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Abstract

The advances in the field of information technology have transformed the approach
of business in past few decades. The banking industry is one of the leading adopters of
technology-based innovations. Now-a-days, banks have implemented these technologies in
all of their operations, i.e. ranging from their products, processes and to the channels of
service delivery. These tools have uncovered numerous paybacks for the customers as well
as for the banks themselves. The researches in the field of IT-based banking services have
contributed immensely towards the better understanding of the different perspectives of
integration of IT into banking. The present manuscript is a distinct endeavour to present
a systematic review of the prior research on the diverse aspects of IT-based banking, i.e.
the acceptance, service quality and sustainability issues associated with the use of IT in
banking. By bringing together the findings of the relevant studies on varied aspects of the
subject domain, this study does not only seek to contribute towards the existing branch
of scientific knowledge but also puts forth its implications for the bankers/managers. The
present paper also highlights a future agenda of research for the prospective researchers in
the concerned thrust area.
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INTRODUCTION

The adoption of information technology (IT) has increased potential of
services in the modern banking system. In addition to the innovative business
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processes, IT has changed the way of service delivery to the customers in the
personal finance industry (Wang et al., 2003). With the passage of time, several
technological innovations have taken place in the financial services sector. These
technology-based services were first introduced to support and complement the
traditional branch banking (Chandio ef al., 2013), i.e. brick and mortar banking, but,
nowadays, these developments and innovations have just reformed the traditional
banking into modern or electronic banking by complete transformation of banking
service delivery to satisfy the needs of highly demanding customers. These days,
massive efforts are being attempted to obtain a number of innovative delivery
channels to attract new customers in addition to retain the existing ones by
improving their level of satisfaction and loyalty (George & Kumar, 2014). The
internet and mobile are interesting tools which provide customers with the feature
of anytime and anywhere banking to indulge in banking transactions with a very
low cost along with an efficient mechanism of handling and controlling
(Narayanasamy et al., 2011). It does not only provide these benefits to the
customers but the banks are also benefited in the form of reduced fixed and
operating costs (Zhao et al., 2010; Chen ef al., 2012). These modern techniques are
highly significant in maintaining the improved customer relationships through
effective service delivery (Rod & Ashill, 2010).

The importance of technology-based banking has received the increased
attention of the researchers and practitioners. A great contribution has been made
by the investigators in the discipline of IT-based banking in the literature. By
providing the customers with multiple delivery channels and innovative products
through effective market segmentation and targeting, the banks can increase their
market share and, likewise, can enhance their benefits of mass customization in the
form of the increased customer base (Jayawardhena & Foley, 2000; Martins et al.,
2014). Customers should be provided with a variety of services and diverse features
to increase the level of customers' satisfaction and loyalty (Barcia, 2000; Jun &Cali,
2001; Cho & Park, 2001; Page & Lepkowska-White, 2002; Yang et al., 2004;
Malarvizhi, 2011) and this notion also applies to the financial services industry, i.e.
banking industry.

In recent years, the organizations throughout the world economies
have been facing several challenges in performing their business activities. One
of the most important and challenging issues, these days, is that of integrating
sustainability responsibility into the firm's present and future strategies and
policies. Due to the heavy production of greenhouse gases every year, all
sectors of the society are greatly concerned about the societal and
environmental protection of the planet earth. The banking industry also needs
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to incorporate the environmental responsibility into the long-term business
policies. IT can have positive as well as negative effects on the society and
environment (Elliot, 2011). Thus, by reducing the negative effects and
capitalizing on the positive effects of IT (Watson et al., 2008; Elliot, 2011), a
firm can become environment-friendly and also enhance the firm's
environmental performance (Gholami et al., 2013). Many organizations in some
countries such as China have started to integrate green IT (Faucheux& Nicolai,
2011), green IS (Jenkin et al., 2011) and IT for green (Corbett, 2010; Butler, 2011)
into their firm's sustainability initiatives due to increased pressure to promote
environmental protection (Miao et al., 2012). Molla & Abareshi (2012) have
suggested the first order effects in terms of green IT and second order effects
of IT for green into the business operations. Most of the organizations have
started to include the triple bottom line (TBL) perspective (Dao et al., 2011) in
the sustainability decisions of the firm.

The present manuscript has been structured systematically as follows:
Section-1 provides the review of studies concerning the examination and analysis
of adoption & acceptance of IT-based banking services and systems. Section-2
deals with the literature survey of service quality of IT-based banking services;
followed by a review of the studies comprising the aspect of sustainability of IT
in the Section-3. Subsequent to the outline of the systematic review, we have
oriented our efforts upon the implications of the present research work and future
directions for workers in the concerned thrust area.

THEORETICAL BACKGROUND

Since the inception of IT, scholars from academics and industry have
been continuously showing considerable interest in the technology acceptance
behaviour of various users in different contexts. The implementation of IT has
been undertaken by the banks throughout the world economies. The applicability
of these services and systems in banking can only serve their actual purpose if
these techniques are whole-heartedly adopted and accepted by all of its users
(Nath et al., 2014). The researches have investigated several theoretical models
which explain the acceptance of these technologies. The important models in this
field are TRA, TPB, IDT (Rogers, 1995), TAM, TAM 2 (Venkatesh & Davis, 2000),
and UTAUT (Venkatesh et al., 2003) (See Figure-1). Technology Acceptance
Model (Davis et al., 1989) is the extension of two previous models, TRA, i.e.
Theory of Reasoned Action (Ajzen & Fishbein, 1975, 1980) and TPB, i.e. Theory
of Planned Behaviour (Ajzen, 1985).
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Figure 1 : Models of Technology Acceptance
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It is evident from the practical point of view that there is an urgent need
to investigate the applications of IT-based banking in the multi-dimensional way.
For the service industries in today's competitive business environment, service
quality is a crucial issue to be considered (Marshall, 2006). A concept of e-service
quality (Carlson & O'Cass, 2011; Zavareh ef al., 2012; Amin, 2016) has been framed
by the scholars to investigate the quality of electronic banking services
(Santouridis et al., 2009) which has been further utilised and extended by new
researchers in the field. The issue of sustainability in IT-based systems has also
attracted our special attention in the present review of literature for the last about
15 years. The general public and society expect all the businesses to be socially,
ethically and environmentally responsible, and should help in safeguarding our
ecological system (Bose & Luo, 2011). In this way, the banks are making their
efforts in ensuring lower energy consumption, reduced carbon emissions and
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carbon footprints as well (Bansal, 2005) for the overall welfare of the present day
societal system.

SELECTING THE STUDIES FOR REVIEW

The present study is an endeavour to present a systematic review of the
researches reported in the literature from 2000 to 2017 concerning the multifaceted
aspects of IT-based banking, i.e., its acceptance, service quality and sustainability
issues. By drawing together the findings of prior studies in the field, and, thus,
presenting a structured framework, the paper is an attempt to cover varied aspects
of the abovesaid thrust areas in its ambit. The research papers required for our
present work have been collected from different peer-reviewed journals available on
various interdisciplinary databases, i.e. Sage, Science Direct, Emerald Insight, Jstor,
Wiley, ProQuest, Taylor & Francis, Elsevier, and Researchgate. The key journals
were identified considering the frequency of research papers published related to
IT-based banking. The method adopted for the collection of research papers is
based on keywords searches and the keywords applied thereon are information
technology, banking, technology acceptance, service quality, sustainable banking,
and sustainability. Figure 2 depicts the relevant review model on the basis of
classification of the literature reviewed.

Figure 2 : Review Model
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ADOPTION AND ACCEPTANCE OF IT-BASED BANKING

Numerous studies have been reported in the literature on varied areas of
technology adoption. Whereas some of them emphasize upon the application of
newly introduced technology-based banking services, while other studies are
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based upon the scientific analysis of the factors influencing the adoption of those
technology-based services which have already been deployed (Yusuf Dauda & Lee,
2015). Several studies have been undertaken by the previous researchers to
investigate the factors that influence the adoption of IT-based banking services.
There are several models such as Theory of Reasoned Action, Theory of Planned
Behaviour, Innovation Diffusion Theory, Technology Acceptance Model, Unified
Theory of Acceptance and Use of Technology to study the adoption and
acceptance of a new technology or system. TAM developed by Davis et al. (1989)
has been the most widely used model for explaining technology acceptance which
has been applied by researchers on several types of new technologies such as
microcomputers (Anandarajan et al., 2000); e-commerce (Devaraj et al., 2002;
Pavlou, 2003), and internet banking (Liao & Cheung, 2008; Alsajjan & Dennis, 2010;
Chandio et al., 2013) and mobile banking (Crabbe et al., 2009; Shen et al., 2010)
particularly in the IT-based banking context. Thus, TAM has been found to be an
appropriate model that may be efficiently applied to the most of modern
technologies. The most basic variables of TAM are perceived ease of use (Wang
et al., 2003; Liébana-Cabanillas et al., 2013; Chandio ef al., 2017) and perceived
usefulness (Pikkarainen et al., 2004; Chandio et al., 2013; Liébana-Cabanillas et al.,
2013; Chandio et al., 2017). Other than the basic variables of the aforementioned
models, various important factors have also been identified in the past studies. The
security concerns, social network structure (Hasim& Salman, 2010), customers'
readiness (Al-alak, 2014; Giordani et al., 2014) and potential readiness to adopt
(Rezaei et al., 2014; Al-Ajam & Md Nor, 2015), personal traits and habits of the
users (McNeish, 2015), customers' prior experience with computers (Venkatesh &
Morris, 2000), understanding of the benefits of using IT-based banking services
(Harrison et al., 2014; Thakur, 2014), self-efficacy (Chandio et al., 2013), self-control
(Bobbitt & Dabholkar, 2001), accessibility (Liébana-Cabanillas et al., 2013), trust
(Kesharwani & Bisht, 2012; Chandio et al., 2013) and trusting intention (Dimitriadis
&Kyrezis, 2011) are found to be the significant factors influencing adoption of IT-
based banking services by the users. Researchers have also tried to investigate the
hindering factors in the adoption of different IT-based banking services. It has been
opined that habits of the users (Chemingui & Ben lallouna,2013; Hanafizadeh et al.,
2014), their behaviour (Alsajjan & Dennis, 2010; Chen & Teng, 2013) in using a
specific technology, level of dissatisfaction and poor service quality (Zhao et al.,
2010) are some of the barriers in customers' adoption of these technologies. Martins
et al. (2014) have found that the users who adopt internet banking are less likely
to leave the bank, and more likely to indulge in increased banking transactions, to
get more products and services and maintain higher balance with the bank as well.
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Table 1
Important Models of Technology Acceptance Used in Literature
Theory Theory |Innovation [Technology|Technology| Unified
of of Diffusion |[Acceptance|Acceptance| Theory of
Reasoned| Planned Theory Model Model 2 |Acceptance
Action |Behaviour D7) (TAM) (TAM 2) | & Use of
(TRA) (TPB) Technology
(UTAUT)
Anandarajan
et al., 2000 v
Bhattacherjee,
2000 v
Venkatesh
and Davis, e
2000
Armitage and
Conner, 2001 v
Legris et al.,
2003 v
Oh et al.,
2003 v v v
Stoel and
Lee, 2003 v
Wang et al.,
2003 v
Venkatesh
et al., 2003 v
Pikkarainen
et al., 2004 v
Lai and Li,
2005 v
Anderson
et al., 2006 Ve
King & He,
2006 v
Abushanab
and Pearson, v

2007

Contd.
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Contd. Table 1

Herna'ndez
et al., 2008 v

Venkatesh
and Bala,
2008

Al-Somali
et al., 2009 v

Selamat
et al., 2009 v

Alsajjan and
Dennis, 2010

Shumaila
et al., 2010 v v v

Yuen et al.,
2010 v

Dimitriadis
and Kyrezis, v v
2011

Chandio
et al., 2013 v

Liebana-
Cabanillas v
et al., 2013

Lee et al.,
2013 v

Montazemi
and Saremi, v v
2013

Nath et al.,
2014 v

Williams
et al., 2015

Chandio
et al., 2017 v

Total 2 3 3 19 1
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In addition to this, in an effort to move in a new direction, Yusuf Dauda
& Lee (2015) carried out a research to study the customers' preference about the
adoption of online banking services to be implemented in future. The study has
used conjoint analysis and discrete choice model to analyse the preference of the
customers in adopting the potential future services of online banking to be
implemented in the Nigerian banking industry. These findings suggested that the
banks should promote self-service and more convenient as well as entertaining e-
services such as video banking (real-time), digital wallet (in mobile banking),
cardless ATMs usage with the help of smart phones and biometric services to
improve the adoption of online banking services.

The present review article has made a serious and systematic effort to
include the studies on the mechanism of technology acceptance which are reported
in the literature from 2000 to 2017. In this context, a total number of 29 research
studies have been presented in Table 1. Some of the studies have applied more than
one model, thus, making the total number greater than 29 articles as depicted in
Table 1, i.e. 35. Out of the total 19 studies have used the basic TAM for examining
technology acceptance behavior of the users which consist of 65 percent of the
total articles considered. The second highest model used for this purpose in the
literature is UTAUT (in 7 studies). Thus, it has been conferred that most of the
studies have considered TAM as a basic model to gauge and explain the level of
technology acceptance and these observations prove the relevance and
applicability of this model in the field of acceptance of new technologies. At the
same time, some of the researchers have extended the basic technology acceptance
model to meet their requirements in different contexts. Therefore, the utility of TAM
should also be tested for its validity for different technologies and in different
contexts (King & He, 2006).

IT-BASED BANKING AND SERVICE QUALITY

In addition to the adoption and acceptance of IT-based services,
numerous researchers have oriented their studies upon the analysis of service
quality of the IT-based banking services and most of these studies have been
carried out with respect to internet banking specifically and here major attention
has been laid down upon the characterization of service quality in it (Singh & Kaur,
2013; Black et al., 2014; Kaura ef al., 2015). Service quality has been examined by
various researchers in varied industries in different constructs. The banking
industry, being an important part of the service industry, i.e. financial service
industry, needs to analyse the quality of the service provided to the customers so
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that level of their satisfaction can be judged and hence, can be improved
accordingly. There has been a significant relationship between better internet
banking service quality and improved bank-customer relationship (Brun et al.,
2014). The improved service quality of the internet banking industry leads to higher
customer satisfaction and their loyalty to the organizations (Black et al., 2014;
Dahlstrom et al., 2014). It has been found that customers perceive and judge
different dimensions of electronic services to evaluate their e-service quality
(Carlson & O'Cass, 2011).

E-service quality is a broader concept where all aspects of transactions
should be considered and it should also be expanded worldwide (Rolland &
Freeman, 2010). Research on the concept of e-service quality has increased
manifold with the passage of time and has been applied to various services (Wu
&Ko, 2013; Bressolles et al., 2014; Jiang et al., 2016). The various dimensions
considered are environment quality (Carlson & O'Cass, 2011), user-friendliness
(Herington &Weaven, 2009), trust (Jayawardhena, 2004), credibility
(Jayawardhena, 2004; Siu &Mou, 2005), assurance (Santouridis et al., 2009; Ho
& Lin, 2010), efficiency (Siu&Mou, 2005; Herington &Weaven, 2009), security
(Zeithaml et al., 2002; Siu&Mou, 2005; Poon, 2007; Thaichon et al., 2014),
network quality (Thaichon et al., 2014), and website quality (Zeithaml ez al., 2002)
etc. In this respect, Amin (2016) has conducted a research work to investigate
internet banking service quality in relation to electronic customer satisfaction and
loyalty, i.e. e-customer satisfaction and e-customer loyalty. The researcher
identified four distinct constructs of internet banking service quality, i.e. user-
friendliness (Herington &Weaven, 2009), personal need, the efficiency of the
website (Siu &Mou, 2005), and site organization. The results indicated that high
service quality of internet banking service positively affects the e-customer
satisfaction and e-customer loyalty. The improvement in service quality of an
electronic service is a determinant of increased customer satisfaction regarding
using that e-service (Sheng & Liu, 2010; Singh & Kaur, 2013; Bressolles ef al.,
2014; Kaura et al., 2015; Kashif et al., 2015; Raza et al., 2015) and, thus, customer
loyalty (Kassim & Abdullah, 2010; Amin et al., 2013; Thaichon et al., 2014). In
case of internet banking, a significant relationship between e-customer
satisfaction (Anderson & Srinivasan, 2003; Amin et al., 2013; Carlson & O'Cass,
2011) and e-customer loyalty (Anderson &Srinivasan, 2003; Anderson &
Swaminathan, 2011; Baumann et al., 2012; Kandampully et al., 2015; Melnyk
&Bijmolt, 2015) has been very well investigated by Ramseook-Munhurrun &
Naidoo (2011).
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SUSTAINABILITY PERSPECTIVE OF IT-BASED BANKING

In the times of growing concerns over corporate social responsibility, all
the businesses need to be incorporated with huge sense of sustainability
perspective into their short-term and long-term policies (Dao ef al., 2011). IT can
become a boon as well as a bane for the environmental & societal concerns. It may
have several negative impacts on both the society and the environment together.
But it can also be used to safeguard the environmental sustainability. The use of
IT-based services may be helpful in reducing the carbon footprint of the banking
industry which has been increased to a greater extent due to heavy usage of paper
and other toxic stuffs in their service operations (Jenkin et al., 2011). The
Governments and other associated agencies such as UNEP are regulating all the
businesses to adopt environment-friendly strategies and technologies as well. As
sustainable development is one of the major challenges of our modern society, all
the businesses need to evaluate the effect of their operations on this aspect. There
are three pillars of sustainable development, i.e., social, economic and
environmental. Social and economic mainstay of sustainable development is rooted
in assuring financial inclusion of the rural and underprivileged masses in the
developing countries like India (Mishra & Bisht, 2013). Technology plays a vital
role in aiding the underprivileged, especially the rural areas (Warren, 2007). For the
policy makers, the bearing on the rural population having lesser access to resources
in a country is of prime importance (Donner & Tellez, 2008). The innovative
IT-based banking models such as mobile banking model has been proven to
increase the level of financial inclusion as a pillar of sustainable development
(Cracknell, 2004; Porteus, 2007; Mishra & Bisht, 2013). Thus, the banking industry
should seriously address the social, economic and environment-related issues while
understanding their business/banking operations.

Rapid environment degradation is a matter of huge concern around the
world. Information technology can be used in the various business activities and
systems in a manner to reduce the negative effects as well as to maximize the
positive impacts of human behaviour on the society and environment (Elliot, 2011).
With increased industrialization around the world, the encumbrance on the
environment has increased manifold. Thus, every business, while evaluating its
performance, must consider the impacts on its stakeholders as well as on the
environmental sustainability instead of only considering the profitability
performance (Dao et al., 2011). Though IT is highly responsible for increasing
carbon footprint in the environment (Siegler & Gaughan, 2008), but the firms can
also capitalize on undertaking green IT and green IS-related initiatives to become
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environment-friendly (Watson ez al., 2008). So, IT can be used as a strategic tool
in the organizations to bring about social and environmental well-being (Bose &
Luo, 2011). On the same platform, some studies have highlighted the role of IT in
maintaining and promoting social and environmental sustainability (Cameron, 2010;
Hedman & Henningsson, 2011). A new concept of green IT (Jenkin et al., 2011;
Chou & Chou, 2012), green IS (Jenkin ef al., 2011) and IT for green (Molla &
Abareshi, 2012) has been introduced by the eminent scholars in the field. But the
organizations generally are ignorant and least concerned about integrating IT and
IS into their environmental initiatives and assessments as a part of their societal
responsibilities as they do not know how to capitalize on green IT and IS to become
environment-friendly (Watson et al., 2008). Only a few studies have incorporated
the aspect related to sustainability in IT-based banking.

A very little research on the area of IT-based banking in relation to the
sustainable practices of the banks has been undertaken (Jenkin et al., 2011). This
area needs to be more exploited by the researchers in this thrust-field as it could
provide solutions to the banking industry and government to reduce greenhouse
emissions directly or indirectly to a greater extent. As Boon et al. (2013) have
investigated to study the commercial aspects of green banking by way of
conducting in-depth interviews from various stakeholders as its respondents, i.e.
the managers, bankers, and heads of households. The findings of the study
revealed that both the individuals as well as corporations demand ethical and green
banking. The study had also suggested that the banks should encourage green and
ethical banking initiatives and should also create public awareness of these ethical
practices. In the field of green IT and IS, Gholami et al. (2013) contributed towards
the literature available on the adoption of green information systems by analysing
the perception of senior managers on the adoption of IS and their environmental
performance. They tried to find the antecedents of this adoption and also the
consequences of adopting green IS into the business. The results of the study
indicated that the coercive pressure instead of mimetic pressure affects the attitude
towards adoption of green IS and also, they had found a positive relationship
between green IS adoption and environmental performance. Cai et al. (2013) had
undertaken a research work to explore the role played by the IT in promoting the
energy and environmental sustainability in China and proposed a research
framework based on the political and economic factors. Public concerns and
regulatory forces were identified as the key political factors, and cost reduction and
differentiation as key economic factors affecting the adoption of green IT and IT
for green by the firms. In line with other researchers, Jenkin et al. (2011) considered
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studying the employees' perception of green information technologies and systems
in the financial industry. They examined the extent of employees' recognition of the
importance of green information technologies and systems in the financial services
sector in the development and application of environment-related/green initiatives.
The findings suggested that organizations are in the early stage of awareness and
adoption of Green IT/S. Their investigation identified different gaps: knowledge
gaps, practice gaps, opportunity gaps, and knowing-doing gaps which should be
overcome by the concerned banks by using the scientific and holistic approach in
their systems.

IMPLICATIONS OF THE STUDY AND FUTURE AGENDA FOR RESEARCH

The study seeks to provide a deeper understanding of the different
outlooks of IT-based banking research. With the help of present study, firstly the
bankers/managers may be able to understand the significance of TAM as an
elementary model and that of contextual factors to explain the acceptance of IT-
based banking services and systems by all the stakeholders. The contextual or
external factors are having a substantial effect on the acceptance of IT-based
services. Secondly, the bankers need to gauge the service quality of all kinds of
specific IT-based services and its impact on customer satisfaction and loyalty by
considering the dimensions identified by the eminent scholars in the subject
domain. The dimensions uncovered by the prior researchers can be well-thought-
out by the managers in the development and delivery of a service for the sake of
improvement in the service quality.

Sustainability responsibility is also a vital concern to be deliberated for a
firm. In order to ensure sustainability responsibility for the business, the banking
industry and the Government should take necessary steps towards ensuring
environmental sustainability by using and capitalising on IT into their operations.
Some examples of these initiatives taken by banks are installation of solar ATMs,
installation of drive-up ATMs instead of drive-through ATMs (Jenkin ef al., 2011)
to reduce the carbon emission due to car idling, promotion of electronic payment
systems, promotion of internet and mobile banking to reduce paper wastage;
recycling and proper disposal of hardware to reduce electronic waste, use of e-mails
instead of paper mails, and use of video-conferencing instead of travel, etc. The
present study also provides a future agenda of research to the prospective
researchers in the thrust area. The future researchers should explore and identify
more relevant and contextual variables in addition to the basic models propounded
by the researchers to explain the acceptance of existing and prospective IT-based
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banking services to be introduced. Next, the study has found that most of the
studies on service quality aspect of IT-based banking services have been
conducted in case of internet banking only. Thus, the future researchers should
investigate the service quality of other IT-based services such as mobile banking,
electronic payment systems, etc. In addition, there is a great need to study the
aspect of environmental sustainability in use of IT-based systems and applications
in banking in the current scenario of the banking system and to judge how the
proper use of IT and IT-based systems can improve the banks' environmental
performance. This area needs more exploration by the researchers as it could
provide solutions to the banking industry and the government to reduce
greenhouse emissions directly or indirectly to a greater extent.

CONCLUSION

The implementation of information technology and information systems
requires the organizations to be flexible and adaptive. The successful incorporation
of IT-based innovations into the banking system necessitates the need-based
investigation of all the pertinent perspectives. The bankers/managers are required
to emphasise the most relevant aspects of this domain. Firstly, the adoption and
acceptance of IT-based systems or services should be contemplated, then
proceeding to an analysis of the service quality of e-services provided to the
customers and finally, evaluating the business performance in terms of impacts on
environment and society by not only considering the profitability performance. The
present manuscript has been aimed to consider these important issues of
implementing and integrating IT-based services and systems into banking as a part
of the review study. Thus, in conducting a review of the extensive literature, the
paper has been divided into three parts. The first part consists of the adoption and
acceptance of technology and technology-based banking. In this context, it can be
established that TAM is the most basic and relevant model to be used to explain
the acceptance of a new technology in banking but it must be validated before
using it in varied contexts. Also, there is a great importance of the contextual
variables as these variables have a significant effect on the mediating variables as
well as on dependent variable. Next, the aspect of service quality of IT-based
banking has been investigated in detail. In the field of research, the attention on
the service quality of IT-based banking services is growing extensively. Most of
the studies have been focussed upon the service quality of internet banking only
whereas the service quality of other IT-based banking services such as mobile
banking also needs to be addressed systematically to gauge its impact on customer
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satisfaction and loyalty. Finally, in the process of review of sustainability outlook
of IT-based banking, the study has found that a very little research has been
reported on this aspect. Though many countries like China have started to
incorporate the consideration of environmental sustainability into the business
performance, but there is still a dire need to incorporate environmental
sustainability into all the businesses, in general and in banking, in particular, to
safeguard the environment.
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