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Abstract 

The digital transformation of Indonesia's banking sector has significantly 

influenced consumer behavior, especially regarding digital banking services. This 

study investigates how financial literacy, digital literacy, and service quality impact 

user preferences for digital banks, with trust acting as a moderating variable. 

Focusing on East Java, a region with the highest digital transaction growth, 400 

respondents were surveyed from cities with the highest adoption of digital banking 

services. Using a purposive sampling method, data were analyzed with SmartPLS 

3.0 to test the relationships between the variables and the moderating role of trust. 

The results show that trust, digital literacy, and financial literacy significantly and 

positively influence digital banking preferences. Among these, digital literacy was 

found to have the strongest impact on shaping user preferences for technology and 

digital security. Trust positively moderates the effect of digital literacy on 

preferences while weakening the relationship between financial literacy and 

preferences, with no moderating effect observed on service quality. These findings 

underline the importance of trust and literacy in fostering secure and sustainable 

digital banking adoption in Indonesia. 
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