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Abstract 
Financial Technology (also known as Fintech) uses software and digital platforms such as 
artificial intelligent systems, blockchain technology, and mobile applications to further 
develop services in numerous industries, including payments, loans, asset management, and 
regulatory compliance. Despite the possible advantages, many people are still reluctant to 
embrace Fintech due to particular concerns. Hence, this study examines the factors that 
influence the intention to adopt fintech. This study will analyze the relationship between six 
independent variables and the intention to adopt fintech. Primary data will be used, and 200 
data were collected from respondents using purposive sampling and then analyzed with JASP 
and Smart PLS 4.0. As a result, performance expectancy, perceived ease of use, and facilitating 
conditions show significant correlations with the intention to adopt fintech. 
Keywords: Performance Expectancy, Fintech, Security Concern, Bank Customers 
 
Introduction 
 Fintech has significantly impacted global economic development, combining internet 
and mobile phone capabilities for wealth management and trading and making banking 
applications more accessible online (Wang, 2021). Businesses increasingly adopt Fintech 
technologies, including mobile applications and online transactions, as they evolve with 
information technology (Tun-Pin et al., 2019). It refers to any technology used to supplement, 
automate, digitize, or disrupt existing financial services. Fintech encompasses desktop and 
mobile-based use of software, algorithms, and applications (Kim et al., 2015). Moreover, 
fintech refers to using technology to specification and distribute financial products and 
services, impacting financial institutions, regulatory authorities, consumers, and trades 
(Tasnim & Salleh, 2022). Digital development is transforming global competition, market 
changes, and businesses, enhancing productivity and fulfilling customer expectations in the 
financial services industry (Naz et al., 2022). Fintech revolutionizes finance by leveraging 
technology to attract non-financial clients, enhancing a country's market return and economic 
progress (Beck, 2020). On the other hand, transcendent technology is transforming the 
financial industry, driving innovation, digitalization, and regulatory and cost pressure in the 
Fourth Industrial Revolution (IR 4.0)(Tasnim & Salleh, 2022). Among Southeast Asia’s fastest-
growing Fintech markets in Malaysia, the financial industry is transforming due to Fintech, 
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which concentrates on integrating new technologies. Fintech is a contemporary financial 
service that has been both emergent and established in Malaysia since the 1990s, with 
recognition attributed to GHL, MOL Pay, and iPay88. However, its significant growth occurred 
between 2016 and 2017 (Doraisamy et al., 2022). In Malaysia, Malayan Banking Berhad was 
the lead in providing banking services that can be accessed from mobile devices. The mobile 
application that was first introduced was the M2U application in 2009, as mentioned in the 
previous research studies (Rehman et al., 2019). Based on the Fintech Malaysia 2021 report, 
the total transaction value for 2020 is 1,042 billion, and the transaction volume is 3,391 
million. In addition, the online banking transaction volume is 2.5 billion, the e-wallet 
transaction volume is 0.6 billion, and merchant registration for QR code acceptance is 773,000 
in 2019, especially e-payments.  
 
 Although fintech benefits all users, some might opt out due to security concerns such 
as data leakage, the mobile application's compatibility and other concerns. Hence, this study 
investigates the relationship between multiple variables influencing bank customers’ 
intentions to adopt fintech. It examines the effects of performance expectancy, social 
influence, facilitating conditions, security concerns, perceived ease of use, and trust on 
customer adoption behaviours. 
 
Literature Review 
Intention to Adopt Fintech 
Aligned with the development of information technologies, financial technology also evolved 
globally. “FinTech” (occasionally expressed as Fintech, Fintech, or Fintech) is a neologism. It 
is the combination of the words which are “finance” and “technology” and generally 
interpreted as the integration of sophisticated but also internet-related technology such as 
cloud computing, mobile internet, and others with traditional business operations in the 
financial services sector such as money lending, banking transactions and others (Gomber et 
al., 2017). On the other hand, another research study defined fintech as a digital technology 
frequently applied in the finance sector and based on blockchain, big data, and intelligent 
wealth management (Hu et al., 2019). Fintech is an innovation that is utilized to enhance 
financial activity. One example of this technology is the usage of the cellular phone in banking 
products and services, also known as mobile banking, as well as investment services through 
mobile devices and cryptocurrencies that attempt to make financial services available to the 
broad population(Alsmadi et al., 2023). 
 
Performance Expectancy 
Performance Expectancy (PE) can be defined as the degree to which an individual perceives 
those technological advancements will improve their work performance(Sair & Danish, 2018). 
Performance expectancy included in the UTAUT formulation presumed that performance 
expectancy is an infrastructure concept encountered while using the Internet of Things, such 
as Internet banking (Rahi et al., 2019). This research study defines performance expectancy 
as an individual, whether Generation X, Y, or Z, who intends to adopt fintech for their financial 
transaction. Previous research stated that performance expectancy positively affects the age 
of the person's intention to adopt fintech (Persada et al., 2019). In addition, the intention to 
adopt fintech depends on the individual’s point of view on whether they can gain any 
advantages if they adopt the fintech, such as enhancing efficiency and conveniences while 
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performing the financial transaction (Khatun & Tamanna, 2021). Hence, the hypothesis for 
this study is derived as below:  
H1: Performance expectancy has a positive and significant relationship with the intention to 
adopt fintech 
 
Social Influence 
Based on previous research, social influence (SI) is an individual view that most individuals 
who are significant to them believe they should not conduct the behaviour question (Peong 
et al., 2021). Social influence can come from an individual’s family members, friends, social 
groups, and colleagues, who influence a user to adopt fintech (Kaur & Arora, 2020).  According 
to Bhullar & Gill (2019), social influences are insignificant to the intention to adopt fintech 
because the individual is still new. Hence, the individual is not influenced by friends or social 
groups to embrace fintech. However, Resa Nurlaela & Alviayatun (2022) found that social 
influence has a significant relationship with fintech adoption. Therefore, this study proposes 
the hypothesis below: 
H2: Social influence has a positive and significant relationship towards the intention to adopt 
the fintech 
 
Facilitating Conditions 
Facilitating conditions refer to the individual believing that the internet and fintech will 
increase the performance of banking services via laptops or smartphones to perform financial 
activities (Lim et al., 2020). According to past research studies, it is stated that the extent to 
which the individual assumes that the current organizational and technical facilities can 
benefit from the use of technology is referred to as facilitating conditions (Yoo et al., 2021). 
Facilitating conditions significantly affect the intention to adopt fintech after completing the 
primary data analysis(Resa et al., 2022; Khatun & Tamanna, 2021). Therefore, the proposed 
hypothesis is derived as follows: 
H3: Facilitating conditions have a significant relationship towards the intention to adopt 
fintech. 
 
Perceived Ease of Use 
Perceived ease of use is defined as that while potential customers may think that a particular 
program is valuable, they may also conclude that the system is complicated to use and that 
the performance advantages of utilisation are overshadowed by the effort required to use 
the application known as perceived ease of use (Fred D. Davis, 1989). Moreover, based on the 
previous research, they further describe that perceived ease of use refers to an individual 
who can use the system free from complications and a friendly user (Daragmeh et al., 2021). 
On top of that, consumers are more likely to face problems when utilising fintech services if 
the process is complicated. As a result, the impact will be financial losses for customers (Lien 
et al., 2020). Previous research studies showed a significant relationship between perceived 
ease of use and intention to adopt fintech (Hu et al., 2019; Lien et al., 2020). Hence, the 
hypothesis proposed for this study is as follows: 
H4: Perceived Ease of Use has a significant relationship towards the intention to adopt fintech 
 
Trust 
Trust is defined as confidence in another party’s ability to act ethically and avoid attempting 
to take advantage of the user’s vulnerabilities (Pavlou, 2003). In addition, trust is founded on 
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a cognitive process that distinguishes between people and institutions that are trustworthy, 
distrustful, and unknown (Lewis & Weigert, 1985). According to the research by Hu et al. 
(2019), they stated that due to the big and high-dimensional data used in the service in the 
fintech application scenario, the role of trust is more significant. Consequently, it is crucial to 
examine how trust influences the potential bank customers’ view and readiness to adopt and 
which elements influence trust (Hu et al., 2019). According to past research studies, trust is 
significant towards the intention to adopt fintech (Hu et al., 2019; Stewart & Jürjens, 2018). 
Therefore, the authors propose the following research hypotheses: 
H5: Trust has a significant relationship towards the intention to adopt fintech 
 
Security Concern 
When technology evolves from time to time, another issue that will appear is data security, 
also known as cybersecurity. In past research, cybersecurity has been described as 
information security and protecting electronic systems, networks, equipment, programmes, 
or data. Moreover, the ubiquitous integration of the internet, smart devices, and mobile 
devices has necessitated a heightened emphasis on cybersecurity and digital protection 
across various domains, including but not limited to home, work, and education. As such, 
cybersecurity has emerged as a crucial topic in contemporary times  (Schatz et al., 2017). In 
addition, past researchers mention that with the evolution of the Internet of Things, security 
concern is one of the factors as security of the Internet of Things is safeguarding functions to 
the devices and the systems are susceptible to the attack of the security with a different 
reason like devices between the wireless communications (Pandow et al., 2020). However, a 
previous study determined that security concern significantly influences the adoption of 
fintech (Singh et al., 2020; Tun-Pin et al., 2019). On the other hand, the previous research 
study also shows the negative influence on the intention to adopt fintech (Hu et al., 2019). 
Hence, the hypothesis is derived for this study as follows: 
H6: Security concern has a significant relationship towards the intention to adopt fintech 
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Figure 1: Research framework 

Methodology 
Research Design and Data Collection 
Effective data collection is crucial to research accomplishments in every field of study. 
Gathering and analyzing information are used in research to answer questions, validate 
hypotheses, and achieve objectives (Karunarathna et al., 2024). Since this study used a 
quantitative approach to analyze the factors influencing the intention to adopt Fintech among 
bank customers in Klang Valley, primary data will be used. Primary data is the appropriate 
method for this study to analyze, as primary data collects the information of bank customers 
who intend to adopt Fintech. In this study, the target respondents are bank customers who 
are asked whether or not they have adopted Fintech. According to G*Power software, the 
target respondents are 184. Moreover, purposive sampling is applied in this study to collect 
the data based on real-time and the first reaction for this study. Respondents from three 
states were distributed questionnaires online using Google Forms. A total of 200 
questionnaires were collected across three states and were used to address the aim of this 
study. 
 
Survey Instrument 
A structured study questionnaire was developed to investigate the adoption of FinTech in 
Klang Valley. The measurements and sources of the questionnaire are listed in Table 1. In 
addition, a 5-point Likert scale was used to measure data, whereby one = strongly disagree to 
5 = strongly agree. 
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Table 1 
Questionnaires, Cronbach’s Alpha, and Sources 

Variables Questions Sources/Adopted 

Fintech Adoption (FA) 5 (Camilleri & Camilleri, 2022; Setiawan et 
al., 2021) 

Performance Expectancy (PE) 5 (Ahmad et al., 2021; Shakir, 2022) 

Perceived Ease of Use (PEOU) 4 (Hu et al., 2019) 

Facilitating Condition (FC) 6 (Alkhwaldi et al., 2022; Shakir, 2022; 
Camilleri & Camilleri, 2022) 

Social Influence (SI) 3 (Alkhwaldi et al., 2022) 

Trust (T) 5 (Hu et al., 2019) 

Security Concern (SC) 5 (Mohamed, 2013; Featherman & Pavlou, 
2002; Hu et al., 2019) 

 
Data Analysis 
The data will use JASP and Smart-PLS 4.0 to analyze the collected data. First, the demographic 
data will be analyzed using JASP for the percentage. Second, the relationship between each 
variable will be measured using Smart-PLS 4.0. 
 
Results and Discussion 
Demographic Statistic 
The total collected is 200 respondents; 55% are male, and 46% are female. Most respondents, 
45%, are 41 – 50 years old, 37% are 31 – 40 years old, 9 % are 21 – 30 years old and above 50 
years old, and 1 % are below 20 years old. The respondents' race majority is Chinese, 72%, 
16% are Malays, 9.5% are Indian, and 2.5% are other races. For educational level, 39% of 
respondents are diploma level, followed by undergraduate degree, 26%, 17% of respondents 
are secondary school and master or graduate degree, and 1% are primary and PhD level. The 
monthly income of the respondents' majority is in the range of RM 6,001 to RM 8000(29%), 
RM 8,001 to RM 10,000(21%), RM 2,501 to RM 4,900(16%), RM 4,901 to RM 6,000 (15%) and 
below RM2,000(8%).  
 
Table 2 
Demographic Profiles of the Respondents 

Demographic Frequency Percentage (%) 

Gender   
Male 109 55 

Female 91 46 

Age   
 20 years old and below 1 1 

21 – 30 years old 18 9 
31 – 40 years old 74 37 
41 – 50 years old 89 45 

 51 years old and above 18 9 

Race   
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Chinese 144 72 
Malay 32 16 
Indian 19 9.5 
Others 5 2.5 

Educational Background   
Undergraduate Degree and 

below 
165 82 

Master/ Graduate Degree 
and above 

35 18 

Monthly Income   
RM 2,500 and below 15 8 

RM 2,501 to RM 4,000 31 16 
RM 4,001 to RM 6,000 30 15 
RM 6,001 to RM 8,000 57 29 

RM 8001 and above 42 21 

 
Reliability & Discriminant Analysis 
Table 3 indicates the reliability of each variable. Cronbach’s Alpha, Average Variance 
Extracted (AVE), and composite reliability are used to evaluate an instrument’s reliability. If 
AVE is above 0.5, the variable is reliable, but if it is below 0.5, it is unreliable (Joseph F. Hair 
et al., 2022). The results show that all AVE for all variables is above 0.5; thus, it is reliable. On 
the other hand, Cronbach's alpha also measures the reliability, and the results for each 
variable ranged from 0.8531 to 0.9045. 
 
Table 3 
Reliability, Convergent Validity, and Cronbach’s Alpha Results 

Items AVE Composite 
Reliability 

Cronbach’s Alpha 

FA 0.6505 0.9026 0.8652 
FC 0.7246 0.9292 0.9045 
PE 0.7167 0.9100 0.8684 

PEOU 0.7411 0.9197 0.8836 
SC 0.6882 0.8975 0.8531 
SI 0.7952 0.9208 0.8744 
T 0.6983 0.9202 0.8928 

The Fornell-Larcker criterion was applied to test discriminant validity. Table 4 shows that FC, 
PE, PEOU, SC, SI, and T have values of 0.8513, 0.8466, 0.8609, 0.8296, 0.8917, and 0.8356, the 
highest values of other constructs. Hence, it represents the discriminant validity of all 
constructs that meet the requirement. 
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Table 4 
Fornell-Larcker Criterion Result 

 FA FC PE PEOU SC SI T 

FA 0.8065       

FC 0.5731 0.8513      

PE 0.6494 0.5335 0.8466     

PEOU 0.5692 0.7066 0.5834 0.8609    

SC 0.3802 0.3414 0.2988 0.3291 0.8296   

SI 0.3250 0.2265 0.1812 0.1959 0.1945 0.8917  

T 0.4797 0.5208 0.4495 0.4976 0.8107 0.2754 0.8356 

Source: Own developed for the research study 
 
Table 5  
Structural Model Testing 

 
Path 

Path 
Coefficient 

t-
statistic 

P-value Findings 

H1 PE → FA 0.4122 4.7844 0.0000 Supported 

H2 SI → FA 0.1644 2.2416 0.0250 Not Supported 

H3 FC → FA 0.1450 1.5573 0.0465 Supported 

H4 PEOU → FA 0.1388 1.1793 0.0008 Supported 

H5 SC → FA 0.1805 2.0535 0.2629 Not Supported 

H6 T → FA - 0.0536 0.4964 0.3518 Not Supported 

*Note: P-value < 0.05 
 
Discussion 
With the technology's growth, fintech become familiar to every user, especially bank 
customers. This study investigates the factors influencing the intention to adopt fintech 
among bank customers in Klang Valley. From the result, performance expectancy, perceived 
ease of use, and facilitating conditions are the factors that influence the adoption, which 
aligns with (Khatun & Tamanna, 2021), (Rahi, Mansour et al., 2019), and (Singh et al., 2020). 
This also shows that users will adopt fintech with the current technology to increase efficiency 
and convenience, which is an advantage. On the other hand, the finding for the social 
influence hypothesis did not support it, which is similar to the findings (Singh et al., 2020) and 
(Mohd Thas Thaker et al., 2022). This explains that the individual or cohort’s opinion will not 
influence the adoption of fintech. In addition, some of the community will discourage the 
adoption of fintech. For the trust, the hypothesis is not supported and is a diverse finding 
(Alsmadi et al., 2022).  This explains that customers trust FinTech, which helps them save 
money and time. However, banks and software developers should cooperate to improve the 
web and mobile applications to create a more user-friendly interface to increase fintech 
adoption and attract more bank customers.  
 
Research Implication 
According to this study's findings, the variables influencing bank customers’ readiness to 
adopt fintech in Klang Valley are performance expectancy, security concerns, and perceived 
ease of use to the intention to adopt fintech. This study can contribute to the existing 
literature on the intention to adopt fintech among bank customers. This study investigates 
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the readiness of banking customers in Klang Valley to adopt fintech. Therefore, it furnishes 
valuable information on the factors that impact the adoption of a product or service and 
serves as a valuable guide for banks and software developers. The findings from this study 
suggest that factors like performance expectancy, facilitating conditions, and perceived ease 
of use impact the intention to adopt fintech among bank customers. Hence, bank and 
software developers should cooperate: 1) design or update the user interface to become a 
friendly user to attract more customers and 2) recruit more support employees to support 
customers or chatbot with more detail that can resolve customer’s issues.  
 
Limitations and Future Research 
The limitation of this study is the sampling size. The data collection currently is small, with 
200 data collected. In future research, the researcher can expand the location to focus on a 
more extensive sampling size so the study can investigate more detail. Further, this study 
focuses on the individual’s intention for adoption. So, future researchers can focus on the 
organization’s intention for adoption in fintech. This study uses six variables to examine the 
factors influencing the intention to adopt fintech. Therefore, in future research, the 
researcher can add more relevant variables to examine the intention of adoption to have 
different outcomes. Moreover, future research can take a qualitative approach to gather 
more comprehensive information regarding fintech adoption readiness. 
 
Significance of the study 
Nowadays, bank customers are increasingly using fintech to conduct financial transactions. 
As a result, this study offered information on the importance of practical context. According 
to the research, customers place a higher value on performance expectancy, which refers to 
fintech’s ease of use. Hence, it is suggested that the banking industry should work with 
software developers to make fintech more user-friendly and enhance the adoption rates. On 
the other hand, this study helps the fintech industry by determining which aspects need 
improvement to raise the adoption rate, which directly impacts digital finance. Furthermore, 
the academician might use the data for future research by broadening the responses to a 
certain target. 
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