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(2020), Mouakket (2020), and Raman and Aashish (2021).
Journal of Theoretical and Applied Electronic 4 Fan et al. (2021), Kapoor and Vij (2020), Tang et al. (2021), and Yeh
Commerce Research (2020).
Computers in Human Behavior 3 Geebren et al. (2021), Tam and Oliveira (2016), and Zhou (2012).
Journal of Financial Services Marketing 3 Eren (2022), Srivastava and Vishnani (2021), and Twum et al. (2022).
International Journal of Data and Network 2 Aldiabat et al. (2022) and Al-Zubi and Al-Gasawneh (2022).
Science
International Journal of E-Services and Mobile 2 Bui et al. (2022) and Zoghlami et al. (2018).
Applications
International Journal of Information 2 Baabdullah et al. (2019) and Sharma and Sharma (2019).
Management
Journal of Internet Banking and Commerce 2 Goplakrishnan and Ravindran (2012) and Sangeetha (2012).
Journal of Islamic Marketing 2 Alenizi (2022) and Suhartanto et al. (2021).
Journal of Retailing and Consumer Services 2 Zhou et al. (2021) and Talwar et al. (2020).
Review of International Business and Strategy 2 Mansour et al. (2016) and Windasari and Albashrawi (2021).
SAGE Open 2 Hassan et al. (2020) and Naruetharadhol et al. (2021).
Services Marketing Quarterly 2 Shankar et al. (2019) and Shankar et al. (2020).
Sustainability 2 Bach et al. (2020) and Cavus et al. (2021).
Asia Pacific Journal of Marketing and Logistics 1 Singh (2022).
Aslib Journal of Information Management 1 Ali et al. (2022).
Banks and Bank Systems 1 Harb et al. (2022).
Cogent Business and Management 1 De Leon et al. (2020).
Decision Support Systems 1 Zhou (2013).
Economic Annals-XXI 1 Said et al. (2022).
European Research Studies Journal 1 Puriwat and Tripopsakul (2017a).
Global Business Review 1 Khan et al. (2021).
Industrial Management and Data Systems 1 Leem and Eum (2021).
Information Sciences Letters 1 Alrabei et al. (2022).
International Journal of Business Excellence 1 Mansour (2020).
International Journal of Applied Business and 1 Reeshma and Rajkumar (2017).
Economic Research
International Journal of E-Business Research 1 Mensah (2019).
International Journal of Human—Computer 1 Mobarak et al. (2022).
Interaction
International Journal of Quality and Service 1 Boon-itt (2015).
Sciences
International Journal of Retail and Distribution 1 Naeem et al. (2022).
Management
Internet Research 1 Tam and Oliveira (2017).
Journal of Asian Finance, Economics and 1 Navavongsathian et al. (2020).
Business
Journal of Computer Information Systems 1 Tew et al. (2022).
Journal of International Studies 1 Tran et al. (2022).
Journal of Open Innovation: Technology, 1 Abu-Taieh et al. (2022).
Market, and Complexity
Journal of Product and Brand Management 1 Rajaobelina et al. (2021).
Journal of Research in Interactive Marketing 1 Payne et al. (2018).
Journal of Science and Technology Policy 1 Inan et al. (2021).
Management
Journal of System and Management Sciences 1 Jin and Lim (2021).
Management and Marketing 1 Sagib and Zapan (2014).
Managing Service Quality 1 Patricio et al. (2003).
Mediterranean Journal of Social Sciences 1 Dlodlo (2014).
Polish Journal of Management Studies 1 Puriwat and Tripopsakul (2017b).
Resmilitaris 1 Gusfei and Pradana (2022).
Review of International Geographical 1 Purwono et al. (2021).
Education Online
Technological Forecasting and Social Change 1 Liébana-Cabanillas et al. (2019).
Technology in Society 1 Abbasi et al. (2022).
The Journal of Behavioral Science 1 Mahakunajirakul (2022).
Total Quality Management and Business 1 Zoghlami et al. (2020).

Excellence

Source: Authors” own compilation.
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Web Appendix C. Theories used in m-banking service quality research

DeLone and McLean information systems success
model

Number

of

article(s)

Article(s)

Ali et al. (2022), Baabdulla et al. (2019), Cavus et al. (2021), Eren
(2022), Geebren et al. (2021), Mansour (2020), Mouakket (2020),
Talwar et al. (2020), Tam and Oliveira (2016), Tam and Oliveira
(2017), Windasari and Albashrawi (2021), and Zhou (2013).

Technology acceptance model (TAM)

17

Abu-Taieh et al. (2022), Aldiabat et al. (2022), Alenizi (2022),
Boon-itt (2015), Fan et al. (2021), Goplakrishnan and Ravindran
(2012), Hijazi (2022), Mahakunajirakul (2022), Mansour et al.
(2016), Mensah (2019), Mostafa (2020), Naruetharadhol et al.
(2021), Navavongsathian et al. (2020), Payne et al. (2018),
Puriwat and Tripopsakul (2017a), Srivastava and Vishnani (2021),
and Yeh (2020).

Unified theory of acceptance and use of technology
(UTAUT)

Abu-Taieh et al. (2022), Baabdullah et al. (2019), Cavus et al.
(2021), Fan et al. (2021), Mansour (2020), Tang et al. (2021),
Windasari and Albashrawi (2021)

Mobile service quality (MSQ)

Arcand et al. (2017), Jun and Palacios (2016), Puriwat and
Tripopsakul (2017a), Rajaobelina et al. (2021), Zoghlami et al.
(2018), and Zoghlami et al. (2020).

SERVQUAL model

Khan et al. (2021), Reeshma and Rajkumar (2017), Shankar et al.
(2019), Srivastava and Vishnani (2021), and Zhou et al. (2021).

Self-service technology (SST)

Boon-itt (2015), De Leon et al. (2020), Hassan et al. (2020), and
Naruetharadhol et al. (2021).

Diffusion of innovation theory

w

Mensah (2019), Payne et al. (2018), and Yeh (2020).

Expectation-confirmation theory (ECT)

w

Abbasi et al. (2022), Srivastava and Vishnani (2021), and Twum et
al. (2022).

Electronic service quality (E-S-QUAL) model

Shankar et al. (2019) and Twum et al. (2022).

Service dominant (S-D) logic

Hijazi (2022) and Mostafa (2020)

Stimulus-organism-response (S-O-R) framework

Abbasi et al. (2022) and Hassan et al. (2020).

The theory of planned behavior (TPB)

Abu-Taieh et al. (2022) and Yeh (2020).

Adaptive structuration theory

Ali et al. (2022).

Affordance of technology theory

Naeem et al. (2022).

Attachment theory

Rajaobelina et al. (2021).

Attitude-behavior model

Suhartanto et al. (2022).

Behavioral reasoning theory (BRT)

Mobarak et al. (2022).

Branding theory

Singh (2022).

Chain model of service quality

Bui et al. (2022).

Complexity theory

Abbasi et al. (2022).

Customer satisfaction model

De Leon et al. (2020).

Elaboration likelihood model (ELM)

Zhou (2012).

Flow theory Zhou (2013).
IT continuance model Talwar et al. (2020).
Masstige theory Singh (2022).

Model of mobile payment acceptance (IMMPA)

Liébana-Cabanillas et al. (2019).

Push-pull-mooring (PPM) framework

Fan et al. (2021).

Self-determination theory (SDT)

Inan et al. (2021).

Social practice theory

Naeem et al. (2022).

Social proof theory

Alenizi (2022).

Task technology fit (TTF) model

Tam and Oliveira (2016).

Technology interface service quality (TI1SQ) model

Sangeetha (2012).

Theory of reasoned action (TRA)

Yeh (2020).

Transaction cost economics (TCE) theory

NGRS

Talwar et al. (2020).

Source: Authors’ own compilation.
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Web Appendix D. Countries studied in m-banking service quality research

Country Number of article(s)

Article(s)

India 10 Goplakrishnan and Ravindran (2012), Kapoor and Vij (2020), Raman and Aashish
(2021), Reeshma and Rajkumar (2017), Sharma and Sharma (2019), Shankar et al.
(2019), Shankar et al. (2020), Singh (2022), Srivastava and Vishnani (2021), and
Talwar et al. (2020).

China 7 Fan et al. (2021), Jin and Lim (2021), Mensah (2019), Tang et al. (2021), Zhou
(2012), Zhou (2013), and Zhou et al. (2021).

Thailand 6 Boon-itt (2015), Mahakunajirakul (2022), Naruetharadhol et al. (2021),
Navavongsathian et al. (2020), Puriwat and Tripopsakul (2017a), and Puriwat and
Tripopsakul (2017b).

Indonesia 5 Gusfei and Pradana (2022), Inan et al. (2021), Purwono et al. (2021), Said et al.
(2022), and Suhartanto et al. (2022).

Jordan 5 Abu-Taieh et al. (2022), Aldiabat et al. (2022), Alrabei et al. (2022), Al-Zubi and
Al-Gasawneh (2022), and Hijazi (2022).

USA 4 Bui et al. (2022), Jun and Palacios (2016), Payne et al. (2018), Windasari and
Albashrawi (2021).

Pakistan 3 Ali et al. (2022), Hassan et al. (2020), and Naeem et al. (2022).

Portugal 3 Patricio et al. (2003), Tam and Oliveira (2016), and Tam and Oliveira (2017).

Bangladesh 2 Khan et al. (2021) and Sagib and Zapan (2014).

Canada Arcand et al. (2017) and Rajaobelina et al. (2021).

2

Egypt 2 Mobarak et al. (2022) and Mostafa (2020).

Malaysia 2 Abbasi et al. (2022) and Tew et al. (2022).

Tunisia 2 Zoghlami et al. (2018) and Zoghlami et al. (2020).

Croatia 1 Bach et al. (2020).

Kuwait 1 Alenizi (2022).

Lebanon 1 Harb et al. (2022).

Libya 1 Geebren et al. (2021).

Nigeria 1 Cavus et al. (2021).

Oman 1 Sangeetha (2012).

Palestine 1 Mansour (2020).

Philippines 1 De Leon et al. (2020).

Saudia Arabia 1 Baabdulla et al. (2019).

South Africa 1 Dlodlo (2014).

South Korea 1 Leem and Eum (2021).

Spain 1 Liébana-Cabanillas et al. (2019).

Sub-Saharan Africa 1 Twum et al. (2022).

Sudan 1 Mansour et al. (2016).

Taiwan 1 Yeh (2020).

Turkey 1 Eren (2022).

UAE 1 Mouakket (2020).

Vietnam 1 Tran et al. (2022).

Source: Authors’ own compilation.
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Web Appendix E. Service type studied in m-banking service quality research

Service type Number of article(s)  Article(s)

Mobile banking 46 Abu-Taieh et al. (2022), Alenizi (2022), Aldiabat et al. (2022), Al-Zubi and Al-
Gasawneh (2022), Arcand et al. (2017), Baabdulla et al. (2019), Bach et al.
(2020), Boon-itt (2015), Bui et al. (2022), Cavus et al. (2021), De Leon et al.
(2020), Geebren et al. (2021), Goplakrishnan and Ravindran (2012), Hassan et al.
(2020), Hijazi (2022), Inan et al. (2021), Kapoor and Vij (2020), Khan et al.
(2021), Leem and Eum (2021), Mahakunajirakul (2022), Mansour (2020),
Mansour et al. (2016), Mostafa (2020), Naruetharadhol et al. (2021), Naeem et al.
(2022), Navavongsathian et al. (2020), Payne et al. (2018), Puriwat and
Tripopsakul (2017a), Puriwat and Tripopsakul (2017b), Purwono et al. (2021),
Rajaobelina et al. (2021), Reeshma and Rajkumar (2017), Said et al. (2022),
Sagib and Zapan (2014), Shankar et al. (2019), Shankar et al. (2020), Sharma and
Sharma (2019), Srivastava and Vishnani (2021), Tam and Oliveira (2016), Tam
and Oliveira (2017), Tran et al. (2022), Windasari and Albashrawi (2021), Zhou
et al. (2021), Zhou (2012), Zoghlami et al. (2018), and Zoghlami et al. (2020).

Mobile payment 16 Ali et al. (2022), Alrabei et al. (2022), Dlodlo (2014), Eren (2022), Fan et al.
(2021), Gusfei and Pradana (2022), Jin and Lim (2021), Liébana-Cabanillas et al.
(2019), Mensah (2019), Mobarak et al. (2022), Mouakket (2020), Raman and
Aashish (2021), Talwar et al. (2020), Tew et al. (2022), Yeh (2020), and Zhou
(2013).

Internet banking 3 Boon-itt (2015), Mansour et al. (2016), and Patricio et al. (2003).
Al-enabled mobile 1 Suhartanto et al. (2022).

banking

Digital banking 1 Harb et al. (2022).

Digital payment 1 Tang et al. (2021).

E-wallet 1 Abbasi et al. (2022).

M-wallet 1 Singh (2022).

Mobile money service 1 Twum et al. (2022).

Source: Authors’ own compilation.
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Web Appendix F. Methods used in m-banking service quality research

Method(s) Number of article(s) Article(s)

Quantitative

Survey 61 Abbasi et al. (2022), Abu-Taieh et al. (2022), Aldiabat et al.
(2022), Ali et al. (2022), Alrabei et al. (2022), Al-Zubi and Al-
Gasawneh (2022), Arcand et al. (2017), Baabdullah et al.
(2019), Bach et al. (2020), Boon-itt (2015), Bui et al. (2022),
Cavus et al. (2021), De Leon et al. (2020), Dlodlo (2014), Eren
(2022), Fan et al. (2021), Geebren et al. (2021), Gusfei and
Pradana (2022), Harb et al. (2022), Hassan et al. (2020), Hijazi
(2022), Inan et al. (2021), Jin and Lim (2021), Kapoor and Vij
(2020), Khan et al. (2021), Liébana-Cabanillas et al. (2019),
Mahakunajirakul (2022), Mansour (2020), Mansour et al.
(2016), Mobarak et al. (2022), Mouakket (2020), Mostafa
(2020), Naruetharadhol et al. (2021), Navavongsathian et al.
(2020), Payne et al. (2018), Puriwat and Tripopsakul (2017a),
Puriwat and Tripopsakul (2017b), Purwono et al. (2021),
Rajaobelina et al. (2021), Raman and Aashish (2021), Reeshma
and Rajkumar (2017), Sagib and Zapan (2014), Said et al.
(2022), Shankar et al. (2019), Sharma and Sharma (2019), Singh
(2022), Srivastava and Vishnani (2021), Suhartanto et al.
(2022), Talwar et al. (2020), Tam and Oliveira (2016), Tam and
Oliveira (2017), Tew et al. (2022), Tran et al. (2022), Twum et
al. (2022), Windasari and Albashrawi (2021), Yeh (2020), Zhou
(2012), Zhou (2013), Zhou et al. (2021), Zoghlami et al. (2018),
and Zoghlami et al. (2020).

Text mining and sentiment analysis 1 Leem and Eum (2021).

Quialitative

Focus groups 3 Alenizi (2022), Naeem et al. (2022), and Shankar et al. (2020).

Online reviews/users’ comments 3 Alenizi (2022), Naeem et al. (2022), and Jun and Palacios
(2016).

Semi-structured interviews & Alenizi (2022), Naeem et al. (2022), and Patricio et al. (2003).

Content analysis 2 Jun and Palacios (2016) and Shankar et al. (2020).

Critical incident technique 1 Shankar et al. (2020).

In-depth interviews 1 Shankar et al. (2020).

Netnography 1 Shankar et al. (2020).

Mixed methods

Qualitative
Focus groups 1 Goplakrishnan and Ravindran (2012).
Semi-structured interviews 1 Tang et al. (2021).
Quantitative
Survey 2 Goplakrishnan and Ravindran (2012) and Tang et al. (2021).

Source: Authors’ own compilation.
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