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Abstract

As digital banking becomes more prevalent, older adults often struggle to adopt these technologies due to age-related
limitations. While digital banking offers convenience and accessibility, older adults face distinct barriers that have not been
fully explored in prior literature. This study aims to investigate the motivations, challenges, and coping strategies of older
adults in adopting digital banking. A systematic literature review was conducted using Scopus and PubMed databases,
covering studies from January 2019 to June 2024. The search focused on journal and conference papers written in English
that discussed digital banking among older adults. After applying inclusion criteria and removing duplicates, 26 articles
were analyzed in full. Four key motivators were identified: convenience, accessibility, social influence, and the desire for
independence. In contrast, the most common barriers were technological complexity, privacy and security concerns,
physical and cognitive decline, and resistance to change. Older adults were found to cope with these challenges by seeking
assistance from family and friends, using accessible technologies, and participating in educational training programs.
Findings also show that while digital banking can empower older adults, existing systems often lack age-friendly features.
Commonly used theories such as UTAUT and TAM fail to address aging-specific factors, highlighting the need for
frameworks like STAM. To promote digital inclusion, banking systems must adopt inclusive design, offer educational
support, and consider aging-related needs. Future research should employ mixed methods and culturally diverse
perspectives to better support older adults’ digital banking adoption.
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1. Introduction

The banking sector has been transformed by digitalization, resulting in notable changes in people's daily routines [1,
2]. The emergence of digital banking has been an important development for both banks and their customers, completely
transforming the way these financial organizations operate. It has facilitated wider societal participation in commerce by
streamlining transactions, diminishing the necessity for actual bank visits, and providing round-the-clock access to financial
services via online platforms and mobile applications. This digital transformation has optimized financial management,
enhancing accessibility and user-friendliness for numerous individuals. The convenience and efficiency offered by digital
banking have made it a preferred choice for many, significantly reducing the need for physical banking interactions [3].
However, this innovation has also created challenges for older adults, who often exhibit low or no adoption rates of digital
banking services. As banks continue to close physical branches and move services to digital platforms, many older adults
are left to navigate unfamiliar technologies that test their confidence, digital skills, and trust in managing their personal
finances [4].

Older adults represent a growing segment of the population in many countries [5]. It is becoming increasingly
important to comprehend the financial needs and habits of this age group as life expectancy increases and the demographic
landscape evolves. The adoption of digital technologies by older adults is influenced by various factors, including physical,
cognitive, and social aspects. Older adults often face challenges such as decreased vision, hearing, and motor skills, which
can hinder their ability to use digital devices effectively [6, 7]. Cognitive decline, including memory loss and slower
information processing, further complicates their interaction with technology [8]. Despite these challenges, many older
adults are motivated to learn and use digital technologies due to the benefits of maintaining social connections, accessing
information, and managing daily tasks independently [9]. Social support from family members, friends, and community
programs plays a crucial role in facilitating their digital literacy and confidence [5].

Even though digital banking is becoming more common, there remains a notable gap in the literature regarding how
older adults interact with these technologies. Previous studies have highlighted the potential benefits of digital banking for
older adults, such as convenience and reduced reliance on physical bank branches [9-11]. However, the literature also
indicates that many older individuals are hesitant to adopt digital banking due to technological challenges and identified
barriers. Several systematic literature reviews have focused on the use of gerontechnology [12] and general technology [13]
among older adults. Indriasari et al. [14] conducted a systematic literature review (SLR) on the challenges, technology, and
future research agenda of digital banking. Similarly, Tuli [15] explored the adoption of digital banking in emerging Asian
countries through SLR. This study is different from previous reviews as it aims to analyze the motivations, barriers,
challenges encountered, and coping strategies, focusing on older adults. Giving particular attention to older adults is crucial
due to their unique needs and the demographic trends showing an increasing proportion of older individuals in populations
worldwide. As life expectancy increases, older adults are becoming a significant demographic group, necessitating changes
across various sectors such as banking. Thus, this SLR seeks to synthesize existing research to provide an extensive
understanding of the factors influencing the adoption of digital banking among older adults. The research questions arising
from the relevant review are as follows:

RQ1. What motivates older adults to adopt digital banking?

RQ2. What are the identified challenges and barriers reported in the literature regarding the adoption of digital banking?

RQ3. How do older adults cope with the identified barriers and challenges in the adoption of digital banking?

This paper is organized as follows: The research methodology is described in Section 2. The results of the research
questions are discussed in Section 3. The key findings are summarized in Section 4. Finally, the limitations of this review
and recommendations for future research are discussed in Section 5.

2. Methodology
A comprehensive literature review was conducted using two reputable academic databases: Scopus and PubMed. Scopus
has a significant benefit in terms of its extensive publishing coverage. Scopus has an additional advantage of including
several types of papers, such as conference proceedings, in addition to articles [16]. On the other hand, PubMed
encompasses literature in the field of behavioral sciences, including medical informatics [17]. The selection of these
databases was based on their significance and contributions to the fields of aging, gerontechnology, and geriatrics [13]. A
search query was performed for each database, with a particular emphasis on the title and abstract. The search was
conducted using the following expression: ("banking" OR "app banking" OR "digital banking" OR "web banking" OR
"internet banking" OR "electronic banking” OR "e-banking" OR "mobile banking" OR "online banking"™) AND (“older
adults” OR "older adult" OR "older user" OR "older users" OR "seniors" OR "senior" OR "senior citizen" OR "senior
citizens" OR "elderlies” OR "elders"). Table 1 illustrates the tests and specific terms employed in the search method. The
search in electronic databases was performed on May 10, 2024, and later updated on June 11, 2024.

The search focused on papers published from January 2019 to June 2024 to analyze the current literature. Scopus and
PubMed have indexed a wide range of documents, but only journal articles and conference papers have been selected for
inclusion.
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Table 1.
Search strategy for Scopus and PubMed databases.
Database Search Strategy
Scopus ("older adults" OR "older adult" OR "older user" OR "older users" OR seniors OR "senior" OR

"senior citizen" OR "senior citizens" OR elderlies OR elders) AND (banking OR "app
banking" OR "digital banking” OR "web banking" OR "internet banking"™ OR "electronic
banking™" OR e-banking OR "mobile banking" OR "online banking™) AND PUBYEAR > 2018
AND PUBYEAR < 2025 AND (LIMIT-TO (DOCTYPE , "ar") OR LIMIT-TO (DOCTYPE ,
"cp")) AND (LIMIT-TO (SRCTYPE , "j") OR LIMIT-TO (SRCTYPE , "p")) AND (LIMIT-
TO (LANGUAGE , "english"))

PubMed (("digital banking"[All Fields] OR "electronic banking"[All Fields] OR "online banking"[All
Fields] OR "mobile banking"[All Fields] AND "older adults"[All Fields] OR "elderly"[All
Fields] OR  ‘"senior citizens"[All  Fields] OR  “seniors"[All  Fields] AND
2019/01/01:2024/04/30[Date - Publication]))

This implies that the evaluation did not include papers that are currently being researched, book series, chapters in
books, or review papers. By utilizing the predetermined keywords, the search yielded 685 publications in the Scopus
database and 41 papers in the PubMed database. Three studies were excluded from the analysis due to their identification as
duplicates in both the Scopus and PubMed databases. After using inclusion criteria to refine the findings, the number of
articles was reduced to 217, which underwent full text examination. Both authors agreed to include 26 articles in this SLR
as shown in Figure 1.
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= PubMed (n=41) removed

i§ (n=3)
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Could not retrieve (n = 3)
—
'
3
=2 Studies included in the
'E’ final review
- n=26
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Figure 1.

Flowchart of the SLR.

A comprehensive overview of the articles included in this SLR, presenting a clear representation of the research related
to the core topic of the study, is presented in Table 2.

1961



International Journal of Innovative Research and Scientific Studies, 8(3) 2025, pages: 1959-1970

Table 2.
Articles included in the analysis.
Paper . Barriers/ .
D Title Theory Method Challenges Location
Barriers to and Facilitators of Older Er:glst?clal exclusion,
People’s Engagement with Web- - rhyst . United
P1 .o s Qualitative impairments, Privacy .
Based Services: Qualitative Study of and Securit Kingdom
Adults Aged > 75 Years y
Concerns
Perceived risk and
Factors Impacting Senior Citizens’ anxiety,
Adoption of E-Banking Post- oo Technological .
P2 COVID-19 Pandemic: An Empirical UTAUT Quantitative literacy and comfort, India
Study from India Cultural and Social
Influences
Psychographic
A posteriori segmentation of elderly o Diversity, .
P3 Internet users: applying PLS-POS UTAUT Quantitative Generational Spain
Perception
An adoption of social banking Egyﬁ]ﬁ?n ::ng:’
P4 among the aging population UTAUT Quantitative Understanding of Thailand
Online Banking
Perceived Risks,
Factors Affecting the Intention to Technology Use,
Use Digital Banking Services: A I Social Influence, .
PS Case Study of Elderly Customers in TAM Quantitative Adaptation to Vietnam
Vietnam Technological
Advancements
. . Technological and
P6 M(r)]b;:e_r?:l nfklrn?h afflodrdrallnces and %‘1 %rrdance Quialitative Non-Technological Mexico
constraints for the eiderly y Constraints
. - . Technological
p7 Empowering Autonomous Digital Mixed Complexit China
Learning for Older Adults Methods PIEXTY,
Security Concerns
Complexity of Data
Privacy and Data Security in Security  Practices,
P8 Everyday Online Services for Older Qualitative Understanding  and | Norway
Adults Managing  Privacy
Settings
"l used to carry a wallet; now | just .
. Technological
need to carry my phone™: Comblexity. Securit
P9 Understanding  current  banking Qualitative P Y "Y'l China
. Concerns, Design
practices and challenges among Inclusivit
older adults in China y
Revisiting the expectation- Expectation
: 4 Confirmation
confirmation model to measure the . .
. - Model, I Cognitive  Decline, .
P10 effectiveness ~ of  multichannel ! Quantitative India
h . Hedonic Technostress
banking  services for elderly .
Adaptation
consumers
Theory
Technological
Complexity and
Too old to bank digitally? A Survey gﬁagi'(l:g ISSL;‘E
P11 of Banking Practices and Challenges Quantitative ySIce China
. : Cognitive
among Older Adults in China SO
Limitations, Cultural
and Behavioral
Resistance
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Not all elderly people are the same:

Technological

P12 fostering trust through the mobile Quantitative Challgnges,. Canada

banking service experience Perceived Risk, Age-
Specific Needs
“But at the age of 85? Forget it!”: | Stereotype \Isntﬁ:rga“ZEd .AQEISm%

P13 Internalized ageism, a barrier to | Embodiment Qualitative elf-Perceptions 0 Austria

technology use Theory Aging, Technology
Design
Baby Boomers' intention to use Trust Issues,

P14 branch or digital banking channels | TAM, Quantitative Technological South
in South Africa: An exploratory | UTAUT, TPB Complexity, Africa
study Resistance to Change
Latent segmentation of older adults Technology Anxiety,

P15 in the use of social networks and e- Quantitative | Willingness to Try | Spain
banking services New Technology
A study on the dynamics and Technological

P16 challenges qf traditio_nal banking Quantitative L!teracy, Physi(_:al India
and e-banking services among Limitations, Security
senior citizens in Bangalore city Concerns

Trust  Issues and
Designing an age-friendly Security  Concerns,

P17 conversational Al agent for mobile Quantitative Low Competence in | South
banking: the effects of voice Using Technology, | Korea
modality and lip movement Cognitive and

Physical Decline
Privacy and Security
Unofficial Proxies: How Close Concerns,

P18 Others Help Older Adults with Quantitative | Technological Canada

Banking Challenges
Psychological  and
The role of cognitive age in | Innovation Functional
P19 explaining mobile banking | Resistance Quantitative | challenges, Cognitive | France
resistance among elderly people Model Age-related
Differences
Lack of
Understanding  and
Financial inclusion of the elderly: | Actor Awareness, - Security
. - I Concerns, South
P20 Exploring the role of mobile | Network Qualitative ; .
banking adoption Theory Com_plexny .Of Africa
Mobile Banking
Apps, Resistance to
Change
Complexity of
Predicting Older Adults’ Mobile Technology, Privacy

P21 Payment Adoption: An Extended | TAM Quantitative | and Security | Taiwan
TAM Model Concerns, Resistance

to Change
Individual and shared digital | Uses and Complexity of

P22 repertoires — older adults managing | Gratification Qualitative Technology, Security | Finland

digital services Theory Concerns
Usability Issues,
Can skeuomorphic design provide a Physical and ited

P23 better ~ online  banking  user Qualitative Cognitive U_nlte

. e Kingdom
experience for older adults? limitations,
Resistance to change
Self-efficacy and anxiety as | Social Technological

P24 determinants of older adults’ use of | Cognitive Quantitative | Anxiety, Security | Spain
Internet Banking Services Theory Concerns
Together we turn Uncertainty into Complexity of South

P25 Action: Understanding the Role of Qualitative Technology, Privacy Korea

Artificial Intelligence in Supporting

concerns
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the Financial Concerns of Older
Adults
The Antecedents of Mobile Banking Adapting to
P26 Adoption among Senior Citizens in | UTAUT Quantitative | technological change | Malaysia
Malaysia
3. Results

This section presents the results of the systematic review, which includes geographical diversity, methodological
choices, theoretical frameworks used, and is based on research questions.

3.1 Geographical Diversity

The studies were conducted across a variety of locations, illustrating diverse cultural and economic impacts on the
adoption of digital banking by older adults. From Asia, with countries like India [3, 18, 19], China [6, 20, 21], Taiwan [22]
and South Korea [23, 24], focusing on integrating traditional banking habits with rapid digital transformation, to Europe
where nations such as Spain [25-27], The United Kingdom [11, 28], Finland [29], France [30] and Austria [8]. Examines
the interaction between aging populations and digital banking in the context of varying social policies and technological
familiarity. In North America, Canadian studies [31, 32], emphasizes accessibility and inclusivity for a multicultural aging
population. African studies, particularly in South Africa [12, 33], explore digital banking as a means for financial inclusion
in regions with limited traditional banking infrastructure. Finally, in Latin America, Mexican research [9], addresses the
specific needs and barriers faced by the elderly in adopting mobile banking technologies. It is worth noting that the number
of research studies on Southeast Asian countries is scant.

3.2. Methodological Choices

The choice of method often reflects the specific research question and the depth of information required. This SLR
comprised of sixteen quantitative studies Jena [3], Jin et al. [6], Kraiwanit and Tulathananun [10], Sinha and Singh [18],
Lakshman and Sulaiman [19]; Yang et al. [22]; Kim and Song [23]; Villarejo-Ramos [25]; Arenas-Gaitan, et al. [26]; Peral-
Peral et al. [27], Chaouali and Souiden [30], Rajaobelina et al. [31], Latulipe et al. [32], Ramlall, et al. [33], Thanh [34],
Andalib Touchaei and Hazarina Hashim [35] nine qualitative studies K&ttl et al. [8], Castillo-Villar and Castillo-Villar [9],
Ellis and Marshall [11], Msweli and Mawela [12], Jin and Fan [21], Choi et al. [24], Money et al. [28], Hanninen et al. [29],
Ellefsen and Chen [36] and one mixed methods study [20]. Therefore, it is significant to recognize that there is a need to
investigate the factors that lead to the adoption of digital banking among older adults using mixed methods.

3.3. Theoretical Frameworks Used

Based on the SLR, most studies employed the Unified Theory of Acceptance and Use of Technology (UTAUT),
appearing in five articles [3, 10, 26, 33, 35]. The Technology Acceptance Model (TAM) was cited in three articles [22, 33,
34]. Moreover, the Innovation Resistance Model was referenced by one article [30]. Other theories, including Affordance
Theory [9], Hedonic Adaptation Theory [18], Stereotype Embodiment Theory [8], Actor Network Theory [12], Uses and
Gratification Theory [29] and Social Cognitive Theory [27] were mentioned individually in a single article. The twelve
studies investigated do not imply a specific theoretical framework employed in their studies. It is noteworthy that the
theories used in the current literature are too general and do not consider the aging factors that affect the adoption of digital
banking.

3.4. Result of RQ1. What Motivates Older Adults to Adopt Digital Banking?

This paper presents an investigation of the factors that motivate older adults to adopt digital banking. Based on the
analysis of 26 papers, several common factors emerge that motivate older adults in the use or adoption of digital banking.
These factors include convenience, accessibility, social influence, and a desire for independence.

3.4.1. Convenience

The first identified factor deals with the effect of user experience and the practical daily use of banking services by older
adults. Convenience refers to the ease with which older adults can manage their financial transactions without physical
constraints. Convenience was discovered to be one of the enablers that motivate elderly consumers to adopt and use mobile
banking [12]. While several studies highlight convenience as a key motivator in the adoption of online banking,
emphasizing the elimination of the need to travel to physical banks [10, 11, 29].

Digital banking allows users to access banking services such as checking balances, transferring money, paying bills, and
depositing checks without needing to visit a bank branch [3, 6, 33, 34]. This aspect is particularly beneficial for those who
may face challenges with mobility or who live in areas where access to physical bank branches is limited. Digital platforms
and services can facilitate a more autonomous and convenient learning and usage environment for older adults [21, 28, 29].
Enhancing their ability to manage their finances independently [9, 20, 24].
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3.4.2. Accessibility

Accessibility involves the user-friendliness of digital banking interfaces, which include clear navigation, readable text,
and intuitive design tailored to the needs of older users. Features like voice recognition and simplified menu options can
significantly enhance the accessibility of banking services, making them more approachable for users who may not be tech-
savvy [23, 29]. Moreover, the design of online banking services has a substantial impact on their accessibility. Easy access
and user-friendly interfaces contribute to the satisfaction and continued use of digital banking by older adults [3, 6, 34].
When older adults find digital banking services easy to access and use, their overall satisfaction increases, motivating
continued use [18, 19, 26].
3.4.3. Social Influence
Social influence is facilitated by factors such as subjective norms, social norms, and social identities [25, 26, 34]. The
social influences of the closest environment enhance self-efficacy and alleviate anxiety through the provision of assistance,
guidance, and support from family members and friends [27]. Older adults often rely on the endorsements and
recommendations of their immediate social circles when deciding whether to adopt new technologies such as digital
banking [3, 21]. Older adults are more inclined to use and embrace digital banking when they observe their peers
effectively using it, thereby fostering a collective learning process that benefits all participants [25, 32, 35]. Moreover, the
decision to adopt digital banking is significantly influenced by friends, family, and peers [12, 21, 33].

3.4.2. Desire for Independence

This factor emphasizes the crucial role of empowering older adults to adopt digital banking by boosting their self-efficacy
and self-confidence, thereby fostering greater independence. Controlling finances and making their own decisions is
essential for older adults [24]. Older adults with high self-efficacy are more likely to believe that they can learn and use
digital banking effectively, which directly supports their independence by reducing reliance on others for financial
management. The article by Jin [20] underscores the role of educational programs in enhancing digital literacy among older
adults, boosting their self-efficacy and confidence to use digital banking tools independently. Kim and Song [23] explore
how user-friendly design features, such as conversational Al agents that utilize voice and visual cues, can enhance older
adults' confidence in using digital banking services. Additionally, by making the technology more accessible and easier to
interact with, these design innovations help older adults feel more secure in their ability to engage with digital banking
platforms without external assistance.

Jena [3] and Lakshman and Sulaiman [19] highlight how digital banking empowers older adults to manage their
financial transactions independently, a key aspect of maintaining their autonomy as they age. This is particularly important
for those who face mobility or health challenges that might otherwise limit their access to traditional banking services. In
addition, Jin et al. [6] discuss the role of digital banking in fostering financial independence among older adults, allowing
them to remain active participants in managing their finances despite physical limitations.

3.5. Results of RQ2. What are the Identified Challenges and Barriers Reported in the Literature on the Adoption of Digital
Banking?

Based on the comprehensive review of 26 papers included in the analysis, the most common barriers and challenges to
digital banking adoption among older adults were identified. These barriers and challenges include technological
complexity, security and privacy concerns, physical and cognitive decline, and resistance to change.

3.5.1. Technological Complexity

Technological complexity is a prevalent barrier discussed in various studies Jena [3]; Jin, et al. [6]; Kraiwanit and
Tulathananun [10]; Sinha and Singh [18]; Lakshman and Sulaiman [19]; Yang, et al. [22]; Kim and Song [23]; Villarejo-
Ramos [25]; Arenas-Gaitén, et al. [26]; Peral-Peral, et al. [27]; Chaouali and Souiden [30]; Rajacbelina, et al. [31];
Latulipe, et al. [32]; Ramlall, et al. [33]; Thanh [34]; Andalib Touchaei and Hazarina Hashim [35]. These studies
emphasize the difficulty that older adults encounter while trying to use complicated digital interfaces, which can discourage
them from using digital banking. Difficulties such as interfaces that are not user-friendly, high cognitive demands, and the
need to constantly adjust to new features provide obstacles for older adults in efficiently using digital platforms [29].
Difficult interfaces with small writing and complex navigation discourage older adults from adopting digital banking [6, 8,
21].

The cognitive load required to use digital banking systems, which is made more complicated by the need to adapt to
frequent updates and new technologies, can be overwhelming for older adults. Kim and Song [23] explored how
conversational Al can simplify interactions and make digital banking more accessible. Moreover, Jin [20] points out that
the technological complexity of digital tools can be a significant barrier, indicating the need for training and support to
improve digital literacy among older adults. These technological difficulties often require assistance from others [32].

3.5.2. Security and Privacy Concerns

Security and privacy concerns significantly hinder the adoption of digital banking by older adults, who often express
heightened apprehension about the safety of online transactions and the security of their financial information [21, 22, 30].
Security and privacy concerns may include scams, fraud, identity theft, and having personal information stolen or misused
[28]. Numerous factors that meet their distinct demands and preferences influence older people’s adoption of digital
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banking. The impact of concerns about security and privacy on the willingness of older adults to engage with digital
banking emphasizes the need for educational programs that enhance understanding of digital security practices [20].
Similarly, Ellefsen and Chen [36] highlight the difficulties older adults encounter in managing privacy settings and
understanding how their data is protected, which can deter them from using online banking services. Furthermore, security
and privacy concerns often lead older adults to rely on others to perform online banking tasks, indicating a lack of trust and
confidence in the security measures of digital platforms [32].

3.5.3. Physical and Cognitive Decline

The challenge of physical decline is particularly pertinent as it directly impacts the ability of older adults to interact with
digital platforms. The presence of visual, auditory, and motor impairments poses difficulties in utilizing conventional
banking interfaces, as they are typically not tailored to accommodate these specific constraints. Such issues can hinder the
legibility of small writing on screens, the ability to perceive voice instructions, and the accuracy of using touch-based
interfaces. Reduced physical agility and tremors might also create difficulties in executing precise movements, such as
touching small buttons on a smartphone screen Kim and Song [23]. Jin [20] explores how age-related declines necessitate
banking interfaces that are accessible and easy to use, emphasizing adaptations like voice navigation or larger text. Castillo-
Villar and Castillo-Villar [9] further support this by illustrating how non-technological constraints, such as physical
impairments, hinder older adults' engagement with mobile banking.

The cognitive decline, which includes diminished memory, slowed cognitive processing, and challenges in problem-
solving, has a substantial effect on the capacity of elderly individuals to use digital banking services [8]. The cognitive
impairments hinder the ability to recall passwords, comprehend intricate transaction processes, or navigate through many
banking choices [6]. Moreover, Sinha and Singh [18] note that older adults experience a deterioration in cognitive ability,
memory, and vision, which impairs their capacity to consistently carry out financial transactions on their mobile devices or
through internet platforms. Similarly, older adults are concerned about forgetting the steps to complete bank transactions,
not being able to remember how to use many functions at the same time, and forgetting passwords [21].

3.5.4. Resistance to Change

Older adults tend to be resistant to change and hesitant to embrace technological advancements [35]. The hesitancy of
older adults to transition to digital banking is emphasized by their lack of trust in their ability to effectively use these new
innovations without making costly mistakes. This anxiety is frequently worsened by the evident complexity of digital
interfaces and the apprehension of losing the personal connection offered by traditional bank visits. Such issues are
highlighted in studies of Ramlall et al. [33], which discuss how baby boomers show a marked preference for in-person
interactions at banks. Similarly, Jin et al. [6] and Kottl, et al. [8] underscore that cultural norms and established banking
habits significantly influence older adults' preference for traditional banking methods over digital solutions. Further, older
adults tend to exhibit cultural and behavioral resistance towards embracing new technology, as they often favor the
familiarity and perceived dependability of traditional banking systems over the seemingly impersonal nature of digital
transactions [30].

3.5.5. Result of RQ3. How do older adults cope with the identified barriers and challenges in adopting digital banking?

Older adults employ several strategies to cope with the identified barriers and challenges in the use of digital banking.
These strategies include seeking assistance from family and friends, using simplified and accessible technologies, and
participating in educational training and workshops.

3.5.6. Seeking Assistance from Family and Friends

Social and peer support significantly enhances the adoption of digital banking among older adults, acting as a critical
bridge between unfamiliar technology and its potential users. This support, which can come from peers, family members,
or community groups, provides not only practical assistance but also emotional encouragement and reinforcement [34]. As
emphasized by Jin et al. [6] and Kéttl et al. [8], older adults rely on assistance from younger family members to navigate
digital banking. This intergenerational support helps them understand how to use digital platforms and provides them with
the confidence to perform online transactions. Similarly, Castillo-Villar and Castillo-Villar [9] noted that the support of
older adults’ family and closest friends was crucial in adopting and becoming competent in using mobile banking.
Regarding family, older adults pointed out that seeking assistance was also beneficial in terms of fostering connections with
younger family members, as it provided them with a shared topic to engage in conversation.

3.5.7. Using Simplified and Accessible Technologies

Technologies designed with older adults in mind can significantly ease their transition to digital banking. Features like
larger text, simplified interfaces, and voice-activated commands can help mitigate physical and cognitive barriers [34]. The
effectiveness of using design elements that mimic the physical world, which can be more familiar to older users, thereby
reducing cognitive load, was highlighted by Ellis and Marshall [11]. Furthermore, Kim and Song [23] illustrate how
conversational Al helped older persons use digital banking. These Al agents use advanced voice recognition technologies
that are sensitive to elderly vocal patterns and speech limitations to address age-related cognitive and physical impairments.
Natural language processing minimizes cognitive burden, making digital navigation easier and more intuitive. The design
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principles emphasize clarity, ease of use, and step-by-step guidance to boost user confidence. Choi et al. [24] stressed that
the participants expressed a desire to use Al to increase their confidence in making financial decisions. Older adults
emphasized the significance of independently determining the financial information they wish to receive while relying on
Al to provide it.

3.5.8. Participating In Educational Trainings and Workshops

Participation in community-based training programs is a common strategy. These programs offer hands-on training and
tailored guidance, helping older adults develop the necessary skills to use digital banking services. Moreover, Kraiwanit
and Tulathananun [10] highlight the role of community-based workshops and peer learning in encouraging older adults to
adopt digital banking. It discusses how seeing peers successfully use digital banking can significantly motivate other older
adults to participate in similar educational efforts and adopt these technologies themselves. Jin [20] elaborates on
specialized educational programs designed to assist older adults in mastering digital technologies. Initiatives such as
workshops and training sessions help older adults in the use of digital banking services, directly addressing technological
literacy and comfort [3].

4. Discussion

The current literature demonstrates a noteworthy endeavor by researchers to investigate the factors influencing the usage of
digital banking among older adults. This investigation plays an important role in promoting the use of digital banking
among this demographic, informing policy decisions, and ultimately facilitating the implementation of technology-based
solutions for the aging population.

4.1. Motivations for the Adoption of Digital Banking

The analysis of the motivations for older adults to adopt digital banking, as obtained from the SLR of 26 studies,
emphasizes four key factors: convenience, accessibility, social influence, and a desire for independence. Convenience is a
primary motivator. Older adults value the ability to conduct financial transactions without the physical limitations
associated with traditional banking [12]. This is particularly beneficial for those with mobility issues or those residing in
areas far from bank branches. Studies have consistently shown that the convenience of digital banking platforms, which
allow for checking balances, transferring funds, and paying bills online, significantly contributes to their adoption among
older adults [33].

Accessibility of digital banking platforms, characterized by user-friendly interfaces with clear navigation and readable
text, enhances their usability for older adults. The integration of features like voice recognition and simplified menu options
further facilitates ease of use, making these platforms accessible even to those who are not tech-savvy [29]. Moreover,
social influence plays a critical role as well. The support from family and friends, along with the endorsement of digital
banking by peers, significantly influences older adults’ decisions to adopt these technologies [3]. This support not only
alleviates anxiety but also boosts self-efficacy, making older adults more comfortable and confident in using digital
banking services [35].

Finally, the desire for independence demonstrates the importance of empowering older adults to manage their finances
autonomously. Digital banking enables older adults to maintain control over their financial decisions and actions, which is
crucial for their sense of independence and self-worth [24]. This empowerment is facilitated by educational programs that
enhance digital literacy and confidence in using digital banking tools [19].

4.2. Barriers and Challenges to the Adoption of Digital Banking

The literature identifies several barriers hindering older adults from adopting digital banking, with technological
complexity and security concerns being predominant. Older adults struggle with complex digital interfaces that have high
cognitive demands and frequent updates, which discourage their use [21]. The presence of security and privacy concerns,
such as fears of fraud and misuse of personal information, also significantly impacts their willingness to engage with digital
platforms [28]. Educational programs enhancing digital literacy could mitigate these concerns by educating older adults
about safe online practices and the robust security measures protecting their information [20].

Physical and cognitive declines further complicate the use of digital banking for older adults, as these declines impair
their ability to interact with standard banking interfaces that are not designed for their specific needs [23]. Additionally, a
resistance to change is evident among older adults who prefer traditional banking methods due to their familiarity and
personal interaction. This resistance could be lessened by integrating traditional elements into digital banking platforms and
emphasizing the reliability and benefits of digital methods, thus easing the transition for older adults and encouraging them
to embrace technological advancements in banking [33].

4.2. Coping Strategies Employed by Older Adults

Older adults adopt various strategies to overcome the challenges associated with digital banking, largely focusing on
social support, technological simplification, and educational efforts. Family and community support play a crucial role, as
older adults often rely on younger family members and friends for guidance and confidence in navigating digital platforms.
This intergenerational assistance not only helps them understand and use these technologies but also strengthens family
bonds through shared activities [34]. Furthermore, adopting user-friendly technology tailored for older adults, such as
larger text and voice-activated commands, significantly eases their transition. Technologies like conversational Al are
particularly effective as they accommodate the physical and cognitive limitations of older users, thereby enhancing their
digital banking experience [24].
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Educational initiatives and community workshops play an essential role in supporting the adoption of digital banking
among older adults. These initiatives provide practical training and peer learning opportunities, which are instrumental in
building technological literacy and confidence among older adults. Seeing their peers successfully use digital banking
platforms motivates them to engage more actively and overcome their apprehensions about technology. Such educational
interventions are specifically designed to address the unique needs of older adults, making digital banking more accessible
and reducing the anxiety associated with new technologies [20].

5. Conclusion

The adoption of digital banking among older adults presents both significant opportunities and notable challenges.
Because of this innovation, people are able to take part in digital commerce. However, it also hinders older adults from
engaging in digital commerce activities. The literature review reveals that while digital banking offers substantial benefits
such as convenience, accessibility, social influence, and the desire for independence, older adults face considerable barriers
and challenges including technological complexity, security and privacy concerns, physical and cognitive limitations, and
resistance to change. To overcome these challenges, strategies such as social support, simplified technology interfaces, and
educational initiatives are critical. Intergenerational assistance and community-based training programs are particularly
effective in enhancing digital literacy and confidence among older adults. Addressing these barriers through inclusive
design and targeted interventions can promote greater financial inclusion and independence for older adults, ensuring they
can fully benefit from digital banking services [23]. Continued research and practical initiatives are crucial for narrowing
the digital divide and empowering older adults in the evolving financial environment.

Nevertheless, we recognize that our review has some limitations. First, we acknowledge that since this study was
limited to publications and conference papers in the English language, there remains a possibility of missing other relevant
studies and insights in some languages. In addition, the list of scholarly work was sourced exclusively from Scopus and
PubMed databases, limiting the articles included in the review.

Further investigation should prioritize the development of a deeper understanding of the complex interactions and
needs of older adults with regard to digital banking. One critical area for future studies is the exploration of personalized
training programs that cater to varying levels of technological proficiency among older adults. Research should also
investigate the long-term effects of such educational interventions on digital banking adoption and usage patterns.
Additionally, it is necessary to examine the factors that influence older adults to adopt digital banking using a specific
technology adoption model since theories employed in the current literature are too general. It is recommended to use a
theory that considers the physical, psychological, and social characteristics associated with aging, as well as technological
influences in adopting new technologies. Factors such as gerontechnology anxiety and age-related health conditions present
in STAM may influence the adoption of digital banking among older adults. Paul, et al. [37] posit that these factors may
affect how an older adult interacts with technology and devices. Furthermore, there is a need to investigate the factors that
lead to the adoption of digital banking among older adults using mixed methods. This approach enables the extraction of
diverse and perhaps contradictory findings from both qualitative and quantitative inferences [38].

Furthermore, studies should consider the socio-cultural factors influencing digital banking adoption in different
regions, taking into account the limited number of research studies on Southeast Asian countries in the current literature.
Finally, interdisciplinary research that integrates insights from gerontology, psychology, and technology design can offer
comprehensive strategies to address the complex challenges faced by older adults in the digital banking sector.
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