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Abstract

Purpose – The study explores the affordances and constraints perceived by older adults through their
experiences using mobile banking apps.
Design/methodology/approach – Twenty-five interviews via Skype were carried out with older adults
aged 65 years and over between April and May 2021 (during the COVID-19 pandemic).
Findings – Based on their usage experiences with mobile banking, older adults identified functional (saving
time, avoiding physical risk and having control over their finances) and social affordances (supporting and
bonding with family and friends), as well as non-technological (lack of useful information and patience from
bank employees) and technological constraints (concerns about cybersecurity, data privacy and passwords).
Originality/value –The study offers a novel approach to customer experience research inmobile banking by
adopting a customer-centered perspective and applying the theoretical framework of affordances and
constraints to analyze the experiences of older adults as active mobile banking users.
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Introduction
With the spread of the Internet and the increased use of smartphones, new banking services
have been developed, including mobile banking. This innovative banking service enables
customers to interact with the bank through a downloadable application on their
smartphones (Picoto and Pinto, 2021). By offering more flexibility and ubiquitous access to
financial services (e.g. account checking, money transfer and bill payment), banks expect
mobile banking to enhance customers’ experiences (Thusi and Maduku, 2020). Mobile
banking has also gained relevance due to the COVID-19 pandemic and the social distancing
practices implemented to prevent its spread. It is reported that people are preferring online
alternatives to activities they used to perform physically, such as shopping, eating out,
working and so on (Zwanka and Buff, 2021). This consumer behavior shift has also benefited
mobile banking since there is evidence that its use has increased during the COVID-19
pandemic (The World Bank, 2022).

The increased adoption rate of mobile banking has drawn scholarly attention. However,
most studies have focused on intentions and barriers to adopting mobile banking,
overlooking the user experience during post-adoption (Mostafa, 2020; Foroughi et al., 2019;
Tam and Oliveira, 2017). Hence, the current study attempts to fill this research gap by
analyzing older adults’ usage experiences with mobile banking from a customer-dominant
logic perspective and through the theoretical lens of affordance theory. Thus, the research
question is the following: What are the affordances and constraints that older adults identify
through their usage experiences with mobile banking?
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The contributions of the study to mobile banking literature are manifold, besides the
research gap mentioned above. First, the user experience in the mobile banking context has
not been sufficiently understood (Zhou et al., 2021) and the studies on this topic have analyzed
it from a provider-oriented perspective (Komulainen and Saraniemi, 2019). Second, the
application of affordance theory to explain the user experience with mobile banking has not
been fully explored despite its potential to interpret valuable mobile banking users’
perceptions (Ahad et al., 2021). Third, there is still paucity research focused on older adults’
experiences using and engaging withmobile banking technology (�Alvarez-Dardet et al., 2020;
Choudrie et al., 2018). Older adults are a promising potential market and the understanding of
their specific needs regarding mobile banking experience is crucial for banks (Rajaobelina
et al., 2021).

This study is organized as follows. The literature review delves into the customer usage
experience during the post-adoption stage to provide a background for the theoretical
discussion regarding the customer-dominant logic, the affordance theory and the older adults
in mobile banking literature. Then, the methodology section presents the design that was
followed to obtain 25 interviews with older adults that actively use mobile banking. In the
analysis of results, older adults’ affordances and constraints were identified from their own
experiences. Afterward, the discussions bring forth the findings of this study by presenting
how the data analysis report is connected with the previously proposed theoretical
framework. Lastly, the conclusions draw on the practical and theoretical implications of the
study and the possible future lines of research.

Literature review
Mobile banking experience in the post-adoption stage
Mobile banking, defined as “the product or service offered by the financial industry using a
mobile device, namely amobile phone, smartphone or tablet” (Tam andOliveira, 2016, p. 234),
is one of the most important technological innovations in the banking sector during the last
decade (Mbama et al., 2018). By using a mobile device, customers can carry out a myriad of
financial and non-financial transactions such as bill payments, fund transfers and balance
enquiries, among others (Sharma, 2019). Additional benefits of mobile banking for customers
are practicality, instant and real-time access to financial services and time optimization
(Foroughi et al., 2019). However, and despite the widespread use of smartphones worldwide,
banks are still facing reluctance and skepticism from consumers toward mobile banking
adoption and usage (Hong, 2019; Changchit et al., 2017; Chaouali et al., 2017; Mu~noz-Leiva
et al., 2017).

In terms of research production, studies on the intentions and barriers of adopting mobile
banking have increased considerably over the last decade (Souiden et al., 2021). In contrast,
there is a dearth of research regarding use of mobile banking in the post-adoption stage
(Foroughi et al., 2019; Mostafa, 2020; Tam and Oliveira, 2017). The scant research attention to
the post-adoption stage is surprising, given that the success of mobile banking lies in its
sustained usage rather than its fist-time adoption (Foroughi et al., 2019). Drawing on the
“customer journey” model, Stocchi et al. (2021) propose a three-stage journey for app usage:
pre-adoption, adoption and post-adoption. The authors claim that the customer journey is a
valuable model for understanding how consumer experience varies depending on the
consumption stage. In the case of post-adoption, customer experience differs from the prior
stages since the customer gains more knowledge about the app through ongoing usage.
Therefore, customer experiences in the post-adoption stage are crucial for banks as they can
provide relevant information to improve the mobile banking service.

Notwithstanding, banks have followed a provider-oriented logic by considering the
customer as the target and not the origin of service experience design (L€ahteenm€aki and
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N€atti, 2013). This tendency is reflected in the research on mobile banking’s customer
experience, which has been mainly focused on banks’ activities and offerings as primary
sources of value (Medberg and Heinonen, 2014). In response, Komulainen and Saraniemi
(2019) stress the relevance of adopting a “customer-dominant logic” to comprehend how
customer integrate mobile banking into their experiences and life contexts. A customer-
dominant logic is distinct from a provider-dominant logic (including the goods-dominant
logic and the service-dominant logic) in that the former is not focused on “what companies are
doing to create services that customers will prefer . . . [but on] what customers are doing with
services and service to accomplish their own goals” (Heinonen et al., 2010, p. 534). Thus, the
customer-dominant logic centers its interest on how customers involve companies’ offerings
in their everyday practices, activities and experiences (Heinonen et al., 2010). Accordingly, the
current study adopts a customer-oriented perspective to analyze customer experiences with
mobile banking and affordance theory is selected as theoretical approach to address this
phenomenon. Affordance theory bears similarity with the customer-dominant logic in that
both put the customer experience at the center of the analysis.

Affordance theory and constraints
For the study of adoption and use ofmobile banking through smartphones, themost common
theories adopted by researchers have been the Technology AcceptanceModel (TAM) and the
UnifiedTheory for Acceptance andUse of Technology (UTAUT) (Choudrie et al., 2018). Other
studies have drawn on different theories, including the Diffusion of Innovation Theory (DoI)
and the Task Technology Fit Model (TTF); or on a combination of the TAM and UTAUT
with other models such as the Theory of Planned Behavior (TPB), the Theory of Reasoned
Action (TRA), the Initial Trust Model (ITR) and Stimulus-Organism-Response Framework
(S-O-R) (Souiden et al., 2021). Nevertheless, the constant use of these classic theories inmost of
the studies onmobile banking adoption and its subsequent use has led to the stagnation of the
discipline and, thus, to the lack of new findings that can enrich our understanding to this
phenomenon (Souiden et al., 2021).

Moreover, recent literature has criticized the fact that “most of the studies use quantitative
approaches whereas only a limited number of studies adopts qualitative approaches”
(Souiden et al., 2021, p. 233). Komulainen and Saraniemi (2019) point out that quantitative
studies have focused on behavioral intention to adopt mobile banking services instead of
actual usage behavior, a practice that can be better understood through qualitative
approaches. Therefore, the current study is qualitative in nature and is aimed at analyzing the
customer experiences emerging during mobile banking usage through affordance theory
(Gibson, 1979). This theory has been applied in multiple contexts such as healthcare (Nikou
et al., 2020), social media (Aladwani, 2017) and e-government (Senyo et al., 2021); but its
potential for financial technology services has not been fully explored in the literature.

Gibson (1979) developed the theoretical concept of affordance to explain the dynamic
interaction between a living being and its environment. Although this concept emerged from
environmental psychology, it has become widely popular in the sociology of technology.
Bloomfield et al. (2010) argue that affordance theory represents a third way to the study of
technological objects, which have been either under-socialized (technological determinism) or
over-socialized (social constructivism). From the sociology of technology, Abrishami et al.
(2014) describe affordances “as capacities for action offered by technology and signified by
actors within the context of use” (p. 126). The authors use the example of a piece of paper that
can afford different actions to individuals depending on the context of use. In this case, a piece
of paper can afford the action of writing on it or folding it as in origami.

Based on the aforementioned, affordance theory offers a relational approach to the
analysis of technology usage. According to Neves and Mead (2021), “a technological artifact
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does not exist in itself, with a certain ease or utility inscribed into it, but is defined in relation
to its user and their capacities” (p. 5). Hence, affordances emerge from the relationship
between the skills of a goal-oriented actor and the attributes of an object within the
environment (De Luca et al., 2020). Yet, the affordance remains inactive until the actor
perceives it and realizes its action potential (Bernhard et al., 2013). Following this logic line,
despite mobile banking apps being designed with specific features, the way customers will
perceive and make sense of them depends on their physical and cognitive abilities as well as
their sociocultural background. Moreover, there are constraint mechanisms that limit the
customer to execute the affordances (Effah et al., 2021). In this case, an analysis of users’
experiences with mobile banking from affordance theory (and constraints) must include the
customer who is interacting with the technology, the affordances identified by him/her and
the constraint mechanisms that prevent the occurrence of affordances.

Older adults in mobile banking literature
It seems that older adults have been overlooked in mobile banking literature despite their
relevance as a growing and attractive potential market segment for banks (Choudrie et al.,
2018). Compared to younger people, older adults are less likely to adopt mobile banking as
they perceive it less valuable than physical-based banking services (Chaouali and Souiden,
2019; Harris et al., 2016; Laukkanen, 2016; Ewe et al., 2015). Besides, older adults feature a
decline in their sensorial and cognitive abilities as they get older, which in turn, affect the way
they interact and engage with new technology (Harris et al., 2016). Despite these factors, the
number of older adults becoming new users of mobile banking is growing and hence,
financial institutions must target their efforts to understand and design mobile banking
applications adapted to their specific needs (Rajaobelina et al., 2021).

Literature inmobile banking adoption and use hasmade several calls for research focused
on older adults. Choudrie et al. (2018) suggest developing more qualitative studies to gain
insights about older adults and the factors that lead them to the adoption and continued
usage of mobile banking through smartphones. In a similar vein, Rajaobelina et al. (2021)
point out that older adults have been neglected by academic research in mobile banking and
hence, it is necessary to explore the diversity and complexity of this group in future studies. In
response to these calls for research, the current study is focused on this social group. Older
adults will be referred to as individuals 65þ years of age since this age cohort “is the most
commonly used identifier in both social sciences and computer sciences” (Neves and Vetere,
2019, p. 5).

Putting together the main concepts of the theoretical framework (post-adoption stage,
customer-dominant logic, affordance theory and older adults), the principal objective of the
study is to address the following research question:

RQ1. What are the affordances and constraints that older adults identify through their
experiences with mobile banking use?

Methodology
An exploratory inductive methodology was adopted to explore the affordances and
constraints identified by older adults through their experiences using mobile banking apps.
The studywas carried out inMexico. The study also seeks to fill the gap regarding a dearth of
research related to mobile banking in developing countries (Farah et al., 2018). A qualitative
approach was used, performing 25 interviews with older adults aged 65 and over (Table 1),
following a semi-structured interview format which allowed an appropriate level of
comparability between interviews aswell as an unobstructed narrative. A snowball sampling
method was used to recruit older adults who had been using mobile banking apps for one
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year minimum. The interviewees were contacted via telephone. The interviews were
conducted through video calls on Skype, as the fieldwork was performed in April and May
2021, during the COVID-19 pandemic. The interviews had an average duration between 30
and 40 min and were tape-recorded with the previous consent of the participants and then
transcribed for their analysis.

The use of video conferencing tools as amedium for qualitative research has been recently
explored as an important alternative during the pandemic, as it is convenient and easy to use.
Moreover, video conferencing provides an enhanced personal interface, accessibility and
saves time for both the interviewer and interviewee (Gray et al., 2020). At the same time, there
is evidence that the quality of online video conferencing did not differ from face-to-face
interviews (Deakin andWakefield, 2014). The data analysis was performed using an iterative
approach, which alternates between emergent themes from the data and the use of existing
models, explanations and theories (Tracy, 2019). This approach leads to a reflexive process
that allows not only the grounding on the data but also the use of previously existing tools for
the refinement of the obtained insights (Srivastava and Hopwood, 2009; Tracy, 2019). It is
worth noting that the quotes had to be translated and were carefully reviewed by several
people to ensure that they remained truthful to the original quote. In Table 2, the levels of
coding and analysis of empirical data are presented.

Analysis of results
Functional affordances
Saving time. Participants mentioned that mobile banking allows them to be more time-
efficient when doing banking activities. This significant advantage was relevant for older
adults since they save time by neither need to travel to the bank branch nor queuing or

Code Age Profession Gender Professional status

E.1 65 Wealth advisor Female Active
E.2 66 Engineer Male Active
E.3 65 Engineer Male Retired
E.4 66 Technician Male Retired
E.5 66 Physician and teacher Female Retired
E.6 65 Accountant Female Retired
E.7 66 Financial advisor Female Active
E.8 65 Buyer for the car industry Male Retired
E.9 65 Housewife Female Retired
E.10 69 Ophthalmologist Male Retired
E.11 65 Accountant Female Retired
E.12 67 Physician and teacher Female Retired
E.13 67 Engineer Male Retired
E.14 69 Teacher Female Retired
E.15 69 Physical Education Teacher Male Retired
E.16 68 Entrepreneur Male Active
E.17 67 Engineer Male Retired
E.18 65 Engineer Female Retired
E.19 66 Businessman Male Active
E.20 65 Businessman Male Active
E.21 69 Housewife Female Retired
E.22 67 Orthopedist Male Active
E.23 68 Accountant Female Retired
E.24 65 Accountant Female Retired
E.25 68 Psychologist Female Active

Table 1.
Relation of codes and
characteristics of the

interviewees
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waiting for an executive to become available. Participants constantly expressed that
completing full transactions that would usually require multiple steps in a few clicks from
their home was an important benefit of using mobile banking. The appreciation of time by
older adults usingmobile banking differs from the common idea of them having toomuch idle
time (Quan-Haase et al., 2018).

I was inclined to use mobile banking because it gave me the possibility to no longer go to the bank
and queuing, but simply being able to makemy transfers from the comfort of my home or wherever I
am. One of the advantages of using it is speed, not having to go to the bank, the speed of doing it in
one minute that’s it, you have made a transaction, maximum two (E2).

Avoiding physical risk. Participants commented that the use of mobile banking was a means
for risk mitigation. First, the COVID-19 pandemic is particularly risky for older adults,
especially those over 60 years old, as older unvaccinated adults are more likely to be
hospitalized or die than their younger counterparts (CDC, 2021). Hence, the use of mobile
banking represented an opportunity for older adults to continue their financial activities
while staying in a safe environment. Second, the possible complications of using the ATM for
older adults frequently lead to attempts of fraud or theft. In Mexico, cases of people
pretending to help older adults on ATM transactions with the intention of stealing from them
have been widely reported (Ramirez-Casta~neda, 2021).

One of the main reasons for using mobile banking is the security of making my transactions without
the fear that I could have someone close to me, watching me, or that I could be robbed or something
that could harm me. (E4).

Having control over their finances. Participants pointed out that mobile banking facilitates the
performance of various financial movements in a simple way. For older adults, the
practicality provided by mobile banking also enables them to have more control over their
finances. For instance, older adults can pay for multiple basic services such as electricity,
water, gas or Internet and make payments to credit cards or department stores directly
through the mobile banking app and without the intervention of another person. Indeed, the
sense of control provided by mobile banking apps is acknowledged as an important element
to encourage sustained usage (Saeed, 2020).

Level 1 Level 2 Level 3 Keywords

Affordances Functional
affordances

Saving time free time; speed; (do not) go to the bank
being robbed; assault; more secure make
payments; account statement; savings
cooperation; family; mother (mom) asking
for help; (do not) know; guide to teach;
sessions; courses; information patience;
mistreatment; bank employees empty
account; hacking; mistrust personal
information; identity theft; risk password;
remembering; fingerprints

Avoiding physical risk
Having control over
their finances

Social affordances Supporting the family
Bondingwith family and
friend through learning

Constraints Non-technological
constraints

Lack of useful
information
Lack of patience from
bank employees

Technological
constraints

Concerns about
cybersecurity
Concerns about data
privacy
Problems with the
passwords

Table 2.
Development of themes
through coding
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For me, one of the advantages is the possibility of making any type of transfers, you can see your
account statement, you can download it, you can see your savings, I make all the payments for my
services, I pay the supermarket orders, for me it is so easy, as you can run out of cash very quickly, it
is very accessible to do it this way (through mobile banking) (E1).

Social affordances
Supporting the family. Participants remarked that mobile banking enables them to connect
with their families through financial support in diverse situations such as trips, birthdays or
emergencies. Besides, participants stated that joining sales groups from their neighborhoods
or even their grandchildren’s schools is only possible because of their current involvement
with mobile banking usage. Although it is recognized that technology (e.g. tablets) can
facilitate the social interaction of older adults with family and friends (Gatti et al., 2017),
mobile banking services can play a similar role in the integration of older adults to family and
other social circles.

The fact that I could give cooperations formy granddaughters at school, sent bymostly youngmoms
that share the account number throughWhatsApp, either for the end of the year event or for a gift for
the teachers, so I started to study it (mobile banking) and I was able to do it (transfers) (E11).

Bonding with family and friends through learning. Participants expressed that family and
closest friends’ support was essential to adopt and learn to use mobile banking. In the case of
family, participants mentioned that asking for help was also valuable in terms of bonding
with younger familymembers since they have a common topic to talk aboutwith them. Closer
friends were also relevant for participants but differently, as they were motivated to use
mobile banking by observing other similar peers using it. According to Friemel (2016), older
adults consider that the most excitingway of learning to use new technology is by getting the
support of family and friends. In a similar vein, Fox and Connolly (2018) contend that older
adults prefer to receive help from family and friends than from formal sources such as courses
or professional assistance.

If something gets stuck, for example, my children help me, then they explain to me (what happened),
they guide me step by step, that helps. Or I call them (my children) and they guide me (E12).

Non-technological constraints
Lack of useful information. Participants expressed that the banks do not provide useful
information tailored to their specific needs. Despite the willingness of participants to learn
more about mobile banking, they considered that banks could facilitate this process by
implementing online and offline courses.Moreover, participants suggested that banks should
design practical and easy-to-understand information since they do not have the same level of
ability and knowledge in using mobile apps as digital natives. For banks, it is crucial to
address this issue because the lack of useful information can lead to adverse effects on the
level of satisfaction (Jun and Palacios, 2016) and the perceived usefulness of the mobile
banking service (Tran and Corner, 2016).

A tutorial or if we could attend courses on how to use yourmobile banking, something practical, with
sections of “this is the most important thing” or “this is what you should be careful about”. We need
that kind of thing, that they give you the opportunity and to be able to do calmly, we have learned
through practice, we were not born with them (technological skills), we have learned out of
necessity (E9).

Lack of patience from bank employees.A pattern identified through participants’ comments on
their experience usingmobile banking was the lack of patience in their treatment from banking
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employees. Participants expressed that due to the learning curve, older adults needmore time to
understand the functioning of mobile banking. However, it seems that banking employees lack
time and patience to properly explain to older adults. It is worth mentioning that participants
talked about this situation in the third person. This is similar to Kania-Lundholm and Torres’s
(2015) finding on the distant position adopted by active older adults of mobile banking from
older non-users when talking about their experiences using new technology.

The elderly needs a lot of patience, a person in their sixties, octogenarians, for obvious reasons, they
might have hearing troubles, or they cannot see well. The bank employees need to be more patient,
poor people that go there with their little money and they are immediately attacked, they can’t even
fend for themselves, those that are very old don’t even defend themselves anymore, I have seen how
they aremistreated and yelled at in banks. Old people must be treated not only with patience but also
affection . . . (E21).

Technological constraints
Concerns about cybersecurity. One of the major fears that participants pointed out about their
direct and indirect experiences using mobile banking is the possibility that someone can
break into their bank accounts and steal their money. In turn, this fear lies in older adults’ lack
of trust and credibility in the security of mobile banking apps. Risks such as the hacking of
bank accounts and unsuccessful transactions have been considered as deterrents of mobile
banking adoption (Ha et al., 2012), but their negative effects also influence the usage
experience of mobile banking customers. In the case of older adults, they aremore susceptible
to be negatively influenced by perceived cybersecurity risk of mobile banking than younger
generations (Hanif and Lallie, 2021).

One of the reasonswhy older adults avoid the use ofmobile banking applications ismistrust, that the
transaction is not secure, that is not confidential, and that from one second to the other you could
have an empty account (E8)

Concerns about data privacy. Participants expressed their concerns regarding the privacy and
security of data in mobile baking apps. Participants also mentioned “identity theft” and
“leaking of personal information” as consequences of a flawed data protection bank system.
In Mexico, older adults are the main target of identity theft although this problem is more
related to cyber frauds on mobile banking users than cybersecurity attacks on the bank
systems (Leyva, 2022). Similar to the participants’ concerns on cybersecurity, older adults’
perceptions about the use of their personal data without their consent can negatively affect
the customer experience and satisfaction (Choudrie et al., 2018).

The increasing amount of personal information that we give to the banks . . . even pictures . . . and
added to this the need for the connection (Wi-Fi or cellphone data) to be adequate, otherwise if it fails,
the bank can always justify anything like that. But for the users, we need the service, then it’s simply
not adequate (E.10)

Problems with the passwords. Participants said that using passwords was problematic for
them due to the age-related memory decline. This finding poses a paradoxical problem to
banks as they have opted to demand a higher complexity in password elaboration to provide
security to the user. However, older adults find remembering different passwords and
security questions difficult. The participants proposed alternative authentication
mechanisms to access the mobile banking app, such as fingerprints. Indeed, biometrics
(e.g. voice tag, face recognition and iris recognition) have recently been introduced by banks
to enhance the perceived security of users (Alalwan et al., 2016).

To have to change the passwords constantly is what I find the hardest thing for me because you
access with one password, then for something else you need another password, I have a notebook
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with a bunch of passwords, imagine remembering 10 or 15 passwords, it’s not that easy, you have to
write everything down (E12)

Discussions
Theoretical implications
The current study explored the affordances and constraints identified by older adults who
have been using mobile banking apps for an extended period, with the purpose of parting
from the provider-oriented perspective that has dominated the extant literature. At the same
time, the study also fills a research gap by analyzing the actual usage behavior of older adults
through a qualitative approach instead of using the predominant quantitative methods. By
understanding older adults as active users of mobile banking technology, the study provides
a different perspective to the traditional approach of ageism, that is, “the negative views
placed on ageing and older adults” (Choi et al., 2020, p. 1214). As identified in the findings,
older adults are interested in using new technology, and their experiences and opinions shed
light on the diverse ways they interact and engage with it.

Another theoretical contribution of this research derived from adopting the theory of
affordances and constraints to explain mobile banking usage. Surprisingly, the theory of
affordances has been underutilized in bank marketing studies despite its relevance in
explaining value-in-use in technology adoption and use (Apostolidis et al., 2021). As
mentioned by Komulainen and Saraniemi (2019), the improvement of customer value in
mobile banking services must be achieved by thoroughly understanding users’ experiences
and the different processes through which they generate value-in-use. Thus, the findings of
this study provide a solid baseline to explore further and compare the affordances and
constraints of mobile banking usage identified by other social groups such as women, young
people and the low-income population.

Practical implications
The findings yielded interesting insights related to the affordances (potential for actions) and
constraints perceived by older adults. Regarding functional affordances, older adults
recognize the potential of mobile banking apps in saving time, avoiding physical risk and
having control over their finances. These affordances are related to the task characteristics of
mobile banking. Older adults also identified affordances associated with the social value of
using mobile banking. Prior studies point out the relevance of social value in explaining
mobile banking adoption (Komulainen and Saraniemi, 2019). Hence, banks can emphasize the
social advantages of using mobile banking to older adults, such as being integrated into the
financial dynamics of their loved ones and friends or feeling unique and different from older
non-users.

On the other hand, older adults identified constraints that negatively influenced in their
use experiences with mobile banking. The first two constraints of the analysis can be
regarded as non-technological constraints: lack of useful information and lack of patience
from bank employees. In this case, the development of a special section within the bank
dedicated to addressing older adults’ concerns and needs regardingmobile banking and other
financial technologies can become a valuable competitive advantage. The last three
constraints are related to technological risks of using mobile banking: concerns about
cybersecurity, data privacy and passwords. Beyond the banks efforts to improve their
security systems, these perceived technological risks can be alleviated by attending the non-
technological constraints. Therefore, banks must develop educational campaigns and
training sessions to older adults on data protection guidelines and security assurances
implemented by banks to increase trust in mobile banking (Hanif and Lallie, 2021).
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Limitations and future research
Although this study is significant for both literature and practitioners, some limitations are
relevant to consider. First, qualitative methodology was suitable for the study, which
explored older adults’ experiences duringmobile banking usage. However, an area for further
research could be the development and measurement of categories and subcategories
generated by the study for quantitative analysis. Another study limitation is the context since
participants live in a developing country (Mexico). It would be recommended to perform a
comparative analysis of mobile banking usage between older adults living in developed and
developing countries, as there is evidence that the context affects the level and acquisition of
digital literacy skills (Mubarak and Nycyk, 2017).

The affordances and constraints identified during the analysis of the results offer
interesting future research directions. First, the social benefits of mobile banking for older
adults represent a fresh ground for future exploration. Second, more research focused on
front-line employees and their interactions with older adults is needed to enhance mobile
banking service. Third, older adults’ perceptions of authentication methods in mobile
banking services deserve more research attention in the future (Kruzikova et al., 2022).
Moreover, the cognitive age within older adults’ analysis of mobile banking usage represents
a promising research line. In contrast with chronological age (birth age), cognitive age (self-
perceived age) is a better indicator of consumer intentions and behaviors (Chaouali and
Souiden, 2019). Therefore, classifying and comparing older adults based on their cognitive
age may bring new insights regarding the perceived affordances and constraints identified
by extended mobile banking usage.
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