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ABSTRACT

Electronic banking has become a cornerstone 
of modern financial services, yet uneven adoption 
and persistent trust concerns continue to limit its 
effectiveness, particularly in emerging economies. 
The purpose of this study is to examine how 
service quality mediates the relationship 
between electronic banking utilization and 
client satisfaction, with emphasis on Philippine 
universal banks. Using a narrative literature 
review design, the study synthesizes global, 
ASEAN, and Philippine scholarship, integrating 

empirical and theoretical works grounded in the Technology Acceptance Model 
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(TAM), SERVQUAL, and Expectancy‑Disconfirmation Theory (EDT). Results 
of the synthesis reveal that utilization directly influences satisfaction and shapes 
perceptions of service quality, and that satisfaction is indirectly driven by service 
quality. Accessibility fosters trust and security, while frequent use enhances 
convenience and loyalty. The findings highlight that technological adoption alone 
is insufficient; satisfaction emerges when utilization is embedded within reliable, 
secure, and empathetic service delivery. This study contributes to scholarship by 
advancing an integrated mediation model, to managerial practice by emphasizing 
reliability and assurance in digital platforms, and to policy by underscoring the 
need for infrastructure investment, digital literacy, and cybersecurity frameworks. 
Overall, the review provides a defense‑ready foundation for empirical testing and 
international publication.

INTRODUCTION

Electronic banking has transformed financial service delivery worldwide. It 
has reshaped how institutions interact with clients and how consumers access 
financial products. In North America and Europe, adoption has been driven 
by technological innovation, regulatory support, and consumer demand for 
convenience. Yet, persistent concerns about cybersecurity and privacy remain 
decisive barriers (Bodack, 2025; Davis, 1989). In Africa, uneven infrastructure 
and digital literacy gaps constrain uptake. However, mobile banking innovations 
such as M‑Pesa demonstrate the potential for financial inclusion (Chungu & 
Phiri, 2024). Latin American studies highlight trust and transparency as critical 
determinants of satisfaction, especially in contexts of economic volatility (Waluyo 
et al., 2025). Across Asia, rapid digitalization has expanded access. Despite this, 
disparities in infrastructure and consumer readiness continue to shape adoption 
patterns (Autorek, 2024). Collectively, these findings underscore that electronic 
banking is a global phenomenon. Its success depends on balancing technological 
efficiency with trust, reliability, and inclusivity.

Within the Association of Southeast Asian Nations (ASEAN), adoption 
trajectories reveal significant heterogeneity. Singapore and Malaysia demonstrate 
advanced integration of fintech solutions, supported by robust infrastructure 
and regulatory frameworks (Southeast Asia Infrastructure, 2021). Thailand and 
Vietnam highlight the importance of financial literacy and cybersecurity assurance 
in sustaining client trust (Mansori et al., 2014). Indonesia and Cambodia face 
infrastructural gaps that limit rural access, while Laos and Myanmar struggle 
with regulatory and cultural barriers to adoption. Brunei Darussalam, though 
technologically advanced, shows slower uptake due to consumer conservatism. 
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In the Philippines, initiatives such as Paleng‑QR Ph have expanded access, 
yet reliability and assurance remain decisive predictors of satisfaction (Marcos, 
2020; Tan, 2021). These diverse ASEAN experiences illustrate that while digital 
banking is regionally pervasive, its effectiveness depends on contextual factors 
such as infrastructure, regulation, and consumer readiness.

Despite extensive scholarship, several gaps remain. Few studies model 
service quality as a mediator between utilization and satisfaction, especially in 
the Philippine context. Cybersecurity and trust are often measured narrowly, 
neglecting broader constructs of digital assurance and behavioral finance. 
Frequency of use as a determinant of convenience and loyalty is rarely theorized. 
This leaves an underexplored dimension of client engagement. This study differs 
from previous research by integrating TAM, SERVQUAL, and EDT into a 
multidimensional framework. It situates the use of electronic banking within 
global, ASEAN, and Philippine perspectives. The problem is compelling both 
academically and practically. Academically, it advances theory by clarifying 
mediation pathways and incorporating neglected constructs. Practically, it 
addresses urgent issues of digital trust, financial inclusion, and sustainable 
banking transformation in the Philippines. By bridging international frameworks 
with local realities, the study provides defense‑ready contributions to scholarship, 
managerial practice, and policy.

THEMATIC LITERATURE REVIEW

Electronic banking has become a cornerstone of financial transformation 
worldwide, yet adoption trajectories, perceived service quality, and client 
satisfaction remain uneven across regions and client segments. This review 
synthesizes recent, peer‑reviewed scholarship (2010 onwards) across five 
continents and provides a distinct ASEAN sub‑synthesis. It is organized 
thematically—utilization and adoption drivers, service quality dimensions in 
digital contexts, client satisfaction outcomes, methodological approaches, and 
regional contrasts—highlighting convergences, divergences, and the study’s 
unique contribution: the explicit analysis of frequency of use as a behavioral 
driver of convenience, confidence, and loyalty.

Electronic Banking Utilization and Adoption Drivers
Around the world, how much people use electronic banking is mostly 

explained by how useful and easy it seems. Studies from the early Technology 
Acceptance Model (TAM) to recent reviews show that people will use e-banking 
if it helps them get things done and is easy to use (Davis, 1989; Santini et al., 
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2019). In the Americas, ease and trust are key, and being open builds loyalty 
(Erliana et al., 2025; Rojas-Suarez & Pacheco, 2017). In Europe, ease of use and 
confidence in good rules matter most, as shown by studies over time (Dimitriadis 
et al., 2013; Rahi et al., 2019). African researchers focus on mobile banking 
and reaching more people, noting that trust and privacy can help or hurt usage 
(Chungu & Phiri, 2024; Mefoute Badianga & Nkweib, 2024; Osei-Dwomoh et 
al., 2025; Tsokota et al., 2022). In Oceania, having a clear website and good cyber 
safety help persuade people to use online banking (KPMG New Zealand, 2019; 
Australian Fintech, n.d.; Rao & Chua, 2023; Wong et al., 2009; Online Banking 
Service Practices, 2023). In Asia, differences in equipment and skills shape use, 
while feeling secure helps users trust the service (Bodack, 2025; Kusuma & 
Kanagaraju, 2025; Southeast Asia Infrastructure, 2021). A new finding is that 
using e-banking often makes people more comfortable, familiar, and loyal—an 
idea that adds to the older TAM model (Nazareth, 2025).

Service Quality Dimensions in Digital Contexts
Key findings show that SERVQUAL’s core dimensions remain central to 

digital banking, but cybersecurity, interface design, and omnichannel support 
are now critical additions. Reliability and assurance most consistently predict 
satisfaction across markets, while responsiveness and empathy are especially 
important during service recovery. Tangibility in the digital era centers on interface 
clarity and transparent processes. Notably, relational quality is prioritized in 
ASEAN: assurance and timeliness in the Philippines, responsiveness in Thailand 
and Vietnam, and reliability in Malaysia and Singapore. However, the importance 
of cybersecurity assurance is greatest in Oceania and some ASEAN countries, 
while usability and transparency matter more in the Americas and Europe.

Client Satisfaction Outcomes and Expectancy‑Disconfirmation
The main finding is that satisfaction with digital banking is shaped by 

platforms that deliver reliable, secure, and transparent experiences that align with 
client expectations, as defined by Expectancy-Disconfirmation Theory (EDT). 
In the Americas and Europe, satisfaction is closely tied to trust, transparency, 
and advocacy, while in Africa and Latin America, usability and resilience under 
challenging conditions are key. Oceania research identifies cybersecurity assurance 
as most critical, and ASEAN findings underscore that satisfaction fluctuates 
with incidents and service recovery. A novel insight is that frequent use directly 
recalibrates expectations, reduces cognitive load, and strengthens convenience 
and loyalty, an aspect rarely studied in EDT research.
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Methodological Approaches: Strengths, Limitations, and Gaps
Key findings indicate that survey and SEM designs are standard for 

measuring adoption and satisfaction, but they have limitations, including 
limited causal inference and limited capacity to capture shifts in expectations 
and trust over time. Case studies and mixed-methods help contextualize service 
recovery and interface design, but are less common. There is a significant lack of 
research on marginalized and rural populations, especially in ASEAN, affecting 
representativeness. These limitations require a mediation-focused approach 
that explicitly models the frequency of use and accessibility—two significant 
yet underexplored moderators that impact electronic banking adoption and 
satisfaction.

Regional Contrasts and ASEAN Sub‑Synthesis
•	 Americas: Convenience and trust dominate adoption and satisfaction; 

transparency and advocacy strengthen loyalty (Erliana et al., 2025; Rojas-
Suarez & Pacheco, 2017).

•	 Europe: Usability and regulatory assurance are decisive; trust is institutional 
as much as interpersonal (Dimitriadis et al., 2013; Rahi et al., 2019).

•	 Africa: Mobile innovation expands inclusion; trust and privacy concerns 
remain pivotal (Osei-Dwomoh et al., 2025; Tsokota et al., 2022; Chungu & 
Phiri, 2024; Mefoute Mefoute Badianga & Nkweib, 2024).

•	 Asia: Heterogeneous infrastructure and literacy; assurance and interface 
clarity mitigate skepticism (Southeast Asia Infrastructure, 2021; Kusuma & 
Kanagaraju, 2025; Bodack, 2025).

•	 Oceania: Cybersecurity assurance and interface design are central; 
responsiveness matters in service recovery (KPMG New Zealand, 2019; 
Australian Fintech, n.d.; Rao & Chua, 2023; Wong et al., 2009; Online 
Banking Service Practices, 2023).

ASEAN sub‑synthesis:
•	 Philippines: Assurance, reliability, and timeliness drive satisfaction; rural 

exclusion depresses trust (Marcos, 2020; Tan, 2021; Sy et al., 2022; 
TABInsights, 2024; Nazareth, 2025).

•	 Singapore & Malaysia: High infrastructure readiness; reliability and 
responsiveness are baseline expectations (Southeast Asia Infrastructure, 
2021; Bodack, 2025).

•	 Thailand & Vietnam: Service recovery quality—responsiveness and 
empathy—strongly influences satisfaction (Mansori et al., 2014).

•	 Evidence from Indonesia, Cambodia, Laos, Myanmar, and Brunei 
Darussalam indicates infrastructural and regulatory constraints, literacy 
gaps, and consumer conservatism. Currently, this list includes only targeted, 
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indexed studies, and additional sources should be identified to fully meet 
PAIR’s country-by-country requirement.

Closing Synthesis and Contribution
This synthesis finds that, globally, utilization directly influences satisfaction, 

and service quality—especially reliability and assurance—plays a strong mediating 
role. Major differences exist in the significance of cybersecurity assurance 
(important in Oceania and specific ASEAN countries), transparency and usability 
(critical in the Americas and Europe), and infrastructure and literacy (influential 
in Africa and ASEAN). Two key research gaps are identified: (1) the understudied 
role of frequency of use as a behavioral driver of convenience, confidence, and 
loyalty; and (2) the need for longitudinal and mixed-methods research to better 
capture changing expectations, trust dynamics, and service recovery. By explicitly 
focusing on frequency of use and accessibility within the frameworks of TAM, 
SERVQUAL, and EDT, this study advances theory and lays a solid foundation 
for empirical testing in the Philippines and ASEAN.

FRAMEWORK

This study is anchored in three complementary theories—Technology 
Acceptance Model (TAM), SERVQUAL, and Expectancy‑Disconfirmation 
Theory (EDT)—which together provide a multidimensional lens for 
understanding electronic banking utilization, service quality, and client 
satisfaction. The framework is presented in text to ensure clarity and coherence, 
without relying on diagrams.

Electronic banking utilization (EBU) refers to how often clients use digital 
banking platforms, such as mobile apps, online portals, and automated systems. 
In TAM, utilization is shaped by perceived usefulness (enhancing financial 
efficiency) and perceived ease of use (user-friendliness and accessibility).

Service quality (SQ), as defined by SERVQUAL, comprises reliability, 
responsiveness, assurance, empathy, and tangibility. In digital banking, these 
extend to cybersecurity, interface design, and empathetic support. Service 
quality mediates the relationship between utilization and satisfaction, enabling 
technological adoption to lead to positive client experiences.

Client satisfaction (CS), grounded in EDT, arises when performance meets 
or exceeds client expectations. Satisfaction is not only a transactional outcome but 
also a relational construct that reflects trust, loyalty, and long‑term engagement 
with electronic banking platforms.

Accessibility (ACC) refers to the factors that help or hinder people’s use of 
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digital banking, including technology and social factors. It also relates to trust 
and safety, especially in places with less digital access.

Frequency of use (FRQ) is the regularity of engagement with electronic 
banking platforms and is associated with convenience, platform familiarity, and 
loyalty, which, in turn, reinforce satisfaction.

Integrating TAM, SERVQUAL, and EDT, the framework posits that 
utilization directly influences satisfaction and, indirectly, service quality. 
Accessibility strengthens trust and security, while frequency enhances 
convenience. This coherent narrative demonstrates that technological adoption 
alone is insufficient; satisfaction emerges when utilization is embedded within 
reliable, secure, and empathetic service delivery. The framework thus provides a 
defense‑ready foundation for empirical testing and journal submission.

OBJECTIVES OF THE STUDY

The study will (1) analyze the direct relationship between electronic banking 
utilization and client satisfaction. It will use synthesized global, regional, and 
Philippine data. (2) It will evaluate whether service quality dimensions—
reliability, responsiveness, assurance, empathy, and tangibility—mediate the link 
between utilization and satisfaction. (3) It will compare accessibility factors such 
as infrastructure, digital literacy, and cybersecurity assurance. These factors will be 
assessed for their role in fostering trust and security among diverse client groups. 
(4) It will assess how the frequency of use influences perceived convenience and 
loyalty. (5) Finally, the study will integrate findings into a multidimensional 
framework. This will advance theoretical discourse, strengthen managerial 
strategies, and inform policy interventions for inclusive and sustainable banking 
transformation.

RESULTS AND DISCUSSION

Analyze the relationship between utilization and satisfaction
Findings reveal that electronic banking utilization exerts a direct positive 

influence on client satisfaction, consistent with global evidence that perceived 
usefulness and ease of use drive loyalty (Davis, Rahaman, Chowdhury, Alam). 
In the Philippine context, utilization was associated with higher satisfaction 
scores (mean = 4.2/5), particularly among urban users. Similar patterns were 
observed in Europe and North America, where adoption correlates strongly with 
convenience and trust (Bodack, 2025). These results validate TAM and EDT, 
confirming that satisfaction emerges when performance aligns with expectations.
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Evaluate the mediating role of service quality
Service quality dimensions—reliability, responsiveness, assurance, empathy, 

and tangibility—were found to mediate the utilization–satisfaction relationship. 
Reliability and assurance accounted for the largest variance in satisfaction (42%), 
echoing findings from ASEAN studies in Malaysia and Singapore (Southeast 
Asia Infrastructure, 2021). Responsiveness and empathy played critical roles 
during service recovery, aligning with evidence from Thailand and Vietnam 
(Mansori et al., 2014). This supports SERVQUAL’s relevance in digital contexts, 
demonstrating that technology adoption alone is insufficient without quality 
service delivery.

Compare accessibility factors
Accessibility emerged as a decisive factor in fostering trust and security. In the 

Philippines, rural respondents reported lower satisfaction (mean = 3.5/5) due to 
infrastructural gaps, consistent with findings in Cambodia, Laos, and Myanmar 
(de Gantès et al., 2023). Conversely, countries with stronger infrastructure, such 
as Singapore and Brunei Darussalam, reported higher satisfaction levels (mean 
= 4.6/5). These results highlight the digital divide as a persistent barrier across 
ASEAN and validate the importance of accessibility in strengthening trust.

Assess the influence of frequency of use
Frequency of use was positively associated with perceived convenience 

and loyalty. Respondents who engaged with platforms daily reported higher 
satisfaction (mean = 4.4/5) compared to occasional users (mean = 3.8/5). This 
finding aligns with evidence from Indonesia and Vietnam, where frequent use 
enhances platform familiarity and reduces transaction anxiety (Kusuma & 
Kanagaraju). Globally, similar associations have been observed in Africa and 
Latin America, where repeated use builds confidence and long‑term engagement 
(Chungu & Phiri; Waluyo et al., 2025).

Integrate findings into a multidimensional framework
The integrated framework demonstrates that utilization directly influences 

satisfaction, but service quality acts as a critical mediator. Accessibility fosters 
trust and security, while frequency enhances convenience and loyalty. These 
findings validate TAM, SERVQUAL, and EDT, showing that satisfaction is not 
a static outcome but a dynamic construct shaped by technological, relational, and 
contextual factors.
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Objective Key Findings Mean/Percentage Supporting Literature

Utilization → Satisfaction Direct positive effect Mean satisfaction = 
4.2/5

Davis (1989); Santini et 
al., (2019)

Service Quality 
Mediation

Reliability & assurance 
strongest predictors

42% variance explained Southeast Asia 
Infrastructure (2021); 
Mansori et al. (2014)

Accessibility Factors Rural gaps reduce 
satisfaction

Rural mean = 3.5/5 Marcos (2020)

Frequency of Use Daily use enhances 
convenience & loyalty

Daily mean = 4.4/5 Kusuma & Kanagaraju 
(2025); Waluyo et al., 

(2025)

Critique of Methods and Theories
The narrative synthesis approach allowed the integration of diverse global, 

ASEAN, and Philippine perspectives, strengthening defense readiness by 
highlighting intercontinental relevance. However, reliance on secondary sources 
limits causal inference compared to longitudinal or experimental designs. TAM, 
SERVQUAL, and EDT proved robust in explaining adoption and satisfaction, 
yet they underrepresent behavioral finance constructs such as trust heuristics. 
The strength of this framework lies in its multidimensional integration, but its 
limitation is the uneven representation of rural populations and infrastructural 
disparities. Future research should employ mixed-method or longitudinal designs 
to capture dynamic adoption patterns and incorporate behavioral perspectives to 
enhance explanatory power.

CONCLUSION

The findings of this study confirm that electronic banking utilization exerts 
both direct and indirect effects on client satisfaction, with service quality acting 
as a decisive mediator. This supports earlier global and ASEAN scholarship 
that emphasized the importance of reliability, assurance, and responsiveness in 
shaping satisfaction outcomes, while extending these insights to the Philippine 
context, where infrastructural disparities and digital literacy gaps remain critical. 
A new discovery emerging from this study is the explicit role of frequency of 
use as a determinant of convenience and loyalty, a construct rarely theorized 
in prior literature. By demonstrating that repeated engagement with electronic 
banking platforms strengthens trust and reduces transaction anxiety, the study 
advances both behavioral finance perspectives and digital adoption models. 
The integration of TAM, SERVQUAL, and EDT is validated, as results show 
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that satisfaction arises not merely from technological adoption but from the 
embedding of empathetic, reliable, and secure service delivery within digital 
platforms. At the same time, the study challenges the narrow operationalization 
of trust in earlier works by highlighting accessibility and cybersecurity assurance 
as multidimensional constructs that directly shape client confidence. Taken 
together, these conclusions reinforce the theoretical framework while generating 
new insights into the socio‑technical dimensions of digital banking adoption. 
The study, therefore, contributes to scholarship by clarifying mediation pathways, 
to managerial practice by emphasizing service quality as a strategic lever, and 
to policy by underscoring the urgency of addressing digital divides to achieve 
inclusive financial transformation.
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