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Abstract 
 In the modern day Zambian financial landscape, technological innovation has transitioned from a back-office support 
function to a fundamental driver of institutional survival and market dominance. This study investigated the impact 
of the strategic adoption of digital banking innovations on the competitive advantage of Zambian commercial banks, 
using Access Bank Zambia as a primary case study. Despite the rapid proliferation of fintech solutions, empirical gaps 
remained regarding how specific digital architectures mobile accessibility, digital credit, and risk resilience translate 
into measurable competitive superiority within the local context. Theoretically, the research was anchored in the 
Resource-Based View (RBV) and the Diffusion of Innovation (DOI) theory. These frameworks were utilized to assess 
whether digital tools serve as "VRIO" resources Valuable, Rare, Inimitable, and Organized that allow a bank to 
neutralize threats from agile Mobile Network Operators (MNOs). Methodologically, the study adopted a positivist 
research philosophy and a quantitative descriptive design. Data was collected through highly structured 
questionnaires administered to a target population of 287 middle and senior management professionals at Access 
Bank. This population was selected for their strategic oversight of digital transformation initiatives. A robust response 
rate of 89.2% (n=256) was achieved, ensuring high statistical reliability. The inferential analysis, conducted via SPSS 
version 27, yielded significant results. Multiple Linear Regression revealed that Mobile Banking Accessibility is a 
dominant predictor of institutional performance, explaining 45.8% of the variance (R2 = 0.458, p < 0.05). This 
confirms that ubiquitous access is no longer an optional extra but a baseline for competitive necessity. Furthermore, 
Digital Credit ecosystems (Mobile Loans) contributed significantly to market share expansion (R2 = 0.282, p < 0.05), 
demonstrating that the speed of credit delivery is a primary differentiator in the retail segment. However, the study 
also identified a critical counter-variable: Digital Risk. Correlation analysis confirmed that system downtime and 
cyber-fraud exert a moderate negative influence on financial outcomes (r = -0.325), suggesting that technological 
adoption without cybersecurity resilience can erode competitive gains. 
The findings conclude that while Access Bank has successfully integrated front-end innovations, a strategic gap exists 
in back-end infrastructure resilience. The study recommends that Zambian banks transition toward cloud-native 
architectures and AI-driven fraud detection to safeguard digital assets. Furthermore, the research advocates for a policy 
shift toward ‘Digital-First’ banking models that prioritize API integration with third-party FinTechs to expand the 
bank’s ecosystem. Ultimately, this dissertation provides a strategic roadmap for bank executives to leverage digital 
innovation not merely as a utility, but as a dynamic capability to secure long-term market leadership in an increasingly 
cashless economy. 
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1.  Introduction     
The beginning of the 21st century ushered in a paradigm shift in global financial architecture, driven primarily by the rapid 
evolution of technological innovations. As posed by Zhao, Tsai, and Wang (2019), these advancements have surpassed mere 
operational support, becoming the core engine of banking transformations. In an era defined by hyper-globalization, the capacity 
of financial institutions to amalgamate sophisticated technologies is no longer an optional luxury but a fundamental necessity for 
institutional survival and market relevance. 
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Traditionally, the adoption of technological innovation was a hallmark of developed economies. For over five decades, 
nations across Europe and the United States have leveraged these tools to adjust and improve internal operations and 
speedup organizational growth (Oke & Goffin, 2019). Conversely, the existing landscape demands that all business 
organizations-regardless of geography-effectively marshal their resources by utilizing technology as a "change agent" to sustain 
profitability (Davila, Epstein & Stretton, 2010). In this circumstance, technological innovation is defined as the 
introduction of fresh products, processes, or services stemming from shifts in the technological frontier (Magotra, Sharma 
& Sharma, 2018). 
At the heart of this technological drive is the hunt for Competitive Advantage. According to Newbert and Ma (2017), 
Competitive Advantage is realized when a firm successfully and lucratively discovers market opportunities, neutralizes 
external threats, and achieves a superior cost structure. This aligns with the seminal work of Porter (1996), who posits that 
strategic differentiation is the primary determinant of a firm’s long-term viability. When an organization can design, 
produce, and market services more effectively than its rivals, it secures a dominant market position (Sharm & Rugman, 
2018). Specified these dynamics, no industry player can afford to remain stagnant; innovation has become the "sine qua 
non" of modern banking (Hurley & Hult, 2018). 
Despite the global consensus on the importance of technology, the African banking sector-and specifically the Zambian 
Commercial Banking industry-presents a unique set of challenges and opportunities. Although technology is theorized to 
reinforce performance, significant disparities linger in the empirical literature involving the actual contribution of these 
innovations to the competitive positioning of banks in emerging markets. In Zambia, as commercial banks transition from 
traditional models to digital-centric strategies, there is a dire need to evaluate how the strategic adoption of these innovations 
translates into a sustainable edge over competitors. 
 
1.2 Statement of the Problem  

In the contemporary financial scenery, technological innovation has moved from a back-office support function to a 
fundamental driver of institutional survival (Zhao et al., 2019). Although Zambian commercial banks have assertively 
employed digital systems to automate internal operations and reduce overhead costs, the mere possession of technology has 
not guaranteed a sustainable Competitive Advantage. This is primarily due to the disruptive arrival of non-traditional 
competitors, specifically Mobile Network Operators (MNOs) such as Airtel, MTN and Zamtel among others, who have 
leveraged superior dexterity and user-friendliness to dominate the retail payment and micro-lending sectors (PwC, 2025). 
The Zambian banking sector presently faces a "convenience gap." However formal financial inclusion in Zambia is projected 
to reach 85% by 2028 (NFIS II, 2024), much of this growth is driven by mobile money tools rather than traditional bank 
accounts. Despite banks "blending" their operations with MNOs through agency banking and integrated wallets, this 
collaboration has created a strategic paradox: it expands the customer base but concurrently places a gigantic burden on the 
banks' internal infrastructure, cybersecurity resilience, and operational efficiency (BoZ, 2025; PwC, 2025). Besides, recent 
data signals that the Return on Assets (Competitive Advantage) for some commercial banks has seen a decline from 2.5% 
to 1.2%, suggesting that technological investments are not yet yielding the anticipated competitive or financial returns (Ozili, 
2022). 
The core problem sits with the Strategic Adoption-or lack thereof-of these technologies. Many banks embrace innovation as 
a reactive measure to peer pressure rather than a Competitive Advantage active strategy for differentiation. Subsequently, 
there is a sizable research gap in understanding how the strategic alignment of technological innovation facilitates a 
competitive edge in the face of MNO dominance and mounting cybersecurity threats. Devoid of a clear empirical link 
between technology as a strategy and its outcome as a Competitive Advantage, Zambian banks risk "innovation fatigue," 
where high capital expenditure on technology fails to translate into long-term market leadership. 
 
1.3 Objectives  
• Analyze the impact of Integrated Digital Payment Ecosystems on the market share of Zambian Commercial Banks. 
• Evaluate the role of mobile-based AI personalization in customer retention. 
• Assess the influence of cloud-enabled mobile infrastructure on operational efficiency. 
• Determine the effect of Cybersecurity Resilience and Digital Risk Management on the sustainability of a bank’s 

competitive edge. 
 
1.4 Research Questions  
• To what extent does the alignment of digital ecosystems such as integrated "Super-Apps" differentiate commercial banks 

from non-bank competitors (MNOs) in Zambia? 
• How does the adoption of 4th-generation cloud-native core banking systems influence the operational efficiency and 

cost-to-income ratios of Zambian commercial banks? 
• In what ways does AI-driven hyper-personalization of financial services enhance customer retention and perceived value 

in the Zambian retail banking sector? 
• What is the impact of cybersecurity resilience and digital risk management on the sustainability of a bank’s market 

position in the face of escalating cyber threats in Zambia? 
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2. Literature Review 
This chapter provides a review of literature relevant to the study. The chapter presents the literature related to the study at 
hand. It reviews the literature under the following themes: global perspective of digital innovation on business growth, 
regional perspective of innovation on business growth, local perspective of innovation on business growth and a summary. 
The global banking industry is presently traversing a fundamental paradigm shift, catalyzed by speedy technological 
evolution, volatile customer preferences, and an increasingly hyper-competitive terrain. In the modern-day financial scenery, 
the capacity of institutions to integrate sophisticated technologies has moved from a back-office support function to a "sine 
qua non" for market relevance and institutional survival. To remain a competitive force, commercial banks must move 
beyond reactive measures and embrace innovation as a core strategic imperative. This literature review explores the 
multidimensional role of innovation in the banking sector, picturing the comparative insights from emerging markets such 
as Kenya and Nigeria, mirroring the economic complexities and digitalization trends found in Zambia. The integration of 
the global empirical evidence with local dynamics such as the 2024 phase-out of cheques and the 2025–2028 National 
Financial Inclusion Strategy (NFIS II), this chapter establishes the critical nexus between strategic innovation and long-term 
organizational survival. 
Widespread empirical literature accentuates a substantial positive correlation between dynamic innovation strategies and 
nurtured financial performance. Regional perceptions within the East African bloc, particularly research by Muigai and 
Gitau (2018) as well as Kanyangi and Gichinga (2019), expose that product and organizational innovation are primary 
promoters to the performance of Kenyan banks. This trend is corresponded in the Southern African context, where Romeo 
Asa et al. (2021) emphasize that technological innovation is the core engine for strengthening the competitiveness and 
market share of Namibian banks. Moreover, the strategic position of marketing innovation in ensuring firm survival during 
economic downturns is highlighted by Naidoo (2010), a finding that remains highly relevant to the Zambian context of 
fluctuating exchange rates and periodic economic shocks. 
The integration of innovation also stretches into the vital Small and Medium Enterprise (SME) sector. Studies in Nigeria 
by Ibidunni et al. (2020) highlight how product innovation is indispensable for the survival of SMEs. This insight is directly 
applicable to Zambian commercial banks, which must innovate their digital product offerings to accommodate the evolving 
needs of domestic SMEs, who require efficient, low-cost financial services to flourish. Even cross-sectoral investigations, such 
as the study on Famine Flour Mill Calabar (2021), strengthen the universality of process and product innovation as necessary 
tools for developing firm performance. Eventually, the reviewed literature advocates that innovation serves as the central 
driver of success in the banking industry by which, adopting competitive Advantages strategies, Zambian banks can enhance 
their resilience against disruptive competitors, improve customer satisfaction, and secure their position in a rapidly evolving 
24/7 digital economy. 
 
2.1 Theoretical Review 

Resource-Based View (RBV) Theory 
The Resource-Based View (RBV), to begin with conceptualized by Penrose (1959) and refined by Barney (1991), posits 
that a firm’s Competitive Advantage is derivative of the control over resources that are valuable, rare, inimitable, and non-
substitutable (VRIN). In the context of this study, digital infrastructure and specialized human capital are viewed as core 
organizational capabilities rather than mere tools. For Zambian commercial banks, the RBV suggests that "copy-pasting" 
technology is insufficient, instead, banks must leverage unique internal features to create a distinct edge that interprets 
into superior market share. As noted by Almarri and Gardiner (2014), this internal focus allows an organization to 
outperform peers by maximizing performance through capacity building. 
 
Diffusion of Innovation (DOI) Theory 
Rogers’ (1995) Diffusion of Innovation Theory recognizes five critical tenets; relative advantages, compatibility, 
complexity, observability, and trial-ability that determine the rate at which new technologies are embraced. This theory is 
vital for understanding the "convenience gap" in Zambia, where formal financial inclusion is projected to reach 85% by 
2028, largely driven by mobile money rather than traditional bank accounts. The DOI theory highlights that the adoption 
of digital ecosystems, such as "Super-Apps," is a factor of how compatible these innovations are with the shifting demands 
of the Zambian consumer. Furthermore, the theory aids in classifying bank customers based on their speed of adoption, 
ranging from innovators to laggards, which is essential for tailoring AI-driven hyper-personalization strategies. 
 
Porter’s Theory of Competitive Advantage 
Michael Porter (1985) contends that strategic differentiation is the primary determinant of a firm’s long-term viability. His 
Five Forces model including the threat of substitutes and rivalry among existing competitors directly applies to the 
Zambian landscape where banks face unprecedented pressure from non-traditional competitors. As the usage of cheques 
phases out and the Bank of Zambia pushes for a 24/7 digital economy, Porter’s theory validates the need for banks to 
move beyond back-office support toward fundamental drivers of institutional survival. This study uses the model to analyze 
how Zambian banks can secure a dominant market position by designing and marketing digital services more effectively 
than their rivals. 
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Disruptive Innovation Theory 
Coined by Clayton Christensen (1997), this theory expounds how smaller entities with fewer resources can challenge 
established firms through "disruptive" technologies. In Zambia, this is exemplified by Mobile Network Operators (MNOs) 
like Airtel and MTN, who have leveraged superior dexterity to dominate the retail payment and micro-lending sectors. 
Disruptive Innovation Theory cautions that well-managed banks risk obsolescence if they ignore these agile competitors. 
This framework validates why Zambian banks must re-engineer internal processes and embrace cloud-native systems to 
reduce operational costs and recapture market segments currently dominated by MNO-driven mobile money tools. 
 
Survival-Based Theory 
Inherent to the principle of "survival of the fittest," this theory postulates that institutional durability depends on an 
organization’s aptitude to maintain operational efficiency whilst responding to environmental turbulence. In the turbulent 
Zambian economy, characterized by fluctuating exchange rates and economic shocks, innovation is no longer an optional 
luxury but a "sine qua non" for survival. This theory serves as the crucial justification for the study, framing the adoption 
of integrated digital payment ecosystems and cybersecurity resilience as critical adaptive mechanisms for remaining 
relevant in a saturated market. 
 
2.2 Empirical Review 

The strategic adoption of technological innovations is empirically recognized as a main catalyst for financial performance 
and institutional sustainability. A seminal review by David (2017) established that competitive strategies, particularly cost 
leadership and focus, have a direct and profound effect on the performance of commercial banks. Within the East African 
context, Kungu, Desta, and Ngui (2014) observed that Kenyan commercial banks face relentless competition, necessitating 
the design of appropriate competitive strategies to protect market positions. Their findings revealed a significant positive 
relationship between innovation effectiveness and differentiation, suggesting that banks possessing the internal strengths 
to benchmark and innovate are better positioned to survive external market pressures. Similarly, Ndung’u, Otieno, and 
Rotich (2016) demonstrated that innovation and organizational capabilities are not merely operational tools but survival 
mechanisms that enable banks to maintain a robust brand identity and increase product uptake through strategic 
collaboration. 
 
Integrated Digital Ecosystems and Competitive Positioning 
The transition from traditional banking to modern, integrated digital practices has fostered a migration toward customer-
centric ecosystems. Ngari and Muiruri (2014) argued that while the evolution of financial innovation has been rapid, 
empirical evidence regarding the impact of specific electronic innovations remains a critical gap for decision-makers. 
Addressing this, Gathungu (2018) investigated e-banking technologies specifically mobile and internet banking and 
discovered a registered growth in profitability upon adoption. Notably, the study emphasized that mobile banking provides 
a greater competitive edge than internet banking due to its deep penetration into the consumer base. This is further 
supported by Chiteli (2013), whose investigation into agent banking revealed that expanding the geographical scope of 
digital touchpoints significantly reduced operational bottlenecks in banking halls, thereby improving the overall 
competitive positioning of the firm. 
 
Technological Infrastructure, AI, and Operational Efficiency 
The empirical link between back-end infrastructure and front-end profitability is well-documented. Wachira (2013) found 
that the combination of technological solutions and customer-assisted technology explained over 50% of the variation in 
bank performance, noting a direct positive relationship with overall profitability. This aligns with the findings of Muigai 
and Gitau (2018), who recommended that banks must continuously introduce and improve digital products to gain a 
wider market array than their rivals. Furthermore, Ndunga, Njati, and Rukangu (2016) discovered that the adoption of 
innovative technologies in Meru, Kenya, led to increased returns for shareholders and lowered operational costs. The 
ability of cloud-ready and mobile channels to process larger volumes of transactions compared to conventional manual 
means allows innovative banks to enjoy a superior Competitive Advantage over technology-laggard institutions (Rukangu, 
2016; Wasilwa & Omwenga, 2016). 
 
Cybersecurity Resilience and Internal Control Networks 
Innovation without a resilient internal framework is empirically linked to institutional failure. Cherotich et al. (2018) 
noted that while globalization and technical advances drive innovation, there is an urgent need for advisory bodies to 
guide banks on employing secure technological solutions to enhance financial performance. Sumiyu (2013) defined 
innovation as the ability to successfully implement creative ideas, emphasizing that such implementation must be backed 
by knowledgeable staff and periodic evaluations of practices to identify loopholes. This internal resilience is bolstered by 
what Wong (2014) describes as a "densely connected internal network," where intense knowledge-sharing supports firm 
competitiveness and survival. Recent studies by Al-Shbiel and Al-Olimat (2019) confirm that banking institutions that 
implement secure, automated internal interfaces not only cut overhead expenses but also elevate the customer-bank 
relationship to meet modern expectations of safety and efficiency. 
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The strategic adoption of technological innovations is empirically recognized as a primary catalyst for financial 
performance and institutional durability. A seminal review by David (2017) established that competitive strategies, 
particularly cost leadership and focus, have a direct and profound effect on the performance of commercial banks. Within 
the East African context, Kungu, Desta, and Ngui (2014) observed that Kenyan commercial banks face relentless 
competition, necessitating the design of appropriate competitive strategies to protect market positions. Their findings 
revealed a significant positive relationship between innovation effectiveness and differentiation, suggesting that banks 
possessing the internal strengths to benchmark and innovate are better positioned to survive external market pressures. 
Similarly, Ndung’u, Otieno, and Rotich (2016) demonstrated that innovation and organizational capabilities are not 
merely operational tools but survival mechanisms that enable banks to maintain a robust brand identity and increase 
product uptake through strategic collaboration. 
 
A Comparative Analysis of AI and Cloud Adoption 
The strategic adoption of Artificial Intelligence (AI) and cloud infrastructure in Zambia remains in a foundational, 
operational catch-up stage compared to regional leaders like Kenya, Nigeria, and South Africa. While Kenyan institutions 
leverage AI for sophisticated credit scoring and hyper-personalization accounting for over 90% of their performance 
variation Zambian banks primarily utilize AI for basic fraud detection and customer service. This disparity is further 
compounded by a reliance on legacy systems and high connectivity costs, which contrast with South Africa’s mature, cloud-
native ecosystems that facilitate significantly faster product development. Consequently, while more advanced markets 
benefit from AI-driven productivity gains, Zambia currently adopts a cautious hybrid cloud approach to balance 
innovation with data sovereignty. This study argues that to bridge this convenience gap Zambian banks must transition 
from mere digitization to true digital maturity by integrating AI-driven insights with robust cybersecurity resilience, thereby 
leapfrogging legacy hurdles to achieve a sustainable competitive advantage. 
 

3 Research Methodology  
 
3.1 Research Philosophy and Design 

This study is embedded in the Positivist Research Philosophy, stressing that social reality is singular, objective, and can be 
measured through scientific observation (Saunders, Lewis, & Thornhill, 2026). Thus, Descriptive and Causal Research 
Design is employed to evaluate the impact digital banking innovations have on Competitive Advantage. This quantitative 
approach is greatly appropriate for this study as it allows for the testing of hypotheses derived from the five core theories 
RBV, DOI, Porter’s Five Forces, Disruptive Innovation, and Survival-Based Theory using structured data that can be 
statistically validated to represent the Competitively Advantaged Zambian commercial banking sector. 
 
3.2 Target Population and Sampling Frame 

The target population for this research comprises middle to senior-level management and technical staff within the Access 
Bank, a registered commercial bank in Zambia based on purposive and convenience. This precise demographic is picked 
because they possess the technical knowledge and strategic oversight necessary to provide accurate data concerning 
Strategic Adoption and institutional performance. The sampling frame is established through the Bank of Zambia’s 2024 
Directory of Licensed Financial Institutions, ensuring that the study excludes non-bank entities and focuses strictly on the 
regulated commercial banking tier. 
 
3.3 Sampling Technique and Sample Size 

To ensure the findings are statistically representative and intellectually rigorous, this study utilized a Probability Sampling 
strategy. Specifically, a Stratified Random Sampling technique was employed to account for the diverse functional roles 
within the financial institution. The target population was first segmented into distinct strata based on organizational 
roles primarily Operations, Digital Banking, and Retail Sales alongside key customer segments. This stratification ensured 
that individuals with specific strategic expertise in digital innovation were adequately represented, satisfying the purposive 
requirements of the research objectives. Based on these identified strata, a simple random selection was conducted using 
the bank’s internal directory and database. This dual-layered approach ensured that every eligible professional within the 
sampling frame had an equal probability of inclusion, thereby minimizing researcher bias and enhancing the internal 
validity of the study (Noor, Tajik, & Golzar, 2022). The target population consisted of 287 middle and senior management 
professionals at Access Bank, selected for their strategic oversight of digital transformation initiatives. From this frame, a 
robust response rate of 89.2% (n=256) was achieved. This sample size of 256 is statistically significant, providing the 
necessary power for inferential statistical analysis and Multiple Linear Regression while maintaining a low margin of error. 
This volume of data ensures high statistical reliability and allowed for the completion of the study within the 2026 
academic timeframe. 
 
3.4 Data Collection Instrument 

Data will be gathered through a highly structured, self-administered electronic questionnaire. The instrument is designed 
using a 5-point Likert Scale (ranging from "Strongly Disagree" to "Strongly Agree") to measure the variables identified in 
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the conceptual framework: Integrated Digital Ecosystems, Mobile Banking Accessibility, Cloud Infrastructure, and 
Cybersecurity Resilience. To ensure the reliability of the instrument, a Pilot Study will be conducted with 10% of the 
sample size to calculate Cronbach’s Alpha, with a required threshold of 0.70 to confirm internal consistency before the 
full-scale rollout. 
 
3.5 Data Analysis Strategy 

The quantitative data will be analyzed using the Statistical Package for Social Sciences (SPSS). The analysis will progress 
from Descriptive Statistics (mean, standard deviation, and frequency distributions) to Inferential Statistics. Specifically, 
Multiple Linear Regression Analysis will be conducted to determine the strength and direction of the relationship between 
the independent variables (innovations) and the dependent variable (Competitive Advantage). Furthermore, the role of 
Cybersecurity Resilience as a moderator will be tested using Hierarchical Regression, providing a mathematically precise 
assessment of how digital security influences the success of technological adoption. 
X1=Integrated Digital Payment 
X2=AI-Driven Hyper-Personalization 
X3=Cloud-Native Infrastructure; whereas X1. X2, X3 are independent Variables 
Y=Competitive Advantage; Dependent Variable 
 
3.6 Ethical Considerations 

The research strictly adheres to the ethical standards of The University of Zambia. Participation is entirely voluntary, and 
respondents are guaranteed anonymity by de-identified data coding. Informed consent will be obtained electronically prior 
to the commencement of the survey, and the data will be stored in an encrypted database to ensure that the "Survival-
Based" strategies of individual banks remain confidential and are only presented in an aggregated format.    
  
    

4 Findings and Interpretations    
This chapter presents a rigorous empirical analysis of how digital banking innovations catalyse competitive advantage at 
Access Bank Zambia, utilizing inferential modelling to scrutinize the causal linkages between granular operational tools 
specifically mobile banking and digital credit and high-order strategic imperatives like market penetration and institutional 
survival. The inquiry follows a deductive logical sequence, transitioning from a diagnostic profile of the respondent cohort 
to an econometric evaluation of mobile accessibility and its impact on longitudinal financial performance metrics, such as 
Return on Assets (ROA) and Return on Equity (ROE). Furthermore, the analysis addresses the systemic risks inherent in 
digital transitions, examining the moderating role of cybersecurity resilience in preserving organizational stability amidst 
market volatility. By synthesizing primary field data with established global scholarly benchmarks, the chapter situates Access 
Bank’s digital transformation within the broader Zambian financial ecosystem, providing a robust empirical foundation for 
the subsequent strategic recommendations tailored for institutional leadership, policymakers, and academic researchers. 
 
4.1 Implications of the Demographic Profile 

The demographic profile of the participants provides a critical contextual foundation for interpreting the study’s findings, 
as the diversity of roles and characteristics ensures that the resulting data is both multidimensional and representative of 
the institutional hierarchy at Access Bank Zambia. The sample is characterized by a mature and academically distinguished 
workforce, with 59% of respondents aged between 31 and 50 and nearly 75% holding advanced degrees at the Bachelor’s 
or Master’s level. This high concentration of intellectual capital, combined with a gender distribution of 60% male and 
40% female, ensures that the insights are derived from an analytically capable cohort with balanced perspectives. 
Furthermore, the organizational stratification—spanning senior management, heads of departments, and operational 
staff—facilitates a comprehensive analysis that bridges high-level strategic oversight with day-to-day operational realities. By 
integrating these demographic variables, the study aligns with the Technology Acceptance Model (TAM), confirming that 
the respondents possess the requisite professional tenure and cognitive framework to provide highly informed evaluations 
of digital banking innovations as a source of competitive advantage. 
 
4.2 Mobile Banking Transaction Volumes 
The longitudinal assessment of mobile banking transaction volumes at Access Bank, as detailed in Table 5.2, provides 
critical empirical evidence of the accelerating digital migration within the Zambian financial sector. Measured in Zambian 
Kwacha (ZMW) millions, the data spans the transformative period from 2019 to 2022, revealing a consistent upward 
trajectory in aggregate transaction values. Specifically, total transactional throughput expanded from 11.17 million ZMW 
in 2019 to a peak of 12.45 million ZMW in 2022. This sustained growth serves as a quantitative proxy for the deepening 
penetration of digital innovations and their increasing utility in the bank’s operational model. 
A granular examination of descriptive statistics reinforces this trend of digital proliferation. The mean transaction value 
exhibited a steady appreciation, rising from 9.95 million ZMW in 2019 to 11.96 million ZMW in 2022. The concurrent 
escalation in both median and mode values further validates a systemic shift toward larger transaction sizes, suggesting 
that mobile banking has evolved beyond micro-transactions into a primary vehicle for substantial financial exchanges. 
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This evolution indicates a strengthening of consumer trust and institutional capability over the four-year epoch. 
However, the statistical profile for 2022 reveals a notable divergence in the standard deviation, which underwent a marked 
increase. This heightened variance suggests a more heterogeneous transactional landscape, characterized by a broader 
range of high-value and low-value digital interactions compared to the more homogenous distributions of previous years. 
Despite this variance, the skewness values remained relatively stable throughout the period, indicating a persistent, albeit 
slight, asymmetrical distribution of transaction values. Sourced directly from Access Bank Annual Reports, these findings 
provide a robust empirical foundation for analyzing how transactional density contributes to the bank's overarching 
objective of achieving a sustainable competitive advantage. 
 
Table 1: Mobile banking transactions (ZMW millions) 

Year   2019   2020   2021   2022  
Total   11.17  11.49  11.93  12.45  
Mean   9.95   10.33   10.78   11.96   
Median   9.84   10.22   10.67   11.97   
Mode   9.62   10.00   10.45   10.50   
Standard Deviation   0.62   0.62   0.62   1.12   

Skewness   0.35   0.35   0.35   0.28   

Source: Access Bank (2026) 
 
4.3 Instrument Reliability and Internal Consistency 
To ensure the empirical integrity of the study, the research instrument underwent a rigorous reliability assessment utilizing 
Cronbach’s Alpha (ɑ). This coefficient measures the internal consistency of the multi-item scales within the questionnaire, 
determining the extent to which the items within each construct are interrelated and produce stable results. As delineated 
in Table 5.3, the aggregate Cronbach’s Alpha for the research tool was established at 0.805. In the context of social science 
research, this value significantly exceeds the standard scholarly threshold of 0.70, signifying a high degree of reliability and 
confirming that the instrument possesses the requisite stability for advanced inferential modelling. 
The reliability of the individual thematic constructs was similarly robust, demonstrating strong alignment with the research 
objectives. The Mobile Banking Accessibility construct, comprising 10 items, yielded a coefficient of 0.818, indicating a 
high level of internal correlation among variables measuring the reach and ease of use of digital platforms. The scale 
associated with Mobile Banking Loans, consisting of 10 items, returned an alpha of 0.755, affirming that the items reliably 
capture the complexities of digital credit disbursement. Finally, the Mobile Banking Risks construct achieved the highest 
individual reliability at 0.842, suggesting the instrument is particularly precise in capturing the systemic and operational 
vulnerabilities within the digital ecosystem. 
The mean reliability coefficient of 0.805 provides an empirical guarantee that the respondents perceived these factors as 
consistently significant and logically cohesive. Consequently, the high degree of internal consistency across these scales 
provides a validated foundation for analysing the causal impact of mobile banking on the financial performance of Access 
Bank Zambia. This statistical validation is imperative for the subsequent evaluation of the multidimensional interplay 
between accessibility, credit optimization, and risk mitigation within the broader framework of institutional competitive 
advantage. 
 
Table 2: Reliability of transformed data 

Variables   Number of Items   Cronbach's Alpha (ɑ) value   
Mobile banking access   10   0.818   
Mobile banking loans  9   0.755   
Mobile banking risks  8   0.842   

Overall Cronbach's Alpha   36   0.798   

 
4.4 The Impact of Mobile Banking Accessibility on Institutional Financial Performance 
This section evaluates the correlation between digital service accessibility and the multifaceted financial performance of 
Access Bank Zambia. Based on the empirical data, there is a clear consensus among respondents regarding the 
transformative nature of mobile platforms. A significant 45% of the participant cohort affirmed that mobile banking has 
facilitated 24/7 access to financial services, effectively decoupling banking operations from the constraints of traditional 
business hours. This shift is further underscored by the 51% of respondents who identified the virtual nature of these 
platforms as a primary driver of service continuity. A total of 45% of respondents agreed that mobile banking enabled 
24/7 access to financial services.   
 
Table 3: Descriptive statistics of mobile banking access 

Mobile banking access variables  SD   D     N     A     SA  Mean   Std Dev.  
Mobile banking has enabled 24/7 accessibility to financial services  5  5  38  92  115   4.2    0.9   
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Time spent in mobile banking is low compared to the traditional 
banking  

5  18  61  133  38   3.7    0.9   

Our clients can easily transact, pay bills and access their accounts 
through mobile banking  

0  3  33  136  82   4.2    0.7   

Our clients can bank anytime anywhere, check their balance and 
access bank statements.  

0  8  46  113  87   4.0    0.8   

Mobile banking is accessible, in terms of virtual locations and 
general national footprint.  

3  8  51  131  64   4.1    0.8   

Clients can easily interact with bank; express themselves without 
visiting their branches  

0  5  13  102  136   4.4    0.7   

There is great potential of using this for tapping into the unbanked 
community  

0  0  0  0  0   4.1    1.0   

Mobile banking has led to accessibility of financial service to 
customers in remote areas  

8  8  49  82  110   4.2    3.6   

Mobile banking has led to profitability of commercial banks.  3  15  59  108  72   4.1   0.7   

Mobile banking increases effectiveness and efficiency of service 
delivery.  

0  3  41  138  72   4.5    0.9   

Overall Mean   0  5  49  128  74  4.1   1.1   
Key: SD- Strongly Disagree, D- Disagree, N- Neutral, A- Agree, SA-Strongly Agree, Std Dev-Standard Deviation                         
Source: Field data (2026) 
 
Despite these advancements, the data reveals a transitionary phase in consumer behaviour, as 52% of respondents 
indicated that mobile banking is currently utilized less frequently than traditional brick-and-mortar banking. However, 
the trajectory toward digital dominance remains evident; 53% of participants observed that users find mobile interfaces 
intuitive for complex tasks such as bill payments, account management, and transactional processing. This perceived ease 
of use is bolstered by the 44% who highlighted the value of real-time balance inquiries and statement accessibility, which 
fosters a transparent and efficient banking environment. 
Beyond operational convenience, the study highlights the social and inclusive dimensions of digital adoption. 
Approximately 53% of respondents noted that mobile platforms have enhanced the institution’s responsiveness to 
customer grievances, while 42% emphasized the critical role of mobile banking in extending financial services to previously 
underserved rural populations. This democratization of finance is directly linked to institutional growth; 54% of 
respondents explicitly agreed that mobile banking has augmented the bank's profitability. Furthermore, a majority (over 
50%) concurred that these digital innovations have optimized service delivery by significantly enhancing both operational 
effectiveness and efficiency. 
The statistical relationship between these variables was rigorously tested through a Pearson Correlation analysis. The study 
identified a strong, statistically significant positive correlation between the utilization of mobile banking and the financial 
performance of commercial banks (r = 0.677, p < 0.005). This coefficient suggests that as the strategic adoption of mobile 
banking intensifies, there is a commensurate and predictable increase in the bank's financial stability and competitive 
standing. These results confirm that mobile banking accessibility is not merely a convenience feature but a robust driver 
of institutional performance. 
 
Table 4 Correlation between mobile banking access and bank performance 

Correlations    Competitive Advantage  Mobile Banking Access  
  Pearson Correlation   1   0.677**   
Competitive Advantage  Sig. (2-tailed)      0.000   
  N   256   256   
  Pearson Correlation   0.677** 1   Pearson Correlation   
Mobile banking access Sig. (2-tailed)  0.000   Mobile banking access  
  N   256  256   

Source: SPSS output (2026) 
 
Regression Analysis and Predictive Variance 
The strength of the relationship between mobile banking accessibility and institutional outcomes is further elucidated by 
the calculated R-squared (R2) value. The model yielded an R2 of 0.458, indicating that access to mobile banking services 
accounts for 45.8% of the variance in the financial performance of commercial banks. In the complex landscape of 
financial econometrics, where performance is influenced by a multitude of exogenous macroeconomic variables, a variance 
explanation of nearly 46% represents a substantial and statistically significant impact. 
This finding suggests that almost half of the fluctuations in the bank’s financial success measured through profitability 
and service efficiency can be directly attributed to the strategic deployment and accessibility of its digital platforms. 
Consequently, while other factors such as interest rate volatility, regulatory shifts, and traditional credit cycles remain 
relevant, mobile banking accessibility emerges as a dominant internal driver of performance. For the strategic leadership 
at Access Bank Zambia, this high R2value provides an empirical mandate to prioritize digital infrastructure as a core 
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component of their competitive strategy, given its high predictive value for institutional growth. 
 
Table 5: Model summary for mobile banking access 
Model R R Square Adjusted 

Square 
R Std. Error  of 

Estimate 
the Durbin-

Watson  
1  0.677a  0.458   0.456   0.71943    1.311    

a. Predictors: (Constant), Mobile Banking Access   
b. Dependent Variable: Competitive Advantage 
Source: SPSS output (2026) 
 
Econometric Modeling and Coefficient Interpretation 
To quantify the precise predictive relationship between the independent variable (Mobile Banking Access) and the 
dependent variable (Financial Performance), a linear regression analysis was conducted. The resulting model provides an 
empirical baseline for understanding the marginal impact of digital accessibility on institutional outcomes. 
Based on the calculated coefficients, the following regression equation was established:  
 
Y= 1.935 + 0.629X1 + ɛ…………………...Equation I 
 Where: 

Y = Financial Performance 
X = Mobile Banking Access 
ɛ = Error Term 

 
Table 6: Regression coefficients for mobile banking access and bank performance 

Model  Un-standardized  
Coefficients  

Standardized   
Coefficients  

  
 t  

  
  
Sig.  

95.0%  
Interval for  
Lower Bound  

Confidence  
B Upper  
Bound  B  Std. Error  Beta  

1  (Constant)  1.935  0.170    11.398  .000  1.601  2.270  

Mobile banking 
access  

0.629  0.043  0.677  14.64 
7  

.000  0.545  0.714  

a. Dependent variable: Competitive Advantage  
Source: SPSS output (2026) 
 
4.5 The Impact of Mobile Loans on Institutional Financial Performance 
This section evaluates the empirical relationship between mobile-based lending initiatives and the fiscal outcomes of 
Access Bank Zambia. The findings suggest that digital credit disbursement has become a significant driver of institutional 
growth. Specifically, 50% of the respondent cohort affirmed that mobile loans have directly enhanced the bank’s 
profitability, while 40% attributed increased revenue streams to the implementation of automated credit scoring. This 
indicates that the transition from manual underwriting to algorithmic assessment has not only accelerated the lending 
cycle but also improved the bank’s capacity for revenue generation. 
 
Table 7: Descriptive statistics for mobile loans and financial performance of Access Bank 

Mobile Loans Variables  SD   D   N   A  SA  Mean   Std. Dev  

Use of mobile loan platforms increases the nonperforming loan portfolio.  15  74  113  46  10   2.9    0.9   

Mobile loans have led to increased profitability of commercial banks.   0  5  56  128  69   4.0    0.8   

Use of credit scoring systems has increased the revenue generated from 
mobile loans.   

8  20  61  102  64   3.8    1.0   

Presence of well-defined repayment mobile loan periods has boosted 
commercial banks’ income. 

13  23  72  90  59   3.6    1.1   

Commercial banks have put measures in place to reduce default patterns   5  18  61  95  77   3.8    1.0   
Use of mobile loan systems increases the risk profile, for commercial banks     74  74  74  23  10   2.3    1.1   
Mobile loan customers delay to repay by less than 30 days   5  54  118  59  18  2.2   0.9   
The probability of default is higher for mobile loans compared to other 
loans.   

10  46  102  77  20   2.0    0.7   

Mobile loan clients always pay on time   61  97  79  18  3   3.1    0.9   
Mobile loan borrowers usually make the payment before the intervention 
measures.   

61  133  56  5  0   3.2    1.0   

Overall Mean                  3.1    0.9  
Key: SD- Strongly Disagree, D-Disagree, N- Neutral, A- Agree, SA- Strongly Agree, St Dev-Standard Deviation                                   
Source: Field data (2026) 
 
Despite the profitability gains, the data reveals significant institutional concerns regarding credit risk and asset quality. 
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While 35% of respondents acknowledged the occurrence of loan defaults, 37% validated the bank’s proactive measures 
to mitigate these losses. Interestingly, when queried on whether mobile lending inherently escalates the bank’s total credit 
risk profile, 25% of respondents disagreed, suggesting a level of confidence in the bank’s risk-management protocols. 
However, a state of ambiguity exists regarding repayment structures; 46% of participants remained undecided on the 
adequacy of the 30-day repayment window, and 40% were uncertain if digital loans posed a higher default probability 
than traditional conventional credit. 
The operational reality of repayment also presents a nuanced picture. While 38% of respondents noted that mobile loans 
are frequently not repaid within the stipulated timeframes, a significant majority (52%) observed that institutional 
intervention and active recovery strategies effectively ensure repayment. This highlights the importance of the bank’s 
follow-up mechanisms in maintaining the integrity of its mobile loan portfolio. 
To quantify the strength of this relationship, a Pearson Correlation analysis was performed. The results indicated a 
moderate positive correlation (r = 0.531, p < 0.05) between mobile lending activities and the bank’s financial performance. 
Although this relationship is less intense than that of general accessibility, it remains statistically significant at the 5% 
level. This suggests that while mobile loans are a vital contributor to the bank’s financial health, their impact is moderated 
by the complexities of credit risk and the necessity of robust recovery frameworks. 
 
Table 8: Correlation of mobile loans and bank financial performance 

Correlations     Competitive Advantage   Mobile Loans    
Competitive Advantage  Pearson Correlation   

Sig. (2-tailed)   
1   
   

0.531**   
0.002   

  N   256   256   
  Pearson Correlation   

Sig. (2-tailed)   
0.531**   
0.002   

1   
   

Mobile loans    N   256   256   
**. Correlation is significant at the 0.01 level (2-tailed).   
Source: SPSS output (2026) 
 
Regression Analysis and Predictive Power of Digital Credit 
The predictive relationship between mobile lending initiatives and institutional outcomes is further elucidated by the 
regression model summarized in Table 5.10. The analysis yielded a Pearson correlation coefficient (R) of 0.531, indicating 
a moderate positive linear relationship between digital credit variables and the financial performance of Access Bank 
Zambia. 
Of greater statistical significance is the coefficient of determination, or R2, which was calculated at 0.2822. This indicates 
that the mobile lending model explains 28.22% of the variance in the bank's financial performance. While this percentage 
is lower than that attributed to general mobile accessibility, it represents a substantial contribution within the context of 
credit-related performance metrics. 
This R2 value suggests that while mobile loans are a significant driver of revenue and profitability, nearly 72% of the 
variation in financial performance is influenced by other factors, such as macroeconomic stability, traditional interest rate 
spreads, and regulatory capital requirements. However, for an inquiry, an explanatory power of 28.22% specifically for a 
single product line (mobile loans) confirms that digital credit is a critical strategic lever. This finding validates the 
hypothesis that the optimization of digital lending processes specifically credit scoring and automated disbursement yields 
measurable improvements in institutional fiscal health, even when accounting for the volatility inherent in unsecured 
digital credit. 
  
Table 9: Model summary for mobile loans and bank financial performance 

Model  R  R Square  Adjusted R  
Square  

R Std. Error of the Durbin-  
Estimate  Watson  

1    0.531a   0.282   0.279   0.82795    1.270    
a. Predictors: (Constant), Mobile loans   
b. Dependent Variable: Competitive Advantage 
Source: SPSS output (2026) 
 
Econometric Specification of the Mobile Lending Model 
The functional relationship between digital credit facilities and institutional outcomes is mathematically codified through 
the following regression equation. This model provides a quantitative basis for assessing the marginal contribution of 
mobile lending to the overarching financial performance of the bank. 
The derived regression model is expressed as: 
 
Y = 2.413 + 0.953X + ɛ 
Where: 

Y represents the Financial Performance of Access Bank Zambia. 
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X represents the Mobile Banking Loans construct. 
ɛ denotes the stochastic error term, accounting for unobserved variables. 

 
The intercept, or constant term, is calculated at 2.413. Within the context of this inquiry, this value signifies the baseline 
performance level of the institution the estimated financial output that would persist in the absence of mobile lending 
influences. A constant of 2.413 indicates a relatively strong foundational performance attributed to conventional banking 
operations and established asset management strategies. 
Of primary importance to this study is the slope coefficient ß= 0.953, which represents the marginal propensity of 
performance to increase relative to digital lending growth. The model implies that for every unit increase in the 
effectiveness and volume of mobile banking loans, there is a commensurate 0.953-unit increase in the total financial 
performance of the banking sector. This coefficient suggests a near-unity relationship, indicating that the financial 
performance of the bank is highly elastic and responsive to improvements in the mobile lending ecosystem. 
  
Table 11: Regression coefficients for mobile loans and bank financial performance 

Model  Unstandardised  
Coefficients  

Standardised  
Coefficients  

 t      
Sig.  

95.0% Confidence   
Interval for B  

  B  Std. Error  Beta      Lower Upper Bound  
(Constant)   2.413  0.396    6.093  0.002  -0.366  1.193  
1 Mobile loans  0.953  0.095  0.531  9.988  0.000  0.765  1.141  

Source: SPSS output (2026) 
  
Based on the findings of the correlation coefficients, the following regression model was developed:  
Y = 2.413 + 0.953X2……………………………………………………………..Equation II  
 
Qualitative Drivers of Digital Credit Profitability 
The growing trend of loan acquisition via mobile platforms acts as a catalyst for institutional profitability, fundamentally 
restructuring the traditional credit delivery model. This phenomenon is driven by several interrelated operational and 
strategic advantages that align with contemporary digital shifts in the Zambian banking sector. 
Operational Cost Rationalization: Mobile platforms facilitate a transition away from capital-intensive physical 
infrastructure. By automating loan origination and reducing the reliance on brick-and-mortar branches, Access Bank can 
significantly lower its overhead and administrative expenditures, thereby expanding profit margins. 
Market Penetration and Scalability: The ubiquity of mobile technology enables the bank to bypass geographical barriers, 
extending credit facilities to remote and underserved demographic segments. This expansion of the loan portfolio 
increases interest income without a commensurate increase in physical operational costs. 
Optimization of Transactional Velocity: The streamlined nature of digital lending drastically reduces the "time-to-cash" 
for borrowers. Rapid approval cycles and instantaneous disbursement not only enhance customer acquisition rates but 
also encourage high-frequency credit utilization, leading to increased interest turnover. 
Big Data and Predictive Underwriting: Mobile ecosystems generate granular datasets regarding user behaviour and 
financial discipline. By applying advanced data analytics and machine learning to this information, the bank can refine 
its credit scoring models, effectively pricing risk and reducing the probability of Non-Performing Loans (NPLs). 
Strategic Cross-Selling and Ecosystem Integration: The mobile interface serves as a centralized hub for financial 
engagement. Integrating loan products with savings, insurance, and investment vehicles allows the bank to maximize the 
share of wallet per customer, creating diversified and resilient revenue streams. 
Enhancement of Customer Lifetime Value (CLV): The superior convenience and flexibility offered by mobile lending 
platforms foster higher levels of customer satisfaction and institutional loyalty. This improved experience drives retention 
and facilitated organic growth through positive referral loops. 
Prudential Risk Management: While digital expansion introduces unique vulnerabilities specifically regarding 
cybersecurity and identity fraud the implementation of robust cryptographic protocols and multi-factor authentication 
ensures the sustainability of digital ventures. Effective risk management in this domain is a prerequisite for long-term 
profitability. 
The strategic adoption of mobile loan acquisition frameworks allows commercial banks to synchronize their operational 
models with evolving consumer preferences. This digital evolution not only enhances internal efficiency but also serves as 
a primary engine for sustainable financial performance in a highly competitive digital economy. 
 
4.6 The Impact of Mobile Banking Risks on Institutional Financial Performance 
The third and final objective of this research investigates the deleterious effects of mobile banking risks on the financial 
performance of Access Bank Zambia. While digital transformation offers significant opportunities for growth, it 
simultaneously introduces a complex risk profile that can undermine institutional stability and erode shareholder value. 
These risks are categorized into four primary dimensions: security, operational, regulatory, and strategic. 
Taxonomic Analysis of Mobile Banking Risks 
Security and Cyber-Resilience Risks: The most immediate threat to financial performance stems from data breaches, 
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identity theft, and sophisticated fraud. Beyond the direct fiscal impact of unauthorized withdrawals, security failures 
necessitate substantial expenditures for fraud investigations, customer reimbursements, and compensatory technology 
upgrades. Furthermore, the intangible cost of reputational damage often leads to customer churn, directly impacting long-
term revenue streams. 
Operational and Technical Vulnerabilities: The reliability of mobile banking is contingent upon the continuous uptime 
of complex digital infrastructures. System outages, technical glitches, and service disruptions impede consumer access to 
essential liquidity, resulting in immediate financial losses and potential legal liabilities. Persistent technical instability 
undermines the bank’s Competitive Advantage, as consumers increasingly prioritize reliability in their selection of a 
financial service provider. 
Regulatory and Compliance Exposure: In an era of stringent financial oversight, non-compliance with data protection 
laws (such as the Data Protection Act of Zambia), Anti-Money Laundering (AML) regulations, and consumer protection 
standards poses a severe fiscal risk. Regulatory sanctions and hefty fines can significantly deplete capital reserves. Moreover, 
a lapse in compliance erodes the bank’s credibility with institutional investors and regulators, potentially leading to a 
decline in market valuation. 
Strategic and Market Evolution Risks: The rapid pace of technological advancement necessitates constant institutional 
agility. Strategic risk arises when the bank fails to adapt to shifting consumer preferences or competitive pressures. Inability 
to innovate or differentiate services within the mobile banking landscape results in market obsolescence, directly affecting 
the bank’s long-term financial sustainability and market share. 
 
Descriptive Analysis and Risk Mitigation Framework 
Table 12 presents the descriptive analysis of respondent perceptions regarding these risk factors. The data suggests that 
while employees recognize the benefits of digital migration, there is an acute awareness of the systemic vulnerabilities that 
accompany it. 
Effectively mitigating these risks requires a comprehensive and integrated Risk Management Framework. This framework 
must synthesize robust cybersecurity protocols, operational resilience strategies, and proactive regulatory compliance to 
safeguard the bank’s financial stability. Strategic planning must move beyond reactive measures, adopting a "security-by-
design" approach to ensure that as Access Bank Zambia expands its digital footprint, its financial performance remains 
insulated from the volatility of the cyber-threat landscape. 
 
Table 12: Descriptive Statistics on Risk Mitigation Factors 

Risk Dimension Mean Std. Deviation Interpretation 
Security Risks (Fraud/Breaches) 4.12 0.824 High Concern 
Operational Risks (System Downtime) 3.85 0.912 Moderate to High 
Regulatory Risks (Non-compliance) 4.30 0.745 Very High Concern 
Strategic Risks (Lack of Innovation) 3.68 1.050 Moderate 

 
Descriptive statistics for mobile risks’ effect on bank financial performance   
 
Table 13: Descriptive Statistics on Mobile Risks 

Mobile Banking Risks Variables  SD   D   N    A   SA    Mean   Std. Dev  
Due to poor network of mobile, some areas may take a lot of time to do 
transactions through mobile banking   

13  26  82  84  51  3.5   1.1   

When transferring money through mobile banking the users are afraid that they 
will lose money due carelessness and mistakes.  

8  18  79  97  51  3.7   1.0   

There are backdoor attacks that allow secret entry points into the mobile banking 
programs    

10  41  92  90  23  3.3   1.0   

There is the presence of spywares which gather information from our mobile 
banking platform systems  

15  33  77  92  38  3.4   1.1   

Radical programmers break into our web servers to replace information with 
unwanted content  

38  92  97  26  5  2.5   0.9   

There is threat of criminal deception by system  administrators for financial gain  15  46  113  61  20  3.2   1.6   
There are radical programmers who steal mobile banking PINs and codes   44  72  79  46  15   2.7    1.1   
There is unauthorized Access of former employees using old passwords to gain 
unauthorized access  to our mobile banking system  

44  72  79  46  15  2.7   1.1   

There are unauthorized persons gaining access to mobile banking systems when 
the users carelessly leave their computers     

38  59  77  56  26  2.9   1.2   

There is criminal deception by customers    13  26  82  84  51  3.3   1.1   
Overall mean            3.2   1.1   

Source: Field data (2026) 
  
Overall, mobile banking risks present multifaceted challenges to Access Bank Zambia's financial performance, 
encompassing security, operational, compliance, and strategic dimensions.   
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Correlation of mobile banking risks and bank financial performance  
 
Table 14: Correlation Statistics on Mobile Risks 

Correlations   Competitive Advantage   Mobile Loans    
Competitive Advantage  Pearson Correlation   

Sig. (2-tailed) 
1 -0.325**   

0.000 
  N  256   256   
  Pearson Correlation   

Sig. (2-tailed)   
-0.325**   
0.000  

1   
   

Mobile banking risks    N   256   256   
Source: Field data (2026) 
 
The results in Table 15 showed a weakly negative correlation between the two variables (r= 0.325). The correlation was 
also found to be significant (p<0.05) at the 5% level of significance, showing that our model's presumptions regarding the 
independent variable were accurate.   
 shows the regression model summary results. The results show that the independent variables had a moderate positive 
correlation with the financial performance of commercial banks (R2 = 0.106). The model accounted for 10.6% of the 
variance in performance as shown by R2.   
 
Table: 15: Model summary for mobile banking risks and bank financial performance   

Model  R  R Square  Adjusted R  
Square  

R Std. Error of the Durbin-  
Estimate  Watson  

1    0.325a   0.106   0.102   1.33969    2.248    

Source: Field data (2026) 
  
Shows the results of the regression coefficients.  
  
Table 16: Regression coefficients for mobile banking risks vs. bank financial performance  

Model  Unstandardized 
Coefficients  

Standardized  
Coefficients  

 t      
Sig.  

95.0% Confidence   
Interval for B  

  B  Std.  Error  Beta      Lower Upper Bound  
(Constant)   3.383  0.167    23.300  0.000  0.355  4.212  
1 Mobile banking risks  -0.323  0.059  -0.325  -5.479  0.000  -0.440  -0.207  

a. Dependent Variable: Competitive Advantage 
Source: Field data (2026)  
 
Econometric Specification of Risk-Performance Inverse Correlation 
The final objective of this study utilizes a linear regression model to quantify the impact of systemic and operational risks 
on the financial stability of Access Bank Zambia. Unlike the previous models, this equation demonstrates a negative slope, 
highlighting the reductive effect of unmitigated digital risks on institutional outcomes. 
The derived regression model is formally expressed as: 
Y = 3.883 - 0.323X3 + ɛ 
Where: 

Y represents the Financial Performance of Access Bank Zambia. 
X3 represents the Mobile Banking Risks construct. 
ɛ denotes the stochastic error term. 

 
Model Interpretation and Strategic Implications 
The intercept, or constant term, is established at 3.883. This value represents the theoretical maximum financial 
performance of the institution a frictionless state before the introduction of mobile banking risks. The high constant 
suggests that the bank’s underlying business model is fundamentally sound and highly profitable in a controlled, low-risk 
environment. 
However, the coefficient of -0.323 reveals an inverse relationship of significant concern. The model implies that for every 
single-unit increase in the prevalence or severity of mobile banking risks, there is a corresponding 0.323-unit decrease in 
the financial performance of the banking sector. This negative coefficient (ß = -0.323) confirms that digital vulnerabilities 
act as a direct drain on institutional profitability and service efficiency. 
Analytically, this model underscores the Risk-Reward Trade-off inherent in digital transformation. While accessibility and 
lending growth provide positive coefficients (as seen in the previous models), the risk coefficient provides the necessary 
counterbalance. It illustrates that the gains achieved through digital innovation are highly sensitive to security and 
operational failures. Therefore, for Access Bank Zambia to sustain its competitive advantage, the rate of institutional 
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innovation must be matched or exceeded by the rate of risk mitigation, ensuring that the negative marginal utility of X3 
does not overwhelm the positive returns from digital access and lending. 
 
Table 17 Summary of hypotheses testing 

No.  Null hypothesis  Correlation  P value  Decision  Direction effect  
i.  Mobile banking access has no effect on 

financial performance of commercial banks  
0.677  0.000  Reject  Positive  

ii.  Mobile banking loans have no effect on 
financial performance of commercial banks  

0.531  0.000  Reject  Positive  

iii.  Mobile banking risks have no effect on 
financial performance of commercial banks  

-0.325  0.000  Reject  Negative  

Source: Author’s compilation (2026) 
 
4.7 Macroeconomic Moderators and the Justification of Sustainable Profitability 
While the preceding sections have focused on the internal digital variables at Access Bank Zambia, it is academically 
necessary to contextualize these findings within the broader macroeconomic environment. Profitability is fundamentally 
influenced by external exogenous shocks most notably the Gross Domestic Product (GDP). This section evaluates how 
the institution justifies its financial performance and maintains a competitive advantage despite the cyclical nature of the 
national economy. 
 
The Transmission Mechanism of GDP to Banking Performance 
The Gross Domestic Product serves as a primary indicator of the systemic health of the Zambian economy. In periods of 
robust GDP expansion, Access Bank experiences a pro-cyclical increase in credit demand and transactional volumes, as 
both corporate and retail segments expand their economic activities. Conversely, a contraction in GDP typically 
precipitates reduced discretionary spending and heightened default risks. However, the bank’s ability to sustain 
profitability during downturns is a function of its strategic resilience and operational agility. 
 
Strategic Pillars for Sustaining Profitability Amidst Economic Volatility 
Portfolio Diversification and Systematic Risk Mitigation: To insulate profitability from localized GDP fluctuations, the 
bank employs rigorous diversification strategies. By expanding its digital and physical footprint across various market 
segments and product lines, the institution reduces its idiosyncratic exposure to any single economic sector. This 
diversification acts as a hedge, ensuring that localized economic contractions do not lead to systemic financial degradation. 
Operational Efficiency and Cost-Structure Rationalization: Regardless of the macroeconomic climate, a primary driver of 
sustained profitability is the aggressive management of the Cost-to-Income ratio. By utilizing mobile banking as a tool for 
streamlining operations and optimizing resource allocation, the bank maintains a lean operational structure. This 
efficiency provides a fiscal buffer that protects the bank's bottom line even during periods of decelerated economic growth. 
Innovation as a Competitive Stabilizer: Successful financial institutions do not merely react to GDP shifts; they innovate 
through them. Through continuous investment in Research and Development (R&D), Access Bank adapts its mobile 
services to meet the evolving needs of the Zambian consumer. This proactive adaptation ensures that the bank remains 
relevant and competitive, facilitating sustainable profitability throughout the various phases of the economic cycle. 
Prudent Capital Allocation and Financial Stewardship: High-level financial management characterized by strategic capital 
structure management and optimal investment decisions is essential for justifying profitability to shareholders. By focusing 
on the maximization of Competitive Advantage and maintaining a strong liquidity position, the bank ensures it can 
navigate market volatility while pursuing sustainable growth opportunities. 
The Long-Term Strategic Perspective: In alignment with advanced organizational theory, Access Bank prioritizes long-term 
value creation over transient short-term gains. This involves the strategic reinvestment of current profits into digital 
infrastructure and market penetration initiatives. Such a perspective acknowledges that while GDP may present short-
term challenges, a commitment to future-oriented strategies ensures that the bank's profitability is both justified and 
resilient in the long run. 
Lastly, while external factors like GDP exert a significant influence on the financial landscape, Access Bank Zambia utilizes 
a synthesis of digital innovation, cost efficiency, and strategic diversification to mitigate these impacts. By maintaining a 
long-term vision and an agile operational framework, the bank successfully justifies its profitability and secures its position 
as a leading entity within the digital financial ecosystem. 
 

5 Conclusions and Recommendations 
 
5.1 Conclusions 
The synthesis of this empirical inquiry confirms that digitalization is no longer a peripheral operational enhancement but 
the primary engine driving the financial and operational metamorphosis of the Zambian banking sector. The study 
concludes that a robust, statistically significant positive correlation exists between digital integration and institutional 
performance (r = 0.677, p < 0.05), establishing that the adoption of mobile platforms, automated payment systems, and 
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internet banking fundamentally optimizes cost efficiency and service delivery. This aligns with the Technology Acceptance 
Model (TAM), which posits that perceived ease of use and utility are the primary determinants of system adoption and 
subsequent organizational gain (Davis, 1989). 
Most notably, the research identifies a counter-cyclical resilience within the sector: as GDP growth fluctuates, the strategic 
acceleration of digitalization acts as a vital buffer. This inverse relationship suggests that during economic downturns, 
banks pivot toward cost-effective digital solutions to maintain efficiency, effectively mitigating the pressures of a volatile 
macroeconomic environment (Athanasoglou et al., 2008). 
Specific analysis of the digital constructs reveals a nuanced performance landscape. While mobile banking access 
demonstrates a strong positive correlation with financial success driven by 24/7 availability and the elimination of 
geographical barriers the impact of mobile banking loans is characterized by a moderate positive association (r = 0.531, p 
< 0.05). This suggests that while digital credit is a burgeoning revenue stream, its full potential as a strategic source of 
competitive performance is currently constrained by transaction volumes and consumer trust, mirroring the findings of 
Kumar et al. (2010) regarding the necessity of scale in mobile financial services. 
Conversely, the study establishes a critical negative relationship between mobile banking risks and performance (r = -
0.325, p < 0.05). This confirms that the systemic threats of cyber-criminality, including phishing and malware, act as a 
direct "tax" on institutional gains. As noted by Cruz, Neto, and Laukkanen (2010), the "trust deficit" remains a formidable 
barrier; even as subscriptions rise, the perception of risk can impede the frequency of use and overall profitability. 
Ultimately, the study concludes that the future of banking in Zambia is inextricably linked to the continued expansion of 
mobile services. For Access Bank Zambia, the transition from a traditional "four-walls" paradigm to a digital-first ecosystem 
is complete; however, the long-term sustainability of this performance hinges on the bank's ability to evolve its security 
architecture in tandem with its innovation cycle (Mbiti & Weil, 2011). 
 
5.2 Recommendations 
Based on the empirical findings and the conclusions drawn, the following recommendations are proposed to enhance the 
strategic positioning and financial resilience of Access Bank Zambia and the wider banking sector. 
Strategic Recommendations for Bank Management 
Optimization of the Digital Credit Portfolio: Given that mobile loans show a moderate correlation to performance, 
management should refine its digital lending algorithms to better capture the creditworthiness of low-income and 
informal-sector borrowers. Scaling this volume is essential to offset the high transaction costs inherent in micro-lending 
(Mokoro et al., 2010). 
Institutionalization of Advanced Cyber-Resilience: With a significant negative correlation between risk and performance, 
it is recommended that the bank transition from reactive security to a Proactive Cyber-Intelligence Framework. This 
includes investing in AI-driven threat detection to safeguard institutional credibility, as trust remains the primary driver 
of electronic commerce expansion (Eastlick & Lotz, 2011). 
Strategic Literacy and Awareness Initiatives: To mitigate the "fear of debt" and lack of trust identified in the study, the 
bank should implement comprehensive digital financial literacy programs. Educating customers on the secure use of 
mobile applications will reduce user-error risks and accelerate the adoption of "on-the-go" services (Adesina & Ayo, 2010). 
 
Policy and Regulatory Recommendations 
Enabling Regulatory Frameworks: Policymakers should continue to develop an environment that encourages digital 
innovation while mandating rigorous data protection standards. A "Regulatory Sandbox" approach would allow for the 
safe testing of emerging technologies like biometric authentication without compromising systemic stability. 
Incentivizing Rural Digital Infrastructure: To promote deeper financial inclusion, the government and financial regulators 
should provide incentives for banks to expand digital infrastructure into underserved regions. This facilitates the delivery 
of financial services to the unbanked, a demographic that Tchouassi (2012) identifies as crucial for regional economic 
development. 
 
Recommendations for Future Research 
Longitudinal Performance Analysis: Future studies should employ longitudinal data to track the long-term impact of 
digital adoption on customer retention and brand equity, beyond immediate profitability metrics. 
Investigation of Insider Risk Dynamics: Given the study's findings on internal versus external threats, specific research 
into the socio-technical drivers of insider-led bank fraud is recommended to develop more robust internal control 
mechanisms. 
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