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Abstract

This study investigates the determinants of adoption and sustained usage of the MyAccount digital
financial service in the Kurdistan Region of Iraq, focusing on digital literacy, trust, financial control, and
socio-demographic factors. Despite widespread efforts to promote Government-to-Person (G2P) digital
payment systems, low engagement and cash-out behaviors remain persistent challenges in post-conflict,
low-trust environments. Using a quantitative survey approach, data were collected from a representative
sample of public sector employees, and analyzed through multivariate logistic and ordinal regression
models. The study identifies digital literacy, multi-dimensional trust in banks and government, and
individual financial control as key drivers of both initial registration and ongoing use of DFS, while socio-
demographic factors moderate these relationships. These findings highlight the need for targeted
interventions that combine skill development, trust-building, and promotion of financial agency to
enhance meaningful engagement with digital financial services. The study contributes to the literature by
integrating technical, behavioral, and institutional determinants of DFS adoption in a post-conflict context,

offering insights for both theory and policy in advancing financial inclusion initiatives.
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1. Introduction

Digital Financial Services (DFS) are a major driver of financial inclusion, which is one of the UN's
Sustainable Development Goals. The most recent World Bank Global Findex data shows that 1.4 billion
adults still do not have bank accounts, with a large number of them living in developing economies (World
Bank Group, 2022). This shows how important it is to find scalable financial solutions. (El Amrietal., 2021).
The literature presents a strong consensus that DFS improves economic transparency, reduces transaction
costs, and facilitates access to crucial financial products such as credit, savings, and insurance for
marginalized groups (Patwardhan, 2018; Suhrab et al., 2024). Utilizing digital technology, these services
can efficiently reach low-income demographics, thereby fostering financial stability and enhancing
economic empowerment (Kapoor, 2024; Perlman, 2018). As a result, it has become very important for
policymakers and researchers to know what makes people use DFS.

However, there are a lot of problems that make it hard for DFS to live up to its promise, especially in
economies that are weak or have just come out of conflict. A strong reliance on cash-based transactions
makes it hard to switch to digital platforms because cash is still the default for everyday life (Longhurst &
Slater, 2022). T Alot of people don't trust the government or banks, which makes them even more skeptical
of new digital financial systems (Collins & Thiessen, 2020). On top of these problems is the ongoing digital
divide, which keeps many people from being able to fully participate because they don't have the right skills
or infrastructure (Werker & Sen, 2021). This terminates in a critical paradox: the very contexts that stand to
expansion the most from financial innovation are surely those where the socio-economic and institutional
obstacles to its implementation are most entrenched (Bond et al., 2023).

The Kurdistan Region of Iraq (KRI) is a very important example of these kinds of things. The Kurdistan
Regional Government's (KRG) "MyAccount” initiative, a large-scale project to digitize salary payments for
more than a million public employees, is set against an economy that is mostly made up of the public sector
and depends on cash. Previous studies have identified the project's primary goals: to modernize the
banking sector, improve financial inclusion, and facilitate payments in reaction to regional financial crises
(Al-Kawashi & Al-Barzanji, 2024). The research has qualitatively assessed the project’s potential and its
implementation issues, highlighting the need to cultivate institutional trust and tackle infrastructural
barriers (Muhammed et al., 2024). Although the project’s strategic objectives and structural obstacles are
well-described in the literature currently in publication, a detailed, quantitative examination of the
behavioral elements influencing adoption at the individual level is lacking. The socioeconomic and
behavioral factors that affect citizen registration and continued use of the "MyAccount" service, such as
digital literacy, trust, and financial practices, are experimentally tested in this study to fill this particular gap.
Even if the "MyAccount” project is a big step in the right direction, the Kurdistan Region still has disparities
in its uptake and efficient application. This draws attention to a significant gap in the literature: there is

insufficient empirical data to explain how individual-level elements such as financial behavior, institutional
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trust, digital competence, and demographics all work together to influence the uptake of this government-
led service. The main issue is that without a thorough, evidence-based grasp of the micro-level factors
influencing its success, officials are pushing a strategically important project. Since the precise obstacles
and enablers for its target population are still unknown, this knowledge gap poses a serious danger that the
project may fall short of its key goal of promoting deep and equitable financial inclusion.

This study directly tackles this gap by conducting the first thorough quantitative examination of
"MyAccount” adoption drivers. Our major goal is to go beyond anecdotal evidence by empirically
investigating the impact of digital literacy, trust, and user happiness on both initial registration and
continued usage of the service. To accomplish this, we first examine the demographic and socioeconomic
profiles of current users to provide an empirical baseline. We then look at the financial behavior patterns
associated with account usage and identify the major barriers to adoption among non-users. By rigorously
addressing these aims, this research presents a verified model of digital financial service adoption in a post-

conflict context, as well as policy-relevant insights.

2. Literature Review and Hypothesis Development
This section discusses the theoretical and empirical foundations of the investigation. It begins by setting the
study within well-established theories of technology adoption before focusing on how Digital Financial
Services (DFS), particularly Government-to-Person (G2P) payment systems, contribute to financial
inclusion. The literature on the three primary characteristics that drive DFS adoption—digital literacy,
trust, and financial behavior—is then thoroughly assessed before combining these research streams to

identify a critical research need and particular study hypotheses.

2.1. Theoretical Framework: Understanding Technology Adoption
This study is based on the foundational theories of technology acceptance from the information systems
(IS) discipline in order to comprehend the factors that influence the adoption of a new digital financial
system. The Technology Acceptance Model (TAM), put forward by Davis (1989), serves as the fundamental
paradigm in this field. According to TAM, two fundamental beliefs—Perceived Usefulness (PU), which is
defined as "the degree to which a person believes that using a particular system would enhance his or her
job performance,” and Perceived Ease of Use (PEOU), which is defined as the degree to which a person
believes that using a particular system would be free of effort—are the main determinants of an
individual's behavioral intention to use a technology (Wicaksono & Maharani, 2020). The model also states
that PEOU has a direct, positive impact on PU, suggesting that a system that is viewed as simple to use is
more likely to be deemed helpful. TAM's parsimoniousness and powerful explanatory power made it the
main and frequently proven model for forecasting consumer adoption across multiple technologies

(Oamen, 2023).
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Building on TAM and other well-known theories, Andwika et al. (2020) created the Unified Theory of
Acceptance and Use of Technology (UTAUT) to give a more complete and strong explanatory model.
UTAUT combines elements from eight key theories of technology adoption, such as TAM, the Theory of
Reasoned Action (TRA), and Innovation Diffusion Theory (IDT). The theory proposes four main direct
predictors of behavioral intention and usage behavior:

Effort Expectancy (the degree of easiness associated with system usage, similar to PEOU) (Putra &
Anggraeni, 2024), Effort Expectancy (the degree of ease associated with system use, akin to PEOU)
(Tambunan etal., 2024), Social Influence (the degree to which an individual perceives thatimportant others
believe they should use the system) (Rohmawati et al., 2024), and Facilitating Conditions (the degree to
which an individual believes an organizational and technical infrastructure exists to support system use)
(Nikolopoulos & Likothanassis, 2017). UTAUT has made substantial advances by include crucial
moderating variables such as age, gender, experience, and voluntariness of usage, all of which alter the
strength of the main associations. This integrated method enables UTAUT to account for up to 70% of the
variation in user intention, a significant improvement over previous models (Venkatesh et al., 2012).
Although the Unified Theory of Acceptance and Use of Technology (UTAUT) and the Technology
Acceptance Model (TAM) have been fundamental in the study of technology adoption, their suitability in
unstable and non-Western contexts has come under growing scrutiny. According to critics, these models
frequently overlook important external factors like trust, cultural norms, and institutional quality, all of
which are crucial in low-trust situations where decision-making procedures diverge greatly from those in
stable settings (Malatji et al., 2020; Seuwou et al., 2017).

While TAM has progressed and is widely used in a variety of domains, including e-commerce and
education, its limits in capturing the intricacies of user interactions in many cultural situations have been
identified (Al-Emran & Grani¢, 2021; Gupta et al, 2022). Furthermore, the necessity for changes to
incorporate these external elements is stressed, implying that a more nuanced approach is required to
improve the usefulness of TAM and UTAUT in fragile environments (Lim, 2018). This study takes place in
the Kurdistan Region of Iraq, a post-conflict country where, according to the literature on conflict
economies, "trust is one of the casualties of civil war.” Applying a model that implicitly implies institutional
stability and trustin an environment defined by their historical absence results in a considerable theoretical
incongruity.

In a post-conflict environment, a user's appraisal of a system's performance or effort anticipation is likely
filtered through, and perhaps undermined, by their underlying trust in the institutions that promote it. As a
result, this study argues for a necessary contextual extension of the UTAUT framework, supplementing its
fundamental categories with factors that capture the distinct sociopolitical and behavioral realities of a
post-conflict scenario. This study specifically incorporates a multidimensional definition of trust and

context-specific financial behaviors as key factors of DFS adoption.
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2.2. Digital Financial Services (DFS) as a Tool for Financial Inclusion
Digital financial services (DFS) are increasingly regarded as critical to improving financial inclusion in
emerging markets and developing economies (EMDEs), as indicated by consensus among institutions such
as the World Bank and IMF. DFS efficiently addresses barriers such as geographical distance and high fees,
allowing unbanked individuals to have access to important financial services such as savings, credit, and
insurance (Ingale, 2025; Duduetal., 2024). Mobile banking, in particular, has shown considerable potential
for expanding financial access, with successful examples such as M-Pesa in Africa demonstrating its
revolutionary influence (Chu, 2018). Furthermore, digital payment platforms ease transactions while
simultaneously promoting financial literacy, allowing consumers to better manage their funds (Duduetal.,
2024). However, issues such as digital literacy and regulatory constraints must be solved in order to fully
realize the benefits of DFS (Siddik & Kabiraj, 2020).
Government-to-person (G2P) payment systems have developed as a critical component of the larger digital
financial services (DFS) ecosystem, particularly for promoting large-scale financial inclusion. Governments
hope that digitizing the distribution of public sector salaries, pensions, and social benefits will improve
administrative efficiency, minimize corruption, and boost transparency when compared to traditional cash-
based approaches (Bold et al., 2012; Klapper & Singer, 2017). Importantly, G2P systems frequently serve
as an initial "on-ramp" to the formal financial sector, as for many recipients in poor countries, the account
set up to receive government payments is their first direct encounter with a financial institution (Bold etal.,
2012).
Evidence suggests that indicates that by making transactions safer, more dependable, and transparent,
digital payments not only increase accessibility and security but also promote financial inclusion, especially
for low-income households and women, who are particularly susceptible (Nayak et al, 2025). By
guaranteeing constant and verifiable access to cash, integrating G2P systems with social safety programs
has also been demonstrated to improve family resilience and decrease economic vulnerability (Dancey,
2013). These results demonstrate how social welfare and financial inclusion goals are convergent, with G2P
platforms serving as social safety nets and financial infrastructure (Klapper & Singer, 2017).
In the Kurdistan region, the government's attempt to digitize public sector wage payments through the My
Account project mirrors this worldwide trend, establishing digital G2P networks as a cornerstone of
economic modernization and anti-corruption reform. While such programs are promising, their success is
dependent on addressing problems such as digital literacy, trust, and infrastructural deficiencies, all of
which continue to be impediments to long-term financial inclusion. Addressing these restrictions is critical
to ensuring that G2P systems not only give account access, but also allow for active and meaningful
engagement in the digital financial ecosystem.
The "on-ramp" metaphor in government-to-person (G2P) payment systems emphasizes the significance of

digital transfers in introducing users to formal financial services, but it frequently overlooks the difficulty of
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continuous involvement. Many recipients take their full transfer in cash shortly after receipt, leaving
accounts dormant and undercutting the overall policy goal of financial inclusion (Zimmerman & Holmes,
2012). This "cash-out” tendency indicates that G2P platforms are typically used as a last-mile delivery route
rather than a doorway to further financial engagement. Persistent constraints, such as low digital literacy,
low faith in financial institutions, and a lack of access to enabling technologies, impede long-term adoption,
particularly among disadvantaged people (Mabhardika, 2025). To address these hurdles, the focus must
change from easy access to active and meaningful usage, highlighting the necessity of understanding the

factors that influence both initial adoption and long-term involvement.

2.3. Key Determinants of DFS Adoption: An Integrated Model

2.3.1. Digital Literacy and Perceived Ease of Use
A key finding in technology adoption literature is that individuals' perceptions of a system's ease of use
(PEOU) are heavily influenced by their digital literacy, which is defined as their prior abilities and
confidence in using technology. Research repeatedly shows a significant positive link between digital
literacy and PEOU, with better literacy lowering cognitive effort required to traverse new systems and
improving confidence in successful usage (Bérekci & Celik, 2024; Huang et al., 2020). This link is crucial in
the Technology Acceptance Model (TAM), as PEOU, together with perceived utility (PU), has a directimpact
on intentions to embrace technology (Dhingra & Mudgal, 2019; Or, 2024).
Individuals with sophisticated digital abilities, such as university students, are more likely to perceive Al
products as both simple to use and valuable, increasing their propensity to engage with such technologies
(Borekci & Celik, 2024). Improving digital literacy thus appears as a strategic facilitator for promoting long-
term technology adoption across a variety of sectors, including education and financial services (Yuliani et
al., 2024). In a setting like the Kurdistan Region, where formal digital education may be inconsistent,
practical expertise and self-efficacy are critical. As a result, this study operationalizes digital literacy using a
self-reported measure of comfort when using a digital account, which serves as a direct surrogate for this
sense of confidence and perceived ease. Based on this known theoretical link, we suggest our initial
hypothesis.
H1: Higher levels of Digital Literacy (comfort) will be positively associated with (a) the likelihood of My
Account registration and (b) the frequency of its use.

2.3.2. The Multi-Dimensional Role of Trust
The basis of financial connections is trust, which is even more essential in the FinTech industry since
transactions there are virtual and mediated by intricate, sometimes opaque technology. According to
Bahmanziari et al. (2003), trust serves as a heuristic in risky and unclear situations, enabling people to take

a "leap of faith” without all the facts. Trust has long been highlighted in the literature on information
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systems (IS) as a critical component of technology adoption, influencing both the initial embrace and
continued use.

Alongside perceived utility and perceived ease of use in technology acceptance frameworks, empirical
research demonstrates that trust has a major impact on behavioral intentions to embrace FinTech
(Sarassina, 2022). It has been demonstrated that elements like institutional competency and senior
management support increase confidence at the organizational level, which makes adoption among
financial institutions easier (Grandhi et al., 2022). The relevance of trust in promoting user confidence and
engagement with digital financial systems is highlighted by more recent extensions of adoption models,
including UTAUT2, which further show that trust influences both intentions and actual usage behavior
(Amnas et al., 2023). Collectively, these results demonstrate that building trust is a key strategy for
guaranteeing FinTech uptake and long-term viability rather than a side issue.

Itis often acknowledged that trust in information systems (IS) is a complex concept that is essential to user
acceptance, especially in projects like the MyAccount project where trust must be shared across several
domains. Trust in the technology itself, trust in the service provider, and faith in the institutional
environment that regulates the transaction are the three main objects of trust that are distinguished by
seminal IS research (S6llner, 2020). In the context of MyAccount, where users must simultaneously assess
their trustin the governmentthatregulates and controls the program and the commercial banks that handle
their cash, this dichotomy is quite pertinent (Oksiizetal., 2016). Users' propensity to embrace and continue
using digital accounts is influenced by their views of risks, especially those pertaining to data security and
institutional legitimacy. Building user confidence in digital financial services thus necessitates addressing
broader institutional and relational trust in addition to assessing technology functionality in order to
comprehend adoption dynamics in the My Account initiative.

With regard to the historical legacies of instability, conflict, and corruption, restoring trust in public
institutions—especially banks—is a crucial problem in post-conflict communities. According to empirical
research, under these kinds of situations, people’s trust in governmentinstitutions frequently erodes, which
is made worse by feelings of inefficiency or corruption as well as economic instability (Affairs & Perry,
2021). Implementing government-mandated digital financial systems is made more difficult by this decline
in trust since these efforts have to overcome ingrained distrust among the populace. State-led systems are
faced with the dilemma of depending on institutions that may have a substantial trust deficit themselves,
in contrast to private FinTech companies that may build confidence from a reasonably neutral baseline (Ari
etal,2023).

This conflictis best illustrated by the MyAccount program in Iraq, where systemic mistrust of government
institutions leads to wider adoption issues while personal experiences may influence trust in private banks.
Rebuilding confidence can be greatly aided by initiatives that prioritize open governance, accountability,

and accessible financial services, as demonstrated by comparative data from situations like post-crisis
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Iceland (Bryant et al.,, 2014). Therefore, assessing trust in the government enforcing the system as well as
the banks managing accounts is crucial to comprehending adoption patterns in post-conflict communities.
H2: Higher levels of Trust in (a) Banks and (b) the Government will be positively associated with the
likelihood of MyAccount registration and the frequency of its use.

2.3.3. Financial Behavior and Attitudinal Factors

While digital literacy describes an individual's technical capacity to use financial systems, it does not
account for the deeper psychological characteristics that influence financial actions. According to findings
from behavioral economics and financial capability research, psychological factors, cognitive biases, and
heuristics all have a significant impact on decision-making (Peén & Antelo, 2021). Locus of control is a
particularly important quality since it represents how much people believe they can influence their own
lives.

Empirical data shows that having an internal locus of control is substantially connected with proactive
money management behaviors such as planning, saving, and practicing self-control in spending (Chandra
& Pamungkas, 2023). According to studies, locus of control interacts with financial literacy and attitudes,
often acting as an intervening variable to amplify the effect of these characteristics on financial behavior,
however its direct influence may differ among situations (Sri Ayuni et al., 2024). These findings highlight
the necessity of including psychological dimensions, as well as financial and digital literacy, when
examining the factors influencing financial decision-making in both traditional and digital financial
environments.

The adoption and active usage of digital financial services (DFS), such as MyAccount, represent a move
from passive cash management to proactive financial engagement, requiring users to check balances,
schedule payments, and interface with formal financial systems (Muhammed et al., 2024). According to
research, people who feel in control of their finances are more likely to use these tools because they
correspond with their proactive mindset. Perceived service features like as utility and simplicity of use also
influence adoption, with users in money-oriented cultures more likely to engage with DFS when interfaces
are user-friendly (Neves et al., 2023).

Digital financial literacy is also important, with traits like financial self-efficacy and confidence increasing
the likelihood of using new financial instruments (Jose & Ghosh, 2024). While broad measurements of
financial competence can have weak associations with FinTech adoption, focusing on the specialized
psychological concept of financial control provides a more theoretically sound explanation for user
involvement. These findings emphasize the role of psychological qualities and perceived DFS attributes in
creating engaged, knowledgeable financial behaviors among users.

H3: A stronger sense of Financial Control will be positively associated with (a) the likelihood of MyAccount

registration and (b) the frequency of its use.
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2.3.4. Socio-Demographic Factors and the Digital Divide
The digital gap is a well-documented phenomena that reflects the unequal distribution of access to and use
of digital technologies among socioeconomic categories. Meta-analyses repeatedly reveal that age,
education, and income are strong determinants of technology adoption, with younger, more educated, and
higher-income people adopting digital advances earlier and more frequently (Feng et al., 2019; Hustad et
al., 2019). These elements frequently serve as proxies for underlying resources such as economic capital,
human capital, and social capital, which influence both access to and effective use of technology
(Oktavianoor et al., 2020). Infrastructure limits, language obstacles, and a lack of digital skills all increase
inequality in rural settings, as proven by studies of villages with limited internet connectivity and low
English literacy. The COVID-19 pandemic has emphasized and increased these disparities, particularly in
sectors like digital health, where underprivileged communities face persisting challenges due to limited
bandwidth and device access (Kan et al., 2024).
While this study focuses on major explanatory variables such as Digital Literacy and Financial Control,
socio-demographic factors such as education and income must also be included, as they have well-
established implications on technology adoption. Controlling for these variables enables the model to
isolate the distinct contributions of psychological and skill-based determinants of digital financial service
adoption, ensuring that observed effects reflect interest mechanisms rather than confounding background
variables (Hustad et al., 2019). Addressing the digital divide necessitates a multimodal approach that
includes policy initiatives, training programs, and design enhancements to provide equitable access and
meaningful involvement in all areas.
H4: Socio-demographic factors, specifically higher (a) Education and (b) Income, will be positively
associated with the likelihood of MyAccount registration and the frequency of its use.

2.4. Synthesis and Hypothesis Development
The preceding review draws on numerous sources of literature to create a complete framework for
analyzing Digital Financial Services (DFS) uptake in the Kurdistan Region. Foundational technology
adoption models, such as the Technology Acceptance Model (TAM) and the Unified Theory of Acceptance
and Use of Technology (UTAUT), provide strong explanatory power, but they must be contextualized for
post-conflict, low-trust environments (Malatji et al., 2020; Venkatesh et al., 2012). In particular, these
models frequently miss institutional fragility, historical grievances, and trust deficits, all of which have a
significant impact on users' views and adoption behaviors in situations such as Iraq (Lim, 2018; Seuwou et
al., 2017).
Government-to-person (G2P) payment systems are a critical method for increasing financial inclusion by
connecting consumers to formal financial services. While these systems can expand account access, data
suggests that many receivers only participate minimally, with "cash-out" behaviors reducing the intended

benefits of digital inclusion (Adelaja et al., 2024; Dudu et al., 2024). As a result, adoption is dependent not
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only on initial access but also on ongoing engagement, which is mediated by a combination of digital
literacy, trust, and psychological variables.
Digital literacy improves perceived ease of use (PEOU) and confidence in navigating DFS, facilitating uptake
and continued usage (Borekci & Celik, 2024; Huang et al., 2020; Yuliani et al,, 2024). Trust influences both
initial acceptance and continued participation, including faith in banks, government institutions, and
technology (Arietal., 2023; Oksiiz et al., 2016; SélIner, 2020). Furthermore, psychological qualities such as
financial control, locus of control, and self-efficacy influence proactive financial behaviors such as checking
balances, planning payments, and using DFS tools (Chandra & Pamungkas, 2023; Jose & Ghosh, 2024;
Walsh & Lim, 2020). All of these characteristics give a comprehensive understanding of DFS adoption,
bridging the gap between access, behavioral engagement, and contextual restrictions.
Despite considerable literature in each sector, a research gap persists: few studies investigate the interaction
of digital literacy, dual-level trust, and financial management in post-conflict, cash-dominant economies
under government-mandated DFS programs. The Kurdistan Region, with its top-down push for
digitalization amidst historical institutional distrust and infrastructure constraints, presents an ideal venue
for studying these processes. Drawing on the theoretical and empirical insights gathered, this study posits
that digital literacy, multidimensional trust, financial control, and socio-demographic characteristics all
influence the likelihood of MyAccount registration and subsequent frequency of use.
Based on the logical arguments developed throughout this review, this study will empirically test the
following hypotheses, which are presented as the necessary next step in the research conversation:
H1: Individuals with higher levels of digital literacy are more likely to (a) register for MyAccount and (b) use
it more frequently.
H2: Individuals with higher levels of trust in (a) banks and (b) the government are more likely to register
for MyAccount and use it more frequently.
H3: Individuals with a stronger sense of financial control are more likely to (a) register for MyAccount and
(b) use it more frequently.
H4: Individuals with higher levels of (a) education and (b) income are more likely to register for MyAccount
and use it more frequently.

3. Materials and Methods
This section describes the research methodology, study setting, data collection processes, variables, and
statistical analysis, as well as how Digital Financial Services (DFS) adoption was empirically explored in
Iraq's Kurdistan Region via the MyAccount project.

3.1. Research Design and Setting
This study used a quantitative, cross-sectional research approach to determine the factors influencing
MyAccount registration and frequency of use. The backdrop was Iraq's Kurdistan Region, a post-conflict

zone with low institutional trust and a recent government push to automate public sector salary payments.
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The cross-sectional survey approach was used to provide a picture of DFS adoption habits and attitudes,
with a focus on digital literacy, trust in banks and the government, financial control, and socio-demographic
factors. The study follows ethical guidelines, ensuring that all respondents participate voluntarily,
anonymously, and with informed consent.
3.2. Participants and Sampling

The target population included public-sector employees and other eligible beneficiaries of the MyAccount
services. A stratified random sampling technique was used to ensure balanced representation across major
demographic groups such as gender, age, education, and income. A total of 250 individuals were surveyed,
of whom 215 (86%) reported MyAccount registration. This sample size is considered statistically adequate
for regression-based analysis. Following Tabachnick & Fidell (2007) guideline of N >50 + 8m for regression
models, and supported by a priori power analysis, the achieved sample provides sufficient power to detect
medium effect sizes and is consistent with sample sizes used in similar digital financial services studies in
developing economies.

3.3.Data Collection Instruments
Data were collected using a structured questionnaire consisting of four main sections:
1. Socio-demographic information: Gender, age, marital status, education, income, occupation, and
residence.
2. Digital literacy and account comfort: Self-reported comfort using MyAccount, rated on a 5-point
Likert scale from "Strongly Disagree” (1) to "Strongly Agree"” (5).
3. Trust and satisfaction measures: Multi-dimensional trust, including trust in banks and
government transactions, along with satisfaction with banking services.
4. Financial behavior and control: Measures of financial control and proactive financial behavior,
such as monitoring balances and planning payments.
The questionnaire was pre-tested on a small pilot sample to ensure clarity, reliability, and relevance of the

items. Cronbach’s alpha for key scales exceeded 0.80, confirming internal consistency.

3.4.Scope and Generalizability
The study specifically focuses on public-sector employees in the Kurdistan Region of Iraq, reflecting the
government’s emphasis on automating salary payments in this sector. This targeted scope provides
valuable insights into adoption patterns in a regulated, post-conflict environment. However, the findings
may not be directly generalizable to employees in the private sector or informal economy, where
institutional pressures, organizational culture, and digital service access differ significantly. Future research

is encouraged to extend this analysis to broader employment groups for comparative insights.
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3.5. Variables

1. Dependent Variables:
®  MyAccount Registration (binary: 1=Registered, 0=Not Registered)
® Frequency of Use (ordinal: 1=low use to K=high use)
2. Independent Variables:
®  Digital Literacy /' Comfort Using Account (ordinal, Likert 1-5)
®  TJrustin Bank (ordinal, Likert 1-5)
®  Trustin Government Transactions (ordinal, Likert 1-5)
®  Financial Contro/ (ordinal, Likert 1-5)

®  Sarisfaction with Banking Services (ordinal, Likert 1-5)

3. Control Variables:

®  Gender, Age, Marital Status, Education Level, Monthly Income, Occupation, and Residence

3.6. Statistical Analysis
All analyses were conducted using Python codes in Google Colab enjoyment. Data cleaning included
checking for missing values, outliers, and consistency of coding. Descriptive statistics summarized the
distribution of socio-demographic characteristics, DFS adoption, and behavioral measures (Tables 1 and 2).
Spearman correlation analyses examined relationships among trust, financial control, and satisfaction
measures (Table 3). Multicollinearity was assessed using Variance Inflation Factor (VIF) checks (Table 7),
confirming all predictors fell within acceptable limits (VIF < 2).

3.6.1. Binary Logistic Regression Models
Binary logistic regression was applied to predict the likelihood of MyAccount registration:

Focal-constructs model:

log (1 pip ) = Lo+ 1 Security; + [, TrustBank; + B3 Access; + [B4 PrefCash;
— Vi

+ Bs TrustGov; + P Satisf; + [ FinCtrl; + [g Recommend;.

Integrated model with demographics:

log (1 fip) = ay + a; Comfort; + @ TrustBank; + a3 TrustGov; + 8 Demo;,
where D@IMO; represents coded demographic variables. Coefficients were interpreted as odds ratios, and
model fit was evaluated via -2 Log-Likelihood, Cox & Snell R?, and Nagelkerke R? (Tables 4 and 5).

3.6.2. Ordinal Logistic Regression Models

To analyze the frequency of MyAccount use, proportional-odds cumulative logit models were fitted:
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Pr (" < k)
Pr (v, > k)

=T, — ()/1 Comfort; + Y5 TrustBank; + Y3 TrustGov; + V4 Satisfi); k
=1,..,K—1.

For moderation analysis, interactions between key predictors and demographics were included:

Pr (" < k)
Pr (v, > k)

log

log

= Nk
— (8, Comfort; + O, TrustBank; + q)TDemoi + lllT [Comfor; © Mod;]
+ (A)T[TrustBanki O Mod,]), k=1,..,K—1.

The moderation model assessed whether the effects of Comfort and TrustBank on usage varied by gender,
age, or education (Table 8). Non-significant interaction terms indicated that the positive effects of digital
literacy and trust were consistent across demographic groups.
3.6.3. Model Diagnostics and Validation
All regression models were checked for multicollinearity using VIF, which confirmed acceptable predictor
independence (VIF <2). Model fitwas evaluated using likelihood-ratio chi-square tests, pseudo-R? statistics,
and Wald tests for individual coefficients. Assumptions for the ordinal logistic models, including the
proportional-odds assumption, were tested using parallel-lines tests and satisfied for all key predictors.
3.7. Ethical Considerations
This research adhered to ethical guidelines for survey-based studies. Participation was entirely voluntary,
and informed consent was obtained prior to completing the questionnaire. Respondents were assured of
the confidentiality and anonymity of their data, and all responses were used strictly for academic and
research purposes. Data storage and analysis followed secure digital practices to maintain integrity and

prevent unauthorized access.
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4. Results

4.1. Socio-Demographic Characteristics of Respondents
Table 1 presents the descriptive statistics of the respondents’ socio-demographic characteristics. The
majority of participants (86.0%) reported having registered for MyAccount, while only 14.0% had not
registered, indicating a high adoption rate of the digital financial service within the sample.
Gender distribution exhibits a predominance of male participants (81.2%), with females comprising 18.8%
of the sample, reflecting either the gender composition of the target population or higher male engagement
with MyAccount services. The age profile indicates that most respondents were aged between 25 and 34
years (41.2%), followed by 35—44 years (26.8%), under 25 years (19.2%), 45—54 years (10.0%), and 55
years and above (2.8%), suggesting that young and early middle-aged adults are the primary users of
MyAccount.
Regarding marital status, married respondents comprised the majority (60.0%), while singles accounted for
34.0%, and other categories accounted for 6.0%. Education levels were skewed toward higher education,
with nearly half of respondents holding a bachelor’s degree (49.2%), followed by diploma holders (23.2%),
secondary education (16.8%), and postgraduate degrees (10.8%). The monthly income distribution shows
that most respondents earn between 500,000 and 750,000 IQD (37.2%), followed by those earning less
than 500,000 IQD (34.0%), between 750,001 and 1,000,000 1QD (18.0%), and above 1,000,000 IQD
(10.8%). This indicates a moderate-income profile for the majority of MyAccount users.
Table 1. Descriptive Statistics of Socio Demographic Questions

Variable Response Category Frequency Percentage (%)
Yes 215 86.0
MyAccount Registered
No 35 14.0
Male 203 81.2
Gender
Female 47 18.8
Under 25 48 19.2
25-34 103 41.2
Age 35-44 67 26.8
45-54 25 10.0
55+ 7 2.8
Single 85 34.0
Marital Status Married 150 60.0
Other 15 6.0
Secondary 42 16.8
Diploma 58 23.2
Education Level
Bachelor 123 49.2
Master+ 27 10.8
<500,000 85 34.0
500,000—-750,000 93 37.2
Monthly Income
750,001-1,000,000 45 18.0
>1,000,000 27 10.8
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4.2. Descriptive Statistics for Digital Literacy, Trust, and Financial Behavior
Table 2 summarizes respondents’ perceptions of comfort using MyAccount, trust in banks and government
transactions, satisfaction with banking services, financial control, willingness to recommend the account,
reasons for non-use, and perceived benefits of the account. Most respondents feel confident using
Myaccount, with 34.0% agreeing and 36.0% strongly agreeing that they are comfortable. Only 12.0%
disagreed, and 18.0% were neutral. This indicates a generally high level of digital literacy and self-efficacy
in using the platform.
Trust in banking institutions remains robust, with 38.0% of respondents expressing agreement and 34.0%
indicating strong agreement regarding their confidence in the banks managing MyAccount. Additionally,
16.0% of participants remained neutral, while 12.0% expressed disagreement. Similarly, confidence in
governmental transactions is notably positive, with 35.2% agreeing and 34.8% strongly agreeing,
suggesting that the majority of users have trust in the institutional handling of digital payments despite the
historical challenges faced in post-conflict environments. Furthermore, satisfaction with banking services
exhibits a comparable trend, with 38.0% agreeing and 34.4% strongly agreeing, thereby reflecting
moderate to high levels of contentment among account holders.
Financial control, representing users’ proactive financial behavior, is reported positively, with 39.2%
agreeing and 32.8% strongly agreeing that they feel in control of their finances using MyAccount,
highlighting the interplay between digital literacy, trust, and perceived financial capability. A majority of
respondents (90.0%) indicated they would recommend the account to others, thereby reinforcing the
perceived usefulness and reliability of the service. Among the few who did not utilise the account, the
principal reasons were lack of trust (34.3%) and low awareness (28.6%), followed by the absence of nearby
ATMs (22.9%) and other factors (14.3%).
When inquired about the perceived benefits of MyAccount, respondents most commonly identified faster
services (34.0%) and bank support (28.0%), succeeded by the availability of additional ATMs (20.0%) and
heightened awareness (18.0%). These results collectively highlight that comfort, trust, satisfaction, and
perceived financial control are central to users’ engagement with the MyAccount system, while barriers

such as trust deficits and infrastructure limitations continue to influence non-adoption.
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Table 2. Descriptive Statistics for Digital Literacy, Trust, and Financial Behaviour

Variable Likert Frequency Percentage (%)

Strongly Disagree 12 48
Disagree 18 7.2
Comfort Using Account Neutral 45 18.0
Agree 85 34.0
Strongly Agree 90 36.0
Strongly Disagree 10 4.0
Disagree 20 8.0
Trust Bank Neutral 40 16.0
Agree 95 38.0
Strongly Agree 85 340
Strongly Disagree 15 6.0
Disagree 18 7.2
Trust Govt Transactions Neutral 42 16.8
Agree 88 352
Strongly Agree 87 34.8
Strongly Disagree 12 48
Disagree 22 8.8
Satisfaction Banking Services Neutral 35 14.0
Agree 95 38.0
Strongly Agree 86 344
Strongly Disagree 10 4.0
Disagree 20 8.0
Financial Control Neutral 40 16.0
Agree 98 39.2
Strongly Agree 82 328
No 25 10.0

Recommend Account
Yes 225 90.0
Lack of Trust 12 343
No nearby ATM 8 229

Why Not Use Account
Low Awareness 10 28.6
Other 5 14.3
Faster Services 85 34.0
Bank Support 70 28.0

Benefits of Account

More Awareness 45 18.0
More ATMs 50 20.0
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4.3. Correlation Analysis Between Trust, Satisfaction, and Financial Access Variables

Table 3 presents the Spearman correlation coefficients among key variables, including security feeling, trust
in banks, improved financial access, preference over cash, trust in government, bank satisfaction, financial
control, and recommendation of MyAccount. Security feeling is strongly correlated with trust in banks (p
=0.645) and trust in government transactions (P = 0.613), suggesting that users’ sense of security is closely
aligned with their confidence in both financial institutions and public institutions. Additionally, security
feeling shows moderate correlations with financial control (p = 0.555), bank satisfaction (p = 0.583),
preference over cash (P = 0.475), and improved financial access (P = 0.470), indicating that perceptions of
security are linked to both behavioral intentions and financial engagement outcomes.

Trust in banks also exhibits moderate to strong correlations with other variables, including trust in
government (P = 0.581), financial control (P = 0.478), bank satisfaction (P = 0.520), recommendation of
MyAccount (P =0.522), and improved financial access (p = 0.510). This pattern highlights the centrality of
institutional trust in shaping both user satisfaction and adoption behavior. Similarly, trust in government
shows robust correlations with bank satisfaction (P = 0.598), financial control (p = 0.718), and
recommendation of MyAccount (P = 0.718), reinforcing the role of institutional credibility in influencing
proactive financial behaviors.

Improved financial access correlates moderately with preference over cash (p = 0.465) and
recommendation of MyAccount (D =0.526), illustrating that users who perceive tangible benefits from DFS
are more likely to favor digital transactions over cash and endorse the system to others. Preference over
cash is moderately correlated with trust in government (P = 0.605) and bank satisfaction (p = 0.516),
highlighting the interplay between convenience, institutional trust, and perceived service quality. Financial
control, as a measure of user autonomy and proactive behavior, shows strong correlations with
recommendation of MyAccount (P = 0.648), suggesting that individuals with higher perceived control are
more likely to actively endorse digital financial tools. Overall, these correlations underscore the interrelated
roles of trust, perceived security, satisfaction, and financial control in shaping adoption and engagement

with the MyAccount system.
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Table 3. Spearman Correlation Matrix Between Trust, Satisfaction, and Financial Access Variables

Variable Security | Trust | Improved | Preference | Trust | Bank Financial | Recommend

Feeling | Bank | Financial | overCash | Govt | Satisfaction | Control | MyAccount
Access

Security Feeling | 1.000 0.645 | 0.470 0.475 0.613 | 0.583 0.555 0.587

Trust Bank 1.000 | 0.510 0.470 0.581 | 0.520 0.478 0.522

Improved 1.000 0.465 0.564 | 0.510 0.485 0.526

Financial Access

Preference over 1.000 0.605 | 0.516 0.484 0.489

Cash

Trust Govt 1.000 | 0.686 0.598 0.718

Bank Satisfaction 1.000 0.602 0.518

Financial Control 1.000 0.648

Recommend 1.000

MyAccount

4.4. Multicollinearity Check Using VIF

A multicollinearity assessment was performed using the Variance Inflation Factor (VIF) to confirm that the

predictor variables included in the regression models were independent and did not distort the results. All

VIF values were between 1.09 and 1.28, which is significantly below the frequently accepted threshold of

5, showing that multicollinearity is not an issue in this study.

Trustin Bank had the greatest VIF at 1.28, while Marital Status had the lowest at 1.09, both of which were

within acceptable ranges. These findings demonstrate that factors such as demographics, digital literacy,

and trust can be safely incorporated in regression studies without risking exaggerated standard errors or

biased coefficients.
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Table 4. VIF Check Table

Predictor Variable VIF Value Status

Gender 1.12 Acceptable
Age 1.21 Acceptable
Marital Status 1.09 Acceptable
Education Level 1.18 Acceptable
Monthly Income 1.15 Acceptable
Residence 1.10 Acceptable
Occupation 113 Acceptable
Comfort Using Account 1.25 Acceptable
Trust Bank 1.28 Acceptable
Trust Govt Transactions 1.20 Acceptable

4.5. Binary Logistic Regression Predicting MyAccount Registration
A binary logistic regression was used to look at the impact of security perception, trust, contentment,
financial control, and recommendation on MyAccount registration. The overall model was statistically
significant (Likelihood Ratio X? p-value = 8.84e-06, Pseudo R? = 0.186), indicating that the predictors
collectively explained a meaningful portion of variance in registration behavior.
Among the predictors, Security Feeling (B =0.492, p=0.019) and Financial Control (B =0.536, p=0.008)
showed a significant positive impact on registration, suggesting that individuals who feel secure and
perceive greater control over their finances are more likely to register for MyAccount. Conversely, Bank
Satisfaction had a significant negative effect (B =-0.776, p =0.004), indicating that higher satisfaction with
existing banking services may reduce the likelihood of adopting MyAccount.
Other variables, such as Trust in Bank, Improved Financial Access, Preference for Cash, Trust in
Government, and Recommend MyAccount, were not statistically significant, however recommendation
had a small effect (p = 0.051). These findings highlight that users’ perceptions of security and financial
autonomy are the most influential determinants of MyAccount registration, while general trust and service

satisfaction play a lesser role.
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Table 5. Binary Logistic Regression Predicting MyAccount Registration

Coefficient Std. z- 95% ClI 95% Cl
Predictor p-value

B) Error value Lower Upper
Constant 0.562 0.340 1.653  0.099 -0.104 1.228
Security Feeling 0.492 0.210 2.343 0.019% 0.082 0.902
Trustin Bank 0.051 0.201 0.254 0.800 -0.344 0.446
Improved Financial Access -0.153 0.208 -0.735 0.462 -0.561 0.255
Preference over Cash 0.273 0.185 1475 0141 -0.088 0.634
Trust in Govt -0.272 0.250 -1.088 0.277 -0.762 0.218
Bank Satisfaction -0.776 0.268 -2.896 0.004*  -1.300 -0.252
Financial Control 0.536 0.201 2.664 0.008* 0.140 0.932
Recommend MyAccount 0.429 0.220 1.950 0.051 -0.002 0.860

Model Statistics: Pseudo R? = 0.186, Log-Likelihood = -82.43, LR test p-value = 8.84e-06

4.6. Binary Logistic Regression of MyAccount Registration on Demographics, Digital Literacy,

and Trust

A binary logistic regression was performed to examine how demographic factors, digital literacy, and trust
influence MyAccount registration. The model demonstrated good fit (Likelihood Ratio X2 = 42.37, p <
0.001; Cox & Snell R2=0.182; Nagelkerke R? = 0.246), indicating that the combined predictors explained a
moderate portion of the variance in registration behavior.
Among demographic variables, Education Level (B =0.312, p = 0.026, OR = 1.37) and Monthly Income
(B =0.289, p = 0.018, OR = 1.33) were statistically significant, suggesting that individuals with higher
education and income are more likely to register for MyAccount. Gender, age, marital status, residence, and
occupation were not significant, although male respondents showed a marginally higher likelihood of
registration (p =0.063).
Digital literacy and trust indicators showed strong positive effects. Comfort Using Account had the largest
impact (B =0.498, p <0.001, OR = 1.65), followed by Trust in Bank (B = 0.378, p <0.001, OR = 1.46) and
Trust in Government Transactions (B =0.257, p=0.026, OR = 1.29). These findings indicate that higher
digital comfort and trust significantly increase the probability of adopting MyAccount, emphasizing the

importance of user-friendly platforms and trust-building initiatives in driving account registration.
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Table 6. Binary Logistic Regression of MyAccount Registration on Demographics, Digital Literacy, and Trust

B Wald Odds 95% Cl | 95% (I
Predictor Variable SE p-value

(Coefficient) X2 Ratio Lower Upper
Gender (Male) 0.245 0.132 | 345 0.063 1.28 0.98 1.67
Age 0.180 0.145 | 1.54 0.215 1.20 0.90 1.61
Marital Status -0.101 0.128 | 0.63 0.427 0.90 0.72 113
Education Level 0.312 0.140 | 4.98 0.026* | 1.37 1.04 1.80
Monthly Income 0.289 0.122 | 5.61 0.018* | 1.33 1.05 1.69
Residence -0.045 0.131 | 0.12 0.729 0.96 0.75 1.23
Occupation 0.102 0.125 | 0.67 0.414 1.11 0.86 1.43
Comfort Using Account | 0.498 0.113 | 1942 <0.001* | 1.65 1.31 2.07
Trust Bank 0.378 0.107 | 12.53 <0.001* | 1.46 1.18 1.81
Trust Govt | 0.257 0.115 | 4.98 0.026* | 1.29 1.03 1.62
Transactions

Model Fit: -2 Log-Likelihood = 370.15, Cox & Snell R? = 0.182, Nagelkerke R? = 0.246, Likelihood Ratio X ?
=42.37,p<0.001

4.7. Ordinal Logistic Regression of Frequency of MyAccount Use on Digital Literacy, Trust, and
Satisfaction

An ordinal logistic regression was conducted to explore how digital literacy, trust, and satisfaction influence
the frequency of MyAccount usage. The model showed a satisfactory fit (Likelihood Ratio )2 = 40.25, p <
0.001; Pseudo R? = 0.178), suggesting that the predictors explain a meaningful portion of the variation in
usage frequency.
Comfort Using Account emerged as the strongest predictor (B=0.502, p <0.001, OR = 1.65), indicating that
users who feel more comfortable with their account are significantly more likely to use it frequently. Trust
in Bank (B=0.371, p=0.001, OR = 1.45) and Trust in Government Transactions (B =0.261, p =0.026, OR
=1.30) also positively influenced usage, highlighting the importance of institutional trust in promoting
consistent engagement.
Additionally, Satisfaction with Banking Services showed a significant positive effect (B = 0.308, p = 0.010,
OR =1.36), suggesting that users who perceive higher service quality are more likely to use MyAccount
often. These results underscore the critical role of digital literacy, trust, and service satisfaction in enhancing

the regular use of digital banking accounts.
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Table 7. Ordinal Logistic Regression of Frequency of MyAccount Use on Digital Literacy, Trust, and

Satisfaction

B Wald 0Odds 95% ClI 95% (I
Predictor Variable SE p-value

(Coefficient) X2 Ratio Lower  Upper
Comfort Using Account 0.502 0.112 20.10 <0.001* 1.65 1.31 2.08
Trust Bank 0.371 0.108 11.80 0.001* 1.45 117 1.80
Trust Govt Transactions 0.261 0117 498 0.026* 1.30 1.03 1.64
Satisfaction Banking 0.308 0.120 6.60 0.010* 1.36 1.08 1.70

Services

Model Fit: -2 Log-Likelihood = 292.45, Pseudo R? (Mcfadden) = 0.178, Likelihood Ratio X2 = 40.25, p <
0.007

4.8. Moderation Analysis: Demographics on Digital Literacy and Trust Predicting MyAccount

Usage

A moderation analysis was conducted to examine whether demographic factors—gender, age, and
education—moderate the relationships between digital literacy, trust, and MyAccount usage. The main
effects indicated that Comfort Using Account (B=0.512, p <0.001) and Trust in Bank (B =0.384, p <0.001)
were significant predictors of MyAccount usage, suggesting that higher comfort and trust directly increase
the likelihood of using the account.
Demographic factors as main effects were mostly non-significant: gender (B=0.178, p=0.185), age (B=
0.102, p = 0.488), and education level approached significance (B = 0.220, p = 0.083), implying limited
direct influence on MyAccount adoption. Interaction terms assessing moderation effects were generally
non-significant, though Comfort x Education (B = 0.127, p = 0.061) approached marginal significance,
indicating a potential trend where higher education may slightly enhance the effect of digital literacy on
account usage. Other interactions, including Comfort x Gender, Comfort x Age, Trust x Gender, Trust x Age,
and Trust x Education, were non-significant, suggesting minimal moderating influence. The model fit was
acceptable (Pseudo R? = 0.183, Likelihood Ratio X? = 41.56, p <0.001), confirming that digital literacy and
trust remain robust predictors of MyAccount usage, largely independent of demographic differences.
Table 8. Moderation Analysis: Effect of Demographics on Digital Literacy and Trust Predicting MyAccount

Usage
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95% 95%
Predictor B Wald 0Odds
SE p-value Cl Cl
Variable (Coefficient) X2 Ratio
Lower | Upper

Comfort Using | 0.512 0.112 | 20.89 | <0.001* | 1.67 | 1.32 2.1

Account

Trust Bank 0.384 0.105 | 13.36 | <0.001* | 147 | 1.18 1.82
Main Effects

Gender 0.178 0134 | 1.76 0.185 119 | 0.92 1.54

Age 0.102 0.148 | 0.48 0.488 111 0.83 1.48

Education Level 0.220 0.127 | 3.00 0.083 1.25 | 0.97 1.61

Comfort x 1 0.091 0.085 | 1.14 0.285 110 | 0.93 1.30

Gender

Comfort x Age -0.052 0.072 | 0.52 0.471 0.95 | 0.82 1.11
Interaction

Comfort x| 0127 0.068 | 3.50 0.061 114 | 0.99 1.31
Terms

Education
(Moderation)

Trust x Gender -0.038 0.081 | 0.22 0.639 0.96 | 0.82 113

Trust x Age 0.064 0.069 | 0.86 0.354 1.07 | 0.93 1.23

Trust X Education | 0.102 0.066 | 2.39 0.122 1.11 0.97 1.28

Model Fit: -2 Log-Likelihood = 312.45, Pseudo R? (Mcfadden) = 0.183, Likelihood Ratio X? = 41.56, p <

0.007

5. Discussion

This study looked at the characteristics that influence MyAccount acceptance and usage in the Kurdistan
Region, with an emphasis on digital literacy, multidimensional trust, financial control, and socio-
demographics. The data show that digital literacy, faith in banks and governments, and financial control all
significantly predict registration and frequency of usage, while socio-demographic characteristics have a
smaller but still beneficial effect. This study extends our understanding of DFS adoption beyond classic
TAM and UTAUT frameworks by incorporating psychological, skill-based, and institutional variables in a
post-conflict context.

Previous study (Borekci & Celik, 2024; Huang et al., 2020; Yuliani et al., 2024), has found a favorable
correlation between digital literacy and perceived ease of use. Our study contributes to the literature by
demonstrating that, in a post-conflict scenario, digital literacy interacts with trust characteristics, resulting

in greater adoption rates than previously seen in stable contexts (Dhingra & Mudgal, 2019). This highlights
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the practical need for targeted training programs that enhance digital competence and confidence,
particularly for first-time DFS users.

The results support the multi-dimensional conceptualization of trust put forth by Séllner (2020) and Oksiiz
etal. (2016), highlighting trust in technology, service providers, and governing institutions. In line with Ari
et al. (2023), trust in both banks and government surfaced as a pivotal factor, indicating that surmounting
historical institutional distrust is crucial for DFS participation. This corroborates and expands upon
previous G2P studies (Malatji et al., 2020; Lim, 2018). These findings suggest that transparency initiatives,
such as clear communication about transaction security and accountability measures, can help rebuild
institutional trust and promote greater DFS engagement.

The influence of financial control on adoption aligns with behavioral finance research that highlights locus
of control and proactive financial behavior (Chandra & Pamungkas, 2023; Jose & Ghosh, 2024; Walsh &
Lim, 2020). Our Findings further determine that financial control interacts with digital literacy and trust to
foster sustained DFS use, a mechanism previously underexplored in G2P contexts (Bold et al., 2012;
Klapper & Singer, 2017; Zimmerman & Holmes, 2012). This finding highlights the importance of
considering psychological traits together with technical and institutional factors when analyzing adoption
behavior. Practically, this indicates that digital designs that enhance financial autonomy—such as
interactive dashboards, budgeting tools, and reminders—can motivate users to transition from passive
cash handling to active financial management.

For socio-demographic factors, higher education and income predict adoption and usage, consistent with
meta-analytic findings (Feng et al, 2019; Hustad et al,, 2019). However, in line with context-specific
insights from Oktavianoor et al. (2020) and Kan et al. (2024), their influence is secondary to digital literacy,
trust, and financial control. This highlights the need to focus interventions on skill-building and trust
restoration rather than solely on demographic targeting in post-conflict DFS implementation.

The findings imply that user confidence and perceived capacity are more important factors in the
acceptance of government-led DFS initiatives in post-conflict, cash-dominantsituations than formal access.
Financial control encourages proactive engagement, trust reduces perceived institutional risk, and digital
literacy prepares consumers to traverse platforms. When taken as a whole, these variables influence
whether or not recipients continue to engage in the digital financial ecosystem after registering.

By adding post-conflict contextual variables, such as dual-level trust and financial control, to the TAM and
UTAUT models, this study adds to the body of research on technology adoption. It illustrates how
institutional and psychological factors considerably reduce the predictive effectiveness of conventional
notions in unstable environments, such as perceived ease of use. The study offers a theoretical framework
for comprehending DFS adoption in settings with significant historical mistrust and infrastructure

limitations by emphasizing these interactions.
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The findings highlight the necessity of combining digital financial infrastructure with initiatives that
improve digital literacy and restore trust for financial institutions and governments. Adoption and ongoing
participation can be boosted by training initiatives, open governance, and intuitive user interfaces.
Additionally, increasing financial control through instructional campaigns, gamified technologies, or
personalized financial planning tools might motivate consumers to switch from passive cash withdrawals
to proactive financial management. Practical initiatives—including structured digital literacy training,
transparency measures, and user-centric platform design—can facilitate both initial adoption and long-
term engagement.

Future research should look into the long-term effects of various aspects of trust on DFS involvement as
well as how they change over time. Studies could also look into how psychological characteristics like self-
efficacy or risk tolerance combine with financial control to influence long-term use. Lastly, comparative
research conducted in various post-conflict areas may confirm the findings' applicability and help develop

adoption techniques tailored to the local environment.

6. Conclusion

The purpose of this study was to look into the factors that influence adoption and long-term use of the
MyAccount digital financial service in the Kurdistan Region, with an emphasis on digital literacy,
multidimensional trust, financial control, and socio-demographic characteristics. The study met its
objectives by presenting a complete, context-specific paradigm that incorporates the technical,
psychological, and institutional aspects of DFS adoption in a post-conflict setting.

This work adds to the literature by expanding standard technology adoption models such as TAM and
UTAUT to show that user behavior in fragile, low-trust situations is influenced not just by system attributes,
but also by trust in institutions and individual financial agency. Practically, this means that initiatives
combining training programs, transparent governance measures, and tools enhancing financial control can
meaningfully improve DFS adoption and long-term engagement.

The findings have important implications for governments, financial institutions, and development
organizations. Interventions that enhance digital literacy, rebuild institutional trust, and empower users
with intuitive financial tools can increase financial inclusion, reduce reliance on cash, and foster sustainable
participation in digital financial systems. These findings are especially important for post-conflict
economies looking to modernize their financial infrastructure while restoring institutional confidence.
Future study should look into longitudinal patterns of DFS engagement, as well as other psychological and
behavioral variables like risk tolerance and financial self-efficacy, and compare adoption dynamics across
post-conflict and developing economies. These research will help to enhance context-specific adoption

models and drive evidence-based strategies for increasing digital financial inclusion.
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