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Abstract

With the increase in the use of smart phones and tablets, mobile banking has
gradually become one of the attractive channels for banks to provide services
to their customers. Banks expect users to fully utilize the services and
potential of the bank's companion in order to achieve the expected benefits.
An increase in the amount of use does not always mean an increase in profit
and investment benefits. But it is the behaviors based on the infusion of
information technology that require people to use IT in a deep and
comprehensive way. Therefore, the purpose of this research is to design a
mobile banking infusion model among banking service users. Therefore, the
purpose of this study is to design a model of mobile banking infusion among
banking service users. The research method is qualitative and based on a data-
driven method. After interviewing 16 mobile banking users, theoretical
saturation was achieved and using MAXQDA software and open, axial and
selective coding, 638 concepts, 67 subcategories and 25 core categories were
identified and a paradigmatic model was drawn and propositions were
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formulated. The results of the study showed that the dimensions of the central
phenomenon of the study (Mobile Banking infusion) include the widespread
use of mobile banking features, coherence and integration with mobile
banking, and the emerging use and innovation of mobile banking users.

1. Introduction

Following global trends, Iranian banks have invested heavily in IT infrastructure
and digital services; however, channel utilization remains uneven. Mobile banking
particularly at Bank Mellat has moved beyond the initial adoption phase,
generating over 2.06 trillion Rials in fee-based revenue in 2022, compared to 163
billion Rials from internet banking and 12 billion Rials from BankPlus. This
highlights its strategic role in boosting non-interest income and alleviating the
workload on bank branches. Nevertheless, 78% of transactions are limited to card-
to-card transfers, account inquiries, and fund transfers, while 78 other services
remain underutilized, thereby constraining IT efficiency and fee-based growth.
Theories regarding adoption and post-adoption behavior such as TRA, TPB, DOI,
TAM, and the IT model emphasize initial stages, whereas "infusion™ (the deep
integration of IT) has received less attention. Addressing this gap, the present
study aims to propose a user-centric model of mobile banking infusion. The
central research question is: How does mobile banking infusion occur among
banking service users?

2. Literature Review

Information systems (IS) have long been recognized as a critical construct in
information systems research, yet theoretical development remains limited.
Cooper and Zemud (1990) introduced a six-stage model of information systems
implementation  initiation,  adoption,  adaptation,  adoption/acceptance,
normalization, and infusion in which infusion represents the highest level of
utilization and integration of information technology into organizational
processes. Influence is defined as the comprehensive and innovative use of
information technology applications to support advanced tasks and increase
organizational effectiveness.

Despite its importance, most studies have focused on early stages and
infusion has been less investigated. Previous research has examined infusion in
two areas: maximum use of information technology and adoption in fields such as
education or engineering. The background represents a variety of
operationalizations, from individual-level constructs (exploratory, adaptive,
innovative use, user-centered innovation) to organizational-level constructs (deep
structural use, IT deployment). These perspectives highlight the multifaceted
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nature of influence, which encompasses both user engagement and integration
into workflows.

This research combines previous findings to clarify conceptual boundaries,
distinguishing between individual and organizational perspectives. Evidence
shows that the infusion of technologies such as ERP, CRM, mobile health,
artificial intelligence, robotics, blockchain, and mobile banking has been studied
in a variety of ways. Independent variables include complexity, self-efficacy,
empowerment, trust, and cognitive factors, while dependent variables range from
ERP success and performance to resilience.

Background illustrates the multidimensional nature of infusion in auditing,
education, health care, marketing, and creative industries. However, a gap remains
in integrating findings and clarifying the role of mobile banking infusion.

3. Methodology

This study adopted an interpretive approach utilizing abductive reasoning to
examine the adoption of mobile banking among users. Following a literature
review and qualitative content analysis, the grounded theory method based on the
Strauss and Corbin (1998) model was employed. Cross-sectional data were
collected in 2024 from Bank Mellat mobile banking users via purposive sampling.
Transaction analysis revealed that out of 9,571,083 customers, only 3,692,385 had
performed debit transactions, and 24,602 demonstrated continuous usage. After
filtering, 376 "sticky" users were identified; interviews were conducted with the
20 users exhibiting the greatest behavioral diversity, with theoretical saturation
reached after 16 interviews. Reliability was confirmed through a test-retest
procedure, yielding a confirmation rate exceeding 60 percent.

4. Results

Interviews with mobile banking users yielded 928 initial codes, which were
refined into 638 secondary propositions. The analysis resulted in 67 sub-
categories and 25 main categories. These findings led to the development of a
theoretical model regarding mobile banking adoption among banking service
users, which is presented conceptually and illustrated in Figure 1.

5. Discussion

This study, using Mellat Bank’s mobile banking service as a case study, aimed to
design and articulate a model for mobile banking infusion among users. Through
a literature review and interviews, 638 concepts, 67 sub-categories, and 25 main
categories were identified, forming the basis for six theoretical propositions.
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Proposition 1 identifies the drivers of infusion: perceived usefulness, ease of use,
self-efficacy, behavioral habits, and user attitude. Practicality, user-friendliness,
trust, and established habits encourage deeper engagement with mobile banking.

Proposition 2 defines infusion behaviors, including exploratory use,
extensive utilization of features, and the integration of banking activities. Users
actively explore new services, commit to ongoing engagement, and integrate
mobile banking into their daily routines, thereby enhancing efficiency.

Proposition 3 highlights challenges: infrastructure (security, trust), technical
design (user-centric services), marketing (segmentation, awareness, branding),
human resources (employee empowerment, process improvement), and support
(management backing). These obstacles must be addressed to achieve sustainable
infusion.

Proposition 4 emphasizes environmental and contextual influences: global
technology monitoring, societal 1T culture, national regulations, ICT
infrastructure, and public attitudes toward security and privacy. These external
factors shape user adoption and trust.

Proposition 5 outlines the prerequisites: data strategies (Al-driven management,
intelligent  monitoring), cultural-educational strategies (user training),
motivational strategies (discounts, cashback, gamification), and organizational
strategies (automation, product redesign, internal marketing). These mechanisms
foster long-term engagement.

Proposition 6 presents the outcomes: user-level benefits (time management,
satisfaction, financial health), institutional benefits (profitability, reduced branch
workload, brand loyalty, market share growth), and societal benefits (financial
inclusion, reduced pollution, lower cash-related costs, improved well-being, and
social responsibility).

Overall, the model demonstrates that mobile banking infusion is a
multidimensional phenomenon shaped by user perceptions, organizational actions,
environmental conditions, and strategic initiatives. Successful infusion enhances
the user experience, strengthens institutional performance, and contributes to
broader societal well-being.

Keywords: Adoption, Post-Adoption, Information Technology Infusion, Mobile
Banking.
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Figure 1: The Infusion Model of Information Technology among Banking Service
Users
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