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Investigation of Factors Influencing Consumer Initial Trust
and Intention to Use Mobile Banking Services

Gimun Kim* - Won-Woo Kim** - Ho Geun Lee***

M Abstract m

Mobile banking service has emerged as an important profit source for both banks and mobile phone service
companies. However, the growth of the mobile banking service is behind the expectation of banks and mobile
phone companies. One plausible explanation for this laggard diffusion of mobile banking may be the lack of con-
sumers’ initial trust on the service. Therefore, this study investigates the critical factors in building trust and in-
tention to use mobile banking services. Our research results show that propensity-to-trust, structural assurance,
and relative advantages of Services have significant impacts on consumers’ initial trust in mobile banking service.
Furthermore, initial trust in mobile banking service is a critical factor for adopting mobile banking services.
Contrary to our expectation, however, reputation of banks and mobile phone companies are not significant in at-
tracting consumers to mobile banking services.

Keyword : Trust, Mobile Banking, Wireless Internet
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#H AMAZE AT §3H(Convergence) AHl2
7} T8E o2 e Aotk #A4F 74, B
A BE, FAG F§ 5ol §FE Mulago]
oln] A-&3l=Elx 9k SKT7F ‘Rt An|~'g
Boe 3AF F8°] §¥E Euld AEZA
(M-Payment) AH]|2E 2002:d0] A3t o]gj 2,
2003 9€dlE LGE#A Tl Bukd W7 (Mobile
Banking) A{¥]2¢1 ‘43-&(Bank-On) AH|AE
EA18 3, ol A5 SKTS KTFE ZHzt
M-bank, K-bankel= ol§o=2 2ol W Ay
25 AAEt Atk o] 5H3e MB o)A AN
29| AANZE IAEY o]FFAIAL ¥AG] A
2 HE o] FFA AAE] 2ol WA A
HAE o] &3l 7|EuAg FA5la AFuhe
FA87] A% XNET AL 7143 s At
Huok 39, A 999 g Heta e &
PEE FF AP AL AL F de A2
FIrde ZAAY S Ad mukd W7 AR &

tFo] Feata gloHil.

a3 FAHES o8 2uiY WA AH2d

i ARAES] SHE #AdE 28] aAsL
A Age] B2 Zutd W7 Mu|2e ALgd] 4
HHes 2344 & Yok AAGAY AH| 2o
B AP ATEL 20| MH|2 AL 2F
HY BEE Hole F2F oFE Axddd tg
AT Mul 2 AFAAR e g £, 282 A
Bl AH| &l tidt A4 g A4 fEolt
I FRETH30,37,42,49). olst 2ol A&l Au]
£9] FihE Hd) Az hE nA4e A=t F
L% AAY, 2ubtd Wy Au|2o] B84t 9s)A
= MH|zo] dig a4 AJEE we o8 5
At
2t 2 d7e dHUE B2 dAFge

oAl HFWeEm e 2atd B Aulxze] g
2 Akl glojA A 27D FosTE
AL Ediz 2ot 87 Aujze] 27)208 §

Bol 9B MAE APadEL H¥stnA 8
o, @ Aulae] g 271085 27459 4
Yool 2AY NHlx g BAE o
% BAE FHSIA BTk B A7 A% B
uhe W7 Auls AZYAE B o oz
ke SHAES BHANN BAE GFF B
Y FPAAES FHSHT QE Au2 A
Agel TAEY Aulx AIES FHHE
HUZS mr FARCE sebsa vz A
2 o e £t £9¢ E 5 U8 A

olgt 7|then

2. 2 A+
2.1 =ofd W MH|20l|A ET7|422 i

i Fr7le9 BlokHd s tEo] QlE
U o8 A gdFes 23 Aol
A AF e F874d0] BaE Sttt oj¥A 2l
Al X AH7F F23 o= AAE & F W=
Foae] ARz J8 sutd & e AR
APA=T} v 27] dFolo9] & Y 4

2 AAAY Aulze 484 AYn it
of oix nA 9 A== Aol Al WE A
£ QA M E ARE D3 AHE 5
SUAL 8k7] wEel Mujag Fo HT8Q0R
Alkate] grHeg., [26,30,49)).

A9} gL diABAY ABBANM 2Ad
FE ARGl AdolAt, A=Y AEy £
3 A=PAY H7F 88 324 e 7t
A7) AFF AL A2 oW, A I ¥
E goolA @A A7HIL A3, 4,7-10, 16,
19,22, 34, 35,43, 44, 46,48, 63]. 18} A& uiet
BE 342 ol wet g9 2elg Bl
th ALE] el = AR BA 2 AkolA Y
AHE 7 e v, AgdMe gt
WA AR Gl FHE Fol A=A} 72
A QA gl met AFHE Apdakstal 9
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o, FAgeME Ao #RE Aol A
E=AQ Al =3AzIHI5)
EQ Ao i 4 A (definition of

general trust) = A5 wlt} zpolE HolT) oE
£o], Whitener et al[62]& A5 & 23~ o7 A
dete] 37k TR0 Mgt gtk A,

A E & AL dH oz P A
g 7Y B 222 iy, EX SAREL
olg g Weg AldAY BAT & gla, AA,
o Ao A T2 A 359 938 4
7] g7l (RS TS BARb tiEt 9
&< WE ¥t Bradach and Eccles[18]E 232
A AL 718 F0H o2 PEIA e BREG
FEHES AFE Jdelsta Hot F,
AFE o B #AH F58s dAd A&
2 #A AL JdstE FARE 7He] g
A d=ste 89 F9 svEla et ol%
ol¢lol = YnkA 3l A1 (general trust)el W& o}
F HoEgo] EHolM AFHL UA%E Mayer
et al[32]9 &3] AAE A7} 7 Bol Q18F
I 0t} : “the willingness of a party to be vul-
nerable to the actions of another party based on
the expectation that the other will perform a
particular action important to the trustor, irres—
pective of the ability to monitor or control that
other party.”

N E WEH NSl AGE A AAE
(23} AZFHA) Atolel] F7|zbell AR 548
o AEg B3 dAE 2eg gnei{33] 1
U Zutd W3} o] AR AH| 29 A&
o #% AteME AHPAE Alele] Faz)
€9 Adol A9 Y& 7HEE] wWEo] duky
gl A= Ads He3tes A 44X G2,
34,35]. 2313, 271 Gnitial trust)¢] 71'd[33]
ol vt} HAsittn & U} 2UXIFE Ay
2 AZAA e AHAel AT RS RS =
A4 «léﬁ}xl Z AL st B

AAE W3 xee AL uEn33].

=

iy

o

ija\rQL‘

Aol dukgl Al o] MdH Zole AZHA A
At AFPH29]. A=l g AADH A 3indi-
vidual’s disposition to trust), A =4 T (institu-
tional cues), A T2 AFHA A g HHA
2| 2 (second-hand knowledge) 52 7|&E A
Aol Ao A4g glo] AR 27 E A
# FAAE 3] HhEE dEEs 4

of A& A wet 27|43 FERET A4 ®
) wslso] AFHA N gk 7o) AUnkA
A7t HAEU33] vt 22 58 A
Fejel Zutd W AH| 29 AR E S
Ao E AEAE ATAAETHY] AHA
goargo] Ago] wuaty] wio] dury Al
lj-_“/}b 2714818 Ade He3he 2
sk o] g o] E B dAFE 2U14AF
oﬂ z?g% g 312k 38, McKnight et al[33]9]
2714 Ada d@gdol A ek W A
nj Aol 27|NEE eIt gol Adstiat
S} BZupY W AR FOlE GY)E AL
&3l Aol o AH|= 23] 5o FEAH
29 o]-gof] gis] AL FE Floj= ZHY WE A]
Hl2 A FYH 9 Au|~F Ei Rl

¢

oo o rg rlr

Aol A%

ok
_yL

2.2 B2C TAaHeolA Az oAt He

B2C AAPEAR FGA dA7A FHE 4
TES TBAo R AR ATHA &AM et
<E 1o AAFT) olEg AR AHAAE
Hopol Fas AE(], MIS Quarterly(MISQ),
Journal of Management Information Systems
(JMIS), Information Systems Research(ISR), In-
formation & Management(I&M), International
Journal of Electronic Commerce(IJEC), Omega,
ACM SIGMIS Database(ASD), Information
Technology and Management(ITM), Journal of
Computer-Mediated Communication(JCMC), Jour-
nal of Strategic Information Systems(JSIS))& o
Aoz gigom AFE A MdoZ AT A
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Z AFEZ Agsat
<HE 1>oAe} Zo] 28 A A gt
E2 72 2Rl 295 2L A" Aoy
BN P A77F gFES AR e,
A ST A BA L diez 3 3=
A5 (ZZ 270) E Ao Hotsdn, 2 4
79 tde Euky w7 Auj2oA e 4lE] AT
= AR o] FRR] ¥ ALZ YET o]
2% Ade A7 274 ARE] L2l WA A
H2 G9(Hx A W7 F)elA A= o
T7t o= A o]FolHE Aol d4PY A
e o 23k AU RS 2eid B
M| 28 ¥t 2291 W7 Au|2E AME)
HA LAEL ATGANA D3 A R
AET A g Lok 87] dFoll, L2l B3
M| 2 gL 289l &9 9Ync} 14 N8 4
Tl AoAM Heh HEg 999 § SIvH2g, 56].
a3y o] Rope] At ofF Ta4ro] dAyle]
APE Aoz ot wito] o] Rofix] B
th B2 AF7) o]Fold HaAe] glo] Btk
FH, <E 1>oA HEFo], HAZEA o]Foln
<2 Aol #g P29 ATEL AH|2 FA}
A5 7k wEEAQ) s A9S 58 g4EHE
gutdel AlglE fF 1 e WA McKnight et
al.[34, 35], Koufaris and Hampton-Sosa[29], Kim
and Prabhakar[28] 59 dFEWe] 27|NHE
tF3 9len, o] ¥ Kim and Prabhakar[28]¢]
Arto] B A9 AT FARS AE W7 A
20X 1A E 271418E ORI e AL
2 Jephgth. McKnight et al[34,35]9) @+%&
McKnight et al[33]¢] M2& 237 #A A 27
23] Aol B3 ATE o3 V|Ntez 3o A
AAY B 1A 2R AFTYA A
ol9 27142 P& AHstux g Hxe AF
ot} 1EL B& Wt AR #AA F4EHo)
R A d&aA g 4 Wdd tig o] &
7o) AEE U Fostn, 27]413 4
gk FEgade] A AFE FHPIAAUHE 1>

-

#2), 25 A9 A4S 57 9 A7k wf
@ £45d @ A4e duse ¥ 2g

(trusting beliefs)? 54 ¢ Wiv]ele] A= B9
FostEe 9= uste AE 9 X(trusting
intentions) 2 FE3tn AlFH4aldo] Aok 4
FE F3 ol T A FA PAE AT
3 F3Aeh ¥ 289 A7 Koufaris and
Hampton-Sosa[29]¢} Kim and Prabhakar[28]<]
z27128e dig A7l F&gFE v R

Koufaris and Hampton-Sosa[29)% %714 2]
MNdE udo] AFHAL] ¢ AEE AL
BEE o]Fo ALHe AoF Fosynt. 1
U o529 27]2E 4 Uig Hoje 1ol AFYH
Aol dis AFA BEE A ke HelA
McKnight et al[33]7} #Atat %7141 7 3
£ de2dx & 4 9o} “Initial trust between
parties will not be based on any kind of experi-
ence with, or firsthand knowledge of, the other
party[33].” WEtA o]&9] AFNA 271419 A
WE Myl AFgAe digk e 27327}
A o|Fo] nAZ Mujx AFAA Aleld] #
A9 7] dANA A Az Ndez o
g A& Aot

S8, <& 1>9A B%°] Kim and Prabhakar
[B]E A3 BE AFEL A2} FAlEA}
AF BAE nAz L8 Aul2 AFHA A
H| 2o th3t AlF] #AZ AAs ok Kim and
Prabhakar[28]+= 21228 9412 24¢] A1 #A)
g nA3 B A2 A Afole] FAZ v}
BEo2H A7k7 AAH AAe] 27]|AE #
AE A7t 152 97 WAZA A
3 271203 A WA7E 2] 7dse
< FYF Aolgtes Juiztel 713k 170
Hule] ZFe did H8E Frstas e 9
A2A A3t 28y 289 dFE ¢y
A AR SAEEAHLE o, Ue A B
29 A Aoz nHPS o, Aejdlle] AH|
29] Fg glo] o]& 75 E Aol ZgAthdl
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b3 A7HE NHEH S8 =
A A L i hk b REEREED] REFE TR
A7 RERERER
Inberr.let general trust * privacy
. retailing - notice
Liu et al . . .
. - access o behavioral intention
2006 1&M | laboratory consumer trust in ~ choice
experiment online bookstores ~ security
online auction al trust o institution- . .
Pavlou & gener - nstitution-based UTUSt o perceived risk
buyer trust in the - feedback mechanism }
Gefen 2004 : - . . ° transaction
field survey community of online ~ third-party escrow services . .
ISR . . intentions
auction sellers - credit card guarantees
Internet retailing | general trust * institution-based trust
Walczuch & - personality-based
Lundgren . - perception—hased NA
consurmer trust in .
2004 1&M field survey Co - experience-based
e-retailers
- knowledge-based
o perceptions about the company
- . - perceived willingness to
Internet retailing |initial trust customize
Koufaris & — perceived reputation
Hampton- - perceived size N/A
Sosa 2004 o perceptions about the web site
1&M experimental consumers’ initial trust| — perceived usefulness
survey in online companies - perceived ease of use
- perceived security control
o trust propensity
Internet retailing | general trust . ]
Gefen & Eener ° social presence
Straub 2004 | simulation 'consum(;cg trust o familiarity o purchase intentions
Omega experiment In e-proucts o disposition to trust
and e-services
. Internet banki initial trust , .
Kim & e — ° trustor's propensity-to-trust o adoption of Internet
Prabhakar el consumers’ initial trust| . o orq-of-mouth referrals b anlp;
2004 ASD eld survey in e-.Channel. as a structural assurances ng
banking medium
Pennington Internet retailing | general trust o attitude toward
et al. 20034 | experimental consumers’ perceived :SY:Z?;e(tjruvsetn dor reputation vendor
IMIS survey trust in vendors pe o purchase intent
o calculative-based trust
Internet retailing | general trust ° institution—based structural
assurances ° perceived
Gefen et al ° institution-based situational usefulness
2003 MISQ . . . od
field survey consumer trust in normality o o intended use
online vendors ° knowledge—based familiarity
perceived ease of use
. ° security control
Internet banking | general trust — authentication o attitude toward
Suh & Han - nonrepudiation using
2003 1JEC ] consumer trust in - confidentiality o behavioral intention
field survey - privacy protection to use

e-commerce

~ data integrity
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A F AA AE 78 ]
A A Algle] A3 o] 1z]o] TH Qo
] & A N A R Mg dggaql Ao FPaql
Internet retailing general trust . o perceived risk
iential ® reputation o eived usefulness
Pavlou experient o satisfaction with past percet
2003 1JEC exploratory survey, | consumer trust transactions o perceived ease of
& confirmatory in e-commerce | | frequenc use
survey y ° intention to transact
o behavioral intentions
lggal advice web initial trust - intention to follow
McKnight site o perceived vendor reputation vendor advice
ot al 2002g o perceived site quality - intention to share
JSIS. o structural assurance of the personal info. with
experiment consumer trust Web web vendor
in web vendors - intention to purchase
from site
Ba & online auction eral trust
P:vlou 2002 ﬁiger tmsts in » feedback profile(online ° price premiums
MISQ experimental survey | 0o feedback mechanisms)

' Internet retail . o disposition to trust . L
McKnight | iermet retailing | initial trust - institution-based trust frusting infenfions
et al. 2002 v trust - structural assurance - subi tiess b inJi
ISR experimental survey ?r?n\?vue?e\r/en d(?rs - situational normality 2? (Jiec Vgi probability

o perceived site quality L ng
Bhattac- E;;:ﬂ(;r)nmerce (retad general trust
heriee 2002 : . e J—
HeVES e survey rdividual frast familiarity willingness to transact
in online firms
» trustworthiness of Internet
merchant
~ ability
Internet retailing general trust - integrity
~ benevolence
° trustworthiness of Internet
Lee & shopping medium
Turban - technical competence N/A
2001 JEC ~ reliability
~ medium understanding
consumer trust | o contextual factor
field survey in Inbgmet - effectiveness of third party
shopping certification_
~ effectiveness of security
infrastructure
Jarvenpaa | Internet retailing general trust o perceived size o attitude
et al. 2000 _r consumer trust . . o risk perception
™ experiential survey i onfine Stores perceived reputation » willingness to buy
Internet retailing general trust
Gefen 2000 consumer trust | © familiarity o inquire
Omega field survey in online o disposition to trust o purchase
bookstore
Internet retaili eneral trust
Jar;ilenpaa experiential sulxlfrey - * perceived size " atfitude
et.al. 1999 consumer trust . . o risk perception
Joeme & cross-cultural | 5 el erchan] © PeTCeIVed reputation o willingness to buy
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A A2" o] FHLES ofd 54 Ade
3t JAAaTS A 50l AFEUIEY A0
Eo o3t ataEe] nFA A Ad(d : word
of mouth : WOM)& A &= Au|27t B33l
B 7 oE g AL AgY FEE FAA7)
© T8 =77 93 geA il Auxe
2L AFZH Agol flole sy AR YE
of 2u|Ate] EFAG AL FHoZ 379 A
Bol GFE e F iRl 53] ARZHE A
Z+e Hoizlel gk HB{perceived reputation)-&
grjzte] Mz zo] JFgE uAe= 8oz v}
3 QIvH1ll. AZHE AlelES HHL Alo|E9]
Y FAY 282 AHE Ao dig B3E A
THEE gARE Alold] Aszhgo] gAY 3
AAQA A¥ol gl AN AHEE F7H47)
dl E2& FvH33L A Fujte] 2 zbe) #
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o ojgfel 22 7HdE AAsGTh

7Pd 1:80A o) 2hutd 97 AHjzd o
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3.2.2 M A=Akt A9 BA

AT N0 38 wF, MAH B9,
a3 Qe Adel oA FAdHEe AdA
EAoltH25]. AFEAF 27| HIHQL Als]
Aol e A7t et [30], 53] o™ A}
Zo] Aol ek AFAHA Aoy A4 qle]
Aol Al AH o e&Esof st FFoAE o
0% AFAgo] 7ele 2718 Ao T3
g3 v A BH33]l. Amazoncoms Ude
2 3 Gefen[2112] AFolA 2123 ofuhE A}
olEo| uigt Ao F8% JFE vA= 2%l
2 golg wl gk 3 AJeY AvjAS gide
2 3 McKnight et al[34, 3519 A7-9F AEdl ¥
74 Ao 2 gk Kim and Prabhakar[28]9] A+
AME Aele] AL Al diF x7]4
FE g oA T 988 e sle
2 et meEbs olwe d7eS neeR o
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McKnight et al[33]& 7324 3L ARE 7)
o 2 5k AlF(Institution-based trust)] 3 &
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