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Abstract 

The study focused on determining factors influencing adoption of mobile banking in Kenya. The 

main objective was to examine the influence of perceived risks (financial risk), perceived 

usefulness (convenience and cost reduction) and regulatory factors (interoperability and privacy) 

on the adoption of mobile banking. A sample size was 57 was obtained through convenient 

sampling. A correlation analysis between perceived usefulness, perceived risks, regulatory 

factors and mobile banking adoption was conducted. A statistically significant correlation 

between perceived usefulness and adoption of technology was found (r=.63, p=0.00). The study 

found the correlation between perceived risks and adoption of technology to be strong and 

statistically significant (r=.82, p=0.00). A statistically significant correlation between regulatory 

factors and technology adoption (r=.89, p=0.00) was established. From the findings, banking 

institutions must improve their systems security, enhance security, and reduce cost of mobile 

banking services.  
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CHAPTER 1 

INTRODUCTION 

1.1 Background Information  

Mobile banking is defined as a service provided by banks which helps customers to conduct 

financial transactions remotely using devices such as smartphones (Zhang et al., 2018; Siyal et 

al., 2019; Fernanda et al., 2018). Thus, mobile banking enable customers to access banking 

services conveniently. The adoption of mobile banking is influenced by various factors. From 

studies, among the various factors leading to the adoption of mobile banking, are ease of use, 

perception of security, functionality, customization, and convenience (Srivastava & Vishnani, 

2021; Siyal et al., 2019; Naruetharadhol et al., 2021). Customers are more likely to avoid mobile 

baking if they think of it as being costly, insecure, and difficult to use (Muñoz-Leiva et al., 2017; 

Alalwan et al. (2017; Balinto et al., 2020; Lema, 2017). However, the factors leading to the 

adoption of mobile banking will be determined by the beliefs of the community about the 

technology and their attitudes. 

 

Globally, studies illustrate the major factors influencing the choice of a given technology. In 

China, Siyal et al. (2019) established that perceived risks, low awareness of the technology, and 

the perceived benefits played a major role in influencing the adoption of technology. Creating 

awareness is necessary to ensure that customers understand how to use the innovation and its 

benefits to customers. A study in India illustrated that the ease of use, security, and service 

quality were fundamental in determining the adoption of mobile banking (Srivastava & 

Vishnani, 2021). The quality of service can be determined by various factors including how long 

it takes to make a transaction. Another determinant of quality services is the reliability of the 

system (Srivastava & Vishnani, 2021). System breakdown can lead to low customer satisfaction, 

which affects the adoption of an innovation negatively. In Thailand, Naruetharadhol et al. 

(2021), established that convenience and security played a major role in influencing the adoption 

of mobile banking. Customers find mobile banking to be convenient as it helps them to access 

their banking services at any time and place remotely. A similar study was conducted in Brazil 

where Fernanda et al. (2018) established that perception of trust, ease of use, and social influence 
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played a fundamental role in determining adoption of mobile banking. In Spain, Muñoz-Leiva et 

al. (2017) found that attitudes towards influenced adoption of mobile banking.  

 

Mobile banking plays a fundamental role in helping customers access most banking services 

conveniently without physically having to visit their local banks (Zhang et al., 2018; Balinto et 

al., 2020). Adoption of mobile banking is influenced by various factors, which are determined by 

the beliefs and the expectations of the target customers. According to Alalwan et al. (2017), 

factors such as price, trust, and performance expectations influenced the adoption of mobile 

banking in Jordan. Furthermore, the study indicated that the same factors influenced customers’ 

attitudes towards the mobile banking innovation. Zhang et al. (2018) and Elhajjar and Ouida 

(2020) established that perceived ease of use, perceived usefulness, and perceived risks 

influenced customers’ attitudes and affected the adoption of mobile banking services. 

Additionally, Zhang et al. (2018) indicated that reliability and privacy issues also influenced 

adoption of mobile banking. Customers who perceived mobile banking as being secure and 

reliable were more likely to adopt the technology and use it to access various services. Thus, 

across Europe, South America, and Asia, it is apparent that the adoption of mobile banking is 

influenced by different factors.  

 

In Africa, the adoption of mobile banking has been slow (Balinto et al., 2020; Lema, 2017; Eze 

& Nwankwo, 2018). In countries such as Nigeria, Ghana, Tanzania, Zimbabwe, and South 

Africa, studies indicate that perceived usefulness, perceived ease of use, and perceived costs 

influenced adoption of mobile banking (Lema, 2017; Eze & Nwankwo, 2018; Saino et al., 2020). 

Issues of privacy and security also play a fundamental role in determining adoption of mobile 

banking in Africa. In Kenya, adoption of mobile banking has been slow, but the number of users 

have increased gradually in the past few years (Mwololo, & Timothy,2012). According to 

Achieng and Ingari (2015), adoption of mobile banking in Kenya has been on the rise. The 

authors attributed their findings to low cost of adoption and perceived ease of ease. The latter 

factor (ease of use), for instance, allow even the older persons to use mobile banking. 
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A major challenge in Kenya is the lack of sufficient studies indicating the factors leading to the 

adoption of the mobile banking. This study seeks to fill this gap by contributing to the existing 

literature. Additionally, the background information illustrates that factors that contribute to the 

adoption of technology in one country, might not necessarily be considered very important 

predictors in another country. The attitudes towards technology appear to be determined by 

cultural factors and experiences. Therefore, this study seeks to establish what specific factors 

lead to adoption of mobile banking technology in Kenya.  

1.2 Problem Statement  

There are limited studies on the factors leading to the adoption of mobile banking in Kenya. 

Despite the rise in the number of customers using mobile banking technology in the country, the 

contributing factors are not well documented. As a result, emerging commercial banks might 

lack vital information on what features to include to make the mobile banking technology more 

attractive to customers. Understanding the beliefs and attitudes of the Kenya’s consumers 

towards mobile banking is fundamental in increasing the adoption. Mobile banking minimizes 

physical visits to banking institutions leading to low cost of operations for banks (Balinto et al., 

2020). Also, mobile banking allows consumers to make deposits, withdraw money, transfer 

money, and check their account balances at any moment at their convenience. This freedom is 

vital and is enhanced by understanding the specific factors culminating in technology adoption. 

The limited studies in Kenya on this subject make it difficult to understand the factors that 

contribute to the adoption of mobile banking. Thus, the study seeks to fill the knowledge gap and 

help the commercial banks improve their existing mobile banking technologies to attract more 

customers.  

 

The main research question focus on the perceived usefulness, perceived risks, and regulatory 

factors. Perceived usefulness will refer to convenience and reduction in cost. The perceived risk 

is broken down to the financial risk. Finally, the regulatory factor is broken down to privacy and 

interoperability. Thus, the following are the specific research questions:  

1.3 Research Questions 

1. To what extent has the cost reduction contributed to the adoption of mobile Banking in 

Kenya? 

2. How does convenience lead to adoption of mobile banking in Kenya?  
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3. What role has the privacy measures played in enhancing the adoption of mobile banking in 

Kenya? 

4. To what extent does financial risk contributed to the adoption of mobile banking in Kenya? 

5. What is the social impact of mobile banking in Kenya? 

1.4 Structure  

The study is divided into the following sections: 

Chapter 1: The chapter provides an overview of the study. Basically, the chapter dealt with the 

background of the study, justification of the study, research questions, scope of the study, and the 

major contributions of the study. 

Chapter 2: The chapter focused on the review of major studies relevant to the area of study. 

Also, the chapter analyzed appropriate theoretical frameworks applicable for the study. The 

chapter also provided a conceptual framework.  

Chapter 3: The chapter provided the research design for the study. Specifically, the study 

focused on research philosophy, research approach, population and sample, sampling technique, 

data collection, data analysis, and ethical framework.  

Chapter 4: The chapter focused on presentation of results. Results were presented in form of 

tables and figures. The chapter also dealt with the analysis of the data to indicate what it meant in 

relation to this study.  

Chapter 5: The chapter focused on discussion of the results. Also, the research compared the 

results of this study with the findings in the reviewed literature and theoretical models. The goal 

was to determine the reliability of the findings.  

Chapter 6: The focus was on conclusion of the study and recommendation. The researcher 

provided the conclusion of each chapter. The recommendation showed the implication of the 

study to commercial banks, specifically on improvements required to enhance the adoption of 

mobile banking in Kenya.  

1.5 The Scope and Limitation  

Specifically, the study focused on the factors that contribute to adoption of mobile banking in 

Kenya. The main factors under analysis were perceived risks, perceived usefulness, and 

regulatory factor. The location of study was Nairobi, Kenya, with the main focus being the 

commercial banks. The main limitation of the study was the sample size, especially because the 
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researcher only focused on one location (Nairobi). In future, researchers should focus on other 

major locations as well to enhance the sample validity and generalizability.  

1.6 Major Contribution of the Research  

The study results can contribute to the existing body of knowledge and in the banking sector, 

especially for policymaking purpose to enhance the adoption of mobile banking in Kenya. Future 

scholars will benefit from the study and will not have to reinvest the wheel. Instead, they will 

investigate the findings of this study to determine its validity and reliability.  

1.7 Suitability of the Research to the Researcher  

The researcher found this study suitable because of its relevance and aligned with the course 

(Masters in Financial Technology). Thus, the researcher expected the findings to play a 

significant role in contributing not just to the existing body of knowledge, but to guide 

innovation and product enrollment around mobile banking. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.0 Introduction 

The literature review focused on theoretical framework and synthesis of the relevant secondary 

studies. The researcher used the technology acceptance model and reasoned action theory as the 

main theoretical frameworks. The two models illustrated how and why people adopt innovation 

such as mobile banking. Apart from reviewing literature, the chapter also provides a conceptual 

framework derived from the research gap.  

1.1 Theoretical Framework  

Technology Acceptance Model indicates that people will adopt technology if they perceive it to 

be fundamentally important in achieving their goals (Portz et al., 2019). The model indicates that 

the perceived usefulness and the ease of use will influence people’s beliefs and attitudes towards 

the adoption of technology. Therefore, consumers will adopt technology if their convinced that it 

will help them to achieve their goals. The Technology Acceptance Model is applicable in this 

study in the sense that it can inform why people adopt mobile banking. Also, the model can also 

predict why some people do not find the mobile banking technology as being useful or important 

to them. 

 

Reasoned action theory is also fundamental in understanding why people adopt technology. 

According to the theory, there is a relationship between consumers’ attitudes towards the 

technology and the adoption and application of the technology. Negative attitudes towards the 

technology will lead to slow adoption. Factors such as perceived security, low cost of adoption, 

hedonistic value, and performance expectation can have positive effective on attitudes 

culminating in the adoption of technology.  Therefore, Reasoned Action Theory will help to 

understand the factors leading to the adoption of mobile banking technology in Kenya.  

2.2 Empirical Literature review  

2.2.1 Influence of Perceived Usefulness on Adoption of Mobile Banking  

A significant number of studies indicate a relationship between the ease of use and the adoption 

of mobile Banking (Lema, 2017; Eze & Nwankwo, 2018; Saino et al., 2020; Alalwan, 2017) 

conducted a study using 343 participants to determine the factors that led to the adoption of 

mobile banking in Jordan. The author established that perceived usefulness was an important 
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predictive factor. In another study, Balinto et al. (2020) established that in Ghana, especially in 

the informal sector, perceived usefulness predicted the adoption of mobile banking. In Nigeria, 

the extent to which consumers perceived mobile banking as being vital in meeting their banking 

goals and expectation determined the adoption (Eze & Nwankwo, 2018). Time saving is also an 

important factor. Saving time means that one can be more productive and gain more value. For 

instance, mobile banking saves one the time to visit the banking institutions and having to waste 

more time in long queues. Customers can withdraw or make bank deposits without necessarily 

having to visit the banking institutions. The saved time can be used to do more work that will 

add value to customers (Renny et al., 2013). Apart from time saving, there is also the aspect of 

effort saving. Mobile banking is easier to use and can be performed from any place and tine. One 

only needs to follow simple procedures using their mobile banking platforms to complete 

transactions. As a result, less effort is required to make transactions, which explains why it does 

not require one to be very knowledgeable to use mobile banking in Kenya. According to Renny 

et al. (2013), customers consider the technology to be useful if it is fast.  From the studies, the 

relationship between the perceived usefulness and adoption of mobile banking is statistically 

significant.  

2.2.2 Influence of Regulatory Factors on Adoption of Mobile Banking  

Regulation factors, especially with the view to promote transparency, interoperability, and 

privacy in mobile banking have played major role in fostering adoption (Nyaga, 2017; 

Duncombe & Boateng, 2017). In Kenya, laws protecting consumer information and allowing 

employees to view transaction information are in place. Such laws enhance trust and confidence 

in mobile banking services. The interoperability refers to the interconnection of mobile services 

with other players in the market allowing seamless transactions. For instance, in Kenya, buying 

goods and paying bills is possible via mobile banking. The banking regulations allow consumers 

to enjoy such benefits, which could explain the rise in mobile banking adoption in Kenya. A 

study by Loaba (2021) illustrated that mobile banking has benefits that include accessibility, 

convenience, reduced cost, and security. These benefits are similar to what this study established. 

The reduced cost occurs because the technology minimizes cost of labor, where the benefit is 

passed to customers. Also, customers make transactions at the comfort of their home, which 

plays an important role in reducing the cost. Convenience is also a positive social impact. 

Allowing customers to buy, sell, deposit, or withdraw money at any time or place is beneficial. 
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Accessibility benefit means that all customers, as long as there is required technology and 

infrastructure, can access their banking services regardless of the geographical conditions. 

Finally, mobile banking happens to be more secure compared to the traditional means of making 

banking transactions. 

2.2.3 Influence of Perceived Risk on Adoption of Mobile Banking  

Perceived risk is a major predictor of mobile banking adoption (Achieng & Ingari, 2015; Eze & 

Nwankwo, 2018; Lema, 2017). If the consumers perceive the mobile banking as risky, the 

adoption is low. Various types of risks include performance risks, privacy risk, low cost risk and 

the financial risks (Achieng & Ingari, 2015). The performance risks focus on the reliability of the 

mobile banking services. Frequent breakdown of the system will discourage people from using 

the mobile banking because of inconveniences. Financial risk is the extent to which people 

believe that they can lose their money through mobile banking. If people feel secure enough, 

they will adopt the technology. Perceived low cost risks and low risk to privacy will also 

influence the adoption of technology positively (Eze & Nwankwo, 2018; Lema, 2017). 

Therefore, perceived risk plays an imperative role in influencing the adoption of mobile banking. 

In China, Siyal et al. (2019) established that perceived risks, low awareness of the technology, 

and the perceived benefits played a major role in influencing the adoption of technology. 

Creating awareness is necessary to ensure that customers understand how to use the innovation 

and its benefits to customers. Srivastava and Vishnani (2021), using a sample size of 258 

respondents conducted a study to determine the factors that lead to the adoption of mobile 

banking. The study in established that security, and service quality were fundamental in 

determining the adoption of mobile banking (Srivastava & Vishnani, 2021). The quality of 

service can be determined by various factors including how long it takes to make a transaction. 

System breakdown can lead to low customer satisfaction, which affects the adoption of an 

innovation negatively. In Thailand, Naruetharadhol et al. (2021) using a sample size of 688 

existing bank customers established that convenience and security played a major role in 

influencing the adoption of mobile banking. Customers were more likely to use mobile banking 

if they were assured of safety of the transactions. A similar study was conducted in Brazil where 

Fernanda et al. (2018) established that perception of trust, ease of use, and social influence 

played a fundamental role in determining adoption of mobile banking. In Spain, Muñoz-Leiva et 
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al. (2017) found that attitudes towards influenced adoption of mobile banking. Thus, if customers 

perceived mobile banking to be secure, they were more likely to adopt.  

2.3 Conceptual Framework  

Below is the proposed conceptual framework, which illustrates the relationship between 

perceived usefulness (convenience and cost reduction), regulatory factors (interoperability and 

privacy), and perceived financial risks (Independent variables) and the adoption of mobile 

banking (dependent variable).  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

2.4 Conclusion  

The literature review showed that perceived risks, regulatory factors, and perceived usefulness 

can predict adoption of technology. The reasoned action theory and the acceptable technology 

model helped to understand the role of beliefs, attitudes, and adoption on innovations. The 

reviewed literature illustrated that if people find technology to be useful, cost effective, and 

secure, they are more likely to adopt it. However, there were limited studies in Kenya and most 

of the reviewed studies had some gaps on which of the variables (perceived risks, regulatory 

factors, and perceived risks) was the strongest predictor of mobile banking adoption.  

Perceived usefulness  

▪ Convenience  

▪ Cost reduction 

 

Regulatory Factors  

• Interoperability  

• Privacy  

Perceived Risks  

• Financial risks  

 

Adoption of Mobile Banking  
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CHAPTER THREE 

METHODOLOGY 

3.0 Introduction  

The methodology section will illustrate the chosen research philosophy, research approach, 

population and sample, and ethical consideration. For this study, the researcher grounded the 

study on positivism research philosophy.  

3.1 Research Onion  

The research onion below plays a fundamental role in helping the researcher choose appropriate 

methods based on the nature of the study. Developed by Saunders et al. (2007), the research 

onion, describes the stages that the researcher must go through when determining the appropriate 

methodology. For instance, one can either conduct a cross-sectional or a longitudinal study, 

using either mono method, mixed methods, or multi-methods (Saunders et al. (2007). 

Additionally, there researcher must think about the appropriate research philosophies by 

choosing either realism, interpretivism, or positivism.   The research onion provides research 

philosophy (positivism, realism, and interpretivism), research approaches (deductive or 

inductive), research strategies, time horizon, and data collection methods.  

  

Figure 2: Research Onion  



9 

 

3.2 Research Objectives  

The general objective was to determine the factors that lead to adoption of mobile banking in 

Kenya. Specifically, the general objective was to determined how perceived risks, perceived 

usefulness, and regulatory factors influenced adoption of technology in Kenya. Below are the 

specific objectives: 

1. To determine how the cost reduction influences the adoption of mobile banking  

2. To assess how convenience factor lead to adoption of mobile banking 

3. To examine the role of privacy in the adoption of mobile banking ‘ 

4. To determine how interoperability influence adoption of mobile banking  

5. To examine the impact on mobile banking on the society.  

3.3 Research Philosophy  

The researcher used positivism research philosophy. The rationale was that the researcher 

believed that observations and measurements provide objective information that can enhance 

informed decision-making. According to Balaikie (2010), empirical evidence, is the main 

foundation of knowledge. The researcher aimed to conduct a study that would provide results 

applicable for decision-making in organization. Thus, positivism research approach was more 

appropriate for the study.  

3.4 Research Approach  

A deductive approach was preferred for this study. The deductive approach involves testing the 

existing theories or information to determine relationships (Balaikie, 2010). For this study, the 

researcher tested different variables obtained from secondary information and theoretical 

framework to determine the relationships. Deductive approach helps to yield data that is 

generalizable and applicable in policymaking.   

3.5 Research Strategy  

A survey research strategy was applied for this study. The survey involved the collection of data 

from employees working in commercial banks in Nairobi, Kenya. Survey strategy also involved 

the recruitment of the respondents from various banks.  
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3.5 Population and Sample  

The target population were employees working in commercial banks in Nairobi. To determine 

the impact of mobile banking to the society, it was also fundamental to target customers. To 

obtain the sample size, Slovin’s Formula will be applied. The formula of obtaining sample size 

is: 

n = N / (1+Ne2), where ‘n’ is the sample size, ‘N’ is the population, and ‘e’ is the margin of 

error. The researcher estimates the confidence level to be 95%, which gives a margin of error 

of 5 percent. Using the method, a sample size of 57 (20 customers and 37 employees) was 

obtained.  

3.6 Sampling Technique  

A convenient sampling technique was used to select the commercial banks in Nairobi. The 

convenient sampling was applied in obtaining a sample of employees and customers of various 

banks. The procedure involved communication with the human resource departments from the 

various banks and informing them of the intended study. The HR departments helped with the 

list of employees and customers willing to take part in the study. All the participants were 

involved about the aim of the study and its impact to banking sector and the society.  

3.7 Data Collection Method 

An online questionnaire was administered. With the COVID-19 social distancing protocols still 

in force in many institutions, online questionnaires will be appropriate for this study.  

3.8 Data Analysis 

The analysis of data was through the use of SPSS. Specifically, both descriptive and inferential 

statistics will be used. Correlation analysis and regression analysis will also be used to determine 

if the relationship between variables is statistically significantly.  

3.9 Ethical Considerations 

All subjects were required to fill an ethical form. The ethical form informs participants about 

their voluntary participation, informed consent, protection from any harm, and their right to 

withdraw from the study if they feel so. Also, participants will be informed about the aim of the 

study.  
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CHAPTER FOUR 

RESULTS 

4.1 Introduction  

The chapter presents the results of the study that sought to establish the factors that contribute to 

the adoption of mobile banking in Kenya. Specifically, the study targeted employees working in 

various commercial banks in Nairobi, Kenya. A sample size of 57 employees was sued in this 

study. The response rate was 100%, which increases the validity of the findings.  

4.2 Demographic Information  

Various demographic information, including gender, age, education, and organization levels of 

the respondents were analyzed. The Results were presented in graphs and charts.  

4.2.1 The Gender of Respondents 

Figure 4.1 below illustrates that the majority of the participants were male at approximately 

68.4%. Female participants were about 28.9%, while other category was at 1.75%. The results 

could indicate that the majority of employees in commercial banks in Kenya are male. 

 

Figure 4.1 Gender of Respondents  

 

4.2.2 Age of the Respondents  
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Figure 4.2 illustrate the age distribution of the respondents. Respondents between the age of 25-

34 years were the majority at about 66.7%. Those between 35-44 years were 31.6% while those 

between 45-54 years were 1.8%.  The study did not have any respondents who was above the age 

of 54. Thus, all participants were below the age of 55.  

 

Figure 4.2 Age of Participants  

4.2.3 Level of Education  

Figure 4.3 below demonstrates that the majority of participants had a graduate education level at 

about 59.7%, followed by undergraduates at 38.6%. Those with college education level were at 

about 1.8%. There were no participants with a high school or a doctorate education level.  
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 Figure 4.3 Education Level of Participants  

4.2.4 Organization Level of Respondents  

Figure 4.4 below illustrates that the majority of the participants occupied the middle managerial 

level at about 46.5%. Those in senior managerial level were at 22.8%, lower managerial level at 

12.3%, non-managerial level at 15.8%, and those at the general public at 3.5%. Thus, the 

majority of employees worked as middle managerial level.  
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Figure 4.4 Organization Level of the Respondents  

4.3 Factors Contributing to Adoption of Mobile Banking in Kenya  

The section provides descriptive and inferential statistics to indicate results for the factors that 

contribute to the adoption of mobile banking in Kenya.  

4.3.1 Descriptive Statistics for Perceived Usefulness Factor  

From the descriptive statistics in table 4.1 below, the majority of the respondents agreed with the 

statements on the perceived usefulness of the mobile banking in Kenya. A significant number of 

respondents agreed that mobile banking is useful for transactions (Mean=1.31, std. dev=.65). 

Most respondents also said that mobile banking was necessary for making payments (Mean =1.3, 

std. dev=.65), and allowing customers to make bank deposits and withdrawals (Mean=1.3, std. 

dev = .63). A significant number of respondents indicated that mobile banking was convenient to 

users (Mean=1.35, std. dev =.58), allowed for bank to bank transfer (Mean= 1.47, std. dev =.80), 

allowed customers to check bank balances (Mean =1.22, std. dev =.50). Most agreed that mobile 

banking minimized visits to banks (Mean = 1.15, std. dev. =.36), and many indicated that mobile 

banking is easily accessible (Mean = 1.43, std. dev. =.65). Thus, from the descriptive statistics, 

respondents cite usefulness of mobile banking as a major factor for its adoption.  
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Table 4.1 Descriptive Statistics for Perceived Usefulness Factor  

4.3.2 Descriptive Statistics for Perceived Financial Risks Factor  

Table 4.2 (below), illustrates that a significant number of participants agreed that the perceived 

financial risk was an important factor to consider for the adoption of mobile banking in Kenya. A 

majority of the respondents seemed to think that one can incur financial losses through mobile 

banking (Mean =2.29, std. dev. =.98). Many respondents indicated that mobile banking was less 

costly (Mean =2.35, std. dev=.99). A few respondents thought that mobile banking has sufficient 

security (Mean =2.43, std. dev =.96), there are major issues with mobile banking (Mean=2.77, 

std. dev.=1.10), and that there were reported cases of private violation involving mobile banking 

(Mean=2.64, std. dev.=1.17). A significant number of respondents thought that mobile banking 

met customer expectations (Mean=1.91, std. dev.=.72), most seemed unaware of major mobile 

banking breakdowns (Mean=3.08, std. dev=1.04). Therefore, from the descriptive statistics, most 

of the respondents cite the perceived financial risk factor as vital in determining the adoption of 

mobile banking in Kenya.  
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Table 4.2 Descriptive Statistics for Perceived Financial Risk  

4.3.3 Descriptive Statistics for Regulatory Factors 

The table 4.3 below demonstrates that a significant number of respondents agreed that regulatory 

factor was imperative in fostering the adoption of mobile banking in Kenya. Most of the 

respondents agreed that there are good regulations for mobile banking in Kenya (Mean=2.36, std. 

dev.=1.01). A significant number also agreed that there were sufficient regulations to protect 

consumer information (Mean=2.68, std. dev. =1.15), one can use mobile banking to pay for 

various services (Mean =1.4, std. dev. =.62). Most respondents strongly agreed that customers 

could use mobile banking to pay bills, while many respondents agreed that banking institutions 

have effective security policies. Finally, many respondents agreed that banking institutions have 

mechanisms to address privacy issues. Thus, the descriptive statistics illustrate the importance of 

regulatory factor in the adoption of mobile banking in Kenya.  
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Table 4.3 Descriptive Statistics for Regulatory Factors  

4.3.4 Descriptive Statistics for Impact to Society  

Table 4.4 below illustrates that most of the respondents thought that mobile banking has made an 

impact to the society of Kenya. Most respondents strongly agreed that mobile banking is 

convenient for Kenyans (Mean=1.28, std. dev. =.49). A significant number of respondents 

strongly agreed that mobile banking is useful for making purchases and selling (Mean=1.45, std. 

dev.=.75). Many respondents strongly agreed that mobile banking allowed Kenyans to access 

banking services anytime (Mean=1.33, std. dev.=.55), most respondents agreed that customers 

find mobile banking safe to use (Mean=2.33, std. dev. =.98). Generally, many respondents 

thought that customers find mobile banking as being easy to use (Mean=1.78, std. dev=.72). 

Therefore, the findings illustrate that mobile banking has a positive impact to the Kenyan 

society.  
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Table 4.4 Descriptive Statistics for Impact to Society 

4.3.5 Correlation Analysis for Factors of Mobile Banking Adoption  

A correlation between perceived usefulness, perceived risks, regulatory factors and social impact 

was conducted. As illustrated in Table 4.5 below, the correlation between factors of mobile 

banking adoption and social impact was strong and also statistically significant. A statistically 

significant correlation between perceived usefulness and impact to the society exists (r=.63, 

p=0.00). The study found the correlation between perceived risks and societal impact to be 

strong and statistically significant (r=.82, p=0.00). The study also established that there was a 

strong and statistically significant correlation between regulatory factors and societal impact 

(r=.89, p=0.00). Thus, from the findings, perceived usefulness, perceived risks, and regulatory 

factors all have a significant impact in determining the society’s choice of mobile banking. The 

results demonstrate each of the factors is considered important by the customers when using 

mobile banking. The regulatory factor appears to be a strong predictor of the adoption of mobile 

banking in Kenya.  
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Table 4.5 Correlation Analysis for Factors of Mobile Banking Adoption 

4.3.6 Regression Analysis  

The regression analysis was performed to determine whether the independent factors (perceived 

risks, perceived usefulness, and regulatory factor) had a significant impact on the societal factor. 

The analysis of variance results (Table 4.5) indicates that independent factors had a statistically 

significant impact on the society, F=3,53=71.78, p=0.00. Therefore, perceived usefulness, 

perceived risks, and regulatory factors play a fundamental role of influencing the adoption and 

use of mobile banking in Kenya. Furthermore, the correlation analysis results (Table 4.4) 

indicates that regulatory factor is the strongest predictor (r=.89), followed by risk factors (r=.82), 

and finally the perceived usefulness (r=.64).  
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Table 4.6. Regression Analysis  

4.4 Summary of the Results 

The chapter provided the results of the study that sought to determine the factors that contribute 

to the adoption of mobile banking in Kenya. From the findings, perceived risks, perceived 

usefulness, and regulatory factors were strong predictors for the adoption of mobile banking in 

Kenya. The three factors explain the increased adoption of mobile banking in Kenya. From the 

results, regulatory factor is the strongest predictor for the adoption of mobile banking in Kenya 

followed by perceived financial risk, and finally the perceived usefulness.  
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CHAPTER FIVE 

RESULTS DISCUSSION 

5.0 Introduction  

In Chapter four, data analysis to determine the factors that contribute to the adoption of mobile 

banking in Kenya was conducted. The results obtained illustrated that the perceived usefulness, 

perceive risks, and regulatory factors were imperative in fostering the adoption of mobile 

banking in Kenya. The study also established that mobile banking has a positive impact to 

Kenyans. Thus, chapter five discussed the obtained results in relation to reviewed literature and 

theoretical framework.  

5.1 Influence of Perceived Risks on Mobile Banking Adoption  

From the findings, the impact of the perceived financial risks to the adoption of mobile banking 

in Kenya and usefulness to the society was found to be statistically significant (r=.82, p=0.00). 

The finding demonstrate that perceived risk is a major factor that influences the adoption of 

mobile banking in Kenya. The findings showed that Kenyan people consider privacy issues, 

financial risk issues, and the use of mobile banking services across different platforms to be vital. 

Usually, customers want assurances that their personal information will not be shared with third 

parties. Additionally, customers want assurances that their savings will not be lost. The study 

also established customers want to be able to access services at all times. Mobile banking 

enhances convenience allowing Kenyans to withdraw, deposit, and transfer money from personal 

bank to other platforms. For instance, in Kenya, customers can transfer money from their banks 

to mobile phones and then to other banks or individuals, especially via the M-Pesa platform. 

Such transactions require assurances of protection against financial loss. 

 

The findings are similar to those in the reviewed literature. Achieng and Ingari (2015), for 

instance, established that perceived risks culminated into limited application of mobile banking 

in Kenya. Similarly, Eze and Nwankwo (2018), showed that, in Africa, perceived risk was a 

major factor that influenced the adoption of mobile banking. The same findings were illustrated 

by Lema (2017) who showed that, apart from the financial risks, privacy risks, cost risks, 

performance risks, played a fundamental role in determining adoption of mobile banking in 

Africa. Thus, there is consistency between the findings of this study and the results from the 

reviewed literature. 
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The cost risks can discourage customers from using mobile banking (Lema, 2017). Thus, 

lowering the cost of mobile banking services is necessary in fostering the adoption of technology 

and sustainability. In Kenya, for instance, mobile banking services became vital during COVID-

19 pandemic. As a way of controlling the spread of the virus through the exchange of coins and 

notes, mobile banking allowed people to make transactions. However, this only became a reality 

when the government of Kenya, banks, and mobile money transfer companies lowered the cost 

of transactions. Therefore, the cost factor cannot be ignored. The performance risk is also a 

fundamental factor that determines whether customers will adopt a technology (Lema, 2017; Eze 

& Nwankwo, 2018). From this study, most respondents indicated that the performance factor 

was important and predicted the use of technology. Performance risk can refer to the perception 

of technology breakdown or inconsistencies that could hamper access to vital services. For 

instance, if the M-Pesa services are unavailable for a few hours, many transactions become to a 

standstill. Frequent breakdowns can lead to losses or delays in achieving certain services. Thus, 

the reliability of the mobile banking technology will have an influence in the adoption of mobile 

banking.  

 

In summary, mobile banking service providers must address the question of perceived risks to 

attract and retain customers. The findings of this study and the reviewed literature indicated that 

perceived financial risks, privacy, cost, and performance play an important role in predicting 

adoption of mobile banking in Kenya. Lowering the cost of mobile banking, enhancing privacy, 

and improving the mobile banking technology will promote application of mobile banking in 

Kenya.  

5.2 Influence of Perceived Usefulness on Mobile Banking Adoption  

The study showed that perceived usefulness and adoption of mobile banking in Kenya was 

statistically significant (r=.63, p=0.00). The study also illustrated that because of the perceived 

usefulness, mobile banking had a positive impact to the users. From the findings, Kenyans must 

determine the usefulness of the mobile banking services before they can adopt the technology. 

As aforementioned, mobile banking is used in paying for goods and services, making banks to 

bank transfers, and making bank deposits. In Kenya, mobile banking is useful in paying various 

bills, including hospital, school fees, and rent among others. Convenience is the major 
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advantage. Customers can pay such services at any place and time. Therefore, the technology is 

useful in saving time.  

 

The results of this study were found to be consistent with findings in the reviewed literature. 

Several studies indicated that perceived usefulness predicted the adoption of mobile banking in 

Africa (Lema, 2017; Eze & Nwankwo, 2018; Saino et al., 2020; Alalwan, 2017). According to 

Renny at al. (2013), indicators such as cost reduction, time saving, effort saving, and 

effectiveness (fast), are fundamental in explaining the perceived usefulness. The cost reduction 

has been discussed above, but in the form of risk. In terms of perceived usefulness, cost 

reduction means that a customer will transact via mobile banking at a lower cost compared to 

other methods. From this study, respondents illustrated that cost was a fundamental factor that 

explained why the majority of customers considered the use of mobile banking. As shown above, 

mobile banking services should be cost effective to attract and retain customers.  

 

Time saving is also an important factor. Saving time means that one can be more productive and 

gain more value. For instance, mobile banking saves one the time to visit the banking institutions 

and having to waste more time in long queues. Customers can withdraw or make bank deposits 

without necessarily having to visit the banking institutions. The saved time can be used to do 

more work that will add value to customers (Renny et al., 2013). Apart from time saving, there is 

also the aspect of effort saving. Mobile banking is easier to use and can be performed from any 

place and tine. One only needs to follow simple procedures using their mobile banking platforms 

to complete transactions. As a result, less effort is required to make transactions, which explains 

why it does not require one to be very knowledgeable to use mobile banking in Kenya. 

According to Renny et al. (2013), customers consider the technology to be useful if it is fast. 

Being fast means time can be saved and that customers can also perform as many transactions as 

possible. Mobile banking in Kenya is fast. With good network, it takes few seconds to complete 

a given transaction. Thus, customers will find such a technology to be useful. 

The findings of this study are also related to the theoretical framework. In the literature review, 

the technology adoption model and reasoned action theory were applied to illustrate the process 

of technology adoption.  Both theoretical frameworks illustrated how people’s beliefs of 

technology influence their attitudes and behavior. If a society believe that technology saves time, 
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is secure, and reduces cost, people will develop positive attitudes towards the technology. As a 

result, the perceived usefulness of mobile banking influences the attitudes of Kenyans leading to 

more adoption of the technology. In Kenya, the technological culture influences consumers’ 

attitudes culminating into the use of technology. The resultant effect is that more Kenyans find 

the mobile banking to be useful culminating in its adoption.  

 

In summary, perceived usefulness is fundamental in influencing the adoption of technology. 

When talking about the perceived usefulness, customers consider cost reduction, fastness, time 

saving, and effort saving to be fundamental. Mobile banking providers must minimize the cost of 

transactions to attract and retain customers. To improve time saving, the mobile banking 

technology must be reliable and consistent. Improving the technology regularly will prevent 

breakdowns.  

5.3 Impact of Regulatory Factors on Mobile Banking Adoption  

The study established the relationship between regulatory factor and adoption of technology to 

be statistically significant (r=.89, p=0.00). The strong and positive correlation means that 

regulatory factor is a primary predictor of mobile banking adoption in Kenya. Another the three 

factors, regulatory factor was found to be the most important factors to consider when adopting 

mobile banking in Kenya. Specifically, regulatory factor touches on privacy and interoperability 

of the mobile banking in Kenya. Apart from the government’s efforts, banks and mobile banking 

service providers in Kenya play a vital role in the formulation and implementation of policies 

that foster privacy. As aforementioned, customers consider their privacy vital. As a result, 

customers want assurances that their information will not be shared with third parties without 

their consent.  

 

The findings from the study are also similar to reviewed literature. Studies established a 

connection between effective regulatory factors and adoption of mobile banking in Kenya 

(Nyaga, 2017; Duncombe & Boateng, 2017). According to Nyaga (2017), privacy plays a 

fundamental role in influencing the adoption of technology in Kenya. The author found that 

customers will avoid mobile banking if they consider the technology to be easily manipulated 

and compromised. Today, Kenya, like other countries, grapple with the increased cases of 

cybersecurity. Cases of frauds in banks has also been on the rise. Cybersecurity issues can 
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compromise customers’ privacy and also lead to loss of vital information. Financial institutions 

must consider improving security to enhance customer confidence. Through formulation and 

implementation of cybersecurity policies, such institutions can ensure effective protection of 

customers’ information (Nyaga, 2017). Communication of such security measures play a 

fundamental role in letting customers know that their information is safe. 

 

Apart from regulation on security issues, government must also put in place effective regulation 

that foster interoperability (Nyaga, 2017). The term (interoperability) refers to the seamless use 

of technology across other relevant platforms. For instance, mobile banking must allow for 

transactions across the different banking institutions in Kenya. A good example is the transfer of 

money through mobile banking from Equity Bank to Kenya Commercial Bank (KCB), Family 

Bank, M-Pesa, Airtel Money, and others. One should also be able to pay various types of bills 

without any hindrances. The interoperability enhances the usefulness of the mobile banking. 

Ensuring that the mobile banking is not discriminatory is necessary in making a positive impact 

to the society. To achieve that, mobile banking should be accessible to all.  

 

In summary, the study established a strong correlation between regulatory factors and adoption 

of technology. The government and the banking institutions need to formulate and implement 

policies aimed at ensuring effective protection of consumer information. With the increased 

cases of cybersecurity, it is necessary to ensure that banking systems and mobile banking 

technology is protected against external threats. Safeguarding customer information is necessary 

in fostering consumer confidence. Furthermore, the government and the banking industry need to 

work together to ensure that mobile banking services are interoperable. The goal is to ensure that 

the service is accessible across different mobile banking platforms for the benefit of the clients.  

5.4 Impact of Mobile Banking Adoption to Kenyan Society  

The regression analysis determined that perceived usefulness, perceived risks, and regulatory 

factors had a significant impact on the adoption of mobile banking in Kenya and societal impact 

(F=3,53=71.78, p=0.00). Descriptive statistics showed that a significant number of respondents 

considered mobile banking as useful to customers. The study illustrated that many consumers 

think that mobile banking is convenient, helps to buy and sell, is accessible at any time, and is 

easy to use. Thus, the findings demonstrate the impact of mobile banking on consumers. 
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A study by Loaba (2021) illustrated that mobile banking has benefits that include accessibility, 

convenience, reduced cost, and security. These benefits are similar to what this study established. 

The reduced cost occurs because the technology minimizes cost of labor, where the benefit is 

passed to customers. Also, customers make transactions at the comfort of their home, which 

plays an important role in reducing the cost. Convenience is also a positive social impact. 

Allowing customers to buy, sell, deposit, or withdraw money at any time or place is beneficial. 

Accessibility benefit means that all customers, as long as there is required technology and 

infrastructure, can access their banking services regardless of the geographical conditions. 

Finally, mobile banking happens to be more secure compared to the traditional means of making 

banking transactions. For instance, more risk of losing money is involved if one withdraws from 

the bank physically that using the mobile banking. Another major advantage is that use of mobile 

banking has been found to increase saving culture among some consumers (Loaba, 2021). The 

author found that mobile banking encouraged consumers, especially the women, to develop a 

culture of saving. While this study did not look into this benefit, it is still fundamental as it 

reinforces the benefits of mobile banking to consumers. 
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CHAPTER SIX 

CONCLUSIONS AND RECOMMENDATIONS 

6.0 Introduction  

The chapter provides conclusions of the study and recommendations. The major conclusions 

play a significant role in illustrating whether the objective of the study is met.  

6.1 Conclusion 

The major conclusion was that perceived risks, perceived usefulness, and regulatory factors 

played a significant role in determining the adoption of mobile banking in Kenya. The study 

found the regulatory factor (privacy and interoperability) as the main factor that enhance the 

adoption of mobile banking in Kenya, followed by perceived risks, and finally the perceived 

usefulness. Furthermore, the study established that mobile banking had a positive impact on the 

society. Mobile banking helped to reduce the cost of operation, increased efficiency, and it was 

found to be convenient.  

 

Chapter 1: The chapter provides an overview of the study. Basically, the chapter dealt with the 

background of the study, justification of the study, research questions, scope of the study, and the 

major contributions of the study. Chapter 2: The chapter focused on the review of major studies 

relevant to the area of study. Also, the chapter analyzed appropriate theoretical frameworks 

applicable for the study. The chapter also provided a conceptual framework. Chapter 3: The 

chapter provided the research design for the study. Specifically, the study focused on research 

philosophy, research approach, population and sample, sampling technique, data collection, data 

analysis, and ethical framework. Chapter 4: The chapter focused on presentation of results. 

Results were presented in form of tables and figures. The chapter also dealt with the analysis of 

the data to indicate what it meant in relation to this study. Chapter 5: The chapter focused on 

discussion of the results. Also, the research compared the results of this study with the findings 

in the reviewed literature and theoretical models. The goal was to determine the reliability of the 

findings. Chapter 6: The focus was on conclusion of the study and recommendation. The 

researcher provided the conclusion of each chapter. The recommendation showed the implication 

of the study to commercial banks, specifically on improvements required to enhance the adoption 

of mobile banking in Kenya. 
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The findings and the reviewed literature provide consistent results illustrating the impact of 

mobile banking to the society. The descriptive statistics showed that convenience, accessibility, 

security, and cost as the main benefits of mobile banking. Furthermore, perceived usefulness, 

perceived risks, and regulatory factors play a significant role in influencing adoption of mobile 

banking in Kenya. Most Kenyans find mobile banking useful since it helps them to perform 

various transactions including paying bills, buying goods, and making bank to bank transfers. 

During the pandemic, mobile banking played a significant role in minimizing the spread of 

COVID-19 through money. Using mobile banking to make bank deposits or withdrawals is also 

more secure compared to the use of traditional methods. Thus, financial institutions need to 

improve their infrastructure, enhance system security, lower cost of transactions, and ensure that 

mobile banking is accessible across various mobile money platforms. 

A correlation analysis between perceived usefulness, perceived risks, regulatory factors and 

mobile banking adoption was conducted. A statistically significant correlation between perceived 

usefulness and adoption of technology was found (r=.63, p=0.00). The study found the 

correlation between perceived risks and adoption of technology to be strong and statistically 

significant (r=.82, p=0.00). The study also established that there was a strong and statistically 

significant correlation between regulatory factors and technology adoption (r=.89, p=0.00). Thus, 

from the findings, perceived usefulness, perceived risks, and regulatory factors all have a 

significant impact in determining the society’s choice of mobile banking. The results 

demonstrate each of the factors is considered important by the customers when using mobile 

banking. The regulatory factor appears to be a strong predictor of the adoption of mobile banking 

in Kenya. From the findings, banking institutions must improve their systems security. From the 

study, privacy came as the main factor that determined adoption of mobile banking in Kenya. 

Protecting client information should be the top priority. Second, banks need to enhance financial 

security, which should prevent the loss of money through fraudulent activities. Third, a reduction 

in cost of transactions is also necessary. When determining the adoption of innovation, 

customers compare the costs.  Lowering the transaction cost will have a positive influence on the 

adoption of mobile banking. Finally, banking institutions need to improve their systems regularly 

to minimize the system breakdowns. 

In summary, mobile banking service providers must address the question of perceived risks to 

attract and retain customers. The findings of this study and the reviewed literature indicated that 
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perceived financial risks, privacy, cost, and performance play an important role in predicting 

adoption of mobile banking in Kenya. Lowering the cost of mobile banking, enhancing privacy, 

and improving the mobile banking technology will promote application of mobile banking in 

Kenya. perceived usefulness is fundamental in influencing the adoption of technology. When 

talking about the perceived usefulness, customers consider cost reduction, fastness, time saving, 

and effort saving to be fundamental. Mobile banking providers must minimize the cost of 

transactions to attract and retain customers. To improve time saving, the mobile banking 

technology must be reliable and consistent. Improving the technology regularly will prevent 

breakdowns. The study established a strong correlation between regulatory factors and adoption 

of technology. The government and the banking institutions need to formulate and implement 

policies aimed at ensuring effective protection of consumer information. With the increased 

cases of cybersecurity, it is necessary to ensure that banking systems and mobile banking 

technology is protected against external threats. Safeguarding customer information is necessary 

in fostering consumer confidence. Furthermore, the government and the banking industry need to 

work together to ensure that mobile banking services are interoperable. The goal is to ensure that 

the service is accessible across different mobile banking platforms for the benefit of the clients 

6.2 Recommendations  

From the study, it is apparent that that banking institution need to pay attention to certain factors 

in order to enhance mobile banking. First, banking institutions must improve their systems 

security. From the study, privacy came as the main factor that determined adoption of mobile 

banking in Kenya. Protecting client information should be the top priority. Such communication 

is also necessary so that customers understand the measures being taken to protect their privacy. 

Furthermore, the government needs to ensure that mobile banking service providers do not 

discriminate in the use of their services. Transactions should be seamless and across all the major 

platforms. Second, banks need to enhance financial security, which should prevent the loss of 

money through fraudulent activities. The descriptive analysis of data determined that customers 

are afraid of fraudulent activities involving mobile banking. Assurance of reduction in such 

incidences will motivate increased adoption of mobile banking. Third, a reduction in cost of 

transactions is also necessary. When determining the adoption of innovation, customers compare 

the costs.  Lowering the transaction cost will have a positive influence on the adoption of mobile 

banking. Finally, banking institutions need to improve their systems regularly to minimize the 
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system breakdowns. As a result, banking institutions can foster customer satisfaction and 

increased adoption of mobile banking.  

Reflections 

My project journey began several months ago. However, I did not have a clear topic, though, I 

knew that I would have to focus on an area of interest and relevancy. While I knew that 

eventually I will get a tentative topic, I was beginning to get worried, especially when I learnt 

that most of my colleagues already had topics. In the process of determining what I wanted to do, 

several topics came to mind. They were all related to banking sector and also related to my 

course. Some of the topics included fraud in the banking sector, technology, and cybersecurity. 

However, it appeared that most of these topics had been done before by many researchers or 

lacked sufficient information, especially in the country of study, which was Kenya.  

 

A few weeks before I started my project, I was beginning to get worried. I still did not have a 

clear topic. I remember I was to meet with my supervisor about a week to the project to discuss 

the progress. I also had to provide an overview of the topic, research questions, methodology, 

justification of the study, and a bit of literature review. Luckily, a few days to the meeting, while 

I was doing my research, I came across at an idea on mobile banking. I thought that I could come 

up with a clear topic and base it in the Kenyan context. The rationale of selecting this topic is 

because I have witnessed tremendous growth and development of mobile banking in Kenya and 

several other countries in Africa. Unlike other many countries in Africa, mobile banking in 

Kenya and banking innovations for that matter, are adopted faster. Thus, I thought it would be 

prudent if I focused on the factors leading to the adoption of mobile banking in Kenya. The 

lessons I learnt throughout the process of looking for an appropriate topic was that it is vital for 

one to begin as early as possible. Even so, it is also necessary to read widely for one to come up 

with a good study. I think the mistake I made was thinking that it would be easy to obtain a topic 

of interest.  

 

Once I decided the topic, I also needed to study to identify the gap and what previous researchers 

had found. While there were many factors leading to adoption of mobile banking or innovation, I 

decided to settle on the following:  

▪ Perceived usefulness 
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▪ Perceived risk  

▪ Regulatory factor  

However, the above factors were too broad, thus, I had to break them down to specific and 

researchable variables. The perceived usefulness focused specifically on the convenience, 

fastness, and cost reduction variables, as reflected on the questionnaire. The perceived risk 

mainly focused on the financial risks. Lastly, for the regulation factor, I focused on 

interoperability and privacy. 

 

The supervisor was very helpful. He helped me to breakdown the research questions and focus 

on specific areas. The supervisor also guided me on the choice of appropriate research 

philosophy, research strategies, and research methods. Initially, I wanted this study to be 

qualitative. However, I decided to change it to quantitative study. The main reason for the 

change of mind was that most of the studies I had consulted happened to be qualitative. I thought 

that a different approach to the study would be vital, especially to also test the findings from the 

previous qualitative studies. Additionally, I wanted to do a study whose findings were 

generalizable and able to bring change in organizations. Thus, I also realized that when doing a 

project, methodology choice is not easy. The researcher has to be guided by the aim of the study 

to determine the appropriate research design. I did not experience major challenges with the 

methodology and application. Since I was using SPSS for data analysis, however, I had to 

orientate myself to understand software, particularly for proper data entry, analysis, and 

interpretation of results. I used several resources available online to have a deeper understanding 

of data analysis and presentation.  

 

The choice of the area of study and how to obtain the sample size was also not a big challenge. 

Having worked in the banking sector before, I had an idea of what to expect and the procedures 

to follow during data collection. When I changed to quantitative study, I knew I needed a larger 

sample size. I also knew that online survey questionnaire would be the most appropriate given 

the distance to the area of the study. Using the sample size determination formula, I obtained a 

sample size of 57 respondents. I applied random sampling technique to obtain the sample size. I 

think this was a good sample that would yield reliable and valid results. However, I think future 

researchers need to use a larger representative sample.  
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The main strength of the study was that it was in the area of my interest and relevant to my 

course. The choice of the quantitative study also helped to determine the relationship between 

the independent and dependent variables. Finally, the study has an impact to the society and 

illustrated by the findings and the discussion. However, I believe that the study had some 

limitations that would be overcome by future researchers. As I mentioned, future researchers 

need to increase the sample size. By doing so, generalizability of the findings can be enhanced. 

Instead of focusing only on the commercial banks in Nairobi, future studies should also focus on 

other locations in Kenya. Generally, this study was successful.  
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APPENDIX 1: LETTER OF INTRODUCTION  

Hello,  

I am a Masters student. Before I can graduate, I am required to conduct a study. Thus, I kindly 

invite you to participate in this study by helping me to fill the following questionnaire. The 

purpose of this study is to establish the Factors that Contribute to the Adoption of Mobile 

Banking in Kenya: A Quantitative Analysis of Commercial Banks in Nairobi County. The 

findings of this study could help to improve professionalism, service delivery, and the adoption 

of mobile banking in the formal and informal sector.  
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APPENDIX 2: QUESTIONNAIRE  

Section 1: Demographic Information  

Kindly, fill in the questions by indicating X on the correct response 

1. What is your gender? 

o Male  

o Female 

o Other ___________ 

2. How old are you? 

o 25-35       

o 35-45   

o 45-55    

o 55-65 

o Above 65 _______ 

 

3. What is your Education Level? 

o High School 

o College 

o Undergraduate  

o Graduate  

o Doctorate  

o Other (Please specify) _______________________ 

4. What is your Level in the organization? 

o Non-managerial level  
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o Lower managerial level 

o Middle managerial level 

o Senior managerial level  

5. Kindly state the department you work in 

o Teller 

o Customer care  

o Procurement 

o Human Resource 

o IT 

o Quality Assurance 

o Other 

 

Section 2: Perceived Usefulness  

Statements  Strongly 

Agree  

Agree  Neutral  Disagree  Strongly 

Disagree  

Mobile banking helps to make transactions      

Mobile banking allows one to make payments      

Mobile banking allows one to make withdrawals and 

deposits  

     

Mobile banking is convenient to users      

Mobile banking allows for bank to bank transfer       

Mobile banking allows customers to check bank balances       

Mobile banking minimizes visit to branches       

Mobile banking is easily accessible       

Section 3: Perceived Risks • Financial risks  

Customers can lose money through mobile banking       

Mobile banking is less costly       

Mobile banking provides sufficient security       

Mobile banking have sufficient security       

There are major security issues with mobile banking       
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There are several cases of privacy violation in mobile 

banking  

     

Mobile banking meets customers’ expectations       

Mobile banking has major breakdowns       

Section 4: Regulatory Factors  

There are good regulations for mobile banking      

There are sufficient regulations to protect consumer 

information  

     

One can use mobile banking to pay for various services      

One can use mobile banking to pay bills       

Banking institutions have effective privacy and security 

enhancing policies 

     

Banking institutions have mechanisms to address privacy 

issues  

     

Section 5: Impact to the society  

Mobile banking is convenient for Kenyans      

Mobile banking allows Kenyans to buy and sell goods       

Mobile Banking has allowed Kenyans to access their 

banking services at any time  

     

Customers generally find mobile banking safe       

Customers generally perceive mobile banking as being easy 

to use  

     

Source: Author, 2022 
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APPENDIX 3: DEBRIEFING FORM  

 

Study: Factors that Contribute to the Adoption of Mobile Banking in Kenya: A 

Quantitative Analysis of Commercial Banks in Nairobi County  

 

Thank you very much for choosing to participate in this study.  

 

This quantitative study seeks to explore the Factors that Contribute to the Adoption of Mobile 

Banking in Kenya: A Quantitative Analysis of Commercial Banks in Nairobi County. The 

assumption is that factors such as the perceived risks, perceived usefulness, and regulations have 

helped to increase the adoption of mobile Banking in Kenya.  

 

The study uses both the secondary and the primary data. For the secondary data, the researcher 

will conduct a review of the existing studies corresponding to the study. For the primary data, the 

researcher seeks to gather information using questionnaires and analyze the data using an SPSS 

software. Already, a few past studies demonstrate a strong relationship perceived 

risks/usefulness and government regulations on the adoption of mobile banking in Kenya. 

However, there are still some literature gaps, especially because there are limited studies on the 

Kenya context. Such gaps will be addressed by this study, hence, contributing to the existing 

body of knowledge.  

 

Thank again for your time. 
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APPENDIX 4: INFORMED CONSENT 

An informed consent is an agreement to participate in the study. It seeks to ensure that you 

understand your rights to voluntary participation, know how your privacy and confidentiality 

will be handled, and that you understand the aim and benefit of the study.  

 

Having read the above debriefing form,  

 

I have been informed about the aim of the study, ethical issues, and I have understood that my 

participation is voluntary. I know confidentiality and my privacy will be protected. I understand 

the purpose of the study, the research questions, and that participation in this project is voluntary. 

I know that I can withdraw from the study at any time without facing any negative consequences. 

I agree to participate in this project and provide as much information as I can. 

 

 

Signature ………………………………. Date …………………………. 

 

 

 


