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Abstract
Financial Inclusion has been determined as one of the factors affecting national development. Bank
account opening provides opportunity to more banking services and as such central banks have been
supporting the use of Electronic-Know-Your-Customer (e-KYC) even before COVID-19 pandemic.
While the benefits of e-KYC for the banks and its customers are clear, the widespread use of such
process for account opening is still in its early adoption stage. This research employed a quantitative
method by adopting the Unified Theory of Acceptance and Use of Technology as as theoretical
foundation and extension constructs and determined the factors affecting the use and adoption of eKYC for online bank account opening. As a result, facilitating conditions and perceived security were
found to be significant factors affecting the intension to use e-KYC. Through this research, it was able
to validate the use of the research model in studying e-KYC adoption and provided management key
areas leading to e-KYC use that they may focus on.
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INTRODUCTION
Financial Inclusion has been determined to be one of the key players for sustainable and equitable
national development (Financial Inclusion Steering Committee, 2022). Internationally, cross-country
study on digital financial inclusion and economic growth showed significant positive effect between
digital financial inclusion and the economy (Shen et al., 2021) or in other articles, referred to as the digital
economy (Spence, 2021). A 2019 Financial Inclusion Survey states that 7 in 10 adult Filipinos are
financially excluded (Bangko Sentral ng Pilipinas, 2019). BSP recognizes that the first step towards
financial inclusion is through account opening (Diokno, 2020). However, the use of e-KYC for online
account opening is in the earlier stage in the Philippines
KYC is a process and a principle used by banks to ensure that proper due diligence was performed prior
to opening a bank account. E-KYC refers to the electronic means to conduct customer identification and
allow online and/or digital verification of the customer’s identity (Perlman, 2019). Before the emergence
of e-KYC, the process of going physically to the branch is problematic to the bank since it’s cost-intensive,
time-consuming, and inconvenient for the customers (Zetzsche et al., 2018).
In the Philippines, adoption to mobile and internet banking has been increasing (Guno, 2018). However,
even with the advancement of mobile and internet banking and various literature that explains the
different factors on adopting it, Philippines still lags in offering e-KYC as evident that only 4 out of 12
domestic banks have e-KYC capability for account opening as shown in Table 1. The two methodologies
used by the banks to do e-KYC are video call and selfie verification through mobile and/or internet
banking.
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Table 1.
Private Domestic Banks and e-KYC Availability*
Private Domestic Banks

e-KYC Availability

Asia United Bank Corporation

Not Available

BDO Unibank, Inc.

Available

Video Call

Bank of Philippine Islands

Available

Selfie

China Banking Corporation

Not Available

East West Banking Corporation

Not Available

Metropolitan Bank and Trust Company
Philippine National Bank
Philippine Trust Company
Rizal Commercial Banking Corporation
Security Bank Corporation
UnionBank of the Philippines
United Coconut Planters Bank
*As of November 2021

Not Available
Not Available
Not Available
Not Available
Available
Available
Not Available

Methodology

Video Call
Selfie

As such, this study aims to determine the factors influencing customer adoption and use of Online Account
Opening through e-KYC in the context of the Philippines. Doing so would help the banking industry
understand the preferences and perceptions of the Filipino consumers in designing their system for online
account opening through e-KYC. Guided by the constructs of the Unified Theory of Use and Acceptance of
Technology (UTAUT) with additional constructs of Perceived Trust (Alalwan et al., 2017; Chaouali et al.,
2016; Gu et al., 2009; Martins et al., 2014; Masrek et al., 2014; Merhi et al., 2019; Oliveira et al., 2014; S. K.
Sharma & Sharma, 2019; Suh & Han, 2002), Perceived Security, and Perceived Privacy (Merhi et al., 2019)
will help uncover the intention to open an account through e-KYC by Filipino consumers. This is depicted
in Figure 1.

Figure 1. Operational Model
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LITERATURE REVIEW
A. Mobile and Internet Banking Adoption
UTAUT provides a theoretical framework in understanding the behavioral intention of use of a technology.
The framework shows that Performance Expectancy (PE), Effort Expectancy (EE), Social Influence (SI),
and Facilitating Conditions (FC) are the four core determinants of intention and usage of technology
(Venkatesh et al., 2003). The theory also provides assumptions that gender, age, experience, and
voluntariness of use moderate the four key constructs stated.
Several studies use UTAUT as the baseline theory in explaining the behavioral intention of use of mobile
and internet banking. The studies show varying results when it comes to mobile and internet banking
adoptions.
Table 2.
Mobile and Internet Banking Adoption and Use
Authors

PE

EE

SI

FC

(Merhi et al., 2019)

S

NS

NS

NC

(Alalwan et al., 2017)

S

S

NS

S

(Chaouali et al., 2016)

S

S

NS

S

(Oliveira et al., 2014)

S

NS

NS

S

(R. Sharma et al., 2020)

S

S

S

S

(Martins et al., 2014)

S

S

S

NS

Note: S – Significant Relationship; NS – Not Significant Relationship; NC – Not Covered
Among the constructs of UTAUT, PE has been the consistently included as key contributor in behavioral
intention to mobile and internet banking. This implies that the aspect to the functionality of mobile
banking is a major and significant factor in adoption of such (Alalwan et al., 2017). While PE for mobile
and internet banking past studies seem to have significant effect to its adoption and use, the specific
technology for e-KYC must then be considered. A study in Korea shows that traditional financial services
method is still preferred over biometrics (Kim et al., 2019).
Hypothesis 1 (H1): Performance Expectancy positively impacts the intention to use Online Bank Account
Opening through e-KYC via selfie or video call customer identification.
In the study of Alalwan, Chaouali, Sharma, and Martins, it has been concluded that customers perceive
mobile and internet banking technology needs less effort and is not difficult to use (Alalwan et al., 2017).
Contrary to this, the studies of Merhi and Oliviera did not show a certain level of significance when
between EE and intention to use mobile and internet banking (Merhi et al., 2019; Oliveira et al., 2014).
For this study, EE will be studied and considered due to contradicting results in the past literatures and
additional challenges related to the use of technology itself. Selfie and Virtual Call are the most used
method to verify the identity of the customers in e-KYC. However, using such technology also impose
challenges and adoption to such is still yet to be further investigated (Cook, 2017; Fauville et al., 2021;
Locke, 2017; Perdana & Mokhtar, 2022).
Hypothesis 2 (H2): Effort Expectancy positively impacts the intention to use Online Bank Account
Opening through e-KYC via selfie or video call customer identification.
The studies of Sharma and Martins show positive relationship between mobile and internet banking
behavioral intention and SI (Martins et al., 2014; R. Sharma et al., 2020). It is then recommended that
social media platforms should be maximized in promoting Internet Banking (S. K. Sharma & Sharma,
2019). On the other hand, the studies of Merhi, Alalwan, Chaouali, and Oliviera did not show a certain level
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of significance between mobile and internet banking behavioral intention and SI. Informing others of the
activities related to mobile banking is being overshadowed by the need to keep transactions confidential
and secured (Oliveira et al., 2014). Social influence and biometrics don’t have significant relationship in a
biometric acceptance study (Lancelot Miltgen et al., 2013). Given contrasting findings on parallel
applications and technology use, SI would be investigated in this study.
Hypothesis 3 (H3): Social Influence positively impacts the intention to use Online Bank Account Opening
through e-KYC via selfie or video call customer identification.
The studies of Alalwan, Chaouali, Sharma, and Oliveira show positive relationship between mobile and
internet banking behavioral intention and FC. In the study of internet banking adoption in Fiji, it was
shown that the customer adoption of internet banking is mostly influenced by the resources and support
services being available to the customers (R. Sharma et al., 2020). On the other hand, the study conducted
by Martins about internet banking adoption shows contrasting view to this claim. The study suggested
that the respondents are not concerned about the necessary infrastructure, knowledge, capabilities, etc.
related to internet banking (Martins et al., 2014). Use of biometrics or selfie requires a certain
infrastructure that support such technology (Kim et al., 2019). Given contrasting findings on parallel
applications and technology use, FC would be investigated in this study.
Hypothesis 4 (H4): Facilitating Conditions positively impacts the intention to use Online Bank Account
Opening through e-KYC via selfie or video call customer identification.
B. Extension Constructs to UTAUT
As seen in previous studies, UTAUT has been extended to include several other constructs that
significantly lead to mobile and internet banking behavioral intention of use. The most noticeable
construct that is added is trust, perceived privacy, and perceived security (Alalwan et al., 2017; Chaouali
et al., 2016; Gu et al., 2009; Martins et al., 2014; Masrek et al., 2014; Merhi et al., 2019; Oliveira et al., 2014;
S. K. Sharma & Sharma, 2019; Suh & Han, 2002).
Trust was found to be a major factor in adopting mobile and internet banking technology (Alalwan et al.,
2017; Chaouali et al., 2016; Gu et al., 2009; Masrek et al., 2014; Merhi et al., 2019; Oliveira et al., 2014; S.
K. Sharma & Sharma, 2019; Suh & Han, 2002). Masket provided relationship between technology trust
and mobile banking satisfaction. In the study, it was concluded that trust have a positive relationship with
mobile banking satisfaction, which leads to behavioral intension of use of mobile banking (Masrek et al.,
2014). Trust in biometrics should also be looked at. While biometrics provide a better customer
experience, there are still trust gaps that must be bridged (Curtis et al., 2021). On biometric payments,
trust issues are also being studied (Nilsson, 2021). As such, trust would be one of the extension constructs
in this study.
Hypothesis 5 (H5): Perceived Trust positively impacts the intention to use Online Bank Account Opening
through e-KYC via selfie or video call customer identification.
Merhi included perceived security and perceived privacy as constructs in mobile and internet banking
adoption. Given that sensitive information is to be transmitted in online banking, the perceived security,
which is the degree of belief and trust in a web channel to transmit sensitive information (Salisbury et al.,
2001), is important to be considered (Merhi et al., 2019). The perceived security is found to be the most
significant factor in England when it comes to mobile banking. Several banking use cases for biometric
authentication already exist (Biometric Technology Today, 2016) given its proven reliability in terms of
securing banking customers across channels and its enhanced convenience (Goode, 2018; Normalini &
Ramayah, 2012; Tassabehji & Kamala, 2012). However, most of these use cases fall under the use of
fingerprint to authenticate. Fingerprint authentication is also found to be more secured in terms of user
perception compared to facial recognition (Kruzikova et al., 2022). More so, use cases mentioned are for
authentication rather than identity verification. As such, perceived security and privacy must be included
in this study.
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Hypothesis 6 (H6): Perceived Security positively impacts the intention to use Online Bank Account
Opening through e-KYC via selfie or video call customer identification.
Hypothesis 7 (H7): Perceived Privacy positively impacts the intention to use Online Bank Account
Opening through e-KYC via selfie or video call customer identification.

RESEARCH METHODOLOGY
A. Data Gathering
An online survey was sent and shared from February 1 – 5, 2022. All survey questions came from the past
literatures with modifications to fit the specific study. All items are measured using seven-point Likert
Scales, like how the studies were also conducted (Alalwan et al., 2017; Chaouali et al., 2016; Hanif & Lallie,
2021; Martins et al., 2014; Oliveira et al., 2014; R. Sharma et al., 2020; S. K. Sharma & Sharma, 2019;
Venkatesh et al., 2012).
B. Quantitative Statistical Analysis
Kaiser-Meyer-Olkin Measure of Sampling Adequacy and Bartlett’s Test of Sphericity was used to validate
the adequacy of sampling. Loading, Composite Reliability, Cronbach Alpha, Average Variance Extracted
(AVE), and Discriminant Validity were used for Model Measurement (Alalwan et al., 2017; Hanif & Lallie,
2021; Martins et al., 2014). ANOVA and regression analysis were conducted for hypothesis testing
(Akinnuwesi et al., 2022).
FINDINGS AND DISCUSSION
A. Participant Demographics
Table 2 shows the demographics of the 182 survey participants. In terms of gender, male and female are
adequately represented and are within +/- 50% of the total respondents. Most of the participants are
within 20 – 36 years old, which is 80% of the respondents. 17% of the respondents are in the range of 37
– 52 years old while 3% of the respondents are in the range of 53 – 70 years old. 80% of the respondents
are college graduates while 19% is a post-graduate degree holder. 97% of the respondents have an
experience when it comes to opening a bank account.
Table 3.
Demographics of Survey Participants
Variable
Gender
Age

Educational Attainment
Experience in Opening an
Account

Level
Female
Male
18 – 19
20 – 36
37 – 52
53 – 70
Secondary/High School
College
Post-Graduate Studies
Has Experience
Has No Experience

N
86
96
1
146
30
5
1
146
35
177
5

(%)
47%
53%
1%
80%
17%
3%
1%
80%
19%
97%
3%

B. Confirmation of Sample Size Adequacy
The KMO is 0.858 and the significance (p) value is 0.00000. This is considered as “meritorious” since the
value is in the range of 0.80s. This is also considered consistent since the value is > 0.70 (Hair et al., 2009)
and can already be used for analysis since minimum value acceptable is 0.60 (Tabachnick et al., 2007).
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The p value of 0.00000 passed the significance test, which is p < 0.001 (Field, 2013). This means that the
sample size is already adequate and may be used in the study.
C. Indicator Loading
Loading1 values are greater than 0.708 (Hair et al., 2019) . This means that the model has an acceptable
reliability (Hanif & Lallie, 2021). All values are also above 0.50 which indicates good measurement of
latent constructs (Hulland, 1999).
D. Internal Consistency
All Composite Reliability measured are > 0.6 which is acceptable (Bagozzi & Yi, 1988). More so, all are also
> 0.7 which means that there is an adequate consistency (Gefen et al., 2000). Likewise, the Cronbach Alpha
measured are all > 0.6 which is acceptable and has shown good internal consistency (Nunnally Bernstein
Ira H., 1994; Nunnally & Nunnaly, 1978). If the Average Variance Extracted is > 0.5, constructs are said to
be convergent (Bagozzi & Yi, 1988; Fornell & Larcker, 1981). The calculation shows that all AVE are > 0.5.
This demonstrates high convergent validity (Hanif & Lallie, 2021).
E. Hypothesis Testing
The 𝑅! measured in the regression analysis indicates that 70% of the variance of the dependent variable
is due and explained by the independent variable. The 70% 𝑅! value indicates that explanatory power of
the model is substantial (R. Sharma et al., 2020) , where weak is at 19%, moderate is at 33%, and
substantial is at 67% (Chin et al., 2008). To add, the result also is greater than the minimum commended
value of 40% (Straub et al., 2002).
The p-value in the ANOVA indicates that the group independent variable can reliably predict the
dependent variable (Akinnuwesi et al., 2022) given that p < 0.01 (Siegel & Wagner, 2022).
Table 3 shows the summary of the hypothesis testing. The hypothesis testing results show that at 95%
level of significance where p < 0.05 and T > 1.96 (Hanif & Lallie, 2021), only facilitating conditions and
perceived security are significant factors contributing to the behavioral intention of use e-KYC for online
bank account opening.
Table 4.
Hypothesis Testing Results
Hypothesis

Path

Path Coefficient

p-value

T-Statistics

Comments

H1
H2
H3
H4
H5
H6
H7

PE à BI
EE à BI
SI à BI
FC à BI
PT à BI
PS à BI
PP à BI

0.1152
-0.0496
0.0849
0.3066
0.1622
0.3517
0.2074

0.1875
0.6638
0.1780
0.0021
0.0803
0.0025
0.0651

1.3232
-0.4355
1.3524
3.1207
1.7593
3.0672
1.8562

Reject
Reject
Reject
Accept
Reject
Accept
Reject

F. Analysis of Results
The use of mobile and internet banking in the Philippines has grown significantly during pandemic as
such (Agcaoili, 2020; Reyes, 2020), adoption and use of such technology to perform banking business has
already starting to be a norm.
Performance expectancy is found to be not significant in this study. Since main technology, which is mobile
and internet banking, has been intensively used, its ability to perform well has already been intensively
experienced. In a close interview with one of the respondents, she mentioned that online banking is
already a new normal.

1
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Effort expectancy is found to be not significant in this study. With digitization and increased adoption to
mobile and internet banking, e-KYC is indeed seen to be a more efficient in terms of account opening. In a
close interview with one of the participants, the effort expectancy is already given. Instead of going to the
bank, it’s far a lot easier to just sit down and do a selfie to open an account.
Social Influence is found to be non-significant in this study. A study on social influence on consumer
financial product preference shows that social influence is just becoming significant when choosing
products that are unfamiliar (Anabo et al., 2019). As such, given that 97% of the respondents have already
opened an account and bank account opening is not new, social influence is indeed not a major contributor
in behavioral intention of use of e-KYC for account opening.
Facilitating Conditions is found to be significant in this study. While mobile and internet banking adoption
has been increasing, the use of selfie and/or videocall is relatively new to the customers. One of the
respondents even asked how it will be done just in case it will be pervasively implemented. Necessary
knowledge and technical know-how of this new technology for selfie and videocall is a factor for intention
of use.
Perceived Trust is found to be non-significant in this study. Trust is inherently part of performance
expectation in financial applications. In an interview with one of the survey respondents, it was found that
trust is already known to be inherent in financial transactions, especially now that it’s already the new
normal. Most of all financial transactions are really meant to be done online and so, respondents do
already have a positive perspective about trust. Central bank’s support on e-KYC also added to the factors
contributing to trust, based on the interview conducted.
Perceived Security is found to be significant in this study. Recently, news about unauthorized fund
transfer of 700 bank clients in the Philippines came out (Rappler, 2022). This then provide an explanation
as to why most respondents see security as a factor that can influence their intention to use e-KYC.
Perceived Privacy is also found to be not significant in this study. A 2017 survey says that privacy is
important to 85% of the Filipinos. In that the same survey, it was found that banks rank third as the most
trusted institution with respect to privacy, next to schools and clinics (Bueza. Michael, 2017). As such,
given the high-regards of Filipinos on how banks value privacy, such may not necessarily be significant
factor in using e-KYC for online bank account opening.
CONCLUSION AND FURTHER RESEACH
This study sought to determine the factors affecting adoption and use of e-KYC in the Philippines using
UTAUT constructs and its extensions as the theoretical foundation. The objective was met through
building a theoretical research model and validating the correlation between intention to use e-KYC in
online account opening and UTAUT constructs and its extensions. It was found facilitating conditions and
perceived security contribute significantly to the intension to use e-KYC for online account opening.
This study provides foundational basis for the study of e-KYC in th. In an interview with one of the survey
respondents, it was then considered to check the experience and age as contributor in the adoption of eKYC. Specifically, the respondent mentioned that she trusts online transactions, but her mother still
prefers to go to the bank for her financial transactions. These two are indeed part of UTAUT as moderators
of the constructs. Experience and/or work background is also something that must be considered.
According to the survey respondent, IT people may easily trust digital transactions as they understand
how it works.
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