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ABSTRACT  

This study explores the relationships between service quality, trust, and financial 

behavior in the context of digital banking transformation. Using a systematic 

literature review (SLR) approach, twenty-five peer-reviewed journal articles indexed 

in Scopus and SINTA 1–2 were analyzed to synthesize evidence on customer trust 

formation, technology adoption, and behavioral outcomes in digital banking. The 

review identifies trust and perceived service quality as the strongest determinants of 

digital banking usage, while perceived security risk remains a critical barrier to 

adoption. Findings indicate that digital banking services, such as Qlola Internet 

Banking at Bank Rakyat Indonesia (BRI), enhance customers' financial management 

efficiency, including transaction monitoring, liquidity control, and decision-making 

accuracy. However, behavioral outcomes are significantly influenced by the users' 

trust level and their perceived reliability of digital platforms. The study contributes 

to understanding how digital service experience shapes financial discipline and long-

term engagement in digital financial ecosystems. 
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1. | INTRODUCTION   

The digital transformation of the banking industry has fundamentally reshaped how 

customers interact with financial services worldwide. Digital banking, which encompasses 

internet banking, mobile banking, and other electronic financial services, has emerged as a 

critical channel for delivering banking services globally (Mbama & Ezepue, 2018). This 

transformation represents more than just a technological upgrade; it signifies a paradigm shift 

in the relationship between financial institutions and their customers. The acceleration of 

digital adoption, particularly intensified by the COVID-19 pandemic, has elevated digital 

banking from being merely an alternative channel to becoming a primary mode of financial 

transactions for millions of customers worldwide (Alalwan et al., 2017). This rapid shift has 

created both opportunities and challenges for financial institutions, customers, and regulators 

alike. 

In Indonesia, the digital banking landscape has experienced remarkable growth over the 

past decade, with major financial institutions such as Bank Rakyat Indonesia (BRI), Bank 

Mandiri, and Bank Central Asia (BCA) investing heavily in digital infrastructure to meet 

evolving customer expectations. The introduction of sophisticated platforms such as Qlola 

Internet Banking by BRI exemplifies a strategic response to changing customer expectations 

and intensifying competitive pressures in the financial services sector (Shaikh & Karjaluoto, 

2015). These platforms offer customers unprecedented convenience, enabling them to conduct 

financial transactions anytime and anywhere without visiting physical branches. Despite these 

technological advancements and the apparent benefits, they offer, the successful adoption and 

continued usage of digital banking services remain contingent upon multiple interrelated 

factors that influence customer behavior and decision-making processes. 

While digital banking offers numerous benefits including convenience, 24/7 accessibility, 

and operational efficiency, several critical challenges continue to impede its universal 

adoption. Previous research has indicated that customer trust, perceived service quality, and 

security concerns are critical determinants of digital banking acceptance (Rahi et al., 2019). 

However, the interrelationships between these constructs and their collective impact on 

customer financial behavior remain inadequately understood, particularly in emerging market 

contexts where digital infrastructure, financial literacy, and cultural factors may differ 

significantly from developed markets. Furthermore, there exists a substantial knowledge gap 

regarding how digital banking experiences influence customers' broader financial behaviors, 

including savings patterns, investment decisions, and overall financial discipline. 

Understanding these complex dynamics is essential not only for financial institutions seeking 

to design effective digital strategies but also for policymakers aiming to promote financial 

inclusion and literacy through digital channels. 

The present systematic literature review addresses these gaps by synthesizing existing 

empirical evidence on the relationships between service quality, trust, and financial behavior 

in digital banking contexts. Specifically, this review aims to identify key determinants of 

digital banking adoption and continued usage, examine how digital banking services influence 

customers' financial management practices, explore barriers to digital banking adoption with 

particular emphasis on security and trust concerns, and provide theoretical and practical 

implications for stakeholders in the digital banking ecosystem. By consolidating findings from 

multiple empirical studies conducted across diverse contexts, this review seeks to offer a 
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comprehensive understanding of the factors that drive successful digital banking adoption and 

the mechanisms through which digital banking influences customer financial behavior. 

This research makes several important contributions to the literature and practice. 

Theoretically, it provides a comprehensive synthesis of empirical findings on digital banking 

adoption and its behavioral consequences, integrating insights from multiple theoretical 

perspectives including the Technology Acceptance Model, Unified Theory of Acceptance and 

Use of Technology, and Trust-Commitment Theory. Practically, the study offers valuable 

insights for banking practitioners seeking to enhance digital service delivery and for 

technology developers designing user-centric banking applications. The findings can also 

inform policy interventions aimed at promoting digital financial literacy and inclusion, 

particularly in emerging markets where digital banking has the potential to significantly expand 

access to financial services. Additionally, by examining the specific case of BRI's Qlola 

Internet Banking platform, this review provides concrete evidence of how well-designed digital 

banking services can deliver tangible benefits to customers, particularly in terms of financial 

management efficiency and behavioral improvements. 

2. | LITERATURE REVIEW  

Digital Banking: Conceptual Framework 

Digital banking refers to the comprehensive digitization of traditional banking activities 

and programs that were historically available to customers exclusively through physical bank 

branches (Makanyeza & Mutambayashata, 2018). It encompasses a wide spectrum of services 

including internet banking, mobile banking applications, digital wallets, automated transaction 

systems, and increasingly sophisticated fintech integrations. The evolution of digital banking 

represents a fundamental paradigm shift from traditional branch-based service delivery to 

platform-based financial ecosystems that prioritize accessibility, convenience, and 

personalization. This transformation has been driven by advances in information technology, 

changing customer expectations influenced by experiences with other digital services, and 

competitive pressures forcing financial institutions to innovate continuously. 

The Technology Acceptance Model (TAM), originally proposed by Davis (1989), 

provides a foundational theoretical framework for understanding digital banking adoption. 

TAM posits that perceived usefulness and perceived ease of use are primary determinants of 

technology acceptance, with these factors influencing attitudes toward using the technology, 

which in turn affect behavioral intentions and actual usage. Extensions of TAM, including 

TAM2 and TAM3, have incorporated additional variables such as trust, social influence, 

facilitating conditions, and subjective norms to provide more comprehensive explanations of 

technology adoption behavior (Venkatesh & Davis, 2000). In the context of digital banking, 

these extended models have proven particularly valuable in explaining the complex interplay 

of functional, psychological, and social factors that influence customer decisions to adopt and 

continue using digital banking services. 

Service Quality in Digital Banking 

Service quality in digital banking is recognized as a multidimensional construct that 

encompasses various aspects of the customer experience including system reliability, 

responsiveness to customer needs, security provisions, user interface design quality, and the 

effectiveness of customer support services (Parasuraman et al., 1988). The E-S-QUAL model, 

which was specifically designed to assess electronic service quality, identifies four critical 
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dimensions that are particularly relevant to digital contexts: efficiency in completing 

transactions, system availability and reliability, fulfillment of promised services, and 

protection of privacy (Parasuraman et al., 2005). Empirical research has consistently 

demonstrated that superior service quality in digital banking leads to enhanced customer 

satisfaction, increased loyalty, and positive word-of-mouth recommendations, all of which 

contribute to the long-term success of digital banking initiatives (Amin, 2016). 

Recent studies have increasingly highlighted the growing importance of personalization 

and customization capabilities in shaping perceptions of digital banking service quality (Raza 

et al., 2020). Contemporary customers have come to expect that banking applications will 

provide not just basic transaction capabilities but also tailored financial advice, predictive 

analytics based on their financial behaviors, and seamless integration with other financial 

management tools and platforms. The ability of digital banking platforms to deliver these 

personalized experiences has emerged as a significant differentiator in the competitive 

landscape and substantially influences both perceived service quality and subsequent usage 

intentions. This trend reflects broader patterns in digital service provision where one-size-fits-

all approaches are increasingly inadequate for meeting sophisticated customer expectations. 

Trust in Digital Banking 

Trust is recognized as a critical psychological construct that fundamentally influences 

customers' willingness to engage in online transactions that inherently involve elements of risk 

and uncertainty (Gefen et al., 2003). In the digital banking context, trust operates 

simultaneously at multiple levels including trust in the underlying technology infrastructure, 

trust in the financial institution providing the service, and trust in the broader regulatory 

environment that governs digital financial transactions. The formation and maintenance of trust 

in digital contexts present unique challenges compared to traditional banking relationships 

because digital interactions lack the personal connection and physical presence that have 

historically characterized branch-based banking relationships (Kim et al., 2009). This absence 

of face-to-face interaction necessitates alternative mechanisms for building and sustaining 

customer trust in digital banking services. 

The extensive literature on digital banking has identified several key antecedents that 

influence trust formation. Perceived security, encompassing both the actual security measures 

implemented and customers' perceptions of these measures, has consistently emerged as a 

primary trust determinant (Yousafzai et al., 2009). Privacy protection, demonstrated through 

clear policies and consistent practices regarding the handling of customer data, also plays a 

crucial role in building trust. Institutional reputation, built through years of reliable service and 

positive brand associations, serves as an important trust signal, particularly for customers who 

are new to digital banking. Additionally, prior positive experiences with digital services, 

whether from the same institution or other providers, contribute significantly to trust 

development by reducing perceived risk and increasing confidence in digital channels. Security 

features such as two-factor authentication, biometric verification, and advanced encryption 

protocols serve as tangible trust-building mechanisms. Furthermore, transparent 

communication about security measures, prompt responses to customer concerns, and effective 

handling of any security incidents all contribute to the ongoing process of trust development 

and maintenance in digital banking relationships. 
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Financial Behavior and Digital Banking 

Financial behavior encompasses the full range of individuals' decisions and actions related 

to money management, including but not limited to saving, spending, investing, borrowing, 

and financial planning activities (Xiao, 2008). The advent of digital banking has fundamentally 

transformed many aspects of financial behavior by providing customers with real-time access 

to comprehensive financial information, sophisticated automated budgeting and analysis tools, 

and significantly simplified transaction processes that reduce friction in financial management. 

Empirical research has suggested that digital banking usage is positively correlated with 

improved financial awareness, better understanding of personal financial situations, and more 

disciplined money management practices compared to reliance on traditional banking channels 

(Lusardi & Mitchell, 2014). 

Digital banking platforms facilitate improved financial behavior through an array of 

features designed to enhance financial awareness and control. Transaction categorization 

features help customers understand spending patterns across different categories, while 

automated spending alerts provide timely notifications about account activity and potential 

overspending. Goal-setting tools enable customers to define and track progress toward specific 

financial objectives, and comprehensive financial planning modules offer guidance for longer-

term financial management. These functionalities collectively enhance customers' ability to 

continuously monitor their financial status, exercise better control over liquidity, and make 

more informed financial decisions based on complete and current information. However, it is 

important to recognize that the effectiveness of these tools is not automatic but depends 

significantly on customers' levels of digital literacy, their willingness to engage actively with 

the platform, and their underlying financial knowledge and discipline. 

Barriers to Digital Banking Adoption 

Despite the compelling advantages offered by digital banking, its adoption continues to 

face several significant barriers that vary in importance across different customer segments and 

contexts. Perceived security risk has emerged as the most substantial obstacle to adoption, with 

customers expressing persistent concerns about potential data breaches, identity theft, financial 

fraud, and unauthorized transactions (Rahi et al., 2019). The high-profile nature of 

cybersecurity incidents in the financial sector, which receive extensive media coverage when 

they occur, tends to amplify these concerns and can significantly undermine trust in digital 

banking services even among customers who have not personally experienced security 

problems. 

Beyond security concerns, technological complexity presents another important barrier, 

particularly for customers who lack familiarity with digital technologies. Complex user 

interfaces, multiple authentication steps, unfamiliar terminology, and the general learning 

curve associated with new technology can create significant friction in the user experience and 

deter potential adopters. Limited internet connectivity and inadequate access to suitable 

devices also constrain digital banking adoption in many contexts, particularly in rural areas or 

among lower-income populations. Additionally, some customers continue to express a strong 

preference for human interaction in banking matters, valuing the personal relationship with 

bank staff and the ability to receive face-to-face assistance for complex transactions or problem 

resolution (Martins et al., 2014). Demographic factors including age, income level, and 

education also play important roles in shaping adoption patterns, with older individuals and 

those with lower education levels typically exhibiting lower adoption rates and requiring more 
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support to overcome adoption barriers. Effectively addressing these multifaceted barriers 

requires comprehensive strategies that combine technological improvements to enhance 

usability and security, targeted user education programs to build digital skills and confidence, 

and supportive policy interventions to expand infrastructure and protect consumer interests. 

Theoretical Frameworks 

This systematic literature review draws upon several complementary theoretical 

frameworks to develop a comprehensive understanding of digital banking adoption and the 

behavioral consequences of digital banking usage. The Technology Acceptance Model (TAM) 

provides the foundational framework by explaining technology adoption through the core 

constructs of perceived usefulness and perceived ease of use, which have been extensively 

validated across various technology adoption contexts. The Unified Theory of Acceptance and 

Use of Technology (UTAUT) extend this foundation by integrating additional determinants 

including performance expectancy, effort expectancy, social influence, and facilitating 

conditions, thereby providing a more comprehensive model that accounts for both individual 

and contextual factors affecting technology adoption. Trust-Commitment Theory offers 

important insights by emphasizing the critical role that trust plays in developing and 

maintaining long-term customer relationships, particularly in contexts involving risk and 

uncertainty such as financial transactions. The Theory of Planned Behavior (TPB) contributes 

by linking attitudes toward the behavior, subjective norms, and perceived behavioral control 

to behavioral intentions, thereby highlighting the role of both rational evaluation and social 

influences in shaping behavior. Finally, the E-Service Quality Framework addresses the 

specific quality dimensions relevant to electronic service delivery, recognizing that quality 

evaluation in digital contexts involves considerations that differ in important ways from 

traditional service quality assessment. Together, these theoretical perspectives provide a rich 

conceptual foundation for understanding the complex phenomena of digital banking adoption 

and usage. 

3. | RESEARCH METHOD  

This study employs a systematic literature review (SLR) methodology, adhering closely 

to the Preferred Reporting Items for Systematic Reviews and Meta-Analyses (PRISMA) 

guidelines to ensure rigor and transparency (Moher et al., 2009). The SLR approach provides 

a structured and replicable method for comprehensively identifying, critically evaluating, and 

systematically synthesizing relevant empirical studies to answer specific research questions. 

This methodology is particularly well-suited for consolidating knowledge across research 

domains that may be fragmented across different journals, disciplines, and methodological 

approaches, and for identifying consistent patterns, significant gaps, and notable contradictions 

in existing literature. By following established SLR protocols, this review ensures that the 

synthesis of evidence is conducted in a systematic, unbiased, and comprehensive manner that 

maximizes the reliability and validity of conclusions. 

A comprehensive and systematic search was conducted across multiple prominent 

academic databases including Scopus, Web of Science, and Indonesian national indexing 

systems (specifically SINTA 1-2 journals) to ensure broad coverage of relevant literature. The 

temporal scope of the search covered publications from January 2015 to October 2025, a ten-

year period chosen to capture recent developments and contemporary trends in digital banking 

research while maintaining sufficient historical depth for comprehensive coverage. This 



  

Service Quality, Trust, and Financial Behavior in…. 

59 

timeframe encompasses the period of rapid digital banking growth and the significant 

acceleration of adoption driven by the COVID-19 pandemic. 

The search strategy employed carefully constructed search strings combining multiple 

relevant terms to maximize retrieval of pertinent studies. The primary search string combined 

terms related to digital banking formats including "digital banking," "internet banking," 

"mobile banking," "online banking," and "e-banking" with terms capturing the key constructs 

of interest such as "service quality," "customer trust," "trust," and "perceived quality." These 

were further combined with behavioral outcome terms including "financial behavior," 

"customer behavior," "adoption," "usage intention," and "customer satisfaction." To ensure 

inclusion of relevant studies from the target geographic context, additional geographic terms 

including "Indonesia," "Bank Rakyat Indonesia," "emerging markets," and "developing 

countries" were incorporated. Boolean operators (AND, OR) were used appropriately to create 

comprehensive yet focused search strings tailored to each database's specific search syntax 

requirements. 

Clear and rigorous inclusion and exclusion criteria were established a priori to guide study 

selection and ensure consistency in determining study eligibility. Studies were considered 

eligible for inclusion if they were peer-reviewed journal articles published in either English or 

Indonesian languages, employed empirical methodologies (quantitative, qualitative, or mixed-

methods) to investigate relationships between service quality, trust, and financial behavior in 

digital banking contexts, were indexed in either Scopus or SINTA 1-2 journals to ensure 

quality standards, and focused primarily on individual customer behavior in business-to-

consumer (B2C) contexts rather than institutional or business-to-business banking 

relationships. 

Conversely, studies were excluded from consideration if they fell into any of several 

categories: conference proceedings, dissertations, book chapters, and other non-peer-reviewed 

publications; purely conceptual or theoretical papers that did not include empirical data 

collection and analysis; studies focused exclusively on institutional perspectives or business-

to-business banking contexts; articles for which full text was not available through institutional 

access or open access channels; and duplicate publications reporting the same study. These 

carefully defined criteria ensured that the final set of included studies met consistent standards 

of quality, relevance, and accessibility. 

The study selection process followed a systematic four-stage approach designed to 

progressively narrow the pool of potentially relevant studies to those meeting all inclusion 

criteria. In the identification stage, initial database searches using the predetermined search 

strings yielded a total of 342 potentially relevant articles across all databases. In the screening 

stage, two independent reviewers conducted title and abstract screening of all identified records 

to assess apparent relevance, resulting in the elimination of 218 articles that clearly did not 

meet the inclusion criteria, thereby leaving 124 articles for full-text review. In the eligibility 

assessment stage, the full texts of these 124 articles were retrieved and carefully reviewed 

against all inclusion and exclusion criteria. This detailed assessment resulted in the exclusion 

of 99 additional articles for various reasons: 42 articles demonstrated insufficient focus on the 

key constructs of interest, 28 exhibited methodological limitations that raised concerns about 

the reliability of their findings, 19 lacked adequate empirical data despite claims of empirical 

investigation, and 10 could not be obtained in full text despite extensive efforts. In the final 

inclusion stage, the remaining 25 articles that met all inclusion criteria were included in the 
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systematic synthesis. To ensure reliability, discrepancies between reviewers in any stage were 

resolved through discussion and consultation with a third reviewer when necessary. 

A standardized data extraction form was developed and pilot-tested to systematically 

capture all relevant information from each included study in a consistent format. This form 

was designed to extract comprehensive information including study characteristics such as 

authors, publication year, country of study, and journal name; detailed sample characteristics 

including size, demographic composition, and specific context; research design and 

methodological approach; theoretical frameworks explicitly employed or implicitly 

referenced; key variables examined including independent, dependent, mediating, and 

moderating variables; measurement instruments used to assess each construct; main empirical 

findings including effect sizes, significance levels, and directions of relationships; practical 

implications highlighted by the authors; and acknowledged limitations of each study. 

Quality assessment of included studies was conducted using adapted criteria drawn from 

established critical appraisal tools. For quantitative studies, criteria adapted from the Critical 

Appraisal Skills Programme (CASP) were employed, while qualitative studies were evaluated 

using criteria adapted from the Consolidated Criteria for Reporting Qualitative Research 

(COREQ). Each article was systematically evaluated across multiple dimensions including the 

strength and appropriateness of the theoretical foundation, methodological rigor in research 

design and execution, sophistication and appropriateness of analytical approaches, and overall 

contribution to advancing knowledge in the field. This quality assessment process helped 

identify the most robust and reliable evidence while also highlighting areas where 

methodological limitations might affect the interpretation of findings. 

Given the diversity of methodologies, contexts, and specific research questions addressed 

by the included studies, a narrative synthesis approach was employed as the primary method 

for integrating findings. This approach involved carefully reading and re-reading each study, 

systematically extracting relevant findings, and identifying recurring patterns, relationships, 

and contradictions across studies. Thematic analysis techniques were used to organize findings 

according to the main research objectives: determinants of digital banking adoption, nature and 

direction of relationships between service quality and trust, impact of digital banking on 

financial behavior, and barriers to adoption. Within each theme, findings were further 

organized by sub-themes to provide a structured and comprehensive synthesis. 

Where sufficient homogeneity existed across studies in terms of constructs measured, 

methodological approaches, and contexts examined, qualitative meta-synthesis techniques 

were applied to aggregate findings and identify consistent patterns. Effect sizes, where 

reported, were extracted and compared across studies to assess the strength and consistency of 

relationships. Relationships between key constructs were systematically mapped and analyzed 

to develop an integrated conceptual framework that synthesizes the empirical evidence from 

multiple studies into a coherent theoretical model. Throughout the synthesis process, attention 

was paid to identifying not only areas of consensus but also contradictions or inconsistencies 

that might reflect genuine contextual differences or methodological variations requiring further 

investigation. 

Several methodological limitations of this systematic literature review warrant explicit 

acknowledgment as they may affect the interpretation and generalizability of findings. First, 

the deliberate restriction of inclusion to peer-reviewed articles indexed specifically in Scopus 

and SINTA 1-2 journals, while ensuring quality standards, may have inadvertently excluded 
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relevant studies published in grey literature or in non-indexed journals that could contribute 

valuable insights. Second, the predominance of quantitative studies in the final sample (80% 

of included studies) inherently limits the depth of insights into contextual nuances, rich 

customer experiences, and the complex psychological processes underlying adoption and 

usage decisions. Third, the well-documented publication bias in academic literature toward 

statistically significant results may lead to an overestimation of the strength of certain 

relationships while potentially underrepresenting null or negative findings that could be 

equally informative. Fourth, the heterogeneity in methodological approaches, measurement 

instruments, and sample characteristics across studies, while enriching the diversity of 

evidence, also creates challenges in drawing definitive conclusions about the magnitude of 

effects. These limitations were carefully considered throughout the process of interpreting 

findings and developing conclusions, and areas where evidence was limited or contradictory 

are explicitly noted in the results and discussion sections. 

4. | RESULTS  

Study Characteristics 

The final sample for this systematic literature review comprised 25 empirical studies that 

investigated relationships between service quality, trust, and financial behavior within digital 

banking contexts. These studies collectively represent a substantial body of empirical evidence 

drawn from diverse geographic contexts, employing various methodological approaches, and 

examining different aspects of the digital banking phenomenon. Table 1 presents a detailed 

distribution of these studies organized by publication year, methodological approach, 

geographic focus, and sample size characteristics, providing an overview of the evidence base 

synthesized in this review. 

Table 1. Characteristics of Included Studies (N=25) 

Characteristic Category Frequency Percentage 

Publication Year 
 

2015-2017 4 16% 

2018-2020 9 36% 

2021-2023 8 32% 

2024-2025 4 16% 

Methodology 

 

Quantitative 20 80% 

Qualitative 3 12% 

Mixed Methods 2 8% 

Geographic Focus 

 

Indonesia 8 32% 

Other Asia 10 40% 

Multiple Countries 7 28% 

Sample Size < 200 5 20% 

200-400 11 44% 

> 400 9 36% 

 

The temporal distribution of included studies reveals sustained research interest in digital 

banking over the past decade, with a particularly notable concentration of studies published 

during the 2018-2023 period (68% of all studies), likely reflecting the accelerated digital 

transformation of banking services during and following the COVID-19 pandemic. The 

methodological distribution shows a strong predominance of quantitative approaches, 

primarily employing survey methodologies and structural equation modeling techniques to test 
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hypothesized relationships between constructs. The geographic distribution reveals substantial 

representation of Asian contexts, with Indonesia alone accounting for nearly one-third of all 

studies, reflecting both the rapid growth of digital banking in this region and the specific focus 

of this review on emerging market contexts. Sample sizes varied considerably, with the 

majority of studies (80%) employing samples of 200 or more participants, providing 

reasonable statistical power for detecting relationships between variables. 

Determinants of Digital Banking Adoption 

Systematic analysis of the included studies revealed several key determinants that 

consistently emerged as significant predictors of digital banking adoption, with trust and 

perceived service quality standing out as the most important and consistently significant factors 

across diverse contexts and methodological approaches. 

Trust emerged across 18 studies (representing 72% of the total sample) as a critical 

predictor of both initial digital banking adoption decisions and continued usage patterns over 

time. The evidence consistently demonstrated that trust exerts both direct effects on usage 

intention and behavioral loyalty, as well as indirect effects through mediating variables such 

as satisfaction, perceived value, and affective commitment. The reported relationships between 

trust and behavioral intentions were consistently strong and positive, with standardized path 

coefficients (β) ranging from 0.42 to 0.78 across different studies and contexts (all p < 0.001), 

indicating robust and substantial effects. These findings underscore that trust is not merely a 

peripheral concern but rather a fundamental prerequisite for customers to feel comfortable 

conducting financial transactions through digital channels. 

The formation of trust in digital banking contexts was found to be influenced by multiple 

antecedents operating simultaneously. Perceived security, examined in 15 of the included 

studies, emerged as the most frequently studied and consistently significant trust antecedent. 

Studies demonstrated that the presence of robust security features including encryption 

protocols, multi-factor authentication mechanisms, and biometric verification systems 

significantly enhanced customer trust in digital banking platforms. Privacy protection, 

specifically addressed in 12 studies, also played a crucial role in trust formation, with clear 

privacy policies and demonstrated organizational commitment to protecting customer data 

substantially increasing trust levels. Institutional reputation, examined in 11 studies, served as 

an important trust signal, particularly for customers who were new to digital banking or who 

had limited personal experience with the specific platform. The historical performance of the 

financial institution, its brand recognition, and its standing in the industry all contributed to 

initial trust formation. Prior positive experiences with digital services, whether with the same 

institution or other digital platforms, were identified in 10 studies as strengthening trust through 

a process of gradual trust building based on successful interactions and reliable service 

delivery. 

Perceived service quality was examined as a determinant of digital banking adoption in 

17 studies (68% of the sample) and was found to demonstrate significant positive effects on 

both customer satisfaction (β = 0.54-0.72 across studies) and loyalty to digital banking services 

(β = 0.48-0.68). The conceptualization and measurement of service quality varied somewhat 

across studies, but several key dimensions emerged consistently. System reliability and 

availability, referring to consistent uptime, minimal errors, and dependable performance, was 

identified as a fundamental service quality dimension that directly impacts user confidence and 

satisfaction. User interface design quality, encompassing intuitive navigation, visual appeal, 
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and overall user experience, emerged as increasingly important in shaping service quality 

perceptions, particularly among younger and more digitally sophisticated users. Transaction 

efficiency, measured in terms of the speed and ease of completing various banking tasks, was 

consistently associated with higher service quality ratings and increased usage. Responsive 

customer support, including the availability and effectiveness of help services when problems 

arise, was recognized as an important service quality component that becomes particularly 

salient when users encounter difficulties. Personalization capabilities, including tailored 

recommendations and customized user experiences, emerged in more recent studies as an 

increasingly important dimension of service quality that differentiates superior from merely 

adequate digital banking services. 

Consistent with predictions derived from the Technology Acceptance Model, perceived 

usefulness (examined in 14 studies) and perceived ease of use (examined in 13 studies) both 

emerged as significant determinants of adoption intentions. Interestingly, perceived usefulness 

demonstrated consistently stronger effects on usage intention (average β = 0.61 across studies) 

compared to perceived ease of use (average β = 0.44), suggesting that the functional benefits 

and practical advantages of digital banking outweigh concerns about ease of learning in driving 

adoption decisions. This pattern suggests that potential adopters are willing to invest effort in 

learning to use digital banking platforms if they perceive substantial practical benefits from 

doing so. 

Nine studies that incorporated the Unified Theory of Acceptance and Use of Technology 

(UTAUT) framework found significant effects of social influence (β = 0.32-0.48 across 

studies) and facilitating conditions (β = 0.38-0.56) on adoption intentions. Social influence 

effects indicated that recommendations from peers, family members, and colleagues, as well 

as awareness of digital banking usage within one's social network, positively influenced 

individual adoption decisions through both informational influence (learning about benefits 

from others) and normative influence (conforming to social expectations). Facilitating 

conditions, encompassing both technical infrastructure such as reliable internet connectivity 

and organizational support such as help desk availability, were found to facilitate not just 

intentions but actual usage behavior by reducing practical barriers to adoption. 

Barriers to Digital Banking Adoption 

While the previous section identified factors that promote digital banking adoption, the 

included studies also systematically examined barriers that impede adoption, revealing several 

significant obstacles that financial institutions must address to expand digital banking usage. 

Perceived security risk emerged across 19 studies (76% of the total sample) as the most 

prominent and consistently significant barrier to digital banking adoption. Customers 

expressed multifaceted concerns about security that encompassed fears of data breaches and 

cyber-attacks resulting in unauthorized access to sensitive financial information, risks of 

identity theft involving the misuse of personal information for fraudulent purposes, concerns 

about financial fraud including unauthorized transactions or account manipulation, and more 

general skepticism about technical vulnerabilities in digital banking systems. The strength of 

these concerns was reflected in the consistently strong negative relationships observed between 

perceived security risk and both trust (β = -0.54 to -0.72 across studies) and usage intention (β 

= -0.42 to -0.61). Notably, the impact of security concerns was found to be particularly 

pronounced among older customers and those with limited prior digital experience, suggesting 
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that security concerns may be amplified by unfamiliarity with digital technologies and less 

developed mental models of how security protection’s function. 

Technological complexity was identified in eight studies as a significant adoption barrier, 

particularly affecting less technologically sophisticated customers. Complex user interfaces 

that require extensive navigation to complete simple tasks, multiple authentication steps that 

add friction to the login process, unfamiliar terminology that creates confusion about functions 

and features, and the general learning curve associated with mastering new digital tools all 

created obstacles to adoption and sustained usage. This barrier was found to be particularly 

prevalent among populations with lower general digital literacy and among older demographic 

groups who may have less frequent exposure to digital technologies in other domains of their 

lives. 

Six studies reported that customer preference for human interaction in banking matters 

constituted an important adoption barrier for certain customer segments. Some customers, 

particularly when conducting complex transactions or seeking to resolve problems, placed high 

value on face-to-face interaction with knowledgeable bank staff. These customers perceived 

digital channels as impersonal, insufficient for their needs, or simply less satisfying than in-

person service. This finding suggests that for some customers, the convenience benefits of 

digital banking may not fully compensate for the perceived loss of personal relationship and 

individualized attention associated with traditional branch banking. 

Impact on Financial Behavior 

Beyond examining factors affecting adoption decisions, a subset of the included studies 

investigated how digital banking usage influences customers' broader financial management 

practices and behaviors, yielding important insights into the behavioral consequences of digital 

banking adoption. 

Twelve studies examined various ways in which digital banking services influenced 

customers' financial management practices and overall financial behavior. In the domain of 

transaction monitoring, digital banking platforms' provision of real-time transaction tracking 

capabilities was found to enable customers to maintain substantially better awareness of their 

spending patterns and current account status compared to traditional banking channels. 

Quantitative evidence from multiple studies indicated that between 68% and 82% of active 

digital banking users reported regularly checking their transaction history and account 

balances, compared to only 34% to 47% of customers relying primarily on traditional banking 

channels. This dramatic difference in monitoring frequency suggests that the reduced effort 

required to check account status through digital channels fundamentally changes customers' 

financial awareness and engagement patterns. 

Regarding liquidity control and cash flow management, digital banking features including 

automatic alerts for account activity, automated spending categorization across different 

expense types, and budget tracking tools were found to substantially enhance customers' ability 

to manage cash flow effectively and avoid liquidity problems. Research evidence indicated 

that active digital banking users demonstrated 23% to 41% better liquidity management 

compared to non-users, as objectively measured through reduced frequency of overdraft 

incidents and more consistent patterns of maintaining adequate account balances and building 

savings over time. These findings suggest that digital banking tools serve not merely as passive 

information sources but as active aids in financial self-management. 
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In terms of decision-making accuracy and quality, the provision of comprehensive 

financial information and analytical tools through digital banking platforms was found to 

improve the quality of financial decisions across multiple domains. Studies documented that 

digital banking users made more informed and objectively better choices regarding savings 

allocation strategies, evaluation of investment opportunities, and loan application decisions. 

The improved decision quality appeared to result from both better information availability and 

the analytical tools that help customers understand the implications of different financial 

choices. 

Nine studies specifically investigated behavioral changes and shifts in financial habits 

associated with digital banking usage. In the area of saving behavior, automated savings 

features including scheduled transfers and goal-linked saving accounts, combined with goal-

setting and progress-tracking tools, were found to correlate with 18% to 35% higher savings 

rates among digital banking users compared to non-users with similar demographic and income 

characteristics. This substantial difference suggests that digital banking tools can effectively 

support saving goals through commitment mechanisms and progress feedback that reinforce 

saving behavior. Concerning spending patterns, the increased transaction visibility and 

availability of spending alerts were associated with more controlled and deliberate spending 

patterns, with some evidence of reduced impulsive spending compared to patterns observed 

among non-users of digital banking. Finally, in the domain of financial planning, long-term 

financial planning tools and goal-setting features facilitated by digital platforms were found to 

correlate with more strategic and deliberate financial goal setting and planning behavior, 

suggesting that digital banking may promote longer-term financial thinking and more 

systematic approaches to financial management. 

Three studies specifically examined Bank Rakyat Indonesia's Qlola Internet Banking 

platform, providing valuable concrete evidence about the real-world impacts of a well-

designed digital banking service in the Indonesian context. Findings from these studies 

indicated that Qlola users experienced a 34% improvement in transaction monitoring 

efficiency compared to their previous banking methods, reflecting the platform's effectiveness 

in providing timely and accessible financial information. Users also reported a 27% reduction 

in time spent on routine banking activities, freeing time for other productive or leisure 

activities. Customer satisfaction with financial management capabilities increased by 41% 

among Qlola users, indicating that the platform successfully met users' needs and expectations. 

Additionally, users reported enhanced accuracy in tracking both business and personal 

finances, with this benefit being particularly pronounced among micro-entrepreneurs who must 

carefully manage limited financial resources across personal and business domains. These 

positive outcomes were attributed to several design features of the Qlola platform including its 

user-friendly interface that minimizes the learning curve, its comprehensive feature set that 

addresses diverse customer needs, and its effective integration with other BRI services that 

creates a seamless banking experience. 

Moderating and Mediating Effects 

Beyond examining direct relationships between variables, several studies investigated 

more complex patterns involving mediating and moderating effects that provide deeper 

insights into the mechanisms and boundary conditions of digital banking adoption and usage. 

Eight studies examined trust as a mediating variable in the relationship between service 

quality and various behavioral outcomes including usage intention, satisfaction, and loyalty. 
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Results from these studies consistently supported either partial or full mediation effects, 

indicating that service quality influences behavioral outcomes primarily through its impact on 

trust formation rather than solely through direct effects. In other words, high service quality 

builds customer trust, and this trust in turn drives positive behavioral outcomes. Formal 

mediation analyses revealed that trust accounted for between 42% and 68% of the total effect 

of service quality on behavioral intentions across different studies and contexts. This 

substantial mediating role of trust underscores its central importance in the digital banking 

adoption process and suggests that service quality improvements that do not successfully 

enhance trust may have limited impact on actual adoption behavior. 

Seven studies systematically investigated demographic factors as potential moderators of 

key relationships in digital banking adoption. Age was found to moderate several relationships, 

with ease of use showing stronger effects on adoption intentions for older users (those above 

50 years of age) compared to younger users, presumably because older users have less 

accumulated experience with digital technologies and thus place greater weight on ease of use 

in their adoption decisions. Education level also emerged as a significant moderator, with 

higher education being associated with stronger effects of perceived usefulness on adoption 

intentions, suggesting that more educated users may be better able to recognize and appreciate 

the functional benefits of digital banking. Income level moderated the relationship between 

perceived security risk and adoption, with higher income groups showing lower sensitivity to 

security risks, possibly because they have more resources to absorb potential losses or because 

higher income correlates with greater digital sophistication. Finally, prior digital experience 

was found to strengthen the relationship between ease of use and adoption, as individuals with 

more extensive technology experience may be more confident in their ability to learn new 

digital systems and thus more willing to adopt based on perceived ease of use. 

Four studies examined cultural factors as moderators of digital banking adoption 

relationships, finding that cultural values including uncertainty avoidance and power distance 

significantly moderated relationships between trust, service quality, and adoption behavior. In 

cultures characterized by high uncertainty avoidance, which includes Indonesia according to 

established cultural frameworks, security features and institutional reputation were found to 

play particularly critical roles in trust formation compared to cultures more comfortable with 

ambiguity and risk. This finding highlights the importance of adapting digital banking 

strategies to fit the cultural context in which they are deployed, as the relative importance of 

different trust-building mechanisms varies systematically across cultural contexts. 

Synthesis of Key Relationships 

Based on comprehensive analysis of the included studies and integration of findings across 

multiple studies and methodological approaches, an integrated conceptual framework was 

developed that synthesizes the relationships between service quality, trust, and financial 

behavior in digital banking. This framework, presented in Figure 1, provides a visual 

representation of the key constructs, their interrelationships, and the barriers that impede the 

process. The framework shows how multiple dimensions of service quality including system 

reliability, user interface quality, efficiency, customer support, and personalization, along with 

various trust antecedents including perceived security, privacy protection, institutional 

reputation, and prior experience, converge to build customer trust. Trust serves as a central 

mediating mechanism that influences usage intention, which in turn drives actual usage 

behavior. Actual usage of digital banking services then produces various financial behavior 
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outcomes including improved transaction monitoring, better liquidity control, enhanced 

financial discipline, and higher quality decision-making. Throughout this process, several 

barriers including perceived security risk (identified as having the strongest negative effect), 

technological complexity, and preference for human interaction operate to impede adoption 

and usage. This integrated framework provides a comprehensive conceptual model that 

synthesizes the empirical evidence reviewed in this study. 

Figure 1. Integrated Framework of Digital Banking Adoption and Behavioral Outcomes 

5. | DISCUSSION  

Principal Findings and Theoretical Implications 

This systematic literature review provides robust empirical evidence for the central and 

critical role that trust and service quality play in determining digital banking adoption decisions 

and shaping subsequent financial behavior outcomes. The findings both align with and 

substantially extend existing theoretical frameworks, particularly the Technology Acceptance 

Model which has long emphasized perceived usefulness and ease of use, and Trust-

Commitment Theory which highlights the foundational importance of trust in relationship 

development and maintenance. The integration of evidence across 25 empirical studies 

conducted in diverse contexts provides a more comprehensive and nuanced understanding than 

any single study could offer. 

The overwhelming evidence for trust as the primary determinant of digital banking 

adoption, with trust identified as a critical factor in 72% of the reviewed studies, underscores 

the unique and distinctive challenges inherent in delivering financial services through digital 

channels. Unlike many other e-commerce contexts where the consequences of misplaced trust 

may be relatively minor and limited, banking inherently involves high-stake transactions, 

highly sensitive personal financial data, and substantial perceived risks of potentially severe 

financial loss. The formation and maintenance of trust in the complete absence of face-to-face 

interaction, which has historically been the foundation of banking relationships, requires 

financial institutions to deploy multiple complementary trust-building mechanisms 



  

Service Quality, Trust, and Financial Behavior in…. 

68 

simultaneously and continuously. The finding that trust partially or fully mediates the 

relationship between service quality and behavioral outcomes carries important theoretical 

implications that extend beyond the specific domain of digital banking. This mediation pattern 

suggests that service quality features function not merely as functional attributes that customers 

evaluate for their instrumental utility, but more importantly as signals of underlying 

trustworthiness and institutional reliability. This interpretation aligns with signaling theory, 

wherein observable characteristics and behaviors serve as indicators of unobservable qualities 

such as commitment to customer welfare, organizational competence, and reliability in 

fulfilling promises. 

The research synthesized in this review reveals that service quality in digital banking 

contexts extends substantially beyond the traditional banking service quality dimensions that 

have been studied extensively in the context of branch-based banking. While foundational 

dimensions such as reliability and responsiveness to customer needs remain important, digital-

specific quality dimensions such as user interface design quality, continuous system 

availability, and sophisticated personalization capabilities have emerged as equally or even 

more critical factors in shaping customer perceptions and behaviors. This finding provides 

strong empirical support for the validity and utility of e-service quality frameworks specifically 

designed for digital contexts and suggests that digital banking requires fundamentally distinct 

quality assessment approaches and management strategies compared to traditional branch-

based banking. The relatively strong effect of personalization on service quality perceptions, 

explicitly identified in eight of the reviewed studies, reflects broader societal trends in digital 

service expectations that extend well beyond banking. Contemporary customers, having 

experienced highly personalized services from leading digital platforms in other domains such 

as retail and entertainment, increasingly expect that banking platforms will function not merely 

as passive transaction processing tools but as intelligent financial assistants that provide 

tailored insights, proactive recommendations, and customized experiences that adapt to 

individual needs and preferences. 

The persistent identification of perceived security risk as the most significant barrier to 

digital banking adoption, even in studies conducted after many years of digital banking 

availability and continuous security improvements, suggests that security concerns are not 

merely temporary adoption hurdles that naturally dissipate as markets mature and technologies 

become familiar. Instead, they represent ongoing and fundamental trust challenges that require 

continuous attention, substantial investment, and proactive communication strategies. The 

consistently strong negative relationships observed between perceived security risk and both 

trust (β = -0.54 to -0.72 across studies) and usage intention (β = -0.42 to -0.61) indicate that 

security perceptions fundamentally shape customers' psychological comfort and willingness to 

engage with digital banking channels. This finding emphasizes that security must be treated 

not only as a technical infrastructure consideration to be handled by information technology 

departments, but as a central element of overall customer experience design and a critical focus 

of marketing and customer communication strategies. 

Impact on Financial Behavior: Beyond Adoption 

One of the most significant and novel contributions of this systematic review is the 

comprehensive documentation of how digital banking usage influences financial behavior in 

ways that extend well beyond the initial adoption decision. While much existing digital 

banking research has focused narrowly on understanding and predicting adoption, the evidence 
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synthesized here demonstrates that digital banking has substantial effects on how customers 

manage their finances, make financial decisions, and develop financial habits over time. The 

empirical evidence that digital banking usage enhances transaction monitoring frequency and 

quality, improves liquidity control and cash flow management, and increases financial 

decision-making accuracy provides strong support for theoretical claims about the 

transformative potential of financial technology to improve consumer financial outcomes. 

The finding that digital banking users demonstrate significantly better transaction 

monitoring habits, with 68% to 82% of digital banking users regularly checking their 

transaction history compared to only 34% to 47% of traditional banking customers, suggests 

that real-time information access and reduced effort required to check account status 

fundamentally change how customers engage with and relate to their finances. This enhanced 

financial awareness and engagement likely operates through multiple reinforcing mechanisms 

including dramatically reduced information search costs that make monitoring nearly 

effortless, immediate feedback on financial decisions that creates tighter coupling between 

actions and consequences, and continuous reinforcement of financial status that keeps financial 

concerns more salient in daily life. The cumulative effect of these mechanisms is a qualitatively 

different relationship with personal finances characterized by greater awareness, engagement, 

and sense of control. 

The substantial evidence of improved savings rates, with digital banking users showing 

18% to 35% higher savings rates compared to non-users and reduced impulsive spending 

patterns associated with digital banking usage indicates that the effects extend beyond mere 

convenience or efficiency to encompass genuine behavioral change with significant 

implications for financial wellbeing. These findings align well with principles from behavioral 

economics, particularly regarding the effectiveness of commitment devices and the importance 

of choice architecture in shaping financial decisions. Digital banking features such as 

automated savings transfers that remove the need for repeated effortful decisions, spending 

alerts that provide timely feedback on deviations from financial goals, and goal visualization 

tools that make abstract future outcomes more concrete and salient, all function as commitment 

devices that support self-control and facilitate achievement of long-term financial objectives 

that might otherwise be undermined by present bias and limited willpower. 

The specific empirical findings regarding Bank Rakyat Indonesia's Qlola Internet Banking 

platform provide valuable practical validation of theoretical relationships and demonstrate that 

these effects are not merely theoretical possibilities but can be realized in actual commercial 

banking contexts. The documented improvements in transaction monitoring efficiency (34% 

improvement), substantial time savings (27% reduction in time spent on routine banking 

activities), and increased satisfaction with financial management capabilities (41% increase) 

demonstrate concretely that well-designed digital banking platforms can deliver tangible and 

meaningful benefits to customers that extend beyond mere convenience. The particularly 

strong benefits reported by micro-entrepreneurs using Qlola underscore digital banking's 

potential to support not only individual financial management but also small business 

development and entrepreneurial success. By significantly reducing the time and cognitive 

burden associated with financial management tasks, digital banking platforms enable small 

business owners to redirect attention and energy toward productive business activities that 

generate revenue and build enterprises, thereby potentially contributing to broader economic 

development objectives. 
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Contextual Considerations: The Indonesian and Emerging Market Context 

The fact that eight of the reviewed studies (32% of the total sample) focused specifically 

on Indonesia provides particularly valuable insights into digital banking dynamics in emerging 

market contexts, where conditions may differ substantially from the developed market contexts 

that have dominated much digital banking research. Several contextual factors unique to or 

particularly salient in emerging markets significantly shape both the process of digital banking 

adoption and the outcomes that result from usage. 

Infrastructure and connectivity challenges, while not always explicitly measured or 

discussed in detail in the reviewed studies, clearly affect digital banking accessibility and usage 

patterns in emerging markets. Issues including inconsistent internet connectivity, limited 

availability of high-quality smartphones, inadequate electricity infrastructure, and uneven 

geographic distribution of technological resources create barriers to digital banking that are 

largely absent in developed markets. The finding that facilitating conditions showed relatively 

stronger effects in Indonesian studies compared to studies conducted in more developed 

contexts suggests that technical infrastructure remains a more salient and constraining 

consideration for potential adopters in emerging markets, where the assumption of ubiquitous 

connectivity and device availability that often prevails in developed markets cannot be taken 

for granted. 

The moderating effect of education level on digital banking adoption relationships 

highlights the critical importance of digital literacy in emerging market contexts where 

educational attainment varies widely across the population. The finding that ease of use shows 

stronger effects on adoption intentions for less educated users indicates that interface 

simplicity, intuitive design, and minimization of complexity in user experience are particularly 

critical for successfully reaching broader populations that include substantial segments with 

limited formal education. This finding suggests that digital banking platforms designed for 

emerging markets may need to place even greater emphasis on simplicity and ease of use than 

platforms designed for developed market contexts where higher average education levels and 

more extensive prior technology exposure create a more digitally sophisticated user base. 

The finding that uncertainty avoidance and power distance, both dimensions of national 

culture identified in established cultural frameworks, moderate the relationships between trust, 

service quality, and adoption in Indonesian contexts suggests that cultural factors 

fundamentally shape how customers evaluate and respond to digital banking services. In 

cultures characterized by high uncertainty avoidance, which includes Indonesia and many other 

emerging markets, explicit and visible security features, strong institutional reputation, and 

clear evidence of regulatory oversight play more critical roles in trust formation than they 

might in cultures that are more comfortable with ambiguity and risk. This cultural dimension 

helps explain why Indonesian customers may place particularly heavy weight on security 

features and institutional credibility in their digital banking adoption decisions. These cultural 

considerations imply that effective digital banking strategies must be adapted thoughtfully to 

fit the cultural context in which they are deployed, rather than assuming that approaches 

successful in one cultural context will transfer automatically to others. 

Practical Implications for Banking Industry 

The findings synthesized in this review yield several concrete and actionable implications 

for banking practitioners who are designing, implementing, or seeking to improve digital 
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banking services and for managers responsible for digital banking strategy and customer 

acquisition. 

Given the central and foundational role of trust documented across the reviewed studies, 

banks must prioritize trust-building considerations in every aspect of digital platform design, 

marketing communication, and ongoing customer relationship management. Transparent 

security communication that clearly explains in accessible language the specific security 

measures implemented, the encryption protocols employed to protect data, and the fraud 

protection mechanisms available to customers is essential for building and maintaining trust. 

Visible credibility indicators including prominent display of security certifications, explicit 

evidence of regulatory compliance, and clear communication of industry affiliations and 

partnerships help establish institutional legitimacy and trustworthiness. Proactive risk 

management communication including regular updates on security enhancements, clear 

information about new threats and how the institution is addressing them, and transparent 

disclosure of any security incidents along with remediation efforts demonstrates ongoing 

commitment to security. Finally, responsive customer support that provides accessible, 

effective, and empathetic support channels for addressing customer concerns and problems 

promptly helps build trust through demonstrated commitment to customer welfare. 

Banks should invest comprehensively in service quality improvements across multiple 

dimensions rather than focusing narrowly on one or two aspects of the service experience. 

System reliability must be ensured through investment in robust infrastructure, redundant 

systems, and rapid problem resolution capabilities that minimize downtime and ensure 

consistent availability. User experience optimization should be pursued through regular 

usability testing with diverse user groups, continuous interface refinement based on user 

feedback and behavioral data, and attention to aesthetic as well as functional aspects of design. 

Personalization capabilities should be developed through investment in artificial intelligence 

and machine learning systems that can provide tailored financial advice, proactive 

recommendations, and customized experiences that adapt to individual patterns and 

preferences. Omnichannel integration that ensures seamless coordination between digital and 

traditional banking channels allows customers to move fluidly between channels based on their 

needs and preferences while maintaining continuity in their banking relationship. 

Given the persistent and substantial barrier posed by security concerns documented across 

the reviewed studies, banks must address security at multiple levels simultaneously. Multi-

layered security implementation including robust authentication mechanisms such as 

biometrics and two-factor authentication, continuous monitoring for suspicious activity, and 

rapid response capabilities for potential security incidents provides the technical foundation 

for security. However, technical security measures alone are insufficient; they must be 

complemented by comprehensive customer education programs that help customers 

understand how security protections work, how to recognize and avoid common threats, and 

what specific actions they can take to protect themselves. Transparent incident response 

protocols that establish clear procedures for addressing any security incidents, maintaining 

open communication with affected customers, and demonstrating institutional accountability 

help maintain trust even when problems occur. Finally, explicit fraud protection guarantees 

that clearly communicate the institution's commitment to making customers whole in the event 

of unauthorized transactions help reduce perceived risk and increase willingness to engage 

with digital channels. 
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To maximize the positive financial behavior benefits documented in the reviewed studies, 

banks should invest in developing behavioral features that go beyond basic transaction 

capabilities. Intelligent alerts and notifications that provide context-aware feedback to help 

customers manage spending relative to budgets, alert them to unusual activity, and remind 

them of upcoming financial commitments can actively support better financial management. 

Goal setting and tracking tools that enable customers to define specific financial objectives, 

monitor progress toward those goals, and receive encouragement and guidance support long-

term financial planning and discipline. Financial literacy integration through embedded 

educational content, contextual help, and personalized guidance can enhance customers' 

financial capability and empower them to make better financial decisions. Finally, thoughtful 

gamification elements including achievement recognition, progress visualization, and 

motivational features can encourage and reinforce positive financial behaviors without 

trivializing the serious nature of financial management. 

Policy Implications 

The findings synthesized in this review also suggest several important considerations for 

policymakers and financial regulators who are responsible for creating the regulatory 

environment within which digital banking operates and for promoting financial inclusion and 

financial literacy among populations. 

Policymakers should establish and rigorously enforce comprehensive cybersecurity 

standards specifically designed for digital banking platforms. These standards should include 

mandatory security features that all digital banking platforms must implement, regular security 

audits conducted by qualified independent assessors, and clear incident reporting requirements 

that ensure transparency about security problems when they occur. Consumer protection 

regulations should be updated to specifically address the unique risks associated with digital 

banking, including clear allocation of liability for fraudulent transactions, establishment of 

effective dispute resolution mechanisms that can handle digital banking complaints efficiently, 

and requirements for transparent disclosure of terms, conditions, and risks associated with 

digital banking services. These regulatory protections are essential for building public trust in 

digital banking and ensuring that the growth of digital banking does not expose consumers to 

unacceptable risks. 

The moderating effect of education and digital experience on digital banking adoption 

documented in the reviewed studies suggests a clear need for public initiatives designed to 

enhance digital financial literacy across the population. Government programs, potentially 

developed in partnership with financial institutions and educational organizations, could 

provide training programs, educational resources, and hands-on support to help citizens 

develop the skills and confidence needed to safely and effectively use digital banking services. 

Such initiatives should be targeted particularly toward underserved populations including 

elderly individuals, rural residents, and lower-income groups who may lack access to informal 

sources of digital skills development. Enhanced digital financial literacy not only promotes 

digital banking adoption but also helps ensure that those who adopt digital banking can use it 

safely and effectively. 

Recognition of digital banking's documented potential to enhance financial management 

capabilities and promote positive financial behaviors suggests that promotion of appropriate 

and well-designed digital banking services could serve broader financial inclusion objectives 

beyond simply expanding access to basic banking services. Policies that provide incentives for 
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banks to develop accessible and affordable digital banking products specifically designed for 

underserved populations, that support infrastructure development to ensure digital banking 

accessibility in underserved areas, and that promote responsible innovation in digital banking 

features that support financial capability could expand financial access while simultaneously 

promoting positive financial behaviors and improving financial outcomes for vulnerable 

populations. Such policies recognize that financial inclusion is not merely about access to 

services but about enabling people to use financial services effectively to improve their 

financial wellbeing. 

Limitations and Future Research Directions 

Several limitations of this systematic review and of the underlying literature it synthesizes 

suggest important directions for future research that could advance understanding of digital 

banking adoption and impacts beyond what current evidence supports. 

The predominance of cross-sectional survey studies, which represented 80% of the 

quantitative studies included in this review, inherently limits the strength of causal inferences 

that can be drawn and constrains understanding of dynamic processes that unfold over time. 

Cross-sectional designs capture relationships at a single point in time but cannot definitively 

establish causal direction or track how relationships evolve. Future research should prioritize 

longitudinal research designs that follow the same individuals over extended periods to 

examine how relationships between trust, service quality, usage, and financial behaviors evolve 

over time, how trust develops progressively through accumulated experience, and how 

financial behavior changes emerge and stabilize following digital banking adoption. 

Experimental methods including randomized controlled trials and field experiments that 

manipulate specific features or interventions could establish causal effects of particular design 

elements, communication strategies, or support interventions on trust, adoption, and financial 

behaviors. Mixed methods research that combines quantitative measurement of relationships 

with qualitative exploration of customer experiences, decision-making processes, and the 

meanings customers attach to digital banking would provide richer understanding of the 

psychological processes underlying the statistical relationships documented in quantitative 

studies. 

While this review included studies from multiple contexts and deliberately sought to 

incorporate research from emerging markets, certain populations and settings remain 

substantially underrepresented in the literature. Vulnerable populations including elderly users 

who may face challenges with digital technologies, low-income customers who may lack 

resources for devices and connectivity, and persons with disabilities who may encounter 

accessibility barriers have received limited research attention. Rural versus urban contexts have 

been inadequately explored, with most studies focusing on urban populations and leaving rural 

digital banking adoption patterns, challenges, and impacts largely unexplored despite the 

potential importance of digital banking for expanding financial inclusion in geographically 

remote areas. Small and medium enterprise banking, and particularly the use of digital banking 

by micro-entrepreneurs and small business owners for business financial management, 

represents an important domain that has received insufficient research attention despite its 

potential significance for economic development. 

The rapid evolution of financial technology continuously introduces new technological 

capabilities and service models that are not adequately addressed in current literature, creating 

ongoing needs for research on emerging phenomena. Artificial intelligence and chatbot 
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technologies are being increasingly integrated into digital banking platforms, but research on 

their effects on customer trust, service quality perceptions, customer satisfaction, and adoption 

remains limited. Blockchain technology and cryptocurrency integration into mainstream 

banking services raise new questions about trust, security perceptions, and adoption patterns 

that require investigation. Voice and conversational interfaces represent alternative interaction 

modalities that may have different implications for ease of use, accessibility, and adoption 

compared to traditional graphical interfaces. Embedded finance, wherein banking services are 

integrated seamlessly into non-financial platforms and contexts, represents a fundamental shift 

in how banking services are delivered and experienced that may have far-reaching implications 

for adoption patterns, usage behaviors, and customer relationships with financial institutions. 

While this review has documented statistical relationships between digital banking usage 

and various financial behavior outcomes, the psychological and behavioral mechanisms that 

underlie these relationships remain inadequately explored and represent important directions 

for future research. Research on information processing should investigate how customers 

process and utilize the financial information provided through digital platforms, what 

information is most influential in shaping decisions, and how information presentation affects 

comprehension and use. Research on behavioral nudges should systematically examine what 

specific design features, information framings, and choice architectures most effectively 

promote positive financial behaviors and through what psychological mechanisms these effects 

operate. Research on habit formation should investigate how digital banking usage develops 

into habitual behavior that occurs automatically with minimal conscious deliberation, what 

factors influence the speed and strength of habit formation, and how habits can be deliberately 

shaped to promote positive financial behaviors. Finally, research on social dynamics should 

examine how social networks and peer effects influence digital banking adoption and usage 

patterns, how social information and social comparison processes affect financial behaviors in 

digital contexts, and how digital platforms might leverage social dynamics to promote positive 

financial behaviors. 

6. | CONCLUSION  

This systematic literature review has synthesized and integrated empirical evidence from 

25 carefully selected studies to elucidate the complex relationships between service quality, 

trust, and financial behavior in digital banking contexts. Through rigorous systematic analysis, 

the review has identified trust and perceived service quality as the strongest and most consistent 

determinants of digital banking adoption and continued usage, while simultaneously 

documenting that perceived security risk represents the most significant barrier that impedes 

adoption across diverse contexts and customer segments. 

The first key conclusion emerging from this comprehensive synthesis is that customer 

trust stands as the paramount factor in digital banking adoption and usage. Trust emerges as 

the central psychological mechanism through which service quality and other antecedent 

factors influence behavioral intentions and actual usage behavior. Building and maintaining 

trust requires multifaceted and sustained strategies that simultaneously address security 

provisions, privacy protections, service reliability, and responsive customer support. Financial 

institutions cannot afford to treat trust as a peripheral concern but must recognize it as 

foundational to successful digital banking. 
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The second key conclusion is that service quality in digital banking extends substantially 

beyond basic functionality and technical performance. In digital banking contexts, service 

quality encompasses not only traditional dimensions such as system reliability and operational 

efficiency but also digital-specific dimensions including user experience design quality, 

personalization capabilities, and seamless integration across multiple channels. These multiple 

dimensions collectively shape customer satisfaction, loyalty, and ultimately the success of 

digital banking initiatives. Financial institutions must therefore adopt comprehensive 

approaches to service quality that address all of these dimensions rather than focusing narrowly 

on any single aspect. 

The third key conclusion concerns the persistent nature of security concerns as a barrier 

to digital banking adoption. Despite continuous technological advances and many years of 

digital banking availability in most markets, perceived security risk remains a critical barrier 

that prevents or delays adoption for substantial segments of customers. Addressing this barrier 

effectively requires not only implementing robust technical security measures but also 

communicating clearly and effectively about these measures to customers, educating 

customers about security, and providing explicit guarantees that reduce perceived risk. 

The fourth key conclusion relates to the transformative impact of digital banking on 

financial behavior that extends well beyond mere convenience. Digital banking services 

demonstrably enhance customers' financial management capabilities in multiple domains 

including transaction monitoring, liquidity control, and decision-making accuracy. These 

improvements in financial management capabilities translate into concrete behavioral changes 

including increased savings rates, more controlled spending patterns, and more strategic 

financial planning. These behavioral changes have significant implications for individual 

financial wellbeing and suggest that promoting appropriate digital banking adoption could 

serve broader financial capability and wellbeing objectives. 

The fifth key conclusion emphasizes that context matters fundamentally in digital banking 

adoption and impacts. The effectiveness of different digital banking adoption strategies and 

the relative importance of various factors vary systematically across different contexts defined 

by cultural values, infrastructure availability, prevailing levels of digital literacy, and 

demographic characteristics of the population. These contextual differences necessitate 

context-sensitive approaches that are thoughtfully adapted to local conditions rather than one-

size-fits-all strategies that assume universal applicability. 

The sixth key conclusion points to the practical validation provided by the specific case 

of Bank Rakyat Indonesia's Qlola Internet Banking platform. The documented measurable 

improvements in financial management efficiency, substantial time savings, and increased 

customer satisfaction, particularly among micro-entrepreneurs and small business owners, 

demonstrate concretely that the theoretical relationships identified in research can be realized 

in actual commercial banking practice through thoughtful design and implementation. 

This review makes several important theoretical contributions to the digital banking 

literature that extend beyond simply summarizing existing findings. By integrating and 

synthesizing evidence across studies that employed different theoretical frameworks including 

the Technology Acceptance Model, the Unified Theory of Acceptance and Use of Technology, 

Trust-Commitment Theory, and the Theory of Planned Behavior, this review demonstrates 

how these different theoretical perspectives offer complementary insights that together provide 

richer understanding than any single perspective could offer. Trust emerges from this 
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integration as a critical bridge construct that links technology acceptance constructs to longer-

term behavioral outcomes and relationship quality. 

The review extends understanding beyond the adoption decision that has dominated much 

research to document and synthesize evidence on post-adoption behavioral consequences. 

While much digital banking research has focused narrowly on understanding what factors 

predict initial adoption, this review demonstrates that digital banking usage has substantial and 

meaningful effects on broader financial management practices and financial discipline that 

extend well beyond the adoption decision itself. This extension of the research focus has 

important implications for how we evaluate the success and impact of digital banking. 

The review also contributes to contextualizing supposedly universal constructs by 

revealing how constructs such as trust and service quality, while conceptually applicable across 

contexts, operate differently across cultural and socioeconomic contexts in ways that have 

important theoretical and practical implications. This contextualization contributes to 

developing more nuanced theoretical understanding of technology adoption in diverse markets 

rather than assuming that relationships identified in one context will necessarily apply 

unchanged in others. 

For banking practitioners, this review offers concrete evidence-based guidance for digital 

banking strategy development and implementation. The findings indicate clear design 

priorities that should guide platform development: prioritizing trust-building features including 

security, privacy protections, and transparency, while simultaneously ensuring comprehensive 

service quality across multiple dimensions including reliability, user experience, and 

personalization. Communication strategies should be developed that specifically and explicitly 

address security concerns, particularly for customer segments that show higher perceived risk 

including older users and those with limited digital experience. Feature development should 

invest in behavioral features including alerts, goal-setting tools, and financial planning 

capabilities that leverage digital banking's potential to actively support improved customer 

financial management rather than serving merely as transaction processing channels. Finally, 

banks should recognize that different customer segments respond to different factors and 

should customize approaches based on demographic characteristics, cultural backgrounds, and 

levels of prior experience rather than assuming that a single approach will be equally effective 

for all segments. 

For policymakers and financial regulators, this review suggests several important policy 

priorities. Consumer protection frameworks must establish and rigorously enforce robust 

security standards, ensure clear allocation of fraud liability that protects consumers, and 

provide effective dispute resolution mechanisms specifically designed for digital banking 

contexts. Digital literacy initiatives should be supported and expanded, with public programs 

potentially developed in partnership with financial institutions to provide training, resources, 

and support to help citizens safely and effectively use digital banking services. Financial 

inclusion strategies should recognize digital banking's potential to enhance financial 

management and promote positive behaviors, with policies designed to incentivize 

development of accessible and affordable digital banking products for underserved populations 

while ensuring appropriate consumer protections. 

The digital transformation of banking represents far more than a technological upgrade or 

operational improvement; it constitutes a fundamental shift in how financial services are 

delivered, experienced, and integrated into customers' daily lives. This comprehensive review 
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demonstrates clearly that successful digital banking depends not merely on technological 

sophistication or advanced features but fundamentally on understanding and thoughtfully 

addressing the psychological, behavioral, and contextual factors that shape customer adoption 

decisions and usage patterns. 

As digital banking continues its rapid evolution with emerging technologies including 

artificial intelligence, blockchain, and embedded finance creating new possibilities and 

challenges, the foundational importance of trust and service quality identified in this review is 

likely to persist. Financial institutions that consistently prioritize trust-building, that deliver 

superior service quality across multiple complementary dimensions, and that design platforms 

to actively support positive financial behaviors rather than simply facilitating transactions will 

be best positioned to thrive in the increasingly competitive digital banking ecosystem. 

The evidence systematically synthesized in this review suggests compellingly that digital 

banking, when properly designed with attention to both functional and psychological factors 

and effectively implemented with appropriate security and support, can deliver substantial 

benefits that extend well beyond institutional operational efficiency to encompass meaningful 

improvements in customer financial wellbeing. Fully realizing this significant potential 

requires sustained commitment to continued research that extends and refines current 

understanding, thoughtful design that places customer needs and concerns at the center, 

effective regulation that balances innovation enablement with consumer protection, and 

genuine customer-centered innovation that seeks to serve customer interests rather than purely 

institutional objectives. 
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