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Abstract. The introduction of digital banking might have a negative or positive
impact on the value of the financial system. It is a tremendous chance for the firms
that are prepared for the huge transformation since customers have turned their
preference towards cashless transaction due of the COVID-19 pandemic. Based
on the notion that digital banks would soon enter the Malaysian banking market,
this research seeks to analyse customer behaviour intention using the Theory of
Planned Behaviour (TPB). A Theory of Planned Behaviour, Ajzen (1991) explains
that a person behavioural action is based on an immediate antecedent, which is his
or her behavioural intention. This conceptual paper proposes three construct which
are attitude, social normandperceived behaviour control that influence consumers’
behaviour intention to use digital banking. Past studies have found mixed results
from the three constructs to the behaviour intention. Besides that, age apparently
has no significantmoderating role in the intention of technology acceptancewithin
the context of TPB. Therefore, this study aims to investigate three constructs mod-
erated by age in influencing the behaviour intention. Quantitative questionnaire is
used to measure responses of participants.

Keywords: Theory of Planned Behaviour · Behaviour intention · Digital
banking

1 Introduction

Malaysian banking customers soon will have an option to consume the services offered
by digital banks. Bank Negara Malaysia has issued five digital banking licenses (BNM,
April 2022). The selected companies will undergo a thorough audit process which takes
between 12 to 24 months before they can commence operation. In Southeast Asia, only
Singapore and the Philippines have digital banks. While the digital banking has taken
shapewell before the COVID-19 pandemic, its trajectorymay bemotivated by the global
health shock. On the supply side, McKinsey (2021) reported the digital banking success
attributed to cost efficiency, service value differentiation, a quick scalability, and revenue-
focus products. Bank Negara Malaysia has developed the regulatory framework which
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will ease the digital banks when they come on stream (BNM, March 2020). The capital
requirement is simplified at the bank’s initial start-up in which the risk categories are
made simpler to comply with the Basel II framework. The liquidity requirement is 25%
of the banks’ total liabilities composed of high-quality liquid assets. McKinsey (2015)
reported a survey done on digital banking inASEANfound that almost 50%ofMalaysian
respondents were willing to switch to digital banking. The affluent and the younger
consumers were more readily to use the digital banking services. It was reported that
digital channels are becoming significantly important for consumers’ product awareness
and evaluation. More than 50% of the respondents used the digital channels rather than
the word of mouth. The consumers’ interest in digital services goes on a trajectory due to
the pandemic as indicated in the BNM statistics in which e-payment increased in 2020
by 13% from the year before. The PriceWaterhouse Cooper (PWC) reported in 2019 that
74% of Malaysian consumers were ready to embrace virtual banking from the opening
an account to the full fledge use of the services. On the demand side, the question is
how the consumers perceived digital banking services and will they embrace it like the
internet banking services offered by the traditional banks. Thus, the purpose of this is to
investigate the consumers’ behavioural intention towards the digital banking inMalaysia.
Based on the Theory of Planned Behaviour (TPB), this study will examine the influence
of three constructs, i.e., Perceived Behaviour Control, Attitude and Social Norm, on
the consumers’ intention to embrace the digital banking. Several studies have done on
the adoption of mobile and internet banking based on mainstream psychology theories,
particularly the Technology Acceptance Model (Shanmugam et al., 2014; Ahmed and
Phin, 2016; Abdul Aziz and Mohd Dali, 2019; Peong et al. 2021; Tran, 2021). There
is a very minimal study done on digital banks and apparently none so far employing
TPB and instead these studies are based on the over-indulged TAM (Rehman and Shaik,
2020; Ni. T.W, 2020; Nik Azmi et al., 2021). This study compels to examine consumers’
behaviour intention employing TPB based on the proposition that digital banks will be
soon appear on the Malaysian banking landscape. The study will employ Ajzen (1991)
conceptual model and also examine whether age and gender play any moderating role
in the consumers’ behavioural intention towards digital banking.

1.1 Conceptual Development and Hypotheses

The original theory was introduced by Ajzen (1985) in his article “From Intentions
to Actions: A Theory of Planned Behaviour.” Ajzen (1991) explains that a person
behavioural action is based on an immediate antecedent, which is his/her behavioural
intention. The intention to use a certain object depends on the person’s beliefs about
the probable consequences of his/her behaviour, i.e., behaviour beliefs, about other peo-
ple’s normative expectation pressuring him or her, i.e., normative beliefs, and about the
presence of factors that restraints or eases his/her action, i.e., control beliefs. He further
explains that the person’s behaviour beliefs lead to his/her favourable or unfavourable
attitude toward the behaviour. His/her normative beliefs lead to the perceived social pres-
sure (subjective norm) andhis/her control beliefs result to the perceivedbehaviour control
(self-efficacy). He posits that the perceived behaviour control moderates the impact of
attitude and subjective normon the person’s behaviour intention. Themore favourable the
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attitude and subjective norm are, the greater the perceived behaviour control and there-
fore, the stronger the person’ intention to perform the particular behaviour. Hence, if the
opportunity comes and given the ample actual control, he/she has over the behaviour, the
person is likely to perform the intention.There are several studies employed TPB inves-
tigating the behaviour intention in varied situations related to certain objects, e.g., food
consumption (Ajzen, 2015), channel switching in purchases (Madahi and Sukati, 2016),
entrepreneurship (Palupi and Santoso, 2017), e-Commerce (Angraini et al. Anggraini
et al., 2019), household waste segregation and luxury purchases (Canguende-Valentim
et al. Canguende-Valentim and Vale, 2021). Similarly, this study will employ the same
theoretical concept and develop hypotheses to ascertain the influence of three constructs
as discussed in TPB. Since digital bank is yet to make its presence in Malaysia, the
consumers’ intention to use its services will be the focal point.

The study proposes its research model in which the three constructs discussed
above, i.e., attitude, social norm and perceived behaviour control, influence consumers’
behaviour intention to use digital banking. Studies have found that the attitude, social
norm and perceived behaviour control are significant and have positive influence toward
behaviour intention (Ajzen, 2015;Madahi andSukati, 2016;Wang et al., 2018,Anggraini
et al. 2019). Ajzen (2015) finds all the three constructs are positively affecting the
behaviour intention to food and beverage consumption decisions. The study focuses on
the college students in their decision to consume alcoholic or non-alcoholic drinks. The
same constructs are also tested for the students’ intention to consume junk foods or avoid
junk foods. The study finds that the three construct significantly and positively influ-
enced the students’ intention to consume alcoholic drinks and junk foods or to avoid the
alcoholic drinks and the junk foods. The other studies similarly find the same outcomes
in their respective studies on intention toward channels switching in deciding purchases
and using e-commerce platform (Madahi and Sukati, 2016; Anggraini, 2019). Wang
et al. (2018) investigate the three constructs on farmers’ intention toward abiding to cer-
tain standard in pesticide usage in China. The study finds that the three constructs have
a significant and positive effect on the farmers’ intention to abide by the standards of
pesticide usage in China. Similar findings are also demonstrated in a study by Foltz et al.
(2016) in examining the constructs impact of the computer and digital users’ behaviour
intention in changing their network security settings. These studies are in consensus
with Ajzen (2015) findings and his preposition (1991) of the influence of the attitude,
social norm, and perceived behaviour control on a person’s behaviour intention toward
the object in question.

Some studies find mixed results in which the perceived behaviour control is not
significant while the attitude and the social norm are significant (Varma, 2018; Felix
et al. 2022). This particular construct should reflect a person’s confidence in performing
the target behaviour in question and believes he or she is able to perform effectively
with a degree of control. According to Ajzen (1991) the accuracy of measurement can
be undermined if the person has a little information of the behaviour in question, or the
requirements and resources for such behaviour have changed or unfamiliar elements in
the situation emerged. If this issue is realised in a study, the perceived control behaviour
may not explain the variation in the behaviour intention in question. From the observation
of previous studies (Ajzen, 2015; Varma, 2018; Palupi and Santoso, 2019; Madahi and
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Sukati, 2016; Felix et al. 2022;), the path coefficient of perceived behaviour control
shown the least value though some are less than 0.1 and considered not significant. In
contrast there are studies (Wang et al. 2018; Anggraini, 2019; Tsai et al. 2022 find that
perceived behaviour control demonstrates the strongest effect on the behaviour intention.

This study will investigate the moderating role of age on the three constructs in influ-
encing the behaviour intention. McKinsey (2015) reported the younger consumers are
readily intent to use internet banking and mobile banking. Altallwabeh et al. (Altawall-
beh et al., 2015) find that age plays a moderating role in the study on e-learning adoption
at Jordanian universities. In contrast, Ming et al. 2022 find that this hypothesis is not
supported in their study on intention to use e-wallet during the pandemic. Their finding
is like a much earlier study in Saudi Arabia (Baker et al. 2007) testing the moderating
effect of age and gender on the relationship between the three TPB constructs and inten-
tion to adopt a new technology implementation. Age apparently has no firm significant
moderating role in the intention of technology acceptance within the context of TPB. All
in all, the studies on technology adoption done produce mixed results as some find that
it is not significant (Aboobucker, 2021) and some (Wong, 2021; and Khater, 2020) find
age has influence on certain variables, i.e., social influence, behavioural intention, speed,
and security. Liu et al (2022) however finds that generational cohorts have an impact on
technology in mobile payment. Hence this study must examine whether digital banking
leads to financial inclusion and the stakeholders must take cognisance that the digital
banking should not lead to generational digital divide. Any improvement in banking ser-
vices should embrace the total consumers and the bankers should fine tune their service
applications to be friendly to all consumers.WhileMcKinsey report (2015) has indicated
there is a moderating effect of age, however the empirical study must examine the issue
and produce results that will be useful to the bankers. Hence, the bankers should ensure
the digital banking is friendly to all consumers regardless the generational cohorts.

Following the above discussion, this study proposes the hypotheses as illustrated in
Fig. 1.

H1a: Attitude influences the behaviour intention toward digital banking.
H1b:Age affects the relationship between the attitude and the behaviour intention toward
digital banking.
H2a: Social norm influences the behaviour intention toward digital banking.
H2b: Age affects the relationship between the social norm and the behaviour intention
toward digital banking.
H3a: Perceived behaviour control influences the behaviour intention toward digital
banking.
H3b: Age affects the relationship between the perceived behaviour control and the
behaviour intention toward digital banking.

1.2 Research Framework
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Fig. 1. The Research Framework

2 Research Methodology

A research design is referring as strategy to integrate the different components of the
study in a logical way. According to Davis (2005), it is stipulating what would and what
would not be observed in a study. In this study, the survey or non-experimental method
which uses structured questionnaire was adopted. This method serves a way of primary
data by interacting with a representative’s sample of population (Zikmund, W. G. Zik-
mund et al., 2003). Datawill be collected using a purposive samplingmethod, consumers
who intention to use digital banking. This study opted purposive sampling methods as
respondents were selected based on the consumers who has intentions to use digital
banking. Moreover, this study will employ Ajzen (1991) conceptual model and examine
whether age play any moderating role in the consumers’ behavioural intention towards
digital banking. Besides that, data analysis for this study will employ a combination of
both descriptive statistic and inferential statistical tools of analysis in analyzing the data
obtained from the questionnaire survey. While for descriptive statistics of percentages
and frequencies will used in analyzing the respondents’ demographic characteristics and
the inferential statistics of Partial Last Square-Structural Equation Model will be used
for analyzing and the testing the hypotheses.

3 Contribution of Study and Conclusion

There is a need to study on the consumers behaviour towards digital banking on the
issuance of digital banking licences by Bank Negara Malaysia. It is important to under-
stand consumers behavioural intention based on their attitude, social norm, and perceived
behaviour control. Hence it will help banks to understand the customer intention to use
their products and improve their quality of services.

While past studies have shown mixed result on the three constructs such as attitude,
social norm, and perceived behaviour towards behaviour intention, hence this study will
be benefited to the future researchers as it will provide new finding on the application of
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Theory of Planned Behaviour by using age as the moderator in influencing consumers’
behavioural intention to use digital banking.

Based on the literature, it shows that it is important to study on the consumers
behavioural intention to use digital banking as the success of this new banking system
can contribute to cost efficiency, service value differentiation, quick scalability, and
revenue-focus products. Furthermore, it will increase the efficiency of banking system
with this digital banking system to fulfil the need of cashless era due to COVID-19
pandemic.
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Open Access This chapter is licensed under the terms of the Creative Commons Attribution-
NonCommercial 4.0 International License (http://creativecommons.org/licenses/by-nc/4.0/),
which permits any noncommercial use, sharing, adaptation, distribution and reproduction in any
medium or format, as long as you give appropriate credit to the original author(s) and the source,
provide a link to the Creative Commons license and indicate if changes were made.

The images or other third party material in this chapter are included in the chapter’s Creative
Commons license, unless indicated otherwise in a credit line to the material. If material is not
included in the chapter’s Creative Commons license and your intended use is not permitted by
statutory regulation or exceeds the permitted use, you will need to obtain permission directly from
the copyright holder.
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