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Key Determinants Of Digital Banking Adaptation: 
Revalidating Of TAM Model In ABC Bank Plc.,   

Sri Lanka 
 

Kumari DAT, Mendis NSW 
 

Abstract: The implementation of Digital Banking in the banking industry has modernized the banks. Implementing the digital banking approach benefited 
both customers as well as banks. Considering the benefits, banks all over the globe have implemented digital banking. A theoretical model was 
developed based on the Technology Acceptance Model (TAM) to conceptualize the associate between key dimensions and digital banking adaptation. 
This study aims to investigate how far the TAM dimensions‟ effect on Digital Banking adaptation in ABC Bank PLC, Sri Lanka. According to the TAM 
model, it has taken Perceived Ease of Use, Perceived Usefulness, External Variables and Behavioral Intention as the independent variables while the 
adaptation of digital banking stated as the dependent variable. The primary data were gathered through a questionnaire by distributing the same to 132 
front line employees, which is equivalent to the sample size of the study. Quantitative research methods were used throughout the research. 
Respondents participated through emails and all the results were calculated and analyzed through the SPSS respectively. Analysis has revealed that 
there is a relationship between the key dimensions of the TAM model and the adaptation of Digital Banking. It is statistically shown that each component 
consisted of a stronger correlation between dependent and independent variables. 
 
Index Terms: Digital Banking, Adaptation, TAM Mode, Perceived Ease of Use, Perceived Usefulness, External Variables, Behavioral Intention 

——————————      —————————— 

1 INTRODUCTION                                                                     

ECADES ago, people had to be in the bank branches to do 
their transactions, such as checking account balances, money 
transfers, withdrawals...etc. People back then did not have 
complete knowledge of digital banking to meet their needs. 
Consequently, they had to devote more time to banking 
operations and transactions. They found so many difficulties in 
achieving speed transactions. For an example, if a customer 
needs to deposit someone‟s account in an emergency case, 
he has to visit branch and complete all the relevant documents 
manually and had to wait in the que in order to complete the 
transaction. Meanwhile, the other party could find this 
transaction unsatisfactory. By transforming physical banking, 
digital banking came up with a scenario where it helps 
eliminate delays in Quebec, manual documentation, travel 
time, etc. Today digital banking performs its best in banking 
sector while helping customer to save their time, to avoid their 
travelling and most importantly it has created the environment 
to perform many banking services at any time any place with 
the help of internet. Besides digital banking brings its features 
to solve the issue of black money. According to (Ginovsky, 
2015) digital banking has diverse the banking sector. His 
argument further explains that digital banking has primarily 
remodeled financial institutions and identified a need for 
structural change in the banking system. Digital banking, 
which can also be identified as electronic banking, online 
banking, Internet banking or virtual banking, is one podium. A 
customer can perform any banking function with the aid of a 
personal computer and an Internet browser. It is also important 
to note that customers complete their financial transactions 
using mobile devices like smartphones or tablets. As a result, 
everybody understood that digital banking has become an 
irremovable concept in the world today. The above factors 

reveal that all customer involvement in banking services will 
be at the customer's fingertips. Digital banking adaptation 
plays an important role in reducing manual transactions in the 
banking sector, saving people's time in their day-to-day 
activities. Adapting this concept to the banking industry will 
benefit the organization, employees, customers and 
stakeholders, since any transaction can be completed quickly 
and accurately through digital banking.  
As Sri Lanka is leading and largest service-based company, 
serving thousands of clients across the island, ABC Bank PLC 
will be able to gain many competitive advantages and 
immense benefits by adapting digital banking to its banking 
operation. This would increase the quality of client service and 
reduce delays in operations that in turn affect their 
performance and sustainability. This research therefore helps 
to provide ABC Bank PLC in Sri Lanka, its customers and 
researchers with timely and innovative knowledge of the 
importance of digital banking adaptation in the banking sector. 
However, it should be noted that limitations are very common 
in the type of research, where the practical aspects of the 
research environment are concerned. The timeframe is the 
most important limit we can see in any type of investigation. 
Apart from this, he stresses that since this research is based 
on quantitative methods, qualitative aspects about digital 
banking adaptation are lacking in this research. Furthermore, 
due to limited time, the study focuses on a limited number of 
samples based on the Morgan Sample Calculator. There were 
some breakdowns of communications when collecting 
questionnaire survey data and the accumulated data is not 
100% reliable because of the limited number of samples. 
Since this analysis is focused on a single bank, the 
effectiveness of the results will be more effective if compared 
to the similar competitive organization. As well, the researcher 
distributed and obtained information through the front-line staff 
of the bank, because there are so many staff in the field. It 
may have different views if another search can be done via 
back office staff too. The researcher suggests developing 
research for the entire banking industry, with the exception of a 
separate bank, as it can be supported to have an overall view 
of the entire industry. Further research can be done how far 
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the digital banking affects to the entire banking industry and to 
the country and how far it involves in the country to gain 
profits. 
 
1.1 Research Problem 
According to the literature, it is found that there were so many 
researchers conducted in relation to online transactions in 
banks. These researches have not highlighted the authentic 
factor regarding digital banking adaptation. Consequently, the 
researcher found a gap in the adaptation of digital banking in 
the banking industry's adherence to the proper recognition of 
literature. As such, there is a reason for a researcher to 
investigate research concerning the adaptation of digital 
banking in the banking sector. The research was carried out to 
identify issues with the ABC Bank PLC study. With regard to 
the issue at hand, the following symptoms have been 
recognized. 

 It was found that clients are not able to transact after 
bank hours, based on records. As a result, clients are 
dissatisfied with financial transactions and their day-to-
day operations have not been properly conducted. 

 With the records found, he suggests that complex 
manual procedures were influenced by time-consuming 
clients and placed pressure on the minds of clients. 

 With regard to capital, there have been a number of 
cases where corruption has been identified. It caused 
the bank a lot of trouble making the settlements. 

 Past registrations suggest that clients have been waiting 
a long time at Quest and have made complaints to the 
relevant bank about wasting time. 

 It says that customer understanding of the information 
(which relates to fixed deposit rates, loans, fees, 
savings account rates, credit cards, etc.) was not up to 
the standards where most customers were unaware of 
the information. 
 

1.2 Problem Statement 
Due to advances in technology, the banking sector has shifted 
from manual transactions to digital banking. This shift has 
made the banking industry faster and more efficient. The 
digital bank or the banking sector itself cannot make progress,   
without the knowledge that is needed for other parties to be 
involved.  The discovery of the determinants, which affect 
digital banking in Sri Lanka, is the pre-identified problem, 
which gives the foundation for this study. There are so many 
research articles on Internet banking, but very few for digital 
banking adaptation and reassessment of the TAM model. 
According to the literature, the adaptation of digital banking 
services is an already demonstrated phenomenon in 
European countries, but not in Sri Lanka. In addition, there has 
been research on the adaptation of digital banking in what is 
called ABC Bank PLC in Sri Lanka. Therefore, there is a 
significant gap, which requires more study in the area of digital 
banking adaptation in ABC Bank PLC. In fact, it is been 
evidence to all today that digital banking plays a predominant 
role in banking sector ensuring that the bank will run the 
operation smoothly and effectively while satisfy the customer. 
Adherence to the above requirement thus the problem is 
filtered as, ABC Bank PLC, Sri Lanka has introduced digital 
banking through various digital channels, in order to reduce 
the manual transactions and make customers to have 
delightful service by themselves.  As such, this research 
focuses on the extent to which the dimensions of the effect of 

the TAM model on digital banking adaptation in ABC Bank 
PLC, Sri Lanka. 

 
1.3 Research Objectives 

 Explore different digital channels and their benefits for 
different stakeholders. 

 Determine the current adaptive rate. 

 Identify the relationship between the identified drivers 
and the adaptation of digital banking services. 

 To recommend strategies to enhance digital banking. 
 

1.4 Research Questions 

 What are the various digital channels and its 
advantages to various stakeholders? 

 What is the current rate of adaptation? 

 What is the relationship between the identified 
determinants and the adaptation of digital banking? 

 What are the strategies to be adopted to improve digital 
banking adaptation? 
 

2 LITERATURE REVIEW 
 
2.1 Theories related banking adaptation to digital  
The Technology Acceptance Model (TAM) is considered a key 
model found when considering theories related to technology 
adaptation. The NCM is one of the most useful foundations to 
examine key determinants of digital banking adaptation (Roy, 
et al., 2016). It is developed by (Davis, 1989) to explain how 
emerging applications of technology and information are 
appropriate to customers. It is also designed to predict how 
systems are user-friendly and how developers can make 
changes to facilitate their adoption. According to the (Çelik & 
Yilmaz, 2011) it was taken many attempts to adapt TAM in 
various fields. The model is developed using two major 
variables, such as perceived utility and perceived ease of use. 
Perceived usefulness may be described as the degree to 
which individuals believe the usefulness of the new adoption 
will increase (Çelik & Yilmaz, 2011). As per (Kumari, 2013a; 
2013b) perceived usefulness and perceived ease of use are 
listed as digital banking motivation factors, while demotivation 
factors can be listed as financial risk, security risk, 
performance risk, social risk and time risk. 
 

 
Figure 1 - TAM Model 

Source: Model relates to Technology Acceptance 
 
As per the figure shown, it clearly reveals how both perceived 
usefulness and perceived ease of use affect the actual use of 
the system as these two variables create attitudes towards the 
use of the system and then create effects on the behavioral 
intention of using the system. (Goldfinger, 2001) Argues that 
this system has some additional variables, such as perceived 
credibility. Perceived credibility is the degree to which clients 
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predict unforeseen conditions in terms of benefits and risks 
(Pikkarainen, et al., 2004). It also reveals that while there is an 
unforeseen risk associated with the system, people are willing 
to adjust to digital banking procedures because it generates 
more benefits. It continues to convince readers that trust in the 
bank is highly valued in the handling of these transactions. 
Therefore, customers are often aware of the benefits and risks 
associated with the use of a new process. (Venkatesh, 2000; 
kumara, 2020a; 2020b; 2021) Notified that the implementation 
of the new system is affected by the customer's negative and 
positive attitudes and beliefs associated with factors such as 
perceived usefulness and perceived ease of use. When 
consider the contexts of digital banking, (Luarn & Lin, 2005) 
share a similar impression of digital banking adaptation is 
positively influenced by two key factors, such as perceived 
usefulness, and perceives ease of use as it creates positive 
customer feelings. Digital banking adaptation does not occur 
without customers having influencers to use them. 
Consequently, multiple components are expected to affect the 
adaptation of the digital bank. According to (Ahmad, et al., 
2013), the influence variables of the digital bank can go from 
the person to the environment. 
 
2.1.1 Key determinants of digital banking adaptation 
 
2.1.1.1 Perceived ease of use 
The extent to which people feel that the system is easy to use 
is stated. (Guriting & Oly Ndubisi, 2006) Revealed that this 
factor has a very reliable effect in the online banking 
environment. Similarly, from the perspective shared by 
(Ramayah, et al., 2003), clients are likely to accept digital 
banking services as they are strongly affected by the 
component variable above. Therefore, this can be considered 
an important component in adapting digital banking. (Hua, 
2008) Also, found that this has a significant impact on adapting 
digital banking.  According to (Featherman, et al., 2010) high 
attention should be paid to reducing the risk of privacy in the 
study of the implementation of digital banking services, and its 
efforts to adopt digital banking can be enhanced. This also 
means that there should be a guarantee that the bank is 
trustworthy and that the risk of confidentiality is mitigated by 
the connection.  
 
2.1.1.2 Perceived usefulness  
This can be determined to what extent people believe that 
when practicing new technology and how their performance 
will improve. (Nui Polatoglu & Ekin, 2001) Disclose that when 
the customers perceived its usefulness, digital banking is more 
likely to accept customers as the study indicates a good 
correlation between the perceived usefulness and digital 
banking adaptation. Consequently, this implies that the 
components of perceived utility should be an important factor 
that may determine the adaptation of the digital bank. 
According to (Laukkanen & Lauronen, 2005) reveals that 
customers benefit from digital banking value factors such as 
24-hour service availability, time savings, lower fees, location 
free access to services, service delivery speed, etc. It clearly 
shows that all the above factors are correlated with the 
perceived usefulness. (Bhatti, 1970) Reveals that the 
importance of perceived usefulness is widely recognized within 
the context of digital banking adaptation. In compliance with 
(Chau & Lai, 2003), it is examined that the impact of perceived 
utility on the adaptation of digital banking services has a 

positive impact. 
 
2.1.1.3 External Variables 
The TAM is based on Reasoned Action Theory (TRA). It also 
uses concepts of perceived utility and perceived ease, which 
are personal beliefs often influenced by external variables. The 
two major elements, in turn, affect „attitude towards use' and 
intentional use of behavior (Davis, 1989). User motivation, 
which is directly influenced by external variables, can account 
for the use of the system. It is to be noted that with the 
replacement of attitude towards using construct with 
behavioral intention construct, the element called „External 
Variables‟ also added to the modified final version of TAM 
(Davis, 1989). According to (Venkatesh & Davis, 1996) the 
external variables, influencing perceived usefulness and 
perceived ease of use can be categorized as socio- 
demographic characteristics, training, system characteristics, 
marketing efforts, political interference, organizational 
structure, and user involvement in design, subject norms or 
their relative weights. The study results reveal that the 
modified TAM for external variables mainly deals with the 
influence on the user's belief in the use of the system. 
According to his developed TAM, the external variables X1, X2 
and X3 are respectively introduced as system characteristics, 
user participation, user training and process implementation, 
which have a major impact on digital banking adaptation. 
 
2.1.1.4 Behavioral Intention  
Behavioral intention is the positive and negative feeling that 
users use the same or similar activities when associated with 
prior experiences. Behavioural intention is the positive and 
negative feeling that users use identical or similar activities 
when associated with previous experiences. (Ajzen, 2005) 
Revealed that behavioral intention is a measure of the 
strength of his intention to function behavior. In addition, it is 
an enthusiasm to perform or not perform for a selected 
behavior. (Liao & Cheung, 2002) Say if customers 'experience 
in the past is positive with the use of similar systems, such as 
e-commerce systems or even other banks' e-banking systems, 
there is a strong likelihood for customers to adopt digital 
banking. However, if the client has negative experiences in the 
past, the contrary will occur. According to (Mbama & Ezepue, 
2018) it reveals that the consistency of the service that comes 
with the experience in the banking industry. He also notes that 
customers' perception of the customer experience and 
satisfaction and membership in the adaptation of digital 
banking. As per (Jaruwachirathanakul & Fink, 2005) the 
findings showed key customer factors that enhance the 
development of digital banking facilities in Thailand and the 
strategies proposed throughout the study on how prior 
experience goes along with the rate of digital banking 
adaptation. According to (Jahangir & Nadim, 2012) the 
behavioral intention of clients towards digital banking is 
determined. Banks intend to provide web-based services to 
valuable customers by providing fast and responsive digital 
channels (Rotchanakitumnuai & Speece, 2003). It is important 
to retain clients as acquisition of new clients for the industry. 
Once the customer is well known in the superb service, he or 
she will not think twice about keeping in the industry in the 
future. Therefore, in the banking sector, it is very important to 
have excellent behavioral intention of customers towards 
digital banking. 
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2.1.1.5 Adaptation of Digital Banking 
According to (Guriting & Oly Ndubisi, 2006) adaptation of 
digital banking is important not only reducing cost and 
improving competitiveness but also bank‟s ability to retain the 
existing customers and acquire new customers. Therefore, 
digital banking is in a good position in the banking industry by 
developing more flexible and user-friendly banking services 
(Raza, et al., 2017). This adaptation leads to acquiring more 
customers and makes them feel convenient for customers. In 
addition, the adaptation of digital banking encourages clients 
to conduct their banking activities through different digital 
channels using the latest technologies. To obtain a product or 
service, the cost is the value of the payment. In the context of 
digital banking, when customers acquire banking services from 
digital banking, they must acquire the value. According to 
(Alwan & Al-Zubi, 2016) The comparison assumes that the 
cost of using digital banking is less than the physical usage of 
banking services because customers do not have to waste 
their time and costs visiting the banks. According to 
(Hanafizadeh, et al., 2014) the most favorable digital channel 
is mobile banking, as most people intend to use mobile 
phones as personal computers. It further reveals that cell 
phones (smart phones) are facilitated with all digital channel 
requirements. It makes transactions easier and quicker. 
 

3 RESEARCH METHODOLOGY 
 
3.1 Introduction  
It is advisable to choose the most appropriate approach for the 
survey and analytical research will be carried out using 
quantitative research methodology. Quantitative research can 
be conducted through on-line surveys, selection processes, 
surveys and on-line questionnaires through the accumulation 
of information from current and prospective clients. The results 
are provided on a numerical basis. By covering the following 
elements, such as the conceptual framework, established 
assumptions, operationalization, the chosen research 
approach is reviewed. The other components are the research 
plan, the sample selection process, the data collection method 
software, the population, and other areas of data analysis 
techniques. 
 
3.2 Conceptual Framework  
According to the dependent variable and the independent 
variables of this analysis, the conceptual framework below has 
been developed. According to the literature review, based on 
the TAM model, these two types of variables were recognized 
and addressed. The relationship between the dependent 
variable and the independent variables was evaluated in 
accordance with the established conceptual framework in 
order to find solutions and recommendations for ABC Bank 
PLC, Sri Lanka. 

 
 

Figure 2 - Conceptual Framework 
 (Source: Author constructed on available literature) 

 
3.3 Hypotheses 
The hypothesis may be defined as a statement, which expects 
to finally find in the collected data based on the identified 
dependent and independent variables from the literature 
review. According to (Muñoz-Leiva, et al., 2017) there is a 
relationship between the selected dimensions of the TAM 
model on digital bank adaptation as indicated below. 
H 1-n : There is no relationship between Perceived ease of 
use with Adaptation of Digital Banking                    
H 1-a : There is a relationship between Perceived ease of use 
with Adaptation of Digital Banking       
H 2-n : There is no relationship between Perceived usefulness 
with Adaptation of Digital Banking 
H 2-a : There is a relationship between Perceived usefulness 
with Adaptation of Digital Banking 
H 3-n : There is no relationship between External variables 
with Adaptation of Digital Banking 
H 3-a : There is a relationship between External variables with 
Adaptation of Digital Banking 
H 4-n : There is no relationship between Behavioral intention 
with Adaptation of Digital Banking 
H 4-a : There is a relationship between Behavioral intention 
with Adaptation of Digital Banking 
 
3.4 Research Design 
According to (Saunders, et al., 2009) there are three layers in 
philosophy as positivism, interpretism and realism. Of these, 
the researcher selected the positivism that this research 
conducted quantitative approach. Research Design can be 
defined as the process of turning the research question and 
those accompanying research objectives into a solid research 
project in terms of chosen research strategies and time 
horizons. Research may be distinguished as explorative, 
descriptive and explanatory. Exploratory research can be 
emphasized as the discovery of “what is happening” to obtain 
clear ideas, to question and evaluate phenomena in a new 
light. The descriptive study focuses on accurately describing 
an individual's profile, events or situations. Besides an 
explanatory type of research is used to prove and explain the 
existence of any causal relationship between a selected 
condition variable and problem variable. The researcher 
selected the description study. Among the deductive and 
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inductive approaches, the researcher adapted the deductive 
approach. This approach broadens the relationship between 
dependent and independent variables to support assumptions. 
The researcher will investigate the methodology used to 
conduct a survey. All of this information will only be gathered 
once. Additionally, the quantitative strategy of the study will do 
at an individual level. As a result, graphs and graphs can be 
used to interpret the analysis easily. This analysis can 
be considered cross-sectional research since all survey data 
were collected over a period of two to three weeks. Therefore, 
the study is time-limited work, which is often financial limited. 
 
3.5 Primary Data Collection 
Data collection can be conducted to gather and measure 
accumulated data. The two different kinds of data are 
qualitative and quantitative. Numbers and observable statistics 
are often dealt with in quantitative detail. Quantitative data 
collection techniques are less expensive than qualitative 
approaches because quantitative data acquisition takes less 
time. The analysis of qualitative data is not easy and is 
gathered by interview questions, analyses and open-ended 
surveys. In accordance with (Sapsford & Jupp, 1996), the 
researcher may collect data by distributing a questionnaire 
through relevant data collection tools such as e-mail, 
WhatsApp, Face book, etc. The questionnaire method is more 
suitable for research since it can reach a large number of 
respondents more rapidly. Additionally, participants can submit 
their responses as early as possible using a variety of 
methods. In this research, the questionnaire contained Likert-
like questions. The researcher used multiple-choice questions 
to identify demographics and background information. There 
are 5 questions in the Background section, 20 questions in the 
Dependent and Independent Variables section and 3 
questions in the Demographic Factors section. 
 
3.6 Sample Plan 
The researcher targeted only 200 members out of the total 
number of employees of the chosen bank who have a strong 
knowledge of digital banking. It offered a sample size of 132 at 
95% confidence level according to the calculator, indicating 
Morgan's sample selection theory.  

 
Figure 3 - Determine Sample Size 

(Source: http://surveysystem.com/sscalc.htm) 
 
3.6.1 Population 
Within Sri Lanka, ABC Bank PLC, have 138 branches. Of 138 
branches, the researcher would consider only estimated front-
line staff of 600 employees. The researcher would only accept 
200 of the 600 front-line workers. The survey will be distributed 
to only 132 employees out of 200 employees, which 
corresponds to the sample size. In view of the above facts, 

there is no hesitation that the researcher selected the 
population as 200 employees out of 600 employees of front-
line staff to meet the 30% requirement. 
 
3.7 Data Analysis Techniques 
In this study, the collected data were analyzed by using the 
different techniques of The Statistical Package for Social 
Studies (SPSS). In addition, the reliability test was conducted 
to determine the reliability of the questionnaire and the 
descriptive analysis was completed respectively. Apart from 
calculating standard deviation, average, mode and other 
components. Correlation, coefficient and regression analysis 
were measured. 
 

5 RESULTS AND DISCUSSION 
 
5.1 Hypothesis Testing  
The researcher used the analysed data to test the Pearson 
Correlation and the Linear Regression between independent 
and dependent variable. The strength of the relationship 
between two variables can be tested through the Pearson 
Correlation Coefficient (R value). It should be varied between -
1 to +1 to decide the strength of the relationship as given 
below.  

 
 

 
Figure 4 - Correlation scale 

 
P value (Sig) depicts the significance of the relationship. In 
order to be significant P value should be less than 0.05 (P< 
0.05). Predictive analysis is measured by the linear 
regression. It implies whether the independent variable 
presents as a good predictor for the dependent variable. 
Besides it predicts which variable is the best predictor for the 
dependent variable (Statistics Solutions, 2020). 
 
5.1.1 Hypothesis 01 
 

 
 
 
 
 
 
 
 

http://surveysystem.com/sscalc.htm
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Table 2 - Pearson Correlation – Perceived Ease of Use Vs. 

Adaptation of Digital Banking 
 (Source: Compiled using Main study results) 

 
According to the above table it is evident that P value is 0.000 
which is less than 0.05. Therefore, the researcher implies it is 
statistically significant and there is a relationship between 
Perceived Ease of use and adaptation of Digital Banking.  
The Pearson correlation (r value) is 0.973 which is in between 
+0.75 and +1. It means there is a very strong positive 
relationship between two variables. Correlation is significant at 
the 0.01 level means that there is a 99% confidence level. 
Therefore, the researcher safely can conclude that there is a 
statistically significant positive very strong relationship. 
Consequently, based on the statistical data produced the null 
hypothesis (H1-n) is rejected and the alternative hypothesis 
(H1-a) is accepted.  

 

Table 3 - ANOVA – Perceived Ease of Use 
(Source: Compiled using Main study results) 

 

 
Table 4 - Coefficients – Perceived Ease of use 
 (Source: Compiled using Main study results) 

 
According to the table B value indicates the impact of PEOU 
on Adaptation of Digital Banking. The Linear Regression (B) of 
the PEOU has obtained 1.074 and it is significant at 0.000 
which is less than 0.05. 
 
 
 
 
 

Figure 5 - Linear Regression Perceived Ease of Use vs. 
Adaptation of Digital Banking 

(Source: Compiled using Main study results) 
 
According to the table R-square value is 0.947. Therefore, it 
means that there is a variance of 94.7% in Perceived Ease of 
Use vs Adaptation of digital banking.  
 
5.1.2 Hypothesis 02 

 
 

 
Table 5 - Pearson Correlation – Perceived Usefulness Vs. 

Adaptation of Digital Banking 
 (Source: Compiled using Main study results) 

 
According to the above table it is evident that P value is 0.000 
which is less than 0.05. Therefore, the researcher implies it is 
statistically significant and there is a relationship between 
Perceived Usefulness and adaptation of Digital Banking.  The 
Pearson correlation (r value) is 0.979 which is in between 
+0.75 and +1. It means there is a very strong positive 
relationship between two variables. Correlation is significant at 
the 0.01 level means that there is a 99% confidence level. 
Therefore, the researcher safely can conclude that there is a 
statistically significant positive very strong relationship. 
Consequently, based on the statistical data produced the null 
hypothesis (H2-n) is rejected and the alternative hypothesis 
(H2-a) is accepted.  
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Table 6 - ANOVA – Perceived Usefulness 

 (Source: Compiled using Main study results) 
 

 
Table 7 - Coefficients – Perceived Usefulness 
 (Source: Compiled using Main study results) 

 
According to the table B value indicates the impact of PU on 
Adaptation of Digital Banking. The Linear Regression (B) of 
the PU has obtained 1.048 and it is significant at 0.000 which 
is less than 0.05. 
 

 
 

Figure 6 - Linear Regression Perceived Usefulness vs. 
Adaptation of Digital Banking 

 (Source: Compiled using Main study results) 
 
According to the table R-square value is 0.958. Therefore, it 
means that there is a variance of 95.8% in Perceived 
Usefulness vs Adaptation of digital banking.  
 
5.1.3  Hypothesis 03 

 
 

 
Table 8 - Pearson Correlation – External Variables Vs. 

Adaptation of Digital Banking 
 (Source: Compiled using Main study results) 

 
According to the above table it is evident that P value is 0.000 
which is less than 0.05. Therefore, the researcher implies it is 
statistically significant and there is a relationship between 
External Variables and adaptation of Digital Banking. The 
Pearson correlation (r value) is 0.967 which is in between 
+0.75 and +1. It means there is a very strong positive 
relationship between two variables. Correlation is significant at 
the 0.01 level means that there is a 99% confidence level. 
Therefore, the researcher safely can conclude that there is a 
statistically significant positive very strong relationship. 
Consequently, based on the statistical data produced the null 
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hypothesis (H3-n) is rejected and the alternative hypothesis 
(H3-a) is accepted.  
 

 
Table 9 - ANOVA – External Variables 

 (Source: Compiled using Main study results) 
 

 
Table 10 - Coefficients – External Variables 
(Source: Compiled using Main study results) 

 
According to the table B value indicates the impact of EV on 
Adaptation of Digital Banking. The Linear Regression (B) of 
the EV has obtained 1.055 and it is significant at 0.000 which 
is less than 0.05. 
 

Figure 7 - Linear Regression External Variables vs. Adaptation 
of Digital Banking 

 (Source: Compiled using Main study results) 
 
According to the table R-square value is 0.934. Therefore, it 
means that there is a variance of 93.4% in External Variables 
vs Adaptation of digital banking.  
 
5.1.4 Hypothesis 04 

 
 

 
Table 11 - Pearson Correlation – Behavioral Intention vs. 

Adaptation of Digital Banking 
 (Source: Compiled using Main study results) 

 
According to the above table it is evident that P value is 0.000 
which is less than 0.05. Therefore, the researcher implies it is 
statistically significant and there is a relationship between 
Behavioural Intention and adaptation of Digital Banking.  The 
Pearson correlation (r value) is 0.987 which is in between 
+0.75 and +1. It means there is a very strong positive 
relationship between two variables. Correlation is significant at 
the 0.01 level means that there is a 99% confidence level. 
Therefore, the researcher safely can conclude that there is a 
statistically significant positive very strong relationship. 
Consequently, based on the statistical data produced the null 
hypothesis (H4-n) is rejected and the alternative hypothesis 
(H4-a) is accepted.  
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Table 12 - ANOVA – Behavioral Intentions 

 (Source: Compiled using Main study results) 
 

 
Table 13 - Coefficients – Behavioral Intention 
 (Source: Compiled using Main study results) 

 
According to the table B value indicates the impact of BI on 
Adaptation of Digital Banking. The Linear Regression (B) of 
the BI has obtained 1.032 and it is significant at 0.000 which is 
less than 0.05. 
 

Figure 8 - Linear Regression Behavioral Intention vs. 
Adaptation of Digital Banking 

 (Source: Compiled using Main study results) 
 
According to the table R-square value is 0.975. Therefore, it 
means that there is a variance of 97.5% in Behavioral 
Intention vs Adaptation of digital banking.  
 
5.2 Multiple Regression 
 
 
 

 
Table 14 - Multiple Regression - Model Summary 

 (Source: Compiled using Main study results) 
 
According to the above model summary the R2   value is 
0.979 which indicates 97.9%   of the total variances of the 
Adaptation of Digital Banking are explained by, Perceived 
Ease of Use, Perceived Usefulness, External Variables and 
Behavioral Intention. 

 
Table 15 - ANOVA Table 

 (Source: Compiled using Main study results) 
 
In order to fulfil the regression decision criteria, p value must 
be lower than 0.05. According to the above table sig value 
depicts as 0.000. Therefore, the researcher safely concludes 
that the regression measured is enough in this study. 
 

 
Table 16 - Multiple regression coefficients 

 (Source: Compiled using Main study results) 
 
The above table has been prepared to get the overall 
involvement of variables on adaptation of digital banking in 
ABC Bank PLC in Sri Lanka. Sig value should be lower than 
0.05 and tolerance value (t) should be greater than 0.1 in 
order to be acceptable. According to the table PEOU has 
obtained t = -0.223 (where t < 0.1); p = 0.824 (where p > 0.05), 
PU has obtained t = -0.062 (where t < 0.1); p = 0.951 (where p 
> 0.05), EV has obtained t = -1.908 (where t < 0.1); p = 0.059 
(where p > 0.05), BI has obtained t = 7.180 (where t > 0.1); p = 
0.000 (where p < 0.05). The output depicts that BI has 
obtained a significant value while PEOU, PU, EV have 
obtained non-significant values.  
 
The multiple regression formula can be described as follows 

Y = b 0 + b 1 X 1 + b 2 X 2 + b 3 X 3 + …. 
Y= dependent variable 
X= independent variables (Behavioural Intention) 
Adaptation of Digital Banking = 0.010 + (1.472 x Behavioural 
Intention)  
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5.3 Summary of Accepted Hypothesis 
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Table 17 - Hypothesis Summary 

 

6 Conclusion 
Based on research records on demographic factors, the 
researcher may conclude that the majority of front-line 
employees are male. Furthermore, the staff at the age of 21-
25 has the majority in the age sense. It will give a sign by 
painting mainly the younger generation used to engage with 
technology than other age respondents. In addition, the 
researcher may find that the majority of frontline respondents 
are single. Based on the findings the researcher can conclude 
that most positive responses are from the age 21-25, which 
means the young generations are more with the technology 
where it helps to achieve the research objectives. The results 
of this research indicate that all independent variables affect 
the adaptation of the digital bank. There is a relationship of the 
four independent variables to the dependent variable. Based 
on this fact, the researcher understands that the selected 
independent variables are realistic and align with the research 
questions and the questionnaire. Since the four independent 
variables had an R-value above 0.75, all these relationships 
are very strongly positive. Therefore, it removes any doubts 
and conflicts that the researcher has encountered in 
developing the conceptual framework. The findings suggest 
that this is a different scenario for multiple regressions. 
However, these four independent variables have a significant 
impact on the dependent variable in the Pearson correlation 
test but in multiple regressions, it is not the case. Therefore, it 
should be highlighted and understood when we consider as a 
combined impact from the independent variables on the 
dependent variable the outcome reveals three variables 

(Perceived ease of use, perceived usefulness, External 
variables) have shown a non-significant impact whereas only 
one independent variable (Behavioral intention) has shown a 
significant impact. Based on (Alsamydai, 2014; Kumari, 2021) 
there is an impact of behavioral intent on digital banking 
adaptation. 
 

7  Recommendations 
Based on the results, which the researcher found through the 
questionnaire, it is easy to submit certain recommendations to 
improve the adaptation of the digital bank. Most respondents 
reported that their responses were positive, as digital banking 
is more convenient and familiar for human banking. 50% of the 
respondents strongly agree that digital banking is easy to use 
for banking purposes, while 8% strongly disagree. It appears 
that the majority of respondents gave acceptable answers 
about adapting digital banking. 58% stated that adaptation of 
digital banking is more convenient, people are more familiar 
with mobile apps, and there is a descending trend in manual 
transactions and descending trend in issuing passbooks. In 
analyzing the outcome of the responses, the researcher found 
that some respondents indicated, that they did not agree with 
the strongly disagreeable level at which improvements can be 
made. 41% of respondents stated that they strongly agree that 
management support is enough to upgrade the systems. 8% 
to 9 % disagree and strongly disagree with the TAM 
dimensions on adaptation of digital banking as they have 
stated that it is not convenient and familiar with their daily 
banking activities. Consequently, the researcher recommends 
more training on systems for those who are unfamiliar with 
them. Apart from that E flyers can be generated to easy 
reference those who are not interested in digital banking and 
those participants can easily refer those learning materials and 
can be thorough in digital channels. Moreover, the best 
advertisements, workshops can be broadcast and organized to 
promote digital channels. Therefore, according to the scope of 
the research, it is important to implement these 
recommendations in order to have a better digital banking 
adaptation. 
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