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Abstract 

Over the past one decade, banking business has transformed drastically. The fast development of 
technology has affected the industry of banking around the globe. The technology impact 
information in banking sector and one of the greatest technologies in this sector is the mobile 
banking. In Iraq, there are some antecedents facing the banks regarding the utilization of mobile 
banking systems by users. A model was proposed in this paper using a quantitative research design 
to verify and develop the relationship between the factors proposed. The main factors that could 
affect the mobile banking systems of Iraqi banks have been identified in three categories: 
technological organizational and environmental. In order to ensure that the design of the 
questionnaire follows up with the two stages of verification, the first phase of the validation of the 
questionnaire is checked by a panel of experts in the field of mobile banking before proceeding to 
the second phase. Secondly, the Cronbach alpha reliability of the factors is checked in a pilot study 
using the SPSS software. All of the factors were shown to be reliable from the results as there was 
a gain of 0.7 and above in the test.  
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1. Introduction 

Information and communication technology have significantly revolutionized 
our daily life. It has drastically influenced the business sector even more. Business 
organizations these days are dependent on electronic platform for their success. 
Financial organizations are implementing technological solutions for providing 
better and quality product and services to their clients. to compete in the 
competitive environment, Banks are using technological platforms. To provide 
better product and service to enhance user satisfaction and reducing their 
operational cost. As mobile communication is one of the major types of 
technological platform due to its availability and convenience using, more and 
more business organizations are utilizing this platform to run their daily 
operations. Business organizations including banking sectors are utilizing this new 
innovation of mobile-based platform to extend their service and product to the 
clients. The advancement of mobile devices and technologies has made banking 
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users perform their banking services at every place and at any time. Lately, many 
banks of the world have offered mobile   access to different financial information 
[1].  

Mobile banking (M-banking) is expected to produce benefits for users. Mobile 
Banking is defined as the “type of execution of financial services which the 
customer uses mobile communication techniques in conjunction with mobile 
devices” [2]. Furthermore, mobile banking is becoming the delivery of self-service 
channel that helps banks to present information and also offer solutions to their 
own clients with more convenience via the internet services technology [3]. With 
mobile banking, the focus is no longer on the mangers, but both the users and the 
employees in particular, who benefit from the mobile banking of the various 
knowledge resources provided by existing technology. M-banking will certainly 
come to be an essential service to the bank along with the spectacular raise in the 
quantity of smartphone utilization in Iraq [4]. To make sure the success of M-
banking, banks have to supply a strong m-banking structure and also to connect 
properly the advantage of m-banking to persuade clients to utilize the system of 
m-banking as a second option through internet banking and conventional banking 
[5]. In developing nations, like Iraq, m-banking has been accepted by the banking 
business. However, the adoption rate is still low in Iraq. It is a simple fact that m-
banking is even now in its childhood and fairly alien to Iraqis. There is certainly a 
requirement, hence, to realize the level of acceptance of m-banking by clients and 
to study the aspects influencing intentions to utilize it for financial transactions. 
The use of m-banking by users within banks in Iraq needs significant financial 
investment decision and studying efforts, but additionally introduces major change 
to just about every element of banking work [6]. Furthermore, perceptions toward 
the usage of mobile banking applications may differ between banking 
professional’s groups, contributing to the complexness of using this new 
innovation in a pluralist banking system [7]. Mobile banking services and tools’ 
use has become one of the fundamental criteria for creating the things needed for 
modern society. Great attention is paid to, including key factors for the 
development of an appropriate mobile banking model in different developing 
countries, which in turn consists of understanding alongside the proficiency of the 
use of mobile and important experiments in order to adopt them as a core 
component in the core banks, to bank accounts deposit and withdrawal. As the 
usage of mobile banking usage levels is unclear, this poses a further problem in 
assessing current state of the mobile banking system in Iraqi banks. Therefore, the 
aim of this study is to create an adoption model suitable for mobile banking, 
including possible interrelations between these factors. To achieve this aim, a pilot 
study is conducted to improve the form and questionnaire reliability.  
Notwithstanding, given there are many expected benefits from the mobile banking 
use, it is therefore important that the system needs to be successfully implemented, 
is widely accepted, and adopted by banks and users. 
 

2. Literature Review 

Basically, the Technology-organization-environment (TOE) is a framework that 
[8] developed, and is also selected and used as this study’s framework. The study 
conducted by [9] shows that constant support for the ability of TOE towards the 
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provision of an all-inclusive perspective regarding innovation adoption, and at the 
same time easing the flexibility of identify and classifying distinct factors that can 
probably arise in specific situations are essential [10]. Moreover, the main reason 
for selecting this framework is that this approach has the potential to address 
issues of this study. On the subject of appropriate framework selection advocates a 
framework that has been adapted and adopted and requires further development 
and fine-tuning in its application for contextual matching. In addition, institutional 
theory, diffusion of innovation theory, TOE adoption framework, and previous 
studies are employed to investigate the factors that influence mobile banking 
adoption in Iraq. These theories have been applied in electronic information 
sharing studies [11]. Institutional Theory considers an institution as a social 
construction with a resilience level that is considered high Scott (2001). The 
theory of institution focuses its perspective on the factors that has an effect in 
forcing a technology adoption at an inter-organizational level. Institutional theory 
brings to surface the different forces that motivates incorporating art technologies. 
Such forces can be produced by the appearance of new rivals, governmental 
departments, clients or even industries. Organizational isomorphism, as described 
by [12], represents the possible new systems and plans employment in different 
organization to a level where they become closer to each other in terms of 
operations environment similarities. The other factors were used from researches 
conducted far in the Middle Eastern nations like Jordan and Kuwait. Each attribute 
is composed of lots of influencing factors. The current study has some influencing 
factors like relative advantage, privacy and security, ease of use, compatibility, 
Connectivity, top management support, IT capability, Technical Support, social 
influence, policy and government support. In this study, about 11 hypotheses were 
introduced. Every factor has its formulated hypothesis. Figure 1 presents the 
framework considered in this study. Also, the factors capable of promoting the 
engagement to willingly accept mobile banking were defined.  The questionnaire 
items were assessed with the pilot study and also to ascertain the suitable 
questions to be included into the survey. The employees were given the 
questionnaires. The section that follows describes the questionnaire design. 
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3. Material and Method 

A descriptive, survey research design was chosen for the investigation of the 
major factors associated with the technology, organization, environment, 
individual as well as mobile banking use in the Iraqi banks. A questionnaire 
technique was used for data collection in order to determine bank customer's 
views. The major reason for making the choice of the questionnaire back is 
because of the feasibility in the simplification of the data analysis in a more 
objective and ‘scientific’ manner as opposed to other types of studies. 
Additionally, researchers are assisted towards the comparison of other studies as 
well as the probability of being utilized for the measurement of change believed 
by positivists in the examination of the present hypotheses [13]. 

3.1. Questionnaire Construction 

Relative 
Advantage 

Privacy and 
Security 

Ease of use 

Compatibility 

Connectivity 

Top 
Management 

Support 

IT capability 

Technical 
Support 

Social 
Influence 

Policy 

Government 
Support 

Mobile Banking 

Adoption 

 

Figure 1. Framework to adopt mobile banking in Iraq 
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The instrument tool was designed on the basis of closed-ended questions, 
whereby the respondents provided accurate answers for each item or question. The 
entire items were adapted from past studies that are based on each factor’s 
contents. Table 1 shows the operation of items and factors. The Five likert scale 
(including the strongly disagree, disagree, the not sure, agree, and the strongly 
agree) was used in this study to determine the level of agreement among the 
respondents. Five likert scale is one of the widely used scale for providing a clear 
view about one’s proposition in certain aspect. Before starting the questionnaire, a 
brief description about the research study and its objectives along with a 
confidentiality rules have been provided. The questionnaire was composed in 
English and an Arabic translation was done, since this is Iraq’s official language. 

3.2. Questionnaire Validation 

The questionnaire validity assessed by taken some steps prior to the last 
distribution so as to make sure that the entire questions or items are free of errors 
and correct. These are steps that involve sending the questionnaire to seven 
experts in the field. The experts are instructors in the Iraqi universities that have 
an experience using mobile banking systems. The questionnaire evaluated for 
clarity, duplication, language, or contradiction. Before the distribution, some 
recommendations and comments were accompanied by the application of suitable 
modifications. 

4. Pilot Study  

The pilot study is a popular recommendation from many authors [14]. 
Basically, the pilot study is carried out for the testing of the research instrument. 
According to [15], all gathered data need to be piloted in order to verify that all 
questions and even instructions are very clear. As a matter of fact, this procedure 
allows the researchers to eliminate any type of items unable to yield useful data. 
Therefore, the pilot study functions to make sure that the chosen study format is 
appropriate prior proceeding to apply the major tool. Thus, the questionnaire was 
distributed among users of mobile banks services in three private banks in Iraq 
[International Development Bank, National Bank of Iraq and Bank of Baghdad) A 
total of 36 responses has been received and this is considered appropriate for any 
pilot study as suggested by [16], who declared that about 30 different 
representative participants from the entire population of interest is considered a 
reasonable minimum recommendation for the pilot study. 

Table 1. Operationalization of the factors and items 

Factor                                                  Reference 

Relative Advantages  [21, 22 & 23] 

Privacy  [24 & 19] 

Ease of use [19 & 17 & 25 & 22] 

Compatibility [22 & 26] 
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Connectivity [3] 

Top  [27] 

IT capability [18 & 30] 

Technical  [28 & 18] 

Social  [18] 

Policy  [29] 

Government  [28] 

MBA  [22 & 26, 31] 

 

 5. Pilot Study Results 

The popularly adopted reliability measurement test of any pilot study type of 
questionnaire, as seen in various studies is the Cronbach’s Alpha test [17]. The 
Cronbach’s Alpha test possesses some values between the range of 0 and 1; a 
greater level of range indicates reliability value. 0.9 values and above are 
considered excellent, while 0.8 values and above are considered good, then 0.7 
values and above are considered acceptable, then 0.6 values and above are 
considered questionable, and 0.6 values and below are considered poor. The pilot 
study provided some data, which were analyzed with the use of the “Statistical 
Package for Social Sciences,” generally known as (SPSS v.24) for the 
identification of each factor values in Cronbach’s Alpha. Based on the pilot study, 
the test result showed that all the items are reliable since it resulted in a value of 
about 0.7 and above of the Cronbach’s alpha reliability test. 
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 Table 2. Cronbach’s alpha and number of items 

 
Table 4. Technological context 

Strongly Disagree   Disagree   Neutral   Agree   Strongly  

RA.1: Mobile banking is a convenient way to manage finances. 

RA.2:  Mobile banking allows me to manage my finance effectively. 

RA.3: Using mobile banking enables me to do banking transactions more quickly. 

RA.4: Using mobile banking enables me to do banking transactions more quickly. 

RA.5: Using mobile banking gives me greater control over my bank accounts. 

RA.6: Mobile banking has more advantages as compared to other methods. 

PaS1: I think that the personal information that I provide on mobile is well protected. 

PaS2: Mobile banking system need to be private and confidential 

PaS3: I think that the confidentiality and privacy of my personal information is assured when I do 
mobile banking. 

Scale Name Cronbach’s Alpha No. of items 

Relative Advantage 0.705 6 

Privacy and Security  0.789 6 

Ease of use 0.804 5 

Compatibility 0.713 5 

Connectivity 0.874 7 

Top Management  0.827 5 

IT capability 0.711 6 

Technical Support 0.740 5 

Social Influence 0.799 6 

Policy  0.828 5 

Government Support 0.831 5 

MBA 0.721 8 
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PaS4: Security concern is very essential in order to adopt mobile banking system. 

PaS5: I think that online transactions carried out on mobile are secure. 

PaS6: You trust the mobile banking system and believe that it is a well-reliable system. 

EU1: Learning to operate mobile banking is easy for me. 

EU2: Its easily for me to remember how to operate the mobile banking services. 

EU3: I find it easy to operate mobile banking. 

EU4: It would be easy for me to become skillful in using mobile banking services. 

EU5: Overall, I find the mobile banking is easy to use.  

CB1: Mobile Banking is compatible with my lifestyle. 

CB2: Mobile Banking meets the way I like to manage my finances. 

CB3: I feel that mobile banking meets my daily activities well. 

CB4: Using mobile banking is completely compatible with my current situation. 

CB5: I think that the use of mobile banking fits well with the way I like to do my banking 
transactions. 

Con1: When I come to use mobile banking system, there is always Internet available to use any. 

Con2: I regularly use the Internet to find/retrieve information. 

Con3: The speed of Internet connection is sufficient to navigate and browse and use the mobile 
banking system. 

Con4: I can easily send information through the internet connection. 

Con5: I have instant access to mobile banking services from any location. 

Con6: With the current internet services, I can browse multiple websites in half an hour or less. 

Con7: I am satisfied with the quality of Internet connectivity provided to use mobile banking 
system. 

 

Table 5: Organizational context 

Strongly Disagree   Disagree   Neutral   Agree   Strongly  

TMS.1: The mobile baking project will be introduced to me effectively by top management. 

TMS.2:  Top management has plans to get rid of obstacles that hinder the use of any new 
technology at the banks 

TMS.3: Top management develops plans which are flexible enough to accommodate any changes 
required by the adoption of mobile banking systems. 

TMS.4: Top management seeks to maintain competitive advantage through the adoption of new 
technologies, and its uses in its operations 

TMS.5: Top management expects me to use the mobile banking services. 

ITC1: The bank has the capability to use information systems for mobile banking services. 

ITC2: The bank has the capability to identify innovative uses of information technology. 
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ITC3: The information and service provided by the mobile banking are extremely credible. 

ITC4: Technology infrastructure such as internet, applications, electricity consumption allows 
fear use of mobile banking. 

ITC5: The integrity of IT resources enables easy accessing of mobile banking system. 

ITC6: The experience for accessing mobile banking system with current IT support is acceptable. 

TS1: I always have online technical support whenever I face problem in the mobile banking 
services. 

TS2: The respond of technical staff is fast and effective. 

TS3: I think that mobile banking support is good. 

TS4: With the availability of technical support, I do not feel worry using mobile banking services. 

TS5: I am satisfied with the technical support. 

 

Table 6: Environment context  

Strongly Disagree   Disagree   Neutral   Agree   Strongly  

SI.1: People who are important to me think that I should use mobile banking 

SI.2:  People who are familiar with me think that I should use mobile banking 

SI.3: People who influence my behavior think that I should use mobile banking. 

SI.4: Most people around me use mobile banking 

SI.5: I use mobile banking because it is very famous 

SI.6: The use of mobile banking gives me professional status. 

Pol: Banks need to legislation and policies to apply mobile banking system. 

Po2: Management shifts policy in all or some of the IT operations towards mobile banking system. 

Po3: legislation and policies build good relationship and trust between bank and users. 

Po4: There is legal protection in the use of mobile banking system. 

Po5: The rules in bank that exist are sufficient to protect the use of mobile banking system. 

GS1: Your bank needs the government support in order to adopt the mobile banking system. 

GS2: You think the government support is enough to encourage your bank to adopt the mobile 
banking system. 

GS3: The government support will be an important factor that would effect on your decision of 
adopting the mobile banking system. 

GS4: The laws that exist nowadays are sufficient to protect the use of mobile banking system. 

GS5: The cost of using information technology can be reduced by government regulations and 
support. 
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Table 7: Mobile Banking Adoption   

Strongly Disagree   Disagree   Neutral   Agree   Strongly  

MBA.1: Mobile banking system is an attractive technological option to the banks. 

MBA.2:  Mobile banking system is an attractive banks process option 

MBA.3: The bank’s focuses on new IT system projects, which aim to increase user’s satisfaction. 

MBA.4: I want to know more about mobile Banking. 

MBA.5: M-banking is always available for business 

MBA6: I have the intention of managing my accounts using my mobile phone. 

MBA7: I have the intention of making a transfer by mobile phone. 

MBA8: The adoption of mobile banking system in IT operations will support the bank services 
process 

 

 6. Conclusion  

The purpose of this study was to analyze the influencing factors affecting the 
mobile banks service systems in the Iraqi banks. The motivation of this study was 
due to the dire need of examining the challenges, requirements, and gaps 
encountering the complete mobile bank use systems in many Iraqi banks. A 
questionnaire was designed based on previous studies that examined the proposed 
factors. Meanwhile, a pilot study was carried out for the analysis of each 
influencing factor as well as the testing of the reliability of the questionnaire. This 
kind of studies was required to verify that all items are reliable and free of errors. 
Meanwhile the pilot study considered the Cronbach’s Alpha test, which reveals 
that the entire factors are composed of 0.7 values and above, which were 
considered acceptable. Questionnaire was used in conducting the pilot study, 
which was provided to the user’s mobile banks services in three private banks in 
Iraq. This study will be accompanied by a research paper for the illustration of the 
results provided by the data analysis of the major survey. The hypotheses have to 
be tested by future research while also validating the final model.  

7. Limitation of the Research 

This study aims to examine the feasibility and acceptance level mobile banking 
adoption framework in Iraq. However, a number of limitations should be 
considered. First, the unstable political climate and strife in Iraq added challenges 
to the scope and limitations of this study. Second, studies regarding mobile 
banking in Iraq are limited, with few studies conducted by the central bank of Iraq. 
This situation caused some difficulties in designing the questionnaire. Third, the 
number of respondents was 36 only. Finally, users have limited grasp and 
knowledge of data warehouse because it is viewed and considered as a new tool in 
mobile banking. 

Appendix 
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