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ABSTRACT : 

The present research aims to explore the pertinent literature to determine the perception of banking customers from rural areas of India with a special focus on the 

digital services offered by the banking industry. The research also seeks to determine the reasons for the rural customers’ acceptance and rejection of utilizing 

banking practices offered in digital mode by Indian Banks. The researchers have utilized the qualitative research method through extensive empirical literature 

relevant to digital banking in India and other educational database during 2000-2020 year to analyze customers' facts and perception of customers. The study 

suggests that rural people are keen to understand the services of banks offered in digital mode and are also accepting the same in their daily lives, which assists 

them in the convenient and smooth handling of their banking transactions. 
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INTRODUCTION : 

 India is one of the fastest-growing economies in the world, with a population of over 1.3 billion people. In 2018, the worldwide mobile 

banking market had a valuation of $715.3 million, and has projected to reach $1,824.7 million by 2026, exhibiting a compound annual growth rate 

(CAGR) of 12.2% during the period from 2019 to 2026 (Snehal & Onkar, 2020). The country's financial sector is undergoing a significant 

transformation, driven by the digital revolution through boosting the country’s economy and GDP (Kaur et al., 2021; Ozili, 2018; Demirguc-Kunt et 

al., 2018; Toader et al., 2018). The Indian government has launched several initiatives to promote digitalization in the country, such as Digital India, 

which aims to provide digital infrastructure to every citizen in the country (Venkataganesh & Sivaramakrishanan, 2018). Digitalization of banking in 

developing countries like India is an emerging trend that has revolutionized the banking sector (Sloboda et al., 2018; Malini & Menon, 2017). In recent 

years, with the rise of digitalization, there has been a significant increase in the use of digital platforms for banking services or branchless banking 

(Authority, 2023; Kumar et al., 2020). The emergence of digital banking in India can be attributed to the increasing penetration of the internet and 

smartphones in the country (Ananda et al., 2020). According to a report by the “Internet and Mobile Association of India” (IAMAI), the number of 

internet users in India is expected to reach 900 million by year 2025 (Press Trust of India, 2021). This has created a huge market for digital banking 

services. Rajasthan, known for its predominantly rural landscape, presents unique challenges and opportunities for the digitalization of banking 

services. Rural areas in the state often face limited access to physical bank branches, inadequate financial infrastructure, and lower levels of digital 

literacy among the population. However, the expansion of mobile networks and the government's initiatives to promote digital inclusion have the 

potential to bridge these gaps and transform the banking experience for rural customers. The study aims to investigate and understand the behavior of 

rural customers in response to the digitalization of banking services in Rajasthan, India. It also targets to explore the factors that influence rural 

customers' adoption, utilization, and attitudes towards digital banking services. By examining the behavior of rural customers, the study intends to 

provide valuable insights to banking institutions and policymakers for effectively implementing and promoting digital banking services in rural areas of 

Rajasthan. 

Digitalization of Banking in India : 

In today's era of digitalization, where the nation and economy are moving ahead with the highest level of technology in the Country especially to the 

financial sector (Gai et al., 2018), the use of the internet or mobile applications for smooth banking activities is one of the most prominent and growing 

sectors (Sloboda et al., 2018; Chawla & Joshi, 2017;). According to a report by the “Reserve Bank of India” (RBI), the number of mobile banking 

transactions in India increased by more than 188% between 2015 and 2022 (Press Information Bureau Delhi, 2023). This can be attributed to the 

increasing use of smartphones in the country, which has made it easier for people to access digital banking services (Jebarajakirthy & Shankar, 2021; 

Alalwan et al., 2018). The Indian Banking sector is recognized as a backbone of economic development. For this, the Government of India is also 

working with different partners or banks to provide a solid platform for banks and customers (Haralayya & Aithal, 2021). The Digitalization of banking 
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refers to a practice where all the banks provide internet or mobile-based banking services to the account holders to smooth and quick accessibility of 

accounts with just a single click (Bhimrajka, 2020; Vial, 2019). For every nation, the banking system within the Country is crucial. 

Rise of digital banking facilities in India :  

The banking industry has undergone significant transformations in recent years, driven by the emergence of digital technologies and changing customer 

expectations along with an occurance of demonetization in India (Popova, 2021; Chawla & Joshi, 2019). Banks in India has traditionally been 

characterized by high transaction costs, limited accessibility, and a lack of convenience for customers (Lee & Kim, 2020; Diener & Špaček, 2021). 

However, they are now offering a range of services to enhance accessibility, convenience, and safety for their customers while reducing the cost of 

banking transactions with the rise of digital technologies (Shankar & Rishi, 2020; Fathima, 2020). They are offering a range of digital channels, 

including online banking, mobile banking, and social media, to allow customers to access their accounts and conduct transactions from anywhere and at 

any time (Venkataganesh & Sivaramakrishanan, 2018; Dootson et al., 2016). Along with this the Banks are also leveraging technology to improve the 

convenience of banking services for customers (Kang, 2018). They are using data analytics and artificial intelligence to personalize the customer 

experience, offering customized product recommendations and real-time support (Kaur & Ali, 2021). The banking industry is experiencing a flying 

development with digital services, which act as a crucial integral element in the lives of banking customers. Digital banking offers financial transaction 

services to its customers and digital facilities to business houses and other vendors (TRAN, 2021). This helps banks increase their customer ratio and 

improve technological services and customer experience (Aji et al., 2020; PwC, 2018). Private and governmental banks offer digital services to their 

customers in every region. The services of digital banking provide continuous support to enhance their competition level and attract more money to the 

circular flow within the economy for its overall growth (Lachhwani & Kanwar, 2020; Zhao et al., 2019; Budianto, 2019; Baker, 2018). 

Security measures in digital banking : 

With the rise of cybercrime and identity theft, banks are investing heavily in security measures to ensure the safety of customer data and transactions as 

there are high chances of breaching the security through viruses, trojan infections, hacking or worms (Banna et al., 2021; Wang et al., 2020). Banks are 

implementing advanced authentication and encryption technologies to protect customer accounts and transactions (Rodrigues et al., 2022). Moreover, 

banks are also leveraging technology to reduce the cost of banking transactions. They are offering lower-cost digital channels, such as online and 

mobile banking, in reducing or eliminating fees for routine transactions, such as bill payments and transfers (Saroy et al., 2023; Mew & Millan, 2021; 

Al-Abdallah et al., 2021; Kapoor et al., 2020; Giovanis et al., 2019). Although, manual banking has been the traditional way of conducting banking 

transactions for several decade which requires for a large workforce as well as high maintenance of the banking systems (BTPN, 2021). Then, with the 

rise of digital technologies, the banking industry has undergone a significant transformation by emerging as a popular alternative to manual banking, 

offering customers greater convenience and accessibility (Rangaswamy et al., 2022; Chauhan, 2018; Mbama & Ezepue, 2018; A. Asongu &  

Nwachukwu, 2018). 

Impact of Covid-19 Pandemic on digital banking 

However, the occurrence of COVID-19 pandemic has disrupted business operations and customer behavior worldwide, with the banking industry being 

no exception (Rukasha et al., 2021; Turner & Morrison, 2020; Ting et al., 2020). But the pandemic has resulted in significant changes in the banking 

industry with a shift towards more use of digitalization as a measure of social distancing and the closure of physical bank branches (Thapar et al., 2022; 

Durr, 2020). Branch closures have made it difficult for customers to access traditional banking services. Banks have invested in digital technologies to 

improve their digital banking services and offer customers a better experience (Agarwal et al., 2022; Giatsidis et al., 2019). AI, blockchain and 

machine learning have been used to develop Chabot’s and virtual assistants, which can handle customer inquiries and provide assistance during the time 

of pandemics (Kumari & Devi, 2022; Königstorfer & Thalmann, 2020). While the shift towards digital banking has brought many benefits, it has also 

presented challenges for banks. The increased demand for digital services has put pressure on banks to ensure their systems are reliable and secure 

(Hossain et al., 2021). Cybersecurity threats have increased as a result of the pandemic, with hackers taking advantage of the increased use of digital 

banking services (Marchiani et al., 2022). Banks have had to invest in cybersecurity measures to protect their systems and customer data. 

Effect of Covid-19 Pandemic on digital banking 

The COVID-19 pandemic has compelled people to adopt digital payment applications, leading to an unprecedented surge in usage (Fung et al., 2020). 

However, not all individuals are comfortable or willing to use e-Wallets; they are driven to do so due to the outbreak of the coronavirus. They 

furthermore added that that female users express greater concern about e-Wallet security than male users. Regardless of the forced adoption, security 

concerns are prevalent and, on the rise, which serves as a warning to developers and service providers. Although the use of e-Wallets has exponentially 

increased during the COVID-19 pandemic, it is important to recognize that this adoption is compelled rather than voluntary (Undale et al., 2020). On 

the contrary, the pandemic has influenced the preference for e-banking, leading to notable changes in the usage of traditional banking services (Sarmah 

et al., 2021). Specifically, factors such as trust, safety and security, reliability, website design, and customer support have become crucial considerations 

by the customers for the digital banking (Kapoor et al., 2022; Istijanto & Handoko, 2022; Liébana-Cabanillas et al., 2020; Ul Haq & Awan, 2020; 

Baicu et al., 2020; Sinha et al., 2019). In addition, the customers also consider other factors, including the technological expertise, service quality, 

pricing, timeliness, payment options, administrative processes, and psychological factors when choosing banks during the COVID-19 pandemic 

(Harun, 2022). Besides this, the usage of mobile banking applications during pandemic have played a crucial role in promoting social distancing and 
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ensuring the safety of individuals by enabling them to conduct financial transactions from the comfort of their homes which indirectly resulted into 

positive behavior of customers towards the adoption of mobile banking (Nair et al., 2021). Despite social restrictions, the personal innovativeness of 

users for digital payments, especially those in the Zen Z age range, becomes significant as they tend to embrace new technology. As they prioritize their 

primary needs over social sentiments, resulted by the lack of a significant impact between social influence and the intention to use digital banking 

(Musyaffi et al., 2021). Conversely, from the perspective of retailers or shopkeepers, the main challenges include customers' lack of familiarity with 

mobile payment systems, employees' insufficient knowledge of such systems, poor management orientation, and customers' limited computer literacy 

which acts as a road block to the smooth usage of digital system (Jayarathne et al., 2022; Sharma, 2019). In conclusion, the researchers have observed 

a noteworthy increase in the value of mobile banking transactions, the number of mobile banking agents, and the opening of mobile banking accounts 

during the pandemic. Additionally, there has been a decline in interbank fund transfers through the RTGS and ACH systems. In various countries, 

mobile banking has emerged as the primary payment method during the COVID-19 pandemic (Tut, 2023; Boonsiritomachai & Sud-On, 2022) 

Role of Government in digitalization of banking services 

Government in the series of Digitalization has launched a new policy towards digital banking system that is the 75 different districts of India will have 

75 units of digital banking with a motive to provide easy banking access to the citizens of villages and towns with more security in the banking 

structure (Ministry of Finance, 2022). Another step by Indian Government in the promotion of digital banking facilities was the launch of “DigiDhan 

Mission” in year 2017 with an aim of developing the easy digital payment channels along with a campaign of spreading awareness, education and 

training for using more digital payment methods (Ministry of Electronics & Information Technology, 2021). The concept of digitalization inside the 

banking area is frequently found in India since the foundation of ATMs. Also, improvements like Electronic Compensation Service, MICR, 

Telebanking, RTGS (Real-Time Gross Settlement), Electronic Funds Transfer system, point of sale terminal, and so on are generally seen within the 

banking industry (Haralayya, 2021). Digital banking has brought about reducing the various expenses radically and has generated its income from the 

different sources. Different advances and drives had been embraced by the National Payment Corporation of India (NPCI) as well as the Reserve Bank 

of India (RBI) in reinforcing the settlement and payment structure in banks very much like the send-off of Bharat Interface and United Payments 

Interface (UPI) for Cash. It is because of such drives and stages, bank account holders presently don't need to keep cash close by them any longer, they 

will currently apply exchanges anyplace whenever (Garg & Panchal, 2017). 

Factors affecting customer behavior and acceptance: 

Various theoretical frameworks can help explain the behavior of rural customers in adopting digital banking services. The Technology Acceptance 

Model (TAM) suggests that customers' behavioral intentions are influenced by their perceptions of the usefulness and ease of use of a technology which 

has a positive and direct impact upon the acceptance of digital banking services by the customers (Alnemer, 2022; Lara-Rubio et al., 2020; C.C. & 

Prathap, 2020; Singh et al., 2020; de Luna et al., 2019; Al-Maroof & Al-Emran, 2018). However, from the perspective of bank clients, the COVID-19 

pandemic did not have an impact on digital banking effectiveness (Ghani et al., 2022; Singh & Sharma, 2022; Alnemer, 2022). Also, some previous 

studies on technology-driven banking services indicates that the satisfaction of customers relies on various factors, including the quality of service and 

functionality, the perceived value, the engagement between employees and customers, the perceived ease of use, as well as the perceived level of risk 

(Mbama et al., 2018). The Unified Theory of Acceptance and Use of Technology (UTAUT) extends this by incorporating additional factors like social 

influence and facilitating conditions personal innovativeness, anxiety, and trust were identified as significant indirect factors influencing consumer use 

behavior through attitude and behavioral intention (Abu-Taieh et al., 2022; Akinnuwesi et al., 2022; Jadil et al., 2021; Patil et al., 2020). In addition, 

the newly introduced aspect of grievance redressal was found to directly impact Indian consumer use behavior in mobile payment, along with 

performance expectancy and behavioral intention (Jena, 2022; Daka & Phiri, 2019). These models can be used to analyze the factors that shape rural 

customers' intentions and actual usage of digital banking services in Rajasthan.  

Milestones and initiatives in digital banking 

On the basis of Reserve Bank of India (RBI) of 2016-2017 outline, nearly 2, 22,475 ATMs are established across the nation and the number of POS 

system (Point of Sale) was recoded to 25, 29,141. Execution of Electronic Clearing Service (ECS), National Electronic Fund Transfer (NEFT), Check 

Truncation System, Real Time Gross Settlement (RTGS), Mobile banking industry, Credit, Debit as well as Prepaid Cards, have all acquired wide 

acknowledgment in Indian banking (Shaikh & Anwar, 2022). These are astounding milestones inside the digital transformation in the banking area. 

Internet based banking transactions has transformed the essence of banking and has accomplished a significant modification in banking systems (Alagh, 

2020). Likewise, the banks take specific initiatives or bring some services to their customers, which can ease their practices and adopt more banking 

services into their daily lives. ICICI bank in India was the first private bank to launch digital banking for its customer, which later on was promoted by 

Government and adopted by various other banks in the Country (Invest, 2020). The primary aim of establishing banking units by government in India is 

to lend and receive money from its citizens for a smooth circular flow of money in the economy. The banks not only provide their services to ordinary 

people but also helps Government to buy or deposit their treasury in a safe place (Jingar et al., 2022). In an economically developing nation like India, 

where most of the citizens belong to rural or semi-urban area, it is very much essential to have a banking facility in such areas so that people from the 

rural area can also avail of banking services and have safety for their money (Kaur et al., 2021). 
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Growth in digital payment usage in India 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1: UPI transactions (FY2016-17 to FY2020-21) 

Source: Ministry of Electronics & Information Technology 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2: Bharat Bill Payment System (BBPS) (FY 2017-18 to FY 2020-21) 

Source: Ministry of Electronics & Information Technology 
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Figure 3: Growth in Digital Payments during COVID-19 

Source: Ministry of Electronics & Information Technology 

Payments through digital mode have consistently been expanding since most recent couple of years. The complete exchange volume has expanded from 

1,004 crore in Financial Year 2016-2017 to 5,554 crore in Financial Year 2020-21. The number of dealings through BHIM UPI was 1.79 crore in year 

2016-17 which rose to 2,233.07 crore in financial year 2020-21. Bharat Bill Payment System (BBPS) comes up with an extensible and effectively open 

repeating and bill payment facilities to customers through numerous platforms like Mobile banking, Internet banking, UPI, Mobile applications, and so 

on. As of now, billers from 18 different categories across India are being embarked on BBPS having a value of ₹1,103 crore in financial year 2017-18 

which records to ₹42,974 crore by the year end 2020-21. The Coronavirus pandemic has shown us another advantage of digitalized way of payments, 

its job in empowering medical care. Furnished with digital payment methods like through Quick response code (QR code), Near Field Communication 

(NFC) empowered cards online payments is praising the "new normal" of social-distancing. During the Covid-19 emergency, online payments have 

been keeping economy running and assisting individuals with diminishing contact with infection". As compared to year 2019 there is a huge increase in 

the adoption of digital payment methods in year 2020 by the customers’ for making payments of different purposes.  

RESEARCH GAP 

It would be suitable to discuss the research gap, and after thoroughly studying the above-discussed literature review, the researchers analyzed a deep 

gap within the practices of digital banking activities. Though there is ample literature but there are significantly fewer, or few studies focused on the 

behavior of rural customers, especially from Rajasthan, where more than 75.13% of the total population comprises from the rural or remote areas and 

the number of bank branches available is nearly to 5,867 comprising of only 11,734 ATMs and 23,468 POS machines.  

Rural customers in Rajasthan may be hesitant to adopt digital banking services due to lack of awareness and knowledge about the services. Moreover, 

trust and security concerns can be a significant factor in the rejection of digital banking services by the customers (Sharma & Sharma, 2019). Also, 

access to technology, such as smartphones and the internet, has also an influence towards the acceptance or rejection of digital banking services in rural 

areas of Rajasthan. Although, the perceived benefits of digital banking services can influence their acceptance of digital banking services by the 

customers in Rajasthan. Hence, it was decided to analyze the behavior of rural customers for the digitalization of banking activities especially from 

Rajasthan.  

 

  
 
 
 
 
 
 
 
 
 
 
 
 

Figure 4: Scopus Database 
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Figure 6: Scopus Database 

From the above statistics, it seems that little research has been carried to analyze the behavior of rural customers concerning the digital practices 

adopted by Indian Banks in Rajasthan. Similarly, not much research has been reported to determine the acceptance and rejection of utilizing baking 

practices offered digitally by Indian Banks to rural customers’ 

  From the above graphical analysis, it can also be determined that initially there were very few researches has been conducted related to 

digital banking in India, but with the time researchers are understanding the need of hour and are tapping the area with their extensive research. Most of 

the researches has been presented in different conferences and very less are being published in reputed Journals which is being referred by banks, 

managers and other researchers. Also, there are only few authors who has contributed their work towards the digital banking which shows a huge gap 

among the researchers towards their interest in studying the concept of acceptance and rejection of digital baking specifically for the rural areas of 

India. Hence, in order to study the untapped area of digital banking the researchers have decided to work upon the acceptance and rejection of using 

digital services by rural customers in India. 

OBJECTIVES OF THE STUDY 

The study aims to provide insights into the preferences, attitudes, and behaviors of rural customers towards digital banking. The main objectives of the 

study are: 

• To understand the level of awareness among rural customers in Rajasthan about digital banking services. 

• To examine the factors influencing the adoption of digital banking services by rural customers in Rajasthan. 

• To investigate the challenges faced and benefits perceived by rural customers in using digital banking services in Rajasthan. 

Figure 6: Scopus Database 
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• To provide recommendations for enhancing the adoption and usage of digital banking services by rural customers in Rajasthan. 

RESEARCH METHODOLOGY 

The present research is based upon the study of literature available previously and hence involves a qualitative study. In order to make the research 

better, the researcher has utilized several sources relevant to practices of Indian banks in the field of Digitalization like previously published Journals, 

Articles, Web-based material and others that can contribute to a clear understanding of the research objectives. Articles which are not supportive to the 

present research has not been considered for in-depth analysis of the study, hence articles relevant to the behavior of rural customers for digital banking 

services has only been included in the study. 

LIMITATIONS AND FUTURE RESEACH DIRECTION 

 The present study is limited to only one State of India that is Rajasthan, and we concur that the future research could add more states or 

different regions of the Country. Secondly, our study focuses only on rural customers, though population from urban or Semi-Urban areas also 

perceives different behavior towards the banking services. Furthermore, the study is limited to a qualitative understanding, leaving scope for 

quantitative analysis of prospects which could bring disruptive results in the field of digitization of banking services. Also, our study revolves around 

determining the behavior of rural customers for digital banking services which can be expanded through making comparisons among rural and urban 

customers or with different banks by adding some more variables to it. 

 Constructing to the research outcomes, future research can be extended to a degree of its findings by using more data or reviews from 

prominent sources of academic research. Some more Bibliometric analysis could be considered for the study which carries relevant sources equally in 

the study. The use of language was restricted to English only while doing the review however, future studies can cover non-English language articles, 

conference papers or book chapters to get into more results about digitalization of banking services. Also, we proclaim that there are there are several 

areas of digital banking services which could be directly related to the topic therefore, we expect that the present study will be able to encourage the 

researchers who conducts their study on digital banking to devote more time and efforts to this growing field of research and to stay up to date with this 

in vogue field of digital banking research.  

CONCLUSION 

Theoretical Implications 

In conclusion, digitalization of banking in developing countries like India is an emerging trend that is transforming the banking sector. The increasing 

penetration of the internet and smartphones in the country has created a huge market for digital banking services. The impact of digitalization on 

banking in India has been significant, making banking services more accessible, convenient, and affordable for customers. As the digital revolution 

continues to grow, it is likely that digital banking will become even more popular in India in the coming years. Banks are leveraging technology to offer 

accessibility, convenience, and safety to customers while reducing the cost of banking transactions. By continuing to innovate and invest in technology, 

banks can further enhance the accessibility, convenience, and safety of banking services while reducing transaction costs for customers. However, the 

personalized experience offered by manual banking may be preferred by some customers, which can impact their satisfaction levels. Banks must strike 

a balance between offering digital services and maintaining a personalized experience for their customers. 

The study also found that access to technology and internet connectivity were two critical factors that influenced the adoption of digital banking 

services. Customers who had access to reliable internet and digital devices were more likely to adopt digital banking services compared to those who 

did not. Moreover, the research suggests that factors such as trust and security concerns, lack of awareness and understanding of digital banking 

services, and inadequate customer support and assistance were also important factors that influenced the adoption of digital banking services in rural 

areas. Thus, it is relevant for bankers to comprehend and address their customer’s requirements to improve their different digital banking services. 

Overall, the findings of this study highlight the urgent need for increased awareness and education about digital banking services among rural 

customers in Rajasthan, in order to promote financial inclusion and improve access to banking services in these areas. 

Practical Implications for Banking Institutions and Policymakers: 

Understanding the behavior of rural customers over the digitalization of banking services in Rajasthan has significant implications for banking 

institutions and policymakers. Insights derived from this research can assist banks in designing tailored products, services, and digital platforms that 

align with the needs, preferences, and constraints of rural customers. Policymakers can utilize these findings to develop initiatives aimed at enhancing 

digital literacy, improving financial infrastructure, and promoting digital inclusion in rural areas. 

 

REFERENCES : 

 

1. Asongu, S., & Nwachukwu, J. C. (2018). Comparative human development thresholds for absolute and relative pro-poor mobile banking in 

developing countries. Information Technology & People, 31(1), 63–83. https://doi.org/10.1108/itp-12-2015-0295 



International Journal of Research Publication and Reviews, Vol (5), Issue (7), July (2024), Page – 4050-4060                        4057 

 

2. Abu-Taieh, E. M., AlHadid, I., Abu-Tayeh, S., Masa’deh, R., Alkhawaldeh, R. S., Khwaldeh, S., & Alrowwad, A. (2022). Continued 

Intention to Use of M-Banking in Jordan by Integrating UTAUT, TPB, TAM and Service Quality with ML. Journal of Open Innovation: 

Technology, Market, and Complexity, 8(3), 120. https://doi.org/10.3390/joitmc8030120 

3. Agarwal, P., Swami, S., & Malhotra, S. K. (2022). Artificial Intelligence Adoption in the Post COVID-19 New-Normal and Role of Smart 

Technologies in Transforming Business: a Review. Journal of Science and Technology Policy Management, ahead-of-print(ahead-of-print). 

https://doi.org/10.1108/jstpm-08-2021-0122 

4. Aji, H. M., Berakon, I., & Md Husin, M. (2020). COVID-19 and e-wallet usage intention: A multigroup analysis between Indonesia and 

Malaysia. Cogent Business & Management, 7(1), 1804181. https://doi.org/10.1080/23311975.2020.1804181 

5. Akinnuwesi, B. A., Uzoka, F.-M. E., Fashoto, S. G., Mbunge, E., Odumabo, A., Amusa, O. O., Okpeku, M., & Owolabi, O. (2022). A 

modified UTAUT model for the acceptance and use of digital technology for tackling COVID-19. Sustainable Operations and Computers, 

3, 118–135. https://doi.org/10.1016/j.susoc.2021.12.001 

6. Al-Abdallah, G., Khair, N., & Elmarakby, R. (2021). The Impact of Social Networking Sites on Luxury Vehicles Purchase Decision Process 

in Gulf Cooperation Council Countries. Journal of International Consumer Marketing, 33(5), 1–19. 

https://doi.org/10.1080/08961530.2020.1867023 

7. Alagh, C. (2020, November 13). Impact of digitalisation on the Indian banking sector. The Daily Guardian. 

https://thedailyguardian.com/impact-of-digitalisation-on-the-indian-banking-sector/ 

8. Alalwan, A. A., Baabdullah, A. M., Rana, N. P., Tamilmani, K., & Dwivedi, Y. K. (2018). Examining adoption of mobile internet in Saudi 

Arabia: Extending TAM with perceived enjoyment, innovativeness and trust. Technology in Society, 55, 100–110. 

https://doi.org/10.1016/j.techsoc.2018.06.007 

9. Al-Maroof, R. A. S., & Al-Emran, M. (2018). Students Acceptance of Google Classroom: An Exploratory Study using PLS-SEM Approach. 

International Journal of Emerging Technologies in Learning (IJET), 13(06), 112. https://doi.org/10.3991/ijet.v13i06.8275 

10. Alnemer, H. A. (2022). Determinants of digital banking adoption in the Kingdom of Saudi Arabia: A technology acceptance model 

approach. Digital Business, 2(2), 100037. https://doi.org/10.1016/j.digbus.2022.100037 

11. Ananda, S., Devesh, S., & Al Lawati, A. M. (2020). What factors drive the adoption of digital banking? An empirical study from the 

perspective of Omani retail banking. Journal of Financial Services Marketing, 25(1-2), 14–24. https://doi.org/10.1057/s41264-020-00072-y 

12. Authority, H. K. M. (2023, May 2). Hong Kong Monetary Authority - Virtual Banks. Hong Kong Monetary Authority. 

https://www.hkma.gov.hk/eng/key-functions/banking/banking-regulatory-and-supervisory-regime/virtual-banks/ 

13. Baicu, C. G., Gârdan, I. P., Gârdan, D. A., & Epuran, G. (2020). The impact of COVID-19 on consumer behavior in retail banking. 

Evidence from Romania. Management & Marketing. Challenges for the Knowledge Society, 15(s1), 534–556. 

https://doi.org/10.2478/mmcks-2020-0031 

14. Baker, S. R. (2018). Debt and the Response to Household Income Shocks: Validation and Application of Linked Financial Account Data. 

Journal of Political Economy, 126(4), 1504–1557. https://doi.org/10.1086/698106 

15. Banna, H., Hassan, M. K., Ahmad, R., & Alam, M. R. (2021). Islamic banking stability amidst the COVID-19 pandemic: the role of digital 

financial inclusion. International Journal of Islamic and Middle Eastern Finance and Management, 15(2), 310–330. 

https://doi.org/10.1108/imefm-08-2020-0389 

16. Bhimrajka, H. (2020, October 23). The digitalization of the banking sector : hits and misses. IPleaders. 

https://blog.ipleaders.in/digitalization-banking-sector-hits-misses/ 

17. Boonsiritomachai, W., & Sud-On, P. (2022). Promoting habitual mobile payment usage via the Thai government’s 50:50 co-payment 

scheme. Asia Pacific Management Review. https://doi.org/10.1016/j.apmrv.2022.07.006 

18. BTPN. (2021). Jenius : BTPN. Bank Btpn; SMBC. https://www.btpn.com/en/tentang-kami/segmen-usaha/jenius 

19. Budianto, A. (2019). Customer Loyalty: Quality of Service. Journal of Management Review, 3(1), 299. 

https://doi.org/10.25157/jmr.v3i1.1808 

20. C.C., S., & Prathap, S. K. (2020). Continuance adoption of mobile-based payments in Covid-19 context: an integrated framework of health 

belief model and expectation confirmation model. International Journal of Pervasive Computing and Communications, 16(4), 351–369. 

https://doi.org/10.1108/ijpcc-06-2020-0069 

21. Chauhan, Y. (2018, April 17). How Important Is Digital Banking. Techfunnel; Techfunnel. https://www.techfunnel.com/fintech/how-

important-is-digital-banking/ 

22. Chawla, D., & Joshi, H. (2017). Consumer perspectives about mobile banking adoption in India – a cluster analysis. International Journal of 

Bank Marketing, 35(4), 616–636. https://doi.org/10.1108/ijbm-03-2016-0037 

23. Chawla, D., & Joshi, H. (2019). Consumer attitude and intention to adopt mobile wallet in India – An empirical study. International Journal 

of Bank Marketing, 37(7), 1590–1618. https://doi.org/10.1108/ijbm-09-2018-0256 

24. Daka, G. C., & Phiri, J. (2019). Factors Driving the Adoption of E-banking Services Based on the UTAUT Model. International Journal of 

Business and Management, 14(6), 43. https://doi.org/10.5539/ijbm.v14n6p43 

25. de Luna, I. R., Liébana-Cabanillas, F., Sánchez-Fernández, J., & Muñoz-Leiva, F. (2019). Mobile payment is not all the same: The adoption 

of mobile payment systems depending on the technology applied. Technological Forecasting and Social Change, 146, 931–944. 

https://doi.org/10.1016/j.techfore.2018.09.018 

26. Demirguc-Kunt, A., Klapper, L., Singer, D., Ansar, S., & Hess, J. (2018). Opportunities for Expanding Financial Inclusion Through Digital 

Technology. In https://elibrary.worldbank.org/doi/book/10.1596/978-1-4648-1259-0 (pp. 86–106). World Bank Group. 

https://doi.org/10.1596/978-1-4648-1259-0_ch6 

https://doi.org/10.1108/jstpm-08-2021-0122
https://thedailyguardian.com/impact-of-digitalisation-on-the-indian-banking-sector/
https://doi.org/10.2478/mmcks-2020-0031
https://blog.ipleaders.in/digitalization-banking-sector-hits-misses/
https://doi.org/10.1016/j.apmrv.2022.07.006
https://doi.org/10.1108/ijpcc-06-2020-0069
https://doi.org/10.1108/ijbm-03-2016-0037


International Journal of Research Publication and Reviews, Vol (5), Issue (7), July (2024), Page – 4050-4060                        4058 

 

27. Diener, F., & Špaček, M. (2021). Digital Transformation in Banking: A Managerial Perspective on Barriers to Change. MDPI Sustainability, 

13(4), 2032. https://doi.org/10.3390/su13042032 

28. Dootson, P., Beatson, A., & Drennan, J. (2016). Financial institutions using social media – do consumers perceive value? International 

Journal of Bank Marketing, 34(1), 9–36. https://doi.org/10.1108/ijbm-06-2014-0079 

29. Durr, M. (2020, March 4). World Health Organization says cash may contribute to spread of coronavirus, promotes paperless spending. 

Mlive; Michigan. https://www.mlive.com/coronavirus/2020/03/world-health-organization-says-cash-may-contribute-to-spread-of-

coronavirus-promotes-paperless-spending.html 

30. Fathima, J. S. (2020). Challenge Management of Banking Services – with Special Reference to Virtual Banking Service Challenges. 

Shanlax International Journal of Management, 7(3), 57–66. https://doi.org/10.34293/management.v7i3.1620 

31. Fung, D. W. H., Lee, W. Y., Yeh, J. J. H., & Yuen, F. L. (2020). Friend or foe: The divergent effects of FinTech on financial stability. 

Emerging Markets Review, 45, 100727. https://doi.org/10.1016/j.ememar.2020.100727 

32. Gai, K., Qiu, M., & Sun, X. (2018). A survey on FinTech. Journal of Network and Computer Applications, 103(1), 262–273. 

https://doi.org/10.1016/j.jnca.2017.10.011 

33. Garg, P., & Panchal, M. (2017). Study on Introduction of Cashless Economy in India 2016: Benefits & Challenge’s. IOSR Journal of 

Business and Management, 19(04), 116–120. https://doi.org/10.9790/487x-190402116120 

34. Ghani, E. K., Ali, M. M., Musa, M. N. R., & Omonov, A. A. (2022). The Effect of Perceived Usefulness, Reliability, and COVID-19 

Pandemic on Digital Banking Effectiveness: Analysis Using Technology Acceptance Model. Sustainability, 14(18), 11248. 

https://doi.org/10.3390/su141811248 

35. Giatsidis, I., Kitsios, F., & Kamariotou, M. (2019). Digital Transformation and User Acceptance of Information Technology in the Banking 

Industry. 8th International Symposium & 30th National Conference on Operational Research, 6–10. 

36. Giovanis, A., Athanasopoulou, P., Assimakopoulos, C., & Sarmaniotis, C. (2019). Adoption of mobile banking services. International 

Journal of Bank Marketing, 37(5), 1165–1189. https://doi.org/10.1108/ijbm-08-2018-0200 

37. Haralayya, B., & Aithal, P. S. (2021). IMPLICATIONS OF BANKING SECTOR ON ECONOMIC DEVELOPMENT IN INDIA . Flusser 

Studies, 30, 1068–1080. Researchgate.net. 

38. Haralayya, Dr. B. (2021). Study of Banking Services Provided by Banks in India. SSRN Electronic Journal, 2(6). 

https://doi.org/10.2139/ssrn.3860862 

39. Harun, M. A. (2022). Customers’ choice of the bank during the Covid-19 pandemic: the moderating effect of different banks in Bangladesh. 

South Asian Journal of Marketing, 4(1), 33–50. https://doi.org/10.1108/sajm-01-2022-0004 

40. Hossain, Md. A., Jahan, N., & Kim, M. (2021). A multidimensional and hierarchical model of banking services and behavioral intentions of 

customers. International Journal of Emerging Markets, 18(4), 845–867. https://doi.org/10.1108/ijoem-07-2020-0831 

41. Invest, T. (2020, October 23). Digital Banking - Meaning, Types, Products, And Services. Digital Banking and Its Foray into the Banking 

Sector; Tavaga. https://tavaga.com/blog/digital-banking-and-its-foray-into-the-banking-sector/ 

42. Istijanto, & Handoko, I. (2022). Customers’ continuance usage of mobile payment during the COVID-19 pandemic. Spanish Journal of 

Marketing - ESIC, 26(3), 345–362. https://doi.org/10.1108/sjme-02-2022-0016 

43. Jadil , Y., Rana , N. P., & Dwivedi, Y. K. (2021). A meta-analysis of the UTAUT model in the mobile banking literature: The moderating 

role of sample size and culture. Journal of Business Research, 132, 354–372. https://doi.org/10.1016/j.jbusres.2021.04.052 

44. Jayarathne, P. G. S. A., Chathuranga, B. T. K., Dewasiri, N. J., & Rana, S. (2022). Motives of mobile payment adoption during COVID-19 

pandemic in Sri Lanka: a holistic approach of both customers’ and retailers’ perspectives. South Asian Journal of Marketing, 4(1), 51–73. 

https://doi.org/10.1108/sajm-03-2022-0013 

45. Jebarajakirthy, C., & Shankar, A. (2021). Impact of online convenience on mobile banking adoption intention: A moderated mediation 

approach. Journal of Retailing and Consumer Services, 58, 102323. https://doi.org/10.1016/j.jretconser.2020.102323 

46. Jena, R. K. (2022). Examining the Factors Affecting the Adoption of Blockchain Technology in the Banking Sector: An Extended UTAUT 

Model. International Journal of Financial Studies, 10(4), 90. https://doi.org/10.3390/ijfs10040090 

47. Jingar, P., Meena, R., & Gupta, S. (2022). Integrating new technologies in international business : opportunities and challenges (1st ed., p. 

Chapter-10). Apple Academic Press. 

48. Kang, J. (2018). Mobile payment in Fintech environment: trends, security challenges, and services. Human-Centric Computing and 

Information Sciences, 8(32). https://doi.org/10.1186/s13673-018-0155-4 

49. Kapoor, A., Sindwani, R., & Goel, M. (2020). Mobile Wallets: Theoretical and Empirical Analysis. Global Business Review, 

097215092096125. https://doi.org/10.1177/0972150920961254 

50. Kapoor, A., Sindwani, R., Goel, M., & Shankar, A. (2022). Mobile wallet adoption intention amid COVID-19 pandemic outbreak: A novel 

conceptual framework. Computers & Industrial Engineering, 172(B), 108646. https://doi.org/10.1016/j.cie.2022.108646 

51. Kaur, S. J., & Ali, L. (2021). Understanding bank employees’ perception towards technology enabled banking: a developing country 

perspective. Journal of Financial Services Marketing, 26(3), 129–143. https://doi.org/10.1057/s41264-021-00100-5 

52. Kaur, S. J., Ali, L., Hassan, M. K., & Al-Emran, M. (2021). Adoption of digital banking channels in an emerging economy: exploring the 

role of in-branch efforts. Journal of Financial Services Marketing, 26, 107–121. https://doi.org/10.1057/s41264-020-00082-w 

53. Königstorfer, F., & Thalmann, S. (2020). Applications of Artificial Intelligence in commercial banks – A research agenda for behavioral 

finance. Journal of Behavioral and Experimental Finance, 27, 100352. https://doi.org/10.1016/j.jbef.2020.100352 

54. Kumar, A., Dhingra, S., Batra, V., & Purohit, H. (2020). A Framework of Mobile Banking Adoption in India. Journal of Open Innovation: 

Technology, Market, and Complexity, 6(2), 40. https://doi.org/10.3390/joitmc6020040 

https://doi.org/10.9790/487x-190402116120
https://doi.org/10.3390/su141811248
https://doi.org/10.2139/ssrn.3860862
https://doi.org/10.1108/sajm-01-2022-0004
https://tavaga.com/blog/digital-banking-and-its-foray-into-the-banking-sector/
https://doi.org/10.1108/sjme-02-2022-0016
https://doi.org/10.1108/sajm-03-2022-0013
https://doi.org/10.1016/j.cie.2022.108646
https://doi.org/10.1057/s41264-021-00100-5
https://doi.org/10.1057/s41264-020-00082-w


International Journal of Research Publication and Reviews, Vol (5), Issue (7), July (2024), Page – 4050-4060                        4059 

 

55. Kumari, A., & Devi, N. C. (2022). The Impact of FinTech and Blockchain Technologies on Banking and Financial Services. Technology 

Innovation Management Review, 12(1/2). https://doi.org/10.22215/timreview/1481 

56. Lachhwani, H., & Kanwar, A. (2020). A Study on Customer Preference towards Digital Banking: A Study of customers at Ahmedabad. 

SKIPS Anveshan, 1(2). https://doi.org/10.53031/skips.1.2.2020.01 

57. Lara-Rubio, J., Villarejo-Ramos, A. F., & Liébana-Cabanillas, F. (2020). Explanatory and predictive model of the adoption of P2P payment 

systems. Behaviour & Information Technology, 40(6), 528–541. https://doi.org/10.1080/0144929x.2019.1706637 

58. Lee, J.-M., & Kim, H.-J. (2020). Determinants of adoption and continuance intentions toward Internet-only banks. International Journal of 

Bank Marketing, 38(4), 843–865. https://doi.org/10.1108/ijbm-07-2019-0269 

59. Liébana-Cabanillas, F., García-Maroto, I., Muñoz-Leiva, F., & Ramos-de-Luna, I. (2020). Mobile Payment Adoption in the Age of Digital 

Transformation: The Case of Apple Pay. Sustainability, 12(13), 5443. https://doi.org/10.3390/su12135443 

60. Malini, A., & Menon, D. G. (2017). Technological innovations in the banking sector in India: An analysis. 2017 International Conference 

on Technological Advancements in Power and Energy ( TAP Energy). https://doi.org/10.1109/tapenergy.2017.8397342 

61. Marchiani, S., Dabizzi, S., Degl’Innocenti, S., Fino, M. H., Torcia, M., Paoli, D., Lombardo, F., Ciccone, N., Pollini, S., Rossolini, G. M., 

Vignozzi, L., Krausz, C., & Baldi, E. (2022). Safety issues in semen banks during the COVID-19 pandemic: data from a European survey. 

Journal of Endocrinological Investigation, 45(5), 973–980. https://doi.org/10.1007/s40618-021-01728-9 

62. Mbama, C. I., & Ezepue, P. O. (2018). Digital banking, customer experience and bank financial performance. International Journal of Bank 

Marketing, 36(2), 230–255. https://doi.org/10.1108/ijbm-11-2016-0181 

63. Mbama, C. I., Ezepue, P., Alboul, L., & Beer, M. (2018). Digital banking, customer experience and financial performance. Journal of 

Research in Interactive Marketing, 12(4), 432–451. https://doi.org/10.1108/jrim-01-2018-0026 

64. Mew, J., & Millan, E. (2021). Mobile wallets: key drivers and deterrents of consumers’ intention to adopt. The International Review of 

Retail, Distribution and Consumer Research, 31(2), 182–210. https://doi.org/10.1080/09593969.2021.1879208 

65. Ministry of Electronics & Information Technology. (2021, December 21). DigiDhan Mission | Ministry of Electronics and Information 

Technology, Government of India. Www.meity.gov.in. https://www.meity.gov.in/digidhan-mission 

66. Ministry of Finance. (2022). PM dedicates 75 Digital Banking Units across 75 districts to the nation. Pib.gov.in. 

https://pib.gov.in/PressReleasePage.aspx?PRID=1868239 

67. Musyaffi, A. M., Sari, D. A. P., & Respati, D. K. (2021). Understanding of Digital Payment Usage During COVID-19 Pandemic: A Study 

of UTAUT Extension Model in Indonesia. The Journal of Asian Finance, Economics and Business, 8(6), 475–482. 

https://doi.org/10.13106/jafeb.2021.vol8.no6.0475 

68. Nair, A. B., Prabhu, K. S., Aditya, B. R., Durgalashmi, C. V., & Prabhu, A. S. (2021). Study on the Usage of Mobile Banking Application 

during COVID-19 Pandemic. Webology, 18(Special Issue 02), 190–207. https://doi.org/10.14704/web/v18si02/web18066 

69. Ozili, P. K. (2018). Impact of digital finance on financial inclusion and stability. Borsa Istanbul Review, 18(4), 329–340. Sciencedirect. 

https://doi.org/10.1016/j.bir.2017.12.003 

70. Patil, P., Tamilmani, K., Rana, N. P., & Raghavan, V. (2020). Understanding consumer adoption of mobile payment in India: Extending 

Meta-UTAUT model with personal innovativeness, anxiety, trust, and grievance redressal. International Journal of Information 

Management, 54, 102144. https://doi.org/10.1016/j.ijinfomgt.2020.102144 

71. Popova, Y. (2021). Economic Basis of Digital Banking Services Produced by FinTech Company in Smart City. Journal of Tourism and 

Services, 12(23), 86–104. https://doi.org/10.29036/jots.v12i23.275 

72. Press Information Bureau Delhi. (2023, February 8). Digital Transactions in India. Pib.gov.in. 

https://pib.gov.in/PressReleaseIframePage.aspx?PRID=1897272 

73. Press Trust of India. (2021, June 3). Active internet users in India likely to reach 900 mn by 2025: IAMAI. Business Standard India. 

https://www.business-standard.com/article/technology/active-internet-users-in-india-likely-to-reach-900-mn-by-2025-iamai-

121060300710_1.html 

74. PwC. (2018). Digital Banking in Indonesia by Pricewaterhouse Coopers. 

https://www.pwc.com/id/en/publications/assets/financialservices/digital-banking-survey-2018-pwcid.pdf 

75. Rangaswamy, E., Nadipilli, N., & Nawaz, N. (2022). A Comparative Study of Traditional Bank A and Digital Bank B from an 

Organizational Innovation Perspective. Innovation of Business, and Digitalization during Covid-19 Pandemic, 60, 357–375. 

https://doi.org/10.1007/978-3-031-08090-6_21 

76. Rodrigues, A. R. D., Ferreira, F. A. F., Teixeira, F. J. C. S. N., & Zopounidis, C. (2022). Artificial intelligence, digital transformation and 

cybersecurity in the banking sector: A multi-stakeholder cognition-driven framework. Research in International Business and Finance, 60, 

101616. https://doi.org/10.1016/j.ribaf.2022.101616 

77. Rukasha, T., Nyagadza, B., Pashapa, R., & Muposhi, A. (2021). Covid-19 impact on Zimbabwean agricultural supply chains and markets: A 

sustainable livelihoods perspective. Cogent Social Sciences, 7(1), 1928980. https://doi.org/10.1080/23311886.2021.1928980 

78. Sarmah, R., Dhiman, N., & Kanojia, H. (2021). Understanding intentions and actual use of mobile wallets by millennial: an extended TAM 

model perspective. Journal of Indian Business Research, 13(3), 361–381. https://doi.org/10.1108/jibr-06-2020-0214 

79. Saroy, R., Jain, P., Awasthy, S., & Dhal, S. C. (2023). Impact of digital payment adoption on Indian banking sector efficiency. Journal of 

Banking and Financial Technology. Springer. https://doi.org/10.1007/s42786-023-00047-2 

80. Shaikh, I., & Anwar, M. (2022). Digital bank transactions and performance of the Indian banking sector. Applied Economics, 55(8), 839–

852. https://doi.org/10.1080/00036846.2022.2094880 

81. Shankar, A., & Rishi, B. (2020). Convenience matter in mobile banking adoption intention? Australasian Marketing Journal (AMJ), 28(4), 

273–285. https://doi.org/10.1016/j.ausmj.2020.06.008 

https://doi.org/10.53031/skips.1.2.2020.01
https://doi.org/10.1108/ijbm-07-2019-0269
https://doi.org/10.1109/tapenergy.2017.8397342
https://doi.org/10.1007/s40618-021-01728-9
https://www.meity.gov.in/digidhan-mission
https://pib.gov.in/PressReleasePage.aspx?PRID=1868239
https://doi.org/10.13106/jafeb.2021.vol8.no6.0475
https://doi.org/10.14704/web/v18si02/web18066
https://pib.gov.in/PressReleaseIframePage.aspx?PRID=1897272
https://www.business-standard.com/article/technology/active-internet-users-in-india-likely-to-reach-900-mn-by-2025-iamai-121060300710_1.html
https://www.business-standard.com/article/technology/active-internet-users-in-india-likely-to-reach-900-mn-by-2025-iamai-121060300710_1.html
https://doi.org/10.1007/978-3-031-08090-6_21
https://doi.org/10.1016/j.ribaf.2022.101616
https://doi.org/10.1007/s42786-023-00047-2
https://doi.org/10.1080/00036846.2022.2094880


International Journal of Research Publication and Reviews, Vol (5), Issue (7), July (2024), Page – 4050-4060                        4060 

 

82. Sharma, D. P. (2019). ISSUES ON ETHICS. Journal of Global Economy, 15(1 (Special), 44–48. https://doi.org/10.1956/jge.v15i1 

83. Sharma, S. K., & Sharma, M. (2019). Examining the role of trust and quality dimensions in the actual usage of mobile banking services: An 

empirical investigation. International Journal of Information Management, 44, 65–75. https://doi.org/10.1016/j.ijinfomgt.2018.09.013 

84. Singh, A. K., & Sharma, P. (2022). A study of Indian Gen X and Millennials consumers’ intention to use FinTech payment services during 

COVID-19 pandemic. Journal of Modelling in Management, ahead-of-print(ahead-of-print). https://doi.org/10.1108/jm2-02-2022-0059 

85. Singh, N., Sinha, N., & Liébana-Cabanillas, F. J. (2020). Determining factors in the adoption and recommendation of mobile wallet services 

in India: Analysis of the effect of innovativeness, stress to use and social influence. International Journal of Information Management, 50, 

191–205. https://doi.org/10.1016/j.ijinfomgt.2019.05.022 

86. Sinha, M., Majra, H., Hutchins, J., & Saxena, R. (2019). Mobile payments in India: the privacy factor. International Journal of Bank 

Marketing, 37(1), 192–209. https://doi.org/10.1108/ijbm-05-2017-0099 

87. Sloboda, L., Dunas, N., & Limański, A. (2018). Contemporary challenges and risks of retail banking development in Ukraine. Banks and 

Bank Systems, 13(1), 88–97. https://doi.org/10.21511/bbs.13(1).2018.09 

88. Snehal , M., & Onkar , S. (2020, January). Mobile Banking Market Size, Share | Industry Growth & Analysis by 2026. Allied Market 

Research. https://www.alliedmarketresearch.com/mobile-banking-market 

89. Thapar, N., Kaswan, S., & Sharma, J. (2022). New Developments in Banking Sector and Impact: Covid-19 (K. Sood, R. K. Dhanaraj, B. 

Balusam, S. Grima, & R. U. Maheshwari, Eds.; Big Data: A Game Changer for Insurance Industry  (Emerald Studies in Finance, Insurance, 

and Risk Management), pp. 161–172). Emerald Publishing Limited. https://doi.org/10.1108/978-1-80262-605-620221011 

90. Ting, H., Ling, J., & Cheah, J. H. (2020). Editorial: It Will Go Away!? Pandemic Crisis and Business in Asia. Asian Journal of Business 

Research, 10(1). https://doi.org/10.14707/ajbr.200072 

91. Toader, E., Firtescu, B., Roman, A., & Anton, S. (2018). Impact of Information and Communication Technology Infrastructure on 

Economic Growth: An Empirical Assessment for the EU Countries. Sustainability, 10(10), 3750. https://doi.org/10.3390/su10103750 

92. TRAN, N. A. (2021). Intention to Use Digital Banking Services of Young Retail Customers in Vietnam*. Journal of Asian Finance, 

Economics and Business, 8(8), 387-0397. https://doi.org/10.13106/jafeb.2021.vol8.no8.0387 

93. Turner, J., & Morrison, A. (2020). Designing Slow Cities for More Than Human Enrichment: Dog Tales—Using Narrative Methods to 

Understand Co-Performative Place-Making. Multimodal Technologies and Interaction, 5(1), 1. https://doi.org/10.3390/mti5010001 

94. Tut, D. (2023). FinTech and the COVID-19 pandemic: Evidence from electronic payment systems. Emerging Markets Review, 54, 100999. 

https://doi.org/10.1016/j.ememar.2023.100999 

95. Ul Haq, I., & Awan, T. M. (2020). Impact of e-banking service quality on e-loyalty in pandemic times through interplay of e-satisfaction. 

Vilakshan – XIMB Journal of Management, 17(1/2), 39–55. https://doi.org/10.1108/xjm-07-2020-0039 

96. Undale, S., Kulkarni, A., & Patil, H. (2020). Perceived eWallet security: impact of COVID-19 pandemic. Vilakshan - XIMB Journal of 

Management, 18(1), 89–104. https://doi.org/10.1108/xjm-07-2020-0022 

97. Venkataganesh, S., & Sivaramakrishanan, C. (2018). Emerging trends and changing pattern of online banking in India. Indian Journal of 

Public Health Research & Development, 9(9), 286. https://doi.org/10.5958/0976-5506.2018.01011.2 

98. Vial, G. (2019). Understanding Digital transformation: a Review and a Research Agenda. The Journal of Strategic Information Systems, 

28(2), 118–144. https://doi.org/10.1016/j.jsis.2019.01.003 

99. Wang, V., Nnaji, H., & Jung, J. (2020). Internet banking in Nigeria: Cyber security breaches, practices and capability. International Journal 

of Law, Crime and Justice, 62, 100415. https://doi.org/10.1016/j.ijlcj.2020.100415 

100. Zhao, Q., Tsai, P.-H., & Wang, J.-L. (2019). Improving Financial Service Innovation Strategies for Enhancing China’s Banking Industry 

Competitive Advantage during the Fintech Revolution: A Hybrid MCDM Model. Sustainability, 11(5), 1419. 

https://doi.org/10.3390/su11051419 

 

https://doi.org/10.1016/j.ijinfomgt.2018.09.013
https://doi.org/10.1108/jm2-02-2022-0059
https://doi.org/10.1108/978-1-80262-605-620221011
https://doi.org/10.13106/jafeb.2021.vol8.no8.0387
https://doi.org/10.1016/j.ememar.2023.100999
https://doi.org/10.1108/xjm-07-2020-0039
https://doi.org/10.1108/xjm-07-2020-0022
https://doi.org/10.5958/0976-5506.2018.01011.2
https://doi.org/10.3390/su11051419

