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Abstract

Objective

The adoption of artificial intelligence (Al) in the banking industry, along with the factors
influencing its acceptance, has emerged as a key driver of customers’ intentions to use
omnichannel services, promising a significant transformation in financial service
delivery. This transformation not only enhances customer experience but also enables
banks to strengthen their competitive position through the provision of innovative and
efficient services. Consequently, the future of the banking industry, supported by Al
technologies, appears more dynamic and promising than ever before. Accordingly, the
present study aims to explain the role of Al acceptance factors in shaping perceived
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quality and customers’ intentions toward the continued use of omnichannel services in the
banking industry, while considering the moderating role of relationship proneness.

Methodology

This study is positivist in terms of paradigm, deductive in terms of research strategy,
cross-sectional in terms of time, applied in terms of purpose, and descriptive in terms of
method. The statistical population of this study is the customers of banks in Isfahan who
have used various service delivery channels at least once. Using the Cochran formula,
400 people were selected. Data were collected using a structured questionnaire. The
measurement items for perceived usefulness, perceived ease of use, and perceived
enjoyment were adapted from Hassan et al. (2023). Items measuring perceived
performance and perceived sociability were adopted from Pais (2019), while perceived
quality items were derived from Kabadayi, Carlson, O’Cass, and Ahrholdt (2017). The
items related to intention to continue using omnichannel services were adapted from Lee
and Kim (2021), and the relationship proneness scale was adopted from Gao et al. (2022).
The validity of the instrument was assessed through content and construct validity, while
reliability was evaluated using Cronbach’s alpha, factor loadings, and composite
reliability. Structural equation modeling (SEM) was employed for data analysis using
SPSS 25 and SmartPLS 3.0 software.

Findings

The results of structural equations show that perceived usefulness, ease of use,
enjoyment, performance, and sociability have a positive and significant effect on
perceived quality. Perceived quality has a positive and significant impact on satisfaction,
and satisfaction has a positive and significant effect on the intention to continue using the
omnichannel. Relationship orientation was found to moderate the relationship between
customer satisfaction and the intention to continuously use omnichannel services.

Conclusion

The banking industry should focus on optimizing the factors of usefulness, ease of use,
enjoyment, and performance of artificial intelligence to improve perceived quality and
customer satisfaction, and thus have a positive effect on the intention to use omnichannel.
In addition, paying attention to customers' relationship orientation can help strengthen the
intention to continue using these channels and lead to creating a unique experience in
financial interactions. In this regard, banks need to continuously review and improve their
services and utilize customer feedback to establish their position in a competitive market
and be recognized as leaders in providing smart financial services.

Keywords: Artificial intelligence acceptance, Omnichannel banking, Perceived quality, Continuous
usage intention, Relationship proneness.
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