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Abstract

The present study aims to examine the effects of cognitive factors—facilitating conditions, performance expectancy, effort expectancy, perceived risk,
trust, and social influence—on the adoption of fintech-based digital banking through the mediating role of behavioral goals among Mellat Bank customers
in Tehran. This applied research adopted a descriptive—survey quantitative design. Data were collected using a standardized 30-item questionnaire
measured on a five-point Likert scale. The statistical population consisted of all Mellat Bank customers in Tehran, and based on Morgan’s table, a sample
of 384 respondents was selected through convenience sampling. Data analysis was conducted using SPSS for descriptive statistics and SmartPLS for
inferential analysis through structural equation modeling. Reliability and construct validity were confirmed using Cronbach’s alpha and composite
reliability indices. Structural equation modeling results indicated that facilitating conditions ($=0.116), performance expectancy ($=0.209), effort
expectancy (B=0.148), perceived risk (3=0.149), trust (3=0.119), and social influence (B=0.192) exert significant positive effects on behavioral goals.
Behavioral goals demonstrated a strong positive influence on actual digital banking usage (B=0.427). Sobel tests confirmed the significant mediating role
of behavioral goals in all relationships between cognitive factors and digital banking adoption, with total effects supported at the 95% confidence level.
The findings suggest that adoption of fintech-based digital banking is primarily shaped by users’ cognitive perceptions and the formation of behavioral
goals, indicating that strengthening technological infrastructure, enhancing trust, improving perceived usefulness, and reducing usage complexity are
essential strategies for accelerating customers’ transition toward digital banking services and ensuring sustainable fintech development in the banking
sector.
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Extended Abstract

Introduction

The rapid evolution of digital technologies has fundamentally transformed the structure of financial services
worldwide, leading to the emergence of fintech ecosystems and digital banking platforms that redefine the
relationship between banks and customers. Traditional banking models, once centered on physical branches
and face-to-face interactions, have increasingly shifted toward technology-driven service delivery
characterized by mobility, automation, and real-time financial transactions. The historical trajectory of mobile
banking demonstrates that financial services have evolved from simple electronic transaction systems into
integrated digital environments capable of supporting complex financial behaviors and customer experiences
(Taregh & Bhardwaj, 2024). This transformation reflects broader digital economy dynamics in which
technological innovation reshapes competitive advantage, customer expectations, and institutional
performance.

Fintech innovations have accelerated financial inclusion, improved operational efficiency, and enabled new
forms of financial intermediation. The reintermediation process observed in fintech ecosystems indicates that
digital platforms do not merely replace traditional financial actors but reorganize value creation and service
delivery across hybrid financial networks (Balskas & Davydenko, 2024). Within this context, banks
increasingly collaborate with fintech startups to enhance innovation capacity and remain competitive in
digitally transformed markets (Sharifi & Tahmasebi Aghbelaghi, 2023). Moreover, fintech development has
been identified as an important contributor to economic growth through improvements in business freedom,
technological readiness, and innovation-driven financial systems (Alnemer & Maranguni¢, 2024).

Despite technological advancement, adoption of digital banking services depends largely on human and
behavioral factors rather than technological availability alone. Digital transformation literature emphasizes that
successful implementation of digital technologies requires alignment between organizational change and user
acceptance processes (Bajunaied et al., 2023). The Technology Acceptance Model and its extensions
highlight the importance of perceived usefulness, perceived ease of use, facilitating conditions, trust, and social
influence as key determinants shaping behavioral intention toward technology adoption (Alnemer, 2024).
These cognitive evaluations guide users’ behavioral goals, which ultimately determine whether digital
technologies are adopted in practice.

Security concerns represent another crucial dimension influencing fintech adoption. As financial transactions
increasingly migrate to online environments, cybersecurity threats and privacy risks become central to user

decision-making processes. The future of fintech development is therefore closely linked to strengthening



cybersecurity infrastructures and enhancing users’ perceptions of safety and reliability (Nalluri & Chen,
2024). Security assessment frameworks for mobile banking applications demonstrate that users’ confidence
in data protection mechanisms significantly influences their willingness to engage with digital financial
services (Tsobdjou et al., 2024). Consequently, trust emerges as a critical mediator between technological
innovation and user acceptance.

In addition, service quality and user experience design play decisive roles in digital banking adoption. Studies
show that interface design, system quality, customer involvement, and service reliability collectively shape
customers’ continuous intention to use mobile banking platforms (Muhammad et al., 2025). Customer
satisfaction derived from mobile banking service quality further strengthens long-term usage behavior and
reinforces loyalty toward digital financial channels (Karina Ayu & Khusnul, 2025). These findings indicate
that digital banking adoption represents a multidimensional phenomenon combining technological capability,
psychological perception, and experiential evaluation.

The COVID-19 pandemic further accelerated digital banking adoption worldwide by reshaping consumer
behavior and increasing reliance on remote financial services. Empirical investigations demonstrate that crisis
conditions significantly strengthened digital banking adoption, particularly among younger generations, as
digital channels became essential rather than optional service alternatives (Sebayang et al., 2024). Similarly,
digital banking systems played an important role in influencing consumer behavior during pandemic
conditions, highlighting the adaptive capacity of fintech-based financial ecosystems (Aniqoh et al., 2022).
Such contextual shifts emphasize the importance of understanding behavioral intentions as mediating
mechanisms translating cognitive perceptions into actual technology usage.

Behavioral biases and individual differences also influence adoption decisions. Research indicates that user
type and psychological characteristics moderate the relationship between perceptions and adoption behavior,
suggesting that technology acceptance is not uniform across populations (Legass & Dormoush, 2024).
Furthermore, fintech entrepreneurship within banking systems demonstrates that innovation success depends
on aligning technological development with user expectations and strategic organizational adaptation
(Hashem et al., 2023). Emerging fintech business models reinforce the necessity of integrating digital
innovation with customer-centered banking strategies (Amanzadeh et al., 2022).

At the institutional level, digital banking expansion introduces regulatory and risk-management challenges.
Financial transparency, customer risk identification, and compliance mechanisms remain essential for
sustaining trust and preventing financial misuse within digital environments (Moradi et al., 2021). Legal and
structural analyses of electronic banking systems highlight the need for adaptive governance frameworks
capable of supporting technological innovation while maintaining systemic stability (Lenbani & Sedighi
Malvani, 2021). In addition, fintech-driven digital economies reshape market behavior and financial service

structures, reinforcing the strategic importance of digital banking transformation (Fadai & Fini, 2022).



Recent research also confirms that users’ continuous intention to adopt fintech services depends on perceived
value, contextual conditions, and psychological readiness shaped by environmental changes such as global
crises and technological acceleration (Gupta et al., 2024). Collectively, existing literature suggests that
cognitive factors influence behavioral goals, which in turn determine actual use of digital banking systems.
However, comprehensive empirical investigation integrating multiple cognitive determinants with behavioral
goals as a mediating mechanism remains limited, particularly within emerging digital banking contexts.
Therefore, this study investigates how cognitive factors affect fintech-based digital banking usage through the
mediating role of behavioral goals among bank customers.

Methods and Materials

This study employed an applied quantitative research design using a descriptive-survey approach to examine
relationships among cognitive factors, behavioral goals, and digital banking usage. The research population
consisted of customers of Mellat Bank in Tehran who had experience using digital banking services. A sample
of 384 participants was determined based on standard sampling guidelines for large populations, and
respondents were selected through convenience sampling.

Data were collected using a structured questionnaire consisting of 30 measurement items representing
facilitating conditions, performance expectancy, effort expectancy, perceived risk, trust, social influence,
behavioral goals, and digital banking usage. All items were measured using a five-point Likert scale ranging
from strong disagreement to strong agreement. The questionnaire was distributed in field settings, and
participants voluntarily completed the survey after being informed about the research purpose.

Reliability and validity of the measurement model were assessed prior to hypothesis testing. Internal
consistency was confirmed using reliability coefficients, while construct validity was examined through factor
loadings and measurement model evaluation procedures. Data analysis was conducted using statistical
software for descriptive analysis and structural equation modeling based on the partial least squares method to
evaluate causal relationships and mediating effects within the conceptual model.

Findings

The structural equation modeling results indicated that facilitating conditions exerted a positive and statistically
significant effect on behavioral goals, demonstrating that improved infrastructure, access to digital tools, and
organizational support enhance customers’ intention to engage with digital banking services. Performance
expectancy showed a stronger positive influence on behavioral goals, confirming that perceived usefulness
and efficiency of digital banking significantly motivate users’ behavioral orientation toward adoption.

Effort expectancy also displayed a significant positive relationship with behavioral goals, suggesting that ease
of use and simplicity of digital platforms increase users’ willingness to adopt fintech-based banking services.
Perceived risk revealed a positive and significant association with behavioral goals, indicating that awareness
of risk does not necessarily discourage adoption when users perceive sufficient institutional safeguards and

benefits.




Trust demonstrated a meaningful positive effect on behavioral goals, emphasizing the importance of
confidence in security, reliability, and institutional credibility in shaping user intentions. Social influence
likewise significantly affected behavioral goals, showing that recommendations, social norms, and peer
behavior contribute to digital banking acceptance.

Behavioral goals were found to have a strong positive impact on actual digital banking usage, confirming that
behavioral intention acts as the primary predictor of real technology utilization. Mediation analysis using Sobel
tests confirmed that behavioral goals significantly mediated the relationships between all cognitive factors and
digital banking usage. Both direct and indirect effects were statistically significant, indicating that cognitive
perceptions influence usage mainly through the formation of behavioral goals.

Discussion and Conclusion

The findings demonstrate that adoption of fintech-based digital banking is fundamentally a behavioral process
shaped by users’ cognitive evaluations rather than purely technological availability. Facilitating conditions and
perceived usefulness emerged as essential drivers, indicating that customers adopt digital banking when
technology becomes accessible, functional, and beneficial within their daily financial routines. Ease of use
further reinforces adoption by reducing cognitive effort and technological anxiety, highlighting the importance
of intuitive system design.

The positive relationship between perceived risk and behavioral goals suggests that modern users may accept
certain levels of risk when institutional safeguards, technological reliability, and perceived benefits outweigh
potential concerns. Trust remains a central pillar of digital banking adoption, confirming that confidence in
financial institutions and security mechanisms determines whether users translate intention into actual usage
behavior.

Social influence also plays a meaningful role, demonstrating that digital banking adoption is partially a socially
constructed behavior influenced by peer experience and collective acceptance. Behavioral goals function as
the key psychological bridge linking perception and action, confirming that users’ intentions transform
cognitive evaluations into actual technology usage.

Overall, the study indicates that fintech-based digital banking adoption results from the interaction of
technological readiness, psychological perception, and behavioral intention formation. Banks seeking
successful digital transformation must therefore move beyond infrastructure development and focus on shaping
customer perceptions, strengthening trust, simplifying user experiences, and fostering positive behavioral
motivations.

The results contribute theoretically by reinforcing behavioral intention as a central mediating construct within
digital banking adoption models and empirically demonstrate how multiple cognitive factors jointly influence
usage behavior. Practically, the findings suggest that sustainable digital banking development requires
integrated strategies combining technological innovation with behavioral and experiential customer

management. By aligning cognitive perceptions with user-centered service design, financial institutions can



accelerate adoption, enhance customer engagement, and ensure long-term success within evolving fintech

ecosystems.
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