
Several studies have been used 
SERVQUAL scale to explore the SQ 

The Technology is changing rapidly 
so global business organizations are 
restructuring their business models 
a n d  a d o p t i n g  v a l u e  c h a i n  
engineering for better productivity. 
Likely, financial sector is also 
changing as per changes in 
regulatory and technological 
advancements. As the banking 
industry is essential to a nation's 
economic  growth and a f ter  
liberalization due to entry of private 
sector banks, structure and 
competitiveness of Indian banking 
sector has been changed and e-
banking is adopted in banks for 
providing products & services to 
c u s t o m e r  n e e d .  S e c o n d l y ,  
continuous change in environment, 
habits, paying habits and education 

1.  Introduction level of customers is making 
customers more demanding and 
technology enables the banks to 
satisfy the requirement of customers 
so banks should gather information 
regarding factors influencing the SQ. 
Therefore, the study's goal is to 
assess the perception of e-banking 
customers regarding SQ and 
resulting  CSusing SERVQUAL 
scale.For the convenience of reader, 
paper contained five sections, 
beginning with an introduction to 
the study, literature on SQ and CS, 
proposed model with different 
hypothesis, research methodology 
and results & findings.

2.  Review of Literature
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Abstract: This study is aimed to evaluate the relation between SQ dimension of 
e-banking and CS to know the dimensions having the strongest impact on 
customer's satisfaction.This study employed a self-administered questionnaire 
with nine SERVQUAL scale categories and questions about CS to obtain data 
from 558 respondents.Additionally, PLS-SEM was employed to test the 
suggested structural model.Findings reported that out of nine dimensions, five 
dimensions (Reliability, Responsiveness, Tangibility, Convenience and Website 
Design) have positive and significant influence on CS. Whereas credibility, 
security & empathy have positive but non-significant effect on CS and cost have 
negative but insignificant influence on CS. Website Design has highest 
significant effect on CS followed by reliability, convenience, responsiveness and 
tangibility. Findings suggest thatall SQ dimensions are important but a 
particular focus should be given to website design for enhancing CS. 
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H2: Responsiveness of e-banking has 
significant influence on CS.

dimensions effecting SQ in different 
service firms. Reddy and Maharaja 
(2021) revealed that efficiency & ease 
of use, reliability, security & privacy, 
responsiveness, communication and 
SQ have a significant influence on 
CS. Asadpoor and Abolfazli (2017) 
reported that reliability, security, 
fulfillment and availability had 
positive influence on CS and among 
all, reliability is more important and 
personality had no impact on CS and 
CS had positive impact on customer 
loyalty. Assegaff (2016)pointed that 
online customer SQ; bank product 
SQ and online information quality 
were significant contribute to overall 
SQ of internet banking and SQof 
internet banking had significant 
impact on CS.  Beigi etal. (2016) 
revealed that e-banking SQ had 
positive and significant effects on CS 
and customer loyalty. Sindwani & 
G o e l  ( 2 0 1 5 )  r e p o r t e d  t h a t  
personalization and convenience had 
positive relation with CS while CS do 
not have significant relation with 
reliability, responsiveness and 
security. Sakhaei et.al. (2014) 
disclosed that among all six 
indicators, the most effective on CS is 
reliability and least effect is website 
design. Camilleri etal. (2014) found 
that consumers were overall satisfied 
with SQof e-banking. Dimension's 
reliability and access were most 
important from customer point of 
view while it was opposed to bankers 
because for them security dimension 
is most important. Narteh (2014) 
disclosed that fulfillment, ease of 
use, reliability and responsiveness 
had significant impact on CS while 
security do not have significant 
impact.

H8:Cost of e-banking has significant 
influence on CS.

H4:Convenience of e-banking has 
significant influence on CS.

3.  Objective of the Study

H1:Reliability of e-banking has 
significant influence on CS.

H3:Security of e-banking has 
significant impact on CS.

Measuring SQ of services is complex 
in comparison to tangible goods due 
to its unique characteristics: 

H5:Tangibility of e-banking has 
significant influence on CS.

H7:Credibility of e-banking has 
significant influence on CS.

H9:Website Design of e-banking has 
significant influence on CS.

Service Quality 

H6:Empathy of e-banking has 
significant influence on CS.

Intangib i l i ty ,  Inseparabi l i ty ,  
Heterogeneity and Perishability. In 
starting, SERVQUAL scale was 
applied by extensively in different 
service sett ings and it  was 
deve loped/der ived  f rom the  
m e a n i n g f u l  w o r k  d o n e  b y  
researchers on meaning of SQ like 
Gronoos 1982, Sassen, Olsen, 
Wyckoff, 1978 and Lehtinen, 1982 
and qualitat ive research on 
highlighting the dimensions on 
which consumer's measure SQ by 
Parasuraman, Zeithmal and Berry, 
1985, 1988. Thus, on the basis of 
extensive review of literature, 41 
dimensions were included under 
nine dimensions for assessing SQ 
and CS which were as follows: 
Re l i ab i l i t y ,  Respons iveness ,  
Security, Convenience, Tangibility, 
Empathy, Credibility, Cost and 
Website Designing. So different 
hypothesis formed are:

This study aims to assess the 
relationship between the e-banking 
SQ dimension and CS in order to 
identify the factors that have the 
most effects on CS.
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5.1 Population & Data Collection
The population included of all the 
users of e-banking from public (SBI & 
PNB) and private banks (HDFC & 
ICICI) in Haryanadue to maximum 
share of these banks in ATMs, POS, 
NEFT & RTGC Transactions as per 
data released by RBI. Judgement/ 

purpos i ve l y  non-probab i l i t y  
sampling was used to select sample 
from population. Using a self-
administered questionnaire, data 
was collected from 600 respondents 
out of which 558 respondents' data 
w a s  u s e d .  T h e  c u s t o m e r s  
demographic data is outlined in table 
I.

5. Research Methodology

Table I:  Demographic Profile of Respondents

5.2 Research Instrument/ 
Operationalization of Constructs
This study used a questionnaire 
approach to  get  data from 
respondents. There are two sections 
in this questionnaire. The first 
component relates to cl ient 
demographic data. The second 
segment contains 37 assertions 

relating to various SQ dimensions. 
All items were scored on a five-point 
Likert scale with 1 denoting 
stronglyDisagree, 2 Disagree, 3 
Neutral, 4 agree, and 5 strongly 
agree.  The table II ahead provides a 
history of each of these objects' 
origins.

Out of total 558 respondents, the 
proportion of male and female was 
71.9% and 28.1%. Most of  
respondents were up to the age of 35 
years and mostly were using e-
banking more than one year so 
perception of these customers 
regarding SQ can be measure. 
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Variables Freq. % Variable Freq. %

Male 401 71.9 Student 216 38.7

Female 157 28.1 Employee 260 46.6

Businessmen 35 6.3

Below 25 Years 171 30.6 Professional 32 5.7

Between 25-35 Years 327 58.6 Housewife 11 2

Between 35-45 Years 36 6.5 Other 4 0.7

Above 45 Years 24 4.3

Below 50,000 297 53.2

UptoGraduate 234 41.9 50,001-1,00,000 137 24.6

Post Graduate 229 41 1,00,001-1,50,000 75 13.4

Professionals 66 11.8 Above 1,50,001 49 8.8

Other Specify 29 5.2

Less than 1 Year 115 20.6

1-3 Years 266 47.7

Above 3 Years 177 31.7

Age of Respondent

Education of Respondent

Gender

Income of Respondent

Occupation of Respondent

Period of Using E-Banking



Variable Items Source

Reliability 4
Parasuraman et al., 1985, Parasuraman et al., 1988, Zeithmal et al., 2001, 

Wolfinbarger & Gilly 2003, Wang et al., 2007, Kaushal, 2012, Hussain,2013

Responsiveness 4
Parasuraman et al., 1985, Parasuraman et al., 1985, Zeithmal et al., 2001, Wang et 

al.,2007, Kaushal, 2012, Hussain, 2013

Security 4

Parasuraman et al., 1985, Zeithmal et al., 2001, Wolfinbarger & Gilly 2003, 

Parasuraman et al.,2005, Wang et al., 2007, Iran,2010, Kaushal, 2012, Hussain,2013, 

Zhengwei Ma, 2012, Ankit, 2011

Tangibility 4 Parasuraman et al., 1985, Parasuraman et al., 1985, Kaushal, 2012

Empathy 4
Parasuraman et al., 1985, Parasuraman et al., 1985, Hussain, 2013, Zhengwei Ma, 

2012

Website Design 4 Wolfinbarger & Gilly 2003, Iran,2010, 

Convenience 4 Joseph et al., 1999, Iran, 2010, Ankit, 2011

Credibility 5 Parasuraman et al., 1985, kaushal, 2012

Cost 4 Zeithmal et al., 2001, Zhengwei Ma, 2012, Ankit, 2011

CS 4
Asadpoor & Abolfazli, 2017, Assegaff, 2016, Sindwani & Goel, 2015, Seyal & Rahim, 

2011

6. Analysis and Interpretation

This analysis was performed using 
PLS SEM 3 (Ringle et al., 2005). Out 
of ten total latent variables, one 
variable (CS) has a formative model 
and nine variables (i.e. Reliability, 
R e s p o n s i v e n e s s ,  S e c u r i t y ,  
Tangibility, Empathy, Credibility, 
Cos t ,  Webs i t e  Des i gn  and  
Convenience) have reflective 
measurement models. All reflective 
constructs were examined based on 
reliability and validity and formative 
model was examined based on 
convergent validity, indicator 
collinearity and discriminant 
validity (Hair etal., 2018).  

6.2 Analysis of Reflective 
Measurement Models

6.1 Outer Measurement Model 
Analysis

As per directionsof Hair etal.,2017 
and Henseler etal.,2009,The 
reflective measurement model was 
checked  through  ind i ca to r  
reliability, internal consistency 
reliability, convergent and 

discriminant validity.  The results 
demonstrated that the entire factor 
loading lies between 0.59 and 0.85 
and despite some indicators loading 
is less than 0.70 still Cronbach 
alpha and CR is higher than 0.70 so 
provides evidence of high construct 
reliability and internal consistency. 
ach concept obtained an AVE 
between 0.51 and 0.64, which 
indicates that the latent constructs' 
convergent validity has been 
accepted. Second, the fact that CR 
exceeds AVE further demonstrates 
the constructs' convergent validity. 
For discriminant validity, two most 
conservative methods are the 
Fornell-Larcker criterion and HTMT 
ratio. An HTMT value should, as a 
general rule, be between 0.90 and 
0.85 to ensure discriminant 
validity(Henseler etal., 2015). As per 
second method, theresults of HTMT 
assessment in table Vranged 
between 0.46 and 0.78 which also 
indicate acceptable discriminant 
validity for the model. After this the 
study involves the assessment of 
formative construct (CS).
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Latent 

Variables
Items

Factor 

Loading
VIF CR

Cronbach's 

Alpha
AVE

Latent 

Variables
Items

Factor 

Loading
VIF CR

Cronbach’s 

Alpha
AVE

Convenien

ce

(CONV)

REL2 0.82 1.84 CONV2 0.83 1.83

REL3 0.79 1.82 CONV3 0.8 1.77

REL4 0.75 1.63 CONV4 0.69 1.37

Responsiv

eness
Credibility

(RESP) (CRED)

RESP2 0.85 1.99 CRED2 0.67 1.34

RESP3 0.78 1.64 CRED3 0.77 1.63

RESP4 0.75 1.54 CRED4 0.75 1.7

Tangibility 

(TANG)
TANG1 0.68 1.39 0.85 0.77 0.59 CRED5 0.7 1.45

COST

(COS)

TANG3 0.81 1.68 COS2 0.82 1.57

TANG4 0.77 1.55 COS3 0.72 1.5

Security 

(SEC)
SEC1 0.71 1.43 0.85 0.77 0.59 COS4 0.6 1.33

Empathy

(EMP)

SEC3 0.78 1.6 EMP2 0.85 2.07

SEC4 0.78 1.38 EMP3 0.85 1.95

Website 

 Design 

(WEB)

WEB2 0.82 1.68

WEB3 0.77 1.56

WEB4 0.67 1.25

1.49

0.64

WEB1 0.79 1.61 0.85 0.76 0.59 EMP4 0.7

EMP1 0.8 1.81 0.88 0.81

1.38 0.81 0.73 0.53

SEC2 0.79 1.77

0.51

TANG2 0.81 1.6 COS1 0.74

0.64 CRED1 0.67 1.31 0.84 0.76

0.79 1.5 0.86 0.78 0.61

RESP1 0.82 1.81 0.88 0.81

Reliability 

(REL)
REL1 0.8 1.69 0.87 0.8 0.62 CONV1

Table III: Convergent Validity Indicators

Table IV: Fornell- Larcker Criterion 

  CONV COS CRED EMP REL RESP SAT SEC TANG WEB 

CONV 0.78          

COS 0.41 0.73         

CRED 0.59 0.54 0.71        

EMP 0.45 0.46 0.58 0.80       

REL 0.59 0.44 0.52 0.44 0.79      

RESP 0.55 0.42 0.52 0.55 0.61 0.80     

SAT 0.61 0.43 0.54 0.48 0.60 0.55 0.00    

SEC 0.48 0.44 0.53 0.36 0.50 0.41 0.44 0.77   

TANG 0.55 0.45 0.56 0.56 0.42 0.46 0.51 0.42 0.77  

WEB 0.58 0.53 0.59 0.53 0.52 0.50 0.64 0.44 0.52 0.77 
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Table V Heterotrait- Monotrait (HTMT Ratio)

 CONV COS CRED EMP REL RESP SEC TANG WEB 

CONV          

COS          

CRED 0.76 0.73        

EMP 0.56 0.61 0.75       

REL 0.74 0.56 0.67 0.54      

RESP 0.68 0.55 0.66 0.67 0.74     

SEC 0.59 0.57 0.69 0.46 0.63 0.51    

TANG 0.71 0.60 0.72 0.70 0.52 0.58 0.52   

WEB 0.75 0.72 0.78 0.68 0.66 0.64 0.57 0.67  

 

etal.,2017) and here the values of 
all Indicators is less than 2 so no 
issue of collinearity of indicators.  
Further, the relative importance of 
indicators of latent constructs was 
assessed through outer weights of 
format ive  ind icators .  Outer  
weights of all items of formative 
construct CS are mentioned in 
table VI. Findings demonstrate 
that outer weights of all formative 
indicators are significant and 
positive so criteria for significance 
and re levance  o f  format ive  
indicators have been met. Overall, 
the reflective and formative models 
have been accepted so next we will 
assess structural model (Inner 
Model). 

6.3 Assessment of Formative 
Measurement Constructs
Assessment of formative models is 
based on the convergent validity, 
indicator collinearity, indication 
weights and their statistical 
significance (Hair etal., 2017). Here 
CS construct is formative and Result 
shows that the correlation of 
formative construct CSwith single 
item overall CSreflective construct is 
0.724 which satisfy the criteria of 
0.70 or higher described by hair et.al, 
2017. Thus, the formative construct 
CS have sufficient degree of 
convergent validity. Collinearity of 
the formative indicator was checked 
through VIF and value of VIF above 5 
shows collinearity issue (Hair 

Table VI Outer weights of formative Indicators.

 VIF Outer Weights T 

Statistic(|O/STDEV|) 

 

P Value 

SAT1 -> SAT 1.75 0.36** 6.99 0.00 

SAT2 -> SAT 1.91 0.44** 8.23 0.00 

SAT34-> SAT 1.52 0.38** 7.11 0.00 

 
Note: *P<.05, **P<.01, CS = CS

6.4 Inner Structural Model 
Analysis

redundancy measure Q2, path 
coefficients and their significance. 

2The R value of endogenous construct 
satisfaction is 0.557 which is 
substantial which shows the 
acceptability of the model.  Overall, 

After this, Assessment of structural 
model is done by criteria like the 

2coefficient of determination (R ), the 
blindfolding-based cross validated 
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non-significant so H7 is rejected. 
Further, the relation between 
tangibility and CS(β=0.088, t-
value=1.98; p=.05) is positive and 
significant so H8 is accepted. Lastly, 
findings of analysis support the 
positive and significant relationship 
between website design and 
CS(β=0.297, t-value=6.59, p=.000). 
The findings of this study are 
outlined in table VIII. 

the proposed model explains 55.7% 
variance of CSconstruct.  Moreover, 
the result shows that the relation 
between convenience and CS 
(β=0.179; t-value=3.88; p=.000) is 
positive and significant thus H1 is 
accepted. Likewise, the relation 
between cost and CS(β= -0.014, t-
value=0.36, p=.72) is negative and 
non-significant so H2 is rejected. 
Likewise, the relation between 
c red ib i l i t y  &CS ( β=0 .035 ,  t -
value=0.72, p=.47) is positive but 
non-significant so H3 is rejected. 
Similarly, the relation between 
empathy and CS(β=0.017, t-
value=0.37, p=.71) is positive but 
non-significant so H4 is rejected. 
Further, the relation between 
reliability and CS(β=0.202, t-
value=4.56, p=.000) is positive and 
significant thus H5 is accepted. 
Likewise,the relation between 
responsiveness and CS(β=0.108; t-
value=2.02; p=.02) is positive and 
significant thus H6 is accepted. 
Further, the relation between 
security and CS (β=0.026, t-
value=0.67, p=.50) is positive but 

After this, predictive capability of 
model is checked by Q2 value 
(Geisser, 1974; Stone, 1974).  
Through blindfolding method, the 
value of cross validated redundancy 
value Q2 was calculated which 
comes to 0.383.As a rule of thumb, 
Q2 values more than 0.02, 0.15 and 
0.35 represent low, medium and high 
predictive relevance of the PLS-path 
model (Chin, 1998). This model 
showed the high predictive relevance 
of CS.Overall findings shows that our 
study is free from collinearityissue as 
well asproposed model have 
predictive relevance. 

Table VII Models Fit Values

Overall Satisfaction 

Model Fit Indices 

SRMR NFI R2 Adjusted 

R2 

Cross 

redundancy Q2 

Values 0.06 0.75 0.56 0.55 0.383 

 
Table VIII: PLS Results of structural Model of Hypothesis Testing

Hypothesis  Path Original Sample (O) t- Statistics P Values Hypothesis Result  

H1 CONV -> SAT 0.179 3.88 0.00 Supported 

H2 COS -> SAT -0.014 0.36 0.72 Not Supported 

H3 CRED -> SAT 0.035 0.72 0.47 Not Supported 

H4 EMP -> SAT 0.017 0.37 0.71 Not Supported 

H5 REL -> SAT 0.202 4.56 0.00 Supported 

H6 RESP -> SAT 0.108 2.40 0.02 Supported 

H7 SEC -> SAT 0.026 0.67 0.50 Not Supported 

H8 TANG -> SAT 0.088 1.98 0.05 Supported 

H9 WEB -> SAT 0.297 6.59 0.00 Supported 
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(Figure 2: Structural Model) 

The study findings  are that 
reliability has positive & significant 
influence on CS which is similar to 
the findings of (Fate &Nachandiya, 
2019, Hammoud etal.,2018,  Iran, 
2010, Nupur, 2010, Kaushal,2012, 
Gupta & Bansal,2012, Hussain, 
2013, Sakhaei etal., 2014, Bhalla & 
Singh,2014, Camilleri etal., 2014,  
Nareth,2014, Das & Ravi, 2021,) but 
contradictory results are explicated 
by previous studies (Kheng etal., 
2010, Badara etal., 2013, Kayabas, 
2013, Sanjuq, 2014, Ali & Omar, 
2016, Sindwani & Goel,2015. 

Likewise, Convenience have positive 
and significant influence on CSand 
similar findings are also depicted by 
studies (Kaushal,2012, Gupta & 
Bansal, 2012, Kayabas etal., 2013, 
Ariff etal.,2013, Bhalla & Singh, 
2014, Sakhaei etal.,2014, Le, 2022) 
but contradictory results are 
explicated by previous studies (Iran, 
2010, Nareth, 2014, Sindhwani & 
Goel, 2015).

Similarly, Tangibility has positive 
and significant influence on CSand 
findings are in consonance with the 
studies (Lee & Moghavvemi, 2015, 
Bhalla & Singh, 2014, Sanjuq, 2014, 
Kaushal, 2012) but contradictory 
results are explicated by previous 
studies (Badara etal., 2013, Kheng 
etal., 2010)

Similar to earlier studies Sindwani 
and Goel (2015), Sakhaei etal. 
(2014), Bhalla and Singh (2014), 
Sanjuq (2014) etc., it is accepted that 
the SERVQUAL model is well 
respresenting the collected data 
accordig to the results of all the 
inidcators. 

7. Discussion

Responsiveness have positive and 
significant influence on CSand 
findings are in consonance with the 
studies conducted by (Reddy & 
Megharaja, 2021, Hammoud etal., 

2018, Ali & Omar, 2016, Nupur, 
2010, Kayabas etal., 2013, Badara 
etal., 2013, Nareth,2014, Bhalla & 
Singh, 2014, Sakhaei etal., 2014, 
Gupta & Bansal, 2015, Das & Ravi, 
2021, Le, 2022) but contradictory 
results are explicated by previous 
studies of (Sanjuq,2014, Sindhwani 
& Goel, 2015).
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But Security has positive but non-
significant effect on CSwhich is 
consistent with the findings of (Ali & 
Omar,2016, Sindwani & Goel, 2015, 
Narteh, 2014, Iran, 2010). Similarly, 
credibi l i ty  has posit ive but 
insignificant effect on CSwhich is 
supported by(Kaushal, 2012). 
Likewise, Empathy has positive but 
insignificant on CSwhich is in 
consonance with findings of (Sanjuq, 
2014, Hussain,2013, Badara 
etal.,2013). Further, Cost has 
negative and insignificant on CS 
which is supported by (Aliyu etal., 
2013, Lee & Moghavevemi, 2015). 
Overall the results shows the 
positive impact of e-banking SQ 
dimensions and CS supported by 
findings of (Tran et al., 2023, Reddy 
& B, 2021)

Similarly, Website Design has 
positive and significant influence on 
CSSimilar results are explicated by 
previous studies (Iran, 2010, Gupta 
& Bansal, 2012, Nimako etal., 2013, 
Sakhaei etal., 2014, Das & Ravi, 
2021).

8. Conclusion and Implication for

In  today 's  compet i t i ve  and 
challenging banking industry, SQis 
one of the distingushing and  Critical 
success factor  in the service 
industry. Findings shows that 
among all the hypothesis, five 
hypothesis are accepted and CSis 
i n f l u e n c e d  b y  r e l i a b i l i t y ,  
responsiveness, convenience, 
website design and tangibility 
dimensions of SQ. Website design 
have strong influence on CS so e-
banking website should provide upto 
date information in easy to 
understand language for doing error 
f r e e  t r a n s a c t i o n s .  S e c o n d   
conevenience should be improved  
by installing ATMs on more 

convenient places with more services 
option like depositing  money into 
their account, pay bills and transfer 
funds to other accounts. Reliabilty 
and responsiveness should also 
improve by providing right services 
at right time without any error. As 
tangibility effect on CS can be 
increased by creating awareness 
among customers about e-banking 
products and services for full 
espousal of e-banking in India. 
Further cost, security, empathy and 
credibility do not have significant 
effect on CSSo charges taken by 
internet service provider, devise 
d e s i g n e r  c o m p a n y  a n d  
te lecommunicat ion Company 
should be reduced for making e-
banking a cheaper way of doing 
banking. Awareness of customers 
should be increased regarding one 
time password (OTP), multi factor 
authentication, virtual keyboard, 
encryption, issuance of offline 
password and sending mobile alerts 
after transaction. Employees should 
be trained in interpersonal  
communication with customer for 
improving empathy. Credibility 
could be increased by enhancing the 
problem solving capacity. Overall, it 
is clear from the study that bank 
managers and decision makers 
should enhance SQ dimensions that 
make the significant contribution on 
CS. 

Despite of meaningful information 
regarding dimensions of SQ affecting 
CS of e-banking. Still some 
limitations exist like collection of 
response from Haryana only which 
need to be validated by collecting 
d a t a  a c r o s s  t h e  c o u n t r y .  
Generalization of findings cannot be 

9. Limitations and directions of 
the study

Anusandhan-NDIM’s Journal of Business and Management Research | ISSN: 2581-8120, Vol V, Issue 2, August 2023

45



References

Ÿ Ankit ,  S.  (2011).  Factors 
Influencing Online Banking CS and 
Their Importance in Improving 
Overall Retention Levels: An Indian 
Banking Perspective.  Information 
and Knowledge Management, 1(1), 
45-54.
Ÿ Ariff, M. S. M., Zavareh, F. B., 
Zakuan, N., Ishak, N., & Ashourian, 
M. (2013). SQ of Iranian Internet 
Banking. Integrative Business & 
EconomiCS Research, 2(2), 555-571.

Ÿ Aliyu, A. A., Rosmain, T., & 
Takala, J. (2014). Online Banking 
and Customer Service Delivery in 
Malaysia: Data Screening and 
Preliminary Findings.Procedia - 
Social and Behavioral Sciences, 129, 
562 – 570. https :// doi.org 
/10.1016/ j. sbspro.2 014.03.714.

Ÿ Asadpoor, S., & Abolfazli. A. 
(2017). Effect of Electronic SQ on CS 
and Loyalty Saderat Bank's 
Customers.  International Journal of 
Scientific Study, 5(4), 407-411.

SQ to CS by Using Internet Banking 
Service in Jambi. The Asian Journal 
of Technology Management, 9(1), 1-
18.
Ÿ Badara, M. S., Mat, N. K. N., 
Mujtaba, A. M., Al-Refai, A. N., 
Badara, A. M., & Abubakar, F. M. 
(2013).  Direct Effect of  SQ 
Dimensions on CS and Customer 
Loyalty in Nigerian Islamic Bank. 
Management, 3(1), 6-11.

done due to inclusion of four banks 
SBI, PNB, HDFC and ICICI. Other 
dimension of online SQ like 
Feedback/Complaint management, 
E f f i c i ency ,  S i t e  aes the t i c s ,  
Accessibility, Customization etc. and 
customer loyalty can be taken for 
further researches.

Ÿ Barnes, S. J., & Vidgen, R. T. 
(2001). Assessing the Quality of 
Auction Website [Conference 
Session]. Hawaii International 
Conference on System Sciences, 
Maui, HI, USA. https:// ieeexplore. 
ieee.org/document/927087

Ÿ Ali, B. J. A., & Omar, W. A. W. 
(2016). Relationship between E-
Banking SQ and CS in Commercial 
Banks in Jordan. American Based 
Research Journal, 5(12), 34-42.

Ÿ Barnes, S. J., & Vidgen, R. T. 
(2002). An Integrative Approach to 
the Assessment of E-Commerce 
Quality. Journal of Electronic 
Commerce Research, 3(3), 114-127.
Ÿ Beigi, A. N. M., Jorfi, S., Tajarrod, 
R. S., & Beigi, H. M. (2016).  The 
Study of the Effects of E-banking 
Services Quality on Customers' 
Satisfaction and Loyalty (Case 
Study: Agricultural Bank of 
Khuzestan Province). Journal of 
Current Research in Science, 1(1), 
375-381.

Ÿ Andry, J., Christianto, K., & 
Wilujeng, F.R. (2019). Using 
Webqual 4.0 and Importance 
Performance Analysis to Evaluate 
Ecommerce Website. Journal of 
Information Systems Engineering 
and Business Intelligence, 5(1), 23-
31. 

Ÿ Assegaff, S.  (2016). The  Effect of 

Ÿ Camilleri, S. J., Cortis, J., & 
Fenech, M. D. (2014). SQ and 
Internet Banking Perceptions of 
Maltese Retail Bank Customers. 
Bank of Valletta Review, 48, 1-17.
Ÿ Chin, W. W. (1998). The Partial 
Least  Squares Approach to  
Structural Equation Modeling. In 
Marcoulides G. A. (ed.), Modern 
Methods for Business Research (pp. 
295-358), Lawrence Erlbaum 
Associates Publisher Mahwah, New 
Jersey, London

Ÿ Camilleri, S. J., Cortis, J., & 
Fenech, M. D. (2014). SQ and 
Internet Banking Perceptions of 
Maltese Retail Bank Customers. 
Bank of Valletta Review, 48, 1-17.

Anusandhan-NDIM’s Journal of Business and Management Research | ISSN: 2581-8120, Vol V, Issue 2, August 2023

46



Ÿ Le, T.T.K. (2022). E-Banking and 
CS: A Case Study in Vietnam. 

r d
P r o c e e d i n g s  o f  t h e  3  
Internat ional  Conference on 
Internet and E-Business, 50-55. 
https://doi.org/10.1145/3545897.3
545905.

Ÿ Iran, I. R. (2010). CS factors (CSFs) 
with Online Banking Services in an 
Islamic Country. Journal of Islamic 
Marketing, 1(3), 249-267.

Ÿ .Das, S.V.A. & Ravi, N. (2021). A 
Study on the Impact of E-Banking SQ 
on CS. Asian Journal of Economics, 
Finance and Management, 3(1), 450-
458.

Ÿ Gupta, K. K., & Bansal, I. (2012). 
Development of an Instrument to 
Measure Internet Banking SQ in 
India. Journal of Arts, Science & 
Commerce, 3(2), 11-25.

Ÿ Henseler, J., Ringle, C. M., & 
Sarstedt, M. (2015). A new criterion 
for assessing discriminant validity in 
variance-base structural equation 
modeling. Journal of the Academy of 
Marketing Science, 43(1), 115-135.

Ÿ Hussain, M. I., & Aziz, R. A. I. 
(2013). Investigating E-Banking SQ in 
One of Egypt's Banks: A Stakeholder 
Analysis.  The TQM Journal, 25(5), 
557-576. 

Ÿ J.oseph,M., McClure, C., & 
Joseph. B. (1999). SQ in the banking 
sector: the impact of technology on 
service delivery. International 
Journal of Bank Marketing, 17(4), 
182 – 193.
Ÿ Kaushal, R. (2012) Impact of e-
banking on operational performance 
and SQ of banking sector in India. 
Punjab University, Patiala, 1-278.

Ÿ Fate, T.Z., & Nachandiya, N. 
(2019). The Impact of Technology 
Based Self Service Banking SQ on CS: 
A Case Study of the Nigerian Banking 
Sector. International Journal of 
Scientific & Engineering Research, 
10(1), 56-64.

Ÿ Hair, J.F., Hult, G.T.M., Ringle, C., 
& Sarstedt, M. (2017). A Primer on 
Partial Least SQuares Structural 
Equation Modeling (PLS-SEM), 
second ed. Sage Publications 
Limited Inc, London, Thousand 
Oaks, Calif.Hammoud, J., Bizri, 
R.M., & Ibrahim, E. B. (2018). The 
Impact of E-Banking SQ on CS: 
Evidence from the Lebanese 
Banking Sector. SAGE open, 1-12. 
https://doi.org/10.1177%2F215824401
8790633.

Ÿ Kayabaş, A., Celik, B., & 
Büyükarslan, A. (2013). The Analysis 
of the Relationship among Perceived 
Electronic SQ, Total SQ and Total 
Satisfaction in Banking Sector. 
International Journal of Human 
Sciences, 10(2), 305-325.
Ÿ Kheng, L. L., Mahamad, O., 
Ramayah, T., & Mosahab, R. (2010). 
The Impact of SQ on Customer 
Loyalty: A Study of Banks in Penang, 
Malaysia. International Journal of 
Marketing Studies, 2(2), 57-66.

Ÿ Geisser, S. (1974). A predictive 
approach to the random effects 
model.  Biometrika, 6(1), 101-107.

Ÿ Hair, J. F., Risher, J. J., Sarstedt, 
M., & Ringle, C. M. (2018). When to 
use and how to report the results of 
PLS-SEM.  European Business 
Review,31(1), 2-24.

Ÿ Fornell, C., & Bookstein F. L. 
(1982). Two Structural Equation 
Models: LISREL and PLS Applied to 
Consumer Exit-Voice Theory. 
Journal of Marketing Research, 19(4), 
440-452.

Ÿ Henseler, J., Ringle, C.M., & 
SinkoviCS, R.R. (2009). The use of 
partial least SQuares path modeling 
in international marketing. In 
SinkoviCS, R.R. and Ghauri, P.N. 
( E d s ) ,  N e w  C h a l l e n g e s  t o  
International Marketing (pp 277-
319). Emerald Group Publishing 
Limited, Bingley.

Anusandhan-NDIM’s Journal of Business and Management Research | ISSN: 2581-8120, Vol V, Issue 2, August 2023

47



Ÿ Reddy, A.K. and B. Megharaja. 
(2021). Impact of E-Banking on CS. 
PalArch's Journal of Archaeology of 
Egypt/ Egyptology, 18(8), 4220-
4231.  R igdon ,  E .E .  (2012 ) .  
Rethinking partial least SQuares 
path modeling: in praise of simple 
methods. Long Range Planning, 
45(5), 341-358.

Ÿ Tran, H.Y., Nguyen, B.N., & 
Nguyen, H.G. (2023). Impact of E-
Banking  S Q  on  E-Loyalty  through 

Ÿ Parasuraman, A., Zeithmal, V.A., 
& Berry, L.L. (1985). A Conceptual 
Model of SQ and Its Implications for 
Future Research.  Journal of 
Marketing, 49(4), 41-50.

Ÿ Stone, M. (1974). Cross-validatory 
choice and assessment of statistical 
predictions. Journal of the Royal 
Statistical Society, 36(2), 111-147.

Ÿ Lee, S. P., & Moghavvemi, S. 
(2015). The Dimension of SQ and Its 
Impact on CS, Trust, and Loyalty: A 
Case of Malaysian Banks.  Asian 
Journal of Business and Accounting, 
8(2), 91-121.

Ÿ Reddy, A. K. & B., M. (2021). 
Impact of E-Banking on CS. PalArch's 
Journal of Archeology of Egypt/ 
Egyptology, 18(8), 4220-4231.

Multiple Item Scale for Measuring 
Consumer Perceptions of SQ.  

Journal of Retailing, 64(1), 12-40.

Ÿ Nupur, J. M. (2010). E-Banking 
and Customers' Satisfaction in 
B a n g l a d e s h :  A n  A n a l y s i s .  
International Review of Business 
Research Papers, 6(4), 145 – 156.                                                                                    
Oliver, R.L. (2015). Satisfaction A 
Behavioral Perspective on the 
Consumer. Mc Graw Hill, New    York

Ÿ Ma, Z. (2012). Factors affect the 
CS of Internet Banking: An Empirical 
Study in China. Journal of  
C o n v e r g e n c e  I n f o r m a t i o n  
Technology,7(3), 101-109.

Ÿ Nimako, S. G., Gyamfi, N. K., & 
Wandaogou, A. M. (2013). Effect of 
Internet Banking SQ on CS: Evidence 
from Ghanaian Banking Industry. 
The International Journal's Research 
Journal of Social Science and 
Management, 3(4), 1-14.

Ÿ Parasuraman, A., Zeithmal, V.A., 
& Berry, L.L. (1988). SERVQUAL: A 

Ÿ Mia, M. A. H., Rahman, M. A., & 
Uddin, M. M. (2007). E-Banking: 
E v o l u t i o n ,  S t a t u s  a n d                   
P r o s p e c t s .   T h e  C o s t  a n d  
Management, 35(1), 36-48.

Ÿ Parasuraman, A., Zeithmal, V. A., 
& Malhotra, A. (2005). E-S-QUAL A 
Multiple-Item Scale for Assessing 
Electronic SQ.  Journal of Service 
Research,7(1), 1-21.

Ÿ Narteh, B. (2014). Perceived SQ 
and Satisfaction of Self-Service 
Technology the Case of Automated 
Teller Machines.  International 
Journal of Quality & Reliability 
Management, 32(4), 361-380.

Ÿ Ringle, C.M., & Sarstedt, M. 
(2016). Gain more insight from your 
PLS-SEM results: the importance-
pe r f o rmance  map  ana l y s i s .  
Industrial Management & Data 
System, 116(9),1865–1886.
Ÿ Sakhaei, S. F., Afshari, A. J., & 
Esmaili, E. (2014). The Impact of SQ 
on CS in Internet Banking. Journal of 
Mathemat i cs  and  Computer  
Science,9, 33-40.
Ÿ Sanjuq, G. (2014). The Impact of 
SQ Delivery on CS in the Banking 
Sector in Riyadh, Saudi Arabia. 
International Journal of Business 
Administration, 5 (4),77-84.
Ÿ Shachaf, P., Oltmann, S.M., & 
Horowitz, S.M. (2008). Service 
equality in virtual reference.  Journal 
of the American Society for 
Information Science and Technology, 
59(4), 535-550.
Ÿ Sindwani, R., & Goel, M. (2015). 
The Impact of Technology Based Self 
Service Banking Dimensions on CS. 
International Journal of Business 
Information Systems Strategies, 4(1), 
1-13.

Anusandhan-NDIM’s Journal of Business and Management Research | ISSN: 2581-8120, Vol V, Issue 2, August 2023

48



In terp lay  o f  E-Sat is fac t ion ,  
Empirical evidence from Commercial 
Banks in Vietnam. International 
Journal of Scientific Research and 
Mangament, 11(3), 4705-4713. Ÿ Zeithmal, V.A., Parasuraman, A., 

& Mahlotra, A. (2002). SQ Delivery 
through Web Sites: A Critical Review 
of Extant Knowledge. Journal of the 
Academy of Marketing Science, 
30(4), 358-371.

Ÿ Wang, C., & Wang, Z. (2007). The 
Impact of Internet on SQ in the 
Banking Sector. Lulea University of 
Technology, Sweden, 1-73.

Ÿ Zeithmal,V. A., Parasuraman, A. 
and Malhotra, A. (2000). A 
C o n c e p t u a l  F r a m e w o r k  f o r  
Understanding e-SQ: Implications 
for Future Research and Managerial 
Practice,  Marketing Science 
Institute, Cambridge, MA.

Ÿ Wolfinbarger, M., & Gilly, M. C. 
(2003). eTailQ: Dimensionalizing, 
Measuring and Predicting e-tail 
Quality. Journal of Retailing, 79(3),                                                           
183–198.

Ÿ Yu, C. S. (2008). Assessing and 
Differentiating the Quality of 
Internet-Based Services: A Case of 

Online Banking in Taiwan. The 
Service Industries Journal, 28(5), 
581-602.

Ÿ Yoo, B., & Donthu, N. (2000). 
Developing a Scale to Measure the 
Perceived Quality of an Internet 
Shopp ing  S i t e  (S ITEQUAL ) .   
Quarterly Journal of Electronic 
Commerce, 2(1), 31-47.

https://www.rbi.org.in/Scripts/AT
MView.aspx
https://www.rbi.org.in/Scripts/NE
FTView.aspx

Anusandhan-NDIM’s Journal of Business and Management Research | ISSN: 2581-8120, Vol V, Issue 2, August 2023

49


	Page 41
	Page 42
	Page 43
	Page 44
	Page 45
	Page 46
	Page 47
	Page 48
	Page 49
	Page 50
	Page 51
	Page 52
	Page 53

