DAFTAR PUSTAKA

Alalwan, A. A. (2021). Mobile banking adoption: A systematic literature review.
Telematics and Informatics, 54, 101-127.

Alalwan, A. A., Dwivedi, Y. K., & Rana, N. P. (2018). Factors influencing adoption
of mobile banking by Jordanian bank customers: Extending UTAUT2 with trust.
International Journal of Information Management, 37(3), 99-110.

Albashrawi, M., & Motiwalla, L. (2019). Privacy and trust in the adoption of mobile
banking: A technology acceptance model perspective. Journal of Information
Privacy and Security, 15(3), 168-188.

Alnaim, A. F., Sobaih, A. E. E., & Elshaer, I. A. (2022). Measuring the Mediating
Roles of E-Trust and E-Satisfaction in the ‘Relationship between E-Service
Quality and E-Loyalty: A Structural Modeling Approach. Mathematics, 10(13),
2328. https://doi.org/10.3390/math10132328

Amin, M. (2016). Internet banking service quality and its implication on e-customer
satisfaction and e-customer loyalty. International journal of bank
marketing, 34(3), 280-306. https://doi.org/10.1108/1JBM-10-2014-0139

Amirudin, A. (2023). The mediating role of trust in digital service quality and
customer outcomes. Journal of Digital Marketing Research, 5(2), 45-59.

Andrian, W., & Fadillah, A. (2021). Pengaruh Citra Merek, Pengalaman Merek, Dan
Nilai Pelanggan Terhadap Kepuasan Pelanggan Airasia. Jurnal limiah Pariwisata
Kesatuan, 2(1), 53-60

Anser, M. K., Tabash, M. I.; Nassani, A. A, Aldakhil, A. M., & Yousaf, Z. (2023).
Toward the e-loyalty of digital library users: investigating the role of e-service
quality and e-trust in digital economy. Library Hi Tech, 41(4), 1006-1021.
https://doi.org/10.1108/LHT-07-2020-0165

Arcand, M., PromTep, S., Brun, 1., & Rajaobelina, L. (2017). Mobile banking service
quality and customer relationships. International  journal of bank
marketing, 35(7), 1068-1089. https://doi.org/10.1108/1JBM-10-2015-0150

Ashig, R., & Hussain, A. (2024). Exploring the effects of e-service quality and e-trust
on consumers'e-satisfaction and e-loyalty: insights from online shoppers in
Pakistan. Journal of Electronic Business & Digital Economics, 3(2), 117-
141.Astuti, A. R. T. (2023). The effect of E-Service Quality on E-loyalty is
mediated by E-Trust at Bank Syariah Indonesia. YMER, 22(3), 1279-1294.

Assaf, R. A., Supardi, E. J., & Juanim, J. (2023). Marketing development strategy for
wealth management products to increase high net worth individual (HNWI)
customers. Influence: International Journal of Science Review, 5(2), 30-42.


https://doi.org/10.3390/math10132328
https://doi.org/10.1108/IJBM-10-2014-0139
https://doi.org/10.1108/IJBM-10-2015-0150

Astuti, A. R. T. (2023). The effect of E-Service Quality on E-loyalty is mediated by
E-Trust at Bank Syariah Indonesia. YMER, 22(3), 1279-1294.

Ayinaddis, S. G., Taye, B. A, & Yirsaw, B. G. (2023). Examining the effect of
electronic banking service quality on customer satisfaction and loyalty: An
implication for technological innovation. Journal of Innovation and
Entrepreneurship, 12, 22. https://doi.org/10.1186/s13731-023-00287-y

Ayoobi, M., Torkzadeh, J., & Keshavarz, F. (2021). Service quality and continuance
intention in mobile banking: The mediating role of satisfaction and trust.
Financial Innovation, 7(1), 1-18.

Baabdullah, A. M., Alalwan, A. A., Rana, N. P., Kizgin, H., & Patil, P. (2019).
Consumer usage of mobile banking services: A multi-method approach. Journal
of Retailing and Consumer Services;:50; 5063

Baptista, G., & Oliveira, T. (2017). Understanding mobile banking: The unified
theory of acceptance and use of technology combined with cultural moderators.
Computers in Human Behavior, 50, 418-430.

Bhat, S. A., & Darzi, M. A. (2020). Service quality and e-trust as drivers of customer
satisfaction and loyalty in online banking. International Journal of Bank
Marketing, 38(7), 1-19

Boonlertvanich, K. (2019). Service ‘quality, satisfaction, trust, and loyalty: the
moderating role of main-bank and wealth status. International Journal of Bank
Marketing, 37(1), 278-302. https://doi.org/10.1108/IJBM-02-2018-0021

Budiani, A., Sopiah, S., & Siswanto, E. (2025). Influence of Electronic Service
Quality And Brand Trust On Customer Loyalty Through BRImo Product Image
. Journal of Applied Business, Taxation and Economics Research, 4(3), 416-444.
https://doi.org/10.54408/jabter.v4i3.366

Bui, T. H., Nguyen, T. H., & Nguyen, Q. H. (2022). Mobile banking service quality
and customer loyalty: The role of customer satisfaction and trust. Journal of
Retailing and Consumer Services, 67, 102972.
https://doi.org/10.1016/j.jretconser.2021.102972

Chumak, M. (2024). Human or Technology: The Future of Customer Experience In
Private Banking & Wealth Management. Baltic Journal of Legal and Social
Sciences, 76-86.

Chowdhury, H. J., Quaosar, G. M. A. A,, Saba, N. A., & Rahman, M. A. (2024). The
Mediating Role of Trust in Shaping Customer Loyalty of Bank: Insights from a
developing country perspective. Financial Markets, Institutions and Risks, 8(4),
111-125. http://doi.org/10.61093/fmir.8(4).111-125.2024.


https://doi.org/10.1186/s13731-023-00287-y
https://doi.org/10.1108/IJBM-02-2018-0021
https://doi.org/10.54408/jabter.v4i3.366
https://doi.org/10.1016/j.jretconser.2021.102972
http://doi.org/10.61093/fmir.8(4).111-125.2024

Fajarini, A., & Meria, L. (2020). Pengaruh Kualitas Pelayanan Terhadap
Kepercayaan dan Loyalitas Pelanggan Dimediasi Kepuasan Pelanggan (Studi
Kasus Klinik Kecantikan Beauty INC). Jurnal Ekonomi, 1(2), 481-491

Florence, Jessica & Aprillia, Ariesya. (2025). E-Satisfaction as a Mediator Between
E-Service Quality, E-Trust, and E-Loyalty. APTISI Transactions on Management
(ATM). 9. 115-128. DOI : 10.33050/atm.v9i2.2434.

Gefen, D. (2002). Customer loyalty in e-commerce. Journal of the Association for
Information Systems, 3(1), 27-51

Giao, H. N. K., Vuong, B. N., & Quan, T. N. (2020). The influence of website quality
on consumer’s e-loyalty through the mediating role of e-trust and e-satisfaction:
An evidence from online shopping in Vietnam. Uncertain Supply Chain
Management, 8 (2), 351-370. https://doi.org/10,5267/J.USCM.2019.11.004

Gull, S., Tanvir, A, Zaidi, K. S., & Mehmood, Z. (2020). A Mediation Analysis of E-
Service Quality and E-Loyalty in Pakistani E-=Commerce Sector. Journal of the
Research Society of Pakistan, 57(2), 66—73.

Goutam, D., & Gopalakrishna, B. (2018). Mediating role of trust in online banking.
Journal of Internet Banking and Commerce, 23(2), 1-18.

GECIT, B. B., & TASKIN, E. (2020).1The Effect of Value and Service Perceptions
on Customer Loyalty for Electronic Commerce Sites; Mediator Role of
Satisfaction and Trust. Business Management Dynamics, 10(5).

Gurung, A., & Raja, M. (2016). The role of trust in e-services. International Journal
of Information Systems, 36(2), 250-270.

Hanafizadeh, P., Behboudi, M., Koshksaray, A, & Tabar, M. J. S. (2020). Mobile-
banking adoption by Iranian bank customers. Telematics and Informatics, 31(1),
62-78.

Hariyanto, R. P. F., & Rachmawati, 1. (2022). Effect of E-Service quality on loyalty
through customer satisfaction on livin'users by Mandiri. International Journal of
Science and Management Studies (1JSMS), 5(1), 2581-5946.
https://doi.org/10.51386/25815946/ijsms-v5ilp108

Hariawan, D., Wibisono, M., Santosa, A. D., & Cahyaningtyas, I. D. (2021). The
Effect of Mobile Banking Service Quality on Customer Loyalty (Study at Bank
Bca Kcp Wtc Sudirman Jakarta-Indonesia). International Journal of Economics,
Commerce and Management, 9(8), 269-279.

Hussain, A., Hannan, A., & Shafig, M. (2023). Exploring mobile banking service
quality dimensions in Pakistan: a text mining approach. International Journal of
Bank Marketing, 41(3), 601-618. https://doi.org/10.1108/1JBM-08-2022-0379


https://doi.org/10.5267/J.USCM.2019.11.004
https://doi.org/10.51386/25815946/ijsms-v5i1p108
https://doi.org/10.1108/IJBM-08-2022-0379

Ighomereho, O. S., Afolabi, T. S., & Oluwakoya, A. O. (2023). Impact of E-service
quality on customer satisfaction: a study of internet banking for general and
maritime services in Nigeria. Journal of Financial Services Marketing, 28(3),
488-501. https://doi.org/10.1057/s41264-022-00164-x

Ikram, A. D. (2024). Pengaruh E-Service Quality Terhadap E-Loyalty Yang
Dimediasi Oleh E-Trust Dan E-Customer Satisfaction Mobile Banking BRImo
(Doctoral dissertation, Universitas Muhammadiyah Malang).

Islam, T., Islam, R., Pitafi, A. H., Xiaobei, L., Rehmani, M., Irfan, M., & Mubarak,
M. S. (2021). The impact of corporate social responsibility on customer loyalty:
The mediating role of corporate reputation, customer satisfaction, and
trust. Sustainable production and consumption, 25, 123-135.
https://doi.org/10.1016/j.spc.2020:07.019

Juwaini, A., Chidir, G., Novitasari, D., Iskandar, J., Hutagalung, D., Pramono, T., ...
& Purwanto, A. (2022). The role of customer e-trust, customer e-service quality
and customer e-satisfaction on customer e-loyalty. International Journal of Data
& Network Science, 6(2).

Kanthi, Y. A., Gumilang, K., & Aminah, S. (2024). Evaluasi Kepuasan Pengguna
BRImo Menggunakan EUCS. Teknika, 13(1), 155-163.
https://doi.org/10.34148/teknika.v13i1.772

Khan, F. N., Arshad, M. U., & Munir, M. (2023). Impact of e-service quality on e-
loyalty of online banking customers in Pakistan during the Covid-19 pandemic:
mediating role of e-satisfaction. Future Business Journal, 9(1), 23.
https://doi.org/10.1186/s43093-023-00201-8

Khan, M. R., Pervin, M. T., Arif, M. Z. U., & Hossain, S. K. (2024). The impact of
technology service quality on Bangladeshi banking consumers' satisfaction
during the pandemic situation: Green development and innovation perspective in
banking service. Innovation and Green Development, 3(2), 100120.
https://doi.org/10.1016/j.igd.2023.100120

Khatoon, S., Zhengliang, X., & Hussain, H. (2020). The Mediating Effect of
Customer Satisfaction on the Relationship Between Electronic Banking Service
Quality and Customer Purchase Intention: Evidence From the Qatar Banking
Sector. SAGE Open, 10(2). https://doi.org/10.1177/2158244020935887

Kim, D. J., Ferrin, D. L., & Rao, H. R. (2009). Trust and satisfaction in e-commerce.
Decision Support Systems, 46(2), 584-597

Koksal, M. H. (2016). Mobile banking consumer behavior: Evidence from Turkey.
International Journal of Bank Marketing, 34(2), 151-176.

Kotler, P., & Keller, K. L. (2016). Marketing Mangement. In Pearson Prentice Hal


https://doi.org/10.1057/s41264-022-00164-x
https://doi.org/10.1016/j.spc.2020.07.019
https://doi.org/10.34148/teknika.v13i1.772
https://doi.org/10.1186/s43093-023-00201-8
https://doi.org/10.1016/j.igd.2023.100120
https://doi.org/10.1177/2158244020935887

(15 ed, Vol. 22). Pearson Prentice Hall.

Li, F., Lu, H., Hou, M., Cui, K., & Darbandi, M. (2021). Customer satisfaction with
bank services: The role of cloud services, security, e-learning and service
quality. Technology in Society, 64, 101487.
https://doi.org/10.1016/j.techsoc.2020.101487

Lolemo, S. E., & Pandya, H. B. (2025). Customer e-satisfaction as a mediator
between e-service quality, brand image, and e-loyalty: Insights from Ethiopian
digital banking technology. Journal of Digital Economy.
https://doi.org/10.1016/j.jdec.2025.05.005

Malnaad, P., Senathirajah, A. R. S., Connie, G., Osman, Z., & Haque, R. (2022). An
Examination On E-Banking Service Quality And Its Significance On E-
Satisfaction And E-Loyalty: An::Asian :Study. Journal of Positive School
Psychology, 6(6), 8169-8185.

Marselina, L., Kaniawulan, I., & Singasatia, H. D. (2022). Analisis Kesuksesan
aplikasi BRImo Dengan pendekatan model delone and MclLean. Jurnal
Informatika Teknologi dan Sains (Jinteks), 4(3), 193-198.

Melinda, E., Usman, O., & Aditya, S.,(2023). The effect of e-service quality and e-
trust on e-loyalty with e-satisfaction as an intervening for mobile banking
user. Jurnal dinamika manajemen dan bisnis, 6(1), 80-96.
DOI:10.21009/JDMB.06.1.6

Mostafa, R. B. (2020). Mobile banking service quality: a new avenue for customer
value co-creation. International Journal of Bank Marketing, 38(5), 1107-1132.
https://doi.org/10.1108/1JBM-11-2019-0421

Mubarok, A., & Kurriwati, N. (2021). Pengaruh E-Service Quality dan E-Trust
terhadap E-Satisfaction Pada Nasabah Pengguna Aplikasi Mobile Banking Bank
Tabungan Negara Bangkalan. Jurnal Kajian Ilmu Manajemen (JKIM), 1(1).
https://doi.org/10.21107/jkim.v1i1.11336

Mukherjee, A., & Nath, P. (2003). A model of trust in online relationship banking.
International Journal of Bank Marketing, 21(1), 5-15

Mulia, D., Usman, H., & Parwanto, N. B. (2021). The role of customer intimacy in
increasing Islamic bank customer loyalty in using e-banking and m-
banking. Journal of Islamic Marketing, 12(6), 1097-1123.
https://doi.org/10.1108/JIMA-09-2019-0190

Nurhani, D., & Harsono, S. (2024). The influence of e-service quality and e-trust on
BSI mobile user loyalty with customer satisfaction as a mediator. International
Journal of Economics, Business and Management Research, 8(02), 143-157.
https://doi.org/10.51505/IJEBMR.2024.8212


https://doi.org/10.1016/j.techsoc.2020.101487
https://doi.org/10.1016/j.jdec.2025.05.005
http://dx.doi.org/10.21009/JDMB.06.1.6
https://doi.org/10.1108/IJBM-11-2019-0421
https://doi.org/10.21107/jkim.v1i1.11336
https://doi.org/10.1108/JIMA-09-2019-0190
https://doi.org/10.51505/IJEBMR.2024.8212

Nguyen, T. L. (2021). Analysing the Factors Affecting Customer Loyalty in E-
Commerce in Vietnam (Doctoral dissertation, University of Wales Trinity Saint
David).

Nguyen, O. T. (2020). Factors affecting the intention to use digital banking in
Vietnam. The Journal of Asian Finance, Economics and Business, 7(3), 303-310.
https://doi.org/10.13106/jafeb.2020.vol7.n03.303

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). E-S-QUAL: A multiple-
item scale for assessing electronic service quality. Journal of Service Research,
7(3), 213-233.

Prayudi, I. G., Sukaatmadja, I. P. G., Yasa, N. N. K., & Giantari, I. G. A. K. (2022).
The role of trust in mediation the effect of perception of ease of use and
perception of usefulness. on . intention 1to,, re-using..the mobile banking
service. International research journal of management, IT and social
sciences, 9(4), 482-493.

Qatawneh, N., Al-Okaily, M., Alkhasawneh, R., Althonayan, A., & Tarawneh, A.
(2024). The mediating role of e-trust and e-satisfaction in the relationship
between e-service quality and e-loyalty toward e-government services. Global
Knowledge, Memory and Communication.

Rahi, S., Ghani, M., & Ngah, A. (2019). Factors influencing user experience and
loyalty in mobile banking. International Journal of Customer Relationship
Marketing and Management, 10(2), 30-45.

Rahi, S., Yasin, N. M., & Alnaser, F. (2021). The role of satisfaction in digital
financial services. International Journal of:Economics and Financial Issues,
11(3), 158-166.

Rahmawaty, S., Kartawinata, B. R., Akbar, A., & Wijaksana, T. I. (2021). The effect
of e-service quality and E-trust on E-customer loyalty through E-customer
satisfaction as an intervening variable (Study on gopay users in bandung).
In Proceedings of the International Conference on Industrial Engineering and
Operations Management (Vol. 7, No. 11, pp. 5495-5506).

Rezki Rifai, F. (2022). Pengaruh M-banking Service Quality Terhadap Customer
Loyalty, Dengan Peran Mediasi Kepuasan Penggunaan M-banking pada
Nasabah Prioritas BRI Cabang Padang (Doctoral dissertation, Universitas
Andalas). http://scholar.unand.ac.id/id/eprint/111494

Robbins, S. P., & Judge, T. A. (2019). Organizational behavior (18th ed.). Pearson
Education

Sasono, I., Jubaedi, A. D., Novitasari, D., Wiyono, N., Riyanto, R., Oktabrianto, O.,
... & Waruwu, H. (2021). The impact of e-service quality and satisfaction on


https://doi.org/10.13106/jafeb.2020.vol7.no3.303
http://scholar.unand.ac.id/id/eprint/111494

customer loyalty: Empirical evidence from internet banking users in
Indonesia. The Journal of Asian Finance, Economics and Business, 8(4), 465-
473. https://doi.org/10.13106/jafeb.2021.vol8.n04.0465

Sekaran, U., & Bougie, R. (2016). Research Methods for Business: A Skill-Building
Approach, 6th Edition.

Sembiring, I. W., & Iskamto, D. (2025). The Effect of E-Service Quality on E-
Customer Loyalty with E Customer Satisfaction as a Mediation Variable Case
Study on the My BCA Mobile Banking Application. Eduvest-Journal of
Universal Studies, 5(6), 6952-6965. https://doi.org/10.59188/eduvest.v5i6.51449

Shankar, A., & Jebarajakirthy, C. (2019). The influence of e-banking service quality
on customer loyalty: A moderated mediation approach. International Journal of
Bank Marketing, 37(5), 1119-1142. https://doi.org/10.1108/1JBM-03-2018-0063

Shastri, S., Sharma, R., & Sethi, V. (2020). An empirical study on influence of e-
CRM towards customer loyalty in banking sector. International Journal of
Public Sector Performance Management, 6(5), 642-652.
https://doi.org/10.1504/1JPSPM.2020.110135

Siagian, M., Rini, E. S., & Situmorang, S. H. (2021). The Effect of Digital Service
Quality (BRIMO) on Customer Loyalty through Customer Trust and Satisfaction
on COVID-19 Situation (Pt Bank 'Rakyat Indonesia Medan Regional Office).
International Journal of Research and Review, 8(8), 263-271.

Singh, R. P. (2024). The impact of e-banking service quality on e-banking
satisfaction and e-banking loyalty. Ultima Management: Jurnal IlImu
Manajemen, 16(1), 150-167. https://doi.org/10,31937/manajemen.v16i1.3665

Sleimi, M., & Musleh, M. (2020). E-Banking services quality and customer loyalty:
The moderating effect of customer service satisfaction: Empirical evidence from
the UAE banking sector.

Suariedewi, I. G. A. A. M., & Suprapti, N. W. S. (2020). Effect of mobile service
quality to e-trust to develop e-satisfaction and e-loyalty mobile banking
services. International Research Journal of Management, IT and Social
Sciences, 7(1), 185-196. https://doi.org/10.21744/irjmis.v7n1.836

Sugiyono (2019). Metode Penelitian Kuantitatif, Kualitatif, dan RdanD.
Bandung : Alphabet.

Sreejesh, S., Sarkar, A., & Sreedharan, O. (2020). Determinants of mobile banking
loyalty. Journal of Retailing and Consumer Services, 52, 1-10

Srinivasan, R. (2020). Trust and satisfaction as antecedents of loyalty in digital
services. Journal of Services Marketing, 34(6), 805-817


https://doi.org/10.13106/jafeb.2021.vol8.no4.0465
https://doi.org/10.59188/eduvest.v5i6.51449
https://doi.org/10.1108/IJBM-03-2018-0063
https://doi.org/10.31937/manajemen.v16i1.3665
https://doi.org/10.21744/irjmis.v7n1.836

Syarizal, Wahid, N. A., & Ismail, 1. (2019). The link between relational benefit to
relationship quality in priority banking services in Indonesia. KnE Social
Sciences, 40-53

Tedjokusumo, C., & Murhadi, W. R. (2023). Customer satisfaction as a mediator
between service quality and customer loyalty: a case study of Bank Central
Asia. Jurnal Siasat Bisnis, 27(2), 156-170.
https://doi.org/10.20885/jsb.vol27.iss2.art3

Togeer, A., Farooq, S., & Abbas, S. F. (2021). Impact of m-banking service quality
on customer satisfaction with role of trust and customer value co-creation
intentions. Journal of Marketing, 3(3), 228-250.

Trabelsi-Zoghlami, A., Berraies, S., & Ben Yahia, K. (2020). Service quality in a
mobile-banking-applications context: do susers’, age .and. gender matter?. Total
Quality Management & Business Excellence, 31(15-16), 1639-1668.
https://doi.org/10.1080/14783363.2018.1492874

Tran, V. D., & Corner, J. (2016). The impact of trust on mobile banking usage.
International Journal of Bank Marketing, 34(3), 507-528

Ul Hagq, I., & Awan, T. M. (2020). Impact of e-banking service quality on e-loyalty in
pandemic times through interplay af e-satisfaction. Vilakshan-XIMB Journal of
Management, 17(1/2), 39-55. https://doi.org/10.1108/XJM-07-2020-0039

Utomo, T. Y. and Hidayat, A. M. (2023). The Intervening Role of E-Satisfaction in
Relationships between E-Service Quality and E-Loyalty: Case of BNI Mobile
Banking in Indonesia.Jurnal Aplikasi Manajemen, Volume 21, Issue3, Pages
671-687. Malang: Universitas Brawijaya. DOl:
http://dx.doi.org/10.21776/ub.jam.2022.021.03.09

Wani, A. Z., Bhatnagar, A., & Mir, M. A. (2023). The Impact of E-service Quality on
E-loyalty and Reuvisit Intention through the Mediating Role of E-satisfaction and
E-trust. African Journal of Hospitality, Tourism and Leisure, 12(2), 555-573.

Wu, H. C., Cheng, C. C., & Hussein, A. S. (2019). What drives experiential loyalty
towards the banks? The case of Islamic banks in Indonesia. International Journal
of Bank Marketing, 37(2), 595-620. https://doi.org/10.1108/1JBM-04-2018-0101

Zahra, F. A., & Putra, R. A. (2022). Evaluasi Kepuasan Pengguna Aplikasi BRImo
menggunakan Metode EUCS (Studi Kasus Nasabah BRI Unit Kertapati). In Buku
Prosiding Seminar Nasional Efisiensi Energi untuk Peningkatan Daya Saing
Industri Manufaktur & Otomotif Nasional (SNEEMO) (pp. 18-23).

Zeithaml, V. A., Bitner, M. J.,, & Gremler, D. D. (2018). Services marketing:
Integrating customer focus across the firm (7th ed.). McGraw-Hill Education.


https://doi.org/10.20885/jsb.vol27.iss2.art3
https://doi.org/10.1080/14783363.2018.1492874
https://doi.org/10.1108/XJM-07-2020-0039
http://dx.doi.org/10.21776/ub.jam.2022.021.03.09
https://doi.org/10.1108/IJBM-04-2018-0101

Zamzami, F., Abdillah, L., & Putri, A. (2022). Satisfaction as a mediator in mobile
banking usage. Journal of Digital Economy, 4(1), 22-33.

Zhou, T., Lu, Y., & Wang, B. (2021). Examining mobile banking user satisfaction.
Information Development, 37(2), 253-266.

Zhou, Q., Lim, F. J., Yu, H,, Xu, G, Ren, X., Liu, D, ... & Xu, H. (2021). A study on
factors affecting service quality and loyalty intention in mobile banking. Journal
of Retailing and Consumer Services, 60, 102424,
https://doi.org/10.1016/j.jretconser.2020.102424


https://doi.org/10.1016/j.jretconser.2020.102424

