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[bookmark: _Toc214363194]Introduction
The last few years have seen the financial services industry in Pakistan undergo a rapid digital transformation. Mobile banking apps, e-wallets, online payment channels, along with government platforms like Raast, are becoming key enablers of financial inclusion, customer convenience and boosting economic growth. According to the recent overview, in Pakistan, Raast alone conducted more than 102 million P2P transactions in 2023, which was up from 7.9 million in 2022, highlighting the pace of digitalisation in Pakistan (Development Asia, 2025). 
Yet with these developments, the penetration of Digital financial services (DFS) among the public in Pakistan remains uneven. Despite increased digital infrastructure, research has identified low digital literacy, infrastructural inequities between urban and rural areas, implementation of trust and security mechanisms, and lack of public awareness as factors that still exclude the majority from widespread adoption. This gap implies that one cannot consider making services available alone; the behavioural side of adoption requires a deep understanding.
In this regard, the proposed study will attempt to investigate the impact of awareness, trust, perceived ease of use, perceived usefulness, perceived security and financial literacy on behavioural intentions to adopt DFS among both the urban and rural populations of Pakistan. The data will be collected using an online survey. The study will utilise a hybrid model-theoretical approach using the TAM and the Unified Theory of Acceptance and Use of Technology (UTAUT). This hybridisation recognises the fact that while TAM's constructs: perceived ease of use (PEOU) and perceived usefulness (PU), provide useful explanatory power, the UTAUT framework adds valuable dimensions such as social influence and facilitating conditions which are relevant in emerging-market contexts (e.g. developing digital infrastructure, heterogeneous user base). Further, constructs for trust and security will be incorporated as they have important relevance in financial services domains.
Research Aim: To find out the impact of public awareness and perceptions (ease of use, usefulness, security, trust, and financial literacy) on behavioural intention to adopt digital financial services in Pakistan.
[bookmark: _Toc214363195]Research Objectives:
· To measure the degree of awareness and the status of current usage of DFS (mobile banking, e-wallets, online payments, Raast) among Pakistani adults.
· To investigate the perceived factors of ease of use, usefulness, security, and trust to understand the behavioural intention towards the adoption of DFS.
· To examine the moderating role of financial literacy and demographic factors (age, gender, education, income, urban/rural) on behavioural intention to adopt DFS.
[bookmark: _Toc214363196]Research Questions:
1. What is the current level of awareness and usage of digital financial services among adults in Pakistan?
2. How do perceptions of ease of use, usefulness, security and trust influence behavioural intention to adopt DFS?
3. How do financial literacy and demographic factors moderate the relationship between perceptions and behavioural intention to adopt DFS?
[bookmark: _Toc214363197]Hypotheses:
H1: Perceived ease of use, perceived usefulness, perceived security, and trust positively influence behavioural intention to adopt digital financial services.
H2: Financial literacy positively moderates the relationship between trust and behavioural intention to adopt digital financial services (i.e., the positive effect of trust on behavioural intention is stronger for individuals with higher financial literacy).
[bookmark: _Toc214363198]Justification 
Several reasons show the significance of this research. First, from a policy and practice vantage, the emphasis in Pakistan's push to move towards digital financial inclusion, as well as its broader economic strategy, emphasises the role of DFS to increase access and reduce exclusion. By understanding the behavioural determinants of adoption, financial institutions, regulators, and fintech providers can design interventions: educational campaigns, trust-building measures, user-friendly designs, better geared to user needs. Second, academically, despite the emerging body of literature on DFS in Pakistan, most of the studies are still localised (e.g. one province or urban area) and partial (i.e. adoption with no hybrid TAM+UTAUT models with moderative effects of financial literacy). This study will fill that gap using a nationally oriented sample. Third, the contextualization of the research to SDG 8 and SDG 9 highlights how the research can be helpful towards achieving inclusive growth and infrastructure development: as more DFS adoption increases, it can contribute towards greater economic inclusion and resilience-building in digital financial infrastructure. In conclusion, this proposal aims to provide a comprehensive and theory-based quantitative research that will offer empirical guidance for the development of Pakistan's dynamic digital-finance market.
[bookmark: _Toc214363199]Literature Review
[bookmark: _Toc214363200]Perceived Usefulness, Perceived Ease of Use and Behavioural Intention
Although the Technology Acceptance Model (TAM) (Davis, 1989) has been widely used to understand the adoption of DFS, emerging evidence from Pakistan and other emerging economies indicates that the two basic constructs of TAM, which are perceived usefulness (PU) and perceived ease of use (PEOU), do not have uniform operation for all user groups. While according to Ullah et al. (2022), PEOU has a strong impact on readiness to use mobile banking among digitally literate users, Acharya and Bhojak (2024) show that the impact of PU is stronger than that of PEOU for younger and urban consumers with prior familiarity with technology. This contrast draws attention to an important contextual issue, as the explanatory strength of TAM seems dependent on demographic and literacy differences, so its assumptions cannot be applied homogenously across the Pakistani population.
Moreover, cross-country Asian studies (Apau et al., 2022; Ursavas, 2022) argue that usefulness tends to dominate ease of use when users value speed, security and traceability. However, such results are often based on samples with existing higher baseline digital exposure than the average Pakistani rural user, and with little basic awareness of the tools of DFS. Manzoor et al. (2021) and Khan (2022) found that low awareness levels and a lack of digital literacy, especially in rural areas, tend to make the features of DFs less relevant and so less powerful in terms of the whole of PU and PEOU. This implies that prior to the development of TAM constructs could meaningfully predict one's basic awareness must exist, a prerequisite that is not always fulfilled in Pakistan.
Even the speed of Raast's uptake is suggestive of an endorsement of adoption nuance. While there is an increasing number of registrations, the patterns of usage are still low, which may mean that being useful is not enough to ensure people adopt the behaviour, if they meet structural barriers such as mistrust, lack of guidance or limited institutional support (Development Asia, 2025). Therefore, while it has been found that the key factors in explaining the adoption are PU and PEOU, the effectiveness of these factors largely depends on the digital literacy, exposure, and socioeconomic background of the users. This inconsistency leaves a need for the development of hybrid models incorporating behavioural and contextual factors outside the traditional scope of TAM.
[bookmark: _Toc214363201]Perceived Security, Trust and Behavioural Intention
The literature is generally consistent on the importance of trust and perceived security to the adoption of the DFS; however, the magnitude and direction of these effects are still not consistent across studies and user segments. For instance, while the study of Noreen et al. (2021) shows the relationship between security issues and mobile money usage, which reduces the intention to use mobile money in Pakistan, it shows that the relationship between security and trust increases the intention to use mobile money, and therefore, we can say that there is a double relationship. In contrast, Jafri et al. (2024) argue that for financially vulnerable populations, perceived risks such as fraud, identity theft and leakage of information can completely override trust. This is a contradiction that indicates that trust plays a different role depending on the financial stability and risk tolerance of users.
Studies outside of Pakistan complicate matters further. Apau et al. (2025) conclude that trust can negate the initial uncertainty in mobile banking, but in their research, they assume that users have a certain degree of financial and digital awareness to judge security signals. This assumption does not always hold up for people with low literacy or who live in rural areas of Pakistan and may not fully understand and interpret security mechanisms like two-factor authentication or encryption. Consequently, while institutional actors in Pakistan have tried to publish clearer security policies to the masses, such interventions may not be effective in establishing trust among the segments with limited understanding (Manzoor et al., 2021). Overall, while trust and security are validated, again, as predictors of adoption, the impact of trust and security is mediated by the awareness, literacy of users, as well as historical experiences with financial institutions. This shows the importance of not looking at trust as a universal antecedent but rather as a context-sensitive construct.
[bookmark: _Toc214363202]Financial Literacy as Mediator of Trust and Behavioural Intention
Although financial literacy is generally accepted as being important in the context of the adoption of DFS, research is divided in terms of its exact role. Ullah et al. (2022) place financial literacy as a direct determinant of intention, that individuals who are literate about financial tools are more confident in the digital channel. However, according to Razzaq et al. (2024), this assumption is challenged as they found that financial literacy does not directly influence adoption but amplifies the effect of trust and perceived usefulness. These opposing conclusions suggest that financial literacy's relationship with financial outcomes may be more moderating than independent.
The literature also indicates some methodological limitations. Many studies are based on urban samples or university students and fail to include rural or poor populations, where literacy differences are most pronounced. This develops a distorted view of the role played by financial literacy. Furthermore, literacy often interacts with security perceptions - low financial knowledge of users may see higher risks, but they do not have the skills to evaluate them or mitigate them. The "behavioural amplifier" effect outlined by Razzaq et al. (2024) therefore offers a powerful explanation to explain why trust is stronger among some population groups than others.
In view of these inconsistencies, using financial literacy as a moderating variable provides a better reflection of the conditional influence of financial literacy on trust and intention. For users with higher literacy levels, trust is more likely to convert into adoption, while users with limited literacy may not have enough trust to convert into adoption. This moderate view underpins the second hypothesis (H2) of the present study, which addresses the limitations of the current state-of-the-art studies on the role of DFS in mitigating the impact of wildfire smoke on the atmosphere, which fail to consider the heterogeneity of the context in terms of user capabilities.
[bookmark: _Toc214363203]Summary of Conceptual Model and Research Gap
Based on this literature, the proposed conceptual framework combines TAM and UTAUT through the integration of perceived ease of use, usefulness, security, awareness, and trust with behavioural intention, and the moderating effect of financial literacy on the trust-intention relationship (Figure 1). Despite the importance of these constructs being verified by previous studies, there are still gaps. Most Pakistani studies have looked at small samples or only at mobile banking and not the entire DFS ecosystem (Ullah et al., 2024; Ashraf et al., 2022). In addition, only a few have applied a hybrid TAM+UTAUT model with moderating variables. By using this integrated framework with an online national sample, the present study seeks to generate new empirical evidence and practical suggestions for promoting public adoption of DFS in Pakistan.
[image: ]
Figure 1: Conceptual Framework of the study
[bookmark: _Toc214363204]Methodology
[bookmark: _Toc214363205]Research Design
The research design of this study is quantitative, based on a cross-sectional survey research design, to gather primary data from the respondents of Pakistan. Because the researcher is in the United Kingdom, the whole process of data collection will be online using Microsoft Forms to create the questionnaire and social media platforms (e.g. Facebook, WhatsApp, LinkedIn, and X/Twitter) to share it. The study will be cross-sectional, that is, data will be collected only once over a short period of time rather than over time. The method is suitable for discovering the relationships between variables and testing the assumed model in a quantitative way using the SPSS statistical analysis software.
[bookmark: _Toc214363206]Population and Sample
The target population is adults (age 18 and above), residents of Pakistan with access to the internet and either smartphones or computers to obtain online content. The sample will cover both the urban and rural respondents in the major provinces (Punjab, Sindh, KPK, and Baluchistan). Convenience sampling will be used non-probability and online distribution will be made. A total sample size will be 150-200. 
[bookmark: _Toc214363207]Instrument Design
The research instrument will take the form of an online structured questionnaire consisting of closed-ended questions. It is going to consist of five major parts:
· Demographic Information
· Awareness and Usage
· Perceived Ease of Use and Usefulness
· Perceived Security and Trust
· Financial Literacy and Behavioural Intention
Everything will be measured on a five-point Likert scale (1 = Strongly Disagree to 5 = Strongly Agree). The questionnaire will be created in Microsoft Forms. A pilot survey with around 20-25 respondents will be carried out to ensure clarity, reliability and logical flow before the final survey is launched.
[bookmark: _Toc214363208]Data Collection Procedure
Data will be gathered completely online via distribution channels. The link to the questionnaire will be posted on social media groups, WhatsApp networks, LinkedIn communities, and other relevant University or professional networks. The survey will be open for about three weeks to gain adequate participation.
[bookmark: _Toc214363209]Data Analysis
After collecting the data using Microsoft Forms, the responses will be downloaded into Microsoft Excel and imported into IBM SPSS Statistics for advanced data analysis. In the first stage, data cleansing and screening will be carried out to ensure the accuracy and quality of responses. Any incomplete and duplicate entries will be deleted, and outliers will be checked for consistency with the dataset. Once the data is cleaned, descriptive statistics will be run to show the general picture of the sample. 
The second phase of the analysis will be to assess the reliability of the data through the use of Cronbach's alpha to assess the internal consistency of the items on the questionnaire. After establishing the reliability, the Pearson correlation coefficient will be employed to determine the strength and direction of the relationship between the important variables, which are perceived ease of use, perceived usefulness, perceived security, trust, financial literacy and behavioural intention.
In order to test the hypotheses, multiple regression analysis will be used to identify which independent variables have a significant predictive effect on behavioural intention to adopt digital financial services. The first hypothesis (H1) is that there is a significant positive effect of perceived ease of use, perceived usefulness, perceived security, and trust on behavioural intention. The second hypothesis (H2) examines whether financial literacy moderates the relationship between trust and behavioural intention. In order to test this moderating relationship, interaction terms will be generated in SPSS.
[bookmark: _Toc214363210]Ethical Issue and Data Validity
Ethical integrity will be ensured at all levels of this research. Participation in the online questionnaire will be completely voluntary, and each respondent will first read a consent statement that explains the purpose of the study and their right to withdraw from the study at any time and the assurance of confidentiality. The survey will not request any personal identifier, such as names, contact numbers, or email ID, hence the anonymity. All data will be stored securely on password-protected devices and will be used only for academic purposes in accordance with the ethical guidelines of the university.
To ensure validity and reliability, there will be a number of measures implemented. A short pilot test will be conducted before the main survey to ensure that all questions are clear, logical and easily understood by the participants. Neutral and non-leading language will be maintained throughout the questionnaire to minimise bias. SPSS diagnostic tools will also be employed to ensure that multiple collinearity and other potential statistical problems are not present when conducting regression analysis, so that results are robust and credible.
Although the online-only approach may limit the participation of those who have limited access to the internet, it is still appropriate for this study since the topic itself refers to digital financial service users. The data collected will, as such, be representative of those who are already familiar with, or have access to, digital tools, in line with the research aim. Overall, the procedures taken will ensure ethical compliance, data integrity, and reliable results that would add value in understanding public awareness and adoption of digital financial services in Pakistan.
[bookmark: _Toc214363211]Expected Findings
It is expected that the research will make a number of significant and relevant findings that are consistent with previous research on the adoption of digital financial services (DFS) in Pakistan and other emerging economies. Firstly, awareness and usage of DFS is expected to be more of urban populations than among rural users; a reflection of disparities in digital access and literacy. Earlier research has proven that urban respondents would be more exposed to mobile banking, e-wallets, and online payment systems generally because of better internet infrastructure and financial literacy levels (Manzoor et al., 2021; Khan, 2022; Development Asia, 2025). However, even among people aware of DFS, there are likely to remain huge gaps in usage, suggesting that awareness alone does not necessarily lead to adoption.
Secondly, perceived ease of use and perceived usefulness are expected to emerge as significant positive predictors of behavioural intention to adopt DFS, which is consistent with the Technology Acceptance Model (Davis, 1989).  Therefore, ease and usefulness combined are likely to add to the perceived value of DFS and build strength for users to adopt it.
Thirdly, perceived security and trust are anticipated to have a strong impact on behavioural intention, as findings from previous fintech studies would suggest. There is evidence that trust mediates the relationship between perceived security and behavioural intention, as users who feel that their data and transactions are secure are willing to adopt digital platforms (Jafri et al., 2024; Noreen et al., 2021; Apau et al., 2025). In Pakistan, perceived risk was found to be one of the biggest constraints for adoption, whereas visible security measures and transparent communication by financial institutions can enhance trust and confidence in DFS (Manzoor et al., 2021). Therefore, the anticipated result of this study is that perceived security and trust will have a direct and significant impact on behavioural intention to adopt DFS.
Fourthly, financial literacy is expected to moderate the relationship between trust and behavioural intention. Past research has documented that financial literacy influences adoption not always directly, but enhances the link between trust, perceived usefulness and intention to use (Ullah et al., 2022; Razzaq et al., 2024). As a result, it is expected that people with a higher level of financial literacy will exhibit a stronger and more stable relationship between trust and behavioural intention, thus supporting the second hypothesis (H2).
Finally, demographic variables (younger age, higher education, higher income and urban residence) are expected to have positive correlations with behavioural intention to adopt DFS. This expectation is supported by national and international research that has highlighted the fact that younger, educated consumers are more open to technological innovation and more confident in the use of digital platforms (Razzaq et al., 2024). On the other hand, older people or those with lower education, especially in rural areas, may still use traditional cash-based systems because of their lower digital confidence and awareness.
Taken together, these hypothesised outcomes are consistent with existing empirical literature and confirm that perceived usefulness, ease of use, security, and trust are core antecedents of adoption, whereas financial literacy and demographic characteristics are moderating antecedents.
In terms of practical implications, these results will offer practical advice: financial institutions and fintech providers can focus on improving ease of use, communicating usefulness, creating user trust by means of transparent security mechanisms, and implementing financial literacy campaigns aimed at the lower-literacy segments. On the policy side, regulators can make digital infrastructure expansion in rural centres a focus, make user-education a part of national DFS strategies and get a strong regulatory framework in place to build confidence. 
[bookmark: _Toc214363212]Limitations
While the design of this study is intended to be robust and national in scope, several limitations should be recognised. The online-only survey format means that people who do not have access to a reliable internet connection or mobile equipment (which is likely to include the most underserved rural segments) can be underrepresented. This leads to sampling bias and reduces generalisability. The cross-sectional nature of the study captures perceptions and intentions at one point in time and does not allow a causal inference to be drawn or actual long-term usage behaviour to be observed. Self-reported data may be prone to social desirability bias or inaccuracies in the recall of data. Although demographic controls and moderating effects are included, the proposed model may not include other relevant variables (such as social influence, habit, facilitating conditions, peer effect, and regulatory trust), which may also affect the choice of adoption of DFS. Future research could take a longitudinal design or incorporate qualitative components in order to address these gaps.
[bookmark: _Toc214363213]Timeframe
The entire research project will be completed within 12 weeks. 
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Figure 2: Gantt Chart

[bookmark: _Toc214363214]Conclusion
In summary, digital financial services are a transformational avenue of growth for Pakistan and provide better access, convenience and participation in the digital economy. Yet the success of DFC is not only about the supply side infrastructure, but also critically about the demand side behaviour: awareness, ease of use, usefulness, trust, security and financial literacy. By the use of a hybrid TAM+UTAUT framework and a nationally oriented online survey, this study promises to provide both theoretical insight and practical recommendations. The findings will support policy-makers, regulators, financial institutions and fintech providers in designing more inclusive, trustworthy and user-friendly DFS systems -- thus promoting SDG 8 (Decent Work & Economic Growth) and SDG 9 (Industry, Innovation & Infrastructure) in Pakistan.
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