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Abstract - The research aimed to analyze 
the role of adaptive anthropomorphism and Task-
Fit Technology (TFT) in mediating the relationship 
between performance expectancy, effort expectancy, 
perceived security, and a cashless society among 
traditional market traders. The research procedures 
applied a quantitative design, and the sample 
population consisted of 279 traditional market 
traders who had utilized mobile banking services. 
The data obtained were analyzed using Partial Least 
Squares Structural Equation Modeling (PLS-SEM) to 
measure the structural relationships. Smart-PLS 3 was 
utilized as the analytical tool, following a two-stage 
process to examine data and assess the influence and 
significance of mediating variables. The results show 
the benefits of integrating Mobile Banking with the 
Unified Theory of Acceptance and Use of Technology 
(UTAUT) and Task-Fit Technology (TFT), offering 
scientific explanations and empirical evidence based 
on customer experiences in financial transactions. 
Adaptive anthropomorphism serves as a mediating 
factor, bridging the relationship between facilitating 
conditions, perceived security, perceived trust, and 
the adoption of a cashless society. In addition, TFT 
mediates the connection between effort expectancy, 
perceived security, perceived trust, and the adoption 
of a cashless society within the context of mobile 
banking services. These results could be helpful for 
banking management because facilitating conditions 
positively encourages the use of non-cash payments in 
the market between merchants and consumers where 

proof of payment is represented through human-like 
voice interaction.

 
Keywords: UTAUT model, cashless society, adaptive 
anthropomorphism, task-fit technology

I.	 INTRODUCTION

Indonesia is increasingly transitioning into a 
cashless society, marked by the widespread adoption 
of digital technology among both businesses and 
consumers (Priananda et al., 2020). Several research 
have shown that a cashless society is one in which 
individuals predominantly rely on non-cash payment 
methods, particularly in economic transactions 
(Priananda et al., 2020). The shift has significantly 
benefited small and medium-sized enterprises (SMEs) 
by enabling consumers to conduct transactions 
more flexibly and efficiently (Lestari et al., 2020). 
Among the various digital payment solutions, mobile 
banking applications featuring the Quick Response 
Code Indonesian Standard (QRIS) have emerged as 
the preferred method for seamless and standardized 
transactions (Kosim & Legowo, 2021).

The implementation of QRIS in Indonesia is not 
limited to large-scale businesses but also extends to 
micro and small-scale merchants, including traditional 
market traders. Many of these traders have adopted 
QRIS as a payment method due to its affordability 
and universality, as it requires only a single account 
to receive payments from various mobile banking 
applications (Rachmad & Raharjo, 2023). One notable 
example is the traditional market in Buleleng Regency, 
Bali, the largest in the region and a popular shopping 
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destination for foreign tourists seeking local specialty 
products, such as handicrafts and food. Despite the 
widespread availability of mobile banking services 
among traditional market traders, research has shown 
that many still prefer cash transactions (Prasetia & 
Lestari, 2023). The primary challenges hindering the 
adoption of mobile banking include a lack of trust 
and concerns over security, which remain significant 
barriers for many merchants (Nubatonis et al., 2024). 
Furthermore, there is still a limited understanding of 
merchants' needs and behavioral patterns in optimizing 
their mobile banking payment experiences (Maurida 
et al., 2024).

Limited understanding and proficiency in 
information and communication technology pose 
significant challenges to merchants' acceptance of 
mobile banking, leading to relatively stagnant usage 
levels (Azis, 2024). The government's efforts to 
promote QRIS as a non-cash transaction method in 
traditional markets have not yielded substantial results, 
as both business operators and consumers exhibit low 
engagement in mobile banking transactions (Aman 
et al., 2023). Moreover, mobile banking services 
have not significantly contributed to the growth of 
traders' businesses due to unfulfilled performance 
expectations, effort expectations, and inadequate 
supporting infrastructure (Eneizan et al., 2019). 
Small and medium-sized merchants lack confidence 
in utilizing mobile banking services, partly due to 
difficulties in accessing comprehensive financial 
reports (Rachapaettayakom et al., 2020). In addition, 
expectations regarding transaction convenience remain 
unmet, as merchants must manually check their mobile 
banking accounts for payment confirmations (Guo 
& Bouwman, 2016). Traditional market traders also 
face challenges when transaction funds are delayed, 
as mobile banking applications lack an integrated 
technical support system for immediate refund 
processing (Dahlberg et al., 2015). These gaps show 
a critical disparity between the attributes of mobile 
banking services and traders' willingness to adopt 
cashless payment transactions in traditional markets.

To bridge the identified gap, this research 
applies adaptive anthropomorphism and TFT 
to mediate the relationship between mobile 
banking services and cashless transactions among 
traditional market traders. According to the TFT 
theory, adaptive anthropomorphism enhances user 
familiarity by integrating visual or audio features 
modeled after human behavior, thereby facilitating 
more contextually interactive responses (Moriuchi, 
2021). The contextual interaction involves providing 
semantically accurate nominal payment information 
through human-like voice notifications, thereby 
reducing the need for traders to frequently open their 
mobile banking applications for transaction validation 
while fostering an emotional or social connection 
(Ochs et al., 2017). Performance expectations refer to 
consumers' anticipated outcomes when utilizing these 
services (Arcand et al., 2017). The integration of AI-
driven, human-like features enhances convenience, 

allowing users to interact with these features (Lee 
& Chen, 2022). Effort expectations focus on the 
steps consumers must take to use mobile nanking 
effectively (Baabdullah et al., 2019). Advances in 
technology have led to more intuitive and visually 
appealing interfaces (Tran & Corner, 2016), thereby 
minimizing user effort while maximizing efficiency 
(Jamshidi et al., 2018). Enhanced mobile banking 
features, particularly AI-powered virtual assistants, 
offer significant benefits by providing intelligent 
solutions to various financial transaction-related tasks 
(Manser Payne et al., 2021). Consequently, these 
advancements motivate consumers to adopt Mobile 
Banking services, contributing to business growth and 
development (Molina-Collado et al., 2021).

Facilitating conditions refer to the factors that 
support the effective utilization of technological 
advancements (Baptista & Olifia, 2015). One key 
aspect is the social dimension, which helps consumers 
navigate challenges in Mobile Banking transactions 
(Laukkanen, 2016). Mobile banking services now 
incorporate virtual assistants powered by artificial 
intelligence (AI), designed to simulate human 
interactions and enhance user experience (Priya & 
Sharma, 2023). These AI-driven assistants, commonly 
known as chatbots, provide human-like customer 
support and operate optimally when supported by 
adequate Mobile Banking resources (Oruganti, 2020). 
Chatbots are specifically designed to comprehend 
consumer queries using natural language processing, 
appropriate intonation, and polite conversational 
delivery. The integration of anthropomorphic 
characteristics plays a crucial role in enhancing 
chatbot interactions, as it fosters more reliable and 
engaging communication between consumers and AI-
driven services (Pelau et al., 2021).

Another approach involves applying TFT 
through structural assurance, which guarantees 
the protection of funds and the security of payment 
transactions, thereby encouraging traders to adopt 
cashless payment systems (Xia et al., 2023). Strong 
structural assurance is essential in ensuring payment 
security, serving as a foundation for merchants to 
build trust in mobile banking services (Geebren et al., 
2021). The alignment between mobile banking service 
functionalities and user tasks significantly influences 
consumer perceptions, reinforcing the belief that mobile 
banking can effectively support financial transactions 
(Alalwan et al., 2018). Mobile banking users can easily 
access their financial reports without excessive effort, 
as the platforms provide comprehensive transaction 
records for all periods (Komulainen & Saraniemi, 
2019). Continuous technological advancements 
enhance mobile banking features, making it better 
suited to user needs in financial transactions. Building 
user trust remains a key objective in the development 
of mobile banking services, particularly in enhancing 
transaction efficiency and security (Che et al., 
2023). One crucial factor in enhancing the services 
is the availability of reliable infrastructure and 
resources that optimize functionality, performance, 
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and transaction security. These transactions include 
purchasing goods, transferring funds, checking 
balances, and reviewing financial statements. The 
integration of advanced security measures further 
enhances the users’ experience by enabling safe, 
convenient, and seamless online financial transactions 
(Shahid et al., 2022). For instance, password security 
is reinforced with biometric authentication, such as 
facial recognition, which minimizes login errors and 
prevents unauthorized access (Wang et al., 2020).

Despite the growth of cashless payments in 
Indonesia, many traditional market traders are still 
hesitant to switch to mobile banking. Their concerns 
primarily revolve around transaction security and 
trust in digital systems, which often feel impersonal. 
In this context, adaptive anthropomorphism serves as 
a solution by creating more human-like interactions. 
With voice-based virtual assistants or chatbots, 
traders can more easily understand and manage their 
transactions. However, technology should not only 
be easy to use but also tailored to traders’ needs. TFT 
ensures that mobile banking is not just sophisticated 
but also practical. For example, traders can receive 
automatic voice notifications when a payment is 
received, eliminating the need to check the app 
constantly. With technology that aligns with the way 

traders work, mobile banking is more natural and 
beneficial. By combining the human touch of adaptive 
anthropomorphism with the proper functionality of 
TFT, mobile banking can become more than just a 
financial tool; it can be a solution that makes traders 
feel safe, comfortable, and confident in using digital 
financial services. This not only accelerates the 
transition to a cashless society but also empowers 
traders to embrace the digital era easily. Therefore, the 
research aims to analyze adaptive anthropomorphism 
and TFT as mediator variables that mediate the 
relationship between performance expectancy, effort 
expectancy, facilitating conditions, perceived trust, 
perceived security, and cashless society among 
traditional market traders. The urgency of the research 
is to identify factors that could facilitate aspects of 
mobile banking service attributes in encouraging 
cashless society activities among traditional market 
traders. The proposed model is shown in Figure 1. 
Information related to these factors would be useful 
for banks in developing mobile banking services to 
support market digitalization programs and attract 
traders to carry out non-cash payment transactions in 
traditional markets.

The easier a technology is to use, the more 
likely users are to adopt anthropomorphic elements 

Figure 1 Conceptual Model
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such as chatbots and transaction notifications, which 
enhance the accessibility of digital financial services. 
This, in turn, facilitates the adoption of digital payment 
methods and supports the transition to a cashless 
society. Research indicates that effort expectancy 
has a positive influence on users' willingness to 
adopt mobile banking, as it is strongly linked to the 
ease of learning and system usability. The following 
hypothesis is suggested.

H1: Adaptive anthropomorphism mediates the 
relationship between effort expectancy and cashless 
society.

Supportive facilities and anthropomorphism 
elements, such as virtual assistants, can enhance 
accessibility and user experience, encouraging the 
adoption of digital payment methods without third-
party applications. Research has found that facilitating 
conditions positively influence mobile banking 
usage, supported by user knowledge, resources, and 
technological infrastructure (Ferghyna et al., 2020; 
Ningsih & Hamid, 2022). The following hypothesis 
is suggested.

H2: Adaptive anthropomorphism mediates the 
relationship between facilitating conditions and 
cashless society.

Technology with human-like characteristics 
that instill trust, such as warning notifications for 
suspicious transactions, enhances users' sense of 
security. This promotes the adoption of digital payment 
methods and supports the development of a cashless 
society. When users feel secure, they are more satisfied 
and more likely to continue using digital financial 
services, as they feel protected from cyber threats 
(Subani & Roostika, 2024). The following hypothesis 
is suggested.

H3: Adaptive anthropomorphism mediates the 
relationship between perceived security and a cashless 
society.

User trust increases with anthropomorphism 
elements such as interactive tutorials from virtual 
assistants, which help users understand new features. 
This strengthens trust in digital financial services 
and accelerates the transition to a cashless society. 
Perceived trust has been found to affect user loyalty, 
demonstrating that trust influences customers’ 
perception of value alignment and their overall 
experience in using financial technology (Rahmansyah 
et al., 2023). The following hypothesis is suggested.

H4: Adaptive anthropomorphism mediates the 
relationship between perceived trust and a cashless 
society.

When technology meets performance 
expectations by providing a responsive and proactive 

experience, such as financial recommendations from a 
virtual assistant, users are more likely to adopt digital 
payment methods, supporting a cashless society. 
Research has found that performance expectancy 
strongly influences mobile banking due to its ease of 
use and efficiency in financial transactions (Migliore 
et al., 2022; Lesmana et al., 2023). The following 
hypothesis is suggested.

H5: Adaptive anthropomorphism mediates the 
relationship between performance expectancy and a 
cashless society.

Technology that aligns with user needs and 
facilitates navigation and transactions, such as quick 
transfer features and automated bill payments, enhances 
effort expectancy and encourages the adoption of 
digital payment methods. Research indicates that 
technology aligned with user tasks increases efficiency 
and users’ expectations. Effort expectancy influences 
the adoption of mobile banking for transactions 
(Vendramin et al., 2021; Savić & Pešterac, 2019). The 
following hypothesis is suggested. 

H6: Task-fit technology mediates the relationship 
between effort expectancy and a cashless society.

Supportive infrastructure, such as mobile 
banking compatibility with user devices and QRIS 
payment features, simplifies transactions and 
enhances the adoption of a cashless society. Studies 
have found that applications compatible with users’ 
devices positively influence usage intentions, and the 
efficiency of mobile banking services is influenced 
by accessibility and system stability (Marciano et 
al., 2022; Ningsih & Hamid, 2022). The following 
hypothesis is suggested.

H7: Task-fit technology mediates the relationship 
between facilitating conditions and a cashless society.

Security features, such as two-factor 
authentication, data encryption, and real-time 
transaction notifications, enhance users’ sense of 
security, encouraging the adoption of TFT and 
accelerating the shift to a cashless society. Perceived 
security significantly influences users' intentions to use 
mobile banking, particularly for financial transactions 
that require data protection (Tahar et al., 2020; Chiu et 
al., 2017). The following hypothesis is suggested.

H8: TFT mediates the relationship between perceived 
security and cashless society.

Trust in mobile banking systems increases with 
features such as automatic payments and guaranteed 
data security. This strengthens TFT, increases digital 
financial service usage, and supports a cashless society. 
Perceived trust significantly influences continuance 
intention, particularly regarding data privacy, which 
in turn determines customer loyalty toward banks 



21The Influence of Mobile Banking.... (Satria Wirabuana; Gede Ariadi)

(Kurniawan et al., 2024). The following hypothesis is 
suggested.

H9: TFT mediates the relationship between perceived 
trust and a cashless society.

Features such as fast transactions, QRIS 
payments, and process automation enhance user 
efficiency and productivity. When technology meets 
performance expectations, digital payment adoption 
increases, accelerating the transition to a cashless 
society. Research shows that users continue to use 
technology when it offers value and innovation. 
QRIS technology has been proven to enhance user 
productivity in financial transactions (Marciano et al., 
2022; Wardani & Masdiantini, 2022). The following 
hypothesis is suggested.

H10: TFT mediates the relationship between 
performance expectancy and a cashless society. 

II.	 METHODS

The data collection technique in the research 
applies a cross-sectional survey method. The survey is 
conducted once at a single point in time with traditional 
market traders. The process follows several steps: 
(1) The investigators visit the traditional markets in 
person to ensure that the selected respondents meet the 
criteria; (2) The investigators distribute pre-prepared 
questionnaires to market traders as the primary data 
collection instrument; and (3) The investigators 
conduct informal interviews to gain additional insights 
into respondents’ choices. These informal interviews 
are conducted to understand the reasoning behind 
respondents’ answers, provide deeper context to the 
collected data, and ensure that the responses genuinely 
reflect the respondents' understanding of the questions. 
The research relies on primary data, which includes 
responses from a closed-ended questionnaire as well 
as supplementary information from interviews. The 
main objective is to analyze market traders' acceptance 
of mobile banking service attributes and how these 
services align with their financial transaction needs. 
The research applies the Likert scale to measure 
responses effectively, where traders indicated their 
level of agreement on a scale of 1 to 5 (1 = Strongly 
Disagree, 5 = Strongly Agree). This structured 
approach ensures a comprehensive understanding 
of traders' perceptions, providing valuable insights 
into the factors that influence the adoption of mobile 
banking in traditional markets.

Furthermore, to further analyze the data, the 
research applies PLS-SEM, a modeling technique that 
focuses on multivariate statistical techniques based 
on empirical data to explore both direct and indirect 
relationships between research variables (Hair Jr et al., 
2017). The aim is to assess the structural relationships 
within the model using PLS-SEM, which provides 
insights into the role and impact of mediating variables 

whether partial or complete mediation occurred (Hair 
Jr et al., 2021). Then, the research applies Smart-
PLS 3 software, which involves two key analysis 
stages. The first stage examines exogenous variables, 
including performance expectancy, effort expectancy, 
facilitating conditions, perceived trust, and perceived 
security. The endogenous variables include adaptive 
anthropomorphism, TFT, and a cashless society. The 
first stage helps ensure the validity and reliability of 
the model. The second stage focuses on analyzing 
the relationships between exogenous and endogenous 
variables, mediated by adaptive anthropomorphism 
and TFT. The research follows a quantitative study 
approach, involving 920 traders from the Singaraja 
traditional market. The target population is based on 
data from the Buleleng Market Regional Company 
(Kusuma, 2023), where traders have adopted electronic 
levies through mobile banking services. The sample 
consists of traditional market traders from various 
sectors, including food, vegetables, fruits, meat, fish, 
and groceries.

The research applies a Proportionate Stratified 
Random Sampling technique to ensure a fair 
representation of traders from different business 
sectors (Hair Jr et al., 2017). From the distributed 
questionnaires, 279 responses are successfully 
collected, representing a 30.32% response rate. The 
results indicate that traders hold positive perceptions 
of the research and believe that its findings could be 
a source of  future benefits. The questionnaire, as the 
primary data collection instrument, consists of several 
structured questions designed to align with the research 
objectives. The variables measured in are adapted 
from previous research (Almaiah et al., 2023, Kaur 
& Arora, 2021, Lee & Chen, 2022, Tam & Oliveira, 
2016, Rahi & Abd. Ghani, 2019). Specifically, the 
questionnaire includes three items per variable to 
measure performance expectancy, effort expectancy, 
facilitating conditions, perceived security, perceived 
trust, adaptive anthropomorphism, TFT, and cashless 
society.

The research emphasizes the measurement 
model, which is used to assess the convergent and 
discriminant validity of the constructs. This is 
evaluated based on factor loading, Average Variance 
Extracted (AVE), and reliability scores. Statistical 
reliability is determined using Cronbach’s alpha, with 
the following acceptance thresholds, namely AVE 
>0.5, factor loading >0.6, and composite reliability 
>0.70 (Chin, 1998, Fornell & Larcker, 1981). The 
measurement model results confirm that convergent 
validity was achieved, indicating that all variables 
met the required reliability standards (Table 1). The 
next step in the analysis was assessing discriminant 
validity, which determined whether each construct 
was distinct from the others. This research applies the 
Heterotrait-Monotrait (HTMT) correlation method 
to measure discriminant validity, ensuring that the 
correlation values between variables remain below 
0.90. The results indicate that all correlations fell 
within the acceptable range, confirming the validity 
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of the measurement model (Table 2). This rigorous 
approach ensured that the study’s findings provided 
reliable and meaningful insights into the adoption of 

mobile banking services among traditional market 
traders.

Table 1 Reliability Test

Variable Outer Loading Cronbach’s Alpha Average Variance 
Extracted (AVE)

Description

Effort Expectancy (EE)
(Almaiah et al., 2023) 

          0,886         0,814

EE1 0,887 Reliable
EE2 0,923 Reliable
EE3 0,896 Reliable

Perceived Security (PS) (Kaur 
& Arora, 2021)

0,712 0,623

PS1 0,640 Reliable
PS2 0,867 Reliable
PS3 0,842 Reliable

Facilitating Condition (FC)
(Almaiah et al., 2023)

0,715 0,636

FC1 0,780 Reliable
FC2 0,812 Reliable
FC3 0,776 Reliable

Perceived Trust (PT)
(Rahi & Abd. Ghani, 2019)

0,715 0,636

PT1 0,789 Reliable
PT2 0,815 Reliable
PT3 0,789 Reliable

Performance Expectancy (PE)
(Rahi & Abd. Ghani, 2019)

0,858 0,778

PE1 0,882 Reliable
PE2 0,910 Reliable
PE3 0,853 Reliable

Adaptive Anthropomorphism
(Lee & Chen, 2022) (AA)

0,753 0,671

AA1 0,861 Reliable
AA2 0,859 Reliable
AA3 0,731 Reliable

Task-fit Technology (TFT)
( Tam & Oliveira, 2016)

0,799 0,713

TFT1 0,851 Reliable
TFT2 0,853 Reliable
TFT3 0,829 Reliable

Cashless Society (CS)
(Zhou et al., 2010)

0,732 0,651

CS1 0,780 Reliable
CS2 0,837 Reliable
CS3 0,803 Reliable

Source: Primary Data Processed (2024)
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Table 2 Discriminant Validity Test

Adaptive 
Anthropo-
morphism

Cashless 
Society

Effort Ex-
pectancy

Facilitating 
Condition

Perceived 
Security

Perceived 
Trust

Perfor-
mance 

Expectancy

Task-fit 
Technology

Adaptive 
Anthropo-
morphism
Cashless 
Society

0,723

Effort 
Expectancy

0,718 0,616

Facilitating 
Condition

0,798 0,751 0,799

Perceived 
Security

0,825 0,611 0,749 0,897

Perceived 
Trust

0,596 0,481 0,544 0,647 0,588

Performance 
Expectancy

0,640 0,591 0,852 0,841 0,594 0,706

Task-fit
Technology

0,732 0,668 0,626 0,585 0,619 0,550 0,490

Source: Primary Data Processed (2024)

III.	 RESULTS AND DISCUSSIONS

The results of this research focus on the 
relationship of the research hypothesis, which is 
tested using an internal model test. Furthermore, it can 
determine the significant influence of the concept and 
p-values. Figure 2 shows the results of the structural 
model, while Table 3 shows the standard path 
coefficient model. The results indicate that the indirect 
relationship of the effort expectancy to a cashless 
society mediated by adaptive anthropomorphism give 
positive and significant results, respectively (ß = 0.056, 
p > 0.1), and H1 is rejected. In addition, the indirect 
relationship of the facilitating condition to a cashless 
society mediated by adaptive anthropomorphism gives 
positive and significant results, respectively (ß = 0.047, 
p < 0.1), and H2 is accepted. The indirect relationship 
of perceived security to a cashless society mediated 
by adaptive anthropomorphism shows positive 
and significant results, respectively (ß = 0.156, p < 
0.01), and H3 is accepted. The indirect relationship 
of the perceived trust to a cashless society mediated 
by adaptive anthropomorphism give positive and 
significant results, respectively (ß = 0.035, p < 0.1), 
and H4 is accepted. The indirect relationship of the 
performance expectancy to a cashless society mediated 
by adaptive anthropomorphism gives positive and 
significant results, respectively (ß = 0.027, p > 0.1), 
and H5 is rejected.

The research results show that the indirect 
relationship of the effort expectancy to a cashless 
society mediated by TFT gives positive and significant 
results, respectively (ß = 0,115, p < 0.01), and H6 is 
accepted. The indirect relationship of the facilitating 

condition to cashless society mediated by TFT gives 
positive and significant results, respectively (ß = 
0.026, p > 0.1), and H7 is rejected. Furthermore, the 
indirect relationship of the perceived security to a 
cashless society mediated by TFT gives positive and 
significant results, respectively (ß = 0.051, p < 0.05), 
and H8 is accepted. The indirect relationship of the 
perceived trust in a cashless society mediated by TFT 
gives positive and significant results, respectively (ß 
= 0.068, p < 0.01), and H9 is accepted. The indirect 
relationship of the performance expectancy to a 
cashless society mediated by TFT gives negative and 
significant results, respectively (ß = -0.035, p > 0.1), 
and H10 is rejected.

The findings of this research reveal that the 
indirect relationship between various variables and a 
cashless society varied in significance depending on 
the mediator used, namely adaptive anthropomorphism 
or TFT. The results from the internal model testing 
indicate that the acceptance or rejection of a hypothesis 
was based on the standardized path coefficient (ß) and 
significance level (p-value). Compared to previous 
research, effort expectancy—despite lowering 
transaction administrative costs—remains a barrier 
to adopting adaptive voice notification features 
in mobile banking. The research results indicate 
that the relationship between effort expectancy 
and a cashless society, when mediated by adaptive 
anthropomorphism, is not significant (H1 is rejected). 
This is because accessibility controls, such as voice 
notification activation, are perceived as relatively 
difficult to manage when users interact with mobile 
banking applications. As a result, many merchants 
did not activate the feature, making consumers less 
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inclined to adopt cashless payments, which supports 
the idea that effort expectancy enhances adaptive 
anthropomorphism (Moghavvemi et al., 2021). 
However, when mediated by TFT, this relationship 
becomes significant and positive (H6 is accepted). 
This suggests that effort expectancy plays a crucial 

role in TFT Adaptive, as mobile banking reduces 
administrative burdens, such as eliminating the need 
for merchants to visit banks frequently to deposit sales 
revenue (Changchun et al., 2017). Therefore, TFT 
plays a more dominant role in technology Adaptive 
compared to anthropomorphism elements.

 

Figure 2 The Result of Conceptual Model

Table 3 Hypothesis Results

Variable Relationships Path Coefficient t-statistic P-Value Conclusion
H1 Effort Expectancy  Adaptive Anthropomorphism 

 Cashless Society
0,056 1,513 0,131 Non-Significant

H2 Facilitating Condition  Adaptive 
Anthropomorphism  Cashless Society

0,047 1,698 0,090 Significant

H3 Perceived Security  Adaptive Anthropomorphism 
 Cashless Society

0,156 4,841 0,0001 Significant

H4 Perceived Trust  Adaptive Anthropomorphism  
Cashless Society

0,035 1,798 0,073 Significant

H5 Performance Expectancy  Adaptive 
Anthropomorphism  Cashless Society

0,027 0,863 0,389 Non-Significant

H6 Effort Expectancy  Task-Fit Technology  
Cashless Society

0,115 3,009 0,003 Significant

H7 Facilitating Condition  Task-Fit Technology  
Cashless Society

0,026 1,698 0,115 Non-Significant

H8 Perceived Security  Task-Fit Technology  
Cashless Society

0,051 2,177 0,030 Significant

H9 Perceived Trust  Task-Fit Technology  Cashless 
Society

0,068 2,754 0,006 Significant
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The facilitating condition is found to significantly 
influence adaptive anthropomorphism, supporting 
the adaptive voice features in mobile banking (H2 
is accepted). Supportive facilities make it easier for 
merchants to accept cashless payments via voice-based 
interactions that mimic human conversation. This 
eliminates the need for merchants to open their mobile 
banking applications to verify transactions manually 
(Chi et al., 2021, de Kloet & Yang, 2022). This aligns 
with previous research, which suggests that customer 
trust increases when voice intelligence assists in the 
exchange of transaction information, particularly in 
payment confirmation. Trust is influenced by adaptive 
anthropomorphism, which helps users conduct 
financial transactions more efficiently and reinforces 
the role of anthropomorphism in supporting a cashless 
society (de Andrés-Sánchez & Gené-Albesa, 2023).

However, when mediated by TFT, the effect 
becomes insignificant (H7 is rejected), which is 
consistent with findings from Ratna et al. (2020). 
A possible reason is the limited RAM capacity 
of mobile devices, which often cause mobile 
banking applications to crash. This problem leads 
to transaction failures and lowers the reliability of 
the service. Although facilitating condition supports 
voice-featured adaptive, hardware limitations prevent 
seamless task-technology alignment, ultimately 
hindering the optimization of mobile banking features.

Perceived security plays a crucial role in 
promoting mobile banking adaptive, through adaptive 
anthropomorphism (H3 is accepted) and TFT (H8 
is accepted). Similarly, this positively influences 
a cashless society, whether mediated by adaptive 
anthropomorphism (H4 is accepted) or TFT (H9 
is accepted). These findings align with research by 
Gupta and Dhingra (2022) and Mahfuz et al. (2017), 
which highlight that voice intelligence enhances 
reassuring interactions in mobile banking, while 
TFT improves customers' trust in digital financial 
transactions. Additionally, biometric authentication 
methods, such as facial recognition and fingerprint 
scanning, played a vital role in maintaining financial 
transaction security. This supports previous research, 
which finds that advanced security features enhance 
user trust in digital transactions. Moreover, perceived 
security remains a key factor in improving TFT, as 
biometric authentication simplifies the login process 
by eliminating the need for password entry while 
maintaining transaction security (McLean et al., 
2020). A clear example is QRIS technology, which 
allows users to make payments, check balances, and 
monitor financial transactions, further strengthening 

Variable Relationships Path Coefficient t-statistic P-Value Conclusion
H10 Performance Expectancy  Task-Fit Technology 

 Cashless Society
-0,035 1,061 0,289 Non-significant

Source: Primary Data Processed (2024)

Table 3 Hypothesis Results (Continued)

the positive impact of security on TFT (Baabdullah et 
al., 2019).

However, performance expectancy does not 
show significant results in either mediation model. 
Whether through adaptive anthropomorphism (H5 
is rejected) or TFT (H10 is rejected), expectations 
regarding mobile banking performance do not 
significantly influence the Cashless Society. This aligns 
with findings from Njenga et al. (2016), which reveal 
that transaction notification delay and performance 
discrepancies in mobile banking applications create 
concerns among merchants. Many merchants 
perceive that the expected benefits of mobile banking 
performance are not fully realized, such as where a 
payment notification appears but the funds do not 
immediately appear in the merchant’s account. This 
results in uncertainty and hesitation among merchants, 
leading to the belief that performance expectancy 
do not align with real-world experiences. However, 
performance expectancy enhance TFT (Lyu et al., 
2022). This suggests that while mobile banking offer 
additional features like voice notifications, speed and 
accuracy remain the most critical factors in cashless 
payment adaptive.

These findings reinforce previous research 
indicating that perceived security, perceived trust, 
and facilitating conditions play significant roles in 
enhancing mobile banking Adaptive and fostering 
a cashless society, particularly when mediated by 
adaptive anthropomorphism or TFT. Meanwhile, 
effort expectancy and performance expectancy 
continue to face adaptive challenges. Technology must 
be leveraged effectively by integrating it into mobile 
banking developments that serve as innovations for 
seamless financial management, thereby increasing 
mobile banking adaptive in digital financial 
transactions. This includes payment processing, 
balance checking, and financial reporting. Mobile 
banking provides substantial benefits for users by 
facilitating financial transactions. Thus, these findings 
support the argument that TFT enhances the transition 
toward a cashless society (Afeti &Owusu, 2022).

IV.	 CONCLUSIONS

In conclusion, the mediating role of adaptive 
anthropomorphism is more influential than TFT in 
bridging the influence of market traders' perceptions 
of non-cash payments by buyers through mobile 
banking services. The results of this research provide 
information about the benefits of using mobile banking 
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integrated with the Unified Theory of Acceptance and 
Use of Technology (UTAUT) and Task-Technology 
Fit (TTF), as it can offer scientific explanations, 
evidence, and insights from customers who have used 
mobile banking in financial transactions. The results 
of the integrated model indicate that 45.4% of the 
variance in cashless society use is attributed to mobile 
banking, which is supported by five of the ten proposed 
hypotheses of this research. In addition, the results 
focus on customer perceptions related to perceived 
security, perceived trust, and facilitating conditions 
showing positive results. Therefore, a cashless 
society accepts the use of mobile banking mediated 
by adaptive anthropomorphism and TFT except for 
performance expectancy and effort expectancy.

From a theoretical perspective, adaptive 
anthropomorphism is positioned as a mediator 
that bridges the relationship between facilitating 
conditions, perceived security, perceived trust, and 
cashless society. In contrast, TFT could mediate 
the linkage between effort expectancy, perceived 
security, perceived trust, and cashless society in the 
context of mobile banking services. These mediators 
could address the research gap for these links. The 
authors also find that the mediating effect of adaptive 
anthropomorphism had more influence than TFT on the 
relationship between the perception of end-users of a 
cashless society. In turn, the application of appropriate 
anthropomorphism characteristics transformed 
human-mobile banking application interactions into 
a more trustworthy process. It can be concluded that 
TFT is evidence that technological developments, 
especially the use of mobile banking, can adapt to 
customer tasks, such as financial transactions which 
can be carried out effectively and efficiently.

From a practical standpoint, the authors' 
findings could be useful for banking management, as 
facilitating conditions positively encourage the use of 
non-cash payments in the market between merchants 
and consumers, where proof of payment is represented 
through human-like voice interaction in mobile 
banking services. Merchants no longer need to open 
the mobile banking application to validate proof of 
payment because notification of successful payment 
transactions from customers hasappeared. The use 
of adaptive anthropomorphism in mobile banking in 
the form of formal voice intonation could influence 
customer perceptions of the benefits of mobile 
banking in non-cash payment transactions. Therefore, 
the effort expectation showed that traders could reduce 
the administrative costs of payment transactions when 
using mobile banking, as previously, traders had to 
deposit cash from sales in the market at the bank, 
which took time and energy for the task. The existence 
of task-ft technology facilitated traders in reconciling 
sales reports with fund receipt transaction activities, 
allowing users to monitor financial flows quickly and 
in real time.

The research has several limitations that must 
be considered for future research to provide deeper 
and more comprehensive insights. First, this research 

applies a cross-sectional approach, meaning that data 
was collected at a single point in time. While this 
method helps capture the current situation, it does not 
reflect how traders’ behavior evolved. In addition, to 
gain a better understanding of this transition, future 
research can adopt a longitudinal approach to observe 
how traditional market traders gradually adapt to 
mobile banking services and how this shift influences 
their long-term move toward cashless transactions. 
Second, this research focuses only on traditional 
market traders in Singaraja, which could limit the 
ability to generalize the findings. Different regions had 
different levels of digital literacy, access to technology, 
and transaction habits.

Furthermore, to gain a more well-rounded 
perspective, future research could expand to include 
traders from various cities in Bali or even other 
parts of Indonesia. This ensured a broader and more 
representative understanding of mobile banking 
Adaptive in traditional markets. The research primarily 
examines the role of adaptive anthropomorphism and 
TFT in mobile banking Adaptive. However, many 
other factors may influence traders' willingness to 
switch to cashless transactions, including trust in 
digital payments, government support, financial 
literacy, and infrastructure readiness. Future research 
could then explore these aspects to develop more 
tailored solutions that address traders’ actual needs 
and challenges.

Lastly, the research applies a quantitative 
approach, which does not fully capture traders’ 
personal experiences and challenges in adopting mobile 
banking. Furthermore, to gain deeper and more nuanced 
insights, future research could incorporate qualitative 
methods such as in-depth interviews or focus group 
discussions. This could help uncover traders' real-life 
experiences, struggles, and perspectives, making the 
research findings more holistic and actionable. By 
addressing these limitations, future reports could offer 
richer and more meaningful insights into how mobile 
banking could genuinely support traditional market 
traders in transitioning to digital financial systems. 
This could ultimately help build a more inclusive and 
sustainable cashless society where technology truly 
empowers small businesses and strengthens economic 
resilience.

ACKNOWLEDGEMENT

The authors would like to thank for the 
Directorate General of Research and Development, 
Ministry of Education, Culture, Research and 
Technology of the Republic of Indonesia, which had 
provided funding for this research through research 
grant No: 108/E5/PG.02.00.PL/2024 and derivative 
contract No: 001/LL6/PB/AL.04/2024, 038/SPK-
PTM/RIK/6/2024.

Author Contributions: Conceived and designed the 
analysis Developing the expalanatory research, S. W.; 
Conceived and designed the analysis Constructing 



27The Influence of Mobile Banking.... (Satria Wirabuana; Gede Ariadi)

the questionare for respondents, G. A.; Collected the 
data Spreading the data respondent to the trader SME, 
S. W.; Collected the data Validating data respondent, 
G. A.; Performed the analysis (Performed statistical 
analysis), S. W.; Performed the analysis (Performed 
statiscal analysis), G. A.; Contibuted data or analysis 
tools (Performing the PLS-SEM via Software), S. 
W., and G. A.; Wrote the paper (Composing the 
introduction and method sections), S. W.; Wrote 
the paper (Composing the discussion, result and 
conclusion sections), G. A.

Data Availability Statement: Data   are   available   
from the corresponding author, G. A., upon reasonable 
request.

REFERENCES

Afeti, E. Y., & Owusu, A. (2022). Impact of mobile 
payments on micro-business activities: A Developing 
country experience . In R. Boateng, S. L. Boateng, 
T. Anning-Dorson, L. Olumide Babatope (Eds.), 
Digital innovations, business and society in Africa 
(pp. 75-95). Springer, Cham.

Alalwan, A. A., Dwivedi, Y. K., Rana, N. P., & Algharabat, 
R. (2018). Examining factors influencing Jordanian 
customers’ intentions and adoption of internet banking: 
Extending UTAUT2 with risk. Journal of Retailing 
and Consumer Services, 40, 125-138. https://doi.
org/10.1016/j.jretconser.2017.08.026.

Almaiah, M. A., Al-Otaibi, S., Shishakly, R., Hassan, L., 
Lutfi, A., Alrawad, M., Qatawneh, M., & Alghanam, 
O. A. (2023). Investigating the role of perceived 
risk, perceived security and perceived trust on smart 
m-banking application using SEM. Sustainability 
(Switzerland), 15(13), 9908. https://doi.org/10.3390/
su15139908.

Aman, I., Yuvita, Y., & Hafd, A. (2023). Efektivitas 
penggunaan quick response Indonesia standard 
(QRIS) di pasar tradisional Pabaeng-Baeng Kota 
Makassar. eCo-Buss, 6(2), 870-881. https://doi.
org/10.32877/eb.v6i2.1052.

Arcand, M., PromTep, S., Brun, I., & Rajaobelina, 
L. (2017). Mobile banking service quality and 
customer relationships. International Journal of 
Bank Marketing, 35(7), 1068-1089. https://doi.
org/10.1108/IJBM-10-2015-0150.

Azis, I. J. (2024). Listen and design: On micro, small and 
medium enterprises. Springer.

Baabdullah, A. M., Alalwan, A. A., Rana, N. P., Kizgin, H., 
& Patil, P. (2019). Consumer use of mobile banking 
(M-Banking) in Saudi Arabia: Towards an integrated 
model. International Journal of Information 
Management, 44, 38-52. https://doi.org/10.1016/j.
ijinfomgt.2018.09.002.

Baptista, G., & Oliveira, T. (2015). Understanding mobile 
banking: The unified theory of acceptance and use 
of technology combined with cultural moderators. 
Computers in Human Behavior, 50, 418-430. https://
doi.org/10.1016/j.chb.2015.04.024.

Changchun, G., Haider, M., & Akram, T. (2017). 
Investigation of the effects of task technology fit, 
attitude and trust on intention to adopt mobile 
banking: Placing the mediating role of trialability. 
International Business Research, 10(4), 77-91. 
https://doi.org/10.5539/ibr.v10n4p77.

Che, M., Say, S. Y. A., Yu, H., Zhou, Q., Shu, J., Sun, W., 
Luo, X., & Xu, H. (2023). Investigating customers’ 
continuous trust towards mobile banking apps. 
Humanities and Social Sciences Communications, 
10. https://doi.org/10.1057/s41599-023-02483-
3.

Chi, O. H., Jia, S., Li, Y., & Gursoy, D. (2021). Developing 
a formative scale to measure consumers’ trust toward 
interaction with artificially intelligent (AI) social 
robots in service delivery. Computers in Human 
Behavior, 118, 106700. https://doi.org/10.1016/j.
chb.2021.106700

Chin, W. W. (1998). Commentary: Issues and Opinion 
on Structural Equation Modeling. MIS Quarterly, 
22(1), 7-16.

Chiu, J. L., Bool, N. C., & Chiu, C. L. (2017). Challenges 
and factors influencing initial trust and behavioral 
intention to use mobile banking services in the 
Philippines. Asia Pacific Journal of Innovation 
and Entrepreneurship, 11(2), 246-278. https://doi.
org/10.1108/apjie-08-2017-029.

Dahlberg, T., Guo, J., & Ondrus, J. (2015). A critical review 
of mobile payment research. Electronic Commerce 
Research and Applications, 14(5), 265-284. https://
doi.org/10.1016/j.elerap.2015.07.006.

de Andrés-Sánchez, J., & Gené-Albesa, J. (2023). Assessing 
attitude and behavioral intention toward chatbots 
in an insurance setting: A mixed method approach. 
International Journal of Human–Computer 
Interaction, 40(17), 4918-4933. https://doi.org/10.1
080/10447318.2023.2227833.

de Kloet, M., & Yang, S. (2022). The effects of 
anthropomorphism and multimodal biometric 
authentication on the user experience of voice 
intelligence. Frontiers in Artificial Intelligence, 5. 
https://doi.org/10.3389/frai.2022.831046.

Eneizan, B., Mohammed, A. G., Alnoor, A., Alabboodi, A. 
S., & Enaizan, O. (2019). Customer acceptance of 
mobile marketing in Jordan: An extended UTAUT2 
model with trust and risk factors. International 
Journal of Engineering Business Management, 11. 
https://doi.org/10.1177/1847979019889484.

Ferghyna, Rachmadi, A., & Herlambang, A. D. (2020). 
Pengaruh facilitating conditions dan behavioral 
intention terhadap use behavior pada pengguna 
aplikasi BNI mobile banking. Jurnal Pengembangan 
Teknologi Informasi Dan Ilmu Komputer, 4(9), 3201-
3208. 

Fornell, C., & Larcker, D. F. (1981). Evaluating structural 
equation models with unobservable variables and 
measurement error. Journal of Marketing Research, 
18(1), 39-50.

Geebren, A., Jabbar, A., & Luo, M. (2021). Examining the 
role of consumer satisfaction within mobile eco-
systems: Evidence from mobile banking services. 



28 Journal The Winners, Vol. 26 No. 1 June 2025, 17-30

Computers in Human Behavior, 114, 106584. https://
doi.org/10.1016/j.chb.2020.106584

Guo, J., & Bouwman, H. (2016). An analytical framework for 
an m-payment ecosystem: A merchants׳ perspective. 
Telecommunications Policy, 40(2-3), 147-167. 
https://doi.org/10.1016/j.telpol.2015.09.008.

Gupta, S., & Dhingra, S. (2022). Modeling the key factors 
influencing the adoption of mobile financial services: 
An interpretive structural modeling approach. 
Journal of Financial Services Marketing, 27(2), 
96-110. https://doi.org/10.1057/s41264-021-00101-
4.

Hair Jr, J. F., Hult, G. T. M., Ringle, C. M., Sarstedt, M., 
Danks, N. P., Ray, S., Hair, J. F., Hult, G. T. M., 
Ringle, C. M., & Sarstedt, M. (2021). Partial Least 
Squares Structural Equation Modeling (PLS-SEM) 
using R: A workbook. Springer Nature. 

Hair Jr, J. F., Matthews, L. M., Matthews, R. L., & Sarstedt, M. 
(2017). PLS-SEM or CB-SEM: Updated guidelines 
on which method to use. International Journal of 
Multivariate Data Analysis, 1(2), 107-123. https://
doi.org/10.1504/IJMDA.2017.087624.

Jamshidi, D., Keshavarz, Y., Kazemi, F., & Mohammadian, 
M. (2018). Mobile banking behavior and flow 
experience: An integration of utilitarian features, 
hedonic features and trust. International Journal 
of Social Economics, 45(1), 57-81. https://doi.
org/10.1108/IJSE-10-2016-0283.

Kaur, S., & Arora, S. (2021). Role of perceived risk in online 
banking and its impact on behavioral intention: Trust 
as a moderator. Journal of Asia Business Studies, 
15(1), 1-30. https://doi.org/10.1108/JABS-08-2019-
0252.

Komulainen, H., & Saraniemi, S. (2019). Customer 
centricity in mobile banking: A customer 
experience perspective. International Journal of 
Bank Marketing, 37(5), 1082-1102. https://doi.
org/10.1108/IJBM-11-2017-0245.

Kosim, K. P., & Legowo, N. (2021). Factors affecting 
consumer intention on QR payment of mobile 
banking: A case study in Indonesia. Journal of 
Asian Finance, Economics and Business, 8(5), 
391-401. https://doi.org/10.13106/jafeb.2021.vol8.
no5.0391.

Kurniawan, M., Restianita, O., & Normasyhuri, K. (2024). 
Perceived usefulness , perceived enjoyment, trust dan 
continuance intention dalam mobile sharia banking : 
Bagaimana kekuatan kepuasan nasabah? INOVASI: 
Jurnal Ekonomi, Keuangan, dan Manajemen, 20(3), 
640-657.

Kusuma, M. W. (2023). Pedagang di pasar Anyar Singaraja 
kuasai 3-12 kios. DetikNews. https://www.detik.
com/bali/berita/d-6554801/pedagang-di-pasar-
anyar-singaraja-kuasai-3-12-kios.

Laukkanen, T. (2016). Consumer adoption versus rejection 
decisions in seemingly similar service innovations: 
The case of the Internet and mobile banking. Journal 
of Business Research, 69(7), 2432-2439. https://doi.
org/10.1016/j.jbusres.2016.01.013.

Lee, J.-C., & Chen, X. (2022). Exploring users’ adoption 
intentions in the evolution of artificial intelligence 

mobile banking applications: The intelligent and 
anthropomorphism perspectives. International 
Journal of Bank Marketing, 40(4), 631-658. https://
doi.org/10.1108/IJBM-08-2021-0394.

Lesmana, R. A, & Ashfath, F. (2022). Analisis pengaruh 
performance expectancy dan effort expectancy 
terhadap minat penggunaan aplikasi Jago milik 
PT.Bank Jago Tbk. In Seminar Nasional Akuntansi 
dan Manajemen Politeknik Negeri Jakarta (SNAM 
PNJ) (Vol.3). 

Lestari, D., Darma, D., & Muliadi, M. (2020). Fintech and 
micro, small and medium enterprises development: 
Special reference to Indonesia. Entrepreneurship 
Review, 1(1), 1-9.

Lyu, V. C., Chin, W., Zhang, H., & Liu, V. (2022). Value 
added or overload? A study of the countervailing 
effects of non‐core features on mobile banking apps. 
Journal of Consumer Behaviour, 21(3), 602-613. 
https://doi.org/10.1002/cb.2003.

Mahfuz, M. A., Khanam, L., & Wang, H. (2017). The 
influence of culture on m-banking technology 
adoption: An integrative approaches of UTAUT2 and 
ITM. In  2016 Portland International Conference 
on Management of Engineering and Technology 
(PICMET) (pp. 824–835). IEEE. https://doi.
org/10.1109/PICMET.2016.7806814.

Manser Payne, E. H., Peltier, J., & Barger, V. A. (2021). 
Enhancing the value co-creation process: Artificial 
intelligence and mobile banking service platforms. 
Journal of Research in Interactive Marketing, 15(1), 
68-85. https://doi.org/10.1108/JRIM-10-2020-
0214.

Marciano, L. L., Chandra, M., & Iskandar, V. (2022). 
Analisis penerapan model UTAUT terhadap minat 
beli pada Sayurbox. Jurnal Manajemen Perhotelan, 
8(2), 80-91.

Maurida, I., Hanna, S. R., & Yuwana, S. I. P. (2024). 
Optimalisasi Pasar Tradisional Dalam Meningkatkan 
Minat Pengunjung Di Pasar Tanjung Kabupaten 
Jember. Khidmah: Jurnal Pengabdian Masyarakat, 
2(1), 13-25.

McLean, G., Osei-Frimpong, K., Al-Nabhani, K., & 
Marriott, H. (2020). Examining consumer attitudes 
towards retailers’m-commerce mobile applications–
An initial adoption vs. Continuous use perspective. 
Journal of Business Research, 106, 139-157. https://
doi.org/10.1016/j.jbusres.2019.08.032.

Migliore, G., Wagner, R., Cechella, F. S., & Liébana-
Cabanillas, F. (2022). Antecedents to the adoption of 
mobile payment in China and Italy: An integration 
of UTAUT2 and innovation resistance theory. 
Information Systems Frontiers, 24(6), 2099-2122. 
https://doi.org/10.1007/s10796-021-10237-2.

Moghavvemi, S., Mei, T. X., Phoong, S. W., & Phoong, 
S. Y. (2021). Drivers and barriers of mobile 
payment adoption: Malaysian merchants’ 
perspective. Journal of Retailing and Consumer 
Services, 59, 102364. https://doi.org/10.1016/j.
jretconser.2020.102364.

Molina-Collado, A., Salgado-Sequeiros, J., Gómez-Rico, 
M., Aranda García, E., & De Maeyer, P. (2021). Key 



29The Influence of Mobile Banking.... (Satria Wirabuana; Gede Ariadi)

themes in consumer financial services research from 
2000 to 2020: A bibliometric and science mapping 
analysis. International Journal of Bank Marketing, 
39(7), 1446-1478.  https://doi.org/10.1108/IJBM-
01-2021-0043.

Moriuchi, E. (2021). An empirical study on 
anthropomorphism and engagement with 
disembodied AIs and consumers’ re-use behavior. 
Psychology and Marketing, 38(1), 21-42. https://doi.
org/10.1002/mar.21407.

Ningsih, A., & Hamid, R. S. (2022). peran effort 
expectancy facilitating conditions price value dalam 
menentukan behavioural intentions pada nasabah 
pengguna mobile banking.  Owner: Riset Dan Jurnal 
Akuntansi, 7(1), 322-332. https://doi.org/10.33395/
owner.v7i1.1263.

Njenga, A. K., Litondo, K., & Omwansa, T. (2016). A 
theoretical review of mobile commerce success 
determinants. Journal of Information Engineering 
and Applications, 6(5), 13-23.

Nubatonis, J. P. S., Ballo, F. W., & Kiak, N. T. (2024). 
Implementasi Quick Response Code Indonesian 
Standard (QRIS) Untuk Pelaku Usaha Di Pasar 
Tradisional: Studi Kasus Pada Pasar Tradisional Di 
Kota Kupang. Jurnal Ekonomi Dan Pembangunan 
Indonesia, 2(2), 1-8. https://doi.org/10.61132/jepi.
v2i2.455.

Ochs, M., Pelachaud, C., & Mckeown, G. (2017). A user 
perception—based approach to create smiling 
embodied conversational agents. ACM Transactions 
on Interactive Intelligent Systems (TiiS), 7(1), 1–33. 
https://doi.org/10.1145/292599.

Oruganti, S. C. (2020). Virtual bank assistance: An AI based 
voice bot for better banking. International Journal 
of Research, 9(1), 177-183.

Pelau, C., Dabija, D.-C., & Ene, I. (2021). What makes 
an AI device human-like? The role of interaction 
quality, empathy and perceived psychological 
anthropomorphism characteristics in the acceptance 
of artificial intelligence in the service industry. 
Computers in Human Behavior, 122, 106855. https://
doi.org/10.1016/j.chb.2021.106855.

Prasetia, P. B. W., & Lestari, N. P. N. E. (2023). Cashless 
society: Tantangan dan kesiapan pedagang pasar 
tradisional di kota Denpasar. Buletin Studi Ekonomi, 
28(1), 83. https://doi.org/10.24843/bse.2023.v28.
i01.p08.

Priananda, I., Stevani, M., Sutanto, T. I., & Mariani, M. 
(2020). Grassroots economy towards cashless 
society: An empirical analysis of micro-merchant’s 
readiness in continuing the usage of cashless 
payment system. International Journal of Scientific 
& Technology Research, 9(3), 929-928.

Priya, B., & Sharma, V. (2023). Exploring users’ adoption 
intentions of intelligent virtual assistants in financial 
services: An anthropomorphism perspectives and 
socio-psychological perspectives. Computers 
in Human Behavior, 148, 107912. https://doi.
org/10.1016/j.chb.2023.107912

Rachapaettayakom, P., Wiriyapinit, M., Cooharojananone, 
N., Tanthanongsakkun, S., & Charoenruk, N. (2020). 

The need for financial knowledge acquisition tools 
and technology by small business entrepreneurs. 
Journal of Innovation and Entrepreneurship, 9, 1-28. 
https://doi.org/10.1186/s13731-020-00136-2.

Rachmad, A. A. B., & Raharjo, M. R. (2023). ‘QRIS Cross 
Border’as digital financial inclusion acceleration in 
Southeast Asia. Global Local Interactions: Journal 
of International Relations, 3(1), 151-161. https://doi.
org/10.22219/gli.v3i1.25234.

Rahi, S., & Abd. Ghani, M. (2019). Investigating the role 
of UTAUT and e-service quality in internet banking 
adoption setting. The TQM Journal, 31(3), 491-506. 
https://doi.org/10.1108/TQM-02-2018-0018.

Rahmansyah, Marliyah, & Atika. (2023). Pengaruh 
customer perceived value dan trust terhadap loyalitas 
pengguna mobile banking dengan kepuasan sebagai 
variabel intervening pada bank syariah indonesia. 
MUQADDIMAH: Jurnal Ekonomi, Manajemen, 
Akuntansi Dan Bisnis, 2(1), 208-226. https://doi.
org/10.59246/muqaddimah.v2i1.593

Ratna, S., Nayati Utami, H., Siti Astuti, E., & Muflih, 
M. (2020). The technology tasks fit, its impact 
on the use of information system, performance 
and users’ satisfaction. VINE Journal of 
Information and Knowledge Management 
Systems, 50(3), 369-386. https://doi.org/10.1108/
VJIKMS-10-2018-0092.

Savić, J., & Pešterac, A. (2019). Antecedents of mobile 
banking: UTAUT model. The European Journal 
of Applied Economics, 16(1), 20-29. https://doi.
org/10.5937/ejae15-19381.

Shahid, S., Islam, J. U., Malik, S., & Hasan, U. (2022). 
Examining consumer experience in using 
m-banking apps: A study of its antecedents and 
outcomes. Journal of Retailing and Consumer 
Services, 65, 102870. https://doi.org/10.1016/j.
jretconser.2021.102870.

Subani, P. A. M., & Roostika, R. R. R. (2024). Hubungan 
antara technology acceptance model, user 
satisfaction, user trust dan mobile banking adoption 
intention pada pengguna layanan BNI mobile 
banking. Al-Kharaj: Jurnal Ekonomi, Keuangan 
& Bisnis Syariah, 6(6), 3689-3704. https://doi.
org/10.47467/alkharaj.v6i6.1152.

Tahar, A., Riyadh, H. A., Sofyani, H., & Purnomo, W. E. 
(2020). Perceived ease of use, perceived usefulness, 
perceived security and intention to use e-filing: 
The role of technology readiness. Journal of Asian 
Finance, Economics and Business, 7(9), 537-547. 
https://doi.org/10.13106/JAFEB.2020.VOL7.
NO9.537.

Tam, C., & Oliveira, T. (2016). Performance impact of 
mobile banking: Using the task-technology fit (TTF) 
approach. International Journal of Bank Marketing, 
34(4), 434-457. https://doi.org/10.1108/IJBM-11-
2014-0169.

Tran, H. T. T., & Corner, J. (2016). The impact of 
communication channels on mobile banking 
adoption. International Journal of Bank Marketing, 
34(1), 78-109. https://doi.org/10.1108/IJBM-06-
2014-0073



30 Journal The Winners, Vol. 26 No. 1 June 2025, 17-30

Vendramin, N., Nardelli, G., & Ipsen, C. (2021). Task-
technology fit theory: An approach for mitigating 
technostress. In R. Appel-Meulenbroek, & V. 
Danivska (Eds.), A handbook of theories on 
designing alignment between people and the 
office environment (pp. 39-53). https://doi.
org/10.1201/9781003128830-4

Wang, C., Wang, Y., Chen, Y., Liu, H., & Liu, J. (2020). User 
authentication on mobile devices: Approaches, threats 
and trends. Computer Networks, 170, 107118. https://
doi.org/10.1016/j.comnet.2020.107118

Wardani, L. P. A. K., & Masdiantini, P. R. (2022).  Pengaruh 
ekspektasi kinerja, ekspektasi usaha, faktor sosial 
budaya, motivasi hedonis dan nilai harga terhadap 
minat penggunaan quick response code indonesian 
standard (Qris). Jurnal Ilmiah Akuntansi dan 
Humanika, 12(1), 254-263. 

Xia, H., Gao, Y., & Zhang, J. Z. (2023). Understanding 
the adoption context of China’s digital currency 
electronic payment. Financial Innovation, 9. https://
doi.org/10.1186/s40854-023-00467-5.

Zhou, T., Lu, Y., & Wang, B. (2010). Integrating TTF and 
UTAUT to explain mobile banking user adoption. 
Computers in Human Behavior, 26(4), 760-767. 
https://doi.org/10.1016/j.chb.2010.01.013.


