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Abstract

Banks are rapidly transitioning their traditional services to online platforms to meet the increasing demand for
convenience. However, certain demographics, like the elderly, engage with technology differently. This study
evaluates how senior citizens in the National Capital Region of the Philippines utilize electronic banking (e-banking)
services. It examines unique technological, physiological, and societal factors influencing the elderly's use and
satisfaction with these systems. Both quantitative and qualitative data were collected through surveys administered to
Filipino citizens aged 60 to 80 with e-banking experience in the past 3 years. Statistical analysis, specifically partial
least squares structural equation modeling (PLS-SEM) using WarpPLS 8.0, was conducted on the gathered data.
Findings reveal that user-friendliness and perceived trust significantly impact senior citizens' satisfaction, with gender
having a minor effect. The study suggests prioritizing user experience in e-banking services, emphasizing digital
inclusiveness for the elderly, which can benefit all demographics. Additionally, enhancing perceived trust through
cybersecurity measures is recommended. By focusing on these aspects, banks and financial institutions can better
cater to the needs of elderly users while improving overall service quality and security for all customers.

Keywords

e-banking, senior citizens, PLS-SEM, user-friendliness, perceived trust

Acknowledgements
The researchers would first like to extend their appreciation to the University of Santo Tomas and the Faculty of
Engineering for providing an exceptional learning environment to all its students, in particular thanking the Industrial
Engineering Alumni — IE Student Activity Fund for their financial support as well as the contributions of Sir Johnny
Amora to the data analysis portion of the paper. The resources offered by the university have been essential in the
completion of this work.

The researchers would also like to show their gratitude towards the evaluators of this research project, whose guiding
words and rigorous questioning helped shape this work for the better, allowing it to uphold the high standards required
for approval and publication.

The researchers wish to extend a heartfelt thanks to their academic advisor, Professor Joechanna Ngo who has shown
immense patience, kindness and understanding in their efforts and were it not for her guidance this paper would have
not seen completion.

The researchers would also like to thank their loving parents, friends & colleagues who have given them nothing but
their encouragement, unwavering support, and boundless love throughout the period of study, despite hardships and

© IEOM Society International
129


https://doi.org/10.46254/NA09.20240057
mailto:andreiomar.esguerra.eng@ust.edu.ph
mailto:james.agliam.eng@ust.edu.ph

Proceedings of the International Conference on Industrial Engineering and Operations Management

strain. It cannot be said enough that this study would not be possible without them, and for that the researchers express
the utmost thanks.

Last but not least, the researchers would like to express their thanks to God for gracing them with the strength and
wisdom that has led to the partial completion of this research, and for His blessings to shine on through them for the
duration of their academic journeys and beyond.

Biographies
James William Agliam is currently a 4% year college student at the Department of Industrial Engineering, Faculty
of Engineering of the University of Santo Tomas.

Andrei Omar Esguerra is currently a 4" year college student at the Department of Industrial Engineering, Faculty
of Engineering of the University of Santo Tomas.

© IEOM Society International
130



	Acknowledgements



