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Abstract:  

      As the Egyptian banking sector undergoes digital 

transformation, understanding the factors influencing the 

adoption of e-banking services among elderly users becomes 

imperative. This paper investigates the relationship between 

technology readiness compromising perceived ease of use, 

perceived usefulness, and perceived risk and the usage of e-

banking services among elderly users in Egypt. Moreover, a 
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conceptual model arguing for the relationship between the 

current paper variables is developed. As well as a qualitative 

approach was also applied, drawing on a sample of 30 elderly e-

banking users, data was collected through in-depth interviews 

assessing technology readiness dimensions and e-banking service 

usage. The Research sample was planned to be derived from 

greater Cairo residents. The research sample is a non-probability 

Judgmental sample drawn from elderly users of Egyptian E-

Banking Services aging (60 +). The sample also included the 

largest two public Egyptian Banks according to their market 

share in pension systems. On the academic level, this paper paves 

the way for further future research about elderly behavior and its 

relationship to technology acceptance and elaborates on the 

scarcity of theoretical conceptual frameworks in this area. On the 

practical level of application, the current paper aims to provide 

valuable insights for banks and policymakers seeking to enhance 

the public sector e-banking accessibility and usability for elderly 

users in Egypt, ultimately fostering financial inclusion and digital 

empowerment aligning with the 2030 strategy. The findings 

revealed that Technology Readiness significantly affects E-

banking service usage as most of the respondents highlighted 

internet connectivity and convenience as their main concerns. 

Furthermore, the respondents were found to trust the level of 

protection for the use of internet platforms and the safety of their 

personal data usage which confirms the effect of the perceived 
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risk on the E-banking services usage. The overall findings 

concluded that elderly respondents usually face many health 

problems that make E-banking services more logical and 

convenient for mobility. However, they also face some 

challenges like memorizing the passwords or the process steps to 

handle their bank accounts on their own which results in asking 

for help from their family members. Accordingly, this paper 

suggests some empirical solutions for supporting elderly users 

and for enhancing the e-banking provided services. 

Keywords: Technology Readiness – E-Banking Services- - 

perceived ease of use- perceived usefulness - perceived risk – 

discomfort - insecurity. 

1. Introduction 

     In the dynamic business world, technology has profoundly 

altered organizational Behavior inside the organization, shifting 

from traditional to digital practices. The Egyptian public sector 

banks are directed that electronic banking (E-banking) will help 

them provide a better service delivery to encompass a greater 

outreach for the elderly end-users. Spreading the culture of change 

can often be a threat to those who are unable or unwilling to learn; 

and the success of innovation requires creating a positive climate 

and behavior towards adopting new strategies and reform visions 

aimed at development, opening effective communication channels 

is a fundamental pillar for advocacy of such change. 
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      The Egyptian financial public sector has been transformed 

from traditional bank activities to a more open digitalized 

effective and competitive system, which can offer a wide range 

of electronic services such as ATM, Internet banking, and mobile 

banking. The use of E-banking services stems from the 

revolution in the way business operations are executed in the 

banking sector. In Egypt with 39 total banks (5 public and 34 

private), the public banks are considered the largest amounting to 

50% of total banking assets in Egypt (Abdel Aziz, 2014). The 

respondents were found to focus on Bank Misr and the National 

Bank of Egypt as they are the largest banks in pension systems. 

The categories of E-banking services are Internet Banking which 

allows greater financial accessibility of transactions; mobile 

banking applications entail the use of smartphones or other 

mobile devices; automated teller machines ATM allow fast cash 

withdrawals and telebanking which allows elderly users to 

interact with customer service agents or an automated system. 

The development and use of Information and communication 

technology (ICT) because of the introduction of these 

innovations are magnifying at a great speed across the world. The 

number of Internet users increased by 27% from 1993 (14 

million) until 2017 (3,885,567,619) users according to Internet 

World statistics but just 16% for those 65+ categorized as elderly 

users (Al Majzoub, 2018). 
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      Consequently, due to the novelty of this research topic and its 

application among the Egyptian Public banks, as well as the 

elderly users. The research gap emerges due to the limited 

research tackling the technology readiness among elderly users 

related to research areas. Accordingly, the researchers can 

formulate the research questions as follows: 

Is there a relationship between technology readiness dimensions 

and e-banking service usage among elderly Egyptians? 

      Thus, the current research aims to identify the relationship 

between technology readiness dimensions represented in 

perceived ease of use, perceived usefulness, perceived risk, and 

e-banking service usage. Whereas, the following sections will be 

discussed subsequently, literature review, research framework 

and methodology, research results, discussion, and conclusions. 

2. Literature review: 

2.1 Technology Readiness 

      As defined by Parasuraman (2000), technology readiness is 

the level of willingness to use technology among people. 

Marketing Managers usually Adopt a Technology readiness 

index to decide which new technologies can be employed in the 

company platform interactions, the types of technologies to 

introduce, the level of progress/development, and the needed tier 

of customer support (Blut and Wang, 2020). Previous research 
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indicated that Technology readiness levels could be traced at 

home and work, represented in Internet banking, mobile 

technologies, self-checkout terminals, and remote services 

(Ramirez-Correa et. al, 2023). The Technology acceptance model 

(TAM) suggested that technology readiness could be measured 

through the following dimensions: Perceived ease of use, 

Perceived Usefulness, and Perceived risk (Yaseen and Qirem, 

2018). Accordingly, the following sections will focus on the 

above-mentioned three dimensions of Technology readiness. 

2.1.1 Perceived ease of use from accessibility and knowledge 

use perspective: 

      In 1985, Davis studied the level of users‟ acceptance of new 

banking technologies by adopting the Technology Acceptance 

Model (TAM): to measure user perception of the ease of use and 

usefulness from the perspective of technology-based delivery 

channels and electronic payment systems. In a study by Younis et 

al. (2024), TAM was used in a different context to measure the 

impact of Artificial Intelligence on organisational behaviour and 

the two indicators of the model perceived usefulness and 

perceived ease of use were also very crucial in determining 

results. The first refers to the degree to which AI is seen as 

beneficial, while the second refers to the extent to which AI is 

seen as easy to use and understand (Venkatesh and Davis, 2000). 

These two dimensions interact with the idea of trust associated 

with the cultural background of the end-users of the service who 
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for a long time were not accustomed to the use of E-banking 

facilities (Kamel & Assem, 2002).   Trust in the service comes as 

a barrier to change and innovation when we study the elderly 

users of these services as they are still faced with the challenges 

of user‟s choice between traditional and unconventional banking 

instruments, and this is because they may be less familiar with 

technology and have concerns about security and privacy. 

      Other researchers tackled the phenomena of the digital divide to 

explain Generation X usage of E-banking with 32% for those aged 

55–64, and just 16% for those 65+ (Hanif et al., 2021). According 

to Curwen & Whalley (2016), the digital divide is defined between 

“those who have access to a particular technology and those who do 

not” (Choudri et al. 2018). The access here is relevant to the 

perceived use variable encompassing having the knowledge and 

acceptance capacity to perform E-banking tasks online. The reasons 

for this phenomenon according to Dasgupta et al. (2001); Van Laar 

et al. (2017) were multidimensional and identified as the internet 

access cost and the media use. Moreover, the preference for human 

contact, digital literacy, and technology anxiety helped to explain 

the behavioral constraints for the use of this utility service (Ferilli et 

al. 2024). In developing countries, technology proficiency 

infrastructure and the literacy rate among the elderly are considered 

a crucial determinant of the adoption rate of Internet banking 

(Naeem et al.2021).  For the elderly, internet accessibility features 

such as screen compatibility and clear navigation menus to help 
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with vision-related problems; step by step instructions through 

customer support chat or email help to overcome the technical 

issues of E-banking platforms. A very interesting example is the 

ease of use of the password for tokens and a password which was a 

hindrance to the use of mobile banking for the elderly rather than 

the younger generation (Kruzikova et al.,2022).  The importance of 

individual differences for behavioral change adoption towards the 

use of technology entails awareness trials through customized 

training programs addressing mechanical skills and financial 

literacy to avoid barriers to innovation (Ryu et al., 2009). Other 

studies related the perceived use of E-banking services in 

Generation X to the aging factor both on a physiological level and 

a psychological one as well. As for the former, gradual losses to the 

sensory and motor systems such as vision, hearing and chronic 

diseases such as arthritis hinder the use and need extensive help 

from socialization agents such as grandchildren at home who can 

address the crucial urge behind the E-banking services to ease 

financial transaction and facilitate technology cognitive steps 

towards adoption (Yap et al., 2023). Moreover, other studies tackle 

psychological issues such as fear of use and personalization issues, 

especially for 65+ can undermine the usage and can be solved by 

training programs via customer service deploying the use of video 

cameras and solving issues in a face-to-face technological 

interaction to alter attitudes towards the adoption of a broader range 

of online activities (Ryu et al., 2009). More psychological factors 
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relate to the idea built into the cognitive construct of the elderly that 

using the internet is “non-essential” (Choudrie et al., 2018).  

From the above, the researchers can conclude the following 

hypothesis: 

H1a: There is a significant relationship between Perceived ease 

of use and E-banking services usage. 

2.1.2 Perceived Usefulness 

      Perceived usefulness is a crucial dimension in evaluating the 

effectiveness and acceptance of e-banking services. According to 

(TAM), this concept explains the level of users‟ belief that using a 

specific technology can improve their performance as well as their 

convenience (Yaseen and Qirem, 2018). From the perspective of e-

banking, perceived usefulness includes several dimensions, such 

as user-friendliness, service level, and the quality of the information 

provided (Nayanajith et al, 2021). User-friendliness is characterized 

by effortless design, ease of navigation, and simplicity or low 

complexity levels, enabling users to perform their transactions and 

access services easily and efficiently. Previous studies have shown 

that effortless navigation (user-friendly browsing) and clear design 

elements eliminate cognitive effort and help in enhancing the 

perceived value of e-banking platforms (Nayanajith et al, 2021; 

Gefen et al., 2003). From the users‟ perspective, service level refers 

to the availability, accessibility, and reliability of all banking-

requested operations such as fund transfers, bill payments, and 



 
A Study of the Technology Readiness Behavior among Elderly Users of ....... 

Dr/ Marwa Mahmoud Ibrahim &  Dr/ Rasha I. Nasr  Dr/ Zeinab Younis  

 4246أكتوبر  -المجلد الخامس عشر                                                                العدد الرابع 
3254 

 

account inquiries. Previous research shows that consistency in 

service quality and timely problem-solving improves customer 

satisfaction and customer trust, accordingly, supporting the 

perceived utility of e-banking services (Gunaratne, P., 2022; 

Parasuraman et al., 1988). The elderly do appreciate platforms that 

offer an extensive package of services, allowing them to handle 

financial tasks easily and with reliance. The quality of information 

provided through E-banking on different platforms is another 

dimension of perceived usefulness. Users value accurate, relevant, 

and up-to-date content that helps with decision-making and boosts 

their overall experience. Starting with navigation through pages, 

clarity of displayed information, and ending with freshness of 

updates are elementary factors creating positive customer 

perceptions and experiences as well. For instance, detailed 

transaction histories, and personalized financial advice directly 

enrich the positive perception of usefulness (Zhou, 2011). 

Furthermore, the integration of real-time alerts and interactive 

dashboards fosters greater engagement and trust in the platform. 

From the above, the researchers can conclude the following 

hypothesis: 

H1b: There is a significant relationship between Perceived 

usefulness and E-banking services usage. 
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2.1.3 Perceived Risk 

      Ghosh (2019) defined perceived risk as unpredictable emotions 

and the possibility of a negative impact on something that will 

happen in the future. Meanwhile, Martinsa et al. (2013) viewed 

perceived risk as “the potential for loss in the pursuit of a desired 

outcome of using an E-service.” Due to the role of perceived risk in 

shaping elderly users' behavior towards Internet banking usage, 

managers should guarantee its security and technicality to decrease 

the risk of using Internet banking. Hill, Beynon-Davies, and 

Williams (2008) mentioned in their study that elderly people's 

perception of Internet banking benefits was lower than their 

perception regarding other technologies they use due to uncertainty 

and insecurity. The primary reason that elderly users perceive the 

banks' platforms as risky is that they are not familiar with these 

platforms and lack sufficient experience in dealing with them 

(Gunaratne et al., 2022). Another study conducted by Lichtenstein 

and Williamson (2006) on elderly Australian low-income users 

examining reasons for not using Internet banking revealed that this 

is due to the absence of Internet usage and reliance, limited 

knowledge and guidance for the main platform setup steps, 

insecurity, and a lack of trust in these services, as well as the belief 

that there is a high privacy risk. Therefore, managers should make 

announcements to current elderly users about the Internet banking 

platform‟s security and trustworthiness. Moreover, they should 

reassure them regarding their concerns about conducting 
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transactions free of mistakes, illegal computer acts, and privacy 

breaches. Elderly users need to know that the procedures from their 

personal computers to the bank server are safe, and sessions are 

conducted with secure codes. Additionally, there are strategies that 

banks can adopt to enhance their confidence in online transactions, 

such as assuring a money return in case of any problem; these 

strategies effectively reduce risk and help users feel more protected 

and secure (Martinsa et al., 2013). Banks should adopt a culture of 

high information protection, aligning with the necessity of data 

privacy. Consequently, users will believe that they have high 

control over their online activities, and they will only use online 

banking when information is not communicated, seen, kept, or 

changed by any unauthorized groups through the system platform 

(Kala et al., 2022). This will assist them in lowering their tension 

and risk regarding the banks' platforms. Unpleasant or frustrating 

online practices might lead to resistance in future participation, 

primarily due to the heightened perception of risk (Gunaratne et al., 

2022). This can lead to an improvement in the amount of online 

banking service usage. On the contrary, banks that fail to ensure full 

privacy will lose their elderly users‟ confidence, and as a result, 

they might stop using their services altogether (Kala et al., 2022). 

a) Discomfort: 

      Discomfort refers to considering technology as unmanageable 

and believing it to be overwhelming due to its prevalence 
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(Parasuraman, 2000). Some elderly users use technology, but they 

lack adequate skills, which leads to a disconnection from its usage. 

Most of them are not familiar with digital technology, as they did 

not learn it while they were young. This is the main reason why the 

elderly face problems when dealing with digital technology services 

and opportunities (Smith, 2014). For the elderly to ensure 

engagement in the digital age, they should acquire suitable skills 

and involvement (Funmilola O. O. & Tolulope A. A., 2020). A 

study conducted by Piiparinen (2014) on the attitude of elderly 

online banking users in Finland aimed to understand why they are 

reluctant to use online banking. The results showed that they avoid 

online banking due to a lack of opportunities to use it or a lack of 

understanding of how to use computers. Similar results were 

obtained in a study conducted in the USA by Rock, Hira, and Loibl 

(2010), which found that the decline in online banking usage 

among the elderly is due to the complexity of banking websites, 

which might lead to confusion. Consequently, they prefer face-to-

face communication with bank employees. Senali (2017) explored 

the reasons why elderly Australian users are not significantly using 

mobile banking applications. The study revealed that some elderly 

individuals lack the skills to use these applications, some choose 

not to use them for psychological reasons, and others face 

technological barriers. Another study conducted by Camilleri and 

Grech (2017) showed that the primary reasons for the declining 

usage of Internet banking among the elderly in Malta are Internet 
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shortages, the absence of human interaction, the unavailability of 

information about online services, and a lack of knowledge about 

using computers. The authors recommended that to improve 

Internet banking usage, banks should simplify platform designs, 

add suitable guides, and encourage family and friends to motivate 

the elderly to use online banking services. Elderly users sometimes 

prefer using ATM services over Internet banking due to the 

traditional procedures they follow when using ATMs and because 

they perceive Internet banking as difficult, time-consuming, and 

insecure (Martinsa, C., et al., 2013). 

b) Insecurity:  

      Perceived security refers to how users believe that the actions 

taken by sellers in using technology are appropriate and 

consequently free of risk. It relates to the level of confidence end-

users have in web techniques to transfer confidential information 

(Gunaratne P., et al., 2022 & Merhia, M., et al., 2019). Cyber 

intrusion is considered one of the main reasons why users avoid 

retrieving confidential information online. This concern also 

applies to mobile banking applications, affecting elderly 

engagement levels. Insecurity is regarded as the greatest threat to 

adopting Internet banking, as users fear data breaches by hackers. 

As a result, insecurity is one of the most significant obstacles to 

the usage and development of mobile and e-banking (Merhia, M., 

et al., 2019). Worrying about financial loss for elderly users will 
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be to lose money because the organization offers distorted 

services. Elderly users are unlikely to accept technology that 

carries the possibility of financial loss. Regarding Internet 

banking, they will avoid any technology they associate with 

financial loss due to distorted services or breaches of personal 

information by third parties, which could result in the misuse of 

this information (Jibril, B., et al., 2024). 

      The expansion of E-banking technology necessitates the 

implementation of security procedures. Since the elderly do not 

directly control the technology, they rely on security measures 

provided by banks, such as passwords, validation processes, and 

secret phrases. Additionally, E-banking service providers ensure 

robust security procedures for their end-users. Therefore, 

perception of these procedures, based on their experience, 

becomes crucial. Currently, the elderly are more concerned about 

E-banking security, and any inconsistencies they encounter while 

using e-banking services can negatively impact their trust and 

usage (Kala K., et al., 2022). 

      Elderly users often worry about the security of their 

confidential information, whether personal or financial, when 

dealing with unfamiliar websites and technologies. Other 

factors contributing to perceived risk include their inability to 

tangibly inspect the products they are considering, lack of 

control over the security of their confidential information, and 

concerns about receiving incorrect products, services, or 
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information (Gunaratne P., et al., 2022). Previous studies in 

Nigeria demonstrated a negative effect of the perceived fear of 

financial loss (insecurity) on users' intention to use online 

banking (Jibril, B., et al., 2024). Enhancing factors that 

positively influence their perceived security can increase the 

likelihood of acceptance (Gunaratne P., et al., 2022). 

      There is a positive relationship between perceived security 

and user's intention to use e-banking services. Moreover, clarity 

and reliability positively affect their perceptions of security, 

while concerns about confidentiality negatively impact their 

perception (Gunaratne P., et al., 2022). Trust and security have 

been identified as significant barriers to E-banking usage in 

Thailand, particularly among individuals not currently using 

these services. They often lack the trust needed to conduct 

financial transactions online and are reluctant to adopt e-banking 

services (Martinsa, C., et al., 2013). Numerous studies focus on 

the factors influencing mobile financial services usage, 

emphasizing the novelty of these technological advancements, 

particularly for elderly users who may require guidance or 

training. Security and trust are among the most critical 

considerations for this group, as these factors significantly impact 

their willingness to adopt, approve, and utilize mobile banking 

services (Jibril, B., et al., 2024). It has been observed that elderly 

users‟ concerns about privacy and security surpass their 

expectations regarding bank customization. Despite the rise in 
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internet fraud, elderly users' usage of e-banking services has not 

been significantly affected due to their increased trust in these 

services. Consequently, banks should prioritize trust and security 

issues, addressing their concerns promptly and effectively. While 

elderly users are not inclined to change E-banking providers due 

to the limited customization of digital platforms, they are likely 

to do so immediately if they encounter security or privacy 

shortcomings (Gunaratne P., et al., 2022).  

Based on the above, the researchers propose the following 

hypothesis: 

H1c: There is a significant relationship between Perceived risk 

and E-banking services usage. 

2.2 Reflections on the international 2030 sustainability 

perspective for usage of E banking for elderly users: 

      If sustainability perspectives for 2030 agenda emphasize the 

need of the public sector to tailor policies towards technological 

innovation therefore, in this study we are also on suggestions to 

sustain the behavior of the end-users of the service of E-banking. 

According to (Brown & Garcia, 2018), the financial empowerment 

and well-being of the elderly users is a direct result stemming from 

the use of E-banking services which puts a greater challenge as well 

on the banks to improve the long-term use of their e- services. This 

includes huge investments in technology and cyber security 

systems to maintain credibility for their users, (Chang and Wang 

2021). In 2003, the UN announced Public Service Day (UN,2016) 
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encouraging public institutions to implement sustainable 

Development goals by ensuring effective and equitable innovative 

delivery of services in all sectors.  According to Byanyima, (2015) 

public service delivery requires adequate financial resources and 

prioritization of target segments to ensure equity in an era of 

digitilization and innovation. From the perspective of SDG 10 

related to Inclusion, governments must support mechanisms of 

including elderly population usage of public services to create the 

value for sustaining diversity regarding age and capacity for 

learning (Abhayawansa et al. 2021). 

      Omotayo and others in (2020) studied The Case of Internet 

Banking Use and Non-Use among elderly citizens in Ekiti State, 

Nigeria. The study revealed their fragility and their need for 

assistance as 34.4% under study preferred visiting the bank for 

their financial transactions, while 37.5% were not interested in 

the use of E banking services and 15.6% did not have the ease of 

learning and using these services. In south Africa, a study by 

Msweli (2020), indicated that a lack of knowledge and 

understanding, security, trust, demographic factors, language, the 

complexity of mobile banking applications, and resistance to 

change are barriers that influence adoption of mobile banking 

services. In Cameroon on the other hand, internet penetration rate 

for the elderly is 30% since 2020 which needs further efforts 

especially from national banks to highlight the effective benefits 

behind the service (Kamdjoug, 2022). In sub-Saharan Africa, 
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Abdul Bashiru (2024) showed internet banking adoption by the 

elderly to remain relatively low in the region e.g. Ghana invests 

to bridge the gap of digitalization, but still non-adopters of the 

technology of internet banking reaches 18.7 million because of 

the risk of fraud. Another study by Eghebi, in UK (2019) showed 

that the benefits from E-banking such as IT competence, social 

implications and the security issues, are significant factors in the 

explanation of elderly usage symptoms for E banking. In a global 

perspective, according to (Apak et al., 2012), banking is 

essential, but banks are not, which implies that with 

technological advancement E-banking seems to be a necessity 

and not just an alternative. In Spain the percentage of use for 

Internet banking is just 32% in general but diminish to 24% and 

15% for ages 55-74 respectively (Gaitan et al. 2015). Estonia in 

Eastern Europe is leading Internet banking with a proportion of 

18 percent of the population on world rankings, they present a 

free of charge easy to- use software (Mia, 2007). Ainin et al. 

(2005) and (Laukkanen et al. 2007) related their research to a 

dual relationship between age and E-Banking adoption as the 

elderly citizens have negative attitude towards the usage of 

services. They reflected on Sohail (2004) who argued that age 

and educational qualifications of technology adoption had a 

minimal impact on E-banking usage and on the other hand more 

factors intervened like accessibility, awareness and trust in 

device technology are more important factors.  
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2.3  An overview of the Banking sector in Egypt 

      The Central Bank of Egypt (CBE) concentrates mainly on 

enhancing financial inclusion by integrating important ministries and 

officials to increase financial services reach. The main reason for this 

is to have sustainable finance and to stabilize the economy, as it was 

recorded in March 2024 that the users of financial services are 47.4 

million.  The most important thing for the CBE is to construct and 

improve the e-payment system's financial infrastructure and to 

guarantee their accessibility and safety following international 

standards, as they affect attaining and guaranteeing financial 

stability. The CBE takes successful steps to strengthen user safety 

principles and improve user trust in the banking sector. This is done 

by following the regulatory instructions concerning improving the 

delivery of financial and banking services and making sure to 

preserve users‟ rights, to increase users‟ confidence in the banking 

sector and reach financial stability (CBE annual reports, 2024). In 

this direction, Bank Misr advocated a new innovation of application 

in the digital market of banking users, and it will be ready by 2025, it 

is called” Nexta” which is a service platform that provides an 

accessible banking experience with insurance against risk and total 

ease of use because of the features of Biometrics for each user to 

enhance the E-banking services experience with the elderly across 

Egypt (ElKady, 2024). On the other hand, to financially include 

segments of the elderly Egyptian users who suffer from disabilities 

in many forms Bank Misr took the initiative to introduce the “Al-
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Momken” program (ElKady, 2024). This falls under the umbrella of 

the Central Bank‟s effort to ensure equitable delivery of banking 

services to all segments of society, and it includes also a customized 

training program for employees of government banks to learn how to 

deal with different age groups with different disabilities. According 

to the circular for 30-9-2021, by the Central Bank of Egypt, there is a 

direction for a one-stop-shop service for the e-banking services for 

the elderly population aged 65-up to avoid congestion in delivery. 

(CBE, 2021). 

3. Research Framework: 

Based on the above, the researchers suggest the framework below. 

 

 

 

 

 

 

 

Fig (1): The research proposed framework 

 Source: Developed by the researchers 
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4. Research Design and Methodology 

      This research is Qualitative in nature, the researchers will rely 

on in-depth interviews. The research population is as follows: 

a- All Elderly Users of Egyptian E-Banking Services  

b- All Public Banks that operate inside the Egyptian Market. 

      The Research sample is planned to be derived from greater 

Cairo residents. The research sample is a non-probability 

purposive sample drawn from elderly users of Egyptian E-

Banking Services aging (60 +).  

      The sample also will include the largest two public Egyptian 

Banks according to their market share in pension systems as 

follows: National Bank of Egypt (NBE) and Bank Misr (BM). 

      Since there is no specific framework for this community the 

researchers decided to determine a selection of 30 respondents with 

a confidence level of 95 % and error limits of 5%.  The approach 

used in this research is qualitative, accordingly, the researchers 

relied on NVivo software to interpret the collected data. 

5. Research Results and Discussion 

5.1 Descriptive Statistics 

      The descriptive statistics analysis illustrates that the gender 

distribution is evenly split, with female respondents comprising 

50% of the total and male respondents making up the remaining 
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50%, and the Age of the respondents aged from 60 to 65 years 

old is 40 %, 26.7% of them aged from 66 to 70 years old, 16.7% 

of them aged from 71 to 75 years old, while 16.7% of them aged 

from 76 to 80 years old. As for the Education level, the results 

showed that 10% of respondents have a high school education, 

53.3% of them hold a university degree, and 36.7% of them have 

completed a postgraduate degree. 

5.2 In-depth Interview Analysis 

 Bank Account Ownership 

      It was found that all respondents agreed that they have a bank 

account with NBE and BM. However, not all respondents have only 

one bank account; some respondents possess more than one account. 

 Awareness of E-banking Services Provided by Banks 

      All respondents indicated that they are aware of the E-

banking services provided by their banks. This suggests that 

there is a strong understanding among the participants regarding 

the digital banking services available to them, highlighting the 

widespread adoption and knowledge of online banking options. 

 Usage of E-banking Services Provided by Bank 

      The data showed that nearly all respondents utilize the E-

banking services offered by their banks, with 96.7% highlighting 

the widespread adoption of digital banking among participants. 

However, one respondent, a female aged 81 with a high school 

education, reported not using these services by herself. 
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 Preferred Banking Services: Physical vs. E-banking 

      The respondents indicated that 63.3% preferred E-banking 

services, while 20% favored physical banking services, either 

through the branch or the call center. Additionally, 16.7% of 

respondents preferred both services, indicating that they would 

visit the branch when necessary, such as for handling large 

amounts of money or addressing specific needs. 

 

Table (1): frequency distribution of respondents according to 

their preferred banking services by their gender, age range, 

and educational level (n=30) 

                               Preferred Banking Services 

 

Demographic Characteristic 

Physical E-Banking Both Total 

Gender 

Female 
Frequency 4 9 2 15 

Percentage 26.7% 60% 13.3% 100% 

Male 
Frequency 2 10 3 15 

Percentage 13.3% 66.7% 10% 100% 

Age Range 

60 – 65  
Frequency 1 2 9 12 

Percentage 8.3% 16.7% 75% 100% 

66 – 70  
Frequency 3 1 4 8 

Percentage 37.5% 12.5% 50% 100% 

71 – 75  
Frequency 0 1 4 5 

Percentage 0% 20% 80% 100% 

76 – 80  
Frequency 2 1 2 5 

Percentage 40% 20% 40% 100% 

Educational 

Level 

High School 
Frequency 2 0 1 3 

Percentage 66.7% 0% 33.3% 10% 

University 

Degree 

Frequency 3 5 8 16 

Percentage 18.8% 31.2% 0.5% 53.3% 

Postgraduate 

Degree 

Frequency 1 0 10 11 

Percentage 9.1% 0% 90.9% 36.7% 
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13.3% 

60.0% 66.7% 

13.3% 10.0% 

Female Male

Physical E-Banking Both

 

 

 

 

 

 

 

 

 

 

Figure (2): relative distribution of respondents according to 

their preferred banking services by their gender 

      The previous Table (1) and Figure (2) illustrate that the 

banking preferences show clear gender differences. Among 

female respondents, E-banking is the most popular choice, with 

60% relying on it, followed by 26.7% who use physical banking 

and 13.3% who use both methods. Males exhibit a similar trend, 

with 66.7% favoring E-banking, but slightly fewer rely on 

physical banking with 13.3%, and 10% using both. These 

findings highlight E-banking as the dominant choice for both 

genders, but females show a marginally higher likelihood of 

using physical banking compared to males. 
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66.7% 

18.8% 
9.1% 

0.0% 

31.2% 

0.0% 

33.3% 

0.5% 

90.9% 

High School University Degree Postgraduate Degree

Physical E-Banking Both

Figure (3): relative distribution of respondents according to 

their preferred banking services by their educational level 

       The previous Table (1) and Figure (3) illustrate that 

education plays a critical role in determining banking 

preferences. Respondents with a high school education 

predominantly rely on physical banking (66.7%) and show no 

usage of E-banking alone, reflecting potential barriers such as 

limited digital literacy. University degree holders display a more 

balanced approach, with 31.2% favoring E-banking and 50% 

combining both methods. Postgraduate degree holders exhibit the 

highest flexibility, with 90.9% using both physical and E-

banking, and minimal reliance on either method alone. 

 Feelings toward E-banking 

       In response to the question about their feelings toward E-

banking, all respondents expressed that E-banking is easy to 
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access, helps them complete banking tasks more quickly, is 

convenient to use, and reduces both time and transaction costs. 

Most of the respondents also mentioned that they use E-banking 

due to encouragement from their bank, as well as support from 

family and friends. Also, they are aware of the benefits E-

banking offers and they possess the necessary skills to use 

computers, smartphones, and ATMs, in addition to having the 

knowledge and resources to access the internet.  

        Some respondents shared comments in response to this 

question. One respondent mentioned that E-banking can be 

accessed at any time since it doesn‟t have specific working hours. 

Another respondent noted that a lack of knowledge about how to 

use a computer, smartphone, or ATM makes E-banking difficult. 

Meanwhile, another respondent stated that having internet access 

makes E-banking easy, but only if one knows how to use the 

internet effectively. 

 Easiness of Logging into the System through E-banking 

Service 

      The results also showed that 93.3% of respondents found 

logging into the system and completing transactions through E-

banking services easy, while only 6.7% of them reported that 

they found the process difficult to manage. 

      One respondent stated that while the process is easy, she 

prefers to share her credentials with a family member to complete 

the transactions, as she lacks the patience to do it herself. 
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Another respondent, who found logging into the system and 

completing transactions through E-banking difficult, mentioned 

that he struggles with signing in and remembering his password. 

 Perceptions of the Simplicity of Using Digital Banking 

      Most respondents believe that using digital banking is simple 

and not exclusively designed for individuals who master 

technology. However, some respondents feel that digital banking 

is tailored for technologically proficient users. Others noted that 

basic technological knowledge, such as understanding the steps 

and remembering passwords, is necessary to effectively use 

digital banking. 

 Evaluating the Speed, Accuracy, Availability, and 

Dependability of E-banking Channel 

      A significant percentage of respondents agreed that the E-

banking channel offers acceptable speed, accuracy, availability, 

and dependability. However, several concerns were raised 

regarding its speed and reliability. Some respondents expressed 

fears of hacking, while others worried about internet speed 

issues. Additionally, a few mentioned that bank systems 

occasionally go offline, and ATMs can sometimes be 

overcrowded or run out of cash. Notably, respondents rarely rely 

on the web for their E-banking needs, preferring other channels 

such as mobile apps or ATMs. 
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 Challenges and Issues Faced in Using E-banking Service 

      The challenges faced by the respondents primarily revolve 

around two main areas: challenges related to using E-banking 

applications (such as mobile apps or Instapay) and challenges 

associated with using ATMs. For the applications, difficulties 

include slow internet speed, unstable network connections, frequent 

password changes by the bank that users may forget, leading to 

account lockouts, the unavailability of certain services, delayed 

updates, confusion caused by one-time OTPs, limited interest in 

technology, and high costs associated with updating iOS. 

       For ATMs, the challenges include crowded machines, server 

downtimes, machines running out of money, cards without Wi-Fi 

capability that can become stuck in the machine in case of errors, 

missing information on screens, limited ATM availability in 

some locations, and instances where money is withdrawn from 

accounts but not dispensed physically. 

 Evaluation of the Service Level Provided by E-banking 

Providers 

       A large percentage of respondents agreed that the banks 

provide a high level of E-banking services. However, some 

respondents indicated that the service level is good for online 

services but poor for in-person interactions. A few reported a 

lack of updates on the available services, while others stated that 

the service level is moderate, particularly because ATMs do not 

always have money available. Some mentioned limitations in 
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customer service, and some respondents expressed concerns 

about internet connectivity and system updates. Additionally, one 

respondent noted that they did not believe any other bank offered 

better services than NBE. 

 Evaluation of the Usefulness and User-Friendliness of E-

banking Services 

      Many respondents agreed on the usefulness and user-

friendliness of E-banking services. However, one respondent 

noted that although the services are useful, they are not 

particularly user-friendly. Another respondent mentioned that the 

ease of use depends on the user's skills, as some level of expertise 

is required to navigate them effectively. One respondent 

suggested that simplifying the instructions, especially with 

human assistance for the elderly, would add value. Additionally, 

one respondent said that the services are somewhat complicated. 

 Evaluation of the Quality of Information Provided by E-

banking Services 

      Most respondents agreed that the information they receive 

through E-banking services is of high quality, with easy 

navigation and up-to-date content. However, one respondent felt 

that customer service provided more updated information than 

the E-banking system. Some respondents mentioned difficulties 

in navigating the E-banking systems on their own, while one 

noted that navigation improves with practice and frequent use. 

Additionally, one respondent expressed frustration, stating he 
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wasted several hours trying to apply his request without success, 

feeling that he needed an intermediary to resolve the issue. 

 Ease of Using the E-banking Guide 

      Many respondents think the E-banking guide is easy to use. 

However, one respondent commented that they found it very 

boring, while another described it as silly. One respondent noted 

that there is no guide available in the application, and the ATM 

requires personal assistance. Some respondents mentioned that 

the E-banking guide is not easy to navigate at all, with others 

expressing that customer service is more helpful in this regard. 

Additionally, one respondent stated that the E-banking guide is 

complicated, and they often forget their password. 

 Feelings and Reactions When Facing Issues with E-banking 

      Most respondents stated that they feel embarrassed, particularly 

for simple issues, while others view it as a normal occurrence. One 

respondent mentioned feeling panic when encountering a problem, 

while another expressed frustration. One respondent was terrified 

when her account was hacked. Several respondents indicated that 

rather than feeling embarrassed, they typically call customer service 

to resolve any issues with the E-banking service.  

 Opinion on Using E-banking Versus Physical Banking 

      Over 75% of respondents believe that E-banking services are 

more advantageous than physically visiting the bank. However, 

both E-banking and physical banking have their respective 

advantages and disadvantages. The advantages of E-banking 
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include saving time, cost, and effort, as well as being faster, more 

transparent, and making life easier. On the downside, there are 

some concerns about online transactions and some individuals 

lack the knowledge to access the information they need through 

E-banking. In contrast, physical banking offers the benefit of 

personal interaction, allowing for direct communication with 

bank staff, providing more personalized assistance, and offering 

the opportunity for in-person consultations. However, physical 

banking has its disadvantages, including additional charges, long 

waiting times, and the inconvenience of stairs in some locations. 

 Opinion on the Level of Protection in Internet Banking Platforms 

       All respondents agreed that the level of protection provided 

by the bank on the Internet banking platform is very strong. One 

respondent mentioned that mistakes are rare. Another respondent 

stated that the application and website are highly secure, but 

noted that ATMs are more vulnerable, as sometimes they 

overhear people behind them correcting their transactions, which 

he attributed to the Egyptian culture. One respondent shared that 

she is always afraid to share her information. However, another 

respondent said he feels reassured due to the warning messages 

sent by the bank. Some respondents emphasized that they trust 

their bank, considering the protection level to be excellent. 

 Disputes Regarding Loss of Money in Bank Accounts 

       The results illustrated that 86.7% of respondents didn‟t have 

any dispute with their bank over a loss of money in their account, 
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while 13.3% of them had such a dispute. Most of the respondents 

expressed trust in the bank's handling of transactions, believing 

that if they lose money through E-banking, it will be refunded 

based on their prior experiences or expectations. One respondent 

mentioned that while the money would eventually be refunded, it 

would require several arguments with the bank. Another 

respondent noted that having good relations with bank staff 

might be essential to securing a refund. One respondent shared a 

negative experience where a transaction on an ATM failed, the 

money was not dispensed, and losing the receipt prevented them 

from recovering the funds. Some respondents stated that if 

money is lost, it is the bank's responsibility, and therefore, the 

money should be refunded. A few respondents noted that public 

banks are generally better than private banks in this regard. 

 Opinion on the Amount of Personal Information Held by 

E-banking Service Provider 

      All the respondents believe that the amount of personal 

information held by their bank for E-banking services is reasonable. 

One respondent noted that the information helps him feel safer, as it 

prevents anyone from conducting transactions on his behalf. Another 

respondent mentioned that he is not concerned about the information 

held, as the bank occasionally asks for additional details when 

receiving money or processing transactions. Additionally, one 

respondent emphasized that the amount of information held is in line 

with the bank's level of protection. 
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 Bank Sharing Personal Information with Third Parties 

      The results showed that 93.3% of respondents believe that 

their bank does not share personal information with third parties 

for advertising or other purposes, while 6.7% of them believe 

that their bank shares their personal information.  

      One respondent emphasized that the bank can't do so. Another 

respondent expressed trust in the bank, suggesting that if personal 

information were shared, it would be due to unethical behavior by 

an employee, without the bank's knowledge. Some respondents, 

however, had doubts about the security of their information. One 

respondent speculated that the bank may unintentionally share 

personal details, while another mentioned that only basic 

information such as names and phone numbers might be shared. 

Another respondent was certain that the bank shares personal 

information, citing concerns over employee control. One 

respondent mentioned receiving numerous advertising calls and 

questioned how her phone number was obtained! 

 Perception of Data Safety and Privacy in E-banking 

      Most respondents feel confident that E-banking transactions are 

secure, with their data being protected from external access and 

processed accurately to the intended destination. However, one 

respondent expressed that while they trust the system, they do not 

consider it 100% trustworthy. Another respondent highlighted the 

bank's reliability, sharing a personal experience where the bank 
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proactively contacted him to correct a wrong account number before 

successfully processing the transaction within 48 hours. 

      On the other hand, some respondents voiced concerns about 

the possibility of hackers, especially from outside Egypt, gaining 

access to their data. One respondent specifically expressed worry 

about the potential for hackers to steal money 

 Future of E-banking Considering Rising Cybersecurity Threats 

      Most respondents expressed a positive outlook on the future 

of E-banking, despite the growing concerns about cyber fraud. 

They emphasized the need for banks to enhance their E-banking 

security measures and to actively communicate these 

improvements to users to maintain their trust. If banks fail to do 

so, the users might revert to physical banking. Additionally, 

respondents suggested implementing a clear protocol for 

addressing hacking incidents and possibly offering insurance for 

customer accounts. 

      Some respondents believe that the increasing rate of cyber 

fraud could push E-banking systems to become more secure. 

However, one respondent warned that rising cyber fraud could 

undermine trust in the reliability of online banking, posing a 

threat to the future. Others expressed concerns about the potential 

for theft due to cyber fraud, with one commenting that human 

nature is prone to theft. 

      To mitigate the risks of cyber fraud, one respondent offered 

advice on avoiding cyber fraud, such as refraining from sharing 
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personal information, not using debit cards for online shopping, and 

avoiding online updates to bank accounts. Another respondent 

noted that the level of trust and perception of risk will influence 

people's willingness to continue using E-banking services. 

5.3 Discussion 

      The current paper presented a conceptual framework aiming to 

have a better understanding of elderly behaviours through using 

technology in the context of technology readiness levels in e-

banking-provided services. It can be concluded that technology 

readiness shows a critical potential in shaping elderly users' 

behaviours since most of the interviewed respondents perceived 

great usefulness and lots of benefits from using different forms of E-

Banking. This confirms the acceptance of H1 and agrees with the 

results of the following studies (Ramirez - Correa et al., 2023; Blut 

and Wang, 2020). However, some respondents highlighted that 

internet connectivity and speed as their main concerns.  They also 

added that some of the ATM cards do not support Wi-Fi which 

might lead to withdrawal of the card in some cases (Forgetting the 

password), as some of them mentioned that memorizing passwords, 

details or steps shapes a challenge for them at their age. Some 

respondents also mentioned that they might feel embarrassed in front 

of others if they faced any problem while using E-bank services, 

others expressed that they felt angry since they should go to the 

branch and panic when someone got hacked. Accordingly, H1a and 

H1b are accepted, which in turn agrees with the following study's 
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findings (Kamel and Assem, 2002; Ferilli et al., 2024; and 

Nayanajith et al., 2021). 

      Moreover, most of the users trusted the level of protection for 

the use of internet platforms and the safety of their personal data 

usage, and they highlighted that they have good faith in their 

banks. They also added that cyber fraud and hacking are a great 

threat and are expected to increase in the future and the banks 

have no other choice but to increase their protection level. As a 

result, H1c is accepted, which aligns with the results of (Martinsa 

et al., 2013; and Kala et al., 2022).  

6. Conclusion 

      The current paper studied the technology readiness behavior 

among Elderly users in the context of Public E-banking services 

in the Egyptian market. Perceived ease of use, perceived 

usefulness, and perceived risk related to security and discomfort 

were the main dimensions for tackling the technology readiness 

level. Consequently, the paper results validate the research 

conceptual framework, reinforcing that technology readiness 

plays an important role in achieving satisfaction among elderly 

users for all the E-banking services provided. 

      Moreover, the paper in hands points out that the level of 

performance and expectancy from the perspectives of elderly 

users are considered drivers of perceived usefulness. The 
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findings also confirmed a positive outlook on the future of E-

banking from a Technology readiness perspective. However, 

there are growing concerns around cyber fraud from the 

perspective of perceived risk related to insecurity. The current 

paper emphasizes the need for banks to enhance their E-banking 

security measures and to actively communicate these 

improvements to users to maintain their trust. 

7. Theoretical Implications 

      The current paper contributes to the Behavioral Economics 

theory which aligns with both the Social marketing theory and 

public policy implementation (Chetty, 2015), and which is a 

reflection on better understanding decision making and how 

cognitive biases and emotional reactions influence the 

direction towards users‟ attitudes and choices, by aligning a 

novel focus on the technology readiness perspective among 

Egyptian elderly users of E-banking services, which benefits 

the service-providing banks, and society as well. This research 

incorporates the Technology Acceptance Model (TAM) theory 

in assessing the level of technology readiness among elderly 

Egyptian E-banking users. Only a few previous studies in the 

literature integrated technology readiness and its effect on 

consumer usage of the provided services in the Egyptian 

context in many sectors. However, the paper in hand focused 

on elderly users in the banking sector. 
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8. Practical Implications  

     Policymakers are advised to integrate platforms with ultimate 

security and privacy levels as well as designing more user-

friendly security measures, such as biometric authentication 

which will guarantee providing trustworthy E-banking services. 

Also, offering interactive platforms would provide more 

assistance to elderly users. 

      Extending financial consultancy and promotional incentives 

through dealing with the bank's online platforms will reinforce 

users‟ trust in E-banking services, thus encouraging the elderly to 

rely more on E-banking services which will eliminate the burden 

on physical branches. 

       Additionally, the results suggested implementing a clear 

protocol for addressing hacking incidents and possibly offering 

insurance for elderly accounts, as the increasing rate of cyber 

fraud could make E-banking systems more insecure. 

      It is also suggested that holding returned or rejected transfers 

shouldn‟t take a lot of time as it usually takes 15 working days to 

resolve the issue. Customers can accept this in small amounts of 

money, but it is not accepted with larger amounts of Money as it 

affects the satisfaction and technology usage/reliance level. 

9. Limitations and Direction for Future Research 

      The present paper's findings should be interpreted with some 

caution based on several limitations. However, necessary 

corrective actions have been taken to minimize the possible 
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effect of these limitations on the results. Since this research is 

qualitative, generalizing the findings is inherently limited. 

      Moreover, the data of this research were obtained from a 

specific demographic group: elderly users of E-banking services. 

However, the researchers anticipate that applying the proposed 

conceptual framework in other demographic groups or other 

sectors may lead to different findings. 

      Lastly, the current paper prioritizes technology readiness level 

but does not consider other factors, such as emotions, attitudes 

represented in E-trust, or other barriers that elderly users might face. 

      Future research is recommended to measure the effect of security 

and privacy concerns on the adoption behavior of elderly users.  

      Future research also should keep on exploring the elderly 

users‟ behaviors and interactions with technology but with 

different contexts such as E-government platforms, E-health 

platforms, and commercial platforms. 

      Conducting similar research in other Egyptian cities is 

believed to provide a deeper understanding of the effect of 

cultural, economic, and technological factors influence on the 

behavior of elderly E-banking users. 
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