 

variables: independent, dependent, intervening, and moderating variables (Bala, 

2016). The researcher must grasp the variables involved in their analysis, as they 

can significantly influence the results. In summary, this study will utilise SPSS to 

examine the relationships between the independent variables (perceived usefulness, 

trust, security concern, and environmental concern) and the dependent variable 

(intention to adopt a digital bank), as well as to conduct descriptive analyses.  

 

 

3.7.2 Descriptive Analysis  

 

First and foremost, Sarmento and Costa (2017) defined descriptive statistics as the 

foundational steps in analysing data to describe and summarise the data. Large 

amounts of data and highly effective computational techniques strengthened this 
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statistical area. Additionally, descriptive analysis is the most crucial step in 

providing a comprehensive understanding of the data (Rawat, 2021).  

 

SPSS will be used to analyse demographic information, including gender, ethnicity, 

state, work status, and knowledge of digital banks, which will be measured on a 

nominal scale. Ordinal levels are used to assess age, income, and educational 

attainment. Thus, there are three ordinal scale questions and seven nominal scale 

questions in Section A. The bar chart can be used for a variety of problems since it 

can be applied to both nominal and ordinal variables when graphing frequency 

distributions. As a result, the nominal variables—such as Questions 1, 2, 4, 5, 6, 9, 

and 10 in Section A of the questions—will be represented by the pie chart. On the 

other hand, the bar chart will show the ordinal variable found in Section A, 

Questions 3, 7, and 8. 

 

 

3.7.3 Reliability Analysis  

 

First and first, reliability is critical, as assessing a test’s reliability is a prerequisite 

for determining its scientific validity and use (Segal & Coolidge, 2018). Reliability 

is a requirement for test validity, which is a test’s ability to assess the construct it is 

intended to measure. As a result, a reliability analysis based on Cronbach’s alpha is 

necessary. Cronbach’s alpha is a reliability coefficient used to assess the internal 

consistency of a group of items (Chen et al., 2023). In other words, Cronbach’s 

alpha is calculated by averaging the intercorrelations of items measuring the same 

idea. For example, a higher Cronbach’s alpha indicates more internal consistency 

(Chen et al., 2023). 

 

Table 3.5 Coefficient Alpha  

 

Coefficient of Cronbach’s Alpha  Reliability Level  

More than 0.90  Excellent  

0.80 – 0.89  Good 

0.70 – 0.79  Acceptable  
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0.6 – 0.69  Questionable  

0.5 – 0.59 Poor  

Less than 0.59 Unacceptable  

 

Sources: Adapted from Arof & Latif (2018).  

 

 

3.7.4 Inferential Analysis  

 

First and foremost, inferential analysis, often known as deductive statistics, is a 

broad category of procedures that go beyond just summarising a data set. In other 

words, it can be advantageous to do research that delivers a thorough summary of a 

sample to a community. Furthermore, inferential analysis can identify many types 

of correlations between variables (Guetterman, 2019). Examples of inferential 

analysis include the t-test, the Pearson correlation coefficient, and multiple 

regression models. Similarly, Chen et al. (2023) described it as the use of analytical 

procedures to random samples in order to test hypotheses and draw conclusions 

about the population. As a result, this study uses inferential analysis to identify the 

link between the dependent variable (DV) and the independent variable (IV) 

proposed in Chapter 2, which includes four hypotheses. This study’s data is also 

analysed using Pearson’s correlation coefficient and multiple regression analyses. 

 

 

3.7.4.1 Pearson Correlation Coefficient Analysis  

 

The Pearson correlation coefficient, commonly known as the product-moment 

correlation coefficient, is denoted by the symbol r in a sample. In contrast, ρ 

represents the population from which the sample was collected (Sedgwick, 2012). 

Furthermore, the coefficient can range from -1 to +1 and is measured on a unitless 

scale. For example, a positive correlation coefficient indicates that people who care 

about the environment are more likely to engage in environmentally beneficial 

actions (Alam et al., 2025). If the correlation coefficient were negative, a negative 
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correlation would arise (Sedgwick, 2012), implying that digital bank penetration 

rises as paper consumption falls dramatically (Kuosuwan et al., 2024). 

 

Table 3.6 Coefficient Range 

 

Coefficient Range Interpretation 

0.00 – 0.10  Negligible correlation  

0.10 – 0.39  Weak Correlation  

0.40 – 0.69  Moderate correlation  

0.70 – 0.89  Strong Correlation  

0.90 – 1.00 Powerful correlation  

 

Sources: Adapted from Schober & Boer (2018).  

 

 

3.7.5 Multiple Regression Analysis  

 

First and foremost, multiple regression is an effective regression technique with 

diverse applications (Sun et al., 2023). Multiple linear regression is a statistical 

method for predicting a dependent variable using two or more independent variables 

(Hew, 2022; Lau, 2022). Furthermore, multiple regression analysis is used to 

investigate the relationship between the dependent variable (DV) and the 

independent variable (IV) (Lee et al.; Hew, 2022). As a result, this study aims to use 

multiple linear regression to identify the four independent factors that explain 

variation in the dependent variable, thereby verifying the hypothesis. Thus, the 

multiple regression equation has the following formula: 

 

    𝒚 =  𝒃𝟎 +  𝒃𝟏𝑪𝟏 + ⋯ +  𝒃𝒏𝑿𝒏 + 𝒆  

 

Where,  

Y = dependent variable  

𝑏0 = y-intercept (Constant term) 

𝐶1 = regression’s first independent variable  
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𝑏𝑛 = slope coefficient of each explanatory variable  

𝑒 = model’s error term  

 

In short, these studies utilise a multiple regression model with a similar research 

topic (Lee et al., 2023; Hailu et al., 2025; Hew, 2022; Goh et al., 2024; Lee et al., 

2020). Therefore, this study also employed a multiple regression model to 

investigate the predictors of perceived usefulness, trust, security concern, and 

environmental concern among Generation Z, thereby filling the research gap.  

 

 

3.8  Chapter Summary  

 

In short, this chapter offered a complete explanation of the study methodology, 

including the sampling design, questionnaire structure, and measuring scale types. 

This chapter also describes the essential data processing procedures, such as 

checking, editing, coding, and transcribing, to ensure that raw data can be 

transformed into meaningful information. The chapter also described how SPSS 

was used for data analysis. SPSS enables various types of analysis, including 

descriptive analysis to summarise data and present it clearly and understandably, as 

well as reliability analysis to assess the consistency and validity of measurement 

instruments, and inferential analysis to test hypotheses and examine relationships 

between variables. SPSS enables researchers to generalise to a larger population 

based on sample data. This consistent research process planning should lead the 

researcher to meaningful, valid, and reliable conclusions about the research, as well 

as effectively address the study's objectives. 
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CHAPTER 4: RESEARCH RESULTS 

 

 

4.0 Introduction  

 

First and foremost, SPSS software will be utilised in this chapter to create and 

analyse findings. Furthermore, this study will generate outcomes for the hypotheses 

and research questions and analyse the results once the data are collected. It will 

start with descriptive research, which provides an overview of each component, 

including the demographic section, the dependent variable, and the independent 

variable. By doing so, it will use a multiple regression model to investigate the 

relationships between independent factors and dependent variables. Furthermore, 

the findings will be presented in tables showing the coefficient estimates, p-values, 

and variable correlations. 

 

 

4.1  Descriptive Analysis  

 

Descriptive analysis is the process of summarizing data so that it is easier to 

interpret (ScienceDirect, n.d.). Descriptive analysis will look at the questionnaire 

format, which includes section A, the respondents' demographic profile, section B, 

the dependent variable (intention to use a digital bank in Malaysia), and section C, 

the independent variables (PU, T, SC, EC). Section A has 10 questions, section B 

has five, and section C has 20. 

 

 

4.1.1  Demographic Profile of the Respondent 

 

 

4.1.1.1 Digital Bank Experiences  

 

Figure 4.1: Statistics of Respondents’ Awareness of Digital Bank  



Determinants of the Intention to Adopt a Digital Bank Among Generation Z In  

Malaysia 

Page 68 of 160 

 

 

 

 

Sources: Authors’ development 

 

According to Figure 4.1, the level of awareness of digital banks among Generation 

Z in Malaysia is illustrated. The result shows that 192 (96%) Generation Z 

individuals are aware of digital banks. However, there is 8 (4%) of Generation Z 

are not aware of it. It indicates that the majority of Generation Z in Malaysia have 

a high level of awareness about digital banks.  

 

 

4.1.1.2 Gender  

 

Figure 4.2: Statistics of Respondents’ Gender 
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Sources: Authors’ development 

 

According to Figure 4.2, the gender distribution of respondents is presented. The 

results show that 75 respondents (37.5%) of Generation Z are male, whereas 125 

respondents (62.5%) are female. This indicates that the majority of respondents in 

this study are female compared to males. 

 

 

4.1.1.3 Age  

 

Figure 4.3: Statistics of Respondents’ Age 
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Sources: Authors’ development 

 

According to Figure 4.3, the age distribution is illustrated. The results show that 98 

respondents (49%) are between 18 and 22 years old, while 102 respondents (51%) 

are between 23 and 28 years old. It means that the majority of the respondents are 

within the 23 – 28 age group. Thus, the results indicate a high level of intention to 

adopt among Generation Z in Malaysia, regardless of age.  

 

 

4.1.1.4 Ethnicity Group  

 

Figure 4.4: Statistics of Respondents’ Ethnicity Group 
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Sources: Authors’ development 

 

Figure 4.3 shows the ethnic distribution of the respondents. The results show that 

122 respondents (61%) are Chinese, 47 (23.50%) are Malay, and 31 (15.50%) are 

Indian. It indicates that the majority of Generation Z in Malaysia intend to use a 

digital bank, with Chinese, Malay, and Indian respondents following suit. As a result, 

there is an ethnic difference in the study, regardless of whether the individuals are 

Chinese, Malay, or Indian. 

 

 

4.1.1.5 State 

 

Figure 4.5: Statistics of Respondents’ State 
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Sources: Authors’ development 

 

Figure 4.5 illustrates the distribution of respondents’ states. The findings indicate 

that the highest proportion of respondents is from Selangor, with 33 respondents 

(16.5%), followed by Kuala Lumpur with 27 respondents (13.5%) and Johor with 

21 respondents (10.5%). Both Penang and Sarawak have the same 16 respondents 

(8%), while Perak has 13 respondents (6.5%). Additionally, Perlis and Negeri 

Sembilan each had 11 respondents (5.5%), while Malacca had 10 respondents (5%).  

 

On the other hand, smaller proportions of the respondents were from Pahang (9 

respondents, 4.5%), Kedah (8 respondents, 4%), Labuan and Putrajaya (each with 

six respondents, 3%), Sabah (5 respondents, 2.5%), Terengganu and Kelantan, each 

with four respondents (2%). Thus, it indicates that different states across Malaysia 

have intended to use digital banks among Generation Z and in rural areas.  

 

 

4.1.1.6 Work Status  

 

Figure 4.6: Statistics of Respondents’ Work Status 
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Sources: Authors’ development 

 

Figure 4.6 illustrates the distribution of work status as presented above. First and 

foremost, the results indicate that the majority of students (89 respondents, 44.5%) 

were followed by part-time employees (43 respondents, 21.5%) and full-time 

employees (40 respondents, 20%).  

 

In addition, 19 respondents (9.5%) are self-employed, and 9 respondents (4.5%) are 

unemployed. Hence, the results suggest that, regardless of their employment status, 

Generation Z respondents intend to adopt a digital bank. 

 

 

4.1.1.7 Income Level  

 

Figure 4.7: Statistics of Respondents’ Income Level  

 

 



Determinants of the Intention to Adopt a Digital Bank Among Generation Z In  

Malaysia 

Page 74 of 160 

 

 

 

Sources: Authors’ development 

 

Figure 4.7 presents the distribution of respondents by monthly income. The results 

show that 53 respondents (26.5%) earn below RM 1500, and 52 respondents (26%) 

have no income. In addition, 36 respondents (18%) earn between RM 1,501 and 

RM 2,500, 28 respondents (14%) earn between RM 2,501 and RM 3,500, and 31 

respondents (15.5%) earn above RM 3,500.  

 

In short, the results indicate that a large portion of the respondents belong to lower-

income groups or have no income. By doing so, it is consistent with the majority of 

respondents being students. Thus, Generation Z intends to adopt a digital bank 

regardless of income level.  

 

 

4.1.1.8 Education Level  

 

Figure 4.8: Statistics of Respondents’ Education Level  
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Sources: Authors’ development 

 

Figure 4.8 shows the distribution of respondents by educational level. According to 

the findings, the majority of respondents had a bachelor’s degree (131, 65.5%), 

followed by foundation (21, 10.5%), diploma (20, 10%), and STPM (16, 8%). In 

addition, 9 respondents (4.5%) are SPMs, while 3 respondents (1.5%) are classified 

as others. In short, the findings suggest that Generation Z is well-educated, which 

may influence their knowledge and desire to use a digital bank. 

 

 

4.1.1.9 Digital Bank Account Status  

 

Figure 4.9: Statistics of Respondents’ Digital Bank Account Status 
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Sources: Authors’ development 

 

Figure 4.9 presents the distribution of respondents by digital bank account status. 

The findings show that the majority of respondents who have opened an account 

with a digital bank are 144 individuals (72%). In addition, 41 respondents (20.5%) 

report not having a digital bank account, and 15 respondents (7.5%) indicate they 

plan to open a new account in the near future. In short, the results show that 

Generation Z respondents have adopted a digital bank; however, a small proportion 

plan to open an account in the future.    

 

Figure 4.10: Statistics of Respondents’ Digital Bank Account Status 
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Sources: Authors’ development 

 

Figure 4.10 presents the distribution of respondents by digital bank account status. 

The result shows that GX bank is the most well–known choice by the Generation 

Z, with 29 respondents (14.5%) utilising the digital bank. On top of that, other banks 

are used less frequently, such as Aeon Bank (M) Berhad, which has eight users (4%), 

Boost Bank Berhad has seven users (3.5%), YTL Digital Bank Berhad has 4 users 

(2%), and KAF Digital Bank Berhad is used by only one respondent (0.5%). In 

addition, several respondents have adopted more than one digital bank account. In 

particular, 39 respondents (19.50%) reported having at least two digital bank 

accounts, 31 respondents (15.50%) have at least three, 19 Generation Z respondents 

(9.50%) have at least four, and 6 respondents (3%) have at least five. However, 56 

respondents (28%) indicated that they are not currently using any digital bank. In 

short, the findings indicate that the majority of respondents have experience with 

utilising digital banks, with GX Bank Berhad being the most preferred among 

Generation Z users. 

 

 

4.1.2 Central Tendencies Measurement of constructs  
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This section will examine the mean and standard deviation values for both the 

independent (IV) and dependent variables (DV) in the study. The questionnaire 

contains 25 questions, divided into parts B and C, and will be evaluated using SPSS. 

It offers tools for calculating descriptive statistics. By doing so, the study hopes to 

obtain insight into the data’s primary patterns and variability for further inferential 

analysis. This strategy ensures that the data contribute effectively to the research 

objectives. 

 

 

4.1.2.1 Intention to Adopt Digital Bank (IADB) 

 

Table 4.1: Central Tendencies Measurement of Constructs of Intention to Adopt 

Digital Bank 

 

No  Items  Means Standard 

Deviation  

IADB1 I would recommend the digital banking service 

to my friend to utilise it daily.  

3.90 1.326 

IADB2 I decided to use a digital banking application 

within the next 6 months. 

3.87 1.298 

IADB3 I plan to use digital banks for payment, collecting 

money, and accessing digital assets.   

3.85 1.389 

IADB4 I am comfortable adopting digital banking 

services once others have had good experiences. 

3.94 1.251 

IADB5 I am satisfied with the benefits that digital 

banking offers. 

3.96 1.352 

 

Source: Author’s development  

 

According to Table 4.1, the mean scores for intending to use a digital bank among 

Generation Z range from 3.85 to 3.96. It indicates that the overall intention to adopt 

a digital bank is high. Therefore, IADB5 has the highest mean score (3.96) and the 

highest standard deviation (1.352). It is recommended that the majority of 
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respondents prefer to adopt a digital bank. In addition, the second–highest means 

(3.94) and standard deviations (1.251) are IADB4. As follows, IADB1 (mean = 3.90, 

standard deviation = 1.326) and IADB2 (mean = 3.87, standard deviation = 1.298) 

indicate that the respondents are willing to adopt a digital bank account in the future. 

Additionally, IADB3 (means = 3.85, standard deviation = 1.298) indicates the 

lowest mean and represents a positive response. In short, the results show that 

respondents in Generation Z intend to adopt a digital bank due to their future usage 

intentions, experiences, and perceived benefits. 

 

 

4.1.2.2 Perceived Usefulness (PU) 

 

Table 4.2: Central Tendencies Measurement of Constructs of Perceived Usefulness  

 

No  Items  Means Standard 

Deviation  

PU1 The usefulness of a digital bank also helps me 

save money and time.  

3.95 1.243 

PU2 Digital banking makes me more efficient by 

preventing me from queuing for long hours.  

3.99 1.317 

PU3 I believe that the usefulness of digital banking 

services is simple and easy to use  

4.01 1.242 

PU4 Digital banking makes it easier and quicker for 

me to complete tasks.  

4.00 1.332 

PU5 The digital bank is useful and allows me to 

access various services and perform them during 

a public holiday.  

4.01 1.218 

 

Source: Author’s development  

 

According to Table 4.2, the mean scores for intending to use a digital bank among 

Generation Z range from 3.95 to 4.01. It indicates that the overall intention level is 

high. The highest means and standard deviation is PU3 (means = 4.01 standard 
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deviation = 1.242) and PU5 (means = 4.01, standard deviation = 1.218). It indicates 

that the majority of Generation Z respondents are willing to use a digital bank due 

to its simplicity and ease of use, as well as the variety of services it offers.  

 

In addition, PU4 has the second-highest mean (4) and standard deviation (1.332). It 

shows that respondents are willing to use the digital bank when it is simpler and 

faster to perform the activity. Additionally, PU2 has a mean of 3.99 and a standard 

deviation of 1.317. It implies that respondents are willing to utilise a digital bank 

because it is more efficient and eliminates long lines. Furthermore, PU1 has a mean 

of 3.95 and a standard deviation of 1.243. It suggests that respondents agree to use 

a digital bank to save time and money nowadays. 

 

In short, the overall result indicates that Generation Z respondents have a high 

intention to adopt a digital bank due to its perceived usefulness, such as being easier 

to use, saving time and money, and being more efficient compared to traditional 

banks. 

 

 

4.1.2.3 Trust (T) 

 

Table 4.3: Central Tendencies Measurement of Constructs of Trust 

 

No  Items  Means Standard 

Deviation  

T1 I am confident that digital banks have a legal and 

technological policy to secure me from any 

problems that may affect the services. 

3.91 1.375 

T2 I am confident that digital banking is secure from 

hackers and scams.  

3.74 1.250 

T3 I genuinely trust digital bank services and 

depend on them for banking services 

3.83 1.380 

T4 I feel comfortable and trustworthy conducting 

financial services through a digital bank  

3.86 1.234 
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T5 I trust that digital banking delivers the best 

advantages that customers always find. 

3.87 1.412 

 

Source: Author’s development  

 

Table 4.3 presents the central tendency measurement for the trust construct. The 

mean scores for the intention to adopt a digital bank, with the trust factor, range 

from 3.74 to 3.91. This indicates that trust is a strong predictor of intention to adopt 

a digital bank.  

 

The highest mean score for T1 is 3.91 (standard deviation = 1.375), indicating that 

respondents in Generation Z are confident that a digital bank is legitimate and has 

technological policies in place to protect consumers from potential issues. The 

second-highest is T5 (means = 3.87, standard deviation = 1.412), indicating that 

Generation Z respondents trust the digital bank because it delivers significant 

advantages to customers.  

 

Additionally, T4 (means = 3.86, standard deviation = 1.234) and T3 (means = 3.83, 

standard deviation = 1.380). It indicates that Generation Z respondents trust digital 

banks due to their convenience and reliability in conducting financial transactions. 

Lastly, T2 (mean = 3.74, standard deviation = 1.25) indicates that respondents are 

confident and trustworthy about the digital bank. In short, the findings indicate that 

Generation Z respondents are willing to adopt a digital bank due to their trust in 

legal protection, confidence in and comfort with the services, and assurance that 

they will be free from scams and hackers. 

 

 

4.1.2.4 Security Concern (SC) 

 

Table 4.4: Central Tendencies Measurement of Constructs of Security Concern  

 

No  Items  Means Standard 

Deviation  
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SC1 I am confident that the digital bank service will 

not have security issues while using it  

3.59 1.418 

SC2 I am confident in sending sensitive information 

through digital banking.  

3.53 1.520 

SC3 I am confident that Fintech services provide 

information that helps users reduce risk.   

3.70 1.375 

SC4 I am confident that a digital bank will prevent 

unauthorised transactions.  

3.61 1.480 

SC5 I am confident that the digital bank transaction 

process is trustworthy and secure.   

3.66 1.362 

 

Source: Author’s development  

 

According to Table 4.4, the central tendency measurements for the security concern 

construct. The mean scores for the intention to adopt a digital bank, by security 

concern, range from 3.53 to 3.70. This suggests that security concerns are a 

significant predictor of intention to adopt a digital bank.  

 

The highest mean score is observed for SC3 (mean = 3.70, standard deviation = 

1.375), indicating that Generation Z respondents are confident that the digital bank 

provides reliable information to help mitigate risk. SC5 has the second-highest 

mean (3.66) and standard deviation (1.362), indicating that Generation Z 

respondents believe the digital bank’s transactions are trustworthy and secure. 

 

Additionally, SC4 (mean = 3.61, standard deviation = 1.480) and SC1 (mean = 3.59, 

standard deviation = 1.418) indicate that Generation Z respondents are confident in 

a digital bank’s ability to prevent unauthorised transactions and believe they are 

protected from security issues. Lastly, SC2 (mean = 3.53, standard deviation = 1.52) 

indicates that the respondents are comfortable sending sensitive information 

through a digital bank.  
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In short, the findings show that Generation Z is willing to adopt a digital bank due 

to their confidence in its security features, such as protection and the ability to 

reduce risk.  

 

 

4.1.2.5 Environmental Concern (EC)  

 

Table 4.5: Central Tendencies Measurement of Constructs of Environmental 

Concern 

 

No  Items  Means Standard 

Deviation  

EC1 I am aware that using environmentally sustainable 

services will help to minimize environmental 

impact, as they use less paper and energy.  

4.04 1.381 

EC2 I am concerned that digital services have more 

environmental benefits, such as fewer emissions 

than traditional banking services.   

3.97 1.200 

EC3 I am aware of my bank’s environmentally 

sustainable initiatives and services.  

3.98 1.324 

EC4 I am aware that using eco-friendly products and 

services is a primary way to reduce the 

environmental impact.  

4.08 1.219 

EC5  I believe that digital banks are actively taking steps 

to implement environmentally sustainable 

initiatives. 

4.04 1.337 

 

Source: Author’s development  

 

Table 4.5 presents the central tendency measurements for the environmental 

concern. The mean scores for the intention to adopt a digital bank, across the 

environmental concern range, range from 3.97 to 4.08, indicating that 
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environmental concerns are a significant predictor of intention to adopt a digital 

bank. 

 

The highest mean score is recorded for EC4 (mean = 4.08, standard deviation = 

1.219). It suggests that Generation Z respondents are aware that using eco-friendly 

products, such as a digital bank, helps to reduce environmental impacts. The 

second-highest means are EC1 (means = 4.04, standard deviation = 1.381) and EC5 

(means = 4.04, standard deviation = 1.337), indicating that Generation Z 

respondents are confident that digital banks implement environmental sustainability 

practices to minimise paper and energy consumption.  

 

In addition, EC3 (mean = 3.98, standard deviation = 1.324) and EC2 (mean = 3.97, 

standard deviation = 1.2) suggest that Generation Z respondents are aware and 

concerned that digital banks are more environmentally sustainable and contribute 

lower emissions as compared to traditional banks. 

 

In short, the results show that Generation Z respondents are willing to adopt a digital 

bank due to their confidence in its environmental impact, particularly in reducing 

paper use, energy consumption, and carbon emissions.  

 

 

4.2 Scale Measurement  

 

 

4.2.1 Reliability Test  

 

Table 4.6: Reliability Test of The Study 

 

Variable  Cronbach’s Alpha () Item  Number of 

Respondents 

Intention to adopt a 

digital bank 

(IADB) 

0.969 5 200 
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Perceived 

usefulness (PU) 

0.971 5 200 

Trust (T) 0.968 5 200 

Security Concern 

(SC) 

0.970 5 200 

Environmental 

concern (EC) 

0.968 5 200 

 

Source: Author’s development  

 

Table 4.6 displays the Cronbach’s Alpha values from the reliability test conducted 

in this study. According to the reliability standard, Cronbach’s Alpha must be 0.50 

or higher. According to Table 4.16, all Cronbach’s alphas for the dependent and 

independent variables in this study are greater than 0.70. Each variable has five 

items, and the reliability test results show Cronbach’s Alpha values of 0.968 for 

trust and environmental concerns. The ambition to utilise a digital bank came next 

(0.969), followed by security concerns (0.970), and perceived usefulness (0.971). 

All items show high reliability, with values ranging from 0.968 to 0.971. 

 

 

4.3  Inferential Analysis 

 

 

4.3.1 Pearson Correlation Coefficient 

 

The Pearson correlation coefficient will be used in this study to determine the 

relationship among the variables. As a result, it is the best measurement to analyse 

their relationship because both independent and dependent variables are scored on 

a Likert scale. 

 

Table 4.7 Pearson Correlation Coefficient Table  
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 Perceived 

usefulness 

(PU) 

Trust 

(T) 

Securit

y 

Concer

n (SC) 

Environm

ental 

Concern 

(EC) 

Intenti

on to 

adopt a 

digital 

bank 

(IADB) 

Perceived 

usefulness 

(PU) 

Pearson 

Correlation 

(r) 

1     

Sig. (2 

tailed) (p) 

     

Trust (T) Pearson 

Correlation 

(r) 

 1    

Sig. (2 

tailed) (p) 

     

Security 

Concern 

(SC) 

Pearson 

Correlation 

(r) 

  1   

Sig. (2 

tailed) (p) 

     

Environm

ental 

Concern 

(EC) 

Pearson 

Correlation 

(r) 

   1  

Sig. (2 

tailed) (p) 

     

Intention 

to adopt a 

digital 

bank 

(IADB) 

Pearson 

Correlation 

(r) 

0.826** 

 

0.888** 0.598 0.844** 1 

Sig. (2 

tailed) (p) 

< 0.001 < 0.001 < 0.001 < 0.001 < 0.001 

**correlation is significant at the 0.01 level (2-tailed) 

 

Source: Author’s development  

 

Table 4.7 illustrates the relationship between perceived usefulness (PU) and 

intention to use a digital bank (IADB). The Pearson correlation coefficient for these 

two variables is 0.826. It signifies a strong, favourable relationship. It means that 

perceived usefulness grows, as does a desire to utilise a digital bank. Furthermore, 

the p-value < 0.001 shows a significant association. Thus, perceived usefulness has 

a high, positive association with Generation Z respondents’ intention to utilise a 

digital bank. 
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Table 4.7 displays the relationship between trust (T) and the desire to use a digital 

bank (IADB). The Pearson correlation coefficient for the two variables is 0.888, 

showing a significant positive relationship. This means that as trust grows, so does 

the intention to use a digital bank. Furthermore, the association is statistically 

significant (p-value < 0.001). Thus, it can be inferred that trust has a substantial, 

positive link with Generation Z respondents’ inclination to use a digital bank. 

 

Table 4.7 represents the relationship between security concerns (SC) and intention 

to use a digital bank (IADB). The Pearson correlation coefficient for these two 

variables is 0.598. This suggests a moderately good relationship between them. It 

suggests that higher security concerns are related to a greater willingness to use a 

digital bank. The relationship is statistically significant (p-value < 0.001). As a 

result, there is a large, moderately favourable association between security concerns 

and Generation Z respondents’ willingness to use a digital bank. 

 

Table 4.7 shows the relationship between environmental concern and the intention 

to use a digital bank. The Pearson correlation coefficient for the two variables is 

0.844, showing a strong positive association. In other words, as people become 

more concerned about the environment, they are more likely to use a digital bank. 

The p-value of < 0.001 shows a significant association. In short, environmental 

concern is strongly and positively associated with Generation Z respondents’ 

intention to use a digital bank. 

 

 

4.4 Multiple Linear Regression  

 

Table 4.8: Model Summary 

 

Model  R R Square  Adjusted R 

Square 

Std. Error of 

the Estimate  

1 0.915𝑎 0.837 0.833 0.542 

a. Predictors: (Constant), PU, T, SC, EC 
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Source: Author’s development  

 

Table 4.8 illustrates the regression analysis, which shows the model’s strength and 

effectiveness in predicting intent to use a digital bank among Generation Z, with 

independent variables including perceived usefulness, trust, security concern, and 

environmental concern.  

 

The model shows a significant positive correlation between the observed and 

predicted values of the dependent variable (R = 0.915). According to the coefficient 

of determination (R-squared = 0.837), the four independent variables perceived 

usefulness, trust, security concern, and environmental concern represent 

approximately 83.7% of the variance in intention to use a digital bank among 

Generation Z. 

 

Additionally, the adjusted R-squared is 0.833, indicating that it gives support to the 

robustness and reliability of the model after adjusting for the number of predictors. 

The standard error of estimate is 0.542, which is relatively low, indicating that the 

model’s predictions are accurate with minimal deviation from the actual values.  

 

Table 4.9: Anova Table  

 

Model  Sum of 

Squares 

df Mean 

square  

F Sig 

Regression  292.790 4 73.198 249.494 < 0.001 

Residual  57.210 195 0.293   

Total  350.00 199    

 

Source: Author’s development  

 

The regression model is statistically significant in the ANOVA table. First, the F-

statistics of 249.494 is high; this indicates a significant amount of variance in 

intention to adopt digital bank among Generation Z, explained by the independent 
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variable in the aggregate. The p-value indicates that the model is statistically 

significant, suggesting that the observed results are unlikely to occur by chance.  

 

The sum of squares signifies how the variability in intention to adopt a digital bank 

among Generation Z is around the corner. The regression sum of squares is 292.790, 

indicating the variability accounted for by the predictors, and the residual sum of 

squares is 57.210, indicating the unexplained variation. In short, the overall sum of 

squares is 350, which indicates the amount of variance in the dependent variable.  

 

In addition, the degrees of freedom (df = 4 for the regression and 195 for the 

residuals) correspond to the number of predictors and the residual degrees of 

freedom. Thus, the findings indicate that the regression model provides a 

statistically significant explanation of the variance in the intention to adopt a digital 

bank among Generation Z. 

 

Table 4.10: coefficients table  

 

 

Model  Unstandardize

d  

Coeffic

ient 

std. 

error  

Standardise

d coefficient 

Beta  

t Sig 

Constant  0.110 0.132  0.832 .406 

Perceived 

usefulness 

(PU) 

0.230 0.061 0.216 3.797 < 0.001*** 

Trust (T) 0.491 0.057 0.509 8.567 < 0.001*** 

Security 

concern 

(SC)  

0.020 0.036 0.021 0.551 0.582 

Environm

ental 

0.220 0.057 0.229 3.828 < 0.001*** 
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concern 

(EC)  

Notes: * p < 0.050, ** p < 0.010, *** p < 0.001 

 

Source: Author’s development  

 

Table 4.10 presents the coefficients for the predictors. The table illustrates the extent 

to which perceived usefulness, trust, security concern, and environmental concern 

influence Generation Z’s intention to adopt a digital bank.  

 

The results indicate that perceived usefulness ( = 0.216, t = 3.797, p < 0.001), trust 

( = 0.509, t = 8.567, p < 0.001), and environmental concern ( = 0.229, t = 3.828, 

p < 0.001) are statistically significant predictors of the intention to adopt a digital 

bank. It suggests that Generation Z is more likely to adopt digital bank services 

when they perceive them as useful and trustworthy. Thus, trust is the strongest 

predictor to influence the intention to adopt a digital bank among Generation Z in 

Malaysia, as it has the largestvalue of 0.509. 

 

However, a security concern ( = 0.021, t = 0.551, p = 0.582) was found to be a 

statistically insignificant predictor. It indicates that this factor does not have a 

meaningful influence on the intention to use a digital bank among Generation Z in 

this study. 

 

In addition, the standardised beta coefficients further indicated that perceived 

usefulness ( = 0.216), trust ( = 0.509) and environmental concern ( = 0.229) have 

equal strength in predicting the dependent variable. It suggested that both factors 

play important roles in influencing intention to adopt a digital bank among 

Generation Z.   

  

In short, the regression analysis indicated that perceived usefulness, trust, and 

environmental concern are the factors influencing to use of a digital bank among 

Generation Z in Malaysia. In contrast, security concerns appear to have a minimal 

impact on the study.  
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4.5 Conclusion  

 

In summary, this chapter presents a descriptive study of the respondents’ 

demographic profile, completed using SPSS. This study provides information on 

the mean and standard deviation. Furthermore, Cronbach’s alpha, which is used to 

assess the study’s reliability, is greater than 0.90, indicating high reliability. 

Pearson’s correlation analysis demonstrates the substantial association between 

variables, whereas multiple regression analysis demonstrates the covariance 

between dependent and independent variables. The following chapter will include 

a more in-depth explanation of the findings.  
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CHAPTER 5: DISCUSSION, CONCLUSION, AND 

IMPLICATION 

  

 

5.0 Introduction  

 

According to Chapter 4, the linear regression model will be analysed using data 

acquired from 200 survey respondents. As a result, this chapter will present a 

summary of the statistical analysis from Chapter 4 and examine the study’s findings, 

implications, limitations, recommendations for future research, and conclusion. 

 

 

5.1 Discussion of Major Findings 

 

The discussion of major findings will summarise the hypothesis test results in 

Chapter 4.   

 

Table 5.1: Hypothesis test results’ summary table   

 

Hypothesis  Beta Value & 

Significant 

Level (p-value) 

Results 

H1: A positive relationship between 

perceived usefulness and intention to adopt 

a digital bank among Generation Z in 

Malaysia.  

β = 0.216  

p-value < 0.001 

 

Supported. 

H2: A positive relationship exists between 

trust and the intention to adopt a digital 

bank among Generation Z in Malaysia.  

β = 0.509 

p-value < 0.001 

 

Supported. 

H3: A positive relationship exists between 

security concern and the intention to adopt 

β = 0.021 

p-value = 0.582 

 

Not 

supported. 
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a digital bank among Generation Z in 

Malaysia.  

H4: A positive relationship between 

environmental concern and the intention to 

adopt a digital bank among Generation Z in 

Malaysia.  

β = 0.229 

P-value < 0.001 

 

Supported.  

 

Source: Author’s development  

 

 

5.1.1 Perceived usefulness and intention to adopt a digital bank among 

Generation Z 

 

The summary of the hypothesis test results showed that perceived usefulness (H1) 

has a substantial positive link with Generation Z’s intention to utilise a digital bank. 

In other words, for every unit rise in perceived usefulness, there is a 0.230 increase 

in the desire to use a digital bank among Malaysia’s Generation Z. These findings 

are consistent with previous research by Goh et al (2024), Nurahmasari et al (2023), 

Kaulu et al (2024), Novtandri et al (2024), Rizkyla (2024), and Soo et al (2023). 

Thus, this study’s conclusion is similar to that of Generation Z’s likelihood of using 

a digital bank. As a result, Generation Z will use the system efficiently and find it 

beneficial for daily transactions, which will have a substantial impact on the desire 

to use a digital bank in Malaysia.  

 

Furthermore, the results are consistent with the empirical findings in Chapter 2, 

which show that perceived usefulness has a significant and favourable effect on 

Generation Z’s intention to use a digital bank in Malaysia. It is also compatible with 

the previously described Technology Acceptance Model (TAM), which defines 

perceived usefulness as an individual’s opinion that utilising technology will 

improve their performance and work quality (Rizkyla et al., 2024). Thus, 

Generation Z is more likely to use a digital bank to save time and money, boosting 

their efficiency in daily tasks. 
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5.1.2 Trust and intention to adopt a digital bank among Generation Z 

 

According to Table 5.1, the summary of the hypothesis test results indicates that 

trust (H2) is significantly related to the desire to use a digital bank among 

Generation Z. In other words, for every 1-unit increase in trust, the intention to use 

a digital bank among Malaysia’s Generation Z rises by 0.491. The findings are 

similar to those of prior studies by Musyaffi (2024), Saif (2022), Amy et al. (2023), 

Lee and Kim (2019), Kurniawan et al. (2023), and Yahya (2023). These findings 

also reveal that Generation Z has higher trust in digital banks and thus a greater 

willingness to use them. According to Kurniawan et al. (2023), building trust 

between customers and service providers is critical throughout the relationship. 

 

Furthermore, the results are consistent with the literature analysis in Chapter 2, 

which found that trust has a large and favourable influence on Generation Z’s 

intention to use a digital bank in Malaysia. According to Yahya et al. (2023), digital 

banks maintain a trustworthy relationship with their users. Furthermore, Hew (2022) 

observes that Generation Z can develop trust when a digital bank meets their 

expectations, particularly regarding service quality. Thus, it is established that trust 

has a positive, significant and strongest predictor of the intention to use a digital 

bank among Malaysia’s Generation Z population. 

 

 

5.1.3 Security concerns and intention to adopt a digital bank among 

Generation Z 

 

According to Table 5.1, the summary of the hypothesis test results indicates that 

security concern (H3) has an insignificant negative relationship with to intention to 

use a digital bank among Malaysia’s Generation Z. In other words, for every one 

unit increase in security concern, the intention to use a digital bank among 

Malaysia’s Generation Z falls by 0.020. This is because the p-value is bigger than 

0.001, indicating that the association is not statistically significant. The findings are 

similar to previous research, such as Saif et al. (2022), Lee and Kim (2019), Lee et 
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al. (2024), Indriyarti (2023), and Soo et al. (2023), indicating that security concerns 

continue to be a challenge to the adoption of digital banking. These studies show 

that Generation Z is less inclined to use digital banks due to concerns about fraud, 

data privacy, cyber threats, and other factors. Similarly, Saif et al. (2023) reported 

that consumers typically believe their personal and financial information can be 

easily exploited by others, which reduces their intention to use a digital bank in 

Malaysia. 

  

Furthermore, the findings contradict an empirical study that discovered that security 

concerns are likely to have a significant positive relationship with the desire to use 

a digital bank among Malaysia’s Generation Z population. As a result, it can be 

stated that security concerns have a negative and inconsequential association with 

the intention to use a digital bank among Malaysia’s Generation Z population. 

 

 

5.1.4 Environmental concern and intention to adopt a digital bank 

among Generation Z  

 

According to Table 5.1, the summary of hypothesis test results shows that 

environmental concern (H4) has a significant positive relationship with Generation 

Z’s intention to use a digital bank in Malaysia. In other words, for every one unit 

increase in environmental concern, the intention to use a digital bank among 

Malaysia's Generation Z increases by 0.220. The results are consistent with 

empirical studies such as Saif (2022), Kuosuwan (2024), Majeed and Rasheed 

(2025), and Alam et al. (2025). Thus, these studies similarly suggest that Generation 

Z tends to utilise digital banks that incorporate environmental concern features, and 

it shows a stronger intention to adopt them. Hence, Saif (2022) also states that 

environmental concerns are a strong indicator of the adoption of the digital bank in 

Malaysia. However, some studies, such as Taneja and Ali (2020) and Chan et al. 

(2024), reported a different result, indicating an insignificant relationship between 

environmental concerns and the desire to use a digital bank among Generation Z in 

Malaysia.  
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Furthermore, the findings are consistent with the literature analysis in Chapter 2, 

which shows that environmental concerns have a significant and favorable 

influence on Generation Z's inclination to use a digital bank in Malaysia. According 

to Majeed and Rasheed (2025), people who care deeply about the environment are 

more likely to use a digital bank. Furthermore, consumers who are strongly 

concerned about environmental issues and emotionally attached to their country's 

heritage are more likely to invest in digital bank products and services. As a result, 

it is possible to conclude that environmental concern has a positive and significant 

association with the intention of Malaysian Generation Z to use a digital bank. 

 

 

5.1.5 Summary of Key Findings 

 

This overview of major findings will show whether the study topics described in 

Chapter 1 were addressed. As a result, it is possible to determine whether elements 

have a greater or lesser effect on Malaysian Generation Z’s desire to use a digital 

bank. 

 

Table 5.2 Summary of key findings  

 

Research Questions  Key Findings  

RQa. Is there a significant relationship 

between perceived usefulness and 

intention to adopt a digital bank among 

Generation Z in Malaysia? 

Perceived usefulness (H1) is 

significantly related to the intention to 

adopt a digital bank among Generation 

Z in Malaysia.  

RQb. Is there a significant relationship 

between trust and intention to adopt a 

digital bank among Generation Z in 

Malaysia? 

Trust (H2) shows that a significant 

relationship between the intention to 

adopt a digital bank among Generation 

Z in Malaysia. 

RQc. Is there a significant relationship 

between security concerns and 

Generation Z's intention to adopt a 

digital bank in Malaysia? 

Security concerns (H3) have an 

insignificant relationship with 

Generation Z’s intention to adopt a 

digital bank in Malaysia. 
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RQd. Is there a significant relationship 

between environmental concern and 

intention to adopt a digital bank among 

Generation Z in Malaysia? 

Environmental concern (H4) shows 

that a significant relationship exists 

between the intention to adopt a digital 

bank among Generation Z in Malaysia. 

 

Source: Author’s development  

 

 

5.2 Implication of the study  

 

 

5.2.1 Theory Implication  

 

This study provides vital insights into the theoretical implications of the relationship 

between perceived usefulness, trust, security issues, and environmental concerns 

for Generation Z’s inclination to utilise a digital bank in Malaysia. This study uses 

the Technology Acceptance Model (TAM), the Value-Belief-Norms (VBN) theory, 

and the Theory of Perceived Risk (TPR) to investigate digital bank use in Malaysia. 

 

The findings show that perceived usefulness, trust, and environmental concern all 

have a beneficial impact on Generation Z's desire to utilize a digital bank in 

Malaysia. These findings support the theory stated in Chapter 2 and are consistent 

with previous research on the roles of usefulness and trust in digital banks. 

According to Lee et al. (2025), perceived usefulness and trust have a major impact 

on Malaysian Generation Z's adoption of digital banking. 

 

Specifically, the significant and favorable effects of perceived usefulness and trust 

lend support to the Technology Acceptance Model (TAM). It shows that Generation 

Z is more willing to adopt technology if they believe it would improve their 

performance and trust the system (Davis, 1989). The findings indicate that 

Generation Z prioritizes the practical benefits of a digital bank as a key element 

affecting adoption. 
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In addition, environmental concern has a significant positive relationship with the 

intention to adopt a digital bank, supporting the theory of Value-Beliefs-Norms. 

This suggests that Generation Z is motivated to adopt technology within a digital 

bank. In other words, Generation Z not only serves as a convenience tool for digital 

banks but also contributes to sustainability by reducing paper use, emissions, and 

the carbon footprint (HTEC, 2021; Windasari et al., 2011).    

 

Additionally, security concerns might negatively impact the intention to adopt a 

digital bank, as supported by the theory of perceived risk. However, the study’s 

findings indicate that there is an insignificant and negative relationship among 

Generation Z. Since Gen Z is more aware of security risks, including cyber fraud 

and scams, these concerns create a substantial barrier to adoption. By doing so, 

Generation Z requires higher digital literacy and greater confidence in managing 

risks.  

 

In short, the result integrates existing theories by combining the technology 

acceptance model (TAM), value-belief norms (VBN), and the theory of perceived 

risk (TPR). This integration provides an overview of the different factors 

influencing Generation Z's intention to adopt digital bank in Malaysia. It also 

recommends that future studies consider multiple theories to better explain 

technology adoption.  

 

 

5.2.2 Practical Implications  

 

 

5.2.2.1 Perceived Usefulness (PU) 

 

This study shows that among Malaysia’s Generation Z, the intention to join a digital 

bank is positively correlated with their perceived usefulness. When Generation Z 

considers a digital bank as really useful, their intention to use it increases (Bong et 

al., 2023). It is recommended that Generation Z adopt digital banks to better their 
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financial management, reduce time, and increase efficiency when compared to 

traditional banks. 

 

According to the findings, digital banks are concentrating more on improving 

functional features such as real-time transfers, rapid transaction approvals, 

budgeting tools, auto-savings features, and tailored spending insights (Bong et al., 

2023). Enhancing these features can increase Generation Z’s willingness to adopt a 

digital bank, as they emphasise convenience and efficiency in their daily routines 

(Soo et al., 2023). In addition, digital bank developers and founders can utilise these 

insights to enhance the system’s performance by ensuring it is fast, stable, and user-

friendly, as this can contribute to strong performance, a positive user perception, 

and a greater perceived usefulness.  

 

In addition, marketing teams should highlight the digital bank’s useful features on 

social media, targeting Generation Z. By doing so, the digital bank can strengthen 

perceptions of usefulness, increasing Generation Z’s desire to use and continue 

using it.  

 

 

5.2.2.2 Trust (T) 

 

This study shows that among Malaysia’s Generation Z, trust and the intention to use 

a digital bank are positively and significantly correlated. Generation Z is more likely 

to adopt a digital bank when they feel comfortable using it. Strong trust can also 

positively influence their decision to accept and use it (Bong et al., 2023). In order 

to create a powerful and sustainable connection, it is crucial to increase Customer 

confidence in the digital bank through the innovation diffusion process (Saif et al., 

2023). 

 

Moreover, trust is crucial for sustaining customer–financial institution relationships, 

as noted in the prior study. Furthermore, the results indicate that digital banks should 

strengthen their policies, including issuing clear, transparent security certificates. 

Additionally, digital banks can offer 24/7 customer service through features like 

chatbots, FAQs, and problem-solving tools, thereby increasing users’ confidence 
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and perception of reliability (Olabiyi, 2025). Additionally, the government and 

Bank Negara Malaysia (BNM) should raise awareness of a digital bank and promote 

it through a programme to help Generation Z become more confident in adopting it 

(Bank Negara Malaysia, n.d.). By doing so, it will lead to a higher increase in trust 

and a greater willingness to register, deposit money, and perform transactions.   

 

 

5.2.2.3 Security Concern (SC)  

 

This study finds that among Malaysia’s Generation Z, security concerns have little 

bearing on their intention to use a digital bank. It shows that while Generation Z 

values security, it has little bearing on the choice to use a digital bank (Lee et al., 

2023). To put it another way, Generation Z has become used to using digital banks 

and believes that all financial apps follow the same fundamental security protocols. 

Therefore, their intention to adopt is not greatly affected by security concerns. 

 

The findings suggest that digital banks should maintain basic security criteria. 

However, according to a Malaysian Communication and Multimedia Commission 

(MCMC) report, 17% of internet users do not feel secure, 23% feel neutral, and 47% 

feel secure. Thus, it can be confirmed that cybercrimes have decreased since 2016, 

except for online fraud. Due to the lack of human assistance, the digital bank should 

prioritise a clear banking procedure and improved security measures because 

Malaysians are less concerned about it (Saif et al., 2022). As a result, digital banks 

can use online chat and video conferencing to act as virtual advisors on their 

websites. Customers’ and Generation Z’s security concerns can be addressed in this 

way.  

 

Additionally, the government and Bank Negara Malaysia should collaborate to 

strengthen security regulations and raise awareness of digital banks’ security 

practices. For instance, the Cyber Security Act 2024 (CSA, 2024), “E–Duit” 

campaign helps to enhance public confidence. Thus, Digital banks and authorities 

need to maintain trust while emphasising the variables that drive Generation Z 

adoption. 
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5.2.2.4 Environmental Concern (EC)  

 

According to this study, environmental concern and the intention to adopt a digital 

bank among Generation Z in Malaysia are positively related. When Generation Z is 

aware of environmental concerns, the intention to adopt a digital bank will increase 

accordingly. It suggests that Generation Z will consider digital banks due to their 

tech-savviness and familiarity with sustainability (HTEC, 2021; Windasari et al., 

2011).  

 

The findings suggest that Generation Z remains aware of environmental concerns, 

including carbon emissions and climate change (Saif et al., 2022). Therefore, the 

digital bank supports sustainability by offering paperless banking, e-statements and 

green initiatives to reduce environmental impact. According to Saif et al. (2022), 

establishing the link between environmental concern and adoption intention is 

important because adoption can reflect an “adopt or reject” behaviour, and 

environmental concern has a significant influence on Generation Z.  

 

Furthermore, the government department should encourage all citizens to use digital 

banks, as it can help protect the country’s natural resources and reduce paper usage, 

thereby mitigating concerns related to climate change.  

 

 

5.2.2.5 Academia  

 

This study is important because it offers an academic understanding of the variables 

that affect Malaysian Generation Z’s intention to adopt a digital bank, including 

perceived usefulness, trust, security concerns, and environmental concerns. 

 

The results show that while security concerns are a major predictor of the desire to 

adopt, perceived usefulness, trust, and environmental concern are not. This shows 

that Generation Z members choose to use digital banks despite unresolved security 

concerns. It also explains the high level of digital familiarity. Furthermore, prior 

research has shown that the intention to adopt a digital bank is not significantly 
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correlated with security concerns (Saif et al., 2022; Lee & Kim, 2019; Lee et al., 

2024; Indriyarti, 2023; Soo et al., 2023). Therefore, future research can choose an 

appropriate variable associated with the inclination to join a digital bank and 

address or eliminate security problems in the following study. 

 

As a result, future researchers will be able to apply this knowledge in comparable 

contexts and gain a deeper understanding of the factors influencing the adoption of 

digital banks, especially among Generation Z in Malaysia. 

 

 

5.3 Limitations of the study  

 

It is important to recognise that this study has several limitations that could affect 

the generalisability and accuracy of the findings. First and foremost, the 200 

respondents in the sample are quite small and might not fairly represent Malaysians. 

The Department of Statistics Malaysia estimates that 34.1 million people were 

living in Malaysia in 2025, with Generation Z making up 23% to 26% of the 

country’s overall population. This implies that the sample size is small, which 

makes it difficult to find important relationships in the data. As a result, a small 

sample size may not be able to fully represent the variety of viewpoints and 

experiences seen in a large group of individuals, which could lead to a sample that 

is skewed. Hence, it is necessary to conduct a more comprehensive study in 

Malaysia, encompassing diverse ethnicities, different regions, and other factors, to 

determine the desire to use a digital bank.   

 

Targeted groups are the second limitation. Since this study focuses solely on 

Generation Z in Malaysia, the sample size is minimal. Although this group is 

considered an important segment of digital banks, they are tech–savvy and 

emphasise sustainable products. Moreover, the behaviours, perceptions, and 

adoption decisions of Generation Z may not reflect those of other demographic 

groups, including Generation X, millennials, or others. Different age groups may 

significantly affect their trust, security, attitudes towards environmental concerns, 

and perceptions of the usefulness of the digital bank. As a result, this study provides 
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insight into only Generation Z's perceptions. It does not accurately reflect the 

Malaysian population’s perceptions of Generation Z; therefore, the findings should 

be interpreted within the context of this demographic constraint.  

 

In addition, this study is limited by its quantitative research design. Although the 

numbers and statistics indicate the patterns and relationships, it do not provide a 

deeper understanding or real–life insights into the digital bank context. Thus, this 

study was unable to conduct a mixed–methods study that included an interview with 

the digital bank manager due to time and resource constraints. This is because, from 

the perspective of the digital bank operation, the challenges they face, customer 

service issues are essential criteria that are not included in the digital bank context. 

Therefore, the findings are less complete and may not fully reflect the digital bank 

environment. Thus, future researchers should consider both quantitative and 

qualitative methods to gain insights into digital bank adoption among Generation Z 

in Malaysia.  

 

 

5.4 Recommendation for Future Research  

 

Additionally, future research is advised to overcome the constraints mentioned 

above. 

 

To address the sample size limitation, future research should gather a larger sample. 

Increasing the sample size would improve the reliability of the statistics and better 

identify significant relationships (Memon et al., 2020). Past studies typically 

involve around 300–400 Generation Z respondents (Lee et al., 2023; Lau, 2022; 

Hew, 2022; Wong, 2024; Kurniawan, 2023; Chan, 2024). Therefore, future 

researchers should enlarge the sample to gain a deeper understanding of the digital 

bank context. While this study’s sample size has been achieved, the minimum 

number of respondents calculated by G*Power is still smaller compared to previous 

studies. Additionally, future research should extend to other states and regions in 

Malaysia, especially rural areas, due to the limited respondent numbers in this study. 

Conducting surveys across different geographical areas would offer insights into 
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cultural and socioeconomic factors. This would contribute to a more comprehensive 

understanding of the digital bank context in Malaysia.  

 

Future research should include other generations, such as Generation X and 

millennials, to expand its coverage, given the age restrictions in this study. This 

study focuses on individuals aged 18–28 years (Generation Z). According to HTEC 

(2021) and Windasari et al. (2011), Generation Z is tech–savvy and more focused 

on sustainable products, such as digital banks. However, the majority of digital bank 

consumers are over 27 years old, and their life experiences and challenges may 

influence their adoption of digital bank services. Therefore, future studies should 

target different age demographics to provide a comprehensive perspective and 

explore the adoption intentions of various generations for a digital bank. This can 

help financial institutions develop better strategies and modify their digital bank 

platforms to meet the requirements and preferences of Bank Negara Malaysia and 

consumers. In addition, future researchers are recommended to compare the 

different generations in this digital bank context. By doing so, it can make a 

comprehensive reference for future researchers to gain insights into the digital bank 

context.  

 

Furthermore, given the limitations of using a quantitative research approach, it is 

recommended that future studies employ both qualitative and quantitative research 

methods. A mixed-methods approach allows researchers to collect data while also 

gaining insight into the management perspective. For instance, conducting a survey 

and face-to-face interviews with digital bank managers or customer service officers 

can provide a comprehensive understanding of digital bank adoption. This interview 

provides valuable information about the challenges, daily operation, security issues, 

and customer behaviours related to the digital bank’s usage. Thus, a mixed-methods 

approach can help future studies yield more comprehensive findings in the digital 

bank context. 

 

 

5.5 Conclusion  
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In summary, this study examined perceived usefulness, trust, security concerns, and 

environmental concerns in relation to Generation Z’s desire to use digital banks in 

Malaysia. The findings show that the intention to enrol in a digital bank is positively 

impacted by perceived usefulness, trust, and environmental concern, whereas 

security concerns have little effect. By integrating TAM, VBN, and TPR, this study 

advances the theory and provides an in-depth understanding of digital bank 

adoption. In practical terms, the results provide digital banks with guidance on how 

to improve functionality, foster trust, and encourage sustainable behaviours to 

attract Generation Z. However, this study’s drawbacks include its small sample size, 

its focus on Generation Z, and its reliance on quantitative research. These 

constraints serve as a foundation for future research. As a result, future studies 

should use a larger sample, diverse generations, and a mixed-methods approach to 

investigate the digital bank’s desire to embrace it in Malaysia. 
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Appendix 

 

Appendix 1.1 Digital Banking Landscape in Malaysia. 

 

 

 

Appendix 1.2 The Category of License, Approval, or Registration in Bank Negara 

Malaysia. Adopted from Bank Negara Malaysia, 2022. Financial Sector 

Participants Directory.  
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Appendix 1.3 Usage of Digital Bank 

 

 

 

Appendix 1.4 Interest in digital banks and interest level in digital bank services 
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Appendix 2.1 Technology Acceptance Model (TAM). 

 

 

 

Appendix 2.2 Conceptual Framework for this study 
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Appendix 3.0.1 Permission to conduct survey 
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Appendix 3.1:Survey Questionnaire 

 

Section A: Demographic Profile 

Please select the most appropriate option for each of the following:  

1. Have you heard about digital banks?  

• Yes  

• No  

2. What is your gender? 

• Female  

• Male  

3. What is your age? 

• Under 18 

• 18 – 22 

• 23 - 28 

4. What is your ethnicity? 

• Chinese  

• Indian  

• Malay  

• Others, please specify: _____________ 

5. What is your state? 

• Johor  

• Kedah  

• Kelantan  

• Kuala Lumpur  

• Labuan   

• Malacca 

• Negeri Sembilan  

• Pahang  

• Penang  

• Perak  

• Perlis  

• Putrajaya  

• Sabah  
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• Sarawak  

• Selangor  

• Terengganu  

6. What is your current work status? 

• Full–Time  

• Part–Time  

• Student 

• Self–employed  

• Unemployed  

• Others: ___________ 

7. What is your income level per month? 

• Do not have income  

• Below RM 1500  

• RM 1501 – RM 2500 

• RM 2501 – RM 3500 

• Above RM 3500  

8. What is your education level? 

• SPM  

• Foundation 

• Diploma  

• STPM  

• Bachelor’s Degree  

• Others: _____________ 

9. Have you opened an account with a digital bank?  

• Yes  

• No  

• Planning to open a new account in the future  

10. Which digital bank are you using currently? (You can select more than one 

option.) 

• Aeon Bank (M) Berhad  

• Boost Bank Berhad  

• GX Bank Berhad  
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• KAF Digital Bank Berhad  

• YTL Digital Bank Berhad (Ryt Bank) 

• Not using any digital bank  

• Other: ______________ 

 

 

Section B: Dependent Variable  

Please select the most appropriate option that best describes your intention to 

adopt digital banking services at the level from the following statement:  

Level of intention to adopt digital banking services: 

1 – Strongly Disagree  

2 – Disagree  

3 – Neutral  

4 – Agree  

5 – Strongly Agree 
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1. Intention to adopt digital bank  

1.1 I would recommend the digital banking 

service to my friend to utilise it daily.  

1 2 3 4 5 

1.2 I decided to use a digital banking 

application within the next 6 months. 

1 2 3 4 5 

1.3 I plan to use digital banks for payment, 

collecting money, and accessing digital 

assets.   

1 2 3 4 5 

1.4 I am comfortable adopting digital 

banking services once others have had good 

experiences. 

1 2 3 4 5 

1.5 I am satisfied with the benefits that 

digital banking offers. 

1 2 3 4 5 
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Section C: Independent Variable  

Please select the most appropriate option that best describes the external 

factors of the digital bank level from the following:  

The level of external factors of the digital bank: 

1 – Strongly Disagree  

2 – Disagree 

3 – Neutral  

4 – Agree  

5 – Strongly Agree 
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1. Perceived usefulness (PU) 

1.1 The usefulness of a digital bank also 

helps me save money and time.  

1 2 3 4 5 

1.2 Digital banking makes me more 

efficient by preventing me from queuing 

for long hours.  

1 2 3 4 5 

1.3 I believe that the usefulness of digital 

banking services is simple and easy to use  

1 2 3 4 5 

1.4 Digital banking makes it easier and 

quicker for me to complete tasks.  

1 2 3 4 5 

1.5 The digital bank is useful and allows 

me to access various services and perform 

them during a public holiday.  

1 2 3 4 5 

2. Trust (T) 

2.1 I am confident that digital banks have 

a legal and technological policy to secure 

me from any problems that may affect the 

services. 

1 2 3 4 5 

2.2 I am confident that digital banking is 

secure from hackers and scams.  

1 2 3 4 5 
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2.3 I genuinely trust digital bank services 

and depend on them for banking services 

1 2 3 4 5 

2.4 I feel comfortable and trustworthy 

conducting financial services through a 

digital bank  

1 2 3 4 5 

2.5 I trust that digital banking delivers the 

best advantages that customers always 

find. 

1 2 3 4 5 

3. Security Concern (SC) 

3.1 I am confident that the digital bank 

service will not have security issues while 

using it  

1 2 3 4 5 

3.2 I am confident in sending sensitive 

information through digital banking.  

1 2 3 4 5 

3.3 I am confident that Fintech services 

provide information that helps users 

reduce risk.   

1 2 3 4 5 

3.4 I am confident that a digital bank will 

prevent unauthorised transactions.  

1 2 3 4 5 

3.5 I am confident that the digital bank 

transaction process is trustworthy and 

secure.   

1 2 3 4 5 

4. Environmental concern (EC) 

4.1 I am aware that using environmentally 

sustainable services will help to minimize 

environmental impact, as they use less 

paper and energy.  

1 2 3 4 5 

4.2 I am concerned that digital services 

have more environmental benefits, such as 

fewer emissions than traditional banking 

services.   

1 2 3 4 5 
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4.3 I am aware of my bank’s 

environmentally sustainable initiatives 

and services.  

1 2 3 4 5 

4.4 I am aware that using eco-friendly 

products and services is a primary way to 

reduce the environmental impact.  

1 2 3 4 5 

4.5 I believe that digital banks are actively 

taking steps to implement 

environmentally sustainable initiatives. 

1 2 3 4 5 

 

 

Thank you for your participation 

 

Appendix 3.2 Generation Z's population in 2020. 
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Appendix 3.3 Sample Size Calculation of G*Power. 

 

 

 

Appendix 3.4 Cronbach’s Alpha Interpretations 
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Appendix 3.5 Examples of a nominal scale in a questionnaire  

 

 

 

Appendix 3.6 Examples of an ordinal scale in a questionnaire  

 

 

 

Appendix 3.7 Examples of an interval scale in a questionnaire  
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Appendix 3.8 Data Processing Procedure  

 

 

 

Appendix 4.1: Statistics of Respondents’ Awareness of Digital Bank 

 

 

 

 

 Data Checking 

Data Cleaning  

 Data Coding 

 Data Visualization 
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Appendix 4.2: Statistics of Respondents’ Gender 

 

 

 

Appendix 4.3: Statistics of Respondents’ Age 

 

 

 

Appendix 4.4: Statistics of Respondents’ Ethnicity Group 
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Appendix 4.5: Statistics of Respondents’ State 

 

 

 

Appendix 4.6: Statistics of Respondents’ Work Status 
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Appendix 4.7: Statistics of Respondents’ Income Level 

 

 

 

Appendix 4.8: Statistics of Respondents’ Education Level 
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Appendix 4.9: Statistics of Respondents’ Digital Bank Account Status 

 

 

 

Appendix 4.10: Statistics of Respondents’ Digital Bank Account Status 
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Appendix 4.11: Central Tendencies Measurement of Constructs of Intention to 

Adopt Digital Bank 

 

 

 

Appendix 4.12: Central Tendencies Measurement of Constructs of Perceived 

Usefulness 
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Appendix 4.13: Central Tendencies Measurement of Constructs of Trust 

 

 

 

Appendix 4.14: Central Tendencies Measurement of Constructs of Security 

Concern 

 

 

 

Appendix 4.15: Central Tendencies Measurement of Constructs of Environmental 

Concern 

 

 

 

Appendix 4.16: Reliability Test of The Study 

 

Intention to adopt digital bank 
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Perceived usefulness 
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Trust 

 

 

 

Security concern 
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Environmental concern 

 

 

 

Appendix 4.17: Statistics of the correlation between perceived usefulness and 

intention to adopt a digital bank 
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Appendix 4.18: Statistics of the correlation between trust and intention to adopt a 

digital bank 

 

 

 

Appendix 4.19: Statistics of the correlation between security concern and 

intention to adopt a digital bank 
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Appendix 4.20: Statistics of the correlation between environmental concern and 

intention to adopt a digital bank 

 

 

 

 

Appendix 4.21: Model Summary 

 

 

 

Appendix 4.22: Anova Table 
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Appendix 4.23: coefficients table 

 

 

 

 

 

 


