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The impact of customer innovation on mobile banking
applications’ usage (MB-Apps): The mediating role of
customer value co-creation behavior (CVCCB)

Dr. Maha Misbah Mohamed Shabana
Abstract:

In the light of Egypt's Vision 2030, and to achieve the goals of sustainable

development and progress toward digitalization in financial services, the

current study sought to explore the impact of customer innovation on the
adoption of mobile banking applications through smartphones. To achieve
this aim, a theoretical framework was developed to test the influence

relationships between the study variables based on data collected from a

sample of 344 individuals from clients of banks operating in Egypt, through

a survey designed based on Google Drive. The findings of Partial least

squared structural equation modelling (PLS-SEM) revealed a direct

significant effect of customer innovation, customer particpation behavior, and
customer citizenship behavior on the customer usages of mobile banking
applications. In addition, there is a direct moral impact of the customer's
innovation on both the customer's participation and the customer's citizenship
behavior in creation value. The results also showed an indirect significant
effect through the partial mediation of the behavior of participation and
citicizenship co creation value for the customer in the relationship between
customer innovation and the usage of mobile banking applications.

Considering the findings of the study; a set of recommendations have been

suggessted.

Keywords: Customer value co-creation behavior (CVCCB), Customer
innvotion (CI), Service Dominant logic (SDL), Mobile Banking
Applications’ usage (MB-Apps), Technology acceptance model
(TAM), Diffusion of Innovation Theory (DIT).
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