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PART A
Executive Summary
This pilot study explores how customers in Chittagong perceive trust and security when using digital banking platforms. As digital banking has become an important part of everyday life, understanding how customers feel about the safety and reliability of these services is increasingly important. The study aims to examine how trust is developed and maintained through daily financial activities and how customers understand and evaluate the security features provided by digital banking platforms. A qualitative research approach is used and six semi-structured interviews are conducted with digital banking users from different age groups and professional backgrounds. The findings show that trust is not something customers have from the beginning. Instead, it develops gradually through regular use, successful transactions, and positive experiences over time. Participants explained that the convenience of digital banking, such as transferring money, paying bills and making online payments quickly and easily, play a major role in encouraging continued use. The study also finds that security features such as OTP verification, fingerprint login, passwords, and transaction notifications help customers to feel safer when using digital banking services. Although many participants do not fully understand how theses security measures worked, they generally trust them because they trust the banks providing the services. While concerns about fraud and scams are common, participants became more cautious rather than abandoning digital banking altogether. Overall, the findings highlight the importance of reliability, transparency, customer education and effective support in building and maintaining trust in digital banking platforms.

Choice of Journal with Metrics
Selected Journal -International Journal of Bank Marketing
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		Category
	Details

	Journal Name
	International Journal of Bank Marketing

	Publisher
	Emerald Publishing

	ISSN
	0265-2323
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	Continuous publication
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	Banking, financial services, consumer behaviour, fintech, digital banking, and marketing

	Indexing
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Justification of Journal Choice
The International Journal of Bank Marketing is an appropriate journal for this pilot study, The journal’s focus on banking, financial services, consumer behaviour, fintech, digital banking, and customer experience closely aligns with this research. The study examines how customers perceive trust, security, privacy, and reliability when using digital banking platforms, which are central themes within the journal’s scope. Furthermore, its acceptance of qualitative, quantitative, and mixed-methods research supports the exploratory nature of this pilot study. The journal’s strong academic reputation and international indexing further enhance its suitability and provides a suitable platform for presenting the findings and contributing to digital banking.
PART B
Title- A PILOT STUDY EXPLORING: CUSTOMER PERCEPTION OF TRUST and SECURITY IN DIGITAL BANKING PLATFORM IN CHITTAGONG.


Abstract
This pilot study investigates how customers in Chittagong, Bangladesh, make sense of trust and security within digital banking platforms. Rather than treating trust as a fixed condition, the study examines how it is constructed through customers’ everyday interactions with digital financial services and their interpretations of security practices. Using an interpretivist qualitative design, data are generated through six semi-structured interviews with digital banking users from diverse age groups and professional backgrounds. Reflexive thematic analysis is used to identify patterns within participants’ accounts. The findings suggest that trust is relational and experience-based, shaped by successful transactions, perceived institutional reliability, and customers’ encounters with security features. Participants often accepted technologies such as OTPs, biometrics, and notifications without fully understanding their technical operation. The study contributes contextual insight into how trust and security are understood in digital banking within the Chittagong context.




1.Introduction
The banking sector has changed significantly over the last decade due to the rapid growth of technology and internet access. Today, many customers prefer using digital banking platforms such as mobile banking apps, internet banking, ATMs, and online payment systems because these services are fast, convenient, and available at any time. In Bangladesh, digital banking has become increasingly popular, especially among young people, students, professionals, and business owners living in urban areas like Chittagong. Banks in Bangladesh are continuously introducing new digital services to make banking easier for customers. Instead of visiting bank branches and waiting in long queues, people can now transfer money, pay bills, check account balances, and complete many financial activities directly from their smartphones. This growth in digital banking became even more noticeable after the COVID-19 pandemic, when many customers started relying more on online financial services. Trust plays a very important role in the success of digital banking. Customers are more likely to use digital banking platforms when they believe the system is reliable, secure, and capable of protecting their private information. Security features such as OTP verification, biometric login, strong passwords, encryption, and transaction alerts help customers feel safer while using digital banking services Researchers found that customers prefer banks that provide secure transactions, protect customer privacy, and offer quick support during problems. Some studies also highlighted that customer awareness and technological knowledge influence how safe customers feel while using digital banking platforms. Although several studies have examined digital banking in Bangladesh, there is still limited research focusing specifically on Chittagong. As one of the largest commercial cities in the country, Chittagong has a growing number of digital banking users. People in this city are increasingly using mobile banking and online banking services for both personal and business purposes. This pilot study aims to explore how customers in Chittagong perceive trust and security in digital banking platforms. The study will help identify the main factors that influence customer confidence and the common security concerns faced by users. Since it is a pilot study, the research will provide preliminary findings that can support future large-scale studies on digital banking in Bangladesh. 
2.Aim, Research Objectives and Research Questions
Research aim 
1. To examine the key factors influencing customer trust in digital banking platforms
2. To explore how customers perceive security features in digital banking and how these perceptions affect their willingness to use these platforms.
Research Objective
1.To find out what factors influence customer trust, including security features, reliability of services, and past experiences with digital banking.
2.To collect customers’ suggestions on how banks can make digital banking safer, more reliable and more trustworthy in Chittagong.

Research question
1. How is trust in digital banking platform constructed, negotiated and sustained in customers’ everyday financial practices?
2. How do customers interpret and evaluate digital security features and how do these interpretations influence their perceptions of platform trustworthiness?






3.Literature Review
3.1 Introduction
Digital banking has transformed the financial services industry by enabling customers to access banking services through internet-based platforms, mobile applications, automated teller machines (ATMs), and electronic payment systems. Through digital banking platforms, customers can perform transactions, transfer funds, pay utility bills, check account balances,  receive banking services without physically visiting bank branches. The increasing penetration of smartphones, internet accessibility,  financial technologies has accelerated the growth of digital banking worldwide. Customers are more likely to use digital banking when they believe it is useful, easy to use, and reliable (Davis, 1989).Davis (1989), through the Technology Acceptance Model (TAM), explained that people are more willing to adopt technology if they find it helpful and easy to operate. Later, Venkatesh et al. (2003) expanded this idea through the Unified Theory of Acceptance and Use of Technology (UTAUT), suggesting that factors such as age, education, experience, and familiarity with technology can influence customer behavior. In developing countries such as Bangladesh, digital banking has emerged as an essential mechanism for financial inclusion, customer convenience, and operational efficiency in the banking sector. Yousafzai, Pallister, and Foxall (2003) researched that trust strongly affects customers’ willingness to use internet banking services. According to their study, when customers feel secure and believe their privacy is protected, they are more likely to trust digital banking systems. Similarly, McKnight, Choudhury, and Kacmar (2002) argued that trust reduces uncertainty in online transactions and increases customer confidence in digital platforms. Gefen, Karahanna, and Straub (2003) also emphasized that trust plays an important role in reducing fear and hesitation when using online systems. 
 Trust is considered one of the most important determinants influencing customers’ willingness to adopt digital banking services. Mayer, Davis, and Schoorman (1995) described trust as the willingness of people to rely on others based on positive expectations. In a virtual banking environment, customers are unable to physically interact with service providers, making trust a crucial factor in shaping their attitudes and behavioral intentions. Trust refers to customers’ confidence that digital banking platforms are reliable, secure, transparent, capable of protecting personal and financial information. When customers perceive a banking platform as trustworthy, they are more likely to engage in online transactions and continue using digital banking services. Cybersecurity threats such as phishing, identity theft, unauthorized access, hacking, malware attacks, and data breaches have intensified customers’ concerns regarding the safety of digital financial transactions 
In Bangladesh, the expansion of digital banking has been remarkable due to increasing internet penetration, government initiatives toward digitalization, and the growth of mobile financial services. Banks have introduced internet banking, mobile banking applications, agent banking, QR payments, and digital wallets to improve customer experience and accessibility. However, challenges remain regarding cybersecurity concerns, limited awareness, technological complexity, customer trust. Previous studies suggest that Bangladeshi customers often hesitate to fully depend on digital banking due to concerns over fraud, privacy, and technical vulnerabilities. 
3.2 Literature Strand 1: Customer Perception of Trust in Digital Banking
Customer trust has consistently been identified as a crucial determinant of digital banking acceptance and satisfaction. Trust in digital banking refers to the confidence customers place in a bank’s ability to deliver secure, dependable, and efficient financial services through digital platforms. Since customers are required to share sensitive financial information online, trust significantly influences whether they decide to adopt or continue using digital banking systems. Studies suggest that perceived trust reduces uncertainty and perceived risk associated with online financial transactions. According to Bappy and Chowdhury (2020), trust in online banking is strongly influenced by perceived privacy, security, and bank reputation in Bangladesh. Their study revealed that customers are more likely to trust online banking services when they believe their personal information is protected and the bank maintains a strong institutional image. The study further emphasized that privacy perception was one of the strongest predictors of trust, suggesting that customers value confidentiality in financial transactions. Similarly, Sadekin, Mukta, and Shaikh (2019) examined customer trust in e-banking systems in Bangladesh and found that trust depends heavily on security mechanisms, customer awareness, authentication procedures, and service quality. Their findings indicated that educated customers who possess greater technological knowledge demonstrate higher trust in e-banking systems. Trust also plays an important mediating role between service quality and customer satisfaction. Rouf, Begum, and Babu (2024) found that system quality, information quality, and service quality positively influence trust, which subsequently improves customer satisfaction in Bangladesh’s mobile banking sector. Their research suggests that reliable applications, accurate information, and responsive customer support strengthen trust among users and encourage continued engagement with digital banking services. Furthermore, trust becomes increasingly important in fintech and digital financial ecosystems. Customers who perceive banking systems as secure are more willing to continue using digital platforms (John, 2021). Banu et al. (2019) found that trust positively affects customer satisfaction and encourages continued use of digital banking services. Tertia and Nurbasari (2022) emphasized that ease of use, usefulness, and security significantly contribute to building customer trust in mobile banking systems Skvarciany and Jurevičienė (2018) found that customer trust in internet banking is influenced by factors such as security, service quality, customer awareness, and technological convenience. Similarly, Tham et al. (2017) examined customer perception toward virtual banking adoption in Malaysia and found that trust significantly affects customers’ willingness to adopt digital banking services. Karim et al. (2023) found that trust mediates customer engagement with fintech services in Bangladesh. Their study highlighted that trust enhances users’ willingness to adopt financial technology services, especially among younger generations who actively use digital platforms. This demonstrates that trust is not merely an outcome but a key mechanism driving customer participation in digital banking environments. 
3.3 Literature Strand 2: Security and Privacy in Digital Banking Platforms
Security is one of the most critical concerns affecting customer perception of digital banking. Digital banking platforms operate through internet-based systems, making them vulnerable to cyber threats such as hacking, phishing, malware, identity theft, and unauthorized access. Because customers conduct financial transactions electronically, concerns regarding cybersecurity significantly influence trust and adoption behavior. Zhou (2012) found that customer trust in mobile banking increases when users believe the system is secure and reliable.
Customers tend to evaluate digital banking platforms based on perceived security measures and confidence in transaction safety. Existing literature indicates that perceived security positively affects customers’ intention to adopt online banking systems. Bappy and Chowdhury (2020) identified perceived security as one of the strongest antecedents of trust in Bangladesh’s online banking context. Research by Apau and Lallie (2022) highlighted that customers’ perception of mobile banking security significantly affects their confidence in using banking applications. According to Jafri et al. (2024), trust acts as a critical determinant in fintech adoption, with security concerns often influencing customer perceptions and willingness to engage with banking technologies. Similarly, Che et al. (2023) emphasize the importance of continuous trust, showing that sustained user confidence in mobile banking apps significantly affects long-term usage patterns. Musyaffi et al. (2024) found that individuals with higher personal innovativeness are more likely to adopt new banking platforms, provided the platforms are perceived as secure. Geebren and Jabbar (2025) further highlight that the antecedents of trust can vary across gender, customer experience, and frequency of use, suggesting a need for tailored approaches to trust-building. Security perception and risk management also directly impact trust. Almaiah et al. (2023) showed that perceived security, alongside perceived risk, strongly affects the adoption of smart mobile banking applications. Palamidovska-Sterjadovska et al. (2025) found that service quality in mobile banking significantly influences user satisfaction and trust, which in turn affects adoption rates. Dias et al. (2025) highlight that trust and commitment are interlinked, where a secure and reliable digital banking environment fosters stronger customer loyalty. According to Ilmudeen and Bao (2019), security concerns, privacy risks,  website usability significantly influence customers’ acceptance of internet banking. Kaur and Arora (2020) explained that perceived risk negatively affects customers’ behavioral intention toward online banking, while trust moderates this relationship. Additionally, Yadav et al. (2019) found that perceived security risk negatively impacts internet banking adoption, while perceived usefulness and ease of use positively influence customer intention. Similarly, privacy concerns regarding financial data protection influence customers’ willingness to engage with online platforms. Sadekin et al. (2019) emphasized that customer trust in e-banking depends significantly on authentication systems and security protocols. The authors concluded that customer awareness of security systems enhances confidence in digital banking usage. A systematic review by Waliullah et al. (2025) found that cybersecurity threats remain a major challenge for digital banking adoption globally. The study identified phishing and malware attacks as among the most common risks affecting consumer trustMoreover, Apaua and Lallie (2022) argued that perceived security and institutional trust strongly affect mobile banking adoption. Furthermore, Widyadhana et al. (2022) found that technological, social, and individual factors influence customers’ perception of privacy and security in digital banking. Kannan (2019) reported that fear of cybercrime, phishing attacks, and unauthorized access negatively affects customers’ perception of digital banking security, reducing their willingness to conduct online financial transactions Their findings demonstrated that customers prioritize advanced security systems and privacy protections before engaging with digital banking applications. The study further revealed that demographic factors such as age, education, and technological experience influence security perceptions.  Since financial transactions involve high levels of risk, customers require assurance that digital systems are safe, reliable, capable of protecting sensitive information.
3.4 Literature Strand 3: Digital Banking Adoption and Customer Experience in Bangladesh
The adoption of digital banking in Bangladesh has increased substantially over the last decade due to technological advancements, smartphone penetration, and financial inclusion initiatives. Digital financial services have become increasingly accessible, enabling customers to conduct banking activities conveniently and efficiently. Rahman and Rahman (2023) examined the impact of digital financial services on customers’ choice of financial institutions in Bangladesh and found that ease of use, technological accessibility, and trust significantly affect customer preferences. Their study suggested that banks offering convenient and secure digital services are more likely to attract customers. Shaikh (2024) argued that customer confidence in e-banking systems in Bangladesh depends on trust, security perception, and service experience. The study found that positive user experiences strengthen digital trust, while technical difficulties and fears of cybercrime discourage customers from using e-banking services. This suggests that customer perception is strongly shaped by both technological performance and psychological confidence. 
When the three areas of literature are considered together, it becomes clear that trust, security, reliability, convenience, privacy, and customers’ previous experiences are closely connected in digital banking. Previous studies generally agree that customers are more likely to use and continue using digital banking when they feel that their money and personal information are safe and when the service is convenient and works reliably. However, experiences such as fraud, privacy concerns, technical failures, and cybercrime can make customers feel less confident and more cautious. Technology acceptance studies mainly focus on whether customers find digital banking useful, easy to use, and effective. Trust research focuses more on how customers deal with uncertainty and whether they feel confident in the bank and the service it provides. Security research is mainly concerned with protection from technical threats and perceived risks, while customer experience research highlights the importance of reliable services and previous experiences. These perspectives are all valuable, but they are often studied separately. This means that we still know less about how customers experience all of these issues together in their everyday use of digital banking.
3.5 Conceptual Territory
Digital banking has changed the way people manage their finances. Instead of visiting a bank branch, customers can now transfer money, pay bills, check balances, and complete financial transactions through mobile apps or online banking platforms. While these digital services offer convenience and save time, they also raise concerns about trust and security among users. This study focuses on understanding how customers in Chittagong perceive trust and security in digital banking platforms. In digital banking, trust refers to the confidence customers have in a bank’s ability to provide reliable services and protect their money and personal information. Customers are more likely to use digital banking if they believe the platform is dependable, transparent, and capable of handling transactions safely. At the same time, security perception plays an important role in shaping customer behavior. Many customers worry about issues such as fraud, hacking, data theft, or unauthorized access to their accounts. Therefore, understanding how customers view the security of digital banking platforms is important for improving user confidence and encouraging wider adoption. This study is connected to broader ideas in digital banking and consumer behavior, particularly theories related to technology acceptance and trust. Previous research suggests that customers are more willing to use digital banking when they find it useful, easy to use, trustworthy, and secure. For this reason, trust and perceived security are considered key factors influencing customers’ attitudes toward digital financial services.
3.6 Context of the Study
The study is conducted in Chittagong (Chattogram), Bangladesh, one of the country’s major business and commercial centers. In recent years, digital banking has become increasingly popular in Chittagong due to the growing use of smartphones, internet access, and online financial services. Many banks now offer mobile banking apps and internet banking facilities to make banking easier and more accessible for customers. Despite this growth, customers still have concerns about the safety and reliability of digital banking platforms. News about cybercrime, online scams, transaction failures, and privacy issues can create hesitation among users. Some customers may feel comfortable using digital banking regularly, while others may still prefer traditional banking methods due to fear or uncertainty. Chittagong provides an important setting for this study because people from different educational, professional, and economic backgrounds use digital banking services in different ways. Their experiences and understanding of technology may influence how much they trust digital banking systems and how secure they feel while using them. As a pilot study, this research aims to explore these perceptions on a smaller scale before conducting a broader investigation. The findings will help identify key concerns, improve the research process, and provide useful insights into customer trust and security in digital banking platforms in Chittagong.
3.7 Conceptual Gap
 Although many researchers have studied digital banking in Bangladesh, there are still some important areas that have not been explored properly. Most previous studies mainly focused on customer satisfaction, service quality, or the adoption of digital banking services. However, fewer studies have specifically examined how customers feel about trust and security while using digital banking platforms. Since trust and security are two of the biggest concerns in online financial transactions, this area needs more attention. Another major gap is that most studies were conducted in large cities like Dhaka or focused on Bangladesh as a whole. Very limited research has been carried out in Chittagong, even though it is one of the country’s largest business and commercial cities. Customers in Chittagong may have different experiences and concerns regarding digital banking because of differences in lifestyle, education, internet usage, and technology awareness. As a result, findings from other regions may not fully reflect the actual situation in Chittagong. In recent years, digital banking services in Bangladesh have grown very quickly. Mobile banking apps, online payments, QR code transactions, and digital wallets are now widely used by customers. Because technology changes rapidly, customer expectations about privacy and security are also changing. Many earlier studies were conducted before these advanced digital banking features became common. Therefore, updated research is needed to understand current customer perceptions and security concerns. Another gap is that many previous studies relied mostly on surveys and numerical data. They often focused on statistical analysis but gave less importance to customers’ personal experiences, feelings, and fears related to digital banking. Customers may worry about hacking, online fraud, failed transactions, password theft, or losing money through digital platforms. Different groups of people may feel differently about using digital banking platforms, but this issue has not been studied deeply in the Bangladeshi context. Therefore, this pilot study aims to fill these gaps by exploring customer perceptions of trust and security in digital banking platforms specifically in Chittagong. This research gap matters because trust and security are key factors that influence whether customers feel comfortable using digital banking services. Even if digital banking platforms are advanced, customers may avoid using them if they fear online fraud, hacking, failed transactions, or loss of personal information. Although many studies in Bangladesh have focused on customer satisfaction and digital banking adoption, few have explored customer perceptions of trust and security, especially in Chittagong. In addition, digital banking has changed rapidly in recent years, making earlier studies less relevant to today’s environment. Therefore, updated research is needed to better understand current customer concerns. This study can help banks improve security, build customer trust, and provide safer digital banking services.
4.Methodology
4.1 Paradigm and Research Approach
Research Paradigm
This study adopts an interpretivist research paradigm to explore customer perceptions of trust and security in digital banking platforms in Chittagong. The interpretivist paradigm is considered appropriate because it focuses on understanding individuals’ subjective experiences, meanings, and interpretations regarding social phenomena. Since customer trust and perceptions of security in digital banking are shaped by personal experiences, beliefs, technological knowledge, and concerns regarding online risks, they cannot be fully understood through numerical measurement alone (Creswell & Poth, 2018). Interpretivism assumes that reality is socially constructed and varies according to individuals’ experiences and interactions (Schwandt, 2014). Therefore, this paradigm enables the researcher to gain an in-depth understanding of how customers perceive trust and security in digital banking platforms based on their lived experiences. Furthermore, interpretivist research is widely used in studies involving technology use and information systems because it helps explain how users understand and engage with digital technologies in different social contexts (Walsham, 1995). Thus, the interpretivist paradigm is suitable for this study as it facilitates an in-depth exploration of customer perspectives regarding trust and security in digital banking platforms in Chittagong.
Research Approach
This study follows a qualitative research approach to explore customer perceptions of trust and security in digital banking platforms in Chittagong. A qualitative approach is appropriate because the study seeks to understand customers’ experiences, opinions, and interpretations regarding trust and security rather than quantify relationships between variables. Since perceptions of digital trust and security are subjective and shaped by individual experiences, qualitative research enables participants to express their views in depth (Creswell & Poth, 2018). Through qualitative methods such as semi-structured interviews, the researcher can obtain rich descriptions of participants’ experiences with digital banking, including concerns about privacy, fraud, reliability, and technological confidence. Therefore, the qualitative approach is suitable for generating detailed insights into customers’ perspectives on trust and security in digital banking platforms in Chittagong.
4.2 Research Design and Strategy
Research Design
This study adopts an exploratory qualitative research design to examine customer perceptions of trust and security in digital banking platforms in Chittagong. An exploratory qualitative design is appropriate because the study seeks to gain in-depth understanding of customers’ experiences, opinions, and perceptions regarding trust and security in digital banking. Since trust and security are subjective concepts influenced by personal experiences and beliefs, qualitative research provides a suitable approach for exploring participants’ perspectives in detail (Creswell & Poth, 2018). Additionally, this study is conducted as a pilot study, which serves as a preliminary investigation to assess the feasibility of research methods and identify important themes before conducting larger-scale research (van Teijlingen & Hundley, 2001). Therefore, an exploratory qualitative design is considered appropriate for understanding customer perceptions of trust and security in digital banking platforms in Chittagong.
Research Strategy
This study adopts a case study research strategy to explore customer perceptions of trust and security in digital banking platforms in Chittagong. A case study strategy is suitable because it enables detailed examination of a phenomenon within a specific real-world setting (Yin, 2018). In this study, Chittagong represents the contextual setting in which customers’ experiences with digital banking platforms are explored. The case study strategy aligns with the interpretivist qualitative approach because it facilitates an in-depth understanding of participants’ experiences, perceptions, and meanings related to trust and security in digital banking (Stake, 1995). Furthermore, case study research is particularly useful in pilot studies because it allows detailed investigation of a limited sample within a defined context. Therefore, this strategy is appropriate for understanding how customers in Chittagong perceive trust and security while using digital banking services.
4.3 Participants and Recruitment Strategy
Participants
The participants for this study consist of customers in Chittagong who actively use digital banking platforms for example. Six participants will be selected based on their experience of using internet banking, mobile banking applications, online transactions, or other digital financial services offered by banks. Since the study aims to explore customer perceptions of trust and security in digital banking, individuals with direct experience of using these platforms are considered most appropriate for providing relevant information. Participants from different demographic backgrounds, including age, gender, occupation, and level of digital banking experience, are included to ensure diverse perspectives. As this study is a pilot qualitative investigation, a sample size of six participants is considered appropriate to generate rich and meaningful insights into customer perceptions regarding trust and security in digital banking platforms.
Recruitment Strategy
This study uses a purposive sampling strategy to recruit participants who have direct experience using digital banking platforms in Chittagong. Purposive sampling is appropriate because it enables the researcher to intentionally select individuals who possess relevant knowledge and experience related to the research topic (Ames et al., 2019). Since the study focuses on customer perceptions of trust and security, participants who actively use digital banking services such as internet banking, mobile banking applications, and online transactions will be selected. Participants are recruited through personal contacts, university networks and online communication platforms. Prior to participation, all individuals are to be informed about the study purpose, confidentiality measures, and voluntary nature of participation .and all of participants are given the participant’s information sheet and are taken participant’s consent. This recruitment approach is considered appropriate because it helps ensure that participants can provide rich and relevant insights into trust and security issues in digital banking platforms. 
4.4 Data Collection
This study is used semi-structured interviews as the primary method of data collection to explore customer perceptions of trust and security in digital banking platforms in Chittagong. Semi-structured interviews are appropriate because they enable participants to share their experiences, opinions, and concerns in detail while allowing the researcher flexibility to ask follow-up questions (Creswell & Poth, 2018). Approximately 6 participants who actively use digital banking services are interviewed. The interviews include open-ended questions focusing on participants’ experiences with digital banking, perceptions of trust, security concerns, and confidence in online transactions. Interviews are expected to last approximately 30–45 minutes through online platforms for example Zoom meeting or WhatsApp depending on participant convenience. With participant consent, interviews are audio-recorded and later transcribed for analysis. Ethical considerations such as confidentiality, informed consent, and voluntary participation are maintained throughout the data collection process (Denzin & Lincoln, 2018). All of participants are given the participant’s information sheet and are taken participant’s consent. The collected data are subsequently be analyzed using Braun and Clarke’s Reflexive Thematic Analysis to identify patterns and themes related to trust and security in digital banking platforms.
4.5 Data Analysis Method
This study employs Braun and Clarke’s Reflexive Thematic Analysis (RTA) to analyze qualitative data. Reflexive thematic analysis is suitable because it enables researchers to identify, analyze, and interpret patterns of meaning within qualitative datasets (Braun & Clarke, 2006). Since the study aims to explore customers’ subjective perceptions regarding trust and security in digital banking platforms, thematic analysis provides flexibility for understanding participants’ experiences in depth. Braun and Clarke’s approach aligns with interpretivist research because it recognizes that meanings are socially constructed and interpreted through participants’ experiences and researcher engagement with the data (Braun & Clarke, 2019). The study will follow the six stages of reflexive thematic analysis: familiarization with the data, generating initial codes, searching for themes, reviewing themes, defining and naming themes, and producing the report (Braun & Clarke, 2006). This method is appropriate because it allows the researcher to generate rich insights into customers’ trust and security perceptions within the context of digital banking in Chittagong.
4.6 Ethical Considerations
Ethical approval for this study was obtained from the University of Wales Trinity Saint David Research Ethics Committee prior to data collection. Ethical considerations are important in this study to ensure that participants’ rights, privacy and well-being are protected throughout the research process. Before participation, all participants are informed about the purpose of the study, are received a Participants Information Sheet as well as the interview process, Informed consent are obtained prior to data collection and participants have the right to withdraw from the study at any time without negative consequences (Corti et al., 2000). To ensure confidentiality and anonymity, participants’ identities will not be disclosed, and pseudonyms or participant codes will to be used in reporting findings (Kaiser, 2009). Since the study concerns digital banking trust and security, no sensitive financial information such as passwords or account details will be collected. All interview recordings and transcripts are securely stored in password-protected files accessible only to the researcher. Participation remain entirely voluntary, and participants can refuse to answer any question they find uncomfortable. Furthermore, the researcher will maintain honesty and transparency throughout the study by accurately reporting findings and properly citing all academic sources used (Shaw, 2003).
5.Findings and Analysis
5.1 Findings
This section presents the findings from six semi-structured interviews conducted to explore customers’ perceptions of trust and security in digital banking platforms in Chittagong. The findings are based on participants’ experiences, opinions, and suggestions regarding their use of digital banking services. Although participants differed in terms of age, occupation, and level of experience with digital banking, several common patterns emerged across the interviews. The findings are organised around the key areas identified in the research aim and objectives. These include the factors that influence customer trust, customers’ perceptions of digital security features, the ways in which security perceptions affect continued use of digital banking, and customers’ suggestions for making digital banking safer, more reliable, and more trustworthy.
5.1.1 Factors Influencing Customer Trust in Digital Banking Platforms
The first objective is to examine the key factors influencing customer trust in digital banking platforms, including security features, service reliability, convenience, and previous experiences with digital banking. The interviews revealed that customer trust was not shaped by a single factor. Instead, trust developed through the interaction of customers’ previous experiences, perceptions of security, the reliability of digital banking services, and the practical benefits offered by digital platforms.
Trust Develops Through Repeated Positive Experiences
One of the strongest findings is that trust developed gradually through repeated use. Several participants explained that they did not feel completely confident when they first started using digital banking. In the early stages, some were concerned about making mistakes, losing money, or not fully understanding how digital transactions worked. For example, Participant 3 described feeling worried about making mistakes when first using mobile banking, while Participant 4 initially preferred traditional banking because face-to-face services appeared safer and more familiar. Participant 1 explained that repeated successful transactions increased their confidence, while Participant 6 stated that several years of reliable use had contributed significantly to the development of trust.
Analysis
These findings suggest that previous experiences are an important influence on customer trust. Trust is constructed through repeated and successful interactions with digital banking platforms. When participants completed transactions without experiencing significant problems, their confidence gradually increased. Trust, therefore, is not simply based on assumptions about technology; rather, it is developed through direct personal experience.
Service Reliability Strengthens Customer Trust
The reliability of digital banking services is another important factor influencing trust. Participants generally expected digital banking platforms to process transactions accurately, quickly, and consistently. When the systems operated effectively, participants felt more confident about using them. However, technical failures and transaction delays could temporarily weaken trust. Participant 1 described experiencing a delay in receiving confirmation after making a money transfer, which created stress and uncertainty. Participant 4 experienced a failed transaction in which money was unexpectedly deducted, while Participant 6 experienced delays in receiving important freelance payments. 
Analysis
This finding demonstrates that reliability influences trust in two important ways. First, consistent service performance helps build confidence over time. Second, the way banks respond when problems occur can determine whether trust is restored or permanently damaged. Therefore, reliability is not only about preventing technical problems; it also involves responding effectively and transparently when problems occur.
Convenience Encourages Continued Trust and Use
Convenience is another significant factor influencing participants’ continued use of digital banking. Participants frequently mentioned the ability to transfer money, pay bills, make purchases, check account balances, and complete other financial activities without having to visit a physical bank branch. Participant 2 described digital banking as essential for managing business activities, while Participant 3 stated that everyday life would be more difficult without access to digital banking services.
Analysis
The findings indicate that convenience contributes to the continuation of trust and use. Even when participants were aware of security risks, technical problems, or fraud concerns, they continued using digital banking because it was convenient and had become part of their everyday lives. This suggests that trust is influenced by a balance between perceived risks and the practical benefits of digital banking.
Trust Involves Both the Bank and the Technology
Participants also described trust as involving both the financial institution and the technology used to access banking services. Some participants placed greater trust in established banks because of their reputation and history, while others focused more on whether the digital application was reliable, easy to use, and technically effective.
Participant 4 appeared to place greater confidence in the bank itself, whereas Participants 3 and 6 focused more on the performance and reliability of the digital platform.
Analysis
This finding suggests that customer trust in digital banking is multidimensional. Customers need to feel confident in both the organisation providing the service and the technology through which the service is delivered. A trusted bank may lose customer confidence if its digital platform performs poorly, while a technically effective application may not be trusted if customers lack confidence in the institution behind it.
5.1.2 Customers’ Perceptions of Digital Security Features
The second objective is to explore how customers perceive security features in digital banking and how these perceptions influence their willingness to use digital banking platforms. The findings show that participants generally viewed security features positively. However, their perceptions were often based more on feelings of safety and institutional trust than on detailed technical knowledge of how security systems operate.
Security Features Create a Feeling of Safety
All participants recognised the importance of digital security features. OTP verification, passwords, fingerprint or biometric authentication, and transaction notifications were mentioned repeatedly during the interviews. Participant 1 considered OTP verification important because even if another person knew their password, that person would still need access to their phone. Participant 5 valued transaction notifications because they allowed users to identify unusual or unauthorised activity quickly. Participants also described these security features as providing a sense of psychological reassurance when using digital banking services.
Analysis
These findings suggest that visible security features contribute to customers’ perceptions of trustworthiness. Customers may not fully understand the technical operation of security systems, but the presence of features such as OTP verification, biometric authentication, and transaction alerts makes them feel more protected. Security features, therefore, influence trust partly through the sense of safety and reassurance they create.
Customers Often Trust Security Features Without Fully Understanding Them
Although participants generally trusted digital security features, several admitted that they did not fully understand how these systems worked. Participant 1 explained that they trusted OTP verification because they believed it provided an additional layer of protection. Participant 4 stated that they generally followed the instructions provided by the application, while Participant 3 suggested that many people use security features automatically without thinking about how they technically function.
Analysis
This finding indicates that customers’ trust in digital security is closely connected to institutional trust. Customers do not necessarily need to understand the technical details of security systems before using them. Instead, they often rely on the assumption that banks are responsible for providing safe and reliable technologies. In this sense, trust in the institution can influence how customers perceive and accept digital security features.
5.1.3 Security Perceptions and Customers’ Willingness to Continue Using Digital Banking
The findings indicate that perceptions of security influenced participants’ willingness to continue using digital banking. However, security concerns did not automatically lead participants to reject digital banking. Instead, participants appeared to balance potential security risks against the convenience and usefulness of digital services.
Fraud Awareness Increases Caution but Does Not Eliminate Trust
Participants had either personally experienced security-related problems or knew individuals who had experienced fraud, phishing, scam calls, fake payment links, or OTP-related fraud. These experiences increased their awareness of the risks associated with digital banking. They explained that they avoided suspicious links, did not share OTPs, double-checked transactions, and used stronger passwords. Participant 3 explained that awareness of fraud made people more careful but did not completely reduce their trust in digital banking.
Analysis
This finding suggests that customers negotiate trust rather than simply accepting or rejecting digital banking. Awareness of fraud encouraged participants to behave more cautiously, but the convenience and usefulness of digital banking encouraged them to continue using these services. Trust therefore remained present alongside an awareness of risk.
Security and Convenience Work Together in Continued Use
Participants generally continued to use digital banking because its benefits were important in their everyday lives. Even those who expressed concerns about fraud or technical failures continued to rely on digital platforms for payments, transfers, shopping, business activities, and other financial needs.
Analysis
The findings suggest that customers’ willingness to continue using digital banking is influenced by both security perceptions and convenience. Customers do not necessarily expect digital banking to be completely risk-free. Instead, they appear willing to accept a certain level of risk when they believe that the available security measures provide sufficient protection and that the benefits of digital banking are significant.
5.1.4 Customers’ Suggestions for Making Digital Banking Safer and More Trustworthy
The third objective is to collect customers’ suggestions regarding how banks can make digital banking safer, more reliable, and more trustworthy in Chittagong. Participants offered several suggestions relating to customer education, communication, security, service reliability, and customer support.
Greater Transparency About Security Features
Participants suggested that banks should provide clearer explanations about their security systems. Several participants stated that they would feel more comfortable using new security features if banks explained how they worked and why they were necessary. Participants suggested that banks could use simple explanations, tutorials, demonstrations, and clear instructions within banking applications to improve customer understanding.
Analysis
This finding suggests that transparency can reduce uncertainty. Customers may be more willing to trust and adopt security features when they understand their purpose and how they help protect personal and financial information. Clear communication may therefore strengthen confidence in new or unfamiliar security technologies.
Improved Customer Education and Fraud Awareness
Participants also suggested that banks should do more to educate customers about cybersecurity risks. They highlighted the importance of increasing awareness of phishing, fake links, scam calls, OTP fraud and unauthorised transactions. Participant 4 highlighted the difficulties that some older customers experience when using digital banking, while Participant 6 emphasised the importance of improving cybersecurity awareness among customers.
Analysis
These findings indicate that participants viewed education as an important part of digital banking security. Banks are not only expected to provide secure technologies; they are also expected to help customers understand how to use digital services safely. Customer education could therefore help reduce avoidable security risks and increase confidence in digital banking.


Faster Support and Clearer Communication During Problems
Participants also emphasised the importance of effective customer service. When transactions were delayed or failed, clear communication from the bank helped reduce anxiety and rebuild trust. Participants suggested that banks should provide faster responses and clearer updates when technical problems, transaction delays, or other service issues occur.
Analysis
This finding suggests that customer trust depends not only on whether problems occur but also on how banks respond to them. Quick support, regular updates, and transparent communication can prevent temporary problems from developing into permanent losses of trust.
More Reliable Digital Banking Services
Participants also suggested that digital banking platforms should become more reliable. Technical failures, transaction delays, and unexpected problems were identified as experiences that could weaken customer confidence.
Analysis
Improving service reliability would therefore contribute directly to customer trust.The findings suggest that reliable performance, effective problem resolution, and transparent communication are all important for maintaining long-term trust in digital banking platforms.
The findings of this study provide clear answers to both research questions. The first research question focuses on how customers construct, negotiate, and sustain trust in their everyday use of digital banking. The findings show that trust did not develop immediately. Instead, participants gradually became more confident through repeated successful transactions and positive experiences with digital banking. Reliable services, convenience, and effective support when problems occurred also helped to strengthen and maintain their trust. They remained aware of risks such as fraud, scams, phishing, and technical problems, and many responded by becoming more careful in how they used digital banking services. This suggests that trust was continuously negotiated as participants balanced their concerns about risk with the convenience and usefulness of digital banking in their everyday lives. The second research question explores how customers understand and evaluate digital security features and how these perceptions influence their views of the trustworthiness of digital banking platforms. The findings show that participants generally viewed features such as OTP verification, passwords, biometric authentication, and transaction notifications as important forms of protection. These features made participants feel safer, even though some did not fully understand how the technology worked technically. Their trust in security features was also connected to their confidence in the banks providing them. Participants generally assumed that banks were responsible for providing safe and reliable security systems. Instead, they continued to use these services while taking additional precautions. 
6 Conclusion
This study explores how customers in Chittagong understand and experience trust and security when using digital banking platforms. The purpose is not only to identify whether customers trust digital banking, but also to understand how that trust develops through everyday experiences and how customers make sense of the security features they use. The findings from the six interviews show that trust in digital banking is not something that develops instantly or remains unchanged. Instead, it develops gradually through customers’ experiences and can change depending on how they experience the service.
For many participants, trust grew as they became more familiar with digital banking and successfully completed transactions over time. Reliable services, convenience, and the ability to manage financial activities without visiting a bank branch made digital banking an important part of their daily lives. However, participants did not use digital banking without concerns. They were aware of fraud, phishing, scam calls, fake links, and technical problems. Rather than completely rejecting digital banking, they responded to these concerns by becoming more careful. For example, participants described avoiding suspicious links, protecting their OTPs, checking transactions, and taking greater responsibility for their own security. This shows that trust and caution can exist at the same time. The study also finds that security features such as OTP verification, passwords, biometric authentication, and transaction notifications are generally viewed positively. These features helped participants feel safer when using digital banking, even when they did not fully understand the technical processes behind them. In many cases, participants trusted these features because they trusted the banks providing them. This suggests that customers often depend on banks to provide safe and reliable technologies rather than independently evaluating the technical strength of every security feature. An important finding is that trust is connected to both the bank and the digital technology itself. Participants expected banks to be responsible for protecting their money and personal information, but they also expected digital platforms to work reliably and efficiently. When delays, failed transactions, or other technical problems occurred, participants could lose confidence temporarily. However, quick support, clear communication, and successful resolution of problems helped to rebuild trust. This shows that trust is influenced not only by whether problems occur, but also by how banks respond to customers when difficulties arise. Participants also provided useful suggestions for improving digital banking. They wanted banks to explain security features more clearly, provide greater awareness of fraud and cybersecurity risks, improve customer support, and communicate more effectively during technical problems and transaction delays. These suggestions show that customers do not see digital banking security as the responsibility of technology alone. They also expect banks to educate and support customers so that they can use digital banking more safely and confidently.
As a pilot study based on six interviews, this research provides an initial understanding of how customers in Chittagong experience trust and security in digital banking. It also helps identify important issues for further research and provide useful insights for improving the interview questions and research process. A larger future study can explore these experiences among a wider and more diverse group of customers and examine how factors such as age, digital experience, and different patterns of digital banking use shape perceptions of trust and security. Despite its small scale, this study highlights an important point: customers do not simply choose between trusting and distrusting digital banking. Instead, they develop trust through experience, remain cautious about potential risks, and continue using digital banking when they feel that its benefits are supported by adequate security and reliable service.
6.1 Contribution of the Study
This study makes a meaningful contribution to understanding how customers in Chittagong perceive trust and security in digital banking platforms, particularly from the perspective of everyday users. While many previous studies on digital banking have focused on technology adoption, customer satisfaction, or technical security systems, this research adds a more personal and experience-based understanding of how trust is actually developed and maintained in daily financial life.One of the main contributions of this study is that it shows trust in digital banking is not immediate or automatic. Instead, trust develops gradually through repeated successful experiences, convenience, and familiarity with the platform. Participants explain that confidence increase over time as they become more comfortable using digital banking for everyday activities such as paying bills, transferring money, and online shopping. Although participants regularly use features such as OTP, fingerprint login, and notifications, many admitted they do not fully understand how these systems worked. However, they still trust them because of confidence in the bank or service provider. This finding offers useful insight into how customers interpret security and suggests that feelings of reassurance are just as important as technical protection.Another contribution of this study is its focus on the local context of Chittagong, where customer experiences of digital banking may differ from larger cities or international settings. By exploring participants from different age groups and occupations, the study provides a more realistic picture of how digital banking trust and security are experienced in everyday life within a Bangladeshi context.Finally, this research may also be useful for banks and digital financial service providers. The findings suggest that trust is strengthened not only through advanced technology but also through clear communication, reliable customer service, and customer education. Understanding users’ concerns can help financial institutions design services that better respond to customer expectations and fears regarding digital security.

6.2 Limitation of the study
The main limitation of this study is the small pilot sample of six participants from Chittagong. However, this small sample should be understood in relation to the methodological purpose of the research. The aim of the pilot was not to produce statistically generalisable findings, but to test the suitability of the interview questions and research process before conducting a larger main study. The pilot revealed several methodological lessons that can inform future research. First, some interview questions generated much more detailed responses than others. Questions that asked participants to describe specific experiences produced richer data than questions that asked them to define abstract concepts such as trust and security. This suggests that the interview guide should be revised to include more experience-based questions and follow-up prompts. Second, some questions generated similar or overlapping responses, particularly those relating to feelings of security, the importance of security features and experiences that influenced trust. Although this overlap helped identify recurring ideas, it sometimes resulted in repetition during the interviews. Therefore, the interview guide should be reviewed, reorganised and, where appropriate, shortened before the main study. Third, the pilot demonstrated that participants did not always distinguish clearly between trust in the bank and trust in the technology. Instead, many participants viewed these two sources of trust as closely connected.. The main study should therefore give participants greater freedom to explain how they understand the relationship between banks, digital platforms and security technologies in their own words.The pilot also highlighted the importance of using follow-up prompts. Participants sometimes initially provided brief responses but offered much more detailed accounts when asked to describe a specific experience or explain why they felt a particular way. For this reason, the main study should continue to use a semi-structured interview approach that allows flexibility and encourages probing questions rather than following a fixed sequence of questions too rigidly. Finally, the pilot was limited by its focus on a single geographical context and its small number of participants. These factors limit the transferability of the substantive findings to the wider population of digital banking customers. Its methodological value therefore lies not in claiming to represent all digital banking customers in Chittagong, but in demonstrating how the interview guide and research process can be strengthened before the main study is conducted.

6.3 Recommendation for Future Research and Practice
Future research should consider expanding the study by involving a larger sample size and including participants from different regions of Bangladesh to improve the generalizability of findings (Creswell & Poth, 2018). Researchers may also adopt a mixed-methods approach to combine qualitative insights with quantitative evidence regarding trust, security, and digital banking adoption (Creswell & Plano Clark, 2018). In addition, future studies could investigate other factors such as digital literacy, cybersecurity awareness, financial knowledge, and demographic differences that may influence customer trust and security perceptions. Longitudinal studies may also be useful to examine how customer trust changes over time as digital banking technologies continue to evolve.
In practice, banks and financial institutions should strengthen cybersecurity measures, including two-factor authentication and fraud detection systems, to improve customer confidence in digital banking. Banks should also promote digital literacy and customer awareness regarding online security and fraud prevention. Furthermore, transparent communication regarding data privacy and security policies may help strengthen trust among customers. Finally, improving user-friendly banking applications and responding effectively to customer concerns may increase satisfaction and encourage greater adoption of digital banking services.

PART C
Methodological Reflection on the Pilot Study
Conducting this pilot study helped me understand more clearly how the research design, interview questions and participants’ experiences are connected. At the beginning of the study, I assumed that asking participants directly what “trust” and “security” meant would encourage them to provide clear and detailed answers. However, the interviews showed me that participants often found it easier to explain these ideas through their own experiences. For example, they were able to talk about trust in more detail when discussing successful transactions, security warnings, technical problems, fraud concerns or how their bank responded when something went wrong. This was an important lesson for the main study because it showed me that questions based on real-life experiences are likely to produce richer responses than questions based only on abstract definitions.
The pilot also made me reconsider my initial assumption that trust in the bank and trust in the technology could be treated as two separate things. Participants often saw these as closely connected. For example, their confidence in the security of a banking application was often linked to their confidence in the bank providing that service. This showed me that the main study should not force participants to think about these issues as completely separate categories. Instead, they should be given the opportunity to explain in their own words how trust in the bank, the digital platform and security features are connected in their everyday lives.
Another important lesson from the pilot was the value of flexibility during semi-structured interviews. Some participants raised issues that I had not fully anticipated when developing the original interview questions. These included how quickly banks respond to problems, how banks explain new security features and how personal experiences can increase awareness of digital security. These issues became important to understanding participants’ perceptions, even though they were not initially central to the interview guide. This showed me that an interview guide should provide direction without restricting the conversation too much. Therefore, in the main study, I would use the interview guide as a flexible framework and allow participants to introduce issues that are important to their own experiences.
The pilot also helped me understand the difference between conducting a small study and conducting a genuine pilot study. The value of this research is not only the themes identified from the six participants. More importantly, the pilot allowed me to examine how well the interview questions worked in practice. It showed me which questions encouraged detailed responses, which questions sometimes produced brief or repetitive answers, and where additional follow-up questions were needed. These lessons will be used to revise and improve the interview guide before conducting a larger main study.
Overall, the most important lesson I gained from the pilot is that a pilot study should be used to test and improve the research process. It is not simply a smaller version of the main study. Based on the pilot interviews, I would revise the interview guide by reducing repetitive questions, using more questions based on participants’ real experiences, including prompts about specific incidents and allowing greater flexibility to explore unexpected issues. In this way, the pilot study provides not only preliminary insights into how customers understand trust and security in digital banking but also practical lessons that can strengthen the design of the future main study.


APPENDICES
Appendix A: Interview Question
	Research Question
	Key Area
	Theory
	Interview Question
	Rationale
	Literature Sources

	RQ1: How is trust in digital banking platforms constructed, negotiated and sustained in customers’ everyday financial practices?
	Experience of digital banking use
	Trust Theory(Mayer, Davis & Schoorman, 1995); Technology Acceptance Model (TAM)(Davis, 1989)
	Q1. Can you briefly describe your experience using digital banking platforms?
	To understand participants’ digital banking background, level of familiarity, and everyday interaction with platforms. Helps identify how trust develops through repeated use.
	Davis (1989); Mayer et al. (1995); McKnight et al. (2002)

	RQ1
	Everyday financial practices
	TAM; Uses and Gratifications Theory
	Q2. What kinds of transactions do you typically carry out?
	To explore how digital banking is embedded in everyday financial routines and whether trust varies by transaction type.
	Venkatesh et al. (2003); Oliveira et al. (2014)

	RQ1
	Meaning of trust and security
	Trust Theory; Institutional Trust Theory
	Q3. What does trust and security mean to you when using a digital banking platform?
	To explore participants’ own interpretation of trust and security and understand how trust is socially constructed.
	Mayer et al. (1995); Gefen et al. (2003)

	RQ2: How do customers interpret and evaluate digital security features and how do these interpretations influence their perceptions of platform trustworthiness?
	Perception of security features
	Protection Motivation Theory (PMT); Perceived Risk Theory
	Q4. What security features (e.g., OTP, biometrics) do you consider most important?
	To identify which digital security measures participants value and why.
	Rogers (1975); Featherman & Pavlou (2003)

	RQ2
	Perceived security level
	PMT; Perceived Risk Theory
	Q5. How secure do you feel when conducting transactions through digital banking apps?
	To explore subjective feelings of safety and perceived digital risks.
	Kim, Ferrin & Rao (2008); Yousafzai et al. (2009)

	RQ1 & RQ2
	Trust-building or trust erosion
	Trust Repair Theory; Perceived Risk Theory
	Q6. Can you think of a time when something happened while using a digital banking platform that either increased or reduced your trust in it?
	To understand how trust is negotiated through positive or negative experiences.
	Kim et al. (2009); Pavlou (2003)

	RQ1
	Institutional vs technological trust
	Socio-Technical Systems Theory; Institutional Trust Theory
	Q7. When you use a digital banking platform, do you think of it as trusting the bank behind it, the technology itself, or both?
	To explore whether trust is placed in institutions, technology, or a combination of both.
	McKnight et al. (2002); Luhmann (1979)

	RQ2
	Understanding of security features
	PMT; Technology Trust Theory
	Q8. Before today, had you thought about why those security features exist, or did you simply use them because the platform required it?
	To examine customer awareness and interpretation of security systems.
	Gefen et al. (2003); Bélanger & Carter (2008)

	RQ2
	Influence of fraud experiences
	Risk Perception Theory; Social Learning Theory
	Q9. Have you ever heard of or known someone who experienced fraud or unauthorized access on a digital banking platform?
	To explore how social experiences and fraud awareness shape trust and security perceptions.
	Bandura (1977); Featherman & Pavlou (2003)

	RQ2
	Acceptance of new security technologies
	Technology Acceptance Model (TAM); Innovation Diffusion Theory
	Q10. If your bank introduced a new security feature you had not seen before, what would it take for you to feel comfortable using it?
	To understand conditions for acceptance and trust in new digital security measures.
	Davis (1989); Rogers (2003)
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Appendix E – RAW TRANSCRIPT
Participant: Hello. Good morning. How are you?
Interviewer: Hey. Good morning. Yea I am fine and you?
Participant: I am also fine.
Interviewer: Thank you for participating in this interview. Now I am going to ask you some questions. Shall we start?
Participant: Yes, that is fine, you can start.
Interviewer: Can you tell me your age and profession? Can you briefly describe your experience using digital banking platforms?
Participant: Yes, I am 32 years old and I am a lecturer. I have been using digital banking for around five or six years now. Mostly, I use bKash and my bank’s mobile app. At first, I used it only for sending money to family members, but now I use it for many daily activities like paying utility bills, shopping payments, and transferring money.
Interviewer: How would you describe your overall experience so far?
Participant: Overall, it has been convenient and time-saving. I do not need to go to the bank physically unless something serious happens. It makes financial tasks easier.
Interviewer: You mentioned convenience. Could you explain what makes it feel convenient in your everyday life?
Participant: Mainly because I can do transactions anytime. Even at night, I can send money instantly. Before digital banking, I had to wait in long queues at the bank.
Interviewer: Has your experience always been positive, or have there been moments of frustration?
Participant: Sometimes apps crash or transactions take time, which becomes stressful. But generally, it is useful.
Interviewer: What kinds of transactions do you typically carry out?
Participant: Mostly money transfers, mobile recharge, utility bill payments, online shopping payments, and bank transfers.
Interviewer: Which type of transaction do you do most often?
Participant: Money transfer and bill payments.
Interviewer: Why those in particular?
Participant: Because they save time. I do not need to physically go somewhere to pay bills.
Interviewer: Do some transactions feel riskier than others?
Participant: Yes, transferring larger amounts feels more risky than paying small bills.
Interviewer: What makes larger transactions feel riskier?
Participant: I always worry that maybe the money could go to the wrong account or there could be technical issues.
Interviewer: What does trust and security mean to you when using a digital banking platform?
Participant: Trust means believing that my money is safe and the platform will work properly. Security means protection from fraud, hacking, or someone accessing my account without permission.
Interviewer: When you say “my money is safe,” what specifically helps create that feeling?
Participant: If transactions happen correctly every time and I get notifications immediately, I feel more confident.
Interviewer: So, would you say trust develops over time?
Participant: Yes, definitely. Repeated successful transactions increase trust.
Interviewer: Are there any situations where your trust becomes weaker?
Participant: Yes, if there is delayed service or suspicious messages, I feel worried.
Interviewer: What security features for example OTP or biometrics do you consider most important?
Participant: OTP is very important for me. Fingerprint login is also useful.
Interviewer: Why do you consider OTP important?
Participant: Because even if someone knows my password, they still need access to my phone.
Interviewer: Do you fully understand how OTP protects your account, or do you mainly trust that it works?
Participant: Honestly, I mostly trust that it works. I know it adds another layer of protection.
Interviewer: How about biometrics like fingerprint authentication?
Participant: It feels safer and easier because no one can easily copy my fingerprint.
Interviewer: Have these features changed your confidence in digital banking?
Participant: Yes, they make me feel more secure.
Interviewer: How secure do you feel when conducting transactions through digital banking apps?
Participant: I feel mostly secure, maybe around 7 or 8 out of 10.
Interviewer: Why not 10 out of 10?
Participant: Because nowadays there are many scams and fraud cases online. Even secure systems can have problems.
Interviewer: What concerns you most?
Participant: Phishing scams or accidentally clicking fake links.
Interviewer: Have these concerns changed how you behave online?
Participant: Yes, I check messages carefully and avoid unknown links.
Interviewer: Can you think of a time when something happened while using a digital banking platform that either increased or reduced your trust in it?
Participant: Yes. Once, I sent money to someone and there was a delay in confirmation. I became very stressed because I thought I had lost my money.
Interviewer: What happened afterwards?
Participant: Customer service solved the issue after some time, and the money was transferred correctly.
Interviewer: How did that experience affect your trust?
Participant: At first, it reduced my trust because I was scared. But later, when customer support helped quickly, I trusted the service more.
Interviewer: That is interesting. Would you say customer support influences trust as much as technology itself?
Participant: Yes, definitely. If support is helpful, people trust the service more.
Interviewer: When you use a digital banking platform, do you think of it as trusting the bank behind it, the technology itself, or both?
Participant: I think both are important.
Interviewer: Could you explain why?
Participant: If the bank has a good reputation, I feel safer. But the app also needs to work smoothly and securely.
Interviewer: If one of those was weak for example, good bank but poor technology would that affect trust?
Participant: Yes, I would probably hesitate to use it regularly.
Interviewer: Before today, had you thought about why those security features exist, or did you simply use them because the platform required it?
Participant: Honestly, I mostly used them because the app required it.
Interviewer: What made you trust those features without questioning them much?
Participant: I assumed banks would not use something unsafe.
Interviewer: Has thinking about this today changed your perspective?
Participant: Yes, now I realize security features are more important than I usually think.
Interviewer: Have you ever heard of or known someone who experienced fraud or unauthorized access on a digital banking platform?
Participant: Yes, one of my relatives lost money because they shared an OTP with someone pretending to be bank staff.
Interviewer: How did hearing about that affect your own behavior?
Participant: I became much more careful. Now I never share OTP with anyone.
Interviewer: Did it reduce your trust in digital banking?
Participant: Not completely. It made me more cautious rather than stopping me from using it.
Interviewer: Why continue using it despite hearing about risks?
Participant: Because it is still very convenient and useful.

Interviewer: If your bank introduced a new security feature you had not seen before, what would it take for you to feel comfortable using it?
Participant: I would want a clear explanation from the bank about how it works and why it is safe.
Interviewer: What kind of reassurance would matter most?
Participant: Maybe official information, tutorials, or confirmation that my personal information will stay protected.
Interviewer: Would recommendations from friends or family influence your decision?
Participant: Yes, if other people had positive experiences, I would feel more comfortable trying it.
Interviewer: Is there anything else you would like to add about trust or security in digital banking?
Participant: I think banks should educate users more because many people still do not understand online security.
Interviewer: Thank you for your time and valuable responses.
Participant: You are welcome.
Appendix F- CODED TRANSCRIPT
		Speaker
	Dialogue
	Notes

	Participant
	Hello. Good morning. How are you?
	Greeting; participant appears comfortable.

	Interviewer
	Hey. Good morning. Yea I am fine and you?
	Rapport building.

	Participant
	I am also fine.
	Neutral opening response.

	Interviewer
	Thank you for participating in this interview. Now I am going to ask you some questions. Shall we start?
	Interview introduction and consent.

	Participant
	Yes, that is fine, you can start.
	Participant gives consent to proceed.

	Interviewer
	Can you tell me your age and profession? Can you briefly describe your experience using digital banking platforms?
	Opening question about digital banking experience.

	Participant
	Yes, I am 32 years old and I am a lecturer. I have been using digital banking for around five or six years now. Mostly, I use bKash and my bank’s mobile app. At first, I used it only for sending money to family members, but now I use it for many daily activities like paying utility bills, shopping payments, and transferring money. 
	Long-term and repeated use suggests trust development through everyday financial practice.

	Interviewer
	How would you describe your overall experience so far?
	Follow-up question.

	Participant
	Overall, it has been convenient and time-saving. I do not need to go to the bank physically unless something serious happens. 
	Positive experiences and convenience contribute to trust construction.

	Interviewer
	You mentioned convenience. Could you explain what makes it feel convenient in your everyday life?
	Probe question.

	Participant
	Mainly because I can do transactions anytime. Even at night, I can send money instantly. Before digital banking, I had to wait in long queues at the bank. 
	Accessibility and efficiency strengthen trust and reliance.

	Interviewer
	Has your experience always been positive, or have there been moments of frustration?
	Exploring negative experiences.

	Participant
	Sometimes apps crash or transactions take time, which becomes stressful.But generally, it is useful.
	Technical issues create temporary trust reduction and stress.

	Interviewer
	What kinds of transactions do you typically carry out?
	Everyday financial practices.

	Participant
	Mostly money transfers, mobile recharge, utility bill payments, online shopping payments, and bank transfers.
	Shows integration of digital banking into daily financial life.

	Interviewer
	Which type of transaction do you do most often?
	Probe question.

	Participant
	Money transfer and bill payments.
	Frequent use pattern identified.

	Interviewer
	Why those in particular?
	Follow-up probe.

	Participant
	Because they save time. I do not need to physically go somewhere to pay bills. 
	Convenience increases confidence and continued use.

	Interviewer
	Do some transactions feel riskier than others?
	Risk perception question.

	Participant
	Yes, transferring larger amounts feels more risky than paying small bills.  
	High-value transactions increase perceived financial risk.

	Interviewer
	What makes larger transactions feel riskier?
	Deep probing question.

	Participant
	I always worry that maybe the money could go to the wrong account or there could be technical issues. 
	Fear of financial loss weakens confidence.

	Interviewer
	What does trust and security mean to you when using a digital banking platform?
	Core conceptual question.

	Participant
	 Trust means believing that my money is safe and  Security means protection from fraud, hacking, or unauthorized access
	Participant’s understanding of trust and security.

	Interviewer
	When you say “my money is safe,” what specifically helps create that feeling?
	Probe question.

	Participant
	If transactions happen correctly every time and I get notifications immediately,  I feel more confident
	Reliable performance reinforces trust.

	Interviewer
	So, would you say trust develops over time?
	Probe for trust sustainability.

	Participant
	Yes, definitely.  Repeated successful transactions increase trust
	Trust develops gradually through repeated positive experiences.

	Interviewer
	Are there any situations where your trust becomes weaker?
	Trust negotiation probe.

	Participant
	Yes, if there is delayed service or suspicious messages,  I feel worried
	Delays and suspicious activity reduce trust.

	Interviewer
	What security features, for example OTP or biometrics, do you consider most important?
	Security feature evaluation.

	Participant
	 OTP is very important for me. Fingerprint login is also useful.
	OTP and biometrics perceived as key protections.

	Interviewer
	Why do you consider OTP important?
	Probe question.

	Participant
	Because even if someone knows my password,  they still need access to my phone
	OTP seen as an additional security layer.

	Interviewer
	Do you fully understand how OTP protects your account, or do you mainly trust that it works?
	Security understanding probe.

	Participant
	Honestly,  I mostly trust that it works and
 it adds another layer of protection
	Trust in technology despite limited technical knowledge.

	Interviewer
	How about biometrics like fingerprint authentication?
	Follow-up security question.

	Participant
	 It feels safer and easierbecause no one can easily copy my fingerprint.
	Biometrics increase feeling of safety.

	Interviewer
	Have these features changed your confidence in digital banking?
	Security-trust relationship question.

	Participant
	Yes,  they make me feel more secure
	Security features positively shape trust.

	Interviewer
	How secure do you feel when conducting transactions through digital banking apps?
	Perceived security question.

	Participant
	feel mostly secure, maybe around 7 or 8 out of 10
	Moderate-to-high confidence in app security.

	Interviewer
	Why not 10 out of 10?
	Probe into concerns.

	Participant
	Because nowadays there are many scams and fraud cases online.  secure systems can have problems
	Cyber threats prevent complete trust.

	Interviewer
	What concerns you most?
	Deeper probing.

	Participant
	 Phishing scams or fake links
	Fear of cybercrime.

	Interviewer
	Have these concerns changed how you behave online?
	Behavioural adaptation question.

	Participant
	Yes,  I check messages carefully and avoid unknown links.
	Increased security awareness and cautious behaviour.

	Interviewer
	Can you think of a time when something increased or reduced your trust?
	Experience-based trust question.

	Participant
	Once, I sent money to someone and there was a delay in confirmation.  I thought I had lost my money.
	Technical delays reduce trust and create fear.

	Interviewer
	What happened afterwards?
	Follow-up probe.

	Participant
	Customer service solved the issue after some time, and  I trusted the service more afterwards
	Trust rebuilt through positive support experience.

	Interviewer
	Would you say customer support influences trust?
	Probe question.

	Participant
	Yes, definitely.  If support is helpful, people trust the service more
	Institutional support strengthens trust.

	Interviewer
	Do you trust the bank, technology, or both?
	Institutional vs technological trust.

	Participant

Interviewer: 
	I think both are important




Could you explain why?

	Trust placed in both institution and technology.

	Participant
	If the bank has a good reputation, I feel safer, but the app also needs to  work smoothly and securely
	Combination of institutional and technological trust.

	Interviewer
	Before today, had you thought about why security features exist?
	Awareness question.

	Participant
	Honestly,  I mostly used them because the app required it
	Passive acceptance of security features.

	
Interviewer:  

Participant
Interviewer: 
	
What made you trust those features without questioning them much?



I assumed banks would not use something
unsafe.
Has thinking about this today changed your perspective?

	Institutional trust in banks.

	Participant
	 Security features are more important than I usually think
	Increased awareness after reflection.

	Interviewer
	Have you ever heard of or known someone who experienced fraud or unauthorized access on a digital banking platform?
	Fraud awareness question.

	Participant
Interviewer
	Yes, one of my relatives lost money because they shared an OTP with someone pretending to be bank staff. 
 How did hearing about that affect your own behavior?
	Indirect fraud experience shapes perceptions.

	Participant

Interviewer
	 I became much more careful.Now I never share OTP with anyone
Did it reduce your trust in digital banking?
	Protective behaviour increased.

	Participant

Interviewer
	 Not completely.It made me cautious rather than stopping me from using it.
Why continue using it des[ite hearing about risks?


	Continued trust despite risk awareness.

	Participant
	 It is still very convenient and useful
	Convenience outweighs concerns.

	Interviewer
	If your bank introduced a new security feature?
	Future trust question.

	Participant

Interviewer
	 I would want a clear explanation” about how it works and why it is safe.
What kind of reassurance would matter most?
	Need for transparency before trust adoption.

	Participant

Interviewer
	May be official information,tutorials,or  confirmation that my personal information will stay protected

Would recommendations from friends or family influence your decision?
	Security assurance important for acceptance.

	Participant

Interviewer
	Yes, if other people had  positive experiences from others would make me more comfortable
Is there anything else you would like to add about trust or security in digital banking?
	Social trust influences adoption.

	Participant
	I think banks should educate users more because many people still do not understand online security.
	Need for digital security awareness.

	Interviewer
	Thank you for your time and valuable responses.
	Interview closing.

	Participant
	You are welcome.
	End of interview.






Appendix G-Familiarization Reflection
I began the analysis by reading and re-reading the six interview transcripts to become familiar with the participants’ experiences of using digital banking platforms. During this stage, I focused on understanding what digital banking meant to the participants in their everyday lives and how they described trust, security, convenience, reliability, and risk. I did not approach the transcripts with the assumption that themes would simply emerge naturally from the data. Instead, I actively engaged with the participants’ accounts and reflected on how my research questions, previous understanding of digital banking, and assumptions influenced what I noticed during the analysis.As I became more familiar with the interviews, I began to notice similarities in the participants’ experiences. Several participants described how repeated successful transactions gradually increased their confidence in digital banking. Others spoke about the importance of reliable services, particularly the ability to complete transactions accurately and without unnecessary delays. Convenience was also an important part of participants’ everyday experiences, as digital banking allowed them to transfer money, pay bills, make purchases, check balances, and manage other financial activities without visiting a physical bank branch. These early observations helped me recognise that participants often understood trust through their everyday experiences rather than through abstract definitions of trust.My engagement with the transcripts also challenged some of my initial assumptions. I initially expected participants to make a clear distinction between trusting the bank and trusting the digital technology. However, participants often described these two forms of trust as closely connected. Their confidence in a digital banking application was often related to their confidence in the bank providing the service. This encouraged me to avoid imposing a strict separation between institutional trust and technological trust and instead to pay attention to how participants themselves described this relationship.I also expected participants to evaluate security features mainly through their technical understanding of how they worked. However, the interviews showed that participants often understood security features such as OTP verification, passwords, biometric authentication, and transaction notifications through the feelings of safety and reassurance they provided. Some participants did not fully understand the technical processes behind these features but still trusted them because they believed that banks were responsible for providing secure systems. This shifted my attention from simply asking whether participants understood security technology to considering how they experienced and interpreted security in everyday use.
Another important point that became clearer during familiarisation was the relationship between trust and risk. Participants were aware of fraud, phishing, scam calls, fake links, and other security threats, but this awareness did not necessarily lead them to stop using digital banking. Instead, many participants continued to use digital banking while becoming more careful, such as avoiding suspicious links, protecting their OTPs, and checking transactions more carefully. This challenged the idea that trust and distrust are complete opposites. Instead, participants appeared to negotiate trust while remaining aware of possible risks.The transcripts also drew my attention to the importance of how banks respond when problems occur. Participants described experiences involving delayed transactions, failed transactions, or other service difficulties. These experiences could temporarily reduce confidence, but effective customer support, clear communication, and successful problem resolution could help restore trust. This helped me understand that reliability is not only about digital banking services working perfectly all the time. It is also about how banks respond to customers when something goes wrong.Participants’ suggestions also became important during the familiarisation process. They highlighted the need for clearer explanations of security features, greater awareness of fraud and cybersecurity risks, faster customer support, clearer communication during technical problems, and more reliable digital banking services. These suggestions helped me understand that participants viewed digital banking security as a shared responsibility between banks and customers. Banks were expected to provide secure and reliable systems, while customers also needed information and guidance to use digital banking safely.Overall, familiarisation was an active and reflexive process in which my understanding of the data developed through repeated engagement with the interview transcripts. I did not treat the findings as fixed meanings that existed independently within the data or assume that themes simply appeared automatically. Instead, I reflected on the participants’ accounts, considered similarities and differences between their experiences, and examined how my own assumptions influenced my interpretation. This process helped me to understand trust as something developed through repeated experiences, negotiated alongside awareness of risk, and sustained through security, reliability, convenience, and effective relationships with banks. These reflections provided the foundation for the subsequent coding and interpretation of the data within a reflexive thematic analysis approach.

Colour Coding Explanation
To make the interview data easier to organise and understand, I used a colour-coding system during the coding process. This helped me identify important ideas in the transcript and group similar responses together based on the participant’s experiences and views. I used blue to highlight responses related to trust, particularly where the participant discussed confidence, convenience, reliability, and reasons for continuing to use digital banking platforms. For example, when the participant explained that repeated successful transactions increased their confidence in digital banking, this was highlighted in blue because it reflected how trust develops over time. I used green for statements related to security, especially when the participant talked about OTP, biometric login, fraud prevention, and feeling safe while using digital banking apps. These sections helped me understand how customers interpret and evaluate security features. Finally, I used red to highlight comments connected to risk, fear, or reduced trust. This included situations where the participant described concerns about scams, technical problems, delayed transactions, or worries about losing money. These moments were important because they showed how trust could sometimes become weaker or uncertain. The colour-coding process made it easier to identify repeated patterns across the transcript and helped me begin organising the data into broader themes connected to trust, security, and customer experiences in digital banking.
Appendix H-Sample Reflexive Memo
After analysing this interview, I realised that the participant’s trust in digital banking seemed to come more from everyday experience than from technical knowledge. Before starting this research, I expected participants to focus mainly on security features when discussing trust. However, this participant spoke more about convenience, successful transactions, and how digital banking made everyday financial activities easier. One interesting thing I noticed was that the participant trusted security features such as OTP and fingerprint authentication even though they admitted they did not fully understand how these systems actually worked. Instead, they trusted them because they believed banks would not introduce unsafe technology. This made me think more carefully about the relationship between trust in technology and trust in financial institutions. I also found it interesting that hearing about fraud affecting a relative did not stop the participant from using digital banking. Instead, it made them more cautious and careful. This suggests that negative experiences may not always completely damage trust but may instead change how people behave when using digital banking platforms. While analysing the interview, I became aware that I may have initially focused too much on security because of my research topic. However, the participant’s responses reminded me that trust is often shaped by practical everyday experiences, such as reliability and convenience. Moving forward, I will try to remain open to themes that emerge naturally from participant responses rather than only focusing on my assumptions about trust and security. This interview also made me think that customer support could be an important part of trust, as the participant mentioned that their confidence increased again after receiving help during a delayed transaction. This may be worth exploring further in future interviews.
Appendix I-Coding Progression Table
		Interview Extract
	Initial Code
	Interpretive Note
	Theme

	“I have been using digital banking for around five or six years now.”
	Becoming familiar through long-term use
	Regular use over time appears to make digital banking feel more familiar and normal in everyday life.
	Digital Banking as Part of Everyday Life

	“I use bKash and my bank’s mobile app for bills and transfers.”
	Using digital platforms for everyday finances
	Digital banking is not viewed as an occasional service but as part of participants’ regular financial routines.
	Digital Banking as Part of Everyday Life

	“It has been convenient and time-saving.”
	Experiencing everyday convenience
	The practical benefits of digital banking encourage participants to continue using it.
	Trust Shaped Through Everyday Usefulness

	“I can do transactions anytime.”
	Having access whenever needed
	The ability to access banking services at any time makes digital banking feel useful and dependable.
	Trust Shaped Through Everyday Usefulness

	“Sometimes apps crash or transactions take time.”
	Experiencing technical problems
	When the technology does not work as expected, participants experience uncertainty and their confidence can be affected.
	Trust Negotiated Through Uncertainty

	“Sending larger amounts feels more risky.”
	Feeling more cautious with larger transactions
	Participants’ feelings of trust can change depending on the amount of money involved and the potential consequences of a problem.
	Trust Negotiated Alongside Risk

	“Trust means believing my money is safe.”
	Connecting trust with financial safety
	For participants, trust is closely linked to feeling that their money and personal information are protected.
	Feeling Safe as the Basis of Trust

	“Security means protection from fraud or hacking.”
	Understanding security as protection
	Participants mainly understood security in terms of protection from familiar threats such as fraud and hacking.
	Making Sense of Security Through Protection

	“If transactions happen correctly every time, I feel confident.”
	Gaining confidence through reliable transactions
	Successful and accurate transactions gradually strengthen participants’ confidence in the platform.
	Trust Developed Through Repeated Experience

	“Repeated successful transactions increase trust.”
	Building trust over time
	Trust is experienced as something that develops through repeated positive interactions rather than appearing immediately.
	Trust Developed Through Repeated Experience

	“Delayed service or suspicious messages make me worried.”
	Becoming uncertain when problems or risks appear
	Experiences that create uncertainty can make participants question their confidence in digital banking.
	Trust Negotiated Alongside Risk

	“OTP is very important for me.”
	Feeling protected by OTP verification
	Visible security features provide reassurance and help participants feel more protected during transactions.
	Security Features as Everyday Reassurance

	“Fingerprint login feels safer.”
	Feeling reassured by biometric security
	Biometric authentication is experienced as an additional layer of protection.
	Security Features as Everyday Reassurance

	“I mostly trust that OTP works.”
	Trusting security without full technical knowledge
	Participants may trust security features even when they do not fully understand how the technology operates.
	Trusting Security Without Full Technical Understanding

	“I feel around 7 or 8 out of 10 secure.”
	Feeling secure but not completely protected
	Participants can feel generally safe while still recognising that some risks remain.
	Trust Negotiated Alongside Risk

	“Scams and fraud cases online worry me.”
	Becoming aware of digital threats
	Awareness of fraud creates concern and encourages participants to think more carefully about digital security.
	Trust Negotiated Alongside Risk

	“I avoid suspicious links.”
	Changing behaviour to avoid risk
	Participants respond to security concerns by taking practical steps to protect themselves.
	Learning Security Through Experience

	“A delayed transaction reduced my trust.”
	Losing confidence after service failure
	Problems with transactions can temporarily weaken confidence in the digital banking service.
	Trust Negotiated Through Service Problems

	“Customer support solved the issue.”
	Regaining confidence through support
	Effective assistance from the bank can help rebuild trust after a negative experience.
	Trust Rebuilt Through Institutional Response

	“I trust both the bank and technology.”
	Connecting trust in the bank and technology
	Participants do not always separate trust in the institution from trust in the digital platform; both contribute to their overall confidence.
	Trust Shared Between the Bank and Technology

	“I assumed banks would not use unsafe features.”
	Relying on the bank’s responsibility
	Participants trust security features partly because they expect banks to provide safe and reliable technologies.
	Institutional Confidence Supporting Security Trust

	“My relative lost money after sharing OTP.”
	Learning from another person’s fraud experience
	Experiences involving family or acquaintances can influence how participants understand digital security risks.
	Learning Security Through Experience

	“It made me more cautious.”
	Becoming more careful after learning about fraud
	Security awareness changes behaviour but does not necessarily lead participants to stop using digital banking.
	Learning Security Through Experience

	“I want explanations before using new security features.”
	Wanting information before accepting new technology
	Clear explanations can reduce uncertainty and make unfamiliar security features easier to trust.
	Transparency Supporting Confidence in Security

	“Banks should educate users more.”
	Expecting greater customer education
	Participants see banks as having a role in helping customers understand risks and use digital banking more safely.
	Shared Responsibility for Digital Banking Security





Appendix J-Pilot Study Findings and Instrument Refinement
The purpose of this study was not only to explore customers’ perceptions of trust and security in digital banking platforms, but also to pilot the research instrument and assess its suitability for a larger main study. Therefore, the pilot interviews were considered not only in terms of the themes that emerged from participants’ accounts, but also in terms of how effectively the semi-structured interview questions worked in practice. Particular attention was given to the clarity, relevance and ability of the questions to encourage participants to share detailed experiences. Overall, the pilot interviews showed that the interview guide was generally effective in encouraging participants to discuss their everyday use of digital banking. Questions about participants’ routine activities, their understanding of trust and security, and their experiences with security features such as one-time passwords, biometric authentication and transaction notifications generated relevant and detailed responses. These questions were therefore considered suitable for retention in the main study. However, the pilot also showed that some questions were less effective in their original form. Questions that asked participants to directly define abstract concepts such as “trust” and “security” sometimes resulted in brief or general answers. Participants tended to provide richer and more meaningful responses when they were encouraged to discuss specific experiences, such as completing a successful transaction, receiving a security warning, encountering a suspicious message, experiencing a technical problem or dealing with an issue involving their bank. This suggested that abstract questions should be supported by more concrete examples and follow-up prompts in the main study. The pilot interviews also revealed some overlap between questions concerning feelings of security, the importance of security features and experiences that had influenced participants’ trust. Although these questions generated useful information, they sometimes led participants to repeat similar points. As a result, the interview guide should be reviewed and streamlined before the main study. Reducing unnecessary repetition would create more space for participants to discuss their personal experiences in greater depth. Another important lesson from the pilot was that participants often raised issues that had not been fully anticipated in the original interview guide. For example, trust was not understood simply as confidence in the technological security of a digital banking platform. Participants also connected trust with the reliability of the bank, how quickly the bank responded to problems, the explanations provided by financial institutions and their own previous experiences. Similarly, participants described security as involving more than technical features. Their understanding also included personal caution, awareness of fraud and the need to remain vigilant when using digital banking services. These issues should therefore be included more explicitly in the revised interview guide.The pilot also demonstrated the importance of using follow-up prompts. Participants sometimes initially gave brief answers but provided much more detailed accounts when encouraged to explain why they felt secure or insecure, what had influenced their level of trust or whether a particular experience had changed their behaviour. The main study should therefore retain the semi-structured interview format while incorporating additional prompts such as: “Can you tell me about a specific experience?”, “What made you feel that way?” and “Has this experience changed the way you use digital banking?”Overall, the pilot demonstrated that the interview instrument was broadly appropriate but required some refinement before being used in a larger main study. The interview guide should be revised by reducing repetitive questions, replacing some abstract questions with more experience-based wording, adding prompts about specific incidents and previous experiences, and giving greater attention to institutional responsiveness, fraud awareness and personal vigilance. In this way, the pilot study fulfilled its methodological purpose by identifying practical improvements to the research instrument and informing the design of the subsequent main study. It therefore functioned not simply as a small-scale version of the final research, but as an important testing and refinement stage in the research process.
The table in below is showing that which questions are worked and which are underperformed 
		Original interview question
	Pilot performance
	What the pilot revealed
	Change for main study

	Tell me about your experience of using digital banking platforms.
	Worked well
	Participants discussed routine activities such as transfers, bill payments and checking balances.
	Retain. Add prompt about frequency and duration of use.

	What does trust mean to you when using digital banking?
	Underperformed
	Some participants gave short or abstract answers.
	Rephrase using specific experiences of trusting or distrusting a platform.

	What security features are important to you?
	Worked well
	Generated discussion of OTPs, biometrics and notifications.
	Retain and ask which feature creates the greatest confidence and why.

	How secure do you feel when using digital banking?
	Partially effective
	Responses were sometimes general.
	Add prompts asking participants to describe a specific situation when they felt secure or insecure.

	Have you experienced anything that increased or reduced your trust?
	Worked very well
	Produced rich examples involving delays, warnings, outages and responses from banks.
	Retain and expand with prompts about how the experience changed future behaviour.

	Do you trust the bank or the technology more?
	Partially effective
	Some participants found the comparison difficult because they viewed them as interconnected.
	Rephrase to explore how trust is distributed between the bank, application and security technology.

	Have you ever thought about how security features work?
	Underperformed
	Some participants had limited technical knowledge.
	Replace with a question about what participants believe security features do to protect them.

	Are you aware of digital banking fraud or scams?
	Worked well
	Encouraged discussion of phishing, fraud awareness and caution.
	Retain and ask whether awareness changed behaviour.

	How comfortable are you with new security features?
	Worked moderately well
	Participants wanted to know why the feature was introduced.
	Add a question about transparency, explanation and communication from banks.
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