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ABSTRACT

The objective of this study is to examine the influence on intention to use
financial assistance services via chatbot. This research applies the technology readiness
index and the theory of perceived risk as a basis for developing research methodology
which consists of optimism, innovativeness, discomfort, security risk, privacy risk,
financial risk, past experience with chatbot, resistance to change, perceived
playfulness, and intention to use financial assistant services via chatbot.

A sample of 221 individual internet/ mobile banking and chatbot users in
Thailand was used to analyze in this quantitative research which conducted a survey
by online questionnaires using QR code scan and link on social media. Then, the result
is computed with statistical software to define relationships of factors based on
theories, literature reviews, and a conceptual model.

The results indicate that resistance to change is influenced by optimism,
discomfort, privacy risk and financial risk. Optimism, past experience with chatbot,
resistance to change, and perceived playfulness directly influence the intention to use
financial assistant services via chatbot. Meanwhile, the findings show that

innovativeness, security risk, and past experience with chatbot have no influence on
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resistance to change. Innovativeness and discomfort likewise have no influence upon
intention to use financial assistant services via chatbot.

However, the result of this investigation does not suggest to apply to
samples aged 21 or younger, who did not fill out any questionnaires that undergo
preliminary statistical analysis, since their attitudes and experiences wit technology
may differ considerably. Future research might expand the study to examine the
influence on intention to use financial assistance services via chatbot among older
samples or other groups.

This research may benefit the financial business sector, helping companies
to improved services with less resistance to change which leads to an augmentation

of the intention to use financial assistance services via chatbot.

Keywords: Intention to use financial assistance services via chatbot, Technology

readiness index, Perceived risk
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