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Abstract: Objective: This study investigates the influence of the digital divide on the effects of key technological and experiential factors, namely
perceived ease of use, facilitating conditions, perceived usefulness, and customer satisfaction, on individuals’ intention to adopt sustainability oriented
digital services, with particular focus on the Palestinian context. Methodology: In line with the Technology Acceptance Model (TAM), the study
extends the model to include customer satisfaction and sustainability intention as endogenous variables, and the digital divide as a moderating
variable. Data were collected from 550 users of digital banking services in Palestinian banks through an online survey. The data were analysed using
partial least squares structural equation modeling (PLS SEM). Results: The results show that perceived ease of use, facilitating conditions, perceived
usefulness, and customer satisfaction significantly influence sustainability intention. In addition, the digital divide significantly moderates the
relationships between perceived usefulness and sustainability intention, and between customer satisfaction and sustainability intention. No significant
moderating effect of the digital divide is found for the other relationships. Conclusion: By combining sustainability intention and customer
satisfaction within the TAM model and examining the effect of digital inequality, this study offers fresh empirical evidence from Palestine, where
digital divides remain a significant barrier to inclusive digital transformation. The findings highlight that overcoming structural digital divides is a
prerequisite for leveraging the full potential of technology to achieve sustainability outcomes in developing regions that are digitally disadvantaged.
Recommendations: The study recommends expanding digital infrastructure, reducing internet costs, and promoting digital literacy to bridge the
digital divide and enhance the sustainable adoption of digital banking services. Policymakers and banks should design inclusive digital platforms and
provide support systems tailored to digitally disadvantaged users.
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Background

In recent years, models such as the TAM
(Davis, 1989) and the Unified Theory of
Acceptance and Use of Technology (UTAUT)
(Venkatesh et al., 2003) have become the norm
for studying the digital technology adoption
process. But scant attention has been given to
structural ~ constraints—such as  digital
inequality—that can significantly influence or
hinder the adoption process (van Dijk, 2005).
This study fills the gap by introducing the
digital divide as a moderating variable, and
more specifically, examining how it influences
the intentions of citizens to use digital services
for sustainability purposes, particularly in the
context of digital banking services in
Palestinian banks.

The understanding of digital bankifig
services and digital service use has grown
exponentially, as substantial evidence/points tQ
the fact that both internal drivers@nd external
system factors affect user behavior (Zhou,
2012). These include pefceived usefulness,
perceived ease of use,| and technologieal
affordances. Additienally, ‘demographic traits
and users' digital/experience mediate the level
of'use on such platforms (Alalwanetal., 2016).

Despite this progress, utilization and‘aceess
to digital senvices remain unequal, especially
where the\ digital, divide wis.persistent. In
Palestine and similacsettings, disparities in ICT
infrastructure,  high~ connectivity costs, and
insufficient digital skills hinder widespread
adoption of advanced digital platforms
(UNCTAD, 2024). The divide deprives citizens
of equal opportunities to access services such
as online banking, e-government platforms,
and other digital public services.

While existing work has acknowledged the
influence of digital inequality on technology
use (Hargittai, 2002), comprehensive models
that formally integrate this dimension into
mainstream technology adoption frameworks
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remain scarce. Disadvantaged groups—
whether older adults, women, or rural
populations—often face challenges in using
digital tools due to limited access, skills, or
both (Scheerder et al., 2017). Moreover,
exogenous factors such as market readiness,
infrastructure quality, and the regulatory
environment considerably shape digital
engagement and usage patterns Merhej, K.
(2021,).

To addresst these limitations, this study
proposes a modified version'of TAM with the
digital divide acting as both a direct and
modérating variable.“Using a case study of
banks in Palestine, the ‘medecl/tests how the
digital divide moderates ‘the influence of
perceived usefulness, 4€ase of wuse, and
facilitating conditions’ on sustainability
intentions, »A total of eleven hypotheses are
tested to offer a. comprehensive account of how
structural and perceptual factors jointly drive or
constrain  digital adoption in resource-
constrained environments.

Theoretical Framework

Technology Adoption Model (TAM):
TAM is a basic model employed to describe
how people accept and utilize new technologies
(Davis, 1989). TAM has been advanced since
its initial formulation and then incorporated
into broader models such as the Unified Theory
of Acceptance and Use of Technology
(UTAUT) (Venkatesh et al., 2003). Such
advancement has made the model more
applicable  within  various technological
settings.

Two most significant predictors of user
acceptance at the core of TAM are perceived
usefulness and perceived ease of use. Perceived
usefulness refers to an individual's belief that
using a given system will improve their
effectiveness or performance. Perceived ease of
use, on the other hand, is concerned with how
easy or simple the system is to use (Davis,
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1989). There is also a direct relationship
between these two variables technologies that
are seen as easy to use are likely to be perceived
as positive (Venkatesh & Davis, 2000).

The other significant factor to the model is
facilitating conditions, which entails the
availability of technical and organizational
infrastructure needed for technology adoption
(Venkatesh ef al., 2003). They range from
training and infrastructure to support users, and
they play a crucial role in determining usage as
well as behavioral intention (Alalwan et al.,
2016).

This theoretical model explains well digital
adoption processes across different contexts,
including Palestinian banks, where digital
service platforms are being introduced more
and more but are unevenly adopted duesto
varying user familiarity, system support, and
digital readiness (UNCTAD, 2024).

Perceived Ease of Use (PE):¢All previous
research has indicated that the perceived ease
of use (PEOU) is a strong driver of individuals'
intention to use online platforms (Gefen efaf.,
2003) and (Abed &WAsmar, 2023). Not only
does it drive their intention to use. a system, but
it also enhances | their perception,_ of .the
usefulness of the system (Pikkarainen“ef al.,
2004). This has been“established in numerous
online service " contexts,  ineluding banking
Kumar, D., & Ayedee, N. (2021).

H1: Perceived ease of use positively and
directly affects individuals' usage behavior on
digital banking services websites.

H2: Perceived ease of use positively
influences users' perceptions of the usefulness
of digital banking services systems.

H9: Perceived ease of use indirectly affects
digital banking services behavior via its effect
on perceived usefulness.

Perceived Usefulness (PU): Perceived
usefulness is one of the best researched
constructs in the context of the TAM (Shih,
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2004). It is a critical determinant of why the
people would use it and hence continue to
utilize digital technologies (Chau & Hu, 2002).
In diverse contexts, users are likely to employ
a system where it is perceived that it would
highly enhance their performance or
productivity (Nasri & Charfeddine, 2012).

H3: The perceived usefulness directly and
positively affects digital banking services
usage behavior.

Facilitating Conditions)(FC): Facilitating
conditions, are' the presencenof supportive
infrasteicture  technical,  ‘physical, or
organizational in they guise [of technical
facilities, physical facilitiesyand organizational
support which enable smooth interaction with
digital platformsy(Teo2011). They include
access to,machines; training, customer support,
reliable intérnet connectivity and infrastructure
availability (Mansour et al., 2025). Although
earlier models did not give much importance to
this factor, it has been recognized as a critical
determinant of ease of use and behavioral
intention (Venkatesh et al., 2012). After users
feel that support is adequate, they are more
likely to use and accept digital technology

(Abu-Shanab et al., 2010).

H4: Facilitating conditions positively
influence the ease-of-use perception of the
system.

HS: Facilitating conditions directly
influence actual usage of digital banking
services websites.

H10: Facilitating conditions indirectly
affect digital banking services usage behavior
since it enhances perceived ease of use.

Customer Satisfaction (CS): Customer
satisfaction is in this study, the user's overall
evaluation of his/her experience with digital
services (Oliver, 1999). It includes whether it is
useful, reliable, convenient, and well-taken-
care-off from the user's perspective (Kim et al.,
2009). The digital platform being deemed
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satisfying or even better than users'
expectations make the users more satisfied,
with this likely to result in both ongoing use and
intention to practice sustainability (Lee, Kozar,
& Larsen, 2003).

Sustainability Intention (SD:
Sustainability intention involves a user's
conscious determination of embracing digital
practices in line with environmental
sustainability. This may involve choosing
paperless digital tools, minimizing face-to-face
transactions to reduce environmental impacts
(Kanchanapibul et al., 2014), or advocating for
organizations  embracing green  digital
practices. In essence, SI is an extension of one's
wish to act in ways that are favorable to
environmental well-being using digital service
consumption (Testa et al., 2015).

Digital Divide (DD): Digital divide refers to
unequal access to digital assets and competence
among different groups of findividuals,
typically according to social, economic, and
geographical attributes (van  Dijk, 2020).
Researchers have categorized the divide“into
technological accessy, (e'gs infrastructure,
ownership of a dévice) and social access (e.g.,
literacy, income, €ducation) (Scheetder et al.,
2017). Not only ) does the gap  affect
accessibilityybut also the quality of Cempetence
in being able toeffectively use digital platforms
(Hargittai, 2002).

Notably, the awareness ofithe digital divide
can moderate TAM relationships. Individuals
lacking infrastructure, capability, or know-how
will perceive technologies as more difficult to
use and less helpful and therefore be less
inclined to adopt them.

H6: Awareness of the digital divide
negatively moderates the between perceived
ease of use and perceived usefulness.

H7: Awareness of the digital divide
negatively moderates the between facilitating
conditions and perceived ease of use.
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H8: Digital divide perception has a negative
moderating effect on the facilitating conditions
and digital banking services usage behavior
relationship.

H11: Digital divide perception has a direct
negative effect on digital banking services
usage behavior.

®

VO,

)
)
Method

Measurement. ‘Tool and Sample: To

)

quantify  the digital“divide and sustainability
intention comstructs in digital banking services,
the study used a list of validated measurement
items drawn from scales that had been tested
before (Hair et al., 2019). Each construct was
quantified on a five-point Likert scale with
response categories ranging from 1 (strongly
disagree) to 5 (strongly agree). Prior to the
administration of the full survey, the pilot test
was conducted on a small sample of academic
experts for ensuring item clarity, face validity,
and relevance (Eslami et al., 2022). Some
minor changes were incorporated as per their
feedback before mailing the final version of the
questionnaire.

The final questionnaire was then
administered to a sample of 550 respondents,
who were selected to reflect a broad range of
socioeconomic backgrounds. Several statistical
procedures were employed to confirm the
reliability and adequacy of the measurement
tool. The Kaiser—-Meyer—Olkin (KMO) statistic
was 0.957, reflecting an excellent level of
sampling adequacy. Furthermore, Bartlett's test
of sphericity was very significant (> =
18,740.561, p < 0.001), in support of the
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factorability of the data. Reliability was
established through the Intraclass Correlation
Coefficient (ICC), which was 0.978, with
observed values ranging between 0.975 to
0.980, all of which were statistically significant
(p < 0.001). Additionally, overall Cronbach's
alpha for internal consistency was 0.978,
suggesting strong reliability for the elements of
the instrument (Tavakol & Dennick, 2011).

Sampling and study design: The research
was conducted in the Palestinian banking
sector, which is reputed to be one of the
strongest adopters of web-based financial
services across the Middle Eastern region. The
population for the research comprised all the
quoted commercial banks on the Palestine
Stock Exchange (PSE). For purposes of
representation perspective, a simple random
sampling technique was applied, (with
participants being sampled from a mixtef bank
branches with varying levels offusage and
exposure to electronic services. Dataeollection
occurred between Marchd and» May »,2025,
yielding a final sample of 550 fully completed
questionaries.

The theoretical model employed here brings
together six latent factors: Perceived Ease/of
Use (PE), Facilitating Conditions: (EC),
Perceived w Usefulness, (PU), hCustomer
Satisfaction, (€8)y, Digital '\Pivide (DD), and
Sustainability.Intentiony(SI). There were eleven
hypotheses (HI--H11) that'were examined to
examine direct ‘and moderating relationships
between these variables (Figure 1).

Table (1): Preliminary Tests for Sample Adequacy,
Reliability, and Internal Consistency.

Test Metric Value Sig.
Measure of KMO 0.957

sampling | o ety | 18740.561 | 0.00

adequacy statics

ICC 0.978

JeC Lot Min 0.975__| 0.00

Y Max 0.98 | 0.00

Cronbach’s o 0.978 0.00

Statistical Analysis: The analytical
approach utilized for this study was Partial
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Least Squares Structural Equation Modeling
(PLS-SEM) due to its efficacy in testing
complex, exploratory models, especially where
initial theory development is limited. Before
structural paths were tested, the 30
questionnaire items representing the study's six
latent constructs' descriptive statistics were
calculated. The items were scored on a five-
point Likert scale, from 1 (strongly disagree) to
5 (strongly agree).

Analysis fufther revealed that the highest
mean score washin item PU4y(mean = 3.71),
which Suggested” participants_had a very
positive view of the teehnology being useful.
@S2 was the lowest mean, (2.63), suggesting
relatively low levels of satisfaction regarding
experiences related to custemers.

In _eomparing" ‘means to constructs,
Sustainability Intention (SI) items showed
scores from »2.92 (SI3) to 3.23 (SI5),
mdicatively of moderately sustainability-
oriented attitudes. Scores of Digital Divide
(DD) items showed narrow range, with scores
of 3.10 (DD1) to 3.16 (DD2). Perceived Ease
of Use (PE) construct yielded moderately high
means of 3.24 (PE1) to 3.48 (PE4). Conversely,
Facilitating Conditions (FC) had more neutral
scores with item means between 2.97 (FC2) to
3.22 (FC4). Overall, Perceived Usefulness
(PU) was most highly rated among the
constructs and Customer Satisfaction (CS) had
lower means across the board, 2.63 to 2.80,
reflecting points of improvement in users'
digital service experience.

Measurement Model Validation: The
convergent validity as well as measurement
model's reliability was tested with a battery of
statistical indices including standardized factor
loadings, Cronbach's alpha, composite
reliability (CR), and average variance extracted
(AVE) (Fornell & Larcker, 1981). The results
indicated that all the construct validity

thresholds were fulfilled successfully. In
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particular, standardized factor loadings for each
of the items were more than the minimum
accepted as 0.70, with the range being from
0.76 to 0.915, proving that each item captured
its respective latent construct highly.

For internal consistency assessment,
Cronbach's alpha and composite reliability
were also examined. The values of Cronbach's
alpha varied from 0.918 to 0.944, which also
indicates a high level of internal consistency of
the items per construct. Likewise, the
composite reliability values varied from 0.918
to 0.945, which also confirms the strength of
the internal structure.

Convergent validity was established by the
employment of AVE values, which ranged
from 0.695 to 0.776 and were all greater than
the default cut-off of 0.50. This acts to establish
that most of the variance within every item is
captured by its own respective construct. In
total, these findings establish that the
measurement model is statistically sound and
psychometrically robust and offers a solid
foundation upon which to test the structural
model relationships i the second phase of
analysis (Table 2).

Table (1): Measurement Model Assessment: Factor Loadings, Intérnal Consistencys and Convergent Validity.

item Factor loading > Cronbach alpha Composite reliability > Average variance. Extracted
0.70 >.0.70 0.70. > 0.50.
SI1 0.846
SI2 0.821
SI3 0.838 0.927 0.927 0.72
S14 0.875
SIS 0.857
DDI1 0.833
DD2 0.834
DD3 0.846 0.931 0.932 0.732
DD4 0.861
DD5 0.902
PE1 0.896
PE2 0.846
PE3 0.829 0.938 0.939 0.754
PE4 0.888
PES 0.886
FC1 0.864
FC2 0.866
FC3 0.876 0.943 0.943 0.771
FC4 0:887
FC5 0.891
PUI 0.872
PU2 0.864
PU3 0.882 0.944 0.945 0.776
PU4 0.866
PUS 0.915
CS1 0.76
CS2 0.79
CS3 0.825 0.918 0.918 0.695
CS4 0.869
CS5 0.905

Discriminant validity was evaluated using
the Fornell-Larcker criterion, which involves
comparing the square root of the Average
Variance Extracted (AVE) for each latent
construct to its correlations with the other
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constructs in the model (Fornell & Larcker,
1981). According to the results shown in the
matrix, all constructs satisfied this criterion.
The figures along the diagonal—representing
the square roots of AVE—fell between 0.834
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and 0.881, and in every case, these were greater
than  the
correlations.

corresponding  inter-construct

For instance, the square root of AVE for
Sustainability Intention (SI) was 0.849, which
was higher than its highest correlation with
another construct, Digital Divide (DD), at
0.842. Similarly, the AVE square root for
Perceived Usefulness (PU) was 0.881, which
was higher than its highest correlation at 0.83
with Perceived Ease of Use (PE). These results
confirm that each construct is more strongly
correlated with its own measurement items than
with the items of other constructs, thereby
confirming the discriminant validity of the
measurement model (Table 3).

Table (2): Fornell-Larcker Criterion for Discriminant
Validity

SI DD PE FC PU CS
SI | 0.849
DD | 0.842 | 0.856
PE | 0.809 | 0.772 | 0.868
FC ] 0.732 | 0.781 | 0.685 | 0.878
PU | 0.777 | 0.68 | 0.83 | 072m| 0.881
CS | 0.594 | 0.691 | 0.548 |£0.746 | 0.5477 0.834

To further enhance the Fornell-Larcker test,
discriminant validitymwas also assessed with

Heterotrait-Monotrait Ratio “of, Correlations
(HTMT), which is regarded by manyas a better
indicator. of construct distinctiveness  in
structural equation modeling (Henseler et al.,
2015). Using the eonservative cut-off value of
0.85, all HTMT values, derived in this study
were found to'bedunder acceptable thresholds,
providing evidence in favor of discriminant
validity of the model.

As an example, the HTMT of Sustainability
Intention (SI) and Digital Divide (DD) was
0.842, a shade less than the threshold. Other
construct-to-construct comparisons were also
way within range, for example, that of
Perceived Ease of Use (PE) and Perceived
Usefulness (PU) at 0.812, Facilitating
Conditions (FC) and Customer Satisfaction
(CS) at 0.799, and between PU and CS at 0.583.
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These results confirm that the constructs are
statistically distinct from one another.

Along with the findings of HTMT, results of
a Fornell-Larcker test also indicate good
discriminant validity, which again validates the
overall wvalidity and reliability of the
measurement model (Table 4).

Table (3): Heterotrait-Monotrait Ratio (HTMT) of
Correlations for Discriminant Validity.

SI DD PE FC PU | CS
SI 1
DD | 0.842 1
PE | 0.829 |"0.825 1
FC ]40.779 | 0.833),] 0.725 1
PU. 0.83 | 0.7247] 0.812 | 0.763 1
CS ™ 20.632 | 0.747 | 0.585 | 0.799 | 0.583 | 1

Results

Moderating, Effect of the Digital Divide:
To examine the mederation role of the digital

divide (DD) in the association between salient
predictors ‘and sustainability intention (SI), a
moderation analysis was conducted using the
Partial Least Squares Structural Equation
Modeling (PLS-SEM) method (Hair et al.,
2017). The two-stage approach was employed
in the analysis, which is an appropriate strategy
for handling interaction effects in complex
models with latent variables.

During the first step, latent scores for all the
focal constructs (e.g., Customer Satisfaction
(CS), Perceived Usefulness (PU), Facilitating
Conditions (FC), and Perceived Ease of Use
(PE)) were computed on the basis of the PLS
algorithm. During the second step, interaction
terms were formed by taking each predictor
variable's product with the moderator variable
(DD). These newly formed interaction terms
were subsequently added to the model to
measure their impact on the outcome variable,
SI.

This method was chosen over alternatives
such as the product indicator method, as it is
particularly well-fitted to models where
constructs are operationalized reflectively and
where there are a lot of interaction terms. It also
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minimizes problems with multicollinearity and
enhances the interpretability of the effects of
moderation—especially in contexts such as
digital inequality that are characterized by
many aspects such as access to infrastructure,
digital capability, and socioeconomic barriers.

The results of moderation analysis showed
that the digital divide significantly moderated
four of the relationships in the model:

* H8 (CS x DD — SI): The interaction of
Customer Satisfaction and Digital Divide had a
positive and significant effect on Sustainability
Intention (B = 0.040, t = 2.47, p = 0.014). This
means that among the group with greater digital
access and capability, the positive effect of
customer satisfaction towards their
sustainability intentions is stronger. On the
contrary, those who are more digitally excludéd
may not be capable of converting satisfaction
into sustainable action since theyshave no
access to digital platforms or resources.

H9 (PU x DD — SI): Likewise, the cross-
interaction of Perceived Usefulness and' Digital
Divide was also positive and statistically significant
(B=10.036,t=2.75, p.=.0.006). The implication is
that technology or service usefulness exerts_a

stronger effect on sustainability intention for
digitally privileged wusers, but poor digital
competency can keep people from getting
maximum benefit from or reacting to the perceived
usefulness.

H10 (FC x DD — SI): Contrary to expectation,
the interaction of Digital Divide and Facilitating
Conditions was negatively and significantly related
to sustainability intention (f =-0.037,t=-2.31,p=
0.021). This implies that within individuals with
more digital exclusion;, even when facilitating
conditions (i.e$ technolegical support, device
availability) are present, these'conditions translate
less welldnto long-tetm behaviors than they do for
connected users. The moderating role of DD thus
dampens the influence of facilitating conditions on
SI'in more vulnerable groups.

H11 (PE xXDD — SI): In a similar fashion,
Perceived Ease “of, Use and Digital Divide
interactiomyhad a significant and negative effect on
sustainability intention (B = -0.041, t = -2.05, p =
0.039). This reveals that the more easily one can
utilize a system, the more it leads to sustainability
intentions—but only when the user is less affected
by the digital divide. For low access to digital or
skills users, simplicity is not sufficient to trigger
sustainability-sensitive actions.

Table (4): Summary, of Hypothesis Testing Results for the Structural and Moderation Model.

Hypothesis Effect Estimate Std. Error t value P
Hi PE — SI 0.498 0.013 39.68 0.000
H2 FC — SI 0.453 0.015 29.96 0.000
H3 PU — SI 0.502 0.013 39.43 0.000
H4 CS — SI 0.436 0.02 22.21 0.000
HS5 CS —» PU 0.784 0.032 24.46 0.000
H6 PU — FC 0.854 0.024 36.13 0.000
H7 FC — PE 0.807 0.025 32.69 0.000
H8 CS DD (moderates — SI) 0.040 0.0162 2.47 0.014
H9 PU DD (moderates — SI) 0.036 0.0131 2.75 0.006
H10 FC DD (moderates — SI) -0.037 0.0160 -2.31 0.021
Hl11 PE DD (moderates — SI) -0.041 0.0200 -2.05 0.039

Together, these findings yield constructs such as satisfaction, usefulness, and

understandings of the contextual nature of
digital behavior. While the overarching
majority of technology adoption research posits
the assumption of a playing field in terms of
digital accessibility, this article emphasizes that
digital inequality alters the manner in which
individuals perceive and react to influential
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ease of use. For marginalized digital publics,
even robust usability or satisfaction will not
create sustainability intentions without the
structural entry barriers to them (like internet
access, digital literacy, or socioeconomic
status).
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Theoretically, this examination lends
credence to the importance of integrating
digital equity into theory regarding behavioral
intention and technology adoption. It argues
that current models such as the TAM or the
Unified Theory of Acceptance and Use of
Technology (UTAUT) can be augmented with
socio-digital moderators if they are to be
applied in heterogeneous real-world contexts—
most specifically in developing countries or
disadvantaged communities.

Practical Implications and Conclusion

This study extends the TAM by integrating

sustainability ~ intention and  customer
satisfaction, while highlighting the digital
divide as a central moderating factor
(Venkatesh et al., 2003; Davis, 1989). The
findings confirm that perceived ease of use,
perceived usefulness, facilitating conditions,
and customer satisfaction significantly) shape
individuals' willingness to adopt sustainability-
oriented digital services. However, the digital
divide consistently modefates these “effects,
suggesting that digital inequality not “only
impedes access gbut ‘also undermines
technology’s ability to drive sustainable
behavior (Wei ef al., 2011; Pick ‘& Nishida,

2015).

The * implications' hare substantial for

policymakers,  telecom" wproviders, and
development \agenciesy, The digital divide
mediates the relationship between technology
acceptance constructs and sustainability
intention (UNCTAD, 2022a), reinforcing that
equitable digital access is foundational for
broader sustainable development goals
(Ghobadi & Ghobadi, 2015; Bon et al., 2023).
Expanding digital infrastructure, lowering
costs, and promoting digital literacy are critical
to enhancing participation, particularly for
marginalized and rural communities (Wang,

2013; UNCTAD, 2022b).

ANUJR-B. Vol. xx (x), xxxx

Further, platform providers should design
user interfaces and technical support systems
that are inclusive and adaptable to the needs of
digitally excluded wusers, ensuring both
accessibility and usability. Such approaches not
only enable broader access but empower users
to act in environmentally responsible ways via
digital platforms (Bon et al., 2023).

This study’s results offer valuable insights
for bridging digital, divides and promoting
digital sustainability. Facilitating conditions—
such as infrastrueture reliability and technical
support<—are strongly affected by users’
percéived digital accessy(Lankton e al., 2014).
Thus, targeteddinterventions ate essential to
ensure that technology adoption is equitable
and sustainableaeross so€ie-economic contexts
(Pick"&Nishida, 2015).

Nonetheless, this research is not without
limitations. The cross-sectional design limits
causal interpretations. Future research should
incorporate longitudinal methods to track
digital behavior over time. Additionally, self-
reported data introduces potential bias;
triangulating with behavioral metrics or mixed-
methods approaches could provide more robust
validation. Finally, as the study focused on the
Palestinian banking sector, its generalizability
may be constrained. Expanding the analysis to
other regions or industries would strengthen
external validity (UNCTAD, 2022b).

Despite these limitations, the study
contributes to academic and policy discussions
by revealing how digital inequality intersects
with technology acceptance and sustainable
behavior. It charts a pathway toward equitable
and inclusive technology policy development
that supports both digital empowerment and
environmental sustainability.

List of Abbreviations
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UTAUT: Unified Theory of Acceptance and
Use of Technology
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PE / PEOU: Perceived Ease of Use
PU: Perceived Usefulness
FC: Facilitating Conditions
CS: Customer Satisfaction
SI: Sustainability Intention
DD: Digital Divide
PLS-SEM: Partial Least Squares Structural
Equation Modeling
— KMO: Kaiser-Meyer—Olkin
— ICC: Intraclass Correlation Coefficient
— AVE: Average Variance Extracted
— CR: Composite Reliability
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