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Abstract

Purpose— This study examines how banking service quality, financial literacy, and trust are
associated with financial service utilization among active customers of PT Bank Muamalat
Indonesia, Makassar Branch.

Research Methodology— A quantitative cross-sectional survey of 96 purposively selected active
customers who had used the bank’s digital services for at least six months was analyzed using
multiple linear regression.

Results— Banking service quality, financial literacy, and trust were each positively associated with
financial service utilization. Banking service quality showed the strongest standardized
association, followed by trust and financial literacy.

Research limitations/Implications— The single-branch, nonprobability, cross-sectional design
limits statistical generalization and causal interpretation. The findings support attention to service
reliability and responsiveness, practical financial education, transaction security, data protection,
and complaint resolution.

Originality— The study distinguishes formal financial access from post-access utilization and
integrates service quality, financial literacy, and trust in an Islamic banking context.
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1. Introduction

The financial services industry has changed rapidly with advances in information
technology and the expansion of digital delivery channels. Banks are consequently
expected not only to perform an intermediation function but also to provide services that
are accessible, timely, secure, and usable by diverse groups of customers. Financial
inclusion therefore concerns both access to and use of formal financial products and
services (Khera ez al., 2022; Sharma & Changkakati, 2022). Formal access, however, does
not necessarily translate into active and sustained use because product understanding,
digital capability, service accessibility, and confidence in financial institutions can shape
how customers use available services (Algam & Hamshari, 2024; Morgan, 2022).

The distinction between access and use is especially important in banking research.
Financial access and financial capability are related but conceptually distinct, and growth
in accounts or service infrastructure does not itself demonstrate that customers understand
or actively use available products (Algam & Hamshari, 2024; Khera ez al., 2022). For

@ @ 2026. The Author(s). This open-access article is distributed under a Creative Page | 1633
By Commons Attribution 4.0 International License.

o
Advances
in Research

E-ISSN: 2985-9859

Article History

Submitted:
July 22, 2026

Reviewed:
August 01, 2026

Revised:
September 23, 2026

Accepted:
October 01, 2026


https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://doi.org/10.60079/ajeb.v4i5.1026
mailto:agoes.salim@yahoo.co.id
mailto:agoes.salim@yahoo.co.id
https://orcid.org/0000-0003-2594-0579
https://orcid.org/0000-0001-5027-7102

AJEB

individuals who already hold accounts and use digital banking, the analytically relevant
outcome is therefore not initial entry into the formal system, but the degree, continuity,
and perceived accessibility of financial service utilization.

PT Bank Muamalat Indonesia, a pioneer of Islamic banking in Indonesia, has
continued to develop digital banking functions through Muamalat DIN, QRIS-related
services, internet banking, and other technology-enabled transaction facilities (PT Bank
Muamalat Indonesia Tbk., 2025). These institutional developments provide relevant
context for studying why financial service utilization differs across individual customers,
while aggregate bank-level developments do not by themselves explain customer-level
variation.

Customer utilization may be related to service quality, financial capability, and trust.
Digital services can make transactions easier, faster, and more flexible (Latief ez al., 2024;
Rizieq & Suwarsit, 2024) and can broaden opportunities to use Islamic banking products
(Harsanto & Susanti, 2025). Nevertheless, the instrument used in this study assesses
tangibles, reliability, responsiveness, assurance, and empathy. Because these dimensions
cover customers’ broader banking-service experience rather than digital-channel
performance alone, the measured construct is treated as banking service quality. Likewise,
the second predictor is treated as financial literacy because its indicators capture
knowledge, product understanding, money-management capability, and financial
decision-making rather than exposure to a specific educational intervention.

Trust is also relevant because banking requires customers to rely on an institution to
protect funds, personal data, and transaction integrity. In digital settings, confidence in
security, privacy protection, institutional credibility, and service reliability can reduce
perceived uncertainty. The Theory of Planned Behavior provides a broad conceptual lens
for understanding how evaluations and beliefs may relate to behavior (Maryam et al.,
2022), but the present study does not directly measure attitudes, subjective norms,
perceived behavioral control, or behavioral intention. Accordingly, it does not test or
claim to confirm the Theory of Planned Behavior.

Prior findings are not fully consistent across settings and outcome definitions. Astohar
et al., (2022) reported positive relationships between technology-based financial services
and financial inclusion, whereas Alvira ez al., (2025) reported a nonsignificant relationship
between service quality and financial inclusion in a QRIS context. Fanta and Mutsonziwa
(2021) and Salsabila and Amri (2025) linked financial literacy with financial inclusion.
Siregar et al., (2025) identified trust as relevant to fintech-based financial inclusion, while
Nurrohmah and Purbayati (2020) associated trust with saving interest in an Islamic
banking context. These differences suggest that results vary with respondent
characteristics, measurement choices, and banking context. More importantly, studies of
existing bank customers sometimes retain the label financial inclusion even when
respondents have already achieved formal access, creating a conceptual gap between
initial access and subsequent utilization.

To address that gap, this study focuses on active customers of PT Bank Muamalat
Indonesia, Makassar Branch, and treats financial service utilization as the outcome. Its
novelty lies in clarifying the outcome as post-access utilization among formally included
customers, examining three conceptually distinct predictors in a single model, and doing
so within an Islamic banking setting in Makassar. Given the cross-sectional survey and
nonprobability sampling design, the contribution is evidence about statistical associations
rather than causal effects or population-wide generalization.

The study asks: How are banking service quality, financial literacy, and trust related to
financial service utilization among customers of PT Bank Muamalat Indonesia, Makassar
Branch, both individually and jointly? The objective is to examine these relationships and
to provide context-specific evidence for service improvement, customer learning, and
trust-building strategies in Islamic banking. The remainder of the paper reviews the
literature and develops the hypotheses, explains the research methodology, presents and
discusses the results, and concludes with contributions, implications, limitations, and
directions for future research.
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2. Review of Literature

2.1 Financial Inclusion and Financial Service Utilization

Financial inclusion refers to the process through which individuals and groups obtain
access to affordable, secure, and appropriate formal financial products and services. The
concept extends beyond account ownership to dimensions of access, use, and service
quality that should be distinguished in measurement. Service availability does not
necessarily lead to active use or a satisfactory service experience (Sharma & Changkakati,
2022). Effective inclusion therefore also depends on the capability to understand products,
consumer rights and protections, and financial choices (Algam & Hamshari, 2024).
Variation in indicators and research contexts can produce different interpretations and
empirical results (Ozili et al., 2022). For individuals who already hold bank accounts,
measurement should therefore emphasize product use, transaction continuity, the range
of services used, and service experience rather than initial access alone.

Digitalization can reduce geographic, time, and transaction-cost barriers, but its
benefits depend on infrastructure, digital capability, and security (Khera et al., 2022).
Fintech and digital banking can extend services to previously underserved households and
firms, yet their effective use also requires digital literacy, consumer protection, and
technology-risk management (Morgan, 2022). Institutional quality, provider credibility,
regulatory effectiveness, and public trust further shape access and use (Zeqiraj et al., 2022).
Because all respondents in this study were active Bank Muamalat customers and digital-
service users, the dependent construct is interpreted as financial service utilization among
individuals who already have formal access.

2.2 Banking Service Quality

Service quality reflects customers’ evaluations of how reliably, responsively, safely, and
appropriately a bank delivers its services. In digital channels, service quality may include
efficiency, system reliability, fulfillment, security, ease of use, transaction speed, and
problem resolution (Adiningtyas & Auliani, 2024; Hijazi, 2022). Information accuracy,
accessibility, security, and responsiveness can also shape customer satisfaction and
continuity of use (Khan et al., 2023), while privacy protection is particularly important
when transactions occur without direct interaction with bank staff (Martinez-Navalodn et
al., 2023).

The distinction between digital service quality and broader banking service quality is
important in the present study. A purely digital construct should be measured with
indicators specific to applications or electronic channels. The instrument used here,
however, includes tangibles, reliability, responsiveness, assurance, and empathy, which
span branch-based and digital experiences. The predictor is therefore labeled banking
service quality throughout the empirical model to maintain consistency between
conceptual interpretation and measurement.

2.3 Financial Literacy

Financial literacy refers to the knowledge and capability required to understand financial
products, manage finances, and make informed financial decisions. It should be
distinguished from financial education, which is a learning process or intervention
intended to develop such knowledge and capability. Financial education can improve
knowledge and downstream behavior, although effects vary across interventions and
participant contexts (Kaiser et al, 2022). Active approaches involving exercises,
discussion, simulations, and problem solving can produce stronger learning than one-way
instruction (Kaiser & Menkhoft, 2022), while randomized evidence also shows that
implementation context matters for educational outcomes (Sconti et al., 2024).

In technology-enabled financial services, customers need to understand product
benefits, costs, risks, and procedures while also recognizing digital-security and consumer-
protection concerns (Jonker & Kosse, 2022). Access or product-use incentives do not
necessarily substitute for learning because experience alone may not generate adequate
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understanding (Oberrauch & Kaiser, 2024). In this study, the measured indicators assess
financial knowledge, product understanding, financial management capability, and
decision-making capability. The construct is therefore consistently labeled financial
literacy rather than financial education.

2.4 Trust

Trust is the customer’s belief that a bank is competent, reliable, honest, and able to
manage funds and services in the customer’s interest. In mobile banking, trust is directed
both toward the institution and toward the technology used to complete transactions.
Institutional reputation and lower perceived risk can strengthen confidence that digital
services will operate safely and reliably (Nguyen et al, 2022). The strength of these
relationships can vary across social, cultural, and institutional contexts (Kumar et al.,
2023), while system quality, perceived service quality, and provider image also shape
judgments of credibility (Ahmed ez al., 2024).

Digitalization changes the basis of trust because financial transactions increasingly
occur without face-to-face interaction. Protection of personal data, responsible use of
transaction information, security, transparency, and effective problem resolution become
central to customer confidence (Jafri et al., 2024; Tronnier et al., 2022). In this study, trust
encompasses perceived bank integrity, competence, transaction security, data
confidentiality, and service reliability. It is treated as conceptually distinct from both
service quality and satisfaction.

2.5 Banking Service Quality

2.5.1. Banking Service Quality and Financial Service Utilization

High-quality banking services can lower operational barriers, improve transaction
convenience, and make it easier for customers to use a broader range of products. Prior
studies associate technology-enabled financial services and service quality with access,
ease of use, and financial service participation (Astohar et al., 2022; Zai et al., 2024),
although Alvira et al., (2025) reported a nonsignificant relationship for service quality in
a QRIS context. Differences across studies may reflect variation in customer
characteristics, infrastructure, instruments, and institutional context. Because the present
instrument measures broader banking service quality, the hypothesis is stated in terms of
that construct rather than digital service quality alone.

HI. Banking service quality is positively associated with financial service
utilization among customers of PT Bank Muamalat Indonesia, Makassar
Branch.

2.5.2 Financial Literacy and Financial Service Utilization

Financial literacy can help customers understand product benefits, costs, risks, rights,
obligations, and usage procedures. Evidence links financial literacy with participation in
formal financial services (Fanta & Mutsonziwa, 2021; Salsabila & Amri, 2025), while the
strength of the relationship may vary with demographic characteristics, technology
adoption, and access conditions. Customers with stronger financial knowledge and
decision capability are therefore expected to use services more effectively, while
recognizing that a cross-sectional design cannot establish the direction of causation.

H?2. Financial literacy is positively associated with financial service utilization
among customers of PT Bank Muamalat Indonesia, Makassar Branch.

2.5.3 Trust and Financial Service Utilization

Trust can reduce uncertainty about data misuse, failed transactions, cyber threats, and
financial loss. Reputation, perceived security, institutional credibility, and the quality of
problem resolution contribute to confidence in banking and fintech services (Jafri ez al.,
2024; Nguyen et al., 2022). Siregar et al., (2025) likewise identified trust as relevant to
participation in formal and digital financial services. Customers who have stronger
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confidence in the bank’s integrity, competence, security, and reliability are therefore
expected to report greater service utilization.

H3. Trust is positively associated with financial service utilization among
customers of PT Bank Muamalat Indonesia, Makassar Branch.

2.5.4 Joint Relationship of the Predictors with Financial Service Utilization

Banking service quality, financial literacy, and trust represent distinct but potentially
complementary aspects of customer experience. Service quality reflects how customers
experience the bank, financial literacy reflects their capability to understand and choose
products, and trust reduces uncertainty when customers rely on the bank to handle funds
and information. Prior literature suggests that service quality supports continued use
(Hijazi, 2022), financial capability helps users obtain benefits while managing risk (Jonker
& Kosse, 2022), and trust supports acceptance of financial technology (Kumar ez al.,
2023). A joint regression model can therefore assess whether the three predictors,
considered together, explain variation in financial service utilization.

H4. Banking service quality, financial literacy, and trust are jointly associated
with financial service utilization among customers of PT Bank Muamalat
Indonesia, Makassar Branch.

3. Research Methodology

3.1 Research Design, Population, and Sample

This study used a quantitative, cross-sectional survey design to examine associations
between banking service quality, financial literacy, trust, and financial service utilization
at one point in time. The design is treated as associative rather than causal because cross-
sectional data and nonprobability sampling do not establish temporal ordering or causal
effects. Regression coefficients are therefore interpreted as adjusted statistical
associations.

The population comprised customers of PT Bank Muamalat Indonesia, Makassar
Branch. Because the number of customers meeting the study criteria was not available as
a fixed population count, participants were selected through purposive sampling.
Eligibility required respondents to (1) be active customers of the Makassar Branch; (2)
have used Muamalat DIN, mobile banking, internet banking, or another Bank Muamalat
digital service for at least six months; (3) be at least 17 years old and hold valid
identification; and (4) voluntarily complete the questionnaire. The six-month criterion
was used to ensure sufficient service experience for evaluation.

Sample adequacy was justified using statistical power for multiple regression with
three predictors. With a 5% significance level, 80% power, and a medium effect-size
assumption, the stated minimum was 77 respondents. The final sample comprised 96
respondents. Because participants were purposively selected from a single branch, the
findings are not statistically generalized to the full population of Bank Muamalat
customers.

3.2. Data Collection

Primary data were collected through a structured self-administered questionnaire. Before
responding, prospective participants received information about the study purpose,
voluntary participation, response confidentiality, and academic use of the data, and
consent was obtained before questionnaire completion. Screening questions were used to
verify eligibility. The questionnaire did not request personally identifying information.
Only complete responses meeting the stated criteria were included, resulting in an
analytical dataset with no reported missing values.

3.3. Measures and Analytical Procedure
The instrument was adapted from prior studies and contextualized for PT Bank
Muamalat Indonesia, Makassar Branch. Items were rated on a five-point Likert scale from
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1 = strongly disagree to 5 = strongly agree, and construct scores were derived from the
items representing each construct. Consistent with the reported measurement dimensions,
X1 is labeled banking service quality because tangibles, reliability, responsiveness,
assurance, and empathy represent general service experience; X2 is labeled financial
literacy because the dimensions reflect knowledge and capability rather than exposure to
an educational intervention; and the dependent variable is labeled financial service
utilization because all respondents were already active customers and digital-service users.

Table 1. Variables and Measurement

Variable Reported measurement dimensions Primary reference
Banking Service Quality Tangibles; reliability; responsiveness; assurance; Kotlerezal, (2018); Khan
(X1) empathy et al., (2023)

Financial knowledge; understanding of financial
Financial Literacy (X2)  products; financial management capability; Kaiser efal., (2022)
financial decision-making capability

Bank integrity; bank competence; transaction Yati et al, (2024);

Trust (X3) security; data confidentiality; service reliability Nguyen et al., (2022)
Fiancal S oty ffnancil v e of an 11, 002y S
Utilization (Y) P ’ & ’ P & Changkakati (2022)

with customer needs; continuity of service use

Source(s): Adapted from several previous studies.

Measurement quality was evaluated before hypothesis testing. Item validity was
assessed using corrected item-total correlations, and internal consistency was evaluated
using Cronbach’s alpha. Values around 0.60 were interpreted cautiously as marginal
rather than automatically satisfactory. Because the source tables contain inconsistent item
codes for one financial-literacy indicator, the final manuscript reports measurement
dimensions and construct-level quality statistics without asserting an unverified item
code.

Data analysis proceeded through descriptive statistics, measurement-quality
assessment, residual-normality inspection, multicollinearity assessment, and multiple
linear regression. Residual normality was evaluated using the standardized residual
Normal P-P Plot, while multicollinearity was assessed using tolerance and variance
inflation factor (VIF). The available manuscript does not report numerical or graphical
evidence for the other regression diagnostics mentioned in its earlier methodological
wording; therefore, no claim is made here that all classical assumptions were verified.
Multiple regression was used to estimate the adjusted relationships of banking service
quality, financial literacy, and trust with financial service utilization. Partial t tests
evaluated each regression coefficient, the F test evaluated the model jointly, and R? and
adjusted R? were interpreted as explained variance rather than causal effect. Statistical
significance was assessed at the 5% level. The reported tables identify the analysis output
as SPSS, but no software version is stated.

The regression specification can be expressed as

Financial Service Utilization = [y + B;(Banking Service Quality) + [, (Financial Literacy) +
Bs(Trust) + ¢.

4. Results and Discussion
4.1 Research Result
4.1.1 Descriptive Statistics
Table 2 summarizes the score distributions for the 96 complete observations. The
descriptive statistics are reported as observed construct scores and are not interpreted as
evidence of relationships among the variables.

State all relevant findings including those that contradict the hypothesis you proposed.
Present your findings briefly but each provides sufficient detail to justify the tone
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conclusions. This allows the reader to understand precisely what you are doing in
analyzing the data and why.

Table 2. Descriptive Statistics

Variable N Minimum Maximum Mean Std. Dev.
Banking Service Quality 96 18.00 25.00 21.0208 1.38396
Financial Literacy 96 18.00 24.00 21.1354 1.33472
Trust 96 12.00 20.00 16.7292 1.67633
Financial Service Utilization 96 20.00 25.00 22.1771 1.32978
Valid N (listwise) 96

Source: Primary data processed by the authors, 2026.

4.1.2. Item Validity and Construct Reliability
Table 3. Measurement Quality Summary

Corrected item-total Cronbach’s

Construct . Interpretation
correlation range alpha
Banking Service Quality (X1) 0.608-0.724 0.612 Marginal
Financial Literacy (X2) 0.701-0.781 0.699 Approximately
acceptable
Trust (X3) 0.615-0.724 0.701 Acceptable
Financial Service Utilization 0.615-0.714 0.723 Acceptable

¥
Source: SPSS output reported, 2026.

Across the source output, corrected item-total correlations ranged from 0.608 to 0.781
and exceeded the 0.30 criterion used in the manuscript. This evidence supports retention
of the displayed items at the item level but does not by itself establish convergent or
discriminant validity between constructs. Banking service quality showed marginal
internal consistency (Cronbach’s alpha = 0.612); financial literacy (0.699), trust (0.701),
and financial service utilization (0.723) were approximately acceptable. Because the
source tables use inconsistent codes for one financial-literacy indicator, the final
manuscript reports construct-level ranges rather than asserting an unverified item code.
Interpretation of the banking-service-quality coefficient should consequently remain
cautious.

4.1.3. Residual Normality
Figure 1. Normal P-P Plot of Standardized Regression Residuals

Normal P-P Plot of Regression Standardized Residual

Dependent Variable: Y
1,0

0,8

0,6

Expected Cum Prob

0,2 4

0,0 0,2 0,4 0,6 0,8 1,0
Observed Cum Prob

Source: SPSS output reported, 2026.

Normality was evaluated for the standardized regression residuals rather than for
each study variable. In Figure 1, the residual points lie generally close to the diagonal line,
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providing visual support for approximate residual normality. This diagnostic alone does
not demonstrate that all regression assumptions were satisfied.

4.1.4. Multicollinearity
Table 4. Multicollinearity Diagnostics

Independent variable Tolerance VIF Conclusion

Banking Service Quality 0.913 1.095 No problematic indication
Financial Literacy 0.976 1.024 No problematic indication
Trust 0.894 1.118 No problematic indication

Source: SPSS output reported, 2026.

Tolerance values ranged from 0.894 to 0.976 and VIF values ranged from 1.024 to
1.118. On the criteria used in the manuscript, these values do not indicate problematic
multicollinearity among banking service quality, financial literacy, and trust. This
conclusion is limited to collinearity among predictors and should not be interpreted as
evidence that every regression assumption was verified.

4.1.5. Multiple Regression and Hypothesis Tests
Table 5. Multiple Linear Regression Results

Model term B Std. Error Beta t p
Constant 4.446 2.549 — 1.744 0.084
Banking Service Quality 0.437 0.093 0.421 4.704 <0.001
Financial Literacy 0.146 0.071 0.176 2.036 0.045
Trust 0.221 0.094 0.213 2.352 0.021

Source: SPSS output reported, 2026.

The estimated regression equation was: Financial Service Utilization = 4.446 +
0.437(Banking Service Quality) + 0.146(Financial Literacy) + 0.221(Trust). Because a
value of zero falls outside the observed ranges of the predictors, the intercept has limited
substantive interpretation. The unstandardized coefficients represent score-unit changes
and are not percentages.

All three predictors had positive regression coefficients and were statistically
significant at the 5% level. The standardized associations were strongest for banking
service quality (f = 0.421), followed by trust (f = 0.213) and financial literacy (§ = 0.176).
The financial-literacy result was closest to the 0.05 significance threshold (p = 0.045).

Table 6. Coefficient of Determination

Model R R Square Adjusted R Square Std. Error of Estimate
1 0.572 0.327 0.305 1.15387

Source: SPSS output reported, 2026.

The model explained 32.7% of the variance in financial service utilization (R? =
0.327), with adjusted R? = 0.305. On the unadjusted R? scale, 67.3% of the observed
variance was not accounted for by the three-predictor model. Potentially relevant omitted
factors include age, education, income, occupation, digital experience, network quality,
transaction costs, product needs, and other customer characteristics. The explained
variance should not be interpreted as evidence of causal strength.

Table 7. Overall F Test

Source Sum of Squares df Mean Square F P
Regression 59.467 3 19.822 14.888 <0.001
Residual 122.491 92 1.331

Total 181.958 95

Source: SPSS output reported, 2026.
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The overall regression model was statistically significant, F(3, 92) = 14.888, p <
0.001. This result indicates that the model containing the three predictors explained more
variation in financial service utilization than an intercept-only model. It does not imply
that all predictors must be significant individually; individual contributions are evaluated
from the regression coefficients in Table 5.

Table 8. Summary of Hypothesis Tests

Hypothesis  Relationship tested Statistic p Decision
Banking Service Quality — Financial _

H1 Service Utilization B =0.421 <0.001 Supported
Financial Literacy — Financial Service _

H2 Utilization B=0.176 0.045 Supported

H3 Trust — Financial Service Utilization =0.213 0.021 Supported

Ha KLP, LK, and KP jointly — Financial F = 14.888 <0.001 Supported

Service Utilization
Source: SPSS output reported, 2026.

All four hypotheses were supported by the reported statistical tests. These results
describe associations among existing customers who already had formal access to banking
services. They do not demonstrate that the predictors caused greater financial inclusion,
nor do they confirm the Theory of Planned Behavior because its core constructs were not
measured in the model.

4.2 Discussion

4.2.1. Banking Service Quality and Financial Service Utilization

Banking service quality showed the strongest positive standardized association with
financial service utilization. Reliability, responsiveness, assurance, empathy, and tangible
aspects of service can shape the effort required to complete transactions and the overall
convenience of using banking products. The result is consistent with Astohar et al., (2022)
and Zai et al., (2024), which link technology-enabled financial services with financial
inclusion or access, and it aligns with Hijazi (2022), who emphasizes convenience,
security, reliability, and value in mobile-banking evaluations. Alvira et al, (2025),
however, reported a nonsignificant relationship between service quality and financial
inclusion in a QRIS context, showing that the strength of the association can vary across
settings and measures.

The present finding should be interpreted specifically as a relationship with utilization
among customers who already have formal access. It does not demonstrate extension of
access to previously unserved groups. The measured construct is also broader than digital
service quality because the indicators include branch-related service dimensions. In
addition, the marginal reliability of the banking-service-quality scale (« = 0.612) limits
precision and requires caution when interpreting the comparatively large coefficient.
Reverse direction is also plausible: customers who use services more frequently may have
more opportunities to form favorable service evaluations.

4.2.2. Financial Literacy and Financial Service Utilization
Financial literacy was positively associated with financial service utilization, but its
standardized relationship was the weakest of the three predictors. The label financial
literacy 1s appropriate because the instrument measures knowledge, product
understanding, financial management, and decision capability rather than participation
in a specific education program. Such capabilities can help customers evaluate benefits,
costs, risks, rights, and obligations, but knowledge may not translate directly into service
use when product need, income, access conditions, transaction costs, and digital
experience differ across customers.

This result is consistent with Fanta and Mutsonziwa (2021) and Salsabila and Amri
(2025), who link financial literacy with financial inclusion. Kaiser ef al., (2022) show that
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financial education can improve knowledge and downstream behavior, while Jonker and
Kosse (2022) stress the importance of financial capability for benefiting from digital
services without neglecting risk. Because the design is cross-sectional, reverse causality
remains possible: more intensive service use may itself increase customers’ product
knowledge and financial experience.

4.2.3. Trust and Financial Service Utilization

Trust was positively associated with financial service utilization. Banking transactions
require customers to place funds and personal information under institutional control,
making perceived integrity, competence, transaction security, data confidentiality, and
service reliability relevant to continued use. In digital settings, where direct human
interaction is reduced, institutional reputation, system stability, transparency, and the
capacity to resolve failed transactions become especially important mechanisms for
reducing perceived uncertainty.

The finding is consistent with Siregar et al., (2025), who identify trust as important in
formal and digital financial-service participation. Nguyen et al., (2022) similarly link
reputation and lower perceived risk with mobile-banking trust, and Jaftri ef al., (2024)
emphasize security in fintech adoption. Melnyk (2023) describes the shift in trust
formation from face-to-face relationships toward technology performance, institutional
reputation, user experience, and communication transparency. In the Bank Muamalat
setting, perceived Sharia compliance could also be relevant if it were explicitly measured,
but the present instrument does not provide evidence to treat it as an empirical component
of trust. Reverse direction again remains plausible because repeated problem-free use may
strengthen trust.

4.2.4. Overall Model and Contribution

Taken together, banking service quality, financial literacy, and trust formed a statistically
significant model of financial service utilization. The three constructs capture different
parts of the customer experience: service quality reflects interaction with the bank,
financial literacy reflects the capability to understand and choose products, and trust
reflects confidence in relying on the institution. Their joint significance therefore supports
a multidimensional view of post-access utilization rather than a single-factor explanation.
The model nevertheless explained only 32.7% of the observed variance. A substantial
proportion of utilization is therefore associated with factors not included in the model,
potentially including demographics, digital experience, network quality, transaction
costs, product needs, and relationships with other banks. Because all constructs were
measured by self-report from the same respondents at the same time, common-method
bias is also possible, and the absence of demographic controls raises the possibility of
omitted-variable bias. The study’s contribution is thus primarily conceptual and
contextual: it distinguishes access from utilization and shows how service quality,
financial literacy, and trust are associated with utilization within a single Islamic-bank
branch without overstating causal inference.

5. Conclusion
This study examined variation in financial service utilization among active customers of
PT Bank Muamalat Indonesia, Makassar Branch, who already used digital banking
services. Using a cross-sectional survey of 96 purposively selected customers and multiple
linear regression, the study found positive associations of banking service quality,
financial literacy, and trust with financial service utilization, both individually and jointly.
Banking service quality had the strongest standardized association, followed by trust and
financial literacy. The results concern variation in use among formally included customers
rather than expansion of access to previously unserved populations.

The theoretical contribution lies in distinguishing initial access to formal finance from
post-access utilization and in treating service experience, financial capability, and
institutional trust as conceptually distinct correlates of utilization. The findings do not
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confirm the Theory of Planned Behavior because attitude, subjective norm, perceived
behavioral control, and behavioral intention were not measured or modeled. For Bank
Muamalat, the results support managerial attention to reliable and responsive service
delivery, clear product information, transaction security, data protection, transparency,
and effective complaint resolution. Financial learning initiatives should be practical and
linked directly to product features, transaction procedures, and digital risks. These
recommendations are framed as evidence-informed managerial priorities rather than
causal claims that any single intervention will necessarily increase utilization.

The study is limited by its cross-sectional design, purposive sampling within a single
branch, reliance on self-reported perceptions collected from the same source and time,
and the marginal internal consistency of the banking-service-quality measure. These
conditions limit generalizability, prevent causal ordering, and leave room for reverse
causality, common-method bias, and omitted-variable bias. Future research should use
longitudinal designs, probability-based or multi-branch samples, objective transaction-use
indicators, and demographic controls including age, education, income, occupation,
digital experience, and network quality. Future studies focusing specifically on digital
service quality should use indicators designed for digital channels, while tests of the
Theory of Planned Behavior should directly measure its original constructs and the
mediating role of behavioral intention
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