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ABSTRACT

Firms aiming to excel by developin
internet face new challe

high quality through the _
is not evident in traditional brick-and-mortar provided
services. Several studies have been undertaken to examine
the effective measurement of perception of customers of e-
banking service quality across globe. The purpose of this
paper is to put in foreground key methodological issues on
prevailing research related to scale development for the
measurement of service quality in the context of online
retail. The present study is conducted to review and
summarizes the methodology chosen by scholars for their
studies conducted in approximately 20 different countries.
Papers are sourced from prestigious databases. Observations
regarding dimensionality of online banking service quality
constructs also have been highlighted. The various
dimensions of the online banking service quality are
important for improving perceived service quality. A
fundamental understanding of factors that affect online
banking service quality from their client’s perspective is

must for decision maker to sustain the growth and market

share. The managerial contribution of this study is to present

a compiled view of e-service quality dimensions for e-

banking having cross cultural flavor and the issues which

need to be taken care by future researchers while developing

any new scale for the measurement of e-service quality in

banking sector.

Keywords: Online service quality banking scales, Cross
country, e-SQ, Literature review, Methodological issues

gand delivering services of
nge, which

Introduction

One of the key challenges of the internet as a service delivery
channel in general and specifically in the banking industry is
how they manage e-service quality. These challenges are
primarily attributed to service providers’ lack of experience in
operations in this new channel of delivery and their limited
understanding of consumer’s behavior in electronic markets
(Mols 2000). But there is also an opportunity for the online
commercial companies to have competitive advantage in this
new marketspace and involve customers in the product
development through quick feedback and enhanced customer
rclgtionship. However, improvements in the quality of service
delivered can only be made only if it can be measured in the
first place. Various scales have been developed by the research
scholar's for the measurement of perceived e-service quality of
general services such as SERVQUAL by Paras

(1998), SITEQUAL by Yoo & Donthu{ZOOl),u?l‘r:i?-n g ﬁly
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Wolfinbarger & Gilly (2003). But 21l these scales 2re meant 10
nmn’c“gmcnlnmn'ofqmlity,‘ﬁchﬁxﬂumtk
fine tuning as per the products or situations (Paraswraman etal.
2005). The present study is 2 small endeavor to highhght the
methodological variances across various sczles suggested by
the authors 10 measure the online service guality i the comtext
I Literature review: c-service gualiny is defined 25 2
consumers’ overall evaluation and judgment on the quality
of the services that is delivered through the imtermet
(Pzrasuraman et al. 2003). Till now rescarchers from across
countries have developed e-service quakity concept across
different industries and countries. For example.
Wolfinbarger & Gilly (2003) defined eservice gualiny ==
attributes that contribute to consumers having 2 satisfyving.
high quality online shopping experience. Pearson ex2l 2012
defined it as a state where compzanies meer costomer
to-human interaction According to Yang o 2l (2004£).
service quality consists of customer service, front store and
product portfolio. Similarly. Ho znd Lin (2010). 2 ssody
from Taiwan. explored five dimensions of mezsuring e-
service quality of internet banking pamelyv: cosiomer
service, web design. assurance. preferential trezimen:. 2nd
mformation provision. To estzblish 2 competve posinon.
banks must measure and determine their level of service
quality, if they desire to keep therr customers and sensfy
their needs (Hzll 1995). To assess the corrent level of service
quality and further enhance it calls for iis guantificanon and
measurement through a reliable and well-defined

LMWnﬂD&gl.ﬂ:mxsm\:&d
review and summarize the various scales which an
hebpedmtwunydlﬁ'ammﬁ!mmg -
service quality for online bamking service. Studies
considered for literature sorvey are sourced from well-
known publishers like Flsevier. Routledge. Emerald Sege.
reputed conference proceedng etc-

3. Results and Analysis: Tzble 1 depicts the smdies
pertaining to scale developed for measurement of cnlme
banking service quality since 1999 all date. thewr samplng
methods, ways to administer survey. method of item
generation and purification. its dimensionality. and I
reliability and validity assessment.

3.1Research Metkodology

Smdies of development of various e-banking service qualiny
Mmeasurement scales use vanety of methodologies- hike
quantitative, qualitative and mixed There s nonticezble
heterogeneity m methodologies used i different smdies. It
mhﬁsqmme(&mmlﬁl(u&xn—mmh Zavareh et
al. 2012: Herington & Weaven 2009), qualitative (Wu et al.
2012; Loonam & O Loughlin 2008: Jun & Cai 2001\, and
mixed (Hussien & Aziz 2013: Ho & Lin 2010, Khan et al.
2009 Baner et al. 20035). Qut of studies which are reviewad for
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the paper zpproxamasely helf have followsd guammmerve
methodology. Quamintative techmigues have thew owe
relevance for vahidatng the exastmg work on dffereme sex of
sampies znd for cross coltwral stadhes. Bm fs —mefhod =
cnticized on the gromnds of respondent’s owilimpnsss of
mabilty 10 answer guestions or grvimg novrathfnl answers of
the guestions winch they feel is mvadmp thear prrvacy or 28ect
thew eg0 or stzmms (Malhowrz 2007 | Approxsmeisly 60 percem
of the sindies reviewed nsed exther ziready devel scale or
osed byvbnd sczle 2s the besss of therr own sczlie developmem
which m conseguence i 2 “wibe Sanking ™ lcading w0 “crezabon
f 2 sczle wmhm 2 scale” (Kzhe 20171 I developms
msczkmz:qummx:m
2010). Tmrmmmrﬁkm
rescarchars. ke orimical moddess =chmgme casc sadv
rescarch blog 2ad bazz misme . converssnon 2malvSS. OIS
analvsss sic. Only o anthors (Kazepe =z 21 2005 Yape =
al 2004 Jem & Cz 2001 ) keve msad geelmmerve s=chmgnes
hike comtemt amzlvms Therefore. Bt B advseble » e
rescarchers thar they should s more geaimsve or maxad
research methodolngy for the real comribeim o e oxsame
body of kmowiedee b would belp m apiorme vanoes
vanables or dimepsions which ca be doormemmel for
m~'.§ sh.\;m. _r.
3.2 Sampling Methods
Vanoes methods can be followsd © &=w the sempies fTom
the given populsnon for the smadv. Severzl safies v
comvemdcac: samphineg (Akma & 2l 10 BHoamese &
Weaven, 2005, Li=0 & Cm 20020 Whake venoms
researchers (Paesorames ot 2l 2005 Yeme & Fom 20DD)
recommend random sempime. b calv fow sades (Ave =
al 2016, Khan ot 2l 2009, Iavawardheme 2004) spphad 1
There =re some sahes (Zsvareh a2l 2012 He & Baxk
2004) who hsve not repormd sy inixm:hmn:he
method of their sample sclocnoe. Whike revceme, 1 3
fornd thar there = mhﬂe«niﬂ.iﬁmmﬁ:
ssmplime freme acoss sad@es. For example. there were &
low 2s 192%; fomales respondeas (Yeng o1 &l 2004 ad
spproxumaneiy 27% fomelss repondses | G & Bemsel
2011. Baner ex 2l 2005) =nd 25 bogh a5 7% R SRS
(Hossam & Lao 2009) and "% fomeles casss | Akma 8l
2010). The s=mple s ako skewad owands relenvely voums
populenon m veEnons smbes ke Hessee & Azz Q01
who hes mien spproxvmaiy 6% respondsots of B am
Iess then 40 yesrs and Huosoon & Lao (Q00R) chase [0,
sampling frame of age ks than 33 years. Demogmephac
varables have e capecity ™ affect the resalt of amy
empincal smdy whnch 5 avadent by Mammon o2l 012
who reported in their study that stadeats are ven
knowladeeable represcotabon \‘tht‘bm\n..it\
might not have reportad service failure, since ey cam sodhve
SOME DOD-TOUNDR SDOMUDRTS By xlmp adhvaee dhroush
soczal nerwork madia Honoz, rossarchars o adivisad » de
mindfil while choosing the samphing frame Ror haw sades &
IS VeIV mmportsnt part of the methadologwcal dosga



HSB Research Review

Wolfinbarger & Gilly (2003). But all these scales are meant to
measure “general measure™ of quality, which further needs
fine tuning as per the products or situations (Parasuraman et al,
2005). The present study is a small endeavor to highlight the
methodological variances across various scales suggested by

the authors to measure the online service quality in the context
of banking services.

I Literature review: e-service quality is defined as a
consumers’ overall evaluation and judgment on the quality
of the services that is delivered through the internet
(Parasuraman et al. 2005). Till now researchers from across
countries have developed e-service quality concept across
different industries and countries.
Wolfinbarger & Gilly (2003) defined e-service quality as
attributes that contribute to consumers having a satisfying,
high quality online shopping experience. Pearson et al. 2012
defined it as a state where companies meet customer
expectation without the service encounter relying on human-
to-human interaction. According to Yang et al. (2004),
service quality consists of customer service, front store and
product portfolio. Similarly, Ho and Lin (2010), a study
from Taiwan, explored five dimensions of measuring e-
service quality of internet banking, namely: customer
service, web design, assurance, preferential treatment, and
information provision. To establish a competitive position,
banks must measure and determine their level of service
quality, if they desire to keep their customers and satisfy
their needs (Hall 1995). To assess the current level of service
quality and further enhance it calls for its quantification and
measurement through a reliable and well-defined
measurement scale. Researchers in the field of e-banking and
service quality have developed such scales.

For example,

2, Research Methods and Design: The paper is focused to
review and summarize the various scales which are
developed in twenty different countries for measuring e-
service quality for online banking service. Studies
considered for literature survey are sourced from well-
known publishers like Elsevier, Routledge, Emerald, Sage,
reputed conference proceeding etc.

3. Results and Analysis: Table 1 depicts the studies
pertaining to scale developed for measurement of onl.ine
banking service quality since 1999 till date, their sampling
methods, ways to administer survey, methgd of 1tgm
generation and purification, its dimensionality, and its
reliability and validity assessment.

3.1Research Methodology

Studies of development of various e-banking service qual_xty
measurement scales use variety of methodologies- like
quantitative, qualitative and mixed._ Thf:re is not1geable
heterogeneity in methodologies used in fhﬁerent studies. It
includes quantitative (Amin 2016, Boon-1tt '201_5; Zavareh et
al. 2012; Herington & Weaven 2009), quahtatlv.e (Wu et al.
2012; Loonam & O’Loughlin 2008; Jun & Cai 2001), and
mixed (Hussien & Aziz 2013; Ho & Liq 2010, Khan etal.
2009; Bauer et al. 2005). Out of studies which are reviewed for
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:::z[‘?:)\gﬁll'ou’ppmxinmlglylImll' hnvcj followed quantitative
8Y. Quantitative techniques have their own
relevance for vuliduling the existing work on different sets of
sa!n.p‘lcs and for cross cultural studies. But this method is
?rxllgl:zed on the grounds of respondent’s unwillingness or
Inability to answer questions or giving untruthful answers of
lhclqucstions which they feel is invading their privacy or affect
their ego or status (Malhotra 2007). Approximately 60 percent
of the studies reviewed used either already developed scale or
used hybrid scale as the basis of their own scale development
which in consequence is a “tube thinking” leading to “creation
of a scale within a scale” (Kalia 2017). In developing
measurement scale in any context qualitative research at the
earliest stage possible of their work is suggested (Ladhari
2010). There are several qualitative techniques available with
researchers, like critical incident technique, case study
research, blog and buzz mining, conversation analysis, content
analysis etc. Only few authors (Karatepe et al. 2005; Yang et
al. 2004; Jun & Cai 2001) have used qualitative techniques
like content analysis. Therefore, it is advisable to the
researchers that they should use more qualitative or mixed
research methodology for the real contribution to the existing
body of knowledge. It would help in exploring various
variables or dimensions which can be detrimental for
enhanced e-service quality.

3.2 Sampling Methods

Various methods can be followed to draw the samples from
the given population for the study. Several studies use
convenience sampling (Akinci et al. 2010, Herington &
Weaven, 2009, Liao & Cheung 2002). While various
researchers (Parasuraman et al. 2005, Yang & Jun 2002)
recommend random sampling, but only few studies (Ayo et
al. 2016, Khan et al. 2009, Jayawardhena 2004) applied it.
There are some studies (Zavareh et al. 2012, Han & Baek
2004) who have not reported any information about the
method of their sample selection. While reviewing, it is
found that there is considerable gender difference in the
sampling frame across studies. For example, there were as
low as 19.2% females respondents (Yang et al. 2004) and
approximately 27% females respondents ( Gupta & Bansal
2011, Bauer et al. 2005) and as high as 87% females cases
(Hossain & Leo 2009) and 70% females cases (Akinci et al.
2010). The sample is also skewed towards relatively young
population in various studies like Hussien & Aziz (2013)
who has taken approximately 96% respondents of the age
less than 40 years and Hussien & Leo (2009) chose 80%
sampling frame of age less than 35 years. Demographic
variables have the capacity to affect the result of any
empirical study which is evident by Marrimon et al. 2012,
who reported in their study that students are very
knowledgeable representation of the web users and they
might not have reported service failure, since they can solve
some non-routine encounters by seeking advice through
social network media. Hence, researchers are advised to be
mindful while choosing the sampling frame for their studies as
itis very important part of the methodological design.
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