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ABSTRACT

ThestudyexaminestheintentiontocontinueusingmobilebankingservicesamongSMEsinTanzania.
ThestudyextendedtheECS-ISmodelbyaddingthreevariables:ease-of-use,perceivedtrust,and
attitudetoaddresstheexistingchallengesincontinuanceusageofmobilebankingservices.Datawas
collectedusingaself-administeredquestionnairefromcompany’sownersandmanagers.Atotalof287
responseswereusedindataanalysis.SEMtechniquewasemployedtoevaluatethemeasurementand
structuralmodels.Thestudyfoundthatsatisfactionandattitudehaveadirectinfluenceoncontinuance
usageofmobilebankingamongSMEsinTanzania.Furthermore,confirmation,perceivedtrust,and
perceivedusefulnesshaveanindirecteffectoncontinuanceusageofmobilebankingservicesamong
SMEs.Thestudyprovidesusefulinsightswhichcouldbeusedbymobilebankingserviceproviders
toimprovebankingservicesdeliveredthroughmobiletechnology.Furthermore,thefindingswill
assistscholarsinunderstandingtheantecedentswhichaffectcontinuanceusageofmobilebanking
servicesamongSMEs.
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INTRodUCTIoN

Technologicalinnovationisrapidlychangingthetraditionalbankingapproach.Thetransitionfrom
thecostlyphysicalbranchsystemtomodernbankingrangingfromautomatedtellermachinesto
24/7e-bankingisdefinitelyanachievement(Arif,Afshan,&Sharif,2016).Theadvancementof
informationtechnologyhascertainlyprovidedbanksanduserssuchasmicroandsmallenterprises
withsignificantunitcost-savingand the required levelofefficiency foracompetitiveedge.For
example,SmallandMediumEnterprises(SME)owners/managershavetakenthelibertytoadopt
mobilebankingastheyneedlow-costaccountstotakeadvantageofsmallsavingsandmicro-credit
opportunities,aswellastoenhancethequalityoftheirservicesandincreasegrowth(Kones,2014).
Theuseofinformationtechnologyhasthereforeplacedbanksclosertotheircustomersbyproviding
convenienceandcomfortablebankingservices(Bangens&Söderberg,2011).Withthehelpofthe
internet,thebranchlessbankingsystemhasrevolutionizedthewaymicro,smallandmediumcompanies
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paytheirsuppliers,receivecustomerdepositsandsettletheirtradeswithwholesalers(Bangens&
Söderberg,2011;Ndiwalana,Morawczynski&Popov,2010).

Mobilebankingreferstoa“channelwherebytheconsumerinteractswithabankviaamobile
device,suchasamobilephoneorpersonaldigitalassistant;inthatsenseitcanbeconsideredasa
subsetofelectronicbankingandanextensionofinternetbankingwithitsownuniquecharacteristics”
(Laukkanen&Pasanen,2008).Theuseofmobilebankingtechnologycan,therefore,beconsidered
asan innovativealternativechannel to traditionalbankingapproaches suchasAutomatedTeller
Machine(ATM),internetbankingandphysicalbranch-banking(Arifetal.,2016).

InTanzania,theuseofmobilebankingtechnologypickedupsince2007whentheideawasfirst
introduced(Masamila,2014;Mwinyimvua,2013).Althoughtherearenearly50Banksinthecountry,
mostofthemareoperatinginagreatlyunbankedmarket(Masamila,2014).AccordingtotheBank
ofTanzaniaBOT(2016),mobilebankingtransactionshadreached4,411,674millionworthofTZS
194.1billionin2016.Thebenefitsattachedtomobilebankingsuchasconvenience,accessibilityand
personalizationareanindicationofitspositiveeffectsondailybusinesstransactionsinthecountry.

Otherbenefitsrelatedtomobilebankingusageparticularlyforsmallenterprisesincludeimproved
bankingfacility,easysettlementoftrade,andanimprovedsmallbusinessenvironmentduetofaster
transactionsandbettercashmanagement(Ahad,2014).Despiteitsbenefits,researchesshowthatthe
adoptionandcontinuanceusageofthistechnology-enhancedfinancialchannelbetweenMicroand
SmallEnterprisesisstilllowinTanzania(Chale&Mbamba,2015).Themajorbarrierstomobile
bankingcontinuanceusagebyMicroandSmall-sizedEnterprisesincludetechnologycomplexity,
privacyandsecurityaspectoftheservice(Arifetal.,2016;Bangens&Söderberg,2011).Furthermore,
a thorough literature review revealsnoevidence foranyempirical studieswhichhaveexamined
theantecedentsforcontinuanceusageofmobilebankingamongSMEsinTanzania.Bhattacherjee
(2001a)arguedthatthesuccessofanytechnologydependsonitscontinuanceusage.Thisisbecause
ineffectiveusagecouldleadtowastageofresourcesandeffortinvestedtodevelopthetechnology.
Thismeansmobileserviceproviderscouldnotmakeaprofit,ifusersdiscontinuefromusingtheir
services.Furthermore,itisestablishedthatthecostofacquiringnewcustomersisfivetimesthan
thatofretainingexistingcustomers(Reichheld&Schefter2000).Therefore,unlessSMEscontinue
usingmobileservices,mobileserviceproviderscouldnotachievesuccess.Duetothesereasons,
thereisaneedtoexaminecontinuanceusageofmobilebankingserviceinprovidingSMEs’services
inTanzania.InTanzaniancontext,SMEsarecategorizedasmicroenterpriseswithcapitaluptoUS
dollars2,174,smallenterpriseswithcapitalfromUSdollars2,174toUSdollars86,957,medium
enterpriseswithcapitalfromUSdollars86,957toUSdollars347,826andlargeenterpriseswith
capitalfromUSdollars347,826andabove(URT,2003).

SMEswiththeinitialexperienceofusingmobilebankingservicesareinagoodpositiontoshare
theirexperienceoncontinuedusageofthemobilebankingservicesascomparedtothosewhichhave
nopriorexperience.Therefore,thisstudyaimstoexaminethefactorsthatinduceexistingSMEswhich
areusingmobilebankingtechnologytocontinueusingmobilebankingservices.ECM-ISCmodelwas
extendedbyusingperceivedease-of-use;perceivedtrustandattitudetodeveloparesearchframework
forexaminingcontinuanceusageofmobilebankingamongSMEsinTanzania.Specifically,thisstudy
examinesthesignificanteffectsofECM-ISC’svariablesincontinuanceusageofmobilebanking
among SMEs. Furthermore, the study examines the significant effects of ease-of-use, perceived
trustandattributeoncontinuanceusageofmobilebankingamongSMEs.Thefindingsofthisstudy
couldbeusefultoTanzanianbanksandotherfinancialinstitutionsindevelopingtheirstrategiesfor
promotingmobilebankingusageespeciallyformicro,smallandmediumenterprises.Theresearch
frameworkdevelopedinthisstudycouldofferalternativestrategiesforcontinuanceusageofmobile
bankingserviceamongSME’sinTanzania.
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LITERATURE REVIEw

Theoretical Background
Governments are increasingly motivating SMEs to use ICT in their businesses since they play
majorrolesinnationaleconomies(Baporikar,2019;Ongori&Migiro,2010).InTanzania,several
institutional infrastructures have been put in place to enable smooth utilization of ICT among
SMEs.Examplesinclude,theestablishmentofcentersforeasyaccessofinformationpertinentto
thedevelopmentofSMEs,theNationalSMEspolicywhichprovidesamongotherthingsguidance
onfacilitationandadoptionoftechnologies(includingICT)(URT,2003),andnumeroustraining
workshopsorganizedbytheMinistryofIndustry,TradeandInvestmenttoempowerSMEsonICT
useinbusiness.SeveralstudieshaveindicatedhowICTcouldhelpSMEstoharnessthebenefits
ofICTinthefollowingcategories:toachieveacompetitiveadvantage,supportbusinessprocesses
anddecisionmaking.Forexample,Baporikar(2016),Kalkan,ErdilandÇetinkaya(2011),Mandal
(2016),Melville,KraemerandGurbaxani(2019)investigatedgeneraluseofICTinshapingbusiness
competitivenessandGe¨rguri-Rashiti,Abazi-AliliandDika(2013),López-nicolásandSoto-acosta
(2010) studied the roleof ICT in supportingbusinessprocessesanddecisionmaking.However,
attaining thebenefits of ICTentirelydependsonSME’swillingness to adopt andpreserve ICT
presenceintheirdailyactivities.Bankingandfinancialservicesareamongcriticalbusinessactivities
inanySMEwhichdrivesSMEstouseICT(Baporikar,2013).Oneusefulwayofmanagingfinance
inanybusinesscanbeachievedthroughmobilebanking(Beneke,2011).

Review of the literature suggests that SMEs are likely to apply theories as a platform for
determiningfactorswhichmotivatestheadoptionandcontinuanceusageofmobilebankingservices.
Differenttheorieshavebeenusedtoexaminetheadoptionofmobilebankingtechnology.Thedominant
theoriessuchasTheoryofReasonedAction(TRA),TheoryofPlannedBehavior(TPB),Technology
AcceptanceModel(TAM),UnifiedTheoryofAcceptanceandUseofTechnology(UTAUT)and
InnovationDiffusionTheory(IDT)areusedinexaminingtheintentionandtheactualusagebehaviour
whichareconsideredaspre-conditionsforinitialacceptanceofthetechnology(Bhattacherjee,2001a;
Malik,Suresh,&Sharma,2017).Nevertheless,previousstudieshaveshownthatforsustainableand
successfulutilizationofinformationsystems,post-conditionsforcontinuanceusagealsoshouldbe
examined(Bhattacherjee,2001a;Hsieh&Wang,2007).Thisisbecauseinfrequent,inappropriate
andineffectivelong-termusageofIScontributedtoorganizationalfailure(Bhattacherjee,2001a).
Variousstudieshaveexaminedthecontinuanceusageoftechnologybyusingbehaviouradoptive
theoriesusedinevaluatingtheadoptionofinformationsystemininitialacceptancestage(Hong,
Thong,&Tam,2006;Lankton,McKnight,&Thatcher,2012).However,usingadoptivetheories
havebeencriticizedbecausetheirconstructstendtoproduceinsignificantrelationshipsoveralong
periodoftimeduetoexperiencegainedbyusingthetechnology(Venkatesh,Speier,&Morris,2002;
Yin,Cheng,&Zhu,2011).Therefore,InformationSystems(IS)literaturesuggestsusingtheories
dedicatedtoexaminingIScontinuancebehaviour(Yinetal.,2011).

Expectation-ConfirmationModelofInformationSystemsContinuance(ECM-ISC)isoneofthe
theoriesdevelopedspecificallytoexaminecontinuanceusageofInformationSystemortechnology
(Bhattacherjee,2001b;Yaojun&Yongliang,2015).ECM-ISCtheorizesthatcontinuanceintentionis
determinedbysatisfaction,whilesatisfactionisdeterminedbytwofactorswhichareconfirmationand
perceivedusefulness(Bhattacherjee,2001a).Thetheoryhasbeenusedtostudydifferenttechnologies
inexaminingcontinuanceintentionandproducedasignificantrelationshipbetweenthevariables
(Bhattacherjee,2001a;Yinetal.,2011).Basedontheabovearguments,thisstudyadaptsECM-ISC
toexaminethecontinuanceusageofmobilebankingamongSMEsinTanzania.

Research Model and Hypotheses
ECM-ISCmodelwasadaptedtodevelopaconceptualmodelofthisstudy.Thisisbecausethetheory
wasspecificallydevelopedtoexamineusers’continuanceusagebehaviourininformationsystems(IS)
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(Bhattacherjee,2001a).Furthermore,inexaminingthecontinuanceusagebehaviour,satisfactionand
confirmationareamongthekeyveryfactors.Therefore,usingECM-ISCmodelwillprovideuseful
informationonsatisfactionandconfirmationfactors.Thetheorywasfurtherextendedbyaddingthree
variableswhichareperceivedtrust,perceivedease-of-useandattitude.Thisisbecause,mostofthe
studieshavehighlightedthatmajorityofthemobilebankingusersinTanzaniaaremoreconcerned
with trust issuesandcomplexityofmobilebankingapplications(Masamila,2014;Zafiropoulos,
Karavasilis,&Vrana,2012).Thisimpliesthatalowleveloftrustandcomplexityofmobilebanking
applicationalsotendstoaffectusers’attitude.Thismeansifmobileservice’susershavelowtrust
onserviceproviderswhileperceivingtheservicestobeverycomplextouse,theirattitudeoverthe
mobileservicescouldbeaffectedandtheymaystopusingtheservices.Despitethisfact,tothebest
knowledgeoftheauthors,nopreviousstudieshaveconductedanempiricalstudytoexaminethe
impactofthethreevariablesoncontinuanceusageofmobilebankingamongSMEsinTanzania.
Therefore,thisisaresearchgapthisstudyintendstofillbyexaminingtheinfluenceoftheadded
variablesoncontinuanceusageofMobilebakingamongSMSs(Figure1).

Theuser’spre-adoptionexpectationsandactualperformanceoftheinformationsystemdefinesa
user’ssatisfactionregardingtheadoptedinformationsystem(Yuan,Liu,Yao,&Liu,2016).Previous
studieshaveshownthatif theuserissatisfiedwiththeperformanceoftheadoptedsystem,then
his/herpre-adoptionexpectationsarerelativewiththeperformanceofthesystem,therefore,user’s
expectationsareconfirmedorelsearenotconfirmed(Yuanetal.,2016;Yaojun&Yongliang,2015).
Severalstudieshaveshownthatconfirmationhasapositiveinfluenceonsatisfaction(Yuanetal.,
2016).Inthisstudy,ifSMEconfirmstheirpre-adoptionexpectations,thentheywillbesatisfiedwith
theperformanceofmobilebankingandthereforetheywillcontinueusingmobilebanking.Hence,
thisstudyhypothesizesthat:

H1:ConfirmationispositivelyinfluencingthesatisfactionofmobilebankingservicesamongSMEs.
H2:ConfirmationispositivelyinfluencingtheperceivedusefulnessofmobilebankingamongSMEs.

Trust is considered as one of the most important factors in the success of mobile banking
becausetransactionsareconductedonlinewithouthumaninterventions(Bataineh,Al-Abdallah,&
Alkharabsheh,2015;Zhou&Liu,2014).Trustallowsthebanks’customerstowillinglybecome
vulnerable after using mobile banking systems and therefore the systems have to reliable and

Figure 1. Research model
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trustworthy.Mostofthemobilebankingusersaresatisfiedwithtechnologyiftheyhavehightrustin
thesecurity,privacyandconvenience(Batainehetal.,2015).Severalpreviousstudieshaveshownthat
trusthasapositiveinfluenceonsatisfaction(Dlodlo,2014).Similarly,SME’smobilebankingusers
willbesatisfiediftheyperceivemobilebankingtobetrusted.Hence,thisstudyhypothesizesthat:

H3:Perceivedtrustispositivelyinfluencingthesatisfactionofusingmobilebankingservicesamong
SMEs.

H4:PerceivedtrustispositivelyinfluencingtheperceivedusefulnessofmobilebankingamongSMEs.
H5:PerceivedtrustispositivelyinfluencingSME’sattitudetocontinueusingmobilebanking.

Perceivedusefulnessisdefinedastheextenttowhichtheuserperceivesthetechnologytoenhance
his/herjobperformance(Davis,1989).Iftheadoptedinformationsystemisperceivedtoassistthe
usertoaccomplishhis/herjobinanefficientandeffectiveway,then,thesatisfactionoftheuser
tendstoincrease(Yuanetal.,2016;Zhou&Liu,2014).Furthermore,ifmobileserviceproviders
willguaranteeavailabilityandtimelyaccesstoinformationtoservicesconsumers,theywillincrease
satisfactionandmaintainagoodrelationshipwiththeircustomers.Thiswillpreventcustomersfrom
discontinueusingtheservices.Ontheotherhand,ifserviceconsumersarelikelytostopusingthe
servicesorswitchtoalternativeserviceprovidersiftheydonotfindtheexpectedutilityfrommobile
serviceproviders.Severalstudieshaveshownthatperceivedusefulnesshasapositiveinfluenceon
satisfactionandcontinuanceintentiontousetechnology(Bhattacherjee,2001a;Yuanetal.,2016).
Thisstudyhypothesizesthat:

H6:Perceivedusefulnessispositivelyinfluencingthesatisfactionofmobilebankingservicesamong
SMEs.

H7:Perceivedusefulnessispositivelyinfluencingcontinuanceusageintentionofmobilebanking
servicesamongSMEs.

Perceivedease-of-useisdefinedastheextenttowhichauserperceivesthatusingaparticular
technology/systemwillbefreefromtheeffort(Davis,1989).Serviceconsumersarelikelytocontinue
usingservicesiftheyfoundittobeeasytouse.Ontheotherhand,serviceconsumersarelikelytostop
usingservicesiftheyfounddifficultnessonusingtheservices.Findingsfrompreviousresearchers
haveshownthatperceiveease-of-usehasapositiveandsignificantinfluenceonperceivedusefulness
andcontinuanceusageintention(Yuanetal.,2016;Zhou&Liu,2014).Similarly,amobilebanking
systemwhichiseasytousecouldbeperceivedasusefulnessandcouldincreasethelikelihoodof
intentiontocontinueusingitindifferentSMEactivities.Basedonthis,thisstudyhypothesizesthat:

H8: Perceived ease-of-use is positively influencing the perceived usefulness of mobile banking
servicesamongSMEs.

H9:Perceivedease-of-useispositivelyinfluencingcontinuanceusageintentionofmobilebanking
servicesamongSMEs.

Satisfaction is defined as the emotion-based responses shown by the user after the initial
adoptionofaninformationsystemorinformationtechnology(Maliketal.,2017;Yuanetal.,2016).
Furthermore,itisconsideredasapleasureexpressedbytheuserafterusingtheinformationsystem
orinformationtechnology.Iftheuserissatisfiedwiththevaluereceivedfromusingtheinformation
system/technology then the likelihood to continue using the information system or information
technologytendstobeveryhigh(Yuanetal.,2016).Paststudieshaveshownthatsatisfactionhasa
positiveandsignificantinfluenceoncontinuanceusageofmobilebanking(Dlodlo,2014;Yuanetal.,
2016).Similarly,ifSMEsaresatisfiedwiththevalueprovidedbyusingmobilebankingtechnology,
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theirlikelihoodtocontinueusingthemobilebankingservicesintheiractivitieswillbeveryhigh.
Therefore,thisstudyhypothesizesthat:

H10:Satisfactionispositivelyinfluencingthecontinuanceusageintentionofmobilebankingservices
amongSMEs.

Attitudeisdefinedasthedegreetowhichanindividualisfavourablyorunfavourablytoward
agiventechnology.Differentstudieshaveshownthatpositiveattitudewhichisbuiltbasedonpast
experiencesandavailableinformationhasapositiveinfluenceontheadoptionoftechnology(Fishbein
&Ajzen1975;Ma,Gam,&Banning,2017).Inthecaseofcontinuedusageoftechnology,studies
have shown that technologyuserswhoholdapositiveattitudeafter adoptionkeeponusing the
technology(Praveena&Thomas,2014).Similarlytothisstudy,SME’swithanattitudethatusing
mobilebankingcouldenhancetheiractivitieshaveahighlikelihoodofkeeponusingmobilebanking
services.Therefore,thisstudyhypothesizesthat:

H11:SME’sattitudeispositivelyinfluencingcontinuanceusageintentionofmobilebankingservices
amongSMEs.

METHod

Measurement Items and Questionnaire
The theoretical research model employed in this study composed of seven (7) constructs. Each
constructwasmeasuredusingmultiplemeasurementitems.Measurementitemswereadoptedfrom
paststudiestoensurecontentvalidity(Straubetal.2004),carefullyselectedandmodifiedtoreflect
thecontextofthisstudy(Kim&Oh,2011).Allmeasurementitemscorrespondingtoeachconstruct
inthisstudyweremeasuredusingafive-pointLikertscaleanchoredfromstronglydisagree(1)to
stronglyagree(5).Atotalofthirty(30)measurementitemsformeasuringconstructsofthestudyand
five(5)questionsforgatheringdemographicinformationofrespondentswereused.Themeasurement
itemsforconfirmationweredrawnfromBennett,Perrewé,Kane,BorgattiandPerformance(2001)
andBhattacherjee(2001b),perceivedtrustfromLeeandBenbasat(2004)andShin(2010),perceived
usefulnessandperceivedease-of-usefromVenkateshandDavis(2000),attitudefromAjzen(1991);
satisfaction from Bhattacherjee (2001b), Premkumar and Bhattacherjee (2008). Additionally,
measurementitemsforcontinuanceintentionweredrawnfromBhattacherjee(2001);Liao,Palvia
andChen(2009)andWang,Xu,andChan(2015).ThequestionnairewasdevelopedusingEnglish
language and translated to theSwahili language.This is becauseSwahili is thenative language
inTanzania.LinguisticexpertsfromcredibleInstitutionwereusedfortranslation.Thetranslated
questionnairewaspilotedtocheckifitisclearlyunderstoodbyrespondents.Furtherfine-tuningwas
donebasedonpilotstudysuggestions.

Participants and Sampling Procedures
DatawerecollectedfromSMEslocatedinDaresSalaamcity,Tanzania.DaresSalaamisthebusiness
city of Tanzania with relative higher number SMEs compared with other regions (NBS, 2016).
Therefore,theselectionofSMEswhicharebasedinDaresSalaamoffersafairrepresentationofother
SMEslocatedinotherregions.293questionnaireswerecollected,ofwhichsix(6)questionnaires
weredroppedduringdatacleaning.287questionnaireswereconsideredtobevalidandwereused
forsubsequentdataanalysis.Datacollectiontookthree(3)months,fromJanuarytoMarch2019.

Thestudyexaminedself-reportedbehavioursofSMEsownersontheirintentiontocontinue
usingmobilebankingservices.Inordertoincreasetheexternalvalidityofthedatacollected,data
werecollectedusingthequestionnairefromrespondents(SMEs)whoarecurrentlyusingmobile
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bankingservices.PurposivesamplingtechniquewasemployedtoidentifyonlySMEownersand
managerswhoarecurrentlyusingmobilebankingandwillingtocompletethequestionnaire(Etikan,
Musa,&Alkassim,2016).Thequestionnaireswerephysicallyadministeredtoonlyrespondentswith
requiredcharacteristicsandwillingtocompletethequestionnaire.Inaddition,theauthorsincluded
questionsregardinganumberofemployeesandcapitalinvestedinthedemographicpartthatreflect
differentcategoriesofSMEsintheTanzaniancontext(URT,2003).Thepurposeofthestudywas
clearlystated in thequestionnaire.Furthermore, therespondentswereassuredofanonymityand
confidentialityofdatacollected.

dATA ANALySIS

descriptive Analysis
Table 1 shows that most of the SME’s (41.9%) are in the “other” SME category. Furthermore,
findingsshowthatmostof theSMEshaveup to49employeesandwithacapital investmentof
upto200million.SMEswithcapitalUSdollar2,174–USdollar86,957and2,174orlesswere
largelyrepresentedinthesample.ThissampleiscomparabletofindingsbytheTanzaniaMinistry
ofIndustry,TradeandInvestment,whichindicatedthattheSMEsectorisdominatedbytheabove
twogroups(URT,2012).Inaddition,thefindingsshowthatmostoftheorganizations(67.5%)have
usedmobilebankingserviceformorethanthreeyearsandmostofthem(71.3%)areusingmobile
bankingmorethansix(6)timesaweekforbusinessactivities.

data Normality Assessment
Thestudyemployedmaximumlikelihoodestimation(MLE),arobustprocedureforstudiesusing
SEM(Schumacker&Lomax,2015).Thisproceduredatashouldmeetconditionsformultivariate
normality.Anassessmentofthemultivariatenormalitywasbasedonkurtosisvaluesbecausekurtosis
ismorerelevanttoSEMsinceitaffectstheestimationofvarianceandcovariance(DeCarlo,1997).
The study found that multivariate kurtosis value was101.762, which is well above the accepted
thresholdoflessthan5forthenormallydistributeddata(Byrne,2009).Nevertheless,MLEisrobust
tomultivariatenormalityviolationsgiventhatthesamplesizeisgreaterthan200andtheimpactof
violationsdiminishesasthesamplebecomeslarge(Hair,Black,Babin,&Anderson,2010;Tabachnick
&Fidell,2007).Thisstudyusedasamplesizeof287whichisgreaterthan200,thereforetheeffects
ofmultivariatenon-normalitywouldnotaffectthefindingsofthestudy.

Assessment of Quality of Measurement Model
The assessment of the quality of measurement items and the structural model was done using
covariance-basedstructuralequationmodelling(CB-SEM)technique.Thecovariance-basedapproach
iswidelyaccepteddataanalysistechniquefortestingandconfirmingtheoreticalperspectivesinIS
researchsimilartothisstudy(JoeHair,Ringle,&Sarstedt,2011).Giventhefactsthat,thestudy
aimstoconfirmthehypothesizedrelationships,CB-SEMwasfoundtobeasuitabletechniquefor
achievingthespecifiedobjectives.ThesoftwareusedwasSPSSAMOSversion24.

Thequalityofthemeasurementmodelwasevaluatedthroughreliability,constructvalidityanalysis
andmodelfitassessment.Analysisofthereliabilityofmeasurementitemswasaccomplishedby
estimatingthecompositereliabilityscores.Compositereliabilityscoreswereabove0.7indicating
thatthemeasurementitemsusedinthestudywerereliable(Fornell&Bookstein,1982).Regarding
convergent validity, Table 2 shows that AVE values are above 0.5 and the composite reliability
valueswereabove0.7.Also,Figure2showsthatthefactorloadingsforeachconstructareabove0.5
suggestingthatthethresholdlevelforconvergentvalidityhasbeenachieved(Bagozzi&Yi1988).
DiscriminantvaliditywasassessedbasedontherecommendationofFornellandLarcker(1981)and
Parolia,Goodman,Li,andJiang,(2007).Thesquarerootoftheaveragevarianceextracted(AVE)of
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eachconstructshouldbehigherthananinter-constructscorrelationcoefficient.Resultsindicatethat
theAVEofeachconstructwashigherthaninter-correlationcoefficientindicatingthatdiscriminant
validityhasbeenachieved.

Themodelfitassessmentwasevaluatedbyestimatingmodelindices.Thisstudyhasemployed
fivemostcommonlyusedmodelfit indices inISresearch:RelativeChi-Square(x2),RootMean
SquareErrorofApproximation(RMSEA),IncrementalFitIndex(IFI),ConfirmatoryFitIndex(CFI)
andTucker-LewisIndex(TLI).AsreportedinTable3,allmodelfitindiceswerewellabovetheir
acceptablethresholdvalues,suggestingagoodfitofthemeasurementmodel.Basedontheabove
statisticalanalyses,themeasurementmodelusedinthisstudywasofacceptablequality.

Assessment of the Structural Model
ThequalityofthestructuralmodelwasassessedusingmodelfitindicesreportedinTable3.Allmodel
fitindicesexceededtheacceptablethresholdvaluesasshowninTable4.Resultsofthestructural
modelassessmentsuggestthatthestructuralmodelisacceptablefordataanalysis.

FINdINGS ANd dISCUSSIoNS

After assessing thequalityof themeasurement items, thepathanalysiswasconducted tocheck
thestatisticalsignificanceof itsstructural loads.Pathsanalysisof thestructuralmodel indicates
thateight(8)hypotheticalrelationshipsoutofeleven(11)asspecifiedintheresearchmodelwere

Table 1. Descriptive information

Category % of Respondents

SMECategory

Agricultural 4.2

Trade 26.3

Tourism 6.2

Finance 21.5

Others 41.9

No.ofEmployee

1-4 33.9

5-49 47.1

50-99 12.8

100andabove 6.2

CapitalInvestment

UptoUS$2,174 36.3

US$2,174–US$86,957 43.3

US$86,957–US$347,826 15.6

US$347,826andAbove 4.8

ExperienceinUsingMobilebanking

Lessthanayear 4.8

1-3Years 27.7

Above3Years 67.5

FrequencyinUsingMobileBanking

1-3times 14.5

4-6times 14.2

7-9times 20.1

Above10 51.2

Note: Exchange rate: Bank of Tanzania – 2,300TZS = 1 US dollar
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supported.Specifically,confirmationofexpectationsofmobilebankingservicesusershavepositive
andsignificanteffectsonsatisfaction(β=0.201,p=0.005)andperceivedusefulnesstowardsmobile
bankingservices(β=0.35,p=0.000)respectively.Perceivedtrustonmobilebankingserviceshas

Table 2. Constructs AVE and CR

CR AVE CONF TR PU EOU CONT ATT SAT

CONF 0.861 0.674 0.821

TR 0.880 0.718 0.430 0.847

PU 0.828 0.549 0.550 0.394 0.741

EOU 0.805 0.579 0.154 0.181 0.158 0.761

CONT 0.661 0.500 0.505 0.315 0.394 0.136 0.707

ATT 0.859 0.605 0.099 0.365 0.258 0.040 0.287 0.778

SAT 0.817 0.599 0.390 0.407 0.316 0.106 0.339 0.472 0.774

Legend: CONF: Confirmation; PU: Usefulness; CONT: Continuance ; SAT: Satisfaction; TR: Trust; EOU: Ease of Use; ATT: Attitude; CR: Composite 
reliability; AVE: Average Value Extracted

Figure 2. Structural model assessment

Table 3. Threshold values for the measurement model

Fit Indices Measurement Model Fit 
Indices Acceptable Values Source of Acceptable 

Values

x2/ df 2.455 <3 (Bentler&Bonett,1980)

RMSEA 0.071 ≤0.08 (Byrne,2009)

IFI 0.920 ≥0.90 (Hu&Bentler,1999)

TLI 0.901 ≥0.90 (Byrne,2009)

CFI 0.919 ≥0.90 (Bentler,1990;Hartwick&
Barki,1994)
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positivesignificanteffectsontheattitudeofmobilebankingusers(β=0.204,p=0.000)andperceived
usefulness(β=0.134,p=0.004)andsatisfactionofmobilebankingservices(β=0.218,p=0.000),
respectively.Also,perceivedusefulnessofthemobilebankingserviceshavepositiveandsignificant
effectsontheattitudeofmobilebankingusers(β=0.136,p=0.006),andboththeattitudeofusers(β
=0.228,p=0.02)andsatisfaction(β=0.332,p=0.000)onmobilebankingserviceshavepositive
andsignificanteffectsonintentiontocontinueusingmobilebankingservices.Onthecontrary,the
hypotheticalrelationshipsbetweenperceivedeaseofuseandperceivedusefulness,perceivedeaseof
useandattitude,perceivedusefulnessandsatisfactionwerenotfoundtobesignificant.Theresults
ofthestructuralmodelarereportedinTable5andFigure2.Amongeighthypotheticalrelationships,
satisfactionandcontinuanceintentiontousemobilebankingservicesamongSMEshavethestrongest
relationshipfollowedbyconfirmationandperceivedusefulnessandperceivedtrustandsatisfaction.

Confirmation of expectations and perceived trust of mobile banking services were the key
predictorsofsatisfaction.Thisfindingsuggeststhatsatisfactionisthefunctionofbothperceivedtrust
andconfirmationofexpectationssuchthatwhenSMEsperceivedtrustincreasesandexpectations
afterusingmobilebankingservicesareconfirmedtheirsatisfactionleveltowardsthemobilebanking
servicesalsoincreases.AsimilarfindingisalsoreportedinstudiesconductedbyZhan,andKim
(2015);Alraimi,Zo,andCiganek(2015);Chou,Lin,Lin,andFarn(2017);VedadiandWarkentin
(2016),respectively.Apartfrominfluencingsatisfactiontowardsmobilebankingservices,confirmation

Table 4. Model fit indices

Fit Indices Structural Model Fit 
Indices Acceptable Values Source of Acceptable 

Values

x2/ df 2.321 <3 (Bentler&Bonett,1980)

RMSEA 0.068 ≤0.08 (Byrne,2009)

IFI 0.917 ≥0.90 (Hu&Bentler,1999)

TLI 0.900 ≥0.90 (Byrne,2009)

CFI 0.916 ≥0.90 (Bentler,1990;Hartwick&
Barki,1994)

Table 5. Hypotheses testing findings

Hypotheses Estimate Standard 
Error t-Values p Values

H1 CONF → SAT 0.201 0.072 2.814 0.005

H2 CONF → PU 0.35 0.059 5.977 ***

H3 TR → SAT 0.218 0.056 3.879 ***

H4 TR → PU 0.134 0.046 2.895 0.004

H5 TR → ATT 0.204 0.044 4.676 ***

H6 PU → SAT 0.112 0.092 1.22 0.222

H7 PU → ATT 0.136 0.05 2.734 0.006

H8 EOU → PU 0.05 0.06 0.826 0.409

H9 EOU → ATT -0.033 0.057 -0.583 0.56

H10 SAT → CONT 0.332 0.082 4.028 ***

H111 ATT → CONT 0.228 0.098 2.32 0.02
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alsoplaysakeyroleincementingSME’sperceptionthatmobilebankingservicesareusefultothem.
Specifically,thisfindingindicatesthatwhenanindividual’sexpectationsoftheserviceshavebeen
confirmed,theydrivethemtobelievethattheservicesareusefulandcouldboosttheirperformance.
Chang,WongandMaruthappa(2015)andHsuandLin(2015)alsofoundsimilarfindings.

Theinfluenceofperceivedtrustisalsoreflectedinitsrelationshipwithperceivedusefulness
andattitudeofSMEstowardsmobilebankingservices.Thisfindingleadstothebeliefthatperceived
trustenhancesattitudeandperceptionsoftheusefulnessofmobilebankingservicesamongSMEs.
ThisfindingcorroboratespreviousstudiessuchasAl-Debei,AkroushandAshouri(2015);Mou,
ShinandCohen(2017).

Inthisstudy,itwasfoundthatperceivedusefulnesshadaninfluenceontheattitudeofSMEs
towardsmobilebankingservices.TheattitudeofSMEsinmobilebankingservicesislikelytoincrease
ifthebenefits(usefulness)ofmobilebankingservicesontheoverallperformanceofSMEsarewell
substantiated to theusers.This finding isconsistentwithChang,Hung,Cheng,andWu(2015),
Chuahetal.(2016).Contrarytothetechnologyacceptancemodel(TAM),therelationshipbetween
perceivedeaseofuseonbothattitudeandperceivedusefulnesswasnotconfirmed.Nevertheless,
thefindingisconsistentwithChuahetal.(2016).ThefindingindicatesSMEsarenotinterestedin
howeasetousethemobilebankingservicesareinorderforthemtoincreasetheirperceptionsof
benefitstheyofferandattitudetowardsthem.Furthermore,thestudyfoundthatbothsatisfaction
andattitudetowardsbankingserviceshaveaninfluenceonthecontinuanceintentionofSMEsto
keeponusingmobileservices.Thesefindingsarecongruentwithfindingsfromstudiesconducted
byRaza,Umer,andShah(2017),andVedadiandWarkentin(2016).Sincesatisfactionandattitude
playanimportantpartforbothadoptionandcontinuancetousemobilebankingservices,SMEswith
ahigherlevelofattitudeandsatisfactiontowardsmobilebankingservicesarelikelytocontinueusing
mobilebankingservices.

CoNTRIBUTIoNS ANd IMPLICATIoNS

ThisstudycontributestothegrowingbodyofknowledgeaboutIScontinuancebehaviour.Firstly,
byintegratingthethreenewconstructsrelevantforthepredictionofcontinuanceusagebehaviours
toexpectation-confirmationtheory.Thesenewconstructsareperceivedtrust,attitudeandperceived
ease-of-use.Theinterplaybetweentheconstructsof1)perceivedtrusts,user’ssatisfactionandattitude
towardstheservice2)perceivedease-of-use,perceivedusefulnessandattitudedemonstratedinthis
studysuggestthemassiveinfluenceofperceivedtrustconstructwithintheexpectation-confirmation
theoryandinIScontinuancebehaviours ingeneral.Wehavenotyetcomeacrossastudywhich
hasextendedandconsiderstheserelationshipsinsuchaway.Althoughtheinterplaybetweenthese
constructscontributesindirectlytocontinuancebehaviour,theyareanintegralpartoftheformation
ofcontinuancebehaviour.Thisstudydemonstratedthatperceivedtrusthasapositiveinfluenceon
satisfaction,perceivedusefulnessandattitude.

BanksshouldbearinmindtheimportanceoftrustinmotivatingSMEstocontinueusingmobile
bankingservices.Severalmechanismscanbeusedtoensuretrust.CustomercharterandICTpolicy
shouldstatetransparentlythelevelofguaranteetheyofferfordataprotectionandprivacyoffinancial-
relatedinformation.Additionally,banksshouldstateclearlyintheirpolicydocumentsprocedures
toundergoincaseoffinancialfraudandmakeeffortstoensurecustomer’smoneyinbanksaccount
areinsured.Ifthebanksprovideinsurance,thisshouldbewellcommunicatedtocustomerstoraise
customerstrustthattheirmoneywillnotgetlostasaresultofonlinefraud.Thepresenceofcustomer
charterandinsuranceofsecurityofcustomerdataandfinanceisanindustryrecommendedpractice
forimprovingcustomertrustasindicatedinseveralpreviousstudiessuchasDavinsonandSillence
(2014) andTorres (2006).Appropriate strategies for cultivatingSME’sperceptionsof trustwill
eventuallyincreasesatisfactionlevel,perceivedusefulnessandattitudetowardscontinuanceusage
ofmobilebankingservices.Furthermore,highlevelsofperceivedusefulnessincreasetheattitudeof
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SMEstowardscontinuanceusageintentionsonmobilebankingservices.WhenSMEsarewellaware
ofthebenefitsofusingmobilebankingservicestheirattitudetowardscontinuanceusageintention
isheightened.Promotionalandawarenesscampaignsonmobilebankingservicesshouldfocuson
encouragingSMEstopositionmobilebankingservicesasastrategictoolforfinancemanagement,
bytakingitsadvantagesonboardintheirdailyoperations(Tiwari,Buse,&Herstatt,2006).

ConfirmationofexpectationsmotivatesSMEssatisfactionandperceivedusefulnessofthemobile
bankingservices.Topromoteconfirmationofexpectations,theexpectationsoftheusersregarding
mobilebankingservicesshouldbewellcommunicatedinformofbank’scustomerorcharterorpolicy
documentstoSMEsandbanksshouldstrivetomeetthoseexpectationstoincreasebothsatisfaction
andperceivedusefulness towardsmobilebankingservices.Applying thediscussedstrategiesfor
heighteninglevelsofuser’ssatisfactionandattitudetowardsmobilebankingserviceswilleventually
motivatetheintentionofSMEstocontinueusingmobilebankingservices.

LIMITATIoNS, FUTURE RESEARCH ANd CoNCLUSIoN

Thisstudyhasseverallimitationsworthtobelistedwhichcouldbeusedasabaseforimprovement
infuturestudiesandduringapplyingitsfindingsinreal-worldsettings.First,thisstudyemployed
cross-sectionaldata;inwhichdatawascollectedatonetimethusitwasnotpossibletousethese
findingsasabaseforassessingfuturecontinuanceusageofmobilebankingservicesamongSMEs.
Assessmentoffuturetrendsisimperativeforserviceprovisionplanning.Futurestudiesmayapplya
similarmodelproposedinthisstudytotestlongitudinaldatawiththeintentionofobservingmobile
bankingservicescontinuanceusageamongSMEs.Secondly,datawerecollectedfromSMEsresiding
inDaresSalaamCityonlywhichrepresentaportionofSMEsinTanzania.EvenifDaresSalaam
hasalargenumberofSMEsascomparedtootherregions,furtherstudiesareneededtoevaluatethe
proposedresearchmodelusingdatacollectedfromaSMEsresidingfromotherregionsinorderto
obtainamoregeneralizedviewofSMEs’perceptionsonmobilebankingservicesusagecontinuance.

Inbrief,thisstudyextendedtheexpectation-confirmationtheorytoinvestigatetheintentionof
SMEstocontinueusingmobilebankingservices.Findingsindicatethatconfirmationofexpectations
hasapositiveinfluenceonbothsatisfactionandperceivedusefulnesstowardsmobilebankingservices
amongSMEs.Perceptionsoftrusthavesignificantpositiveeffectsontheattitudeofmobilebanking
amongSMEs,perceivedusefulnessandsatisfactionofmobilebankingservices.Also,perceived
usefulnessofthemobilebankingserviceshaspositiveandsignificanteffectsontheattitudeofmobile
bankingusers,whiletheattitudeofusersandsatisfactiononmobilebankingserviceshavepositive
andsignificanteffectsonintentiontocontinueusingmobilebankingservicesamongSMEs.Weposit
thatbanksshouldconsidernotonlytraditionalfactorsincorporatedinECTforcontinuanceusage
intentionofmobilebankingservicesbutalsoperceivedtrustandattitudeofusers.
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