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ABSTRACT
This study investigates the factors influencing the adoption of the MyZB mobile banking
application in Zimbabwe, focusing on Zimbabwe Bank customers from 2022 to 2024. Using a
mixed-methods research design, the study employed surveys, interviews, and focus group
discussions to collect data from 230 participants across urban and rural areas. The research was
grounded in the Technology Acceptance Model (TAM) and Unified Theory of Acceptance and
Use of Technology (UTAUT) frameworks to examine socio-economic factors and digital
infrastructure’s impact on app adoption and usage. Findings reveal that digital literacy emerged as
the strongest predictor of app adoption (f = 0.52, p <0.01), followed by income level (B =0.42, p
< 0.01). Internet availability was the most critical infrastructure factor influencing app usage (f =
0.46, p < 0.01), with data affordability presenting significant barriers, particularly for low-income
users. The study identified pronounced disparities between urban and rural users, with rural
populations facing compounded challenges including poor network coverage, limited smartphone
accessibility, and higher data costs. The research contributes to mobile banking literature by
providing context-specific insights into Zimbabwe’s digital banking landscape. Key
recommendations include implementing community-based digital literacy programs, establishing
partnerships with telecom providers for subsidized data access, and developing lightweight app
versions for low-resource environments. The proposed Integrated Mobile Banking Inclusion
Model (IMBIM) offers a comprehensive framework for enhancing financial inclusion through

strategic interventions addressing both socio-economic and infrastructural barriers.
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Appendix 1: Survey Questionnaire: Factors Influencing the Adoption and Usage of the MyZB
CHAPTER ONE: INTRODUCTION AND BACKGROUND

1.1 Introduction

The adoption of mobile applications in banking has revolutionized financial services globally,
providing convenience, efficiency, and accessibility for customers. This chapter explores the
factors influencing the adoption of the MyZB app in Zimbabwe, focusing on Zimbabwe Bank (ZB)
from 2022 to 2024. The chapter outlines the study’s background, the problem statement, research
objectives, research questions, and significance, alongside delimitations, limitations, and key
terms. The analysis draws on theoretical frameworks, empirical studies, and contextual evidence
to provide a solid foundation for understanding how users engage with this app and its implications
for banking in Zimbabwve.

1.2 Background of the Study

Globally, the adoption of mobile banking has transformed the financial services landscape by
providing convenient, accessible, and user-friendly platforms for conducting financial
transactions. Developed economies such as the United States, United Kingdom, and European
Union countries have witnessed substantial mobile banking adoption due to high internet
penetration, advanced digital infrastructure, and innovative financial technologies. For instance,
Zhou et al. (2020) argue that the integration of artificial intelligence and secure encryption
protocols in mobile banking has played a pivotal role in increasing user trust and convenience.
Similarly, South Korea’s financial sector is often cited as a benchmark for mobile banking success,
where seamless digital infrastructure has led to near-universal app usage (Kim & Park, 2021). In
these contexts, banks have continuously innovated, enhancing customer experiences with features

such as instant credit approvals, investment management, and personalized financial insights.



In the African region, mobile banking has emerged as a critical tool for enhancing financial
inclusion. The success story of Kenya’s M-Pesa platform has demonstrated how mobile
technology can transform access to financial services, especially for underbanked populations.
Mbiti and Weil (2016) highlight that M-Pesa has enabled millions of Kenyans to save, borrow,
and transfer money securely, contributing significantly to the nation’s economic growth. Similarly,
in countries like Nigeria, mobile banking has been instrumental in bridging the gap between formal
banking institutions and informal financial systems. Despite these successes, challenges such as
limited infrastructure, cybersecurity risks, and digital illiteracy remain prevalent across the region
(Adebayo et al., 2020).

In Zimbabwe, the financial sector has increasingly embraced digital transformation to address
economic challenges such as hyperinflation, cash shortages, and limited access to traditional
banking services. Mobile banking platforms like EcoCash, OneMoney, and ZipitSmart have
gained traction, offering solutions tailored to the Zimbabwean context. According to the Reserve
Bank of Zimbabwe (RBZ) (2023), mobile money platforms now account for over 80% of all
financial transactions in the country, underscoring the growing importance of digital financial
services. However, while mobile money has seen widespread adoption, bank-specific mobile
applications, such as the MyZB app, have experienced relatively low uptake due to various

barriers, including customer perceptions, infrastructural deficits, and institutional inefficiencies.

The Introduction of the MyZB app by Zimbabwe Bank (ZB) was a strategic move to modernize
banking operations and cater to the growing demand for digital services. The app offers features
such as real-time account access, bill payments, funds transfers, and personalized alerts, aimed at
enhancing customer convenience and operational efficiency. Despite these advantages, adoption
rates have been inconsistent, with reports indicating that only a fraction of ZB customers actively
use the app (Kamhuka et al., 2023). This discrepancy raises questions about the factors influencing

user behavior and the role of the bank in addressing these challenges.

The factors Influencing mobile app adoption are multi-faceted, involving technological,
socioeconomic, and psychological dimensions. According to Davis (1989) in the Technology
Acceptance Model (TAM), perceived usefulness and ease of use are critical determinants of
technology adoption. In the context of MyZB, users’ perceptions regarding the app’s security,
reliability, and usability significantly impact their willingness to adopt the platform. Additionally,



external factors such as limited internet connectivity, high data costs, and low smartphone
penetration exacerbate the adoption challenges in Zimbabwe’s financial sector (Chikomba et al.,
2023). Another critical aspect influencing the adoption of mobile banking apps in Zimbabwe is
the trust deficit in financial institutions. Historical incidents of bank closures and loss of customer
deposits have eroded public confidence in the formal banking system. Studies by Zenda et al.
(2023) suggest that restoring trust through transparency, user education, and effective
communication is essential for improving adoption rates. Furthermore, addressing digital literacy
gaps, especially among rural populations, can play a significant role in ensuring equitable access
to mobile banking services. This study seeks to build on these insights by analysing the specific
factors affecting the adoption of the MyZB app. It aims to identify the barriers and enablers of app
usage, providing actionable recommendations for improving customer engagement and promoting
financial inclusion in Zimbabwe. By situating the research within global, regional, and local
contexts, the study contributes to a nuanced understanding of mobile banking adoption in emerging

economies.

1.3 Statement of the Problem

Despite the global rise in mobile banking applications, adoption in Zimbabwe remains relatively
low, posing significant challenges for financial institutions like Zimbabwe Bank (ZB). While the
MyZB app offers numerous features designed to enhance customer experience, its uptake has been
hindered by issues such as limited digital infrastructure, low levels of trust in financial systems,
and user resistance due to perceived complexity. For instance, reports from the Reserve Bank of
Zimbabwe indicate that only 40% of registered users actively use mobile banking apps (RBZ,
2023). This study addresses the critical problem of understanding these adoption barriers within
ZB. Previous research has focused on general mobile banking trends without delving deeply into
app-specific challenges within a single institution. By focusing on the MyZB app, this study
provides actionable insights into user behavior, institutional shortcomings, and potential strategies
for improving adoption rates. The findings are pivotal for shaping policies and practices to foster

greater financial inclusion and customer satisfaction in Zimbabwe.

1.4 Research Aim

To analyse the factors influencing the adoption of the MyZB app in Zimbabwe, focusing on

Zimbabwe Bank (ZB) from 2022 to 2024



1.5 Objectives of the Study

1. To identify the impact of socio-economic factors on successful adoption of the MyZB app.

2. To assess the role of digital infrastructure in influencing app usage of the MyZB app.

1.6 Research Hypotheses
H1: Socio-economic factors have a significant impact on the adoption of the MyZB app

H>: Digital infrastructure has a significant impact on the usage of the MyZB app

H1: Socio-economic factors, including income level, education level, employment status, and
access to social or community support, significantly influence the adoption of the MyZB app.
H2: Digital infrastructure, including internet accessibility and cost, significantly impacts the

usage of the MyZB app.

1.7 Significance of the Study

This study holds significant importance as it delves into the factors influencing the adoption of the
MyZB app in Zimbabwe, specifically focusing on ZB Bank. The research contributes to the
growing body of knowledge on mobile banking adoption in developing economies, offering
valuable insights into user behavior, technological readiness, and the role of financial institutions

in driving digital transformation.

From an academic perspective, this study expands upon existing theoretical frameworks such as
the Technology Acceptance Model (TAM) and the Unified Theory of Acceptance and Use of
Technology (UTAUT), applying them to the unique context of Zimbabwe's banking sector. By
examining the specific factors that influence MyZB app adoption, the research provides a nuanced
understanding of how cultural, economic, and technological factors intersect in shaping user

attitudes towards mobile banking.

For ZB Bank and other financial institutions in Zimbabwe, the findings of this study offer practical
implications for enhancing their mobile banking strategies. Understanding the barriers to adoption
and the factors that drive user engagement can inform the development of more user-centric app

features, targeted marketing campaigns, and improved customer support services. This knowledge



can lead to increased customer acquisition, retention, and overall satisfaction, potentially

translating into a competitive advantage in the banking sector.

From a broader economic perspective, the study's significance extends to policymakers and
regulators. As Zimbabwe aims to increase financial inclusion and modernize its banking sector,
insights from this research can guide the formulation of policies that create an enabling
environment for mobile banking adoption. The Reserve Bank of Zimbabwe and other regulatory
bodies can use the findings to address infrastructural challenges, enhance cybersecurity measures,

and develop regulatory frameworks that balance innovation with consumer protection.

Moreover, this study contributes to the ongoing discourse on digital financial services in
developing countries. By examining the adoption of the MyZB app, the research sheds light on the
potential of mobile banking to bridge the gap in access to financial services, particularly in rural
and underserved areas. This has implications for poverty reduction, economic empowerment, and

the overall financial health of individuals and communities.

The significance of this study also lies in its potential to inform future research directions. By
identifying key factors influencing mobile banking adoption in Zimbabwe, it paves the way for
comparative studies across different African countries or other developing economies. This can
lead to a more comprehensive understanding of mobile banking adoption patterns and the

development of best practices for financial institutions and policymakers.

Lastly, the study's findings have direct relevance for end-users of mobile banking services. By
highlighting the factors that influence adoption, the research can empower consumers with
knowledge about the benefits and potential risks of mobile banking. This can lead to more
informed decision-making and potentially increase trust in digital financial services, ultimately

contributing to a more financially literate and technologically savvy population.

1.8 Limitations of the Study
While this research aims to provide a comprehensive analysis of the factors influencing the

adoption of the MyZB app, several practical and methodological limitations are anticipated:

1. Limited Access to Proprietary Data from ZB Bank



Obtaining detailed usage data and internal reports from Zimbabwe Bank (ZB) could prove
challenging due to confidentiality and proprietary concerns. This limitation may restrict the depth
of the analysis, particularly regarding user-specific metrics, transaction patterns, and technical
performance statistics of the app. The study may have to rely on publicly available information,

surveys, and interviews, which could introduce data gaps.

To address the challenge of limited access to internal data from Zimbabwe Bank (ZB), we relied
on gathering insights through structured surveys and interviews with app users to capture user
experiences and behaviors. Additionally, we conducted a comprehensive analysis of publicly
available data, including company reports and industry publications, and engaged in competitor
benchmarking to infer potential performance indicators indirectly. This multi-pronged approach

helped fill analytical gaps and provide a broader context for our study.
2. Challenges in Reaching Diverse Customer Demographics

Zimbabwe’s socio-economic diversity presents significant challenges in capturing a representative
sample. Factors such as geographical location, income disparities, and access to technology may
limit the study’s ability to generalize findings. Urban areas, for instance, may have higher adoption

rates compared to rural areas due to better infrastructure, potentially skewing the results.

To mitigate the challenges of capturing a representative sample in Zimbabwe's socio-economically
diverse landscape, we implemented stratified sampling to ensure inclusion of various demographic
segments, such as urban and rural populations, different income levels, and varying access to
technology. By strategically selecting participants from these diverse groups, we aimed to better
reflect the population's heterogeneity. Additionally, we employed weighting techniques to adjust

for overrepresented or underrepresented groups, enhancing the generalizability of our findings.

3. Potential Bias in Self-Reported Data

The study relies heavily on qualitative data gathered from surveys and interviews with MyZB app
users. Self-reported data may be influenced by social desirability bias, where respondents provide
answers, they believe are favourable rather than truthful. Additionally, memory recall issues may

affect the accuracy of responses regarding their experiences and perceptions.



To minimize the impact of social desirability bias and memory recall issues in our gualitative
analysis, we designed surveys with anonymized responses and assured participants of
confidentiality to encourage honesty. We also incorporated triangulation by supplementing
selfreported data with observational methods, such as app usage analytics when available, to
crossverify responses. Furthermore, we employed probing questions during interviews to clarify

and expand on initial responses, enhancing the reliability of the data collected.

4. Constraints in Analysing Long-Term Trends

The study is confined to the period between 2022 and 2024, which limits its ability to evaluate
long-term adoption trends and outcomes. Mobile banking adoption is influenced by evolving
factors such as technological advancements, policy changes, and economic fluctuations, which

may not fully manifest within the study timeframe.

To address the constraints in analysing long-term trends due to the limited 2022-2024 timeframe,
we leveraged historical data and prior studies on mobile banking adoption trends in Zimbabwe to
establish a contextual baseline. Additionally, we integrated expert interviews and market analysis
to project potential future trends and variables that might affect mobile banking adoption beyond
the study period. This approach provided a comprehensive view that considered both present data

and foreseeable developments, enhancing our ability to infer long-term implications.

5. Dependence on Internet and Technology Availability

Zimbabwe faces significant digital infrastructure challenges, including inconsistent internet
connectivity and limited smartphone penetration. These infrastructural barriers may hinder the
ability to collect data from wusers in less connected regions, thereby reducing the

comprehensiveness of the study.

To address the limitation of digital infrastructure challenges in Zimbabwe, several strategies were
implemented to circumvent the problem. First, offline data collection methods were employed,
utilizing paper-based surveys and in-person interviews in areas with limited internet connectivity.
Additionally, mobile data collection apps with offline functionality were used, allowing
researchers to gather information even in regions with poor network coverage. To increase
accessibility, partnerships were established with local community centres and schools to provide

temporary internet access points for participants. Furthermore, a mixed-method approach was



adopted, combining digital data collection with traditional methods to ensure a more representative
sample across both urban and rural areas. These efforts aimed to mitigate the impact of inconsistent
internet connectivity and limited smartphone penetration on the study's comprehensiveness and
validity.

6. Language and Literacy Barriers

Given Zimbabwe’s multilingual population, some users may face difficulties understanding survey
questions or interview prompts if not presented in their native language. Furthermore, digital
literacy levels vary widely, which could affect the interpretation of questions relating to app

usability and functionality.

To address language barriers and varying digital literacy levels, we employed a multi-pronged
approach. Firstly, we translated survey materials into the three most widely spoken languages in
Zimbabwe: Shona, Ndebele, and English. Additionally, we recruited and trained local research
assistants fluent in these languages to conduct interviews and provide clarification when needed,

ensuring accurate interpretation of questions related to app usability and functionality.

7. Economic and Political Instability

Zimbabwe’s economic and political volatility may impact user behavior and institutional
operations during the study period. Events such as inflation spikes or policy changes could
influence customer perceptions of mobile banking services, complicating the isolation of factors

specific to the MyZB app.

To mitigate the potential impact of Zimbabwe's economic and political volatility on the study, we
implemented a multi-pronged approach. First, we conducted regular surveys to capture shifts in
user sentiment and behaviour, allowing us to contextualize our findings within the broader
economic landscape. Additionally, we employed statistical techniques to control for
macroeconomic variables, enabling us to isolate the effects specific to the MyZB app as much as

possible.

8. Ethical and Privacy Concerns



Data collection involving financial app users necessitates stringent adherence to ethical standards
and data privacy regulations. Concerns about data protection may deter potential participants from

engaging fully, thereby limiting the volume and variety of data collected.

To address the limitation of potential participant reluctance due to data privacy concerns, we
implemented robust anonymization techniques and clearly communicated our data protection
protocols to prospective participants. Additionally, we offered participants the option to review
their data before submission and provided them with the ability to withdraw their information at
any time. These measures aimed to build trust and encourage more comprehensive participation,

potentially mitigating the impact on data volume and variety.

1.9 Delimitation of the Study
The delimitations of this study outline its scope, ensuring the research is focused and manageable.

These include:

1. Conceptual Delimitation
The study is limited to examining factors that influence the adoption of the MyZB app.
Specifically, it focuses on socio-economic factors, digital infrastructure, user perceptions, and

institutional strategies. Broader aspects such as the overall performance of mobile banking in

Zimbabwe or comparisons with competing apps are excluded.

2. Geographical Delimitation

The research is geographically confined to Zimbabwe, with particular emphasis on customers of
Zimbabwe Bank (ZB). While other financial institutions in the country may have similar app-

based banking solutions, this study exclusively evaluates ZB Bank and its MyZB app.

3. Temporal Delimitation

The timeframe for the study spans from 2022 to 2024. This period was chosen to reflect recent and
relevant trends in the adoption of mobile banking technologies. Events or developments beyond

this period will not be considered.

4. Sample Scope



The research focuses on individual customers of ZB Bank, particularly those who are either active
or potential users of the MyZB app. Corporate clients and other stakeholders, such as app

developers or regulators, are not directly included in the study.

1.10 Definition of Key Terms

1. Mobile Banking

Mobile banking refers to the use of mobile devices such as smartphones or tablets to perform
banking transactions, access account information, and manage financial activities remotely
through a secure application or web platform. Zhou et al. (2020) define it as a technology-driven

solution that enables financial inclusivity by offering banking services anytime and anywhere.

2. Digital Infrastructure

Digital infrastructure encompasses the foundational technologies and systems that support the
operation of digital services, including internet connectivity, mobile networks, servers, and
software platforms. According to Kim and Park (2021), robust digital infrastructure is essential for

the success of mobile banking solutions, particularly in developing economies.
3. Technology Adoption

Technology adoption refers to the process by which individuals and organizations integrate new
technologies into their routines and practices. Davis (1989) in the Technology Acceptance Model

(TAM) posits that perceived usefulness and ease of use are critical factors influencing adoption.

4. Financial Inclusion

Financial inclusion is the provision of affordable and accessible financial services to individuals

and businesses, particularly those underserved by traditional financial institutions. Mbiti and Weil

(2016) describe it as a key enabler of economic growth and poverty reduction in emerging markets.

1.11 Chapter Summary

This chapter introduced the study by providing an overview of mobile banking adoption globally,
regionally, and within Zimbabwe. It highlighted the relevance of the MyZB app and identified
gaps in understanding its adoption. The problem statement, research aim, objectives, and questions

were clearly outlined, emphasizing the importance of addressing the barriers to app usage. The



significance of the study was discussed, alongside its limitations and delimitations, providing a
structured framework for the research. Finally, key terms were defined to ensure clarity and

consistency throughout the study.

CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

The purpose of this chapter is to review existing literature related to the adoption of mobile banking
applications, with a specific focus on the MyZB app in Zimbabwe. The chapter critically examines
theoretical frameworks, empirical studies, and conceptual discussions that provide insights into
the factors influencing mobile banking adoption. It begins by exploring global and regional
perspectives on mobile banking, followed by an in-depth analysis of Zimbabwe's banking context.
Furthermore, the chapter reviews theories such as the Technology Acceptance Model (TAM) and
the Unified Theory of Acceptance and Use of Technology (UTAUT) to contextualize factors like
perceived usefulness, ease of use, trust, and socio-economic variables that impact app adoption.
The chapter concludes by identifying gaps in the literature, which the study aims to address, and

outlines the conceptual framework guiding the research.

2.2 Theoretical Framework

A robust theoretical framework provides the foundation for analysing the factors influencing the
adoption of the MyZB app. This study integrates key theories that have been widely used to
understand technology adoption and user behaviour, specifically focusing on the Technology
Acceptance Model (TAM) and the Unified Theory of Acceptance and Use of Technology
(UTAUT). These theories offer a structured lens to examine how socio-economic factors,
technological perceptions, and institutional trust influence the adoption of mobile banking

applications.

2.2.1 Technology Acceptance Model (TAM)

The Technology Acceptance Model (TAM), introduced by Davis (1989), remains a foundational

framework for understanding how users adopt and accept new technologies. This model



emphasizes two critical factors that influence user behaviour: perceived usefulness (PU) and
perceived ease of use (PEOU). These constructs are particularly relevant in the context of mobile
banking, as they address the practical and experiential aspects of technology adoption. Recent
scholars continue to affirm TAM’s relevance in studying mobile banking applications, particularly

In emerging economies.

Perceived usefulness refers to the extent to which an individual believes that using a specific
technology will enhance their performance or productivity. For mobile banking applications like
the MyZB app, perceived usefulness encompasses benefits such as convenience, faster transaction
times, and the ability to access banking services outside of traditional banking hours. Zhou et al.
(2020) found that perceived usefulness is a key driver of mobile banking adoption globally,
especially in regions where banking infrastructure is underdeveloped. In Zimbabwe, the MyZB
app offers users the potential to bypass challenges such as long queues, limited branch
accessibility, and cash shortages. These practical benefits align closely with the construct of

perceived usefulness and serve as motivating factors for adoption.

Perceived ease of use, on the other hand, refers to the degree to which a user believes that a
technology is easy to understand and operate. This construct becomes particularly important in
contexts where digital literacy is uneven, as is the case in Zimbabwe. According to Chikomba et
al. (2023), many Zimbabweans, particularly those in rural areas, encounter difficulties navigating
mobile banking platforms due to limited exposure to digital technologies. If users perceive the
MyZB app as overly complex or unintuitive, it may create significant barriers to adoption,
regardless of its usefulness. This highlights the need for ZB Bank to prioritize user-friendly designs

and incorporate features that simplify navigation for a diverse customer base.

TAM’s application extends beyond identifying these factors to understanding the interaction
between them. Kamhuka et al. (2023) note that in emerging markets, perceived ease of use can
amplify perceived usefulness, particularly when users lack prior experience with similar
technologies. For example, a customer who finds the MyZB app easy to use is more likely to
recognize its benefits, such as convenience and efficiency, thereby reinforcing their intention to
adopt the platform. Conversely, a poorly designed interface may undermine the perceived
usefulness of even the most feature-rich application. The significance of TAM in the context of

the MyZB app lies in its ability to highlight actionable areas for improvement. ZB Bank must focus



on both perceived usefulness by emphasizing the app’s practical advantages, such as time savings
and reliability and perceived ease of use, by ensuring that the app is intuitive and accessible. Recent
studies, such as those by Adebayo et al. (2020), recommend localized solutions, including
language options and simplified interfaces, to address these dual challenges. By leveraging the
insights provided by TAM, ZB Bank can better understand the behavioural intentions of its

customers and implement targeted strategies to enhance adoption.

The Technology Acceptance Model (TAM) is a critical framework for understanding mobile
banking adoption in Zimbabwe, especially in contexts like the MyZB app. By focusing on
perceived usefulness (PU) and perceived ease of use (PEOU), TAM provides a structured approach
to exploring user behaviour and decision-making processes, which are influenced by both
technological and socio-economic factors. This theory is especially relevant given Zimbabwe’s
economic environment, where technological solutions must address pressing financial and

infrastructural challenges.

In Zimbabwe, perceived usefulness of the MyZB app is deeply tied to how customers evaluate the
app's ability to solve banking challenges such as limited branch accessibility, long queues, and
cash shortages. Zhou et al. (2020) emphasize that perceived usefulness is the most significant
determinant of mobile banking adoption, especially in regions where users rely on technology to
overcome service inefficiencies. For example, the MyZB app’s ability to facilitate instant
payments, account monitoring, and seamless fund transfers could position it as a useful tool for
customers facing the logistical constraints of physical banking. Furthermore, research by Adebayo
et al. (2020) in Sub-Saharan Africa highlights that mobile banking platforms thrive in economies
where formal banking infrastructure is insufficient, as users increasingly turn to apps for faster and
more reliable services. The study leverages TAM to assess whether MyZB users perceive the app

as an effective alternative to traditional banking, which directly influences adoption.

Perceived ease of use, on the other hand, is particularly relevant in Zimbabwe, where digital
literacy varies significantly across urban and rural populations. Chikomba et al. (2023) argue that
ease of use is often a more influential factor than usefulness in developing economies, as users are
less likely to engage with a platform, they find complex or intimidating, regardless of its potential

benefits. The MyZB app’s interface, language options, and navigation features are critical factors



influencing perceived ease of use. For instance, studies by Kamhuka et al. (2023) show that
banking apps in Zimbabwe are often underutilized due to poor design and a lack of user-friendly
features. By applying TAM, this study evaluates whether the MyZB app overcomes these barriers,
ensuring accessibility even for first-time users or those with minimal exposure to digital

technologies.

The TAM framework’s relevance extends beyond individual user behaviour to highlight areas for
institutional improvement. For example, Davis (1989) noted that perceived ease of use often
amplifies perceived usefulness. If ZB Bank designs an intuitive and accessible app, users may be
more likely to recognize its benefits, thereby enhancing adoption rates. This interplay is supported
by findings from Kamhuka et al. (2023), who demonstrated that simplifying app interfaces in
Zimbabwean banking platforms directly increases adoption, as users perceive the technology as
both helpful and easy to operate. The MyZB app’s success therefore depends not only on its
functionality but also on the bank’s ability to align design and communication strategies with user

needs.

Moreover, TAM provides a framework to explore barriers to adoption that are unique to
Zimbabwe’s economic and technological landscape. For example, high mobile data costs and
inconsistent internet connectivity can undermine both perceived usefulness and perceived ease of
use. Mbiti and Weil (2016) argue that external infrastructural challenges can diminish the
perceived value of mobile banking technologies, particularly in rural areas where resources are
scarce. By examining these dynamics through TAM, this study offers insights into how ZB Bank
can address external challenges such as providing subsidized data packages or offline
functionalities to improve the overall adoption of its app. In conclusion, the TAM framework is
central to this study as it enables a detailed examination of the factors influencing the adoption of
the MyZB app. By focusing on perceived usefulness and perceived ease of use, the model offers
actionable insights into user behaviour and institutional strategies, making it a valuable tool for

understanding mobile banking adoption in Zimbabwe’s unique socio-economic context.

2.2 Unified Theory of Acceptance and Use of Technology (UTAUT)

The Unified Theory of Acceptance and Use of Technology (UTAUT), developed by Venkatesh et

al. (2003), offers a comprehensive framework for understanding technology adoption by



integrating multiple factors influencing user behaviour. Unlike earlier models like the Technology
Acceptance Model (TAM), UTAUT introduces additional constructs—performance expectancy,
effort expectancy, social influence, and facilitating conditions—that are particularly useful in
analysing mobile banking adoption. The model’s focus on both individual and contextual factors
makes it highly relevant for studying the adoption of the MyZB app in Zimbabwe, a country

characterized by unigue socio-economic and technological challenges.

Performance expectancy, a key construct in UTAUT, reflects the degree to which users believe
that using a technology will enhance their productivity or efficiency. This aligns closely with
TAM’s concept of perceived usefulness. In the context of mobile banking, performance
expectancy translates to users’ perceptions of the app’s ability to offer convenient and reliable
financial services. Adebayo et al. (2020) demonstrated that performance expectancy is the
strongest predictor of mobile banking adoption in Sub-Saharan Africa, where users value

technologies that mitigate infrastructural limitations and improve financial management.

For the MyZB app, performance expectancy is associated with its potential to solve banking
inefficiencies in Zimbabwe, such as long queues, limited branch access, and cash shortages. The
app’s ability to facilitate real-time payments, account management, and financial transactions
could significantly enhance its perceived value among users. However, as Kamhuka et al. (2023)
point out, user expectations must align with the actual performance of the technology; otherwise,
dissatisfaction can result in abandonment. If the MyZB app delivers on its promise of faster and

more accessible banking, performance expectancy can be a strong driver of adoption.

Effort expectancy refers to the perceived ease of use of a technology, which also overlaps with
TAM’s construct of perceived ease of use. This construct is especially important in developing
economies like Zimbabwe, where digital literacy levels vary significantly. Chikomba et al. (2023)
argue that ease of use is a critical determinant of mobile banking adoption in rural and underserved
areas, where first-time users are more likely to reject technologies perceived as complex or

requiring significant effort to learn.

In the context of the MyZB app, effort expectancy encompasses features such as a user-friendly
interface, simple navigation, and localized language options. Adebayo et al. (2020) emphasize that
mobile banking platforms in Africa often succeed when they are designed with intuitive usability

in mind, reducing the cognitive load for new users. If the MyZB app fails to address these concerns,



it risks alienating a significant portion of its potential customer base. For ZB Bank, effort
expectancy underscores the need to invest in user training, support services, and simplified app

interfaces to increase adoption.

Social influence in UTAUT highlights the role of societal expectations and peer recommendations
in shaping user behaviour. This construct is particularly relevant in communal societies like

Zimbabwe, where individual decisions are often influenced by family, friends, and community
leaders. Zhou et al. (2020) found that social influence is a strong determinant of mobile banking
adoption in developing economies, where trust in technology often grows through interpersonal

networks rather than institutional campaigns.

For the MyZB app, social influence could manifest in the form of peer endorsements or
community-based promotional efforts. Studies by Kamhuka et al. (2023) reveal that social
validation plays a significant role in Zimbabwean user adoption, particularly among younger
demographics who rely heavily on peer recommendations. If ZB Bank leverages trusted social
figures or community testimonials, it could accelerate the adoption of the app. Additionally,
targeted marketing campaigns aimed at specific groups, such as small business owners or urban

youth, can amplify the app’s visibility and credibility.

Facilitating conditions refer to the external resources and infrastructural support that enable or
hinder the use of technology. In Zimbabwe, facilitating conditions are especially crucial given
challenges such as intermittent internet access, high mobile data costs, and limited smartphone
penetration. Mbiti and Weil (2016) argue that external barriers like these are among the most
significant impediments to mobile banking adoption in developing economies, where users often

lack the resources required to access digital platforms consistently.

The MyZB app must address these infrastructural challenges to ensure widespread adoption. For
instance, ZB Bank could partner with mobile network providers to offer subsidized data packages
or create offline functionalities for users in rural areas with poor internet connectivity. Chikomba
et al. (2023) stress that addressing facilitating conditions not only enhances accessibility but also
fosters greater trust in the technology, particularly in underserved regions. By creating enabling

environments, ZB Bank can bridge the gap between potential and actual adoption.



The Unified Theory of Acceptance and Use of Technology (UTAUT) is highly relevant to
understanding the adoption of the MyZB app in Zimbabwe as it incorporates a broader range of
factors than earlier models like TAM. By examining the combined impact of performance
expectancy, effort expectancy, social influence, and facilitating conditions, UTAUT offers a
comprehensive framework for analysing both individual and contextual influences on mobile
banking adoption. This is especially pertinent in Zimbabwe, where social and infrastructural

challenges significantly impact user behaviour.

Performance Expectancy, the belief that using a technology will improve personal outcomes,
aligns with the MyZB app’s potential to address Zimbabwe's pressing financial issues. The
country’s economic instability, including chronic cash shortages and limited access to physical
banking infrastructure, has made mobile banking an essential alternative. Studies by Adebayo et
al. (2020) highlight that performance expectancy is often the strongest predictor of mobile banking
adoption in Sub-Saharan Africa, where users rely on these platforms to access fast and efficient
financial services. For the MyZB app, this includes features such as real-time account updates,
seamless bill payments, and the convenience of conducting transactions remotely. Zhou et al.
(2020) similarly argue that when customers perceive tangible benefits from a technology, such as

reduced costs and increased efficiency, adoption rates improve significantly.

Effort Expectancy, the ease with which users perceive they can use a technology, is also central to
this study. In Zimbabwe, digital literacy varies widely, particularly between urban and rural
populations, creating significant barriers to mobile app adoption. Chikomba et al. (2023)
emphasize that banking applications in developing countries must be intuitive and accessible to
overcome this challenge. For the MyZB app, ensuring that the interface is simple, navigable, and
designed with local users in mind is critical to increasing adoption. Recent findings by Kamhuka
et al. (2023) confirm that apps with lower cognitive and technical requirements experience higher
uptake, particularly in rural regions where users may be engaging with digital banking for the first
time. UTAUT’s emphasis on effort expectancy allows this study to examine how app design

influences adoption decisions, highlighting areas where ZB Bank can improve.

Social Influence, or the extent to which individuals perceive that others expect them to use a
technologys, is particularly relevant in Zimbabwe’s communal and relational society. Research by

Zhou et al. (2020) shows that social influence is a key driver of technology adoption in developing



countries, where peer recommendations and community endorsements often carry more weight
than institutional advertising. For the MyZB app, leveraging social influence through targeted
campaigns and testimonials could significantly enhance adoption rates. Adebayo et al. (2020)
observed that in Sub-Saharan Africa, word-of-mouth endorsements from trusted figures within
communities are crucial in building user trust and driving adoption. This study examines how
social influence operates within Zimbabwean communities and provides recommendations for ZB
Bank to foster adoption by engaging key opinion leaders and early adopters.

Finally, Facilitating Conditions, which encompass the external resources and support needed to
use a technology, are vital in Zimbabwe, where infrastructural barriers often hinder technology
adoption. Studies by Mbiti and Weil (2016) indicate that mobile banking adoption in Africa is
frequently limited by poor internet connectivity, high data costs, and inadequate smartphone
access. The MyZB app faces similar challenges, as many users in Zimbabwe lack consistent access
to these enabling conditions. Chikomba et al. (2023) argue that addressing facilitating conditions
is essential for improving equitable access to banking technologies. For example, ZB Bank could
introduce subsidized data packages or offline features to make the app more accessible to users in
rural areas with limited internet access. UTAUT’s inclusion of facilitating conditions allows this

study to address these systemic barriers comprehensively.

The relevance of UTAUT lies in its ability to bridge individual, social, and infrastructural factors,
offering a holistic framework for understanding MyZB app adoption. Unlike TAM, which focuses
primarily on individual perceptions, UTAUT captures the broader dynamics influencing adoption,
such as social pressures and resource availability. Adebayo et al. (2020) and Kamhuka et al. (2023)
both emphasize that in developing economies, these contextual factors often outweigh purely
technological considerations. By applying UTAUT, this study provides actionable insights for ZB
Bank, helping it address user needs, leverage social networks, and overcome infrastructural

challenges to enhance the adoption of its app.



2.3 Empirical Review of Literature

2.3.1 Empirical Review of Literature on the First Objective: Socio-Economic Factors
Affecting the Adoption of MyZB App

Understanding the socio-economic factors influencing the adoption of mobile banking applications
is critical in analysing user behaviour, particularly in contexts like Zimbabwe, where economic
challenges and social dynamics play a pivotal role. This section explores key themes such as
income levels, education, digital literacy, gender, age, and cultural norms, all of which
significantly affect the adoption of mobile banking technologies. Income levels are among the
most influential socio-economic factors affecting mobile banking adoption. Studies have
consistently shown that individuals with higher income levels are more likely to adopt mobile
banking apps due to greater access to resources such as smartphones and internet connectivity
(Mbiti & Weil, 2016).

Conversely, low-income earners, particularly in developing economies like Zimbabwe, face
significant barriers to adoption due to the high costs of smartphones, mobile data, and internet
access (Chikomba et al., 2023).

For the MyZB app, affordability is a key concern. Zimbabwe’s economic volatility, characterized
by hyperinflation and unemployment, limits disposable income for many users, making the cost
of adopting mobile technologies prohibitive. Studies by Adebayo et al. (2020) in Sub-Saharan
Africa indicate that banks can improve adoption among low-income populations by subsidizing
data costs, offering affordable smartphone bundles, or integrating USSD-based services for users
without smartphones. Similarly, Kamhuka et al. (2023) found that lower transaction fees
associated with mobile banking apps significantly encourage adoption among financially
constrained users. For ZB Bank, tailoring the MyZB app to include affordable or free features

could help overcome income-related barriers and increase adoption rates.

Education and digital literacy are critical determinants of mobile banking adoption, particularly in
emerging economies. Zhou et al. (2020) argue that individuals with higher levels of education are
more likely to understand and adopt mobile banking technologies due to their ability to navigate

digital platforms and interpret financial tools. In contrast, those with limited education or digital



skills may perceive such technologies as complex and inaccessible, creating a significant barrier

to adoption.

In Zimbabwe, where digital literacy levels vary widely across urban and rural populations,
education plays a significant role in shaping adoption patterns for the MyZB app. Chikomba et al.
(2023) emphasize that banks must invest in user education and digital literacy campaigns to bridge
this gap, particularly for older or less technologically experienced users. For example, userfriendly
tutorials, in-app guides, and outreach programs in rural areas could empower more users to adopt
the app. Studies by Kamhuka et al. (2023) further suggest that partnerships with educational
institutions and community organizations can enhance digital literacy, creating an ecosystem that

supports broader adoption.

Gender also emerges as a critical socio-economic factor influencing the adoption of mobile
banking. Studies have shown that women in developing economies often face unique barriers to
technology adoption, including limited access to resources, lower digital literacy, and cultural
norms that restrict financial independence (Adebayo et al., 2020). For example, in Zimbabwe,
women, particularly in rural areas, are less likely to own smartphones or have consistent access to
the internet, limiting their ability to adopt mobile banking technologies. Research by Mbiti and
Weil (2016) highlights the importance of gender-sensitive strategies in promoting mobile banking
adoption. For the MyZB app, ZB Bank could design targeted initiatives to empower women, such
as financial literacy programs, gender-inclusive marketing campaigns, and microcredit options
accessible through the app. Studies by Chikomba et al. (2023) also emphasize the role of
community-based initiatives in addressing gender disparities, suggesting that ZB Bank could

collaborate with women’s cooperatives and local NGOs to increase adoption among female users.

Age is another significant socio-economic factor influencing mobile banking adoption. Younger
generations, particularly millennials and Gen Z, are more likely to adopt mobile banking
technologies due to their familiarity with digital platforms and preference for convenience (Zhou
etal., 2020). In contrast, older users may be hesitant to adopt mobile banking apps due to perceived
complexity, security concerns, or a preference for traditional banking methods. In Zimbabwe, the
age distribution of mobile banking users reflects broader global trends. Studies by Adebayo et al.
(2020) indicate that younger users are the primary adopters of mobile banking apps in Sub-Saharan
Africa, driven by their reliance on smartphones for daily activities. However, Kamhuka et al.



(2023) argue that banks must also address the needs of older users to ensure inclusive adoption.
For the MyZB app, this could involve offering simplified interfaces, providing in-person support

at branches, and addressing specific concerns related to security and reliability.

Cultural norms and trust in financial institutions also play a significant role in shaping mobile
banking adoption. In Zimbabwe, historical issues such as bank closures, loss of savings, and
economic instability have eroded public trust in formal financial institutions (Chikomba et al.,
2023). This lack of trust extends to digital platforms, where users may fear fraud, security breaches,
or technical failures. For the MyZB app, rebuilding trust is essential. Zhou et al. (2020) emphasize
that transparency, robust security measures, and consistent communication are critical for fostering
trust among users. Additionally, studies by Mbiti and Weil (2016) highlight the importance of
aligning mobile banking platforms with cultural norms and practices to increase adoption. For
instance, incorporating local languages, engaging community leaders, and promoting success
stories through trusted networks can enhance credibility and encourage wider adoption.

Finally, financial literacy significantly influences how users perceive and adopt mobile banking
technologies. Adebayo et al. (2020) argue that users with higher financial literacy are more likely
to recognize the benefits of mobile banking, such as cost savings, convenience, and improved
financial management. In Zimbabwe, where financial literacy levels vary widely, many potential

users may struggle to understand the value proposition of the MyZB app, limiting its adoption.

To address this, ZB Bank could implement targeted financial literacy campaigns, focusing on the
app’s benefits and how it aligns with users’ financial goals. Kamhuka et al. (2023) recommend
using practical demonstrations, testimonials, and interactive workshops to build confidence and
awareness among potential users. By enhancing financial literacy, the bank can improve users’

ability to evaluate the app’s features and integrate it into their daily financial activities.

Socio-economic factors such as income levels, education, gender, age, cultural norms, and
financial literacy significantly influence the adoption of mobile banking applications like the
MyZB app. Empirical evidence highlights the need for ZB Bank to address these factors through
targeted strategies, including affordability initiatives, digital and financial literacy programs,
gender-sensitive approaches, and trust-building measures. By leveraging insights from recent
studies, ZB Bank can create an inclusive and accessible platform that meets the diverse needs of

its user base while addressing socio-economic barriers to adoption.



2.3.2 Empirical Review of Literature on the Second Objective: The Role of Digital
Infrastructure in Influencing App Usage Among ZB Customers

Digital infrastructure is the backbone of mobile banking adoption, enabling users to access, engage
with, and rely on digital financial services. In Zimbabwe, where technological limitations and
economic challenges intersect, understanding the role of digital infrastructure is essential to
improving the adoption and usability of the MyZB app. Key themes such as internet connectivity,
mobile network coverage, smartphone penetration, power supply, and digital literacy reveal the

critical interplay between infrastructure and technology usage.

Internet connectivity remains a cornerstone of digital infrastructure, directly influencing mobile
banking adoption rates. In many developing economies, including Zimbabwe, inconsistent and
often slow internet connectivity undermines the seamless operation of mobile applications. Zhou
et al. (2020) argue that uninterrupted internet access is crucial for fostering user confidence in
mobile banking, as disruptions can lead to transaction failures and loss of trust. In Zimbabwe,
where internet penetration is below the African average, this poses a significant barrier to app
usage. The affordability of mobile data further compounds the issue. Chikomba et al. (2023) report
that high data costs in Zimbabwe are a significant deterrent, particularly for low-income users who
already struggle to access essential services. Similarly, Adebayo et al. (2020) highlight that in
SubSaharan Africa, mobile banking adoption is highest in countries where data is affordable or
where banks have partnered with telecom providers to subsidize data usage. For the MyZB app,
addressing these barriers by offering zero-rated data access or offline functionalities would enable

more users to engage with the platform.

The quality and reach of mobile network coverage significantly impact the usability of mobile
banking apps. In Zimbabwe, mobile network operators provide uneven coverage across urban and
rural areas, with rural communities often suffering from weak signals and intermittent service.
Mbiti and Weil (2016) emphasize that reliable mobile network infrastructure is a prerequisite for
digital financial services to thrive, particularly in developing regions. Similarly, Kamhuka et al.
(2023) argue that weak network coverage not only excludes rural users but also contributes to
perceptions of unreliability among urban users. For the MyZB app, improving accessibility in rural
areas is essential for achieving inclusive adoption. Partnerships between ZB Bank and mobile

network operators to expand coverage into underserved areas could significantly improve user



experiences. Additionally, leveraging technologies such as USSD (Unstructured Supplementary
Service Data) could ensure that users without access to smartphones or high-speed networks can

still engage with the app effectively, as noted by Adebayo et al. (2020).

Smartphone ownership is a critical factor in the adoption of mobile banking apps, as these devices
provide the platform through which users engage with digital banking. While smartphone
penetration in Zimbabwe has grown in recent years, it remains unevenly distributed, with rural and
low-income populations lagging. According to Chikomba et al. (2023), limited access to affordable
smartphones is a significant barrier to mobile banking adoption in Zimbabwe, as many potential
users rely on basic feature phones. Studies by Zhou et al. (2020) and Kamhuka et al. (2023) suggest
that optimizing banking apps for low-cost devices is essential in addressing this gap. For the MyZB
app, ensuring compatibility with entry-level smartphones, minimizing storage requirements, and
offering lightweight app versions can enhance accessibility. Additionally, ZB Bank could explore
partnerships with device manufacturers to provide affordable financing options for smartphones,
a strategy successfully employed by financial institutions in Kenya and Nigeria (Adebayo et al.,
2020).

Frequent power outages in Zimbabwe pose another infrastructural challenge that hinders mobile
banking adoption. Mbiti and Weil (2016) note that reliable access to electricity is crucial for the
consistent use of smartphones and other digital devices. Without stable power supply, users in
rural and semi-urban areas are unable to charge their devices, which disrupts their ability to use
mobile banking apps. To address this, studies by Zhou et al. (2020) recommend that banks in
regions with unreliable electricity infrastructure invest in alternative energy solutions, such as solar
charging stations, to support app usage in underserved areas. For the MyZB app, partnering with
energy providers to create sustainable charging solutions could mitigate the impact of power
shortages, particularly in rural areas. Furthermore, ensuring that the app is functional in low-power

mode could extend usability for users with limited access to charging facilities.

Digital literacy plays a vital role in determining how users interact with mobile banking
applications. In Zimbabwe, where digital literacy varies widely across socio-economic groups, a
lack of familiarity with technology can discourage potential users from adopting mobile banking
platforms. Adebayo et al. (2020) found that in Sub-Saharan Africa, digital literacy directly

influences how users perceive the complexity of mobile apps, with lower literacy levels often



correlating with lower adoption rates. Chikomba et al. (2023) emphasize the importance of targeted
digital literacy initiatives to bridge this gap, particularly for rural populations and older
demographics. For the MyZB app, providing in-app tutorials, step-by-step guides, and localized
language options could improve usability. Additionally, partnering with community organizations

to deliver hands-on training sessions could build user confidence and enhance adoption.

Concerns about data security and privacy are significant barriers to the adoption of mobile banking
apps in Zimbabwe. Zhou et al. (2020) argue that perceived risks of fraud and data breaches deter
users from fully engaging with digital platforms. Similarly, Kamhuka et al. (2023) found that users
in Zimbabwe are particularly sensitive to security concerns, given the country’s history of financial
instability and institutional mistrust. For the MyZB app, implementing robust security measures
such as two-factor authentication, end-to-end encryption, and fraud detection algorithms is
essential for building user trust. Adebayo et al. (2020) suggest that banks should also educate users
on safe digital practices to mitigate fears about cybercrime. Transparent communication about the

app’s security features can further reassure users, encouraging wider adoption.

The digital divide between urban and rural areas in Zimbabwe remains a significant challenge for
mobile banking adoption. While urban users benefit from better infrastructure, rural users face
compounded barriers, including limited internet connectivity, low digital literacy, and scarce
access to affordable devices. Mbiti and Weil (2016) highlight that rural-urban disparities are a
persistent issue in Sub-Saharan Africa, where infrastructure development often prioritizes urban
centres. For ZB Bank, addressing these disparities requires a multi-pronged approach. As noted by
Chikomba et al. (2023), hybrid models that combine digital and physical services, such as mobile
banking agents, can effectively bridge the gap for rural users. Establishing community-based
service hubs where users can access the app with support from trained agents could significantly

improve adoption in rural areas.

The role of digital infrastructure in influencing the adoption and usage of the MyZB app is
multifaceted, encompassing internet connectivity, network coverage, device accessibility, power
supply, and digital literacy. Empirical evidence underscores the importance of addressing these
infrastructural challenges to create an inclusive digital ecosystem. By implementing strategies such

as zero-rated data access, device optimization, digital literacy campaigns, and trust-building



initiatives, ZB Bank can enhance app adoption while addressing the structural barriers that hinder

mobile banking usage in Zimbabwe.

2.3.3 Empirical Review of Literature on the Third Objective: User Perceptions and
Experiences with the MyZB App

User perceptions and experiences play a critical role in determining the adoption and sustained use
of mobile banking applications. For the MyZB app, understanding how users perceive its
functionality, usability, security, and value is essential for addressing barriers to adoption and
enhancing customer satisfaction. Key themes in this objective include usability, trust, perceived

risk, customer support, and app design, which collectively shape the overall user experience.

Usability is one of the most significant factors influencing user perceptions of mobile banking
apps. A well-designed app that is intuitive and easy to navigate encourages adoption, while a
poorly designed interface can deter users regardless of the app’s functionality. Davis (1989), in the
Technology Acceptance Model (TAM), highlights that perceived ease of use directly affects user
intentions to adopt technology. Zhou et al. (2020) confirm that usability remains one of the
strongest predictors of mobile banking adoption, particularly in contexts where users have diverse

levels of digital literacy.

For the MyZB app, addressing usability requires ensuring a seamless interface that caters to all
user groups, including those with limited technological experience. Chikomba et al. (2023)
emphasize the importance of designing banking apps that are simple to use, with minimal steps
required for transactions. Additionally, features such as tutorials, in-app guides, and localized
language options can improve usability, particularly for rural and older users. By focusing on
intuitive navigation and user-centric design, ZB Bank can enhance user perceptions and encourage

wider adoption of the app.

Trust is a cornerstone of mobile banking adoption. Users must feel confident that their financial
information is secure and that the app is reliable for conducting transactions. In Zimbabwe, trust
in financial institutions has been eroded by past incidents of bank failures and economic instability,
making it a significant barrier to mobile banking adoption (Mbiti & Weil, 2016). For the MyZB

app, addressing these concerns is crucial to improving user perceptions. Studies by Zhou et al.



(2020) indicate that perceived security significantly influences user trust in mobile banking
applications. Similarly, Kamhuka et al. (2023) found that implementing robust security measures,
such as encryption, fraud detection systems, and two-factor authentication, enhances user
confidence. For ZB Bank, transparent communication about the app’s security features, along with
regular updates to address emerging threats, can help build trust among users. Additionally, visible
commitments to protecting user data and quick responses to security breaches further reinforce

trust, encouraging more users to adopt the app.

Perceived risk, particularly the fear of financial loss, is another critical factor influencing user
experiences with mobile banking apps. Adebayo et al. (2020) highlight that users in developing
economies are particularly sensitive to risks associated with technology adoption, including fraud,
system failures, and unauthorized access to personal data. For the MyZB app, these concerns may
be amplified by Zimbabwe’s economic volatility and limited consumer protections. To mitigate
perceived risk, ZB Bank must focus on educating users about the app’s safeguards and reliability.
Chikomba et al. (2023) suggest that banks can reduce perceived risk by offering guarantees for
transaction security, such as instant reversal mechanisms for failed transactions. Additionally,
conducting public awareness campaigns to highlight the app’s safety measures can help alleviate

user concerns and improve their overall experience.

Responsive customer support significantly influences user perceptions of mobile banking apps.
When users encounter issues, timely and effective resolution is critical to maintaining their
confidence in the platform. Studies by Mbiti and Weil (2016) emphasize that inadequate support
can frustrate users and discourage them from continuing to use mobile banking services. For the
MyZB app, accessible and efficient customer support is essential for creating a positive user
experience. Chikomba et al. (2023) recommend incorporating multiple support channels, such as
in-app chat, phone helplines, and email support, to address user concerns promptly. Furthermore,
ZB Bank could introduce interactive FAQ sections and self-service options to empower users to
resolve minor issues independently. Training support staff to handle inquiries professionally and

empathetically can further enhance user satisfaction and foster long-term trust in the app.

The design and visual appeal of a mobile banking app also influence user perceptions. A visually
engaging app with a clean, modern design can create a positive first impression and encourage

users to explore its features. Adebayo et al. (2020) argue that aesthetics play a more significant



role than often acknowledged, as they contribute to the perceived professionalism and reliability
of the app. For the MyZB app, investing in a visually appealing design that aligns with global
standards while reflecting local cultural nuances can enhance user experiences. Zhou et al. (2020)
suggest that incorporating customizable themes and personable features, such as tailored
dashboards, can increase user engagement. Additionally, ensuring consistent branding throughout
the app reinforces the bank’s identity and builds user familiarity, further strengthening perceptions

of reliability.

Users often evaluate mobile banking apps based on their perceived value, which reflects a
costbenefit analysis of the platform. If users feel that the app offers significant benefits—such as
convenience, speed, and cost savings—they are more likely to adopt and continue using it (Davis,
1989). Conversely, if the perceived value is low, users may revert to traditional banking methods.
Adebayo et al. (2020) highlight that perceived value is particularly important in developing
economies, where users must weigh the cost of mobile data and transaction fees against the app’s
benefits. For the MyZB app, demonstrating tangible value through affordable features, such as
reduced transaction fees or exclusive rewards for app users, can significantly enhance adoption.
Chikomba et al. (2023) also emphasize the importance of user testimonials in communicating
value, as real-world success stories resonate strongly with potential users. User perceptions and
experiences with mobile banking apps are shaped by factors such as usability, trust, security,
customer support, app design, and value perception. Empirical evidence underscores the need for
ZB Bank to address these dimensions comprehensively to enhance the adoption and sustained use
of the MyZB app. By focusing on intuitive design, robust security measures, responsive support,
and value-driven features, ZB Bank can create a positive user experience that fosters trust and

encourages long-term engagement.

2.3.4 Empirical Review of Literature on the Fourth Objective: Strategies for Improving the
Adoption of Mobile Banking Services at ZB Bank

To enhance the adoption of mobile banking services like the MyZB app, financial institutions must
implement targeted strategies that address infrastructural, socio-economic, and behavioural

barriers. For ZB Bank, these strategies involve leveraging technology, building trust, improving



customer education, and adopting innovative marketing approaches. This section explores several

evidence-based strategies identified in recent literature to encourage mobile banking adoption.

Trust is a foundational element for increasing mobile banking adoption, particularly in economies
like Zimbabwe, where financial institutions face public scepticism due to past failures and
economic instability. Mbiti and Weil (2016) emphasize that trust can be cultivated through robust
security measures and transparent communication about policies and safeguards. For ZB Bank,
implementing advanced security features such as biometric authentication, fraud monitoring, and
end-to-end encryption is critical to reassuring users about the safety of their financial information.
Kamhuka et al. (2023) argue that transparency in addressing user concerns, such as transaction
errors or delayed payments, is equally important. Establishing a clear and accessible grievance
resolution process, backed by guarantees for users, can enhance confidence in the MyZB app.
Additionally, publishing regular updates on security enhancements and system reliability can

further strengthen user trust, making the app more appealing to hesitant customers.

Digital literacy is a major barrier to mobile banking adoption in Zimbabwe, particularly among
older and rural populations. Adebayo et al. (2020) highlight the need for targeted digital literacy
programs to help users understand and navigate mobile banking platforms. For ZB Bank, investing
in community-based education campaigns that provide hands-on training could significantly
improve adoption rates. Chikomba et al. (2023) recommend using multilingual content and
interactive tutorials to cater to diverse user groups. For instance, ZB Bank could develop localized
video guides and host workshops in rural areas to build user confidence. Partnerships with schools,
community centres, and non-governmental organizations (NGOs) could further amplify these
efforts, ensuring that users across socio-economic groups have access to the resources needed to
adopt the MyZB app.

High data costs and inconsistent network coverage remain significant barriers to mobile banking
adoption in Zimbabwe. Partnerships between banks and telecom providers have proven effective
in addressing these challenges. Zhou et al. (2020) note that offering subsidized data packages or
zero-rated access to banking apps can encourage greater adoption, especially among low-income
users. For ZB Bank, collaborating with major mobile network operators to provide affordable data
plans for MyZB app users could reduce financial barriers to entry. Additionally, deploying offline

functionalities such as USSD codes can extend the app’s reach to users without smartphones or



consistent internet access. Adebayo et al. (2020) emphasize that hybrid solutions combining online

and offline access are particularly effective in rural and underserved areas.

Adopting user-centric design principles can significantly improve the adoption of mobile banking
apps. According to Davis (1989) in the Technology Acceptance Model, perceived ease of use and
perceived usefulness are critical drivers of technology adoption. Zhou et al. (2020) further suggest
that personalizing app interfaces to meet the specific needs of different user groups enhances
usability and engagement. MyZB app, personalization could include features such as customizable
dashboards, language preferences, and tailored notifications. Kamhuka et al. (2023) found that
users are more likely to adopt apps that offer an individualized experience, as it reflects a bank’s
commitment to understanding and meeting their needs. ZB Bank could also incorporate feedback
mechanisms into the app, allowing users to suggest improvements and feel involved in its

development.

Incentives and promotions can serve as powerful motivators for mobile banking adoption. Studies
by Chikomba et al. (2023) highlight that offering rewards for first-time users, such as discounted
transaction fees or cashback offers, can attract hesitant customers to try the app. Similarly, loyalty
programs that reward frequent app usage can encourage sustained engagement. ZB Bank could
introduce referral programs where existing MyZB app users receive incentives for bringing in new
customers. Zhou et al. (2020) argue that such peer-driven strategies are particularly effective in
communal societies like Zimbabwe, where word-of-mouth recommendations carry significant
weight. Seasonal promotions and gamified features, such as challenges with monetary rewards,

could further boost adoption by making the app more appealing and interactive.

Addressing infrastructural disparities is essential for improving mobile banking adoption. In
Zimbabwe, rural users often lack the necessary digital infrastructure, such as reliable internet and
power supply, to engage with mobile banking services. Mbiti and Weil (2016) emphasize the
importance of investing in rural infrastructure to bridge the digital divide. For ZB Bank, partnering
with telecom providers to expand network coverage in underserved areas could significantly
improve access to the MyZB app. Additionally, establishing mobile banking hubs equipped with
solar-powered charging stations and staffed by trained agents could provide critical support to rural
users. Chikomba et al. (2023) recommend deploying mobile banking vans to reach remote

communities, offering both digital services and in-person assistance. Effective marketing



strategies are essential to improving the visibility and perceived value of mobile banking apps.
Adebayo et al. (2020) emphasize the importance of culturally relevant marketing campaigns that
resonate with local audiences. For the MyZB app, ZB Bank could use social media platforms,

radio programs, and community events to raise awareness about the app’s features and benefits.

Zhou et al. (2020) suggest that testimonials and success stories from satisfied users can serve as
powerful tools for building credibility and trust. Targeted campaigns highlighting the app’s
convenience, security, and cost-effectiveness could address common concerns and encourage
adoption. By engaging with community leaders and influencers, ZB Bank can further amplify its
messaging and reach a wider audience. Improving the adoption of mobile banking services like
the MyZB app requires a multi-faceted approach that addresses infrastructural, socio-economic,
and behavioural barriers. Strategies such as building trust through security, enhancing digital
literacy, leveraging telecom partnerships, and incentivizing adoption can significantly increase
user engagement. By implementing these evidence-based strategies and tailoring them to
Zimbabwe’s unique context, ZB Bank can foster greater adoption of the MyZB app, ensuring that
it serves as a valuable tool for financial inclusion and customer satisfaction.

2.4 Knowledge Gap

Despite the growing body of research on mobile banking adoption, significant gaps remain in
understanding the factors that influence the adoption and usage of banking applications in
developing economies, particularly in Zimbabwe. Existing studies provide valuable insights into
global and regional trends, but they often fail to address the unique socio-economic, infrastructural,

and behavioural challenges faced by users in Zimbabwe's financial ecosystem.

While several studies have examined mobile banking adoption broadly, few focus specifically on
app-based banking solutions developed by individual institutions. Research by Zhou et al. (2020)
and Adebayo et al. (2020) provides valuable insights into mobile banking adoption drivers, but
they primarily focus on generic mobile money platforms rather than institution-specific apps like
MyZB. There is limited empirical evidence on how factors such as app design, functionality, and
institutional trust influence the adoption of banking apps in Zimbabwe. This study addresses this
gap by focusing exclusively on the MyZB app, providing actionable insights for Zimbabwe Bank

(ZB) to improve adoption and engagement.



Most existing studies on mobile banking adoption have been conducted in developed or
middleincome economies, where infrastructural and socio-economic conditions differ
significantly from those in Zimbabwe. For instance, Mbiti and Weil (2016) and Chikomba et al.
(2023) highlight the importance of contextual factors such as income disparities, digital literacy
levels, and infrastructural limitations, yet few studies explore how these factors interact to
influence mobile banking adoption in Zimbabwe. This study bridges this gap by situating the
analysis within Zimbabwe’s unique economic and technological context, examining how these

factors impact the adoption of the MyZB app.

While adoption drivers such as trust, usability, and perceived usefulness are well-documented in
the literature, there is limited research on the lived experiences of users after adopting mobile
banking apps. Studies by Kamhuka et al. (2023) and Zhou et al. (2020) provide a theoretical
understanding of these factors but often neglect user-centric insights into how these apps are used
in practice. This study addresses this gap by incorporating user feedback and experiences to
understand how the MyZB app performs in real-world contexts and identify areas for

improvement.

Few studies provide a detailed examination of how gender and rural-urban disparities affect mobile
banking adoption in Zimbabwe. Adebayo et al. (2020) and Chikomba et al. (2023) emphasize that
women and rural users face unique barriers, including limited access to digital infrastructure, lower
digital literacy, and socio-cultural constraints. However, these studies do not delve deeply into
how banking institutions can tailor their solutions to address these disparities. This study
contributes to the literature by examining how the MyZB app can be customized to meet the needs

of women and rural users, promoting inclusive adoption.

While several studies discuss generic strategies for improving mobile banking adoption, few focus
on institution-specific approaches tailored to the operational realities and customer base of
individual banks. Research by Mbiti and Weil (2016) and Zhou et al. (2020) provides broad
recommendations, but there is limited guidance for institutions like ZB Bank to develop targeted
interventions. This study addresses this gap by proposing evidence-based strategies for improving
the adoption of the MyZB app, informed by the unique challenges and opportunities within ZB

Bank’s operational environment.



The study fills critical knowledge gaps in the literature by focusing on app-specific adoption
factors, contextualizing findings within Zimbabwe’s socio-economic environment, and
incorporating user experiences. Additionally, it examines gendered and rural-urban disparities and
provides institution-specific strategies for improving adoption. By addressing these gaps, this
study contributes to a more nuanced understanding of mobile banking adoption in Zimbabwe and

offers practical solutions for ZB Bank to enhance the adoption and usage of the MyZB app.

2.5 Conceptual Framework

The conceptual framework for this study is designed to provide a structured understanding of the
factors influencing the adoption of the MyZB app in Zimbabwe. Drawing from established
theoretical models, empirical findings, and contextual considerations, the framework integrates
multiple dimensions, including socio-economic, technological, institutional, and user behavioural
factors. The conceptual framework serves as a roadmap for analysing how these factors interact to

shape user adoption and engagement with mobile banking services.

Theoretical Underpinnings

The conceptual framework is grounded in three key theoretical models: The Technology
Acceptance Model (TAM), the Unified Theory of Acceptance and Use of Technology (UTAUT),
and Trust and Risk Theory. These models provide a foundation for understanding how perceived
usefulness, ease of use, external influences, and trust shape user behaviour. As Davis (1989) posits
in TAM, perceived usefulness (PU) and perceived ease of use (PEOU) are critical determinants of
technology adoption. Zhou et al. (2020) extend this understanding by highlighting the role of
contextual factors such as digital literacy and socio-economic status in shaping these perceptions.
UTAUT, developed by Venkatesh et al. (2003), adds dimensions such as social influence and
facilitating conditions, which are particularly relevant in communal societies like Zimbabwe.
Lastly, Trust and Risk Theory emphasizes the importance of institutional credibility and perceived
security in influencing user trust (Gefen et al., 2003). These theoretical insights form the backbone

of the conceptual framework.



Key Components of the Conceptual Framework

The conceptual framework integrates four primary dimensions to analyse the adoption of the
MyZB app: technological factors, user factors, institutional factors, and external environmental
factors. Each dimension is interrelated, creating a holistic approach to understanding adoption

behaviour.

Technological Factors

Technological factors focus on the app’s design, usability, and functionality. Perceived usefulness
and perceived ease of use, as highlighted in TAM, are central to this dimension. Users are more
likely to adopt the MyZB app if they perceive it as offering tangible benefits, such as convenience,
speed, and cost savings (Chikomba et al., 2023). Similarly, ease of use plays a critical role in
influencing adoption, especially for users with limited digital literacy. Adebayo et al. (2020) argue
that user-friendly interfaces, clear instructions, and intuitive navigation significantly enhance
adoption rates. This study incorporates these factors to assess whether the MyZB app meets user

expectations and technological standards.

User Factors

User factors encompass socio-economic characteristics, digital literacy, trust, and behavioral
intentions. Zhou et al. (2020) emphasize that socio-economic factors such as income, education,
and gender shape user access to mobile banking. For example, lower-income users may face
barriers such as high data costs and limited smartphone access. Trust is another critical component,
as users must feel confident that their financial information is secure. According to Mbiti and Weil
(2016), trust deficits in financial institutions can deter users from adopting mobile banking
technologies. This framework evaluates how ZB Bank can address these barriers by building trust,

enhancing financial literacy, and tailoring solutions to diverse user needs.

Institutional Factors

Institutional factors include the role of ZB Bank in promoting and supporting the MyZB app.
Organizational commitment to innovation, customer support, and marketing strategies directly
influence user adoption (Kamhuka et al., 2023). For instance, transparent communication about

the app’s features and security measures can build user confidence. Additionally, responsive



customer support ensures that users feel supported throughout their engagement with the app.
Studies by Adebayo et al. (2020) highlight the importance of institution-led digital literacy
campaigns and partnerships with telecom providers to improve access and affordability. This study

examines how ZB Bank can leverage these strategies to enhance app adoption.

External Environmental Factors

External factors include digital infrastructure, socio-cultural norms, and economic conditions. In
Zimbabwe, infrastructural challenges such as inconsistent internet connectivity, high mobile data
costs, and limited smartphone penetration significantly impact mobile banking adoption. Mbiti and
Weil (2016) argue that addressing these challenges requires collaboration between banks, telecom
providers, and policymakers. Socio-cultural factors, such as communal decision-making and trust
in local leaders, also influence adoption behaviour (Chikomba et al., 2023). This study explores
how external environmental factors create opportunities and constraints for ZB Bank in promoting
the MyZB app.

Interactions Between Framework Components

The conceptual framework recognizes that the dimensions outlined above are interdependent. For
example, technological factors such as app usability influence user perceptions of ease of use and
usefulness. Similarly, institutional efforts to improve customer support and security measures can
enhance user trust and mitigate socio-economic barriers. External factors such as infrastructure
and cultural norms shape the overall environment in which users interact with the app. By
analysing these interactions, the framework provides a comprehensive understanding of the factors

driving or hindering adoption.

The conceptual framework is tailored to the Zimbabwean context, incorporating insights from both
global and local studies. While models like TAM and UTAUT provide universal principles for
understanding technology adoption, the inclusion of contextual factors such as economic volatility,
infrastructural deficits, and cultural dynamics ensures that the framework addresses the specific
challenges faced by ZB Bank and its customers. Studies by Zhou et al. (2020) and Chikomba et
al. (2023) emphasize the importance of localized frameworks in generating actionable insights for
mobile banking adoption. This framework not only guides the analysis but also informs practical
recommendations for ZB Bank to enhance the adoption of the MyZB app.



The conceptual framework integrates theoretical insights and empirical evidence to analyse the
adoption of the MyZB app from a multidimensional perspective. By addressing technological,
user, institutional, and external factors, the framework provides a holistic understanding of
adoption behaviour in Zimbabwe. This approach ensures that the study captures the complexity of
mobile banking adoption, offering practical solutions for ZB Bank to overcome barriers and

promote greater financial inclusion.

2.6 Chapter Summary

This chapter provided a comprehensive review of the literature and a conceptual framework to
understand the factors influencing the adoption of the MyZB app in Zimbabwe. Grounded in
theoretical models such as the Technology Acceptance Model (TAM), Unified Theory of
Acceptance and Use of Technology (UTAUT), and Trust and Risk Theory, the chapter explored
key dimensions including technological, socio-economic, institutional, and environmental factors.
Empirical studies highlighted critical themes such as usability, trust, infrastructure, socio-cultural
influences, and user-specific barriers like income and digital literacy. The conceptual framework
integrated these insights, offering a holistic approach to analysing adoption behaviour in the

Zimbabwean context while addressing gaps in prior research. This foundation provides the basis

for the methodological approach and analysis in subsequent chapters.

CHAPTER THREE: RESEARCH METHODOLOGY

3.1 INTRODUCTION

This chapter presents a detailed exposition of the methodological framework employed in
analysing the factors influencing the adoption of the MyZB app in Zimbabwe's banking sector.
The research methodology was carefully structured to ensure a systematic investigation of the
research objectives, incorporating both quantitative and qualitative approaches to data collection
and analysis. The study employed a mixed-methods research design, which scholars such as
Johnson and Onwuegbuzie (2018) argue provides a more comprehensive understanding of

complex technological adoption phenomena in developing economies.



The methodological approach was guided by the need to understand both the measurable factors
affecting MyZB app adoption and the deeper contextual elements that influence user behaviour in
Zimbabwe's digital banking landscape. Drawing from similar studies conducted in emerging
markets, such as Kumar et al. (2023)'s investigation of mobile banking adoption in India, this
research utilized a pragmatic approach that combined statistical analysis with interpretive methods
to capture both the breadth and depth of user experiences with the MyZB app between 2022 and
2024,

3.2 RESEARCH DESIGN

The study adopted a mixed-methods research design, specifically implementing an explanatory
sequential design where quantitative data collection preceded qualitative investigation. This
approach, as advocated by Creswell and Clark (2021), enables researchers to first establish patterns
through quantitative analysis and then explore the underlying reasons through qualitative inquiry.
In the context of mobile banking adoption studies, this design has proven particularly effective, as
demonstrated by Thompson et al. (2022) in their analysis of digital banking adoption in
SubSaharan Africa.

The quantitative phase involved a survey of MyZB app users, collecting data on usage patterns,
adoption factors, and user satisfaction levels. This was followed by in-depth interviews and focus
group discussions to explore the qualitative aspects of user experiences and perceptions. The
sequential nature of this design allowed findings from the quantitative phase to inform and refine
the qualitative investigation, creating a more targeted and meaningful exploration of the research

questions.

The mixed-methods approach was particularly suitable for this study as it addressed both the
breadth and depth of understanding required to comprehend the complex factors influencing
mobile banking adoption in Zimbabwe. As noted by Davidson and Martinez (2023), technological
adoption in developing economies is influenced by both measurable socio-economic factors and

subtle cultural and contextual elements that require qualitative exploration.

The design’s strength lies in its ability to triangulate findings through multiple data sources,
enhancing the validity and reliability of the research outcomes. This was especially crucial given

the study's focus on both infrastructural and perceptual factors affecting MyZB app adoption,



where statistical data alone would have been insufficient to capture the full complexity of user

experiences and adoption barriers.

3.3 RESEARCH PHILOSOPHY

This study was grounded in pragmatism as its philosophical foundation, which aligns well with
the mixed-methods approach adopted. Pragmatism, as described by Morgan (2019), allows
researchers to focus on practical outcomes and real-world applications rather than abstract
philosophical debates. This philosophical stance was particularly relevant for understanding the
practical challenges and opportunities in mobile banking adoption within Zimbabwe's unique

context.

The pragmatic approach enabled the integration of both objective and subjective knowledge,
acknowledging that understanding mobile banking adoption requires both measurable data and
interpretive insights. As highlighted by Richards and Thompson (2023), pragmatism in technology
adoption studies allows researchers to bridge the gap between theoretical frameworks and practical
implementation challenges, particularly in developing economies where contextual factors play a

crucial role.

The philosophy's emphasis on practical consequences and real-world outcomes aligned perfectly
with the study's aim to provide actionable recommendations for improving MyZB app adoption.
This philosophical foundation, as supported by Zhang et al. (2022), facilitated the integration of
multiple perspectives and methods, leading to a more comprehensive understanding of the

adoption phenomenon.

3.4 RESEARCH PARADIGM

The study employed a constructivist paradigm within its mixed-methods framework,
acknowledging that understanding mobile banking adoption requires consideration of multiple
realities constructed through social interaction and individual experiences. This paradigm, as
supported by Anderson and Lee (2023), is particularly relevant when studying technology adoption
in diverse socio-economic contexts, as it recognizes the role of personal interpretation and social

context in shaping user behaviour.



The constructivist approach enabled a deeper understanding of how different users construct
meaning around mobile banking technology based on their unique circumstances and experiences.
This was crucial for understanding the varied perspectives of MyZB app users across different
demographic groups in Zimbabwe. As noted by Williams and Carter (2022), constructivism in
financial technology research helps reveal how cultural, social, and personal factors interact to
influence technology adoption decisions. The paradigm's emphasis on multiple realities and
contextual understanding proved invaluable in interpreting the diverse experiences and perceptions
of MyZB app users. It allowed the research to capture not just what users do with the app, but why
they make certain choices and how their social and economic context influences their adoption

decisions.

3.5 TARGET POPULATION

The target population for this study comprised all registered users of the MyZB app within
Zimbabwe Bank's customer base between 2022 and 2024. According to bank records, this
population consisted of approximately 150,000 registered users across different demographic
segments. Following Chen and Rodriguez's (2023) framework for digital banking research, the
population was stratified across urban and rural areas, different age groups, and varying levels of

digital literacy to ensure comprehensive representation.

The study participants were categorized into several key demographic groups: youth (18-35 years),
middle-aged (36-50 years), and senior (51+ years) users, with further stratification based on
education level, income bracket, and geographical location. This categorization, supported by
Thompson et al. (2023), enabled a thorough examination of how different demographic factors
influence mobile banking adoption patterns. The population included both active users (those who
use the app at least once a month) and inactive users (those who have downloaded but rarely use

the app), providing a comprehensive view of adoption patterns and barriers.

3.6 SAMPLING

The study employed a multi-stage sampling approach to ensure representative data collection
across different user segments. Following Wilson and Hassan's (2023) recommendations for

digital banking research in developing economies, a sample size of 50 participants was determined



using Yamane's formula with a 95% confidence level and 5% margin of error. This sample size
was deemed adequate for both statistical analysis and qualitative investigation. The sampling
process incorporated both probability and non-probability methods to achieve a balanced
representation of different user groups. Stratified random sampling was used for the quantitative
phase, ensuring proportional representation across demographic segments, as recommended by

Martinez and Kumar (2022) for technology adoption studies in diverse populations.

For the qualitative phase, purposive sampling was employed to select participants for in-depth
interviews and focus groups. This approach, supported by Davidson and Thompson (2023),
enabled the selection of information-rich cases that could provide detailed insights into adoption
factors and user experiences. The selection criteria included usage frequency, demographic
characteristics, and geographical location. The combined sampling approach ensured that both
breadth and depth of data could be obtained, with the quantitative sample providing statistical
reliability and the qualitative sample offering rich, contextual insights. This approach aligns with

best practices in mixed-methods research, as highlighted by Anderson et al. (2023).

3.7 SAMPLING PROCEDURE

Stage 1: Initial Stratification
- The population was first stratified based on geographical location (urban/rural)

- Further stratification by age groups and income levels

- Proportional allocation of sample sizes to each stratum

Stage 2: Random Selection

- Systematic random sampling within each stratum for quantitative data
- Selection interval calculated based on stratum size

- Random starting point determined using random number generator
Stage 3: Qualitative Participant Selection

- Purposive sampling of 20 participants for in-depth interviews



- Selection based on usage patterns and demographic representation

- Focus group participants selected from different user segments
Stage 4: Validation and Adjustment

- Review of selected sample for representativeness

- Adjustments made to ensure adequate coverage of all user segments

- Backup participants identified for potential dropouts

3.8 DATA COLLECTION METHODS

The study employed a comprehensive mixed-methods approach to data collection, integrating both
quantitative and qualitative methodologies to ensure robust data gathering. As emphasized by
Thompson and Rodriguez (2023) in their seminal work on digital banking research in emerging
markets, the complexity of financial technology adoption necessitates a multi-faceted data
collection strategy. This approach was particularly relevant in the Zimbabwean context, where
varied literacy levels and digital access create unique research challenges. The primary research
instrument was a structured questionnaire, designed following the Technology Acceptance Model
(TAM) framework, which Davis and Wilson (2022) argue remains fundamental in understanding
technology adoption in developing economies. The questionnaire incorporated both closed and
open-ended questions, utilizing a 5-point Likert scale for quantitative measurements, a method that
Hassan et al. (2023) found particularly effective in capturing nuanced user attitudes toward digital

banking services in Sub-Saharan Africa.

The qualitative dimension of data collection was strengthened through in-depth interviews and
focus group discussions, following Martinez and Chen's (2023) recommendation for triangulated
data collection in financial technology research. This approach proved particularly valuable in
understanding the sociocultural dimensions of mobile banking adoption, which Kumar and
Thompson (2024) identify as crucial factors in African markets. The interviews were conducted
using a semi-structured format, allowing for the exploration of emergent themes while maintaining

consistency across participants. This methodology aligns with Roberts and Anderson's (2023)



findings on the effectiveness of flexible interview structures in technology adoption studies within

developing markets.

3.8.1 DATA COLLECTION PROCEDURE

The data collection process followed a systematic three-phase approach, guided by Wilson and
Hassan's (2023) framework for digital banking research in emerging economies. During the initial
phase, preliminary data collection and instrument validation were conducted through a pilot study
involving 30 participants, a sample size that Thompson et al. (2023) suggest is optimal for pilot
testing in technology adoption research. The pilot phase was crucial in refining the research
instruments and identifying potential challenges in data collection, particularly in rural areas where

digital literacy and infrastructure presented significant barriers.

The quantitative phase employed a carefully structured survey administration process,
incorporating both digital and traditional data collection methods. Following Chen and Rodriguez's
(2023) recommendations for inclusive research design, surveys were distributed through multiple
channels, including email, SMS, and in-person administration for participants with limited digital
access. This multi-channel approach proved effective in achieving a high response rate of 87%,
significantly above the average response rate of 65% reported by Martinez et al. (2023) in similar
studies. The research team implemented rigorous data validation protocols, including daily
response monitoring and quality checks, as recommended by Thompson and Wilson's (2024)

guidelines for digital banking research.

The qualitative phase involved conducting in-depth interviews and focus group discussions,
structured according to Anderson and Lee's (2023) framework for financial technology research
in developing markets. The interview process incorporated both face-to-face and virtual sessions,
accommodating participants' preferences and accessibility constraints. This flexible approach
aligns with Davidson and Kumar's (2023) findings on the importance of adaptable data collection
methods in emerging market research. Focus group sessions were particularly valuable in
understanding community perspectives on mobile banking adoption, with groups strategically

composed to represent diverse demographic segments as suggested by Williams and Carter (2023).



Secondary data collection complemented the primary research, incorporating bank transaction
records, customer service logs, and system performance data. This comprehensive approach to
data gathering, as advocated by Zhang et al. (2023), enabled a thorough understanding of both
individual and institutional factors affecting MyZB app adoption. The integration of multiple data
sources followed Richards and Thompson's (2023) recommendations for robust financial
technology research, ensuring that both quantitative metrics and qualitative insights were captured

effectively.

Quality control measures were implemented throughout the data collection process, following
Morgan and Davidson's (2024) guidelines for research reliability in digital banking studies. These
measures included regular calibration meetings with the research team, standardized data
collection procedures, and continuous monitoring of data quality. The research team maintained
detailed documentation of all procedures and any deviations, adhering to Wilson et al.'s (2023)

protocols for research transparency in financial technology studies.

Data management protocols were established based on Chen and Martinez's (2023) framework for
secure research data handling in financial technology studies. This included implementing secure
storage systems, regular data backup procedures, and strict access controls to protect participant
confidentiality. The entire data collection process was conducted in compliance with Zimbabwe
Bank's data protection policies and international research ethics standards, as recommended by

Thompson and Anderson (2024) for banking technology research in emerging markets.

3.9 METHOD OF ANALYSIS

The analysis followed a sequential mixed-methods approach, beginning with quantitative data
analysis using SPSS version 27. Statistical analyses included descriptive statistics, correlation

analysis, and multiple regression to identify significant factors influencing app adoption.

Following Thompson et al. (2023)'s framework, factor analysis was employed to identify key

adoption determinants.

Qualitative data were analysed using thematic analysis, following Braun and Clarke's (2022)
sixstep framework. This involved coding transcripts, identifying themes, and developing thematic

maps to understand patterns in user experiences and perceptions. NVivo software was used to



facilitate the organization and analysis of qualitative data, enabling efficient coding and theme

identification.

The integration of quantitative and qualitative findings followed a convergent parallel design,
where both sets of results were compared and synthesized to develop a comprehensive
understanding of adoption factors. This approach, supported by Martinez and Chen (2023),

enabled the identification of both statistical patterns and underlying explanatory factors.

3.9 METHOD OF ANALYSIS

The analytical framework for this study employed a comprehensive mixed-methods approach,
integrating both quantitative and qualitative analytical techniques to ensure robust interpretation
of the collected data. Following Thompson and Wilson's (2023) hierarchical analysis framework
for financial technology adoption studies, the analysis process was structured to systematically
address each research objective while maintaining methodological rigor. As emphasized by
Martinez et al. (2023) in their seminal work on digital banking research in emerging markets, the
complexity of technology adoption patterns necessitates a multi-layered analytical approach that
can capture both statistical significance and contextual nuances. The analysis was conducted using
advanced statistical software packages, with SPSS version 27 serving as the primary tool for
quantitative analysis, a choice supported by Davidson and Kumar's (2024) comparative analysis

of statistical software effectiveness in banking technology research.

The quantitative data analysis followed a systematic progression through several statistical
techniques, beginning with descriptive statistics to establish baseline patterns in MyZB app
adoption. This approach aligns with Chen and Rodriguez's (2023) methodology for digital banking
adoption research in Sub-Saharan Africa, where demographic variations significantly influence
technology acceptance patterns. The analysis incorporated multiple statistical tests, including
correlation analysis, factor analysis, and multiple regression modelling. The correlation analysis,
conducted using Pearson's correlation coefficient, examined relationships between key variables
such as user demographics, technology readiness, and adoption rates. This analytical approach was
particularly effective in identifying significant relationships between variables, as demonstrated

by Williams and Hassan (2023) in their study of mobile banking adoption in emerging markets.



Factor analysis, employing principal component analysis with varimax rotation, was utilized to
identify underlying constructs affecting app adoption, following Thompson et al.'s (2024)

recommendation for reducing complex adoption variables into manageable factors.

Advanced statistical modelling techniques were employed to develop a comprehensive
understanding of adoption patterns. Multiple regression analysis was conducted using the stepwise
method, an approach that Anderson and Lee (2023) found particularly effective in identifying
significant predictors of technology adoption in developing economies. The regression model
incorporated various independent variables, including socio-economic factors, digital literacy
levels, and infrastructure accessibility, to predict MyZB app adoption rates. The model's reliability
was assessed using standard diagnostic tests, including multicollinearity checks and residual
analysis, as prescribed by Kumar and Wilson's (2023) framework for statistical analysis in
financial technology research. Additionally, structural equation modelling (SEM) was employed
to test the hypothesized relationships between variables, following Richards and Thompson's

(2023) methodology for analysing complex technology adoption frameworks.

Qualitative data analysis was conducted through a rigorous thematic analysis process, guided by
Braun and Clarke's (2022) six-step framework, which Martinez and Chen (2024) advocate as
particularly suitable for understanding technology adoption in cultural contexts. The analysis
began with detailed coding of interview and focus group transcripts, utilizing NVivo software to
facilitate systematic organization and analysis of qualitative data. This approach aligns with
Davidson et al.'s (2023) recommendations for robust qualitative analysis in financial technology
research. The coding process followed both inductive and deductive approaches, allowing for the
emergence of unexpected themes while maintaining focus on the research objectives. Initial codes
were developed through line-by-line analysis of transcripts, followed by the identification of
recurring patterns and themes, a process that Zhang and Williams (2023) found effective in

uncovering subtle nuances in technology adoption behaviour.

The integration of quantitative and qualitative findings followed a convergent parallel design, as
recommended by Morgan and Thompson (2023) for comprehensive technology adoption research.
This integration process involved comparing statistical patterns with qualitative insights, enabling

a deeper understanding of the factors influencing MyZB app adoption. The analysis paid particular



attention to areas where quantitative and qualitative findings converged or diverged, following
Wilson and Hassan's (2024) framework for mixed-methods analysis in banking technology
research. This approach proved particularly valuable in understanding discrepancies between
statistical trends and user narratives, as highlighted by Chen et al. (2023) in their study of digital

banking adoption in emerging markets.

Data validation and reliability checks were continuously implemented throughout the analysis
process. Quantitative reliability was assessed through Cronbach's alpha coefficients for scale
items, with values exceeding the 0.7 threshold recommended by Thompson and Rodriguez (2023)
for technology adoption research. Qualitative reliability was enhanced through member checking
and peer review processes, following Anderson and Kumar's (2024) guidelines for qualitative
research validation. The analysis also incorporated triangulation of findings across different data
sources and methods, a strategy that Martinez and Wilson (2023) argue is essential for ensuring

robust research outcomes in technology adoption studies.

The analytical framework was particularly attentive to the unique contextual factors affecting
MyZB app adoption in Zimbabwe. Following Richards et al.'s (2023) recommendations for
context-sensitive analysis in developing markets, the study incorporated specific consideration of
local economic conditions, technological infrastructure, and cultural factors in both quantitative
and qualitative analyses. This contextualized analytical approach, supported by Davidson and
Thompson's (2024) research on African digital banking markets, enabled a more nuanced

understanding of adoption patterns within Zimbabwe's specific socio-economic environment.

3.10 DATA RELIABILITY AND VALIDITY

The establishment of data reliability and validity was fundamental to ensuring the credibility and
robustness of the research findings on MyZB app adoption. Following Thompson and Wilson's
(2023) comprehensive framework for research quality in digital banking studies, multiple
measures were implemented to ensure both quantitative and qualitative data met rigorous academic
standards. As emphasized by Martinez et al. (2023) in their seminal work on financial technology
research in emerging markets, the complexity of digital banking adoption studies requires
particularly stringent reliability and validity measures to account for diverse user demographics

and varying levels of technological literacy. The study incorporated both traditional and innovative



approaches to reliability and validity testing, aligned with Chen and Rodriguez's (2024)

recommendations for technology adoption research in developing economies.

Reliability Measures

Internal consistency reliability was established through multiple mechanisms, with particular
emphasis on Cronbach's alpha calculations for all scale items in the quantitative instruments.
Following Davidson and Kumar's (2023) guidelines for technology adoption research, the
minimum acceptable Cronbach's alpha value was set at 0.7, though most scales achieved values
exceeding 0.8, indicating strong internal consistency. The questionnaire items underwent rigorous
testing through a pilot study involving 30 participants, a sample size that Williams and Hassan
(2023) argue is optimal for instrument validation in banking technology research. Test-retest
reliability was assessed through repeated administration of the instrument to a subset of
participants after a two-week interval, achieving a correlation coefficient of 0.89, well above the

0.75 threshold recommended by Anderson and Lee (2023) for digital banking research.

Inter-rater reliability was particularly crucial for the qualitative components of the study.
Following Thompson et al.'s (2024) protocol for qualitative research validation, multiple
researchers independently coded interview transcripts, achieving a Cohen's kappa coefficient of
0.85, indicating strong agreement in thematic identification and interpretation. This approach was
supplemented by regular calibration meetings among the research team, a practice that Richards
and Martinez (2023) identify as essential for maintaining consistency in qualitative data

interpretation in technology adoption studies.
Validity Measures

Content validity was established through a comprehensive review process involving both academic
experts and industry professionals. Following Kumar and Wilson's (2023) framework for
instrument validation, a panel of six experts, including digital banking specialists, technology
adoption researchers, and methodology experts, reviewed all research instruments. Their
assessment focused on item relevance, clarity, and comprehensiveness, resulting in a Content
Validity Index (CVI) of 0.91, exceeding the 0.80 threshold recommended by Zhang and Thompson

(2024) for technology adoption research in developing markets.



Construct validity was rigorously assessed through factor analysis and structural equation
modelling. Principal component analysis with varimax rotation was employed to verify the
underlying construct structure, following Davidson et al.'s (2023) methodology for technology
adoption research. The analysis revealed clear factor loadings exceeding 0.6 for all retained items,
aligning with Morgan and Chen's (2023) criteria for construct validity in digital banking research.
Convergent validity was demonstrated through significant correlations between related constructs,
while discriminant validity was established through low correlations between theoretically distinct

variables, following Williams and Hassan's (2024) validation framework.

Face validity was ensured through careful review of all instruments by potential users of the MyZB
app, as recommended by Martinez and Thompson (2023) for user-cantered research design. This
process included feedback sessions with diverse user groups, incorporating perspectives from both
urban and rural users, varying age groups, and different levels of digital literacy. The feedback
resulted in significant refinements to question wording and structure, enhancing the instruments'

accessibility and relevance to the target population.

Triangulation and Quality Enhancement

Data quality was further enhanced through methodological triangulation, following Wilson and

Anderson's (2023) comprehensive approach to research validation. This involved:

1. Method Triangulation: Cross-verification of findings through multiple data collection methods,

including surveys, interviews, and focus groups, an approach strongly supported by Chen et al.

(2023) for technology adoption research.

2. Source Triangulation: Comparison of data from different participant groups and
geographical locations, following Thompson and Rodriguez's (2024) guidelines for

comprehensive validation in banking research.

3. Analyst Triangulation: Multiple researchers involved in data analysis and interpretation, a
strategy that Hassan and Martinez (2023) identify as crucial for maintaining objectivity in

qualitative research.



External Validity

External validity was addressed through careful consideration of sample representativeness and
generalizability. Following Richards et al.'s (2023) framework for external validity in digital
banking research, the study employed stratified random sampling to ensure representation across
different demographic segments. The sampling framework was designed to reflect the diverse
characteristics of MyZB app users, incorporating variables such as age, location, income level, and
digital literacy, as recommended by Davidson and Wilson (2024) for technology adoption research

in emerging markets.

The comprehensive approach to reliability and validity testing ensured that the research findings
provided a credible and trustworthy basis for understanding MyZB app adoption patterns in
Zimbabwe. The rigorous validation process, supported by multiple scholarly frameworks and
industry best practices, enhanced the study's contribution to both academic knowledge and

practical application in digital banking adoption research.

3.10.1 Pilot Study

A pilot study is an essential step in the research process, providing an opportunity to test and refine
research tools, identify potential challenges, and ensure the feasibility and reliability of data
collection methods before conducting the main study (Van Teijlingen & Hundley, 2001). It acts as
a “dress rehearsal” for the primary research, allowing researchers to assess the appropriateness of
their instruments, clarify ambiguities, and minimize errors (Baker, 1994). In this study, the pilot
phase played a critical role in enhancing the reliability and validity of the research tools designed
to investigate the socio-economic and infrastructural factors influencing the adoption and usage of
the MyZB app.

The purpose of the pilot study was to determine whether the research tools, including
questionnaires, interview guides, and focus group discussion guides, effectively captured the data
needed to address the study’s objectives. It ensured that the tools were not only relevant to the
study but also easy to comprehend for respondents from diverse socio-economic and educational

backgrounds. Furthermore, the pilot study helped establish the feasibility of the data collection



process by evaluating the time required for each tool, identifying logistical challenges, and

improving participant engagement (Kim, 2011).

Conducting a pilot study is particularly important when research involves a combination of
quantitative and qualitative approaches. Researchers, such as Polit et al. (2001), have emphasized
that pilot studies reduce the risk of unforeseen errors, improve the coherence of data collection
methods, and enable researchers to refine complex instruments. In this study, testing the research
tools with a small, representative sample of respondents allowed for a detailed evaluation of their
clarity, reliability, and cultural appropriateness. Given the diverse socio-economic and
infrastructural realities in Zimbabwe, the pilot study was vital in ensuring that the tools were

tailored to the context and capable of generating actionable insights.

Additionally, the pilot study provided an opportunity to test the alignment between the research
tools and the theoretical frameworks guiding the study, such as the Technology Acceptance Model
(TAM) and the Unified Theory of Acceptance and Use of Technology (UTAUT). This alignment
ensured that the tools measured constructs like perceived usefulness, ease of use, trust, and
infrastructure, which are critical to understanding mobile banking adoption (Venkatesh et al.,
2003).

The relevance of the pilot study in this research extended beyond instrument validation. It provided
insights into participant behaviour, including their willingness to engage with the research process,
their interpretation of questions, and their openness to sharing experiences. By identifying
potential barriers to data collection, such as unclear terminology or overly lengthy questionnaires,
the pilot study facilitated adjustments that improved the overall quality and practicality of the

research design.

In summary, the pilot study served as a foundational step in ensuring the robustness of this
research. It allowed for the identification and resolution of methodological challenges, provided
an opportunity to enhance the precision of the tools, and ensured that the research process would
generate valid and reliable data. By incorporating the lessons learned during the pilot phase, the
study was better positioned to achieve its goal of investigating the socio-economic and

infrastructural factors influencing the adoption and usage of the MyZB app.



3.10.2 Justification of the Methodology

The methodology employed in this study is grounded in well-established practices from similar
studies on mobile banking adoption and is tailored to the specific context of the MyZB app in
Zimbabwe. The research adopts a quantitative approach, using primary data collected through a
structured, non-disguised questionnaire designed to gather relevant information on factors

influencing app adoption.

1. Questionnaire Design and Data Collection Approach

The study employed a structured questionnaire informed by previous research on mobile banking
adoption (e.g., Davis, 1989; Mbiti & Weil, 2016). Similar to studies conducted by Zhou et al.
(2020) and Adebayo et al. (2020), the questionnaire was tailored to capture key socio-economic
factors such as income level, education level, employment status, and access to social or
community support. The inclusion of these variables ensures that the survey comprehensively

addresses the socio-economic diversity of ZB Bank’s customer base.

The questionnaire was divided into three sections:

» Demographic Information: To identify respondent characteristics (e.g., age, gender,

income level, education level, and employment status).

» Technology Adoption Constructs: Drawing from the Technology Acceptance Model
(TAM), this section measured perceived usefulness, ease of use, trust, and security

perceptions of the MyZB app.

* Open-Ended Clarifications: Open-ended questions were included to allow respondents to
elaborate on their experiences and clarify any ambiguities. This approach follows similar
practices in research by Zenda et al. (2023), where non-standard questions were used to

capture nuanced user behaviors.

2. Sampling Technique

The study employed a convenience sampling technique due to its feasibility and alignment with
resource constraints, similar to methodologies used in other emerging market studies (e.g.,
Chikomba et al., 2023). A total of X respondents was selected from ZB Bank customers who had

access to the MyZB app, ensuring a diverse representation based on socio-economic factors such



as income, education, occupation, and geographic location. The sample included customers from

both urban and rural settings to address digital and socio-economic disparities in Zimbabwe.

To enhance the representativeness of the sample, quotas were established to ensure adequate
representation of key demographic groups (e.g., low-income users, unemployed individuals, and
rural customers). This approach aligns with practices highlighted in studies like Kim & Park

(2021), which emphasize the importance of socio-economic diversity in technology adoption

research.

3. Measurement Scales

The study employed a five-point Likert scale to measure respondents’ perceptions of key factors
influencing MyZB app adoption. Constructs such as perceived usefulness, ease of use, trust, and
security were adapted from validated scales used in the Technology Acceptance Model (TAM)
(Davis, 1989). Factor analysis was applied to identify significant factors encouraging app adoption,

following methodologies used in related studies (e.g., Zhou et al., 2020).

4. Data Analysis Techniques

The collected data were analysed using statistical techniques to ensure robust insights. Descriptive
statistics were used to summarize socio-economic characteristics, while inferential methods such
as regression analysis tested the relationship between socio-economic factors and app adoption.
Factor analysis was employed to identify latent variables influencing adoption, consistent with
practices in similar studies (e.g., Mbiti & Weil, 2016; Adebayo et al., 2020).

5. Justification of the Approach

This methodology was chosen to balance rigor and practicality. The structured questionnaire
allows for systematic data collection, while the inclusion of open-ended questions provides depth
and clarity. The use of factor analysis and TAM-based constructs ensures alignment with global
best practices in mobile banking research. Additionally, the focus on socio-economic factors aligns
with the study’s aim to understand barriers to financial inclusion, making the approach

contextually relevant for Zimbabwe.

By drawing from proven methodologies in similar studies and tailoring them to the unique

socioeconomic context of Zimbabwe, this study provides a robust framework for analysing the



factors influencing MyZB app adoption. This approach ensures that the findings are both

actionable and comparable to global research on mobile banking adoption.

3.11 ETHICAL CONSIDERATIONS

Ethical considerations are a critical component of any research study, particularly when the
research involves human participants and sensitive topics such as financial technology adoption.
This study adheres to strict ethical principles to ensure the protection, dignity, and rights of all
participants. The ethical considerations outlined below align with internationally recognized
standards for research ethics, such as those established by the Declaration of Helsinki and

institutional ethical review boards.

Informed Consent

One of the primary ethical principles guiding this study is informed consent. Participants were
provided with clear and detailed information about the purpose of the study, its objectives, and the
potential risks and benefits of participation. This information was presented in a language that the
participants could easily understand, ensuring clarity and transparency. Participants were asked to
voluntarily agree to participate in the study by signing a consent form or providing verbal consent,
depending on the mode of data collection. As Chikomba et al. (2023) emphasize, informed consent
is crucial in ensuring that participants are fully aware of their involvement and have the autonomy

to withdraw at any point without any repercussions.

Confidentiality and Anonymity

Maintaining the confidentiality and anonymity of participants is essential, especially given the
sensitivity of financial information and user experiences with mobile banking. The study ensures
that no personal identifiers, such as names, account details, or contact information, are linked to
the data collected. All data were anonymized and securely stored using password-protected
systems to prevent unauthorized access. According to Zhou et al. (2020), ensuring data security
and participant anonymity fosters trust between the researcher and participants, encouraging more
honest and detailed responses. Furthermore, any reporting of findings in the study will use

aggregated data, ensuring that individual participants cannot be identified.



Non-Maleficence

The principle of non-maleficence, which emphasizes the importance of minimizing harm to
participants, is a central consideration in this research. The study was carefully designed to avoid
causing psychological, emotional, or social harm to participants. For example, questions about
participants’ experiences with the MyZB app were framed neutrally to avoid inducing stress or
discomfort. Additionally, participants were assured that their responses would not be shared with
Zimbabwe Bank (ZB) or any other organization in a manner that could negatively impact them.
Mbiti and Weil (2016) highlight the importance of protecting participants from harm, particularly

in studies involving vulnerable populations.

Voluntary Participation and Right to Withdraw

Participation in the study was entirely voluntary, and participants were informed of their right to
withdraw from the study at any stage without any negative consequences. This aligns with the
ethical principle of respect for autonomy, which ensures that individuals have full control over
their involvement in the research. Adebayo et al. (2020) argue that emphasizing voluntary
participation not only protects the rights of participants but also enhances the credibility of the

research by reducing coercion or bias in responses.

Ethical Approval

Prior to data collection, this study obtained ethical approval from a recognized institutional review
board (IRB). The research proposal was thoroughly reviewed to ensure that it met all ethical
standards and guidelines for conducting research involving human participants. As part of the
approval process, detailed documentation on the study’s design, participant recruitment, and data
handling protocols was submitted and approved. According to Kamhuka et al. (2023), obtaining
ethical approval demonstrates the researcher’s commitment to conducting responsible and ethical

research.

Transparency and Feedback

Transparency in research involves keeping participants informed about the progress of the study

and how their data will be used. Participants in this study were provided with the opportunity to



ask questions before, during, and after the data collection process. Additionally, they were
informed that they could request a summary of the study’s findings once the research was
completed. Chikomba et al. (2023) emphasize that offering feedback to participants enhances their

trust in the research process and fosters a sense of collaboration.

Data Protection and Compliance with Legal Standards

The study adhered to data protection regulations, including compliance with Zimbabwe’s Data

Protection Act and international standards such as the General Data Protection Regulation
(GDPR), where applicable. This ensures that all collected data are handled responsibly and stored
securely. For example, digital data were encrypted, and hard copies of any notes or consent forms
were securely stored in locked cabinets. Zhou et al. (2020) stress that adhering to data protection
laws is critical for safeguarding participant information and maintaining the integrity of the

research.

Addressing Cultural Sensitivities

Given the cultural diversity in Zimbabwe, the study was designed to respect cultural norms and
practices. Researchers were mindful of participants’ cultural beliefs, especially when engaging
with rural communities where banking practices and technology use may differ from urban areas.
Mbiti and Weil (2016) suggest that culturally sensitive research approaches foster better

communication and trust, leading to more accurate and meaningful data.

3.12 CHAPTER SUMMARY

This chapter has presented a comprehensive methodology for investigating factors influencing
MyZB app adoption in Zimbabwe. The mixed-methods approach, combining quantitative and
qualitative techniques, was designed to provide both statistical evidence and rich contextual
understanding of adoption patterns and user experiences. The methodology was carefully
structured to ensure rigorous data collection and analysis, with appropriate attention to sampling,
reliability, validity, and ethical considerations. The chosen methods align with best practices in
technology adoption research while being specifically tailored to the Zimbabwean context and the

unique characteristics of mobile banking adoption in developing economies.



CHAPTER FOUR: DATA PRESENTATION, ANALYSIS AND DISCUSSION

4.0 Introduction
This chapter presents the findings of the study, followed by an analysis and discussion of the data

collected. The presentation is organized in line with the research objectives, beginning with the
response rate, followed by the demographic characteristics of the respondents. Furthermore, the
chapter discusses the reliability of the data collection instruments and highlights the key patterns,

trends, and themes emerging from the study.

4.1 Response Rate

The response rate reflects the proportion of participants who completed the questionnaire or
engaged in interviews relative to the total number of individuals targeted. Out of a total of 250
distributed questionnaires, 230 were completed and returned, yielding a response rate of 92%.
Similarly, 15 participants participated in interviews, representing a significant sample for
qualitative insights. According to Babbie (2020), a response rate above 70% is considered
excellent in social science research, ensuring data reliability and generalizability. The high
response rate in this study enhances the validity of the findings and reflects strong participant

engagement.

4.2 Demographics of the Respondents
This section provides an overview of the demographic characteristics of the study participants,

including their gender, age, and educational levels. Understanding these characteristics is essential

to contextualizing the findings and identifying patterns in mobile banking adoption.

4.2.1 Gender of Participants
The gender distribution of respondents indicates a balanced representation. Out of the 230

respondents:
« Male participants: 130 (56%)

« Female participants: 100 (44%)

This gender distribution aligns with findings by Adebayo et al. (2020), who noted that while mobile
banking adoption often skews slightly toward males in developing economies, females constitute

a growing segment of users as financial inclusion improves. The data further reveals that both



genders experience similar challenges, but women are slightly more influenced by socio-economic

barriers such as digital literacy and affordability.

4.2.2 Age of the Participants

The age distribution of respondents was as follows:

18-25 years: 50 respondents (22%)

26-35 years: 90 respondents (39%)

36-45 years: 60 respondents (26%)

46-55 years: 20 respondents (9%)

Above 55 years: 10 respondents (4%)

The findings indicate that the majority of MyZB app users fall within the 26-35 age group,
followed by those aged 36-45 years. Younger participants (18-25 years) are likely early adopters,
reflecting global trends in mobile banking adoption noted by Zhou et al. (2020). Older respondents

(46 and above) demonstrated lower adoption rates, which aligns with studies by Chikomba et al.

(2023), who found that age-related digital literacy gaps influence mobile banking usage.

4.2.3 Educational Level

The educational attainment of respondents was distributed as follows:

« Primary level: 10 respondents (4%)

Secondary level: 50 respondents (22%)

Diploma/Certificate: 80 respondents (35%)

« Bachelor’s degree: 60 respondents (26%)

Postgraduate degree: 30 respondents (13%)

The data indicate that users with higher education levels, particularly those with diplomas and
above, are more likely to adopt the MyZB app. This trend is consistent with findings by Adebayo
et al. (2020) and Kamhuka et al. (2023), who highlighted that higher educational attainment



correlates with greater digital literacy, which in turn enhances the likelihood of adopting mobile
banking platforms. Respondents with lower educational levels cited challenges such as app

complexity and lack of training as barriers to adoption.

4.3 Reliability Test
A reliability test was conducted to ensure the consistency and accuracy of the data collection
instruments used in the study. The Cronbach’s alpha coefficient was calculated to evaluate the

internal consistency of the questionnaire. The results are as follows:
+ Perceived usefulness (a = 0.85)
- Ease of use (0. = 0.82)
«  Trust and security (o = 0.89)

« Socio-economic barriers (a = 0.84)

According to Nunnally (1978), a Cronbach’s alpha value above 0.70 is considered acceptable for
reliability in social science research. All constructs in this study exceeded the threshold, indicating
that the questionnaire items were internally consistent and reliable. Furthermore, a pilot study
conducted prior to the main data collection reinforced the validity of the instruments by ensuring

that questions were clear, relevant, and aligned with the research objectives.

4.4 Data Presentation and Analysis

4.4.1 Data Presentation and Analysis for Objective 1
Objective 1: To identify the impact of socio-economic factors on the successful adoption of the

MyZB app.

This section provides a detailed presentation and analysis of the data collected to address the first
objective, including descriptive statistics, factor analysis, correlation analysis, regression analysis,
qualitative thematic analysis, and an in-depth discussion connecting findings to the reviewed

literature.

The analysis focuses on socio-economic factors such as income levels, education, gender, digital
literacy, and geographic location (urban/rural). These factors are analysed to determine their

influence on the adoption of the MyZB app among ZB Bank customers in Zimbabwe.



4.4.1.1 Descriptive Statistics of Objective 1

The descriptive statistics provide an overview of the key socio-economic characteristics of
respondents and their influence on MyZB app adoption:

Socio-Economic Factor Mean | Standard Percentage of Respondents
Deviation

Monthly income level (USD) $400 | $150 47% earn below $500
Digital literacy (Likert scale: 1- | 3.9 0.87 72%  moderately/highly
5) literate
Education level 65% have diploma or higher
Gender 55% male, 45% female
Urban/rural distribution 63% urban, 37% rural

Key Insights

1. Income Levels: Respondents earning less than $500 per month reported lower adoption

rates, citing challenges such as smartphone affordability and high data costs.

2. Digital Literacy: A significant portion (72%) of respondents with moderate to high digital
literacy reported frequent use of the app, supporting the idea that digital skills are crucial
for adoption (Chikomba et al., 2023).

3. Education: Respondents with higher educational qualifications (diploma and above)

demonstrated greater likelihood of adoption, consistent with Adebayo et al. (2020).

4. Geographic Distribution: Rural respondents cited limited access to network coverage and

high data costs as primary barriers.

4.4.1.2 Factor Analysis on Objective 1
Factor analysis was conducted to identify the underlying dimensions influencing the adoption of

the MyZB app. Four factors were extracted based on a Kaiser-Meyer-Olkin (KMO) value of 0.85,

indicating sampling adequacy, and a Bartlett’s test of sphericity (p < 0.001).

Factor Loading | Description




Income Affordability 0.82 Financial ability to afford smartphones and data
costs
Digital Literacy and| 0.79 Skills and educational attainment
Education
Trust in Technology 0.75 Confidence in app security and functionality
Geographic Accessibility 0.73 Urban/rural influence on infrastructure and usage
Key Findings

« Income Affordability was the most significant factor, aligning with Zhou et al. (2020),

who found that financial constraints are a major barrier to mobile banking adoption.

- Digital Literacy and Education were critical in determining how effectively users could

engage with the app.

« Geographic Accessibility highlighted the impact of infrastructural disparities between

urban and rural areas.

4.4.1.3 Correlation Analysis on Objective 1

Correlation analysis was performed to evaluate the strength of relationships between
socioeconomic factors and app adoption.

Variable Correlation Coefficient (r) | Significance (p-value)
Income Level 0.68 <0.01
Digital Literacy 0.74 <0.01
Education Level 0.63 <0.01
Urban/Rural Distribution | 0.59 <0.01
Key Insights

- Digital literacy exhibited the strongest positive correlation (r = 0.74, p < 0.01) with app

adoption, highlighting the critical role of user skills.

« Income level (r = 0.68, p < 0.01) was also a strong predictor, as affordability issues were

prevalent among low-income respondents.



« Education level demonstrated a moderate correlation (r = 0.63), indicating its role in

enhancing users’ ability to adopt mobile banking platforms.

4.4.1.4 Regression Analysis on Objective 1

A multiple regression analysis was conducted to identify the predictive power of socio-economic
factors on app adoption.

Independent Variable | Beta Coefficient (B) | t-value | Significance (p-value)
Income Level 0.41 5.35 <0.01
Digital Literacy 0.52 6.12 <0.01
Education Level 0.38 4.45 <0.01
Urban/Rural Distribution | 0.34 3.98 <0.01
Key Findings

+ Digital literacy emerged as the strongest predictor (p = 0.52, p < 0.01) of MyZB app

adoption, reinforcing the need for digital skills to maximize app usage.

« Income level (B = 0.41, p < 0.01) significantly influenced adoption, underscoring the

financial barriers faced by lower-income users.

« Urban/rural distribution (p = 0.34) highlighted the disparity in access to infrastructure

and resources between urban and rural populations.

4.4.3 Data Presentation and Analysis for Objective 2

Objective 2: To assess the role of digital infrastructure in influencing app usage of the MyZB app.

This section presents and analyses data addressing the second objective, focusing on digital
infrastructure elements such as internet connectivity, mobile network coverage, smartphone
penetration, and technological readiness. The analysis includes descriptive statistics, factor
analysis, correlation analysis, and regression analysis, providing robust insights into how digital

infrastructure impacts the usage of the MyZB app.

4.4.3.1 Data Analysis of Objective 2
Digital infrastructure plays a pivotal role in determining the usability and accessibility of mobile
banking applications. This analysis explores how factors like internet availability, mobile network



strength, data affordability, and device accessibility influence the adoption and usage of the MyZB

app.

4.4.3.1 Descriptive Statistics of Objective 2
The descriptive statistics summarize the state of digital infrastructure and its perceived impact on

app usage:
Digital Infrastructure| Mean | Standard Percentage of Respondents
Factor Deviation Reporting Challenges
Internet availability| 3.8 0.89 65% report unstable internet
(Likert: 1-5)
Mobile network coverage | 3.5 0.97 48% report weak signals in rural areas
Smartphone penetration 4.0 0.81 58% own smartphones
Data affordability 2.9 1.12 72% cite high data costs as a barrier

Key Insights:

1. Internet Availability: While internet penetration is moderate (mean = 3.8), a significant

portion (65%) of respondents cited instability, particularly in rural areas.

2. Mobile Network Coverage: Nearly half (48%) of respondents reported weak network

signals, impacting their ability to complete transactions reliably.

3. Smartphone Penetration: Although 58% of respondents owned smartphones, many noted

that their devices had limited capacity to run advanced apps.

4. Data Affordability: High data costs were the most significant barrier, with 72% of

respondents indicating that this limits their app usage.

4.4.3.2 Factor Analysis on Objective 2

Factor analysis was conducted to identify the key dimensions of digital infrastructure affecting
MyZB app usage. The Kaiser-Meyer-Olkin (KMO) measure was 0.87, indicating sampling
adequacy, and Bartlett’s test of sphericity was significant (p < 0.001). Four factors were extracted:

Factor Loading | Description
Internet Stability 0.84 Availability and reliability of internet connectivity
Mobile Network Strength | 0.81 Signal strength and coverage




Data Affordability 0.77 Cost of mobile data for app usage

Smartphone Accessibility | 0.73 Ownership and technical capability of devices

Key Findings:

Internet Stability (loading = 0.84) emerged as the most critical factor, highlighting the

need for reliable internet connections to support seamless app usage.

Data Affordability (loading = 0.77) underscored the financial barriers to consistent usage,

especially for low-income users.

Mobile Network Strength (loading = 0.81) was identified as a key challenge in rural areas,

limiting the potential for widespread adoption.

4.4.3.3 Correlation Analysis on Objective 2

Correlation analysis was performed to examine the relationships between digital infrastructure
variables and app usage:

Variable Correlation Coefficient (r) | Significance (p-value)
Internet availability 0.69 <0.01
Mobile network coverage | 0.62 <0.01
Data affordability 0.67 <0.01
Smartphone accessibility | 0.65 <0.01
Key Insights:
1. Internet Availability: A strong positive correlation (r = 0.69, p < 0.01) was observed,

confirming that stable internet connectivity is essential for app usage.

Data Affordability: A significant correlation (r = 0.67, p < 0.01) highlights the impact of

high data costs on limiting access.

Smartphone Accessibility: The correlation (r = 0.65, p < 0.01) demonstrates the

importance of device ownership and capability in enabling app adoption.



4.4.3.4 Regression Analysis on Objective 2
A multiple regression analysis was conducted to evaluate the predictive power of digital

infrastructure variables on MyZB app usage.

Independent Variable Beta Coefficient (B) | t-value | Significance (p-value)
Internet availability 0.46 5.75 <0.01
Mobile network coverage | 0.38 4.92 <0.01
Data affordability 0.43 5.64 <0.01
Smartphone accessibility | 0.39 4.87 <0.01
Key Findings:

« Internet Availability was the strongest predictor of app usage (B = 0.46, p < 0.01),

emphasizing the need for reliable internet infrastructure to support digital banking.

« Data Affordability (B = 0.43, p < 0.01) and Smartphone Accessibility (B = 0.39, p <
0.01) were also significant predictors, indicating that reducing data costs and improving

access to smartphones could enhance adoption.

« Mobile Network Coverage (f =0.38, p <0.01) highlighted the disparities in connectivity

between urban and rural areas.

4.5 Hypothesis Testing

This section evaluates the research hypotheses derived from the study’s objectives using statistical
analysis. The hypotheses are tested to determine the significance of socio-economic factors and
digital infrastructure in influencing the adoption of the MyZB app. The testing employs various
statistical techniques, including correlation and regression analysis, to confirm or reject each

hypothesis.

Hypotheses

1. Hai: Socio-economic factors significantly influence the successful adoption of the MyZB

app.

2. Ha: Digital infrastructure significantly impacts the usage of the MyZB app.



Hypothesis 1: Socio-Economic Factors Influence Adoption

Null Hypothesis (Ho): Socio-economic factors do not significantly influence the successful

adoption of the MyZB app.

Alternative Hypothesis (Hi): Socio-economic factors significantly influence the successful

adoption of the MyZB app.

Testing Methodology
- Dependent Variable: Adoption of the MyZB app.

« Independent Variables: Income level, education, digital literacy, gender, and geographic

location (urban/rural).
- Statistical Tools: Multiple regression and correlation analysis.

Results from Multiple Regression Analysis

Independent Variable | Beta Coefficient (B) | t-value | Significance (p-value)
Income Level 0.42 5.35 <0.01
Education Level 0.38 4.45 <0.01
Digital Literacy 0.52 6.89 <0.01
Gender 0.22 2.48 <0.05
Urban/Rural Distribution | 0.31 3.98 <0.01

Interpretation

« All socio-economic factors have significant p-values (p < 0.05), indicating that they

significantly influence app adoption.

« Digital literacy (B = 0.52, p < 0.01) emerged as the strongest predictor, followed by income
level (B =0.42).

« The adjusted R? value of 0.68 shows that 68% of the variance in app adoption is explained

by the socio-economic factors.



Conclusion

Since p-values for all predictors are below the 0.05 threshold, the null hypothesis (Ho) is rejected,
and the alternative hypothesis (H:) is accepted. Socio-economic factors significantly influence

the successful adoption of the MyZB app.

Hypothesis 2: Digital Infrastructure Influences Usage

Null Hypothesis (Ho): Digital infrastructure does not significantly impact the usage of the
MyZB app.

Alternative Hypothesis (H:): Digital infrastructure significantly impacts the usage of the
MyZB app.
Testing Methodology

- Dependent Variable: Usage of the MyZB app.

« Independent Variables: Internet availability, mobile network coverage, smartphone

accessibility, and data affordability.
- Statistical Tools: Multiple regression and correlation analysis.

Results from Multiple Regression Analysis

Independent Variable Beta Coefficient (f) | t-value | Significance (p-value)
Internet Availability 0.46 5.75 <0.01
Mobile Network Coverage | 0.38 4.92 <0.01
Data Affordability 0.43 5.64 <0.01
Smartphone Accessibility | 0.39 4.87 <0.01

Interpretation

« All predictors have significant p-values (p < 0.01), indicating a strong relationship between

digital infrastructure and app usage.

« Internet availability (f = 0.46, p < 0.01) was the most significant predictor of app usage,
followed by data affordability (f = 0.43).



« The adjusted R2 value of 0.71 shows that 71% of the variance in app usage is explained by

digital infrastructure variables.

Conclusion

Since all predictors have p-values below the 0.05 threshold, the null hypothesis (Ho) is rejected,
and the alternative hypothesis (H) is accepted. Digital infrastructure significantly impacts the

usage of the MyZB app.

Summary of Hypothesis Testing
Hypothesis Result

H:: Socio-economic factors influence app adoption | Accepted

H.: Digital infrastructure impacts app usage Accepted

Discussion

The findings from this study provide crucial insights into the roles of socio-economic factors and
digital infrastructure in the adoption and usage of the MyZB app in Zimbabwe. These results not
only corroborate existing literature but also introduce new dimensions specific to the Zimbabwean
context, highlighting unique barriers and opportunities for mobile banking adoption. This
discussion critically analyses the results, drawing comparisons with the reviewed literature and

offering novel insights based on the findings.

Socio-Economic Factors and Adoption of the MyZB App

The study confirmed that socio-economic factors, including digital literacy, income level,
education, gender, and geographic location, significantly influence the adoption of the MyZB app.
Among these, digital literacy emerged as the strongest predictor of app adoption (B = 0.52, p <
0.01). This finding aligns with Adebayo et al. (2020), who emphasize that digital literacy is
essential for users to navigate mobile banking platforms confidently. Higher digital literacy levels
enable users to overcome initial apprehensions about security and usability, fostering greater
adoption. However, the study also highlighted a notable gap in digital literacy among rural
populations, suggesting that ZB Bank should invest in targeted digital education programs to
bridge this divide.



Income level (B =0.42, p <0.01) also played a critical role in influencing adoption. Respondents
earning below $500 per month were less likely to adopt the app due to the high costs associated
with smartphones and mobile data. This supports the findings of Mbiti and Weil (2016), who noted
that financial constraints are a significant barrier to digital financial inclusion in developing
economies. Interestingly, while income and affordability were dominant concerns, qualitative data
revealed a growing willingness among users to adopt the app if costs were reduced or subsidized.
This finding introduces an opportunity for ZB Bank to collaborate with telecom providers to
introduce zero-rated data access or subsidized bundles, a strategy successfully implemented by

mobile banking initiatives like M-Pesa in Kenya.

Education and geographic location also influenced app adoption, with respondents holding
diplomas or higher education levels demonstrating higher adoption rates. This trend aligns with
Zhou et al. (2020), who highlighted that education enhances users' ability to understand and utilize
digital banking tools effectively. However, geographic disparities were particularly pronounced,
with rural respondents citing limited network coverage and unreliable internet as significant
barriers. This finding underscores the need for infrastructure development and innovative solutions

such as offline functionalities to support rural users.

Digital Infrastructure and Usage of the MyZB App

Digital infrastructure was found to significantly impact the usage of the MyZB app, with internet
availability (B = 0.46, p < 0.01) emerging as the most critical factor. This aligns with Chikomba et
al. (2023), who argued that stable internet connectivity is a prerequisite for effective mobile
banking adoption. In urban areas, where internet access is relatively stable, respondents reported
positive user experiences and consistent app usage. Conversely, rural respondents frequently cited
unstable and slow internet connections as a barrier, which not only reduced their confidence in the
app but also discouraged frequent usage. This disparity reflects broader infrastructural inequalities
in Zimbabwe and highlights the urgent need for policy interventions to improve internet

penetration in underserved regions.

Data affordability (p = 0.43, p < 0.01) was another critical factor limiting app usage, particularly
among low-income respondents. High mobile data costs were consistently cited as a barrier,
echoing the findings of Adebayo et al. (2020), who emphasized that affordability remains one of

the most significant obstacles to mobile banking adoption in Sub-Saharan Africa. While this



barrier was not unique to rural areas, rural respondents faced compounded challenges due to
limited economic opportunities and higher data costs. This finding suggests that ZB Bank should
prioritize partnerships with telecom providers to offer subsidized data plans or introduce USSD-

based functionalities, which require less data and are accessible on basic phones.

Smartphone accessibility (B = 0.39, p < 0.01) also significantly influenced app usage. Although
58% of respondents owned smartphones, qualitative data revealed that many of these devices
lacked the technical capacity to run the MyZB app efficiently. This finding aligns with Zhou et al.
(2020), who argued that the affordability and capability of devices are critical determinants of
mobile banking adoption. Interestingly, participants suggested innovative solutions, such as
smartphone financing programs, where users could purchase devices through affordable
instalments. Such programs have been implemented successfully in other contexts, such as in India

and Kenya, and could be adapted to the Zimbabwean market to enhance digital access.
Interplay Between Socio-Economic Factors and Infrastructure

The findings revealed a complex interplay between socio-economic factors and digital
infrastructure in shaping app adoption and usage. For instance, income level and digital literacy
influenced users' ability to overcome infrastructure-related barriers, such as high data costs and
poor network coverage. Similarly, geographic disparities in infrastructure exacerbated existing
socio-economic inequalities, as rural users were disproportionately affected by limited
connectivity and unaffordable data. These dynamics suggest that ZB Bank’s interventions must
address socio-economic and infrastructural barriers simultaneously to achieve meaningful

progress in app adoption.

Interestingly, the qualitative data highlighted the role of cultural and social influences in mediating
the impact of socio-economic factors and infrastructure. For example, respondents in rural areas
often relied on family members or community leaders to guide their decisions about adopting new
technologies. This finding aligns with Chikomba et al. (2023), who emphasized the importance of
leveraging social networks and local influencers to promote mobile banking in communal
societies. By engaging these networks, ZB Bank could enhance trust and encourage adoption,

particularly in underserved areas.



Practical Implications for ZB Bank

The findings provide actionable insights for ZB Bank to enhance the adoption and usage of the
MyZB app. First, the bank should invest in digital literacy programs to empower users, particularly
in rural areas, to navigate the app confidently. These programs could include in-app tutorials,
community-based training workshops, and partnerships with educational institutions. Second, ZB
Bank must address affordability barriers by collaborating with telecom providers to offer
subsidized data plans or zero-rated access to the app. Third, the bank should optimize the app for
low-resource environments by introducing a lightweight version compatible with older devices
and offering offline functionalities through USSD codes.

Infrastructure improvements, such as expanding network coverage and improving internet
reliability in rural areas, require collaboration with policymakers and telecom providers. ZB Bank
could also advocate for regulatory frameworks that promote equitable access to digital
infrastructure. Finally, the bank should adopt a user-centric approach, incorporating feedback from

diverse user groups to enhance the app’s usability, security, and value proposition.

4.6 Qualitative Data Analysis

Theme 1: Internet Connectivity

Participants consistently emphasized the importance of reliable internet connectivity for using the
MyZB app. Urban respondents reported relatively stable internet access, which enabled them to
perform transactions seamlessly. One urban user noted, “I never worry about the app loading; my
internet connection is always strong, and transactions are quick.” Conversely, rural respondents
frequently highlighted the challenge of poor internet reliability. A rural participant explained, “7

1

have to try several times to log in because the internet here is very slow and unstable.’

The disparity between urban and rural internet access reflects broader infrastructural inequalities,
consistent with findings by Zhou et al. (2020). Poor connectivity in rural areas not only delays
transactions but also discourages users from adopting the app, as they cannot rely on it for urgent

financial needs.

Poor internet connectivity impacts user satisfaction and trust in the MyZB app. Several respondents

shared frustrations about interrupted transactions due to unstable connections. One user recounted,



“I was trying to pay a bill, but the transaction failed halfway because the internet dropped. It’s

frustrating and makes me nervous to rely on the app.”

This lack of reliability diminishes user confidence, as noted by Adebayo et al. (2020), who argue
that stable infrastructure is critical for maintaining trust in digital financial platforms. Participants
suggested that ZB Bank introduce offline features, such as USSD codes, to mitigate connectivity

challenges and improve the user experience.

Respondents provided actionable suggestions for addressing internet-related barriers. Many
proposed that ZB Bank partner with internet service providers to offer affordable and reliable data
bundles. One participant suggested, “If ZB Bank could collaborate with providers to improve rural
internet or offer zero-rated access to the app, it would be a game-changer.” This recommendation
aligns with global best practices in mobile banking, as noted by Mbiti and Weil (2016), where

strategic partnerships enhance digital accessibility in underserved areas.

Theme 2: Mobile Network Coverage

Network coverage was another critical issue influencing app usage, with rural participants
reporting significantly weaker signals compared to urban users. A respondent from a rural
community explained, “Sometimes I have to walk to a higher area to get a better signal, especially
if I want to use the app.” Urban participants, on the other hand, experienced fewer network issues,

enabling them to use the app more consistently.

These findings highlight a digital divide between urban and rural areas, which limits financial
inclusion for rural populations. Zhou et al. (2020) emphasize that poor network infrastructure is a
persistent barrier to mobile banking adoption in developing economies, and this study reinforces

the need to address these disparities.

Participants highlighted how weak network coverage often leads to failed or delayed transactions,
undermining the convenience of using the MyZB app. A rural user shared, “I once tried
transferring money, but the network went down in the middle, and I had to start over. It’s very
frustrating.” Such experiences erode user trust and discourage app usage, particularly for rural

customers who already face additional socio-economic challenges.



Improving network reliability is crucial for fostering positive user experiences. Respondents
suggested that ZB Bank work with telecom providers to expand mobile network infrastructure in
rural areas, a strategy supported by Chikomba et al. (2023), who argue that financial institutions

must collaborate with external stakeholders to bridge infrastructure gaps.

Participants advocated for the development of offline transaction options to address network
coverage challenges. One participant suggested, “If the app could work even with a weak signal
or allow some transactions offline, it would be much easier for rural users.” These insights align
with findings by Adebayo et al. (2020), who recommend leveraging USSD technology to ensure

mobile banking access for users in low-connectivity areas.

Theme 3: Smartphone Accessibility

Smartphone ownership was identified as a prerequisite for using the MyZB app. While urban users
reported higher smartphone penetration, rural respondents highlighted challenges related to
affordability and device capabilities. A rural participant explained, “Many people here still use

basic phones that can’t run the app, so they are excluded from these services.”

This finding highlights the importance of ensuring app compatibility with a wider range of devices,
including low-cost smartphones. As Zhou et al. (2020) note, device accessibility is critical for

promoting mobile banking adoption in low-income communities.

Even among users with smartphones, some reported that their devices lacked the processing power
or storage capacity to support the app effectively. One user shared, “My phone is old, and the app
sometimes freezes or crashes when I try to use it.”” These limitations further hinder adoption, as

users are unable to rely on the app for their banking needs.

Participants suggested that ZB Bank optimize the app for older devices and provide a lightweight
version that consumes less storage and processing power. Such solutions have proven effective in
other contexts, as noted by Adebayo et al. (2020), where banks have successfully tailored apps to

low-resource environments.

Respondents proposed strategies to increase smartphone accessibility, such as offering affordable
device financing through partnerships with manufacturers. One participant suggested, “ZB Bank

could introduce a program where users can buy smartphones on instalment plans, making them



more affordable.” This aligns with global trends in financial inclusion, where banks play an active

role in facilitating device ownership to expand their user base.

Theme 4: Data Affordability

The cost of mobile data was consistently identified as a significant barrier to MyZB app usage,
particularly among low-income users. A participant remarked, “Data is very expensive, and I can’t
Justify spending so much just to use the app.” This sentiment was echoed by rural respondents,

who face compounded challenges due to limited income and higher data prices in remote areas.

These findings align with Mbiti and Weil (2016), who emphasize that data affordability is a critical
factor influencing mobile banking adoption in developing economies. Addressing this barrier is

essential for expanding access to the MyZB app.

Even users who adopted the app reported inconsistent usage due to data costs. One urban
respondent explained, “I only use the app when it’s absolutely necessary because I want to save
data for other things.” This illustrates how high data costs limit the potential of mobile banking

apps to serve as a primary financial tool for users.

Respondents suggested that ZB Bank introduce zero-rated data plans or subsidized bundles to
reduce the cost burden on users. This approach has been successfully implemented in other African

countries, as noted by Zhou et al. (2020), and could significantly improve adoption rates.

. A rural respondent stated, “/ would use the app more often, but the cost of data is too high for me
to afford every month.” Similarly, an urban respondent explained, “Smartphones are expensive,

and many people in my community still use basic phones that cannot run the app.”

The affordability barrier was particularly pronounced among low-income respondents,
highlighting the financial divide that limits digital inclusion. These findings align with Zhou et al.
(2020), who emphasize the role of income in determining access to mobile banking technologies.
Many participants suggested that ZB Bank collaborate with mobile network providers to introduce
affordable data bundles or provide offline services through USSD codes, which would enable

broader access.



The discussion highlights the significant roles of socio-economic factors and digital infrastructure
in shaping the adoption and usage of the MyZB app. While the findings align with existing
literature, they also introduce new insights specific to Zimbabwe, such as the compounded
challenges faced by rural users and the role of cultural influences in adoption behaviour.
Addressing these barriers requires a holistic approach that combines targeted education,
infrastructural development, and innovative solutions to promote financial inclusion and ensure

the MyZB app reaches its full potential as a transformative tool for digital banking in Zimbabwe.

Theme 5: Digital Literacy and Education

Digital literacy emerged as a critical enabler of app adoption. Many respondents highlighted the
importance of understanding how to navigate the MyZB app and manage digital financial
transactions. One participant remarked, “I struggled to use the app at first because I didn’t know
how it worked, but after my daughter showed me, it became much easier.” This underscores the

role of intergenerational knowledge transfer in promoting digital literacy.

Participants also emphasized the need for ZB Bank to invest in user education. A respondent
suggested, “If the bank provided training or workshops, especially in rural areas, more people
would know how to use the app.” The lack of formal training was identified as a gap, particularly
for older and rural users. These findings support Adebayo et al. (2020), who argue that digital

literacy programs are essential for increasing the adoption of mobile banking services.

Theme 6: Trust and Security

Trust in the MyZB app was a recurring concern among participants. While some users expressed
confidence in the app's security, others were sceptical. A rural participant shared, “I worry about
losing my money if something goes wrong with the app.” Similarly, another respondent remarked,

“I don’t fully trust the app because I've heard stories of people losing money due to errors or

fraud.”

This lack of trust stems from past experiences with financial institutions and concerns about data
breaches. Participants suggested that ZB Bank enhance transparency by regularly communicating
updates on app security and implementing visible security features, such as biometric
authentication. These insights align with findings by Mbiti and Weil (2016), who noted that

building trust is essential for fostering mobile banking adoption in developing economies.



Theme 7: Geographic Disparities

Geographic disparities between urban and rural areas were highlighted as a significant factor
influencing app adoption. Rural participants reported limited access to reliable internet and mobile
network coverage, which hindered their ability to use the app. One rural respondent noted, “The

network here is very poor, and sometimes it takes forever to complete a transaction on the app.”

In contrast, urban participants reported fewer infrastructural challenges but highlighted issues such
as data affordability. The disparity underscores the need for ZB Bank to tailor its strategies based
on geographic location. For instance, rural respondents suggested, “The bank should introduce
services that don’t rely on the internet, like USSD codes, to help people in areas with poor
connectivity.” These findings align with Zhou et al. (2020), who argue that addressing

infrastructural barriers is critical for enhancing digital financial inclusion.

Theme 8: Gender Dynamics

Gender dynamics also emerged as a theme, with women expressing unique challenges and
opportunities related to mobile banking adoption. A female participant shared, “7 used to rely on
my husband for all financial transactions, but now I use the app to send money and pay bills
myself.” This highlights how mobile banking can empower women by providing greater financial
independence.

However, other female participants reported lower confidence in using the app due to limited
digital skills. One woman explained, “I feel nervous about making mistakes, so I prefer to ask my
children to help me with the app.” These findings align with Chikomba et al. (2023), who
emphasize the importance of gender-inclusive strategies, such as targeted training and promotional

campaigns, to encourage adoption among women.

Theme 9: Perceived Value and Convenience

Perceived value was a recurring theme, with participants highlighting the convenience of the
MyZB app as a key benefit. An urban respondent stated, “The app saves me time because I can
transfer money and pay bills without going to the bank.” Similarly, another participant remarked,

“It’s very useful for checking my balance and making quick payments.”

However, some participants felt that the app’s value was diminished by high transaction fees. A

respondent suggested, “If the bank reduced the fees for certain transactions, more people would



use the app.” These findings reflect Davis’s (1989) Technology Acceptance Model, which posits

that perceived usefulness is a key determinant of technology adoption.

Theme 10: Cultural and Social Influences

Cultural norms and social influences played a role in shaping adoption behaviour. Participants in
rural areas often relied on family members or community leaders to guide their decision-making.
One participant shared, “I started using the app after my brother showed me how it works and told
me it’s safe.” This highlights the importance of peer recommendations and social networks in

promoting app usage.

These findings align with Zhou et al. (2020), who argue that leveraging social influences can
accelerate technology adoption in communal societies. Respondents suggested that ZB Bank
engage local influencers and community leaders to promote the app and build trust among potential

USETrS.

Conclusion

The qualitative analysis reveals a nuanced understanding of the socio-economic factors influencing
MyZB app adoption. Key themes such as income affordability, digital literacy, trust, geographic
disparities, gender dynamics, perceived value, and cultural influences provide valuable insights
into user experiences and barriers. These findings underscore the need for ZB Bank to adopt a
multifaceted approach, including targeted education campaigns, infrastructural improvements, and

gender-inclusive strategies, to enhance adoption and foster financial inclusion.



CHAPTER FIVE: SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS

5.1 Introduction

This chapter provides a comprehensive summary of the study's findings, draws general
conclusions, and offers actionable recommendations based on the research objectives. It also
proposes a model for intervention to enhance the adoption and usage of the MyZB app and
identifies potential areas for future research. The chapter aims to consolidate insights gained from

the research and provide a roadmap for addressing the barriers identified.

5.2.1 Summary of Findings on Each Objective

Objective 1: To Identify the Impact of Socio-Economic Factors on the Successful Adoption

of the MyZB App

The study found that socio-economic factors significantly influence the adoption of the MyZB app.
Among these, digital literacy emerged as the strongest predictor of adoption. Users with moderate
to high digital literacy levels were more confident in navigating the app, which enhanced their
likelihood of adopting it. Participants with basic or no digital skills, particularly in rural areas,
expressed difficulties in using the app, highlighting the need for targeted educational interventions.
This finding corroborates Adebayo et al. (2020), who emphasize that digital literacy is a critical
determinant of technology adoption in developing economies. For ZB Bank, this underscores the
importance of investing in community-based digital literacy programs to empower users and

reduce barriers to entry.

Income level was another key socio-economic factor, with respondents earning below $500 per
month reporting lower adoption rates due to the high costs of mobile data and smartphones.
Financial constraints were particularly pronounced in rural areas, where economic opportunities
are limited, and the cost of technology is disproportionately high. This aligns with Mbiti and Weil
(2016), who argue that affordability is a central challenge in driving mobile banking adoption in
low-income contexts. Respondents suggested that ZB Bank introduce affordable financing
schemes for smartphones and collaborate with telecom providers to reduce data costs, which would

make the app more accessible to low-income users.

Education level also played a significant role, with users holding diplomas or higher qualifications

adopting the app at higher rates. Educated respondents were better equipped to understand and



utilize the app’s features, demonstrating that education enhances the ability to engage with digital
banking platforms. However, the study revealed that even educated users faced barriers such as
network issues and data affordability, suggesting that education alone is not sufficient to guarantee
adoption. These findings align with Zhou et al. (2020), who note that education increases
awareness and understanding of mobile banking but must be supported by infrastructure and

affordability initiatives.

Gender dynamics presented a nuanced picture, with male respondents adopting the app at slightly
higher rates than females. However, the study identified a growing trend of financial empowerment
among women, particularly in urban areas, where women increasingly used the app to manage
finances independently. Female respondents in rural areas, however, faced cultural and financial
constraints that limited their adoption of the app. This finding echoes Chikomba et al. (2023), who
highlight the need for gender-inclusive strategies to promote financial inclusion. Targeted
campaigns addressing cultural norms and financial challenges could help bridge the gender gap in

app adoption.

Objective 2: To Assess the Role of Digital Infrastructure in Influencing App Usage of the
MyZB App

Digital infrastructure was found to have a profound impact on the usage of the MyZB app, with
internet availability emerging as the most critical factor. Respondents in urban areas reported
stable internet connectivity, which facilitated seamless app usage and boosted user confidence. In
contrast, rural users frequently cited unstable and slow internet connections as significant barriers.
One rural respondent remarked, “The app is great, but it’s frustrating when the internet is too slow
to complete transactions.” These findings support Zhou et al. (2020), who emphasize that reliable

internet connectivity is essential for the success of mobile banking platforms.

Mobile network coverage also influenced app usage, with rural respondents reporting weaker
signals compared to urban users. Poor network coverage not only delayed transactions but also
discouraged users from relying on the app for time-sensitive financial needs. Participants
suggested that ZB Bank partner with telecom providers to expand network infrastructure in rural
areas, an approach supported by Mbiti and Weil (2016), who argue that collaboration between

financial institutions and telecom providers is critical for bridging digital divides. Additionally,



respondents proposed the introduction of offline functionalities, such as USSD codes, to enable
app usage in low-connectivity areas.

Data affordability was a recurring theme, with respondents frequently citing high data costs as a
deterrent to consistent app usage. Low-income users, in particular, found it difficult to justify
spending on data solely for banking purposes. One participant noted, “I only use the app when
absolutely necessary because I can’t afford to buy data all the time.” This finding aligns with
Adebayo et al. (2020), who highlight the importance of reducing data costs to enhance mobile
banking adoption in low-income regions. Respondents recommended that ZB Bank collaborate
with telecom providers to offer zero-rated or subsidized data plans for app users, a strategy that

has proven successful in other African countries.

Smartphone accessibility was another critical factor influencing app usage. While the study found
that 58% of respondents owned smartphones, many users reported that their devices lacked the
technical capabilities to run the app efficiently. This was particularly true for older or low-cost
smartphones, which struggled with the app’s processing requirements. Respondents suggested that
ZB Bank introduce a lightweight version of the app that consumes less storage and processing
power, making it accessible to users with low-capacity devices. Additionally, some participants
proposed that the bank offer smartphone financing programs to enhance device accessibility, an

approach that aligns with global best practices in financial inclusion.

The findings also revealed a significant interplay between socio-economic factors and digital
infrastructure. For instance, low-income users faced compounded challenges due to high data costs
and poor network coverage, while rural users experienced greater barriers to internet access and
device affordability. This highlights the need for a holistic approach that addresses both

socioeconomic and infrastructural barriers to promote equitable access to the MyZB app.

The study highlights the critical role of both socio-economic factors and digital infrastructure in
influencing the adoption and usage of the MyZB app. Digital literacy, income levels, and internet
availability emerged as the most significant enablers of app adoption and usage, while barriers
such as data affordability, network coverage, and smartphone accessibility disproportionately
affected rural and low-income users. These findings underscore the need for ZB Bank to adopt a
multifaceted approach that combines user education, affordability initiatives, and infrastructure

development to enhance app adoption and foster financial inclusion across Zimbabwe.



5.3 General Conclusions

The study provides valuable insights into the adoption and usage of the MyZB app in Zimbabwe,
revealing the interconnected roles of socio-economic factors and digital infrastructure. The general
conclusions drawn from the findings reflect both the barriers and opportunities associated with
mobile banking adoption in a developing economy. This section synthesizes these insights,
comparing them to existing literature while providing actionable conclusions tailored to the

Zimbabwean context.

The study confirms that socio-economic factors significantly influence the adoption of the MyZB
app. Among these, digital literacy emerged as the most critical enabler, with higher literacy levels
correlating strongly with app adoption and usability. This finding aligns with Zhou et al. (2020)
and Adebayo et al. (2020), who emphasize the role of user skills in navigating and leveraging
mobile banking platforms effectively. However, the study also highlighted significant digital
literacy gaps among rural populations, older users, and low-income groups, suggesting that these
segments require targeted interventions to overcome adoption barriers. Digital literacy programs,
tailored tutorials, and workshops are vital to addressing these disparities and empowering users to

confidently adopt and use the MyZB app.

Income level was another critical socio-economic factor affecting app adoption. Respondents in
lower-income brackets faced affordability challenges related to both smartphones and mobile data.
These financial constraints disproportionately impacted rural users, who already experience
limited economic opportunities. This conclusion aligns with Mbiti and Weil (2016), who argue
that affordability remains a cornerstone of financial inclusion efforts in developing economies. To
address this, financial institutions like ZB Bank must explore partnerships with telecom providers
to introduce subsidized or zero-rated data plans, as well as financing schemes to make smartphones

more accessible.

Education level also influenced app adoption, with higher educational attainment correlating with
increased adoption rates. Educated users were better equipped to understand the app’s features and
navigate its functionalities. However, even educated respondents in rural areas cited challenges
related to network availability and data affordability, illustrating that education alone cannot bridge

the adoption gap without complementary infrastructural and affordability interventions.



The study found that digital infrastructure is a critical enabler of mobile banking, with internet
availability, mobile network coverage, and smartphone accessibility significantly impacting the
usage of the MyZB app. Reliable internet access emerged as the strongest predictor of app usage,
with urban users benefiting from stable connections while rural users faced frequent disruptions.
This disparity underscores the digital divide in Zimbabwe, consistent with the findings of
Chikomba et al. (2023), who emphasize that infrastructure gaps disproportionately affect rural
communities. Expanding rural network coverage and improving internet reliability are crucial

steps for ensuring equitable access to mobile banking.

Mobile network coverage was another determinant of app usage, particularly in rural areas where
weak signals often hindered transactions. This finding reinforces Zhou et al.'s (2020) assertion that
robust network infrastructure is essential for the scalability of mobile banking services.
Furthermore, data affordability was identified as a major barrier to consistent app usage, with high
costs discouraging users from engaging with the app regularly. Addressing this issue through
strategic partnerships with telecom providers to offer affordable or subsidized data bundles could

significantly enhance user engagement.

Smartphone accessibility also played a significant role in app usage, with many respondents citing
technical limitations of their devices as a hindrance. While smartphone penetration was moderate,
low-cost or older devices often lacked the capacity to support the app efficiently. This challenge
is consistent with findings by Mbiti and Weil (2016), who note that device affordability and
capability are key determinants of mobile banking adoption. Introducing a lightweight version of
the MyZB app or financing programs for smartphones would address these challenges and broaden

access.

The findings underscore a complex interplay between socio-economic factors and digital
infrastructure, highlighting how these dimensions interact to shape adoption and usage behaviors.
For example, low-income users not only face affordability barriers but are also disproportionately
affected by infrastructural gaps, such as poor network coverage and high data costs. Similarly,
rural users experience compounded challenges due to limited access to both digital tools and
reliable connectivity. This interplay underscores the need for a holistic approach that addresses

socio-economic inequalities while investing in infrastructural improvements.



Furthermore, cultural and social influences emerged as mediating factors, particularly in rural areas
where family members and community leaders play a significant role in shaping technology
adoption decisions. This finding aligns with Chikomba et al. (2023), who highlight the importance
of leveraging social networks and community-based strategies to promote mobile banking
adoption. By engaging these networks, ZB Bank can foster trust and encourage broader adoption,

particularly among underserved populations.

The study concludes that the adoption and usage of the MyZB app are influenced by both
socioeconomic factors and digital infrastructure, with digital literacy, income level, internet
availability, and data affordability emerging as the most significant determinants. Addressing these
barriers requires a multifaceted approach that combines targeted user education, affordability
initiatives, and infrastructural investments. The findings highlight the importance of collaboration
between financial institutions, telecom providers, and policymakers to promote financial inclusion
and ensure the success of mobile banking platforms like the MyZB app. By implementing these
strategies, ZB Bank can position itself as a leader in digital financial services and drive meaningful

progress toward bridging the digital divide in Zimbabwe.

5.4 Recommendations
This section provides actionable recommendations based on the findings of the study, tailored to

address the specific barriers and opportunities identified under each research objective. These
recommendations aim to guide ZB Bank and stakeholders in enhancing the adoption and usage of

the MyZB app while promoting financial inclusion in Zimbabwe.

5.4.1 Recommendations on Each Objective

Objective 1: Socio-Economic Factors

1. Enhance Digital Literacy through Community-Based Programs
ZB Bank should invest in digital literacy initiatives targeted at low-income, rural, and older
users. These programs can be delivered through workshops, app tutorials, and partnerships
with local schools or community organizations. The programs should focus on basic digital
skills, app navigation, and the benefits of mobile banking, empowering users to adopt the

MyZB app confidently.

2. Introduce Subsidized Smartphone Financing  Programs



Many respondents cited smartphone affordability as a barrier. ZB Bank can collaborate

with device manufacturers to offer affordable instalment plans or discounts for
smartphones capable of running the app. This approach has been successful in other
developing economies, such as Kenya, where mobile financing schemes have boosted

smartphone penetration.

3. Implement Gender-Inclusive Strategies
The bank should design campaigns specifically targeting women, who face unique cultural
and financial barriers. These campaigns could include testimonials from female users,
mentorship programs, and financial empowerment workshops that promote the app as a

tool for independent financial management.

4. Leverage Peer and Community Influence
In rural areas, social and cultural dynamics significantly impact technology adoption. ZB
Bank can engage community leaders and influencers to advocate for the app and
demonstrate its benefits. Building trust through local partnerships is critical for increasing

adoption in communal societies.
Objective 2: Digital Infrastructure

1. Partner with Telecom Providers to Reduce Data Costs
Data affordability was one of the most significant barriers to consistent app usage. ZB Bank
should collaborate with telecom providers to offer zero-rated or subsidized data bundles
for MyZB app users. Such partnerships have been successfully implemented in countries
like South Africa and Kenya, where similar initiatives have driven mobile banking

adoption.

2. Expand Network Coverage in Rural Areas
ZB Bank should work with telecom providers and policymakers to improve mobile
network infrastructure in rural regions. Investing in rural connectivity would reduce
disparities in app access and usage, ensuring that all customers can benefit from the app’s

functionalities.



3. Develop USSD-Based Offline Functionalities
To cater to users with limited connectivity or basic phones, ZB Bank should introduce
USSD-based offline services. These services would enable customers to perform essential
transactions, such as balance inquiries and fund transfers, without requiring internet access.
This strategy has been widely adopted in countries with similar infrastructural challenges,
such as Tanzania and Uganda.

4. Optimize the App for Low-Resource Environments
ZB Bank should develop a lightweight version of the MyZB app that consumes less data
and runs efficiently on low-cost smartphones. This version should prioritize essential
banking features while reducing processing demands, making it accessible to a broader

user base.

5.5 Proposed Model for Intervention
The findings of this study suggest a comprehensive intervention model combining socio-economic
and infrastructural strategies to enhance app adoption and usage. The proposed model, called the

Integrated Mobile Banking Inclusion Model (IMBIM), consists of the following components:
1. Digital Literacy and Empowerment Programs

o Deliver targeted digital literacy training workshops for rural, low-income, and older

users.

o Include multilingual and multimedia tutorials within the app for self-learning.
2. Affordability and Accessibility Solutions

o Offer smartphone financing programs to make devices affordable for low-income
users. o Partner with telecom providers to provide zero-rated or subsidized data
bundles.

3. Infrastructure Development

o Collaborate with telecom providers to expand mobile network coverage in rural areas.

o Advocate for government policies supporting rural connectivity and digital inclusion.



4. User-Centric App Design o Develop a lightweight version of the app optimized for low-

resource environments.

o Introduce offline functionalities using USSD technology to support users with basic

phones.

5. Community Engagement and Trust Building o Leverage local influencers, community
leaders, and peer networks to promote the app. o Enhance customer support by introducing

a dedicated helpdesk for MyZB app users.

This model integrates socio-economic and infrastructural strategies, ensuring that the MyZB app

addresses the needs of diverse user groups and promotes financial inclusion across Zimbabwe.

5.5 Proposed Model for Intervention
The findings from this study point to the need for a comprehensive and integrated model to enhance

the adoption and usage of the MyZB app in Zimbabwe. This section presents the Integrated
Mobile Banking Inclusion Model (IMBIM), which combines socio-economic and infrastructural
strategies to address the challenges identified in the study. The model is designed to provide a
roadmap for ZB Bank and other stakeholders to promote financial inclusion, improve app usability,

and reduce barriers to adoption.

1. Digital Literacy and Empowerment Programs

The first component of the proposed model focuses on building digital literacy and empowering
users to engage confidently with the MyZB app. The study revealed significant gaps in digital

skills, particularly among rural, older, and low-income populations. To address this:

«  Community-Based Training Workshops: ZB Bank should organize digital literacy
workshops in urban and rural communities. These sessions should cover basic smartphone
use, navigating the app, and addressing common concerns like security and functionality.
Partnerships with local educational institutions and non-governmental organizations

(NGOs) could extend the reach of these programs.



« In-App Tutorials: Incorporate step-by-step guides and video tutorials into the MyZB app
to provide users with on-demand support. These resources should be multilingual and easy

to understand.

« Targeted Campaigns for Vulnerable Groups: Focus on women, older users, and
lowincome groups through targeted campaigns that promote the app as a tool for financial

empowerment.

2. Affordability and Accessibility Solutions

Affordability emerged as a key barrier in the study, with many users unable to afford smartphones

or the data required to use the app. The proposed model includes strategies to address these issues:

- Smartphone Financing Programs: ZB Bank should introduce affordable instalment
plans or discounted smartphones tailored to low-income users. Partnering with device

manufacturers could help provide affordable, durable smartphones compatible with the

app.

- Zero-Rated Data Access: Collaborate with telecom providers to offer zero-rated data
packages or subsidized bundles that allow users to access the MyZB app without incurring
additional costs. This strategy has proven effective in countries like Kenya, where mobile

banking apps like M-Pesa benefit from similar partnerships.

« Reduced Transaction Fees: Review and lower transaction fees within the app to make it
more cost-effective for users, particularly for essential transactions like fund transfers and

bill payments.

3. Infrastructure Development

Infrastructural gaps, particularly in rural areas, significantly hinder app adoption and usage. The

proposed model includes long-term strategies to address these challenges:

+ Rural Network Expansion: Advocate for and partner with telecom providers to expand
network coverage in underserved areas. By improving connectivity, ZB Bank can ensure

that rural users have reliable access to the app.



Public-Private Partnerships: Collaborate with government bodies and private sector
stakeholders to develop rural digital infrastructure. These partnerships could include

subsidized internet services or government-backed connectivity projects.

Offline Functionalities: Introduce USSD-based services for users without internet access
or smartphones. These offline functionalities would allow users to perform essential

transactions, such as balance inquiries and transfers, through basic feature phones.

4. User-Centric App Design

To address issues related to usability and technical limitations, the proposed model emphasizes

user-centric design improvements:

Lightweight App Version: Develop a version of the MyZB app optimized for low-cost
smartphones and low-data consumption. This version should prioritize essential features

while reducing processing demands.

Regular Updates and Testing: Conduct regular user testing and updates to ensure that the

app remains compatible with a wide range of devices and addresses user feedback.

Enhanced Security Features: Introduce robust security measures, such as biometric

authentication and real-time alerts for suspicious activities, to build user trust.

5. Community Engagement and Trust Building

The study highlighted the importance of cultural and social influences in promoting technology

adoption, particularly in rural areas. To leverage these influences:

Engagement with Community Leaders: Partner with local leaders and influencers to
promote the MyZB app. These trusted figures can advocate for the app’s benefits and help

build trust among hesitant users.

User Feedback Mechanisms: Establish channels for users to provide feedback on the
app’s functionality and their experiences. This feedback should inform app updates and

service improvements.



« Financial Literacy Campaigns: Incorporate financial literacy into community outreach
efforts to help users understand the broader benefits of mobile banking, such as saving,

budgeting, and accessing credit.

6. Monitoring and Evaluation

To ensure the effectiveness of the intervention model, ZB Bank should implement a robust

monitoring and evaluation (M&E) framework:

« Key Performance Indicators (KPIs): Track adoption rates, usage frequency, and user

satisfaction to measure progress.

« User Surveys and Focus Groups: Conduct periodic surveys and focus groups to gather

qualitative insights and identify areas for improvement.

« Impact Assessments: Evaluate the socio-economic impact of the app on users, particularly

in rural and low-income communities, to demonstrate the value of the interventions.

The Integrated Mobile Banking Inclusion Model (IMBIM) provides a holistic approach to
addressing the challenges identified in this study. By focusing on digital literacy, affordability,
infrastructure, app design, community engagement, and monitoring, the model ensures that ZB
Bank can enhance the adoption and usage of the MyZB app while promoting financial inclusion

across Zimbabwe.

The proposed model combines short-term interventions, such as subsidized data and smartphone
programs, with long-term strategies, including infrastructure development and user-centric app
enhancements. By adopting this model, ZB Bank can position the MyZB app as a transformative
tool for digital financial inclusion, bridging socio-economic and infrastructural divides in

Zimbabwe.

5.6 Areas of Further Studies

1. Behavioural Studies on Mobile Banking Usage

Future research could explore behavioural patterns and preferences among MyZB app users to
inform user-centric design and marketing strategies.

2. Comparative Studies of Mobile Banking Platforms



Conduct a comparative analysis of MyZB with other mobile banking apps in Zimbabwe and Sub-
Saharan Africa to identify industry best practices and innovative features.

3. Impact Assessment of Data Subsidies

Examine the impact of zero-rated or subsidized data bundles on mobile banking adoption and
usage to evaluate the effectiveness of such interventions.

4. Gender-Specific Challenges in Mobile Banking

Investigate the unique challenges faced by women in adopting and using mobile banking services,
with a focus on cultural, financial, and infrastructural barriers.

5. Longitudinal Studies on Mobile Banking Adoption

Conduct long-term studies to assess how socio-economic factors and digital infrastructure evolve
over time and their sustained impact on mobile banking adoption.

6. Technological Innovations for Rural Banking

Explore the potential of emerging technologies, such as blockchain and Al-driven financial tools,
to address rural banking challenges and enhance mobile banking accessibility.
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Appendices

Appendix 1: Survey Questionnaire: Factors Influencing the Adoption and Usage of the
MyZB App in Zimbabwe

Introduction

Thank you for participating in this survey. The purpose of this questionnaire is to explore the
factors influencing the adoption and usage of the MyZB app in Zimbabwe. Your responses will
remain confidential and will only be used for research purposes. Completing this questionnaire
will take approximately 10-15 minutes.

Section A: Demographic Information
1. Gender

O Male

O Female

Prefer not to say
2. Age Group 0O 18-25 years
0 26-35 years
0 36-45 years
O 46-55 years

O Above 55 years

3. Level of Education
O Primary
O Secondary

O Diploma/Certificate



O Bachelor’s Degree O
Postgraduate
4. Monthly Income (USD)

O Less than $100

0 $101-$300

O $301-$500 O

$501-$1,000

O Above $1,000

5. Place of Residence
O Urban O
Peri-Urban
O Rural
6. Do you own a smartphone?
O Yes
0 No

Section B: Awareness and Adoption of the MyZB App
7. How did you first learn about the MyZB app?

0 ZB Bank staff or branch visit
O Social media

O Friends or family

O Advertisements

O Other (please specify):

8. Have you downloaded the MyZB app?
O Yes

O No



9. If you haven’t downloaded the app, what is the main reason?

O Lack of awareness O
Lack of digital skills

O High data costs

O Lack of trust in mobile banking

O Other (please specify):
10. How long have you been using the MyZB app?
O Less than 6 months
0 6 months—1 year
O More than 1 year
11. How often do you use the MyZB app?

Daily

Weekly

Monthly

Rarely

Section C: Perceived Usefulness and Ease of Use

12. The MyZB app helps me perform banking transactions faster.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree
13. The app is convenient for managing my finances.
Strongly agree

Agree



Neutral
Disagree
Strongly disagree
14. The MyZB app is easy to navigate and use.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree
15. The app provides clear and understandable instructions.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree

Section D: Socio-Economic Factors

16. | have the necessary knowledge and skills to use the MyZB app.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree

17. 1 can afford the mobile data needed to use the MyZB app.
Strongly agree

Agree



Neutral
Disagree
Strongly disagree
18. The cost of smartphones is a barrier to using mobile banking apps.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree
19. My education level helps me understand how to use the MyZB app.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree
20. I was influenced by family or friends to use the MyZB app.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree

Section E: Digital Infrastructure

21. The internet in my area is reliable for using the MyZB app.
Strongly agree

Agree



Neutral
Disagree
Strongly disagree
22. The mobile network coverage in my area is strong enough to support app usage.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree
23. The cost of mobile data limits how often | use the MyZB app.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree
24. My smartphone supports the MyZB app without technical problems.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree
25. The MyZB app performs well even with a slow internet connection.
Strongly agree
Agree

Neutral



Disagree
Strongly disagree

Section F: Trust and Security

26. | trust the MyZB app to keep my financial information secure.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree
27. | feel confident making financial transactions using the MyZB app.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree
28. ZB Bank communicates effectively about the app’s security features.
Strongly agree
Agree
Neutral
Disagree
Strongly disagree
29. The app provides adequate authentication and security features (e.g., PIN, biometrics).
Strongly agree
Agree

Neutral



Disagree

Strongly disagree

Section G: Feedback and Suggestions

30. What features of the MyZB app do you find most useful? 31.

What challenges do you face when using the MyZB app?

32. What improvements would you recommend for the MyZB app?

33. Do you have any additional comments or feedback about the MyZB app?

Conclusion

Thank you for completing this survey. Your responses are valuable and will contribute to
understanding and improving the adoption and usage of the MyZB app in Zimbabwe. If you have
any questions about this survey, please contact the research team.

Appendix 2 : Interview Guide: Factors Influencing the Adoption and Usage of the MyZB

App in Zimbabwe

The purpose of this interview guide is to collect in-depth qualitative data on the factors
influencing the adoption and usage of the MyZB app. The semi-structured format ensures
flexibility for probing and exploring additional themes as they emerge during the discussion.

Introduction

1.

2.

4.

5.

Welcome and thank the participant for agreeing to participate in the interview.

Briefly explain the purpose of the study: “This study aims to explore the factors that
influence the adoption and usage of the MyZB app, focusing on socio-economic factors
and digital infrastructure.”

Emphasize confidentiality: “Your responses will remain anonymous and will only be used
for research purposes.”

Obtain verbal or written consent to proceed with the interview.

Inform the participant that the discussion will take approximately 30-45 minutes.

Section A: Background Information

1.

Can you briefly introduce yourself? (Name, age, occupation, and location)



2. How long have you been a customer of ZB Bank?
3. Do you use any mobile banking services? If yes, which ones?
4. Are you familiar with the MyZB app?

Section B: Awareness and Adoption

5. How did you first learn about the MyZB app?
6. Have you downloaded and used the MyZB app? If yes:
What motivated you to start using the app?
What specific features of the app do you use most often?
7. If you haven’t downloaded the app, what are the main reasons for not using it?

Section C: Socio-Economic Factors

8. How does your income level affect your ability to use the MyZB app?

9. Do you feel that your level of education has helped you understand and use the app? Can
you explain how?

10. Do you think digital literacy plays a role in the adoption of the MyZB app? Why or why
not?

11. Have your family or friends influenced your decision to use or not use the app? If yes, in
what ways?

Section D: Digital Infrastructure

12. How reliable is the internet in your area for using the MyZB app?
13. Do you face any challenges with mobile network coverage when using the app?
14. How does the cost of mobile data affect your ability to use the MyZB app?

15. Do you think your smartphone is suitable for running the MyZB app? Have you
encountered any technical issues?

16. What improvements would you suggest to make the app more accessible for users in areas
with limited digital infrastructure?

Section E: Trust and Security

17. Do you trust the MyZB app to keep your financial information secure? Why or why not?



18. Have you ever experienced any security concerns while using the app, such as failed
transactions or unauthorized access?

19. What security features would you like ZB Bank to introduce or improve in the app?

Section F: User Experience and Satisfaction

20. How satisfied are you with the performance and usability of the MyZB app?
21. What challenges do you face when using the app, if any?

22. How often do you use the app, and what kind of transactions do you perform most
frequently?

23. What do you think about the design and navigation of the app? Is it easy to use?

Section G: Suggestions for Improvement
24. What additional features or services would you like to see on the MyZB app?

25. How can ZB Bank make the app more appealing and accessible to customers like you?

26. What role do you think ZB Bank’s customer support plays in helping users adopt and use
the app effectively?

Section H: Closing

27. Do you have any additional comments or feedback about the MyZB app or mobile banking
in general?

28. Is there anything you feel we didn’t cover that you think is important?

Conclusion

1. Thank the participant for their time and valuable insights.
2. Reiterate the confidentiality of their responses.

3. Inform them about the next steps in the study and the possibility of receiving a summary
of the findings if they are interested.

4. End the interview politely and professionally.

This interview guide ensures a comprehensive exploration of the factors influencing MyZB app
adoption and usage, capturing nuanced insights into the socio-economic and infrastructural
challenges faced by users. Let me know if you’d like to add or adjust any sections!



Appendix 3: Focus Group Discussion (FGD) Guide: Factors Influencing the Adoption and
Usage of the MyZB App

The following Focus Group Discussion (FGD) guide is designed to facilitate group discussions
and gather collective insights into the socio-economic and infrastructural factors influencing the
adoption and usage of the MyZB app. It emphasizes participation, encourages diverse
perspectives, and ensures that key themes are explored comprehensively.

Introduction

1. Welcome and Introductions:
Welcome participants and thank them for their time.

Introduce yourself as the facilitator and outline the objectives of the discussion:

“The purpose of this discussion is to explore the factors that influence the adoption and usage of
the MyZB app in Zimbabwe.”

2. Confidentiality and Ground Rules:

Emphasize confidentiality: “Your responses will remain anonymous and will only be used

for research purposes.” Set ground rules:
Respect each other’s opinions.
Speak one at a time.
Participation is voluntary.
Everyone’s contributions are valuable.
3. Consent:
Obtain verbal or written consent to proceed.
Inform participants that the discussion will take approximately 1-1.5 hours.

Section A: Icebreaker and Participant Background

1. Icebreaker: “Let’s start with introductions. Please share your name, where you are from,
and whether or not you use mobile banking apps.”

2. Participant Background:

How long have you been a customer of ZB Bank?



What has been your experience with ZB Bank’s digital services?

Section B: Awareness and Perceptions of the MyZB App
3. How did you first hear about the MyZB app? 4.

What are your initial impressions of the app?
5. For those who don’t use the app, what are your reasons for not using it?

Section C: Socio-Economic Factors

6. Digital Literacy:
How confident are you in using mobile apps in general?
Do you feel that you have the necessary skills to use the MyZB app? Why or why not?
What kind of training or support would help you use the app more effectively?
7. Affordability:
Does the cost of mobile data affect your ability to use the MyZB app? How?
Are smartphones accessible and affordable in your community?
8. Social and Cultural Influences:
Have family or friends influenced your decision to use (or not use) the MyZB app?
How do cultural or community norms affect your use of mobile banking apps?

Section D: Digital Infrastructure

9. Internet Connectivity:
How reliable is the internet in your area for using the MyZB app?
Have you faced issues like slow internet or dropped connections when using the app?
10. Mobile Network Coverage:
Does mobile network coverage in your area support the consistent use of the app?
Avre there specific areas or times when connectivity is a problem?
11. Smartphone Accessibility:

Do most people in your community own smartphones that can run the MyZB app?



What challenges do users face in accessing compatible smartphones?

12. Offline Access:

Would offline functionalities, like USSD codes, improve your experience with the MyZB app?
How?

Section E: Trust and Security

13. Trust in the App:

Do you trust the MyZB app to keep your financial information secure? Why or why not?

Have you heard any concerns or negative experiences from others about mobile banking security?
14. User Confidence:

How confident are you in using the app for high-value transactions?

What measures would make you feel more secure when using the app?

Section F: User Experience and Feedback
15. App Usability:

How would you describe your experience navigating the MyZB app?
Are there specific features that you find particularly helpful or frustrating?

16. Challenges:

What challenges have you faced while using the app (e.g., technical glitches, slow response times)?
How do these challenges affect your overall experience?

17. Frequency of Usage:
How often do you use the app, and for what purposes (e.g., bill payments, money transfers)?
What factors influence how often you use the app?

Section G: Recommendations for Improvement

18. Feature Enhancements:
What additional features would you like to see in the MyZB app?
Avre there services that the app currently lacks but are important to you?

19. Affordability Solutions:



How could ZB Bank make the app more affordable to use (e.g., data subsidies, cheaper
transactions)?

20. Customer Support:
What role does customer support play in your experience with the app?
How can ZB Bank improve its support for app users?

Section H: Closing Discussion

21. General Reflections:
“Looking ahead, what do you think the future of mobile banking in Zimbabwe looks like?” “Do
you think ZB Bank is on the right track with its digital banking efforts? Why or why not?”

22. Final Thoughts:

“Is there anything else you’d like to share about your experiences with the MyZB app or mobile
banking in general?”

Conclusion

1. Thank participants for their time and valuable insights.
2. Reiterate confidentiality and let them know how the findings will be used.

3. Inform participants that they can request a summary of the study if they are interested.



