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Abstract

With the rapid expansion of financial technology in Iran's banking sector, identifying the behavioral drivers of
digital banking adoption has become a strategic priority. This study investigates users’ behavioral intention to
adopt Bank Melli Iran’s “Baam” mobile application using an extended UTAUT2 framework that incorporates
trust. The target population consists of active Baam users in the Tabriz metropolitan area. Data were collected
in the summer of 2025 through a hybrid approach combining in-person and online surveys, yielding 420 valid
responses. Given the ordinal nature of the dependent variable and diagnostic evidence of heteroskedasticity,
the analysis employed two complementary methods: robust ordinary least squares (Robust OLS) and a three-
category ordered probit model. The findings consistently identify trust and hedonic motivation as the most
influential determinants of higher adoption intention, significantly increasing the probability of falling into the
“strong adoption” category. Performance expectancy and price value also exhibit significant positive effects,
while effort expectancy shows a comparatively weaker association. Overall, the results validate the
applicability of the extended UTAUT2 model in the Iranian context and underscore policy implications centered
on trust-building, user-centered experience design, and enhancing perceived value.
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Introduction

The rapid expansion of financial technologies in recent years has fundamentally reshaped the
way customers interact with banking services, transforming digital banking from a supplementary
advantage into one of the principal channels for financial service delivery. In this context, banking
applications not only facilitate routine activities such as fund transfers, bill payments, and
transaction management, but also play a pivotal role in shaping user experience, strengthening
institutional trust, and maintaining the customer—bank relationship. Nevertheless, the mere provision
of technical infrastructure is insufficient to guarantee the success of a financial platform. Alongside
evaluating efficiency and ease of use, users simultaneously voice concerns about security, data
confidentiality, the risk of transaction errors, and system reliability. Consequently, the adoption of
financial applications constitutes a multidimensional phenomenon that must be examined through
both behavioral and technological lenses.

Against this backdrop, Bank Melli Iran’s “Baam” application, as one of the country’s most
prominent digital banking platforms, offers an appropriate empirical setting for investigating the
determinants of users’ behavioral intention. The central question of the present study is, therefore,
which behavioral and perceptual factors most strongly shape users’ intention to adopt the Baam
application in the current competitive landscape.

This study is grounded in the extended UTAUT2 model, which provides greater explanatory
power for consumer behavior in digital environments than more traditional frameworks such as
TAM and UTAUT, as it captures not only functional constructs but also the motivational and value-
based dimensions of user behavior. The core constructs of this research include performance
expectancy, effort expectancy, social influence, facilitating conditions, hedonic motivation, price
value, and habit. By incorporating trust as an additional construct, the model is further adapted to
the context of fintech and digital banking in Iran. A review of domestic and international studies
indicates that, while classical factors such as perceived usefulness and ease of use have been widely
recognized, trust and perceived security also exert an independent and decisive influence in digital
financial services. Despite this, three major gaps remain evident in the domestic literature: first, the
limited application of the extended UTAUT2 model to Iranian banking applications; second,
insufficient attention to trust as a central explanatory construct; and third, the predominance of
simple linear analyses for data that are inherently ordinal and bounded. The novelty of the present
study lies precisely in addressing these gaps by integrating trust into the UTAUT2 framework within
the context of the Baam application and employing both robust linear regression and ordered probit
estimation to analyze user adoption across three levels: weak intention, moderate intention, and
strong intention.

Methodology

This study is applied in terms of purpose and adopts a descriptive-survey design with a
quantitative approach. The geographical scope of the study was the Tabriz metropolitan area, and
data were collected during the summer of 2025. The statistical population comprised all active users
of Bank Melli Iran’s Baam application in metropolitan Tabriz, whose number was estimated at
756,330 based on available records. The sample size was calculated using Cochran’s formula,
yielding 383.96 respondents. Nevertheless, a total of 420 valid questionnaires were ultimately
collected through a combination of in-person and online sampling, indicating that the final sample
size was statistically adequate for the analyses. Data were gathered using a structured questionnaire
based on a seven-point Likert scale, designed to measure the constructs of the extended UTAUT?2
model as well as the dependent variable, behavioral intention. Behavioral intention was assessed
through three items: intention to continue using Baam, intention to keep notifications and reminders
activated, and expectation of increased use over the following three months. The content validity of
the instrument was assessed and refined based on expert judgment from six reviewers, including
three digital banking specialists and three faculty members. In addition, Cronbach’s alpha
coefficients indicated satisfactory reliability for all constructs; for example, the coefficients were
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0.929 for behavioral intention, 0.918 for effort expectancy, 0.947 for hedonic motivation, and 0.926
for price value.

Two complementary analytical approaches were employed. First, robust linear regression was
used to address heteroskedasticity and adjust the standard errors accordingly. Second, given the
ordinal, discrete, and bounded nature of the dependent variable, a three-level ordered probit model
was adopted as the primary tool for analyzing levels of user adoption. In this model, behavioral
intention was recoded into three categories based on the Likert-scale range and the conceptual
distinction between low agreement, intermediate positioning, and high agreement: weak intention
for scores from 1 to below 4, moderate intention for scores from 4 to below 6, and strong intention
for scores from 6 to 7. This reclassification is more consistent with the underlying structure of the
data and, at the same time, enables a more precise analysis of the likelihood of users moving toward
higher levels of adoption.

BI, = @y + a;GEND; + atyAGE; + atzAGE? + a,INCOM,; + asINCOM? + agDum_INCOM; + O
a7PEi + agEEi + a951i + aloFCi + a’llEN]i + a]_zPVi + 0:13HAB,- + a14TRS,- + €

Results and Discussion

The results of the robust linear regression indicated that, among the constructs of the extended
model, trust, hedonic motivation, effort expectancy, and price value were the most important drivers
of users’ behavioral intention to adopt the Baam application. This finding suggests that the more
users perceive the application as secure and reliable, enjoy the experience, find it easy to use, and
consider its benefits to outweigh its costs, the stronger their intention to continue and deepen their
engagement becomes. The result further implies that incorporating trust into the UTAUT2 model in
the Iranian fintech context enhances the model’s explanatory power and yields a more nuanced
understanding of user behavior in digital banking environments.

The findings from the ordered probit model confirmed this pattern with greater precision. In this
model, hedonic motivation and trust emerged as the strongest predictors of movement toward the
“strong intention” category. Additionally, performance expectancy exhibited a positive and
statistically significant effect on higher adoption levels, whereas effort expectancy played a weaker
role, attaining significance only at the 90 percent confidence level. Goodness-of-fit indicators
suggested adequate explanatory power, with a likelihood-ratio statistic of 329.64, a significance
level below 0.001, and a Pseudo R2 of approximately 0.60. Overall, the empirical evidence confirms
that in the context of banking applications, psychological and institutional dimensions—particularly
trust and an enjoyable user experience—are at least as important as classical functional factors in
explaining user adoption.

Conclusion

The overall findings suggest that sustained adoption of the Baam application is not determined
solely by its technical and functional advantages; it also depends on users’ simultaneous perceptions
of security, trust, user experience quality, and the economic value of use. In other words, users are
more likely to reach the “strong adoption” level when they perceive the application as useful and
effective, find it easy and frictionless to use, derive satisfaction and enjoyment from the user
experience, and feel confident about its security and operational reliability. From a policy
perspective, the most important implication for Bank Melli Iran is that digital banking development
strategies should extend beyond expanding technical capabilities. Instead, they should
simultaneously emphasize trust-building, transparency in security-related communication, a simple
and appealing interface design, the reduction of ambiguity in in-app processes, and the
reinforcement of the perceived value of services. Overall, by empirically testing the extended
UTAUT2 model in the context of a widely used Iranian banking application, this study contributes
to the fintech adoption literature in Iran and provides practical evidence for policymakers and
banking managers.
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