YYAQ M‘o}ijcvv ZJL«,'L‘VA.UAJLA (‘5&3‘9}.—‘5«[9)4&&):}&‘321”

h}’bﬁ"\?« > );9"’ J‘)'}‘-" )5513 Q'}ﬁ.o ‘g% § ‘s?.uu
Qb yiio o3 3 exCig 51 (S HlaesSl

* _
Ao g 8 LI Sy o 09,5 JLolin/
Ao s oLl

o>

23 e sLacs b sl 5 SNl (slacs )T 08 031 555 S Sljlse 4 st sladla s
Bl ol 8 ol 5 S S (158l adshe 4 it a5 Sl ge (501380l i
LaeSTl 5 ol oslom L b o 5 280 (61580l o g0 o ol il () Sy Sl
Son il a3 Bl o 5 O e 6 g S Dlants ol Sy ks S 005 e Jol
e e 5 8555 A (13S0l Sleds Sleslinal 5 S dy p Sse Jelse plelid ol anlllas
Al g O e 6B Sl Jal o ) 5SS a5 Ol

S ol ol oalizl (UTAUT) (6,573 Sl eslizul 5 5 pds 4 LSS die 51 Coua ol il g
G By 3 eslatal L adlllas cpl 53 b on (555108 i pds 3 53 oty Sas) 55 I (oS 5
93 ke ST (S35 1 (615l Dolads 01,5180 Ol 2 51 & ¥+ Olie (sl s 5 (oo
3168 o L 5 SPSS 158 o 5 5l eslinal U Laesls ol o 5 0138 w555 gl g elam
Wby Dy g s o 5 0 g S ¢ Stnn sla b

el olomt IS 5 3 5l oo Shes Hasl fale am das o 0SS oot (pl 1 ol s
Sleds leslizal (555 S g Lol 5 g oslinal & bles Jolo 3 5 dims 5 g0 Slokst 1 eslizal
05 eslimal 5 5 ds 6o 1y 86 o b (A Sl &7 Il s 6,108 56 oSS 1SUI (41Tl

M-lagzian@um.ac.i (J ghns 03imn 93) —

IXVAR VAR SO VR Y] &b AV 23l 5o 556



\AR% g 5 (6505l iy ¢ g0 Jolge 136 (yl5me uani 9 (2wl

J_?Jﬁ_,,:Jzinr;,gw|c,|,;ud_~u,>);)u,\J_;L;,tyKﬂC,;otilt?ﬁ;;u,mx\,
s sl ls b Jailsy 31 S 5o g 58 e Jelse . yls (g 28 Ol 3G

Slestital 5 5 pds a4 ) LSS Jie 03T 008 s «oSo s 2SI (g 1SSl 1 gumls” (Sl o319

6}2&.& ‘L.s)}TQé

OF, MV:JEL (s 4ab

An Empirical Study of the Factors Affecting Customers
Adoption of E-banking Services

Mohammad Lagzian

Assistant  Professor, = Management
Department, Ferdowsi University of
Mashhad

Somayeh Yaghma

M.A. in Business of Management
Ferdowsi University of Mashhad

Abstract

In recent years, Information technology has highly affected the banking industry and
the distribution channels of banking services toward self-servicing alternatives. At
the present time, many banks and financial institutions are actively developing new
electronic products for their customers but since customers don’t adopt and use the
services, they can not profit from these new services. The purpose of this study is to
identify factors which influence the adoption and usage of the electronic banking
services and determine amount effect of any of factors from customers’ point of
view.

We examine this adoption behavior by utilizing the unified theory of acceptance and
use of technology (UTAUT) that integrates eight theories of individual acceptance
into one comprehensive model. On the basis of survey research, a questionnaire was

distributed among Y.+ Mellat bank customers (users of electronic banking services)

in Mashhad.

Statistical analysis by SPSS software indicates that three major factors can
contribute to user’s intention to use: (a) performance expectancy (b) effort
expectancy (c) social influence. And two factors: (d) intention to use (e) facilitating
conditions, can contributed to users adopt and use of e-banking services.

Key Words: Electronic banking, Acceptance of Technology, the Unified Theory of
Acceptance and Use of Technology (UTAUT), Customer.
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