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[bookmark: _Toc227353468]Part 1
1.1 [bookmark: _Toc227353469]Introduction
A critical literature review (CLR) goes beyond a descriptive summary of existing studies and instead provides a systematic, analytical assessment of scholarly work within a particular field (Ridley, 2012; Machi and McEvoy, 2016). It involves critically considering previous research, assessing its strengths, limitations, and overall contributions. Unlike descriptive reviews, which primarily report findings, a CLR involves active engagement with the literature, allowing the researcher to evaluate the quality, relevance, and applicability of existing knowledge within a doctoral research context (Torraco, 2005; Webster and Watson, 2002). This underlines that a CLR is not only concerned with what is known, but also with how knowledge has been built and where its limitations lie.
Within doctoral research, a CLR plays an underlying role in determining the direction and logical foundation of the study. It enables researchers to develop a comprehensive understanding of existing knowledge while detecting inconsistencies, theoretical limitations, and under-investigated areas (Booth et al., 2016; Snyder, 2019). Through critical engagement, researchers can verify where evidence is insufficient, where theoretical frameworks require refinement, and where findings lack consistency. This process is essential for justifying the need for further research and confirming that the study influences profoundly to academic discourse.
Furthermore, a CLR determines the theoretical and conceptual foundation that supports the research. It ensures that the study is grounded in established literature while also driving the development of research questions and critical direction. In this sense, the CLR supports the shift of the researcher from an inactive consumer of knowledge to an active contributor to the field. Therefore, a critical literature review can be assumed as a fundamental element of doctoral research, demonstrating critical engagement, analytical capability, and the identification of meaningful research gaps (Ridley, 2012; Booth et al., 2016).
The leading principle of a CLR is to get a comprehensive and critical understanding of existing literature through systematic analysis (Booth et al., 2016; Snyder, 2019). It enables the identification of key gaps, avoids excessive duplication of research, and supports the development of theoretically based research questions. In this way, the CLR not only consolidates existing knowledge but also guides the direction of future research.
In the background of this study, the CLR focuses on digital banking services, with particular emphasis on factors influencing customer preference and continued usage within the UK retail banking sector.
[bookmark: _Toc227353470]1.2 Types of Literature Review
Three main forms of literature reviews are generally used in academic research: narrative, systematic, and scoping reviews. Each approach varies in terms of structure, purpose, and level of methodological rigour. The choice of review type depends on the research aims, scope of the study, and the required level of transparency and consistency (Booth et al., 2016; Snyder, 2019). A proportional evaluation of these approaches is essential to find their suitability within different research contexts.
[bookmark: _Toc227353471]1.2.1. Narrative Review
A narrative review provides a broad and flexible outline of a topic, often used to trace the development of concepts or offer general visions within a field. However, due to the absence of a clearly defined methodological structure, narrative reviews may lack transparency and consistency. This can reduce their reliability and make them less suitable for rigorous academic research (Torraco, 2005).
[bookmark: _Toc227353472]1.2.2. Systematic Review
A systematic review adopts a vastly structured and transparent approach, designed to address a specific research question. It involves the identification, evaluation, and synthesis of proper studies using predefined inclusion and exclusion criteria. This approach enhances reliability, replicability, and methodological attention, making it one of the most robust forms of literature review in academic research (Tranfield et al., 2003; Booth et al., 2016).
[bookmark: _Toc227353473]1.2.3. Scoping Review
A scoping review aims to map the breadth of literature within a particular field. It is used to show key concepts, types of evidence, and existing research gaps. Unlike systematic reviews, it does not normally focus on answering a narrowly defined research question but instead provides a probing overview of the research landscape (Arksey and O’Malley, 2005).
[bookmark: _Toc227353474]1.2.4. Comparative Evaluation
Systematic reviews are usually counted as the most accurate, owing to their structured and transparent methodology. Narrative reviews offer elasticity but may lack methodological consistency, while scoping reviews are valuable for exploratory purposes and identifying research gaps. This comparison highlights that the range of a review type should align with the research goals and the necessary level of analytical depth (Snyder, 2019).
For this study, a structured and critical review line is adopted to examine digital banking literature, enabling the systematic identification of key themes, theoretical frameworks, and research gaps.
[bookmark: _Toc227353475]1.3 Role of CLR in Doctoral Research
Doctoral research needs a prominent level of critical commitment, and a CLR plays a leading role in reaching this. It supports the classification of research problems and the improvement of focused research questions by critically analysing existing studies. In addition, a CLR influences theory development by establishing a strong conceptual and theoretical foundation that connects the research to existing academic knowledge (Ridley, 2012; Booth et al., 2016).
Furthermore, a CLR enables researchers to distinguish key debates, contradictions, and gaps within the literature, thereby placing the research within ongoing academic discourse (Snyder, 2019). It also informs methodological decisions by providing insight into the strengths and limitations of previous research approaches.
Overall, the CLR provides a structured and critical foundation for doctoral research, ensuring that the study is hypothetically grounded, methodologically justified, and able to contribute to knowledge. From the perspective of this study, the CLR supports the development of an integrated conceptual structure linking adoption, satisfaction, and continued usage behaviour in digital banking.
[bookmark: _Toc227353476]1.4 Critical vs Descriptive
A clear trait exists between descriptive and critical approaches to literature review, particularly in doctoral-level research. A descriptive literature review focuses on summarising existing studies, presenting findings without deeper analysis. While useful for presenting a summary, such an approach often lacks analytical depth and offers limited contribution to academic development (Torraco, 2005).
In contrast, a critical literature review assumes an analytical and evaluative approach. It affects comparing and synthesising studies, measuring their strengths and limitations, and examining their contribution to the field. A critical review also questions primary assumptions, identifies inconsistencies, and highlights theoretical and empirical gaps (Webster and Watson, 2002).
Importantly, a critical approach goes beyond acceptance of existing knowledge and instead encounters it, enabling the development of new insights. This is critical at the doctoral level, where research is expected to demonstrate originality, critical thinking, and meaningful contribution to academic discourse (Snyder, 2019).
[bookmark: _Toc227353477]1.5 Role in theory-building and gap identification & How CLR shapes research questions 
A CLR plays a meaningful role in theory building by enabling the assessment and comparison of different theoretical perspectives. It helps identify the most significant frameworks for a specific research context while also supporting the improvement and extension of existing theories (Ridley, 2012; Machi and McEvoy, 2016).
In addition, the CLR is essential for identifying research gaps. These may contain limited empirical evidence, inconsistent findings, or under-researched contexts. Identifying such gaps provides an obvious reason for new research and establishes the consequence of the study (Booth et al., 2016; Snyder, 2019).
Furthermore, a CLR supports the expansion of research questions by refining a broad topic into a focused research problem. Through critical engagement with existing literature, researchers can ensure that research questions are theoretically grounded, relevant, and aligned with current academic debates.
Overall, the CLR combines theory development, gap identification, and research question formulation into a coherent process. This study, it facilitates the classification of key gaps in digital banking research, particularly the lack of integrated models combining trust, service quality, and user experience within the UK context.
[bookmark: _Toc227353478]1.6 Conclusion
In conclusion, a critical literature review plays an underlying role in doctoral research by providing a structured and analytical examination of existing studies. It enables the identification of research gaps, supports theory development, and ensures that research is grounded in established academic knowledge (Ridley, 2012; Booth et al., 2016).
Diverse types of literature reviews serve distinct purposes; however, a critical approach is most appropriate for doctoral-level research due to its emphasis on analysis, synthesis, and evaluation (Snyder, 2019).
Overall, the CLR expands beyond summarising existing knowledge by positioning the research within academic debates and guiding future investigation. It therefore provides a solid foundation for examining digital banking behaviour and supports the development of research questions aligned with the study’s objectives.












[bookmark: _Toc227353479]Part 2
[bookmark: _Toc227353480]2.1 Introduction to Annotated Bibliography
This annotated bibliography states a structured and critically informed review of academic literature related to digital banking, with a particular attention on customer preference and continuance intention. The literature was obtained primarily from academic databases such as Google Scholar, using related keywords including digital banking, mobile banking, customer satisfaction, continuance intention, Technology Acceptance Model (TAM), and trust and security.
The selection of studies highlights recent research published between 2020 and 2026 to ensure modern relevance, while also incorporating a limited number of seminal works, particularly early TAM-based studies, to provide a theoretical foundation. Emphasis was placed on peer-reviewed journal articles to ensure academic credibility and reliability.
In terms of exclusion criteria, non-academic sources, studies from irrelevant industries, and duplicate records were removed to maintain focus and quality. The selected literature has been structured thematically, including key areas such as technology adoption, continuance intention, trust and security, and service quality.
Importantly, while the annotated bibliography adopts a thematic structure, it also seeks to move beyond descriptive summarisation by identifying patterns, limitations, and areas of division within the literature. This approach provides a solid foundation for the subsequent critical literature review by highlighting key theoretical perspectives, inconsistencies, and emerging research gaps within digital banking.
[bookmark: _Toc227353481]2.1.1 Literature Search Strategy Study Selection Process
A structured and transparent literature search and selection process was commenced in accordance with PRISMA (Preferred Reporting Items for Systematic Reviews and Meta-Analyses) guidelines to ensure methodological rigour. Related studies were identified through academic databases, including Google Scholar, using keywords such as “digital banking”, “customer satisfaction”, “continuance intention”, “TAM”, and “trust and security”.
The search procedure initially identified 120 studies. Following the removal of two repeat records, a total of 118 studies were retained for the screening stage. Titles and abstracts were subsequently examined to determine relevance, leading to the exclusion of 12 studies that did not align with digital banking or customer behaviour.
A total of 106 full-text articles were then assessed against the predefined inclusion criteria. Of these, 8 studies were excluded due to limited relevance or conceptual shortcomings. Consequently, 98 studies were included in the final review.
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[bookmark: _Toc227353482]2.2 Thematic critical discussion 
[bookmark: _Toc227353483]2.2.1 Digital banking adoption
Research on digital banking adoption has considerably explored the factors shaping users’ acceptance of technology-driven financial services. Existing studies constantly emphasise perceived usefulness, perceived ease of use, trust, and perceived risk as predominant determinants influencing adoption behaviour (Albort-Morant et al., 2022; Kumar et al., 2023). Much of this research is theoretically grounded in the Technology Acceptance Model (TAM) and principally applies quantitative methods, particularly survey-based designs and Structural Equation Modelling (SEM), to examine user behaviour (Sharma and Kumar, 2025).
However, despite its massive development, the adoption literature remains conceptually constrained. A huge proportion of studies are conducted in developing economies such as India and Bangladesh, raising concerns regarding the generalisability of findings to mature banking environments such as the United Kingdom. In addition, the literature principally focuses on primary adoption and whether adoption naturally leads to continued usage. This linear assumption directs the complexity of post-adoption behaviour.
Furthermore, many considerations examine technological factors in isolation, with limited consideration of broader experiential and relational scope, such as customer experience and service quality. This fragmented approach indicates an over-reliance on technology-centric models, limiting the ability to fully capture user behaviour in advanced digital contexts. Therefore, there is a requirement for a more integrated perspective that ties adoption with post-adoption behaviour, particularly within the UK digital banking environment.
[bookmark: _Toc227353484]2.2.2 Continuance Intention
Recent research has progressively moved towards understanding continuance intention, knowing that initial adoption alone does not ensure sustained usage. Much of this literature is based on post-adoption contexts such as the Expectation Confirmation Model (ECM), alongside extensions of TAM and the Information Systems Success Model. These frameworks highlight elements such as satisfaction, confirmation, perceived usefulness, and trust as key drivers of continued usage (Naeem et al., 2026; Nguyen and Dao, 2024; Saibaba, 2024).
While these models provide significant insights, they often operate within narrow theoretical boundaries, resulting in a fragmented understanding of continuance behaviour. The dependence on single theoretical frameworks limits the ability to capture the interaction between cognitive, experiential, and relational factors. In addition, like adoption studies, much of this research is conducted outside the UK, raising questions about contextual applicability.
Another important limitation is the limited consideration of customer preference as a distinct construct influencing continuance intention. Existing studies manage to focus on satisfaction and usefulness while overlooking how user preferences grow. This suggests that continuance behaviour is more complex than current models assume, requiring a more comprehensive and dynamic framework. Such an approach is particularly relevant in the UK, where digital banking usage is already well established.

[bookmark: _Toc227353485]2.2.3 Trust and Security
Trust and security are extensively acknowledged as key elements of digital banking behaviour, affecting both adoption and continuance intention. Existing studies consistently demonstrate that higher levels of trust enhance user confidence and reassure continued engagement, while concerns about data privacy, perceived risk, and system exposure serve as barriers to adoption (Kumar et al., 2023; Almaiah et al., 2023; Apaua and Lallie, 2022).
However, the literature often considers trust and security as independent constructs, with limited integration into broader behavioural models. This limitation restricts understanding of how trust relates to other factors, such as service quality, user experience, and satisfaction. Moreover, most studies are conducted in developing contexts, which may not reflect the institutional and technological maturity of the UK banking sector.
In addition, existing research tends to conceptualise trust as a constant variable, rather than recognising its dynamic nature. Trust evolves through user experience and service interactions, suggesting that its role in digital banking behaviour is more complicated than currently represented. Therefore, a more integrated and process-oriented viewpoint is required to understand how trust influences both customer preference and long-term usage.
[bookmark: _Toc227353486]2.2.4 Service Quality and Customer Experience
Service quality and customer experience are gradually acknowledged as important components of digital banking behaviour. Existing research highlights proportions such as reliability, responsiveness, system quality, and ease of use as key indicators of service quality, while customer experience reflects the overall interaction between users and digital platforms (Mbama and Ezepue, 2018; Shankar and Jebarajakirthy, 2019).
Empirical outcomes suggest that elevated levels of service quality contribute to enhanced customer satisfaction, while positive customer experiences develop loyalty and continuance intention (Bankuoru Egala et al., 2021; Velika and Adnas, 2025). However, the literature remains limited by its tendency to examine service quality and customer experience in inaccessibility from established behavioural models such as TAM and ECM.
Furthermore, there is limited discovery of how these constructs relate to trust and continuance intention, resulting in a fragmented understanding of digital banking behaviour. Like other areas of the literature, many studies are context-specific and lack focus on the UK, reducing their generalisability.
This suggests the need for a more combined approach that combines service quality, customer experience, and behavioural concepts to support a broader consideration of digital banking usage.
[bookmark: _Toc227353487]2.2.5 Integrated Model and Research Gap 
Some studies attempt to combine multiple theoretical frameworks, including TAM, ECM, UTAUT, and service quality models, to provide a broader explanation of digital banking behaviour (Singh, 2020; Ozecan and Arıkan, 2022). However, such incorporation remains partial and often lacks theoretical coherence.
A key limitation within the literature is the tendency to examine adoption and continuance intention separately, rather than as connected stages of user behaviour. In addition, important constructs such as customer preference and experiential factors are frequently diminished. This reflects a broader issue within the field, where theoretical models endure as fragmented and insufficiently integrated.
Moreover, many studies are overseen outside the UK, resulting in limited context-precise insights. Given the maturity of the UK digital banking sector, categorised by advanced fintech adoption and evolving customer expectations, this represents a significant contextual gap (Bacha et al., 2025; Ndlovu et al., 2024).
Another important constraint is the lack of a dynamic perspective, as most studies adopt cross-sectional approaches and do not capture changes in user behaviour over time. This highlights the need for a more ample and inclusive framework that incorporates adoption, satisfaction, customer preference, and continuance intention within an integrated model.
[bookmark: _Toc227353488]2.3 Conclusion 
The literature emphasises several key themes in digital banking research, including adoption, continuance intention, trust and security, and service quality. While these areas have been considerably studied, the findings remain fragmented and lack integration through key constructs (Albort-Morant et al., 2022; Nguyen and Dao, 2024; Jafri et al., 2024).
A key limitation is the continued reliance on single theoretical models, which limits the capability to capture the difficulty of digital banking behaviour. In addition, much of the accessible research is conducted outside the UK, resulting in limited contextual relevance. Importantly, adoption and continuance intention are often preserved as separate processes, while customer preference remains underexplored.
Furthermore, key constructs such as trust, service quality, and customer experience are regularly examined in isolation, limiting a holistic understanding of user behaviour. These limitations highlight the need for a more integrated and context-sensitive approach.
Therefore, this learning discloses these gaps by recommending a more inclusive context that combines technological, behavioural, and experiential factors within the UK context, aiming to provide a deeper understanding of client preference and continued usage of digital banking services.








[bookmark: _Toc227353489]Part 3
[bookmark: _Toc227353490]3.1 Introduction
Digital banking concerns to the widespread digitisation of traditional banking services, enabling customers to manage financial behaviour through online platforms and mobile applications without the need for physical branch interaction. It operates on a 24/7 basis, proposing increased convenience, transaction efficiency, and cost reduction. In addition, digital banking unites advanced security features such as biometric authentication, including fingerprint and facial recognition, as well as real-time controls such as instant card blocking. These technological developments have contributed to the rapid expansion of digital banking on a global scale.
It is important to differentiate between related concepts within this domain. Online banking typically refers to accessing basic banking services, such as balance enquiries and bill payments, through web-based platforms. Mobile banking extends these abilities through dedicated smartphone applications, often incorporating additional functionalities. In contrast, digital banking signifies a broader and more integrated concept, involving the entire digital ecosystem of banking services and customer interactions.
The United Kingdom represents one of the most mature digital banking environments, characterised by widespread technology adoption, advanced fintech innovation, and the emergence of digital-only banks such as Monzo and Revolut. These progresses have notably transformed customer expectations, with increasing demand for smooth, efficient, and personalised digital experiences. As a result, digital banking in the UK extends beyond basic service delivery and increasingly reflects a competitive and innovation-driven financial landscape.
Despite the rapid expansion of digital banking, existing literature remains heavily influenced by technology adoption perspectives, often ordering initial acceptance over long-term engagement. This reflects a tendency within the field to conceptualise user behaviour as a linear process, where adoption naturally leads to continued usage. However, such an assumption may generalise the complexity of customer behaviour, particularly in mature markets like the UK, where usage patterns are shaped by evolving preferences, trust, and service experiences.
Therefore, this segment examines key theoretical foundations and constructs related to digital banking, including technology adoption and post-adoption behaviour. It also identifies critical gaps within the literature, mainly the limited integration of adoption and continuance intention, the underrepresentation of customer preference, and the need for context-specific research within the UK retail banking sector.
[bookmark: _Toc227353491]3.2 Conceptual Classification
[bookmark: _Toc227353492]3.2.1 Customer Preference
Customer preference refers to the inclination of consumers towards a particular service over challenging alternatives, reflecting the underlying cognitive, emotional, and empirical factors influencing decision-making. In the context of digital banking, customer preference is modelled by multiple interrelated dimensions, including trust, service quality, user experience, and perceived usefulness. Trust reflects the extent to which users believe that digital banking platforms are dependable, while service quality captures the execution of the system in terms of responsiveness, efficiency, and reliability. User experience embraces interface design, ease of navigation, and overall interaction quality, whereas perceived usefulness exhibits the scope to which the service enhances users’ monetary management activities.
However, existing literature tends to conceptualise these factors in separation, often overlooking the dynamic connections between them. This fragmented approach limits the understanding of customer preference as a whole construct. Preference is frequently treated as an outcome of technological features alone, abandoning the role of experiential and relational dimensions. This suggests that customer preference is not simply a result of functional evaluation but evolves through continuous interaction with digital banking services.
Despite its relevance, customer preference remains relatively underexplored in digital banking research, where greater prominence has been placed on adoption and satisfaction. This indicates a need to reconceptualise customer preference as a central construct linking adoption-related perceptions with long-term behavioural outcomes such as continued usage.
[bookmark: _Toc227353493]3.2.2 Continued Usage Intention 
Continued usage intention suggests the probability that users will preserve their use of a digital banking service following preliminary adoption, representing a key post-adoption behavioural result. It is typically influenced by dynamics such as user satisfaction, confirmation of expectations, and perceived usefulness. The Expectation Confirmation Model (ECM), proposed by Bhattacherjee (2001), is usually applied to explain continuance behaviour, indicating that users are more inclined to continue using a system when their expectations are fulfilled, and the perceived benefits remain favourable.
While ECM presents valuable insights into post-adoption behaviour, its application in digital banking research is often limited by its focus on rational evaluation, with insufficient consideration of experiential and contextual factors. Moreover, the model assumes a moderately linear progression from satisfaction to continuance, which may not entirely describe the dynamic nature of user engagement in digital environments. In practice, continued usage is influenced by evolving factors such as trust development, service experience, and changing user expectations over time.
Furthermore, existing studies frequently treat continuance intention as independent from earlier decision-making processes, rather than assessing its relationship with constructs such as customer preference. This partition restricts a comprehensive understanding of digital banking behaviour. Therefore, there is a need to adopt a more combined perspective that links adoption, preference formation, and continuance intention within an integrated behavioural framework.
[bookmark: _Toc227353494]3.2.3 Digital Banking Context 
The digital banking environment involves a selection of interconnected service channels, involving online banking, mobile banking, and digital-only banks (neobanks). Online banking typically refers to web-based access to financial services, whereas mobile banking extends these capabilities through smartphone applications offering enhanced functionality. Digital-only banks operate without physical branches, delivering services exclusively through digital platforms.
Contemporary digital banking is characterised by continuous technological innovation, including real-time transaction processing, personalised financial services, and integration with fintech ecosystems. In the UK context, this environment is intensely progressive, driven by regulatory initiatives such as open banking and the rapid growth of digital-native financial institutions such as Monzo and Revolut. These developments have significantly reshaped customer expectations, with increasing demand for seamless, efficient, and user-centric banking experiences.
However, existing research often discusses the digital banking context as a static background rather than an active influence on user behaviour. This limits the ability to understand how relative factors shape interactions between key constructs such as trust, service quality, and customer preference. The digital banking environment plays an analytical role in influencing the formation of preferences and the sustainability of continued usage, particularly in mature and highly competitive markets such as the UK.
[bookmark: _Toc227353495]3.3 Theoretical foundation
[bookmark: _Toc227353496]3.3.1 TAM (Technology Acceptance Model) 
The Technology Acceptance Model (TAM), introduced by Davis (1989), is broadly acknowledged as a key framework for explaining user adoption of information systems. The model advises that acceptance is mainly influenced by two cognitive beliefs: perceived usefulness (PU) and perceived ease of use (PEOU). Perceived usefulness reveals the area to which an individual believes that using a system can enhance their performance, whereas perceived ease of use links to how effortless the system is perceived to be. These factors shape behavioural intention, which subsequently influences actual system usage.
In the context of digital banking, TAM has been significantly applied to explain the adoption of online and mobile banking services. Perceived usefulness is often linked with advantages such as accessibility, time efficiency, and accessibility, whereas perceived ease of use relates to intuitive interfaces and simplified navigation. As a result, the model has contributed significantly to understanding the initial acceptance of digital banking technologies.
However, despite its widespread application, TAM has been subject to significant criticism. The model assumes that user behaviour is primarily driven by reasonable cognitive evaluations, thereby reducing complex behavioural processes to technological perceptions. This reflects a form of technological determinism, limiting the model’s ability to capture the broader social, experiential, and emotional dimensions of user behaviour. Furthermore, TAM largely focuses on early adoption and does not adequately address post-adoption behaviour or continued usage intention. In existing digital banking environments, particularly within mature markets such as the UK, user behaviour is shaped by a wider set of elements, including trust, service quality, and customer experience. Therefore, while TAM provides a useful foundation, it is insufficient as an unrelated framework for explaining digital banking behaviour.
[bookmark: _Toc227353497]3.3.2 UTAUT (Unified Theory of Acceptance and Use of Technology)
The Unified Theory of Acceptance and Use of Technology (UTAUT), developed by Venkatesh et al. (2003), expands earlier technology adoption models by adding elements from multiple theoretical frameworks. The model discovers four key determinants of user behaviour: performance expectancy, effort expectancy, social influence, and facilitating conditions. Performance expectancy refers to the extent to which using a system enhances performance, while effort expectancy reflects perceived ease of use. Social influence captures the extent to which individuals are affected by the opinions of others, and accelerating situations relate to the availability of sources and support required to use the system.
UTAUT has been extensively utilised in digital banking research due to its strong predictive power and its ability to explain a significant proportion of variance in behavioural intention. The inclusion of social and contextual components provides a more widespread insight into technology adoption compared to earlier models such as TAM.
However, the model also presents various limitations. Its complexity, resulting from the inclusion of multiple constructs and moderating variables such as age, gender, and experience, may reduce its practical applicability. Moreover, UTAUT was initially developed in organisational contexts, which may limit its relevance in consumer-oriented environments such as digital banking. User behaviour in such contexts is often more dynamic and influenced by subjective experiences rather than structured organisational factors. Additionally, like TAM, UTAUT predominantly focuses on initial adoption and provides limited insight into post-adoption behaviour and continued usage. This indicates that, while UTAUT enhances explanatory power, it remains inadequate in capturing the full complexity of digital banking behaviour.
[bookmark: _Toc227353498]3.3.3 ECM (Expectation Confirmation Model) 
The Expectation Confirmation Model (ECM), developed by Bhattacherjee (2001), is used to explain post-adoption behaviour in information systems research. The model is based on expectation-confirmation theory and focuses on understanding whether users continue to use a system after their primary experience. ECM identifies key constructs including confirmation, satisfaction, perceived usefulness, and continuance intention. Confirmation belongs to the extent to which users’ expectations are met after system use, while satisfaction reflects their overall evaluation of the experience. These factors, along with perceived usefulness, affect the intention to maintain using the system.
In digital banking, ECM provides significant insights into long-term user behaviour by highlighting the importance of satisfaction and perceived benefits in continuing usage. It shifts the focus from initial adoption to ongoing engagement, which is particularly relevant in highly competitive digital environments.
However, ECM also has remarkable limitations. The model assumes a relatively stable and linear correlation between satisfaction and continuance intention, which may oversimplify the dynamic nature of user behaviour. Continued usage is shaped by evolving expectations, competitive alternatives, and ongoing service experiences. Furthermore, ECM does not explicitly incorporate critical aspects such as trust, perceived risk, and service quality, which are particularly important in digital banking contexts involving financial transactions and data security. As a result, ECM, while useful for explaining post-adoption behaviour, requires integration with other frameworks to provide a more comprehensive understanding of user behaviour.
[bookmark: _Toc227353499]3.3.4 Trust and Perceived Risk 
Trust and perceived risk are elementary constructs in digital banking, where transactions involve sensitive financial and personal information. Trust refers to the belief that a digital banking system is secure, dependable, and capable of protecting user data, while perceived risk reflects concerns about potential failures, including financial fraud, data breaches, and privacy violations. These constructs are closely correlated, as higher levels of trust tend to decrease perceived risk, whereas increased risk perception can undermine trust.
In digital banking environments, trust plays a fundamental role in reducing uncertainty and encouraging both adoption and continued usage. Users are more likely to engage with digital platforms when they perceive them as secure and dependable. Conversely, concerns related to cybersecurity and data protection can behave as significant barriers to engagement.
Despite their importance, trust and perceived risk are often considered as secondary or outer variables in traditional technology adoption models such as TAM and ECM. This minor positioning constraints their explanatory power, particularly in digital banking contexts where security considerations are central to user decision-making. Furthermore, existing research frequently examines trust and risk in isolation, without adequately exploring their relations with other factors such as service quality and user experience. This fragmented treatment suggests the need for a more integrated approach in which trust and perceived risk are positioned as core elements within a broader behavioural framework.
[bookmark: _Toc227353500]3.3.5 Digital Service Quality
Digital service quality, generally discussed as e-service quality, reflects the efficiency and performance of banking services delivered through digital platforms. It represents the limit to which online and mobile banking systems meet user expectations in terms of reliability, awareness, efficiency, and overall service performance. Reliability refers to the stability and accuracy of system operations, while responsiveness captures the speed and effectiveness with which user needs are addressed.
In the framework of digital banking, service quality plays a vital function in shaping customer satisfaction, which in turn impacts continued usage and customer loyalty. High-quality digital platforms enhance user experience by providing perfect connections, effective transactions, and constant service delivery. As digital-only banks progressively conduct business without physical branches, service quality becomes a key source of competitive advantage.
However, digital service quality models often focus primarily on functional performance, avoiding the emotional and relational aspects of customer experience. This restriction reduces their capability to fully explain long-term behavioural consequences such as customer preference and sustained engagement. In addition, service quality is highly dependent on technological infrastructure, making it vulnerable to system failures and disorders. Security concerns may also influence users’ perceptions of service quality, particularly in relation to data protection and transaction safety. Therefore, while digital service quality is a critical element of satisfaction and usage, it requires integration with behavioural and trust-related features to provide a more complete explanation of digital banking behaviour.
[bookmark: _Toc227353501]3.3.6 Integration and Comparison of the Theoretical Model
No single theoretical framework is adequate to comprehensively explain digital banking behaviour, as each model captures only a biased dimension of user decision-making. TAM and UTAUT primarily focus on initial adoption, emphasising rational and social determinants, while ECM shifts consideration towards post-adoption behaviour through satisfaction and confirmation. In contrast, trust and perceived risk frameworks address issues of uncertainty and security, and service quality models focus on observed and performance-based outcomes.
However, the leading use of these models in isolation reflects a fragmented approach within the literature. This fragmentation recommends an implicit assumption that user behaviour follows a linear progression from adoption to continuance, an assumption that may not hold in complex and competitive digital banking environments. User behaviour is vigorous and iterative, shaped by continuous interaction between technological perceptions, service experiences, trust development, and evolving customer preferences.
Furthermore, existing models often fail to account for the interdependencies between key structures. For instance, perceived usefulness may be influenced by service quality, while trust may facilitate the relationship between user experience and continuance intention. Likewise, customer preference emerges as a critical but underdeveloped construct that links initial adoption decisions with long-term behavioural outcomes.
Therefore, there is an evident need for an integrated theoretical framework that moves beyond single-model explanations and captures the connected nature of digital banking behaviour. Such a framework should incorporate rational, behavioural, and experiential factors, providing a more holistic and context-sensitive understanding of customer preference and continued usage, particularly within the UK digital banking sector.

[bookmark: _Toc227353502]3.3.7 Theory Evolution Table  
Key theoretical models in digital banking research have been elaborated over time to explain several aspects of user behaviour. These outlines provide an essential base for understanding both the adoption and continued use of digital banking services. The following table presents a summary of the evolution and key contributions of these theories.

	Theory
	Author(s)
	Year
	Key Focus
	Key Variables
	Contribution to Digital Banking

	Technology Acceptance Model (TAM)
	Davis
	1989
	Initial adoption
	Perceived usefulness, perceived ease of use
	Explains how users adopt digital banking services

	Extended TAM
	Venkatesh & Davis
	2000
	Extension of TAM
	Social influence, cognitive factors
	Improves understanding of adoption in a social context

	UTAUT
	Venkatesh et al.
	2003
	Adoption with context
	Performance expectancy, effort expectancy, social influence, facilitating conditions
	Explains user intention considering social and technical factors

	Expectation Confirmation Model (ECM)
	Bhattacherjee
	2001
	Post-adoption behaviour
	Satisfaction, confirmation, perceived usefulness
	Explains continuance intention and long-term usage

	Trust & Risk Framework
	Various authors
	—
	Security and uncertainty
	Trust, perceived risk, privacy, security
	Explains user confidence and risk perception in digital banking

	E-Service Quality (E-S-QUAL)
	Parasuraman et al.
	2005
	Digital service quality
	Reliability, responsiveness, efficiency, privacy
	Explains customer satisfaction and experience


The evolution of these models shows a clear shift from technology-focused adoption frameworks to broader approaches incorporating behavioural and experiential factors. However, the continued separation of these perspectives highlights a persistent lack of theoretical incorporation, reinforcing the need for a cohesive framework capable of explaining both adoption and continuance within a single conceptual structure.
[bookmark: _Toc227353503]3.4 Empirical Evidence from Existing Studies
[bookmark: _Toc227353504]3.4.1 Service Quality-Preferences & Usage
Empirical research in digital banking steadily associates service quality as a critical determinant of customer satisfaction and behavioural outcomes. Core measurements such as trustworthiness, responsiveness, efficiency, and system quality have been shown to drastically influence users’ evaluations of digital banking services. Elevated levels of perceived service quality are correlated with increased customer satisfaction, which in turn enhances continuance intention and customer loyalty. This relationship is extensively supported across the literature, implying that service quality plays a central role in shaping digital banking behaviour (Othman et al., 2015; Mbama and Ezepue, 2018; Bankuoru Egala et al., 2021).
However, the influential focus on service quality as an isolated predictor reflects a reductionist approach, where complex behavioural outcomes are supported through single-dimensional constructs. In practice, customer evaluations of digital banking services are modelled not only by system performance but also by trust, user experience, and perceived value. The limited integration of these factors restricts a thorough understanding of how service quality converts into customer preference and long-standing usage. This suggests the need for a more holistic perspective in which service quality is examined in interaction with behavioural and relational constructs.

[bookmark: _Toc227353505]3.4.2 Trust / Security – Adoption & Continuance 
Trust and security are broadly recognised as fundamental drivers of digital banking behaviour, influencing both adoption and continued usage. Empirical studies constantly support that higher levels of trust increase user confidence and encourage engagement, while perceived risks conveyed to data privacy, cybersecurity, and monetary loss function as significant blockades. Trust also plays a critical role in reducing uncertainty, which is especially relevant in financial transactions where perceived risk is fundamentally high (Kumar et al., 2023; Almaiah et al., 2023; Apaua and Lallie, 2022; Yuan et al., 2019).
Despite this dedicated empirical support, existing studies often treat trust and security as individual variables rather than integrating them within transparent behavioural frameworks. This fragmented approach limits the ability to understand how trust interacts with other determinants such as service quality, user experience, and satisfaction. Moreover, the literature tends to conceptualise trust as a stable construct, overlooking its dynamic nature, where trust evolves through repeated interactions and service experiences. As a result, there remains limited insight into how trust simultaneously influences customer preference and long-term usage behaviour. This highlights the need for integrated models that capture the codependent and evolving role of trust within digital banking environments.
[bookmark: _Toc227353506]3.4.3 Experience / Usability – Satisfaction & loyalty 
User experience and usability are interpretation determinants of customer satisfaction in digital banking, as they precisely shape how users interact with digital platforms. Empirical evidence indicates that components such as ease of use, interface design, and overall usability considerably influence satisfaction levels, which in turn drive continued usage and customer loyalty. A positive user experience enhances engagement by reducing effort and improving the overall efficiency of digital interactions (Velika and Adnas, 2025; Frans et al., 2024; Setiyawati and Bangkalang, 2022; Mkpojiogu et al., 2016).
However, much of the existing literature treats user experience as an individual determinant, without effectively considering its interaction with other behavioural factors. Specifically, the link between user experience, trust, and service quality remains underexplored. Additionally, there is a limited combination between usability research and post-adoption frameworks such as the Expectation Confirmation Model (ECM), which restricts understanding of how user experience influences long-term behavioural results. This suggests that user experience should be conceptualised not as a standalone factor but as part of a broader, interconnected system influencing satisfaction, preference, and continuance intention.
[bookmark: _Toc227353507]3.4.4 Demographics / Behavioural differences 
Empirical studies specify that digital banking behaviour adapts significantly across demographic groups, highlighting the importance of individual differences in shaping adoption and usage models. Factors such as age, gender, income level, digital literacy, and prior technological experience have been shown to influence both the likelihood of adoption and the intensity of usage. Younger users, for example, tend to determine higher levels of adoption and engagement, while older users may face barriers related to technological complexity and digital confidence. Similarly, higher levels of digital literacy are associated with increased trust and continued usage (Han and Ko, 2025; Choudrie et al., 2018; Matraku, 2024; Jahan and Shahria, 2022).
Nevertheless, existing research frequently focuses on specific population sections, such as students or elderly users, limiting the generalisability of findings. Moreover, demographic variables are frequently treated as control variables rather than being fully integrated into behavioural models such as TAM and ECM. This limits the understanding of how demographic components interact with cognitive, experiential, and relational determinants of digital banking behaviour. In addition, there is an outstanding lack of UK-specific demographic research, particularly in relation to long-term usage patterns. This emphasises the need for more context-sensitive and integrated approaches that consider demographic diversity within digital banking research.
[bookmark: _Toc227353508]3.5 Methodological Trends & Weaknesses
Most empirical studies in digital banking research primarily adopt a quantitative research design, with survey-based methods being the initial approach for data collection. Analytical techniques such as Structural Equation Modelling (SEM) are extensively employed to observe relationships between key variables, particularly within technology adoption and continuance frameworks. These methods offer certain strengths, involving the ability to analyse large datasets, evaluate multifaceted relationships, and generate statistically generalisable findings.
However, this methodological domination also introduces several critical limitations. First, there is a strong dependence on cross-sectional research designs, where data is collected at a specific point in time. This limits the ability to capture the dynamic and changing nature of user behaviour, especially in digital banking contexts where customer preferences and expectations change over time. As a result, behavioural relationships are often assumed rather than observed longitudinally.
Second, the massive use of SEM increases affects regarding causal inference. While SEM is effective in modelling relationships between constructs, it does not determine true causality, particularly when applied to cross-sectional data. This suggests that many studies may exaggerate causal relationships between variables such as satisfaction, trust, and continuance intention without sufficient temporal evidence.
Third, there is a narrow methodological variety within the literature. The underutilisation of qualitative approaches, such as interviews and case studies, restricts extreme insights into user motivations, perceptions, and experiences. As digital banking behaviour is influenced by equally cognitive and experiential factors, the lack of qualitative investigation limits the richness of understanding.
In addition, measurement inconsistency remains a major issue, as separate studies employ varied scales and constructs to assess related variables. This lack of correction reduces equivalence across studies and weakens the cumulative development of knowledge within the field.
Furthermore, much of the prevailing research is led in developing country contexts, raising concerns regarding outside validity and generalisability to developed markets such as the United Kingdom. Given the advanced digital banking infrastructure and distinctive consumer behaviour in the UK, this contextual limitation signifies a critical gap in the literature.
Overall, these methodological restraints highlight the need for more robust and diverse research designs. Upcoming studies should implement longitudinal approaches to capture behavioural change over time, combine qualitative methods to provide deeper insights, and employ more constant measurement frameworks. In addition, greater emphasis on UK-based research is required to enhance contextual relevance and theoretical applicability.
[bookmark: _Toc227353509]3.6 Research Gaps
A critical examination of the existing literature discloses that, although extensive research on digital banking has been conducted, the field is still conceptually fragmented and theoretically inadequate in clarifying the full involvement of user behaviour. While previous studies offer valuable understandings into specific features such as adoption, trust, and service quality, they often do not offer an integrated and contextually grounded understanding of how these aspects collectively shape customer preference and continued usage. This highlights several key gaps that call for further investigation.
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The gap matrix visually positions existing digital banking research in terms of its theoretical and practical consequences. It demonstrates that former studies are basically concentrated within theoretical and practice gaps, reflecting a fragmentation between academic frameworks and real-world applications. Existing research demonstrates an over-reliance on technology-centric models such as TAM and ECM, alongside limited integration of trust, service quality, and user experience. The matrix also highlights a disconnect between theoretical models and practical application, particularly in relation to customer retention and user behaviour. The present study is situated within the research opportunity quadrant, aiming to connect these gaps through the development of an integrated and context-specific framework within the UK digital banking sector.
[bookmark: _Toc227353510]3.6.1 Theoretical and Conceptual Fragmentation
A prevailing restriction within the literature is the reliance on single theoretical frameworks, particularly the Technology Acceptance Model (TAM) and the Expectation Confirmation Model (ECM), to explain user behaviour. While these patterns suggest significant insights into individual performance of decision-making, their isolated application results in a fragmented understanding of digital banking behaviour. TAM mainly explains initial adoption, whereas ECM focuses on post-adoption continuance, with limited integration between the two (Singh, 2020; Asnakew, 2020; Natalia et al., 2025).
This partition reflects an implicit assumption that adoption and continuance are unrelated processes, rather than consistent stages within a broader behavioural system. Such a theory restricts the explanatory power of existing models and underlines the need for an integrated theoretical framework that captures both initial and sustained engagement.
[bookmark: _Toc227353511]3.6.2 Limited Understanding of Continuance Behaviour 
Although digital banking adoption has been commonly studied, there is reasonably limited attention given to continuance behaviour and long-term usage. Existing research manages to prioritise initial acceptance, often overlooking the factors that influence sustained engagement over time (Naeem et al., 2026; Nguyen and Dao, 2024; Foroughi et al., 2019).
This inequality results in an incomplete understanding of digital banking behaviour, particularly in mature markets where adoption is already extensive and the key challenge lies in retaining users. Furthermore, continuance purpose is often examined without considering its relationship with earlier decision-making processes, limiting a comprehensive behavioural perspective.
[bookmark: _Toc227353512]3.6.3 Underrepresentation of Customer Preferences
A substantial gap in the literature is the limited focus on customer preference as an inner construct in digital banking research. While many studies analyse behavioural intention and usage, they hardly explore why customers prefer one digital banking service over another (Tanuwijaya and Oktavia, 2023; Ngau et al., 2023).
This lapse is critical, as customer preference represents a key connection between initial perceptions and long-term behavioural effects. Without integrating preference, existing models fail to fully capture the decision-making process fundamental to both adoption and continued usage. This highlights the need to reposition customer preference as a basis construct within digital banking research.
[bookmark: _Toc227353513]3.6.4 Fragmented Examination of Key Determinants
The literature also determines a fragmented approach to key causes of digital banking behaviour. Aspects such as service quality, trust, and user experience are frequently examined separately, rather than as interrelated constructs (Shankar and Jebarajakirthy, 2019; Almaiah et al., 2023; Chauhan et al., 2022).
This isolated action limits the ability to identify how these factors interact in shaping customer behaviour. In practice, user findings are influenced by a pattern of technological, experiential, and relational factors. The absence of integrated analysis, therefore, restricts a holistic understanding of digital banking usage and highlights the need for a more interconnected framework.
[bookmark: _Toc227353514]3.6.5 Contextual Limitations in Existing Research
A considerable proportion of digital banking studies have been performed in developing economies, with relatively limited focus on developed markets such as the United Kingdom. While these studies require valuable insights, their findings may not be directly convertible to mature financial environments considered by advanced technological infrastructure and advanced levels of digital adoption (Ndlovu et al., 2024; Hampshire, 2017; Bacha et al., 2025).
The UK digital banking sector is characterised by strong fintech innovation, controlling developments such as open banking, and the presence of digital-only banks. These contextual factors may significantly influence user behaviour, persistently underexplored in the literature. This highlights the need for more context-specific research.
[bookmark: _Toc227353515]3.6.6 Methodological Limitations and Lack of Qualitative Insight 
Existing research is predominantly quantitative, focusing on identifying relationships between variables more adequately than discovering the underlying reasons behind user behaviour. While such approaches provide statistical insights, they offer limited intensity in understanding user perceptions, motivations, and experiences (Choudrie et al., 2018; Anwar et al., 2024).
The lack of qualitative and mixed-method approaches restricts the ability to capture the complication of digital banking behaviour, particularly in relation to changing user expectations and experiential factors. This highlights the need for more methodologically diverse research designs.
[bookmark: _Toc227353516]3.6.7 Research Directions and Positioning of the Study 
In response to these limitations, this study implements an integrated approach to examining digital banking behaviour within the UK context. It seeks to shift beyond fragmented and single-theory perspectives by combining key constructs, including perceived usefulness, perceived ease of use, trust, service quality, and user experience, within an integrated conceptual framework.
Importantly, this study positions customer preference as a central resolving construct connecting adoption-related perceptions with continued usage intention. By doing so, it reconceptualises digital banking behaviour as a dynamic and connected process rather than a direct progression.
Furthermore, by focusing on the UK retail banking sector, this research addresses the background gap in existing literature and provides insights relevant to a mature and decidedly competitive digital environment. As such, the study aims to contribute to both theoretical development and empirical understanding by presenting a more comprehensive and context-sensitive perspective on digital banking behaviour.



[bookmark: _Toc227353517]3.7 Research Questions
Based on the associated theoretical, methodological, and contextual gaps, the following research questions are built to guide the study.
Main Research Question
What are the major factors influencing customer preference and continued usage of digital banking services in the UK retail banking sector, and how can these factors be integrated within a unified theoretical framework?
Sub-Research Questions
1. What factors shape customer preference for digital banking services within the UK context?
2. To what extent do perceived usefulness and perceived ease of use influence customer adoption and subsequent usage behaviour?
3. How do trust and perceived security interact with other factors to influence both customer preference and continuance intention?
4. How do service quality and user experience contribute to customer satisfaction and long-term usage behaviour?
5. How can an integrated framework combining technological, behavioural, and experiential factors better explain digital banking adoption and continuance in the UK context?
[bookmark: _Toc227353518]3.8 Conclusion
This literature review has examined the key elements influencing digital banking behaviour, including adoption, continuance intention, trust and security, service quality, and user experience. The analysis finds that, though extensive research exists, the literature remains conceptually fragmented, with many studies examining this situation in isolation rather than within a unified framework.
A critical evaluation of the theoretical foundations reveals that models such as TAM, UTAUT, and ECM provide valuable but biased explanations of user behaviour. While TAM and UTAUT mainly focus on technology adoption, ECM addresses post-adoption behaviour; however, none of these models individually capture the full complexity of digital banking usage, particularly in relation to customer preference and the interaction among technological, behavioural, and experiential factors.
Furthermore, the empirical literature is constrained by methodological limitations, including an over-reliance on cross-sectional quantitative designs and a lack of longitudinal and qualitative insights. In addition, much of the existing research is shown in developing economies, raising concerns regarding its relevance to the UK, which represents a developed and highly competitive digital banking environment characterised by advanced technological infrastructure and evolving customer expectations.
The review identifies several key research gaps, including the lack of integration between adoption and continuance behaviour, the underrepresentation of customer preference as a central construct, and the fragmented inspection of trust, service quality, and user experience. These limitations highlight the need for a more inclusive and context-specific approach.
In response, these conclusions recommend the expansion of an added framework that links technological, behavioural, and realistic factors to explain both customer preference and continued usage within the UK digital banking context. By addressing these gaps, the study contributes to academic knowledge through theoretical integration and provides practical insights for financial organisations seeking to enhance customer engagement, retention, and service innovation in an increasingly digitalised banking landscape.
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	No
	Author
	Country
	Theory
	Method
	Sample
	Variables
	Theme
	Research gap 

	1
	Naeem et al. (2026)
	Pakistan
	TAM + ECT
	SEM
	—
	PU, Trust, Continuance
	Online banking continuance
	Limited to the Pakistan context; lacks cross-cultural validation and broader applicability

	2
	Nguyen & Dao (2024)
	Vietnam
	Extended ECM
	SEM
	—
	Trust, Satisfaction, Continuance
	Mobile banking continuance
	Focuses mainly on trust moderation; ignores other behavioural and emotional factors

	3
	Albort-Morant et al. (2022)
	Spain
	TAM
	Quantitative
	—
	PU, PEOU, Adoption
	Online banking adoption
	Examines adoption only; does not address post-adoption or continuance behaviour

	4
	Kumar et al. (2023)
	India
	TAM
	SEM
	—
	Perceived Risk, Trust, Adoption
	Mobile banking adoption
	Limited to the Indian context, cultural bias affects generalisability

	5
	Antony (2024)
	Ireland
	Service Quality
	Doctoral dissertation
	—
	Service Quality, Satisfaction, Loyalty
	E-banking service quality
	Dissertation scope: limited empirical depth and generalisability

	6
	Sharma & Kumar (2025)
	India
	Adoption Model
	Empirical / Quantitative
	—
	Adoption factors
	Online banking adoption
	Focuses only on technological factors; lacks behavioural and psychological variables

	7
	Saibaba (2024)
	India
	IS Success Model
	SEM
	345
	Quality, Satisfaction, Continuance
	Mobile banking continuance
	Limited variables within the IS success model; it ignores external contextual factors

	8
	Ndlovu et al. (2024)
	UK
	Adoption Model
	Quantitative
	391
	Adoption factors
	Digital-only bank adoption
	Early-stage research; lacks longitudinal data and deeper behavioural insights

	9
	Jahan & Shahria (2022)
	Bangladesh
	Service Quality
	Survey
	—
	Satisfaction factors
	Mobile banking satisfaction
	Focused on young users only; lacks demographic diversity

	10
	Singh (2020)
	—
	ECM + UTAUT
	SEM
	—
	Post-adoption behaviour
	Mobile payment continuance
	Model complexity; limited practical applicability in real-world banking

	11
	Kumar, P.V. (n.d.)
	India
	Post-Adoption Model
	Conceptual / Empirical
	—
	Satisfaction, Switching Intention
	Mobile banking switching behaviour
	Lacks a clear theoretical grounding and updated empirical validation

	12
	Mbama & Ezepue (2018)
	UK
	Service Profit Chain / Customer Experience
	Survey + SEM
	—
	Customer Experience, Satisfaction, Loyalty, Financial Performance
	Digital banking customer experience
	Limited to UK perception; lacks cross-country comparison

	13
	Choudrie et al. (2018)
	UK
	Conceptual Framework
	Conceptual / Literature review
	—
	Adoption, Diffusion, Older Adults
	Mobile banking adoption barriers
	Conceptual focus; lacks strong empirical validation

	14
	Hampshire (2017)
	UK
	TAM
	Mixed methods
	101
	Trust, Risk, Usefulness
	Mobile payment adoption
	Focuses on mobile payments, not a full digital banking ecosystem

	15
	Adefulu (2020)
	Nigeria
	Relationship Marketing
	Literature review
	—
	Relationship Marketing, Loyalty
	Customer loyalty in banking
	Broad literature review: lacks focus on the digital banking context

	16
	Othman et al. (2015)
	Malaysia
	Service Quality
	Empirical / Quantitative
	—
	E-service Quality, Satisfaction, Trust, Loyalty
	Online banking loyalty
	Older study; may not reflect the current digital banking environment

	17
	Yuan et al. (2019)
	China
	Commitment-Trust Model
	SEM
	173
	Trust, Commitment, Continuance
	Internet banking continuance
	Focuses on relational factors; ignores technological usability aspects

	18
	Shrestha (2024)
	Nepal
	Customer Experience Model
	Doctoral dissertation
	384
	Trust, Security, Ease of Use, Satisfaction
	Digital banking customer experience
	Dissertation-based; limited generalisability

	19
	Seth et al. (2025)
	India
	SOR Framework
	SEM
	651
	Integration Quality, Perceived Value, Satisfaction
	Omnichannel banking satisfaction
	Focus on omnichannel only; lacks integration with behavioural theories

	20
	Albinalsheikh (2022)
	Saudi Arabia
	Service Quality
	Doctoral dissertation
	430
	Service Quality, Satisfaction, Loyalty, Preferences
	Online banking service quality
	Limited to the Saudi context; lacks global applicability

	21
	Tanuwijaya & Oktavia (2023)
	Indonesia
	PPM Model
	PLS-SEM
	540
	Switching Cost, CRM Quality, Ease of Use
	Switching behaviour in digital banks
	Focus on millennials only; lacks a broader population perspective

	22
	Mbama et al. (2018)
	UK
	Customer Experience Framework
	Qualitative / Interviews
	—
	Customer Experience, Satisfaction, Loyalty, Financial Performance
	Digital banking customer experience
	Managerial perspective bias; lacks customer-side analysis

	23
	Gibson et al. (2022)
	UK
	Service Quality / Switching
	Survey
	106
	Satisfaction, Switching Behaviour
	Online/offline banking switching
	Limited sample size; reduces the reliability of findings

	24
	Liu & Louvieris (2006)
	UK
	TAM + Trust + Commitment
	SEM
	196
	PU, PEOU, Trust, Commitment
	Online banking continuance
	Outdated study; lacks relevance to modern digital banking

	25
	Santos (2018)
	UK
	Customer Value Model
	Thesis / Quantitative
	201
	Customer Value, WOM, Loyalty
	Traditional vs challenger banks
	Limited empirical evidence; mostly conceptual comparison

	26
	Insoll et al. (2019)
	UK
	Switching Cost Theory
	Qualitative
	—
	Switching Costs
	Digital challenger bank switching
	Small sample size; limited generalisability

	27
	Han & Ko (2025)
	Korea
	Technology Adoption Model
	Hierarchical regression
	488
	Technology Anxiety, Familiarity, Age, Continuance
	Elderly mobile finance adoption
	Focus on the elderly only; it lacks broader user analysis

	28
	Matraku (2024)
	—
	Adoption / Satisfaction Model
	Survey
	—
	Neobank Adoption, Satisfaction
	Neobank adoption
	Limited to student population; lacks real-world banking diversity

	29
	Pradhina & Pillai (2020)
	—
	Continuance Model
	Book chapter / Conceptual
	—
	Continuance Intention
	Digital banking continuance
	Limited empirical depth; lacks comprehensive model testing

	30
	Asnakew (2020)
	Ethiopia
	Integrated Continuance Model
	SEM
	—
	Continuance Intention, Satisfaction
	Mobile banking continuance
	Regional focus; lacks cross-cultural or global comparison

	31
	Vedadi & Warkentin (2016)
	USA
	IS Continuance Model
	SEM
	256
	Expectation, Satisfaction, Continuance
	Mobile banking continuance
	Focuses only on continuance intention; lacks integration with adoption and satisfaction factors

	32
	Christy & Lisana (2025)
	—
	Systematic Review
	Systematic literature review
	29 studies
	Satisfaction, Privacy, Security, User Experience, Continuance
	Digital banking continuance review
	Systematic review; lacks primary empirical validation and real-world data

	33
	Jafri et al. (2024)
	—
	ROSES / TCCM
	Systematic literature review
	26 studies
	Trust, Security, Risk, Behavioural Intention
	FinTech adoption review
	Review-based study; lacks empirical testing of trust and security relationships

	34
	Bacha et al. (2025)
	UK
	Behavioural Dynamics Model
	Quantitative
	250
	Usefulness, Security Trust, Peer Influence, Usage Intention
	Mobile banking usage intention
	Limited to the UK usage context; lacks comparative international analysis

	35
	Shankar & Jebarajakirthy (2019)
	India
	Cognitive-Motivation-Relational Theory
	SEM
	1028
	E-banking Service Quality, Trust, Loyalty
	E-banking loyalty
	Complex mediation model; limited practical applicability for banking practitioners

	36
	Ozcan & Arikan (2022)
	Turkiye
	UTAUT2 + IS Success
	SEM
	422
	Trust, Satisfaction, System Quality, Continuance
	Mobile banking continuance
	Limited variables; lacks integration of behavioural and psychological constructs

	37
	Velika & Adnas (2025)
	Indonesia
	User Experience Model
	Quantitative
	161
	User Experience, Satisfaction, Loyalty
	Mobile banking customer loyalty
	Focuses on user experience only; lacks integration with trust and risk factors

	38
	Barjaktarovic Rakocevic et al. (2025)
	Serbia / Balkans
	Perceived Risk–Expectation Model
	Survey
	535
	Perceived Risk, Expectations, Satisfaction
	Digital banking satisfaction
	Complex variable structure; lacks clarity in causal relationships

	39
	Bankuoru Egala et al. (2021)
	Ghana
	E-S-QUAL + BSQ
	PLS-SEM
	395
	Service Quality, Satisfaction, Retention
	Digital banking retention
	Regional focus; lacks global applicability and cross-cultural validation

	40
	Nagy et al. (2024)
	Hungary
	TAM + Trust
	SEM
	475
	Trust, PU, PEOU, Attitude, Adoption
	Neobank adoption
	Limited to fintech/neobank context; lacks traditional banking comparison

	41
	Saputra et al. (2023)
	—
	SLR Framework
	Systematic literature review
	70 studies
	TAM, Social Influence, Service Quality, Acceptance
	FinTech acceptance review
	Review-based; lacks primary data and empirical validation

	42
	Almaiah et al. (2023)
	—
	TAM + Security/Risk Model
	SEM
	—
	Perceived Risk, Security, Trust, Adoption
	Mobile banking security and adoption
	Focus on security and trust; lacks broader behavioural and usability factors

	43
	Apaua & Lallie (2022)
	—
	Extended UTAUT2
	CB-SEM
	315
	Perceived Security, Trust, Behavioural Intention, Use Behaviour
	Mobile banking security adoption
	Extended model complexity; difficult to apply in a practical banking context

	44
	Slazus & Bick (2022)
	South Africa
	FinTech Adoption Model
	Mixed methods / EFA
	217
	Utility, Risk, Cost, Mobile Device Trust
	Branchless banking adoption
	Limited to the branchless banking context; lacks general banking applicability

	45
	Frans et al. (2024)
	Indonesia
	User-Centred Design
	Mixed methods
	—
	User Experience, User Interface, Satisfaction
	Banking app usability
	Focus on usability only; lacks integration with satisfaction and trust

	46
	Anwar et al. (2024)
	—
	Digital Inclusion Perspective
	Conceptual / conference paper
	—
	Digital Literacy, Accessibility, Security Issues
	Older adults and digital banking
	Conceptual approach; lacks empirical validation and real-world testing

	47
	Amin et al. (2025)
	India
	E-S-QUAL + BSQ
	Comparative survey
	—
	Service Quality, Security, Satisfaction
	Digital banking service quality
	Focus on service quality; lacks behavioural intention and adoption integration

	48
	Kantika et al. (2022)
	Indonesia
	Trust Mediation Model
	Quantitative survey
	—
	Security, Enjoyment, Financial Literacy, Trust, Adoption
	Digital bank adoption
	Limited to a specific cultural context; lacks generalisability

	49
	Hammood et al. (2023)
	Iraq
	TAM + Risk + Trust
	Conceptual model
	—
	Perceived Risk, Trust, Behavioural Intention
	Internet banking adoption
	Focus on adoption only; lacks post-adoption behavioural analysis

	50
	Hutomo (2023)
	Indonesia
	Modified TAM
	PLS-SEM
	436
	PU, PEOU, Safety, Credibility, Convenience
	Mobile banking adoption
	Modified TAM model; lacks integration with emotional and experiential factors

	51
	Islam & Khan (2024)
	Bangladesh
	FinTech Literacy Model
	Quantitative / SPSS
	450
	Financial Literacy, Digital Literacy, Self-Efficacy, Adoption
	FinTech adoption
	Limited to financial literacy; ignores technological usability aspects

	52
	Aloulou et al. (2024)
	UAE
	FinTech Adoption Model
	Quantitative
	260
	FinTech Adoption, Competitiveness, Performance
	Digital transformation in banking
	Focus on performance outcomes; lacks behavioural intention analysis

	53
	Riasat et al. (2025)
	Pakistan
	TAM Extension
	Qualitative
	22
	Trust, Usefulness, Security Tools Adoption
	Cybersecurity in mobile banking
	Limited to cybersecurity; lacks integration with the overall banking experience

	54
	Alrababah et al. (2024)
	UAE
	Cybersecurity Awareness Model
	Quantitative survey
	500
	Security Awareness, Demographics, Satisfaction
	Online banking cybersecurity behaviour
	Focus on awareness only; lacks behavioural and emotional constructs

	55
	Bhattacharya & Sinha (2022)
	India
	AI in Banking Framework
	Mixed methods
	—
	AI, Chatbots, Customer Experience, Satisfaction
	Artificial intelligence in banking
	Focus on AI in banking; it lacks a customer behavioural perspective

	56
	Jena (2022)
	India
	Extended UTAUT
	Quantitative
	—
	Trust, Performance Expectancy, Blockchain Adoption
	Blockchain in banking
	Limited integration of constructs; lacks a holistic digital banking framework

	57
	Casolaro et al. (2025)
	—
	PRISMA
	Systematic literature review
	—
	Open Banking, Innovation, Data Privacy, Consumer Protection
	Open banking review
	Focus on chatbot/AI features; lacks trust and risk considerations

	58
	Abdul Mannan & Farhana (2023)
	Bangladesh
	Financial Inclusion Model
	Quantitative survey
	2165
	Remittances, E-bank Accounts, Mobile Banking
	Financial inclusion
	Limited empirical depth; lacks longitudinal validation

	59
	Mwiya et al. (2022)
	Zambia
	E-SERVQUAL
	Quantitative / regression
	314
	Security, Privacy, Responsiveness, Satisfaction
	Online banking service quality
	Focus on specific innovation; lacks a broader banking system perspective

	60
	Setiyawati & Bangkalang (2022)
	Indonesia
	UEQ + SUS
	Comparative evaluation
	—
	UX, Usability
	User experience in mobile banking
	Limited contextual scope; lacks integration with established adoption theories

	61
	Kumar & Rani (2024)
	—
	FinTech Adoption Model
	Empirical study
	—
	Adoption, Behaviour
	Intention to adopt FinTech
	Focus on open banking only; it lacks integration with traditional banking systems

	62
	Natalia et al. (2025)
	Indonesia
	ECM + Trust + Security
	SEM
	—
	PU, Trust, Satisfaction, Continuance
	Superapp mobile banking continuance
	Review-based study; lacks empirical validation and real-world application

	63
	Bajunaied et al. (2023)
	—
	UTAUT Extension
	SEM
	—
	Performance Expectancy, Effort Expectancy, Privacy
	FinTech adoption
	Limited to financial inclusion; lacks broader digital banking behavioural analysis

	64
	Pritjahjono et al. (2023)
	Indonesia
	SOR Model
	SEM
	—
	Satisfaction, Experience, EWOM, Loyalty
	Digital banking loyalty
	Focus on mobile banking only; lacks an omnichannel banking perspective

	65
	Ogundipe et al. (2024)
	—
	Agile Framework
	Conceptual
	—
	Agile, Customer Satisfaction
	Digital banking innovation
	Limited to the developing country context; lacks applicability to developed markets like the UK

	66
	Khan et al. (2022)
	India
	SEM Model
	SEM
	—
	Service Quality, Adoption
	Digital banking adoption
	Focus on trust and risk; lacks integration with service quality and experience factors

	67
	Bhuvaneswari & Maruthamuthu (2024)
	India
	SERVQUAL + SEM
	SEM
	—
	Service Quality, Satisfaction
	Digital banking service quality
	Limited to security constructs; ignores user satisfaction and usability

	68
	Suci & Dahlan (2023)
	Indonesia
	Trust-Security Model
	PLS-SEM
	242
	Security, Trust, Satisfaction
	Mobile banking satisfaction
	Focus on blockchain adoption; it lacks a broader customer behaviour perspective

	69
	Kowsar et al. (2025)
	South Asia
	PRISMA Review
	Systematic review
	84 studies
	Digitisation, Engagement, Adoption
	Digital banking transformation
	Conceptual study; lacks empirical validation and quantitative evidence

	70
	Joseph et al. (2005)
	UK
	Service Quality Model
	Survey
	300
	Technology, Service Quality
	Banking technology perception
	Focus on digital transformation; it lacks customer-level behavioural insights

	71
	Khudzaeva et al. (2023)
	Indonesia
	ECM
	SEM
	220
	PU, Confirmation, Satisfaction
	Continuance intention
	Limited to organisational perspective; lacks consumer behaviour analysis

	72
	Garepasha et al. (2021)
	Iran
	Relationship Lifecycle Model
	SEM
	651
	Service Quality, Trust, Loyalty
	Online banking loyalty
	Focus on fintech adoption; it lacks comparison with traditional banking systems

	73
	Puriwat & Tripopsakul (2017)
	Thailand
	E-SERVQUAL
	SEM
	432
	Service Quality, Satisfaction, Loyalty
	Mobile banking service quality
	Limited sample size; reduces the generalisability of findings

	74
	Barbu et al. (2021)
	—
	SOR Model
	PLS-SEM
	—
	Customer Experience, Value, Loyalty
	FinTech customer experience
	Focus on technology only; lacks emotional and psychological factors

	75
	Hanif & Lallie (2021)
	UK
	UTAUT + Security Model
	Mixed methods
	191
	Security Risk, Trust, Intention
	Mobile banking adoption (elderly)
	Limited to a specific geographic region; lacks cross-cultural validation

	76
	Apau et al. (2025)
	—
	UTAUT2 Extension
	CB-SEM
	315
	Security, Trust, Behavioural Intention
	Mobile banking adoption
	Focus on service quality only; lacks integration with trust and risk constructs

	77
	Rokhimah & Suhermin (2024)
	Indonesia
	ECM + AI + Security
	SEM
	—
	AI, Satisfaction, Continuance
	Mobile banking continuance
	Limited to customer experience; lacks behavioural intention analysis

	78
	Martinez-Navalon et al. (2023)
	Spain/Portugal
	TAM
	PLS-SEM
	—
	Privacy, Ease of Use, Trust
	Digital banking trust
	Focus on usability and interface; lacks deeper trust and security analysis

	79
	Kamboj et al. (2022)
	India
	Failure Model + IS Success
	SEM
	338
	Failure, Satisfaction, Engagement
	Mobile banking failure impact
	Limited empirical scope; lacks longitudinal data

	80
	Akin & Yetgin (2025)
	Turkiye
	Customer Experience Model
	Survey
	—
	Experience, Satisfaction, Loyalty
	Digital banking experience
	Focus on innovation adoption; lacks post-adoption behavioural analysis

	81
	Daoud et al. (2026)
	Jordan
	PLS-SEM Model
	SEM
	400
	FinTech Innovation, Usability, Satisfaction
	Digital banking satisfaction
	Limited to a specific model; lacks integration with broader theoretical frameworks

	82
	Paramadana et al. (2025)
	Indonesia
	Trust Moderation Model
	SEM
	278
	Satisfaction, Trust, Loyalty
	Digital banking loyalty
	Focus on customer satisfaction; lacks analysis of switching behaviour

	83
	Jun & Palacios (2016)
	—
	Service Quality Model
	Critical incident technique
	—
	Service Quality Dimensions
	Mobile banking service quality
	Limited to perception-based variables; lacks objective performance measures

	84
	Mkpojiogu et al. (2016)
	Nigeria
	Usability Model
	Survey
	—
	Demographics, Usability, Satisfaction
	Mobile banking usability
	Focus on digital literacy; it lacks integration with trust and risk factors

	85
	Dimitrova et al. (2022)
	Sweden
	Barrier Model
	Ordinal regression
	—
	Privacy, Access Barriers
	Digital payment adoption
	Limited to survey method; lacks mixed-method or qualitative insights

	86
	Singh & Srivastava (2020)
	India
	TAM Extension
	PLS-SEM
	420
	PEOU, Security, Behavioural Intention
	Mobile banking adoption
	Focus on behavioural intention only; lacks actual usage behaviour analysis

	87
	Pikkarainen et al. (2004)
	Finland
	TAM Extension
	Survey
	268
	PU, Web Info, Adoption
	Online banking adoption
	Limited to a specific user group; lacks diverse demographic representation

	88
	Ngau et al. (2023)
	—
	Systematic Review
	Review of 44 papers
	—
	Switching Behaviour, Determinants
	Bank switching behaviour
	Focus on service innovation; it lacks integration with adoption theories

	89
	Chauhan et al. (2022)
	—
	Review Framework
	Literature review
	—
	Customer Experience
	Digital banking experience
	Limited conceptual depth; lacks a comprehensive theoretical framework

	90
	Arcand et al. (2017)
	—
	Service Quality Model
	SEM
	375
	Trust, Satisfaction, Commitment
	Mobile banking relationship quality
	Focus on the fintech ecosystem; it lacks a direct banking sector comparison

	91
	Moga et al. (2012)
	Romania
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