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Providing a Model for Assessing the Risk Tolerance of Customers in
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Abstract

One of the innovations that has experienced significant growth due to the extensive developments in
communication and information technology is electronic banking. On the other hand, the rapid
development of wireless communication technology has led to the rise of mobile commerce as a
special application for organizations and customers, allowing customers to perform their banking
operations in various locations using simple and accessible devices. The importance of electronic
banking and mobile applications on customer experience is essential for managing banking
businesses in the digital world. This research examines hypotheses that include the impact of
perceived risk on trust, perceived value, intention to use, and the effect of trust on customers'
intention to use mobile banking services. To achieve the research objectives, a descriptive survey
research method was utilized, and data were collected through standardized and validated
questionnaires. Statistical results have shown that perceived risk has a positive and significant impact
on trust, perceived value, and intention to use. Additionally, trust also has a positive and significant
impact on the intention to use mobile banking services. These results can help banking organizations
develop optimization strategies aimed at reducing risk and increasing trust and customer satisfaction.

Keywords: customer risk, customer communication, electronic banking, mobile banking.
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