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Abstract

Background: Service quality is a critical factor in sustaining competitive advantage and enhancing customer satisfaction in commercial banks. Despite its importance, there is no comprehensive framework for measuring service quality across the global banking sector.

Aim: This study aims to systematically review literature on customer service quality measurement practices in commercial banks globally and to develop a comprehensive conceptual SERVQUAL framework.

Methods: A systematic literature review is conducted using Boolean operators to connect keywords and retrieve relevant studies from Scopus, ProQuest and Web of Science databases. The main search terms are ‘customer service quality measurement’ and ‘commercial banks’. PRISMA guidelines are applied to ensure rigorous article selection.

Results: The review highlights limited innovation in service quality measurement globally, with notable progress mainly in Asia. While traditional SERVQUAL dimensions – assurance, responsiveness, reliability, empathy and tangibility – are widely used, emerging dimensions such as digitalisation, innovation, accessibility, employee competencies, efficiency, compliance, nature of services and employee commitment remain underexplored. No integrated framework currently addresses these evolving factors in modern banking.

Conclusion: This study develops a comprehensive conceptual SERVQUAL framework comprising 13 core dimensions to enhance service quality in commercial banks. Further empirical research is recommended to validate its applicability and effectiveness in diverse banking contexts.

Contribution: The review offers new insights into service quality measurement, contributing to the development of a multidimensional framework for commercial banks.
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Introduction

Social value

Service quality is a determinant factor in satisfying, engaging and meeting customer expectations as well as creating loyalty in banking services and financial institutions (Ananda, Kumar & Singh 2023:580; Nalini et al. 2014:381; Razak et al. 2020:13). It is a significant variable to enhance the competitiveness of the banking sector (Akhtar 2011:146; Bisis, Jaiswal & Kant 2021:470). It also plays a critical role in maintaining the performance of commercial banks in a competitive environment (Jabnoun & Hassan 2003:458; Mani Upadhyaya et al. 2024:200). It plays an important role in attracting, maintaining and expanding customer bases, improving bank profitability, maintaining company image and competitive advantage (Islam et al. 2021:1164; Nalini et al. 2014:381; Shetty et al. 2022:14; Vencataya et al. 2019:259).

Commercial banks should prioritise continuous improvement in providing service quality and customer satisfaction (Vencataya et al. 2019:260). Service quality is a perpetual practice to meet changing customer expectations in banking services (Rahaman et al. 2020:823). In today’s competitive world, the only possible way to satisfy and retain customers is by offering quality service in the banking industry (Agrawal, Mittal & Gupta 2016:34; Ananda et al. 2023:578). Providing novel and inclusive services to customers is the responsibility of banks (Jahan, Alamgir Hossain & Fang 2020:1256; Shetty et al. 2022:14). Innovation in banking services is a critical factor in meeting customer needs and achieving sustainable development in a competitive environment (Pakurár et al. 2019:1).

However, there is a lack of customer service quality in commercial banks (Ananda et al. 2023:578). Customers frequently encounter challenges in banking services that need improvement, particularly in traditional SERVQUAL service dimensions such as empathy and responsiveness (Jain 2020:361; Razak et al. 2020:13), reliability and tangibility (Ghayth & Molnar 2023:11; Razak et al. 2020:13). Refinement of customer service quality measurement plays a key role in addressing the challenges faced by customers in the banking industry, as it not only improves the customer experience but also builds up the competitive positioning (Shetty et al. 2022:14).

Scientific value

In the past three decades, wide-ranging studies have been conducted on customer service quality in commercial banks, predominantly using the traditional SERVQUAL framework, which includes five core dimensions, namely assurance, tangibility, responsiveness, reliability and empathy (Shetty et al. 2022:14; Vencataya et al. 2019:264). Although this traditional framework is widely recognised, it may not fully capture the changing nature of service quality in modern banking. There is a developing need for comprehensive frameworks that integrate novel dimensions and offer deeper insights (Ghayth & Molnar 2023:12).

The current review of the literature identifies the existence of a coverage gap in key performance indicator (KPI) of service quality in the banking sector such as digitalisation, employee competences, operational efficiency, regulatory compliance, accessibility, innovation, nature of services and employee commitment (Aladwani 2024:1; Asnawi, Sukoco & Fanani 2020:192; Bisis et al. 2021:469; Gazi et al. 2024:1; Islam et al. 2021:1163; Jahan et al. 2020:1256; Kim, Maijan & Yeo 2024:1; Mir, Rameez & Tahir 2023:492; Pakurár et al. 2019:1; Rahaman et al. 2020:1443; Razak et al. 2020:13; Shanmugam & Chandran 2022:1; Zouari & Abdelhedi 2021:1).

Theoretical framework

This study has been grounded in two theories, namely innovation theory and resource-based view (RBV), to address the gaps in previous studies with the integration of a review of literature findings.

Innovation theory

This theory emphasises the role of innovation, particularly in developing novel services in the banking industry and as a driver of competitiveness (Awan & Parveen 2023:1002). Technological advancement is central to this theory, enhancing both operational efficiency and customer service quality in commercial banks (Awan & Parveen 2023:1002).

The resource-based view

This theory underscores the strategic importance of internal resources in achieving a sustainable competitive advantage in commercial banks (Aldaarmi 2024:3). This aligns with the incorporation of digital and financial technologies, service quality standards, dynamic capabilities and knowledge in the banking sector (Aldaarmi 2024:3).

To our knowledge, no systematic review of the literature on customer service quality measurement practices has been conducted in commercial banks in global regions and a comprehensive SERVQUAL framework.

Aim and objectives

The study aims to conduct a systematic review of the literature on customer service quality measurement practices in commercial banks in global regions and to develop a comprehensive conceptual SERVQUAL framework.

Research question

What are the customer service quality measurement practices in commercial banks across the regions?

Research methods and design

The Boolean operator has been implemented to connect keywords, facilitating the search for comprehensive journal articles in the Scopus, ProQuest and Web of Science databases. The main search terms used are (‘customer service quality measurement’) AND (‘commercial banks’). The review of literature process adhered to the PRISMA framework to ensure a systematic selection of final relevant articles. The details of the search terms used in the extraction of the literature from databases is presented in Table 1.
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Following the PRISMA framework, journal articles that are used to answer the research question are selected based on specific inclusion and exclusion criteria. The excluded criteria comprised non-English records outside the scope, review articles, case studies, conference papers, newspapers and book chapters. The inclusion criteria have focused on original peer-reviewed journal articles published from 2000 to 2024, within the fields of business, management and accounting, and covered all geographic regions. The PRISMA flow chart that illustrates the article selection process is provided in Figure 1.
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Analysis

This section presents the results of this study on service quality measurement practices in banking services in global regions, using descriptive statistics. Records extracted from various databases, Scopus, ProQuest and Web of Science, using Boolean operator-connected keywords, are presented in Table 1.

As presented in Table 1, the volume of data extracted from different databases has varied. This variation suggests that the use of multiple databases improves the generalisability of the literature search because of the fact that different databases differ in their content coverage. The highest number of records has been retrieved from the Scopus database, followed by ProQuest.

Following the data records extracted from the various databases, the total records is added to the PRISMA flow chart to facilitate the identification and selection of relevant journal articles for research objectives. A summary of the extracted records is presented in Figure 1.

As shown in Figure 1, after applying the inclusion and exclusion criteria, the final 38 journal articles were selected from a total of 2274. These articles, identified following the PRISMA framework, have been synthesised in Table 2.
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As presented in Table 2, the studies included in the final review have been synthesised. Key performance measurement indicators used to measure service quality in commercial banks in global regions have been identified (Table 2). The framework most widely implemented to measure customer service quality in commercial banks has been the traditional SERVQUAL model, which comprises five core dimensions, namely assurance, responsiveness, reliability, empathy and tangibility.

However, new regional-specific dimensions have emerged in banking services, particularly in Asia. These include digitalisation, employee competences, operational efficiency, regulatory compliance, accessibility, innovation, nature of services and employee commitment (Table 2). This reveals an increasing recognition of new dimensions that reflect changing service delivery contexts in global regions.

Although there is substantial use of the traditional SERVQUAL framework in banking services, the review identifies significant research gaps. Critical customer service quality indicators remain underexplored in the banking sector in global regions.

To address these gaps, a comprehensive conceptual SERVQUAL framework is designed, which integrates both traditional and emerging indicators. This framework, developed from the synthesised literature and theoretical foundations reviewed in this study, is presented in Figure 2.
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Conceptual framework

This study develops a comprehensive conceptual framework for measuring customer service quality in modern banking services by extending the traditional SERVQUAL framework developed by Parasuraman, Zeithaml and Berry (1988). Although the traditional model incorporates five core dimensions, namely assurance, tangibles, reliability, responsiveness and empathy, this study identifies eight new key dimensions, which are digitalisation, employee competencies, operational efficiency, regulatory compliance, accessibility, innovation, nature of service and employee commitment. Consequently, this study proposes a comprehensive conceptual SERVQUAL framework that incorporates the 13 core dimensions based on the synthesis of literature and RBV and innovation theory. It is a comprehensive and contextually relevant framework to measure customer service quality in the modern banking services.

The framework developed in this study can address key gaps in the traditional SERVQUAL framework and is aligned with the growing customer needs, expectations and technological advancements of modern banking in global regions. By integrating both the traditional SERVQUAL framework and the dimensions of emerging new service quality, a new comprehensive conceptual framework is developed, which can provide a solid foundation for future study and practical application in the banking sector. Table 3 presents details of the 13 core dimensions of the newly developed comprehensive conceptual SERVQUAL framework in this study, after a comprehensive synthesis of the traditional and emerging dimensions of customer service quality in banking services.
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As revealed in Table 3, the key dimensions for measuring customer service quality are described in detail, supporting a clear understanding of each dimension and allowing informed action. Figure 2 presents the comprehensive conceptual SERVQUAL framework designed in this review of the literature, which integrates traditional and newly identified dimensions of service quality, resulting in 13 dimensions. This framework is grounded in innovation theory and the RBV, providing a solid theoretical foundation.

The conceptual framework presented in Figure 2 addresses the critical gaps, the lack of a comprehensive measurement of service quality in commercial banks in global regions. It expands the limited scope of the traditional SERVQUAL framework.

As presented in Table 4, Asia contributes 60% of the KPIs of service quality in the development of a new comprehensive conceptual SERVQUAL framework, which exceeds the collective contributions of all other regions. This indicates that Asia has played a crucial role in improving service quality measurement in the banking sector. Table 4 presents a summary of regional contributions to customer service quality measurement in the development of the current conceptual framework.
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As presented in Table 4, the traditional SERVQUAL framework has been the dominant measure of customer service quality in global regions. In this Table 4, Asia led the research domain in service quality measurement and contributed significantly more studies than other regions in commercial banks.

This regional concentration implies that Asia may allocate a better fund to the research area in the banking industry. On the contrary, regions such as North America, Africa and Europe appear to face constraints, which may be because of limited funding or lower prioritisation of this research domain in the industry.

The imbalance in the participation of regions in the research area highlights a significant gap in the development of new measurement of service quality among regions. Table 5 presents the contributions of the regions and countries to the publications of journal articles on the quality of customer service in commercial banks.
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As presented in Table 5, there is a critical gap in the results of the publication in the regions and countries, which highlights the need for further study, particularly in Africa, Europe and North America. The results show that Asia dominates in the research domain, while the participation of other regions remains insignificant (Table 5).

Furthermore, no studies have been conducted on customer service quality in Australia and South America in the last three decades. This highlights the inconsistent attention the field has received from many regions over the past 25 years. The period of time of regional contributions to the literature is presented in Table 6.
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Table 6 presents the distribution of the service quality dimensions over the past three decades. Over time, the traditional SERVQUAL framework has remained dominant in measuring service quality in global regions. However, while the introduction of new service quality dimensions has been increasing in Asia, particularly over the past two decades, the participation of North America, Europe and Africa has been insufficient in developing new measures in banking industry.

Table 6 indicates that Asia has made significant efforts to improve the quality of customer services in banking services. As presented in the table, the highest volume of journal publications was achieved from 2020 to 2024, followed by the period 2015 to 2019. This trend implies that there is an evolving focus on the research area over the past decade, especially over the past 5 years.

Despite the increase in publications of journal articles in a field, the review of the literature reveals that there has not been a comprehensive framework for measuring service quality in the banking industry in the global regions. Furthermore, the collective number of articles published in the last 25 years, excluding those from Asia, remains insignificant. This underscores the need for more studies in under-represented regions such as South America, Australia, Europe, Africa and North America.

Ethical considerations

An application for full ethical approval was made to the University of South Africa College of Accounting Sciences Research Ethics Committee and ethics consent was received on 11 November 2024. The ethics approval number is 5119.

Review findings

Key findings

The traditional SERVQUAL framework, which encompasses five core dimensions, namely assurance, empathy, responsiveness, reliability and tangibility, remains the most widely used for measuring service quality in banking services in global regions. The current review of the literature identifies eight additional dimensions, particularly within Asia. These comprise digitalisation, employee competencies, operations efficiency, regulation compliance, accessibility, innovation, nature of services and employee commitment. As a result, this study develops a comprehensive conceptual framework that incorporates 13 dimensions from the integration of five core traditional SERVQUAL dimensions and eight newly identified dimensions in the current review. This comprehensive conceptual SERVQUAL framework is theoretically grounded in innovation theory and RBV, which enhances its rigour and relevance in measuring customer service quality in commercial banks across global regions.

Asia contributes 60% of the dimensions of service quality in the currently proposed comprehensive conceptual SERVQUAL framework in this study, demonstrating the region’s leadership in the field of research on customer service quality within commercial banks. However, there is a high regional imbalance in research output, with insignificant contributions from Europe, Africa and North America. There are no single publications of journal articles from South America and Australia. Although there is a notable increase in the volume of publications from 2020 to 2024, there has not been a comprehensive SERVQUAL framework to measure customer service quality in commercial banks.

A review of the literature on customer service quality measurement practices provides critical insights. As revealed in Table 2 and Table 4, the traditional SERVQUAL framework continues to be widely implemented in banking services in global regions. However, Table 4 also highlights the significant under-implementation of newly identified dimensions such as digitalisation, employee competencies, operational efficiency, regulatory compliance, accessibility, innovation, nature of service and employee commitment, particularly outside the Asian region. There is a geographical concentration of studies in the domain, with Asia, which contributes 82% of the articles published on the quality of customer service, followed by Africa at 11%. However, no single study from Australia and South America has been published in the field (Table 5). This reveals a significant disparity in the participation of regions in research domains throughout the world.

The temporal trends in Table 6 illustrate that the research topic has received special attention in commercial banks in recent years, with 71% of journal articles published from 2020 to 2024, especially in Asia. However, in the past 25 years, which is from 2000 to 2024, the publication output of Europe, Africa and North America remains limited. Collectively, the results of this review reveal that there has been an absence of a global inclusive framework for measuring service quality in the banking sector, despite evolving academic attention and increasing customer needs and expectations.

Strengths and limitations

Strengths of the study

A wide-ranging search of databases, including Scopus, Web of Science and ProQuest, significantly improved the strength of the literature review. The systematic selection process of relevant articles is guided by the PRISMA framework, which ensures methodological rigour and transparency. This study extended the scope of the traditional SERVQUAL framework to a comprehensive conceptual framework that is in line with current changes in customer service trends and technological advances in commercial banks. It also provides an in-depth description of the dimensions of service quality and their origins in regions and countries.

By integrating studies from various global regions, the study expands its global relevance and contextual depth. The comprehensive conceptual SERVQUAL framework developed serves as a valuable resource for a variety of stakeholders, including customers, shareholders, bank management, researchers, regulatory bodies and policymakers interested in service quality within the banking industry. Furthermore, the study synthesises, analyses and summarises journal articles over a 25-year period, from 2000 to 2024, offering a comprehensive review of the research landscape and its evolution over time.

Limitations of the study

This review of the literature is limited to peer-reviewed articles, excluding relevant grey literature, industry reports and non-English publications. Furthermore, the exclusion of journal publications prior to 1999 may result in the omission of relevant studies.

Implications and recommendations

Implication

The comprehensive conceptual SERVQUAL framework is essential for measuring the quality of services in the modern banking industry around the world. It emphasises the need for commercial banks to adapt to the growing needs of customers, expectations and technological advancement. Academics and practitioners can adopt this framework to guide future research and measure the quality of customer service in the banking sector. The results emphasise the importance of balance in the research efforts of global regions to ensure the development of a contextually relevant service quality framework in the sector. Academic university institutions and policymakers in regions where there are insufficient representatives are encouraged to participate in service quality research to fill existing gaps.

This study proposed an extended traditional SERVQUAL framework that integrates eight additional dimensions, increasing its theoretical depth and practical relevance. In theory, the integration of novel dimensions advances the traditional SERVQUAL framework and supports the dynamic nature of modern banking. Integrated dimensions of service quality are digitalisation, regulatory compliance and innovation. They improve a systems-oriented perspective and advance more holistic and discerning academic research. The newly developed framework also offers a solid foundation for future empirical studies.

Practically, the designed framework plays a critical role in driving the development of a novel service, especially in areas such as innovation, digital access and employee competencies. Commercial banks that prioritise innovation and employee commitment can create market differentiation, strengthen brand distinctiveness and develop customer loyalty. Implementing emerging dimensions such as accessibility, operational efficiency and empathy can significantly promote customer satisfaction and retention. In addition, assessing customer service quality helps ensure compliance with regulations, employees’ skills and commitment and highlights the need for continuous training and internal engagement.

From the viewpoint of policymakers and regulatory bodies, this framework is a critical tool for providing valuable guidance for formulating standardised benchmarks for customer service quality in commercial banks, which improve transparency and accountability. It also supports the establishment of customer-based policies that prioritise customer needs and digital inclusion and improve compliance in the delivery of banking services.

Recommendations for future research

Future research is needed to empirically investigate the impact of the current SERVQUAL framework, which encompasses 13 core dimensions, on customer service quality – a critical driver of customer retention, competitive advantage, customer satisfaction and loyalty within the global commercial banking sector. Commercial banks are encouraged to implement these comprehensive dimensions of service quality to maintain competitiveness in a rapidly developing market. Future studies should also test the relationship between the newly introduced service quality framework and better understand the impact on customer satisfaction in banking services in global regions.

The result of a review indicates that extensive studies have been conducted in Asia, while there is little engagement in the other regions of the world in the research area. This regional imbalance revealed that further studies should be conducted in areas where there is a lack of representation in the publications of studies, such as South America, Africa, Australia, Europe and North America.

To maintain a competitive advantage, commercial banks must continuously innovate banking services to meet customer needs, expectations, build loyalty, improve brand image and promote operational efficiency. Future studies should implement a proposed comprehensive conceptual SERVQUAL framework that incorporates the traditional SERVQUAL dimension with newly identified dimensions, namely digitalisation, innovation, accessibility, employee competencies, operational efficiency, regulatory compliance, the nature of services and employees’ commitments. These integrations will support evaluating customer service quality comprehensively in commercial banks across global regions.

Conclusion

This study develops a comprehensive conceptual SERVQUAL framework by extending the traditional SERVQUAL framework and integrating eight newly identified core dimensions in the review of the literature in global regions. The newly developed conceptual framework, which comprises 13 dimensions, offers a comprehensive and contextual approach to the measurement of customer service quality, addresses the gaps in the literature and provides solid foundations for future studies and practical application.

This framework is theoretically based and integrates the dimensions newly identified in the review of the literature with traditional SERVQUAL dimensions. Emerging variables are digitalisation, innovation, accessibility, employee competencies, operational efficiency, regulatory compliance, nature of service and employee commitment. Although Asia is the leading region for conducting research on customer service quality in the banking industry, the results of the literature review reveal that there is a substantial regional imbalance in publications. This implies the need for more studies in the rest of the global regions to address the gaps in publication contributions in the research area. The limited adoption of modern service quality dimensions outside of Asia underscores the need for further empirical validation.

This proposed comprehensive conceptual framework supports commercial banks in providing quality service based on customer needs, expectations and regulatory compliance. It helps to make the wise decision that commercial banks use to achieve a sustainable competitive advantage in the market. It plays a pivotal role in improving customer satisfaction and service delivery in banking services. Furthermore, the lack of standardised practices and the disparities in research engagement in the field emphasise the importance of global harmonisation.

Finally, this study serves as the basis for future studies and policymakers. It aims to advance customer service quality standards in commercial banks in global regions. The newly developed SERVQUAL framework not only enhances theoretical understanding but also provides practical value to various stakeholders looking to innovate and improve customer service quality in the banking sector.
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TABLE 2: Key Performance measurement indicators (key performance indicators) of customer service quality.

Dimension Regions Countries Authors Number of publications
Assurance Asia, Africa, Europe  Afghanistan, Albania, US, Bangladesh, ~ Shanmugam and Chandran (2022), Al-Araj et al. (2022), 30
and North America  Ethiopia, Greece, India, Indonesia, Ananda et al. (2023), Shetty et al. (2022), Ghayth and
Iraq, Jordan, Mauritius, Nepal, Oman,  Molnar (2023), Bisis et al. (2021), Anamali, Zisi and Shosha
Pakistan, Tunisia and United Arab (2021), Mani Upadhyaya et al. (2024), Jain (2020),
Emirates Al-Wishah et al. (2022), Arora and Banerji (2024), Pakurar
etal. (2019), Jabnoun and Hassan (2003), Zouari and
Abdelhedi (2021), Malhotra et al. (2005), Panda and
Kondasani (2014), Gazi et al. (2024), Mir et al. (2023),
Ayinaddis, Taye and Yirsaw (2023), Alam and Al-Amri
(2020), Isfam et al. (2023), Asnawi et al. (2020), Akhtar
(2011), Raza et al. (2020), Nalini et al. (2014), Vencataya
etal. (2019), Rahaman et al. (2020), Abdullah et al. (2024),
Agrawal et al. (2016), Alexiadou et al. (2017)
Responsiveness Asia, Africa, Europe  Afghanistan, Albania, US, Bangladesh,  Ayinaddis et al. (2023), Islam et al. (2023), Jahan et al. 27
and North America  Ethiopia, Greece, India, Indonesia, (2020), Shanmugam and Chandran (2022), Bisis et al.
Jordan, Mauritius, Nepal, Oman, (2021), Anamali et al. (2021), Raza et al. (2020), Alexiadou
Pakistan and United Arab Emirates etal. (2017), Abdullah et al. (2024), Al-Araj et al. (2022),
Arora and Banerji (2024), Malhotra et al. (2005), Mani
Upadhyaya et al. (2024), Jabnoun and Hassan (2003),
Ananda et al. (2023), Nalini et al. (2014), Shetty et al.
(2022), Vencataya et al. (2019), Islam et al. (2021), Rahaman
etal. (2020), Mir et al. (2023), Jain (2020), Al-Wishah et al.
(2022), Alam and Al-Amri (2020), Sulistiyawan et al. (2019),
Pakurar et al. (2019), Gazi et al. (2024)
Reliability Asia, Africa, Europe  Afghanistan, US, Bangladesh, Ethiopia, Panda and Kondasani (2014), Aldaarmi (2024), Al-Araj et al. 23
and North America  Ghana, India, Indonesia, Jordan, (2022), Vencataya et al. (2019), Bisis et al. (2021), Raza
Malaysia, Mauritius, Oman, Pakistan, et al. (2020), Abdullah et al. (2024), Famiyeh, Asante-Darko
Saudi Arabia and United Arab Emirates  and Kwarteng (2018), Malhotra et al. (2005), Pakurér et al.
(2019), Ayinaddis et al. (2023), Shanmugam and Chandran
(2022), Gazi et al. (2024), Rahaman et al. (2020), Jain
(2020), Al-Wishah et al. (2022), Razak et al. (2020), Agrawal
etal. (2016), Alam and Al-Amri (2020), Arora and Banerji
(2024), Jabnoun and Hassan (2003), Asnawi et al. (2020),
Mir et al. (2024)
Empathy Asia, Africa, Europe  Afghanistan, US, Bangladesh, India, Panda and Kondasani (2014), Malhotra et al. (2005), Bisis 18
and North America  Indonesia, Jordan, Kuwait, Malaysia, etal. (2021), Abdullah et al. (2024), Aladwani (2024),
Mauritius, Saudi Arabia and United Al-Araj et al. (2022), Arora and Banerji (2024), Pakurér et al.
Arab Emirates (2019), Jabnoun and Hassan (2003), Asnawi et al. (2020),
Shetty et al. (2022), Vencataya et al. (2019), Aldaarmi
(2024), Rahaman et al. (2020), Jain (2020), Al-Wishah et al.
(2022), Razak et al. (2020), Mir et al. (2023)
Tangibility Asia, Africa, Europe  Afghanistan, US, Bangladesh, Greece,  Panda and Kondasani (2014), Vencataya et al. (2019), Jain 18
and North America  India, Jordan, Mauritius, Saudi Arabia,  (2020), Abdullah et al. (2024), Al-Wishah et al. (2022),
Tunisia and United Arab Emirates Al-Araj et al. (2022), Malhotra et al. (2005), Pakurar et al.
(2019), Akhtar (2011), Islam et al. (2021), Shetty et al.
(2022), Alexiadou et al. (2017), Arora and Banerji (2024),
Jabnoun and Hassan (2003), Nalini et al. (2014), Zouari and
Abdelhedi (2021), Aldaarmi (2024), Rahaman et al. (2020)
Employee Asiaand North US, Cambodia, Jordan and Tunisia Malhotra et al. (2005), Pakurar et al. (2019), Kim et al. 4
competences America (2024), Zouari and Abdelhedi (2021)
Operational efficiency ~ Asia Bangladesh, India, Jordan and Kuwait  Gazi et al. (2024), Mir et al. (2023), Raza et al. (2020), 4
Aladwani (2024).
Digitalisation Asiaand Africa Bangladesh, India and Tunisia Zouari and Abdelhedi (2021), Shanmugam and Chandran 3
(2022), Akhtar (2011).
Regulatory compliance  Asia and Africa Indonesia, Malaysia and Tunisia Zouari and Abdelhedi (2021), Razak et al. (2020), Asnawi et al. 3
(2020)
Accessibility Asia Bangladesh and Jordan Pakurdr et al. (2019), Rahaman et al. (2020) 2
Innovation Asia Bangladesh Jahan et al. (2020), Bisis et al. (2021) 2
Nature of services Asia Bangladesh and Jordan Pakurar et al. (2019), Akhtar (2011) 2
Employee Asia Bangladesh Islam et al. (2021) 1

commitment

Note: Please see full reference list of this article: Keneni, A.D. & Mabhungu, I.,

Public Service Delivery and Performance Review 13(1), a937. https://doi.org/10.4102/apsdprv13i1.937 for more information.

US, United States.
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TABLE 3: Details of the dimensions of the comprehensive conceptual SERVQUAL framework proposed in this study.

Dimensions

Description

References

Assurance
Responsiveness
Reliability

Empathy

Tangibility

Employee competences
Operational efficiency
Digitalisation
Regulatory compliance

Accessibility

Innovation
Nature of service

Employee commitment

It refers to the knowledge, ability and respect of employees to create trust and confidence in
clients in banking services.

It s the ability and willingness of employees to respond promptly to clients, provide clear and
effective information to customers.

It refers to the bank’s ability to deliver consistent and accurate service to fulfil its commitments
and to maintain reliable performance.

Providing personalised and caring services, distinguishing the unique needs of each client and
measuring safety, credibility and access.

Itis the appearance of the employees, physical facilities and equipment that creates a good
perception about the quality of service.

It refers to the knowledge, skills, values and motivation of employees in delivering quality service
to the customer in the banking sector.

It refers to the speed and ease with which banking operations are completed, minimising delays
and maximising the convenience of customers.

It refers to digital technologies, including mobile banking, online banking and electronic
payments. It includes the adoption of service automation, convenience and cost efficiency.

It complies with regulatory and ethical standards and promotes fairness and trust between
customers and banks.

It refers to the ease and convenience of the use of banking services by customers. This includes
the promptness of the services that play a critical role in attracting new clients and retaining
existing ones.

It comprises novel technologies and service models that increase client experiences, create trust
and enhance competitive advantages.

It refers to the overall quality of banking services for customers, which are critical to long-term
reputation and success.

It refers to dedicated employees who provide high-quality services, strengthen customer
relationships and support sustainable business growth in a competitive environment.

Pakurar (et al. 2019:5), Rahaman (et al.
2020:825), Shetty et al. (2022:4)

Kim et al. (2024), Pakurdr et al. (2019:6),
Rahaman et al. (2020:826)

Aladwani (2024:2), Gazi et al. (2024:7),
Mir et al. (2023:518)

Aladwani (2024:3), Arora and Banerji (2024),
Zouari and Abdelhedi (2021:2)

Asnawi et al. (2020), Razak et al. (2020:21),
Zouari and Abdelhedi (2021:8)

Islam et al. (2021:1168), Pakurar et al.
(2019:6), Rahaman et al. (2020:825)

Ayinaddis et al. (2023:2), Shetty et al.
(2022:1), Zouari and Abdelhedi (2021:6)
Jain (2020:362)

Islam et al. (2021:1168)

Note: Please see full reference list of this article: Keneni, A.D. & Mabhungu, L., 2025, ‘Service quality measurement practices in global commercial banks: A systematic literature review’, Africa’s
Public Service Delivery and Performance Review 13(1), a937. https://doi.org/10.4102/apsdpr.v13i1.937 for more information.
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TABLE 1: Search query adopted in the extraction of journal articles from various

databases and its results.

Databases Searched date

# of results

Search query

Scopus ‘06 December 2024’

ProQuest ‘06 December 2024’

Web of
Science

‘06 December 2024’

# number.

1781

306

187

Searchifl: (‘customer service
quality measurement’ OR
‘customer service measurement’
OR ‘service quality
measurement’ OR ‘service
quality’) AND (‘commercial
banks’ OR ‘banks’ OR ‘banking
sector’ OR ‘banking industry’)

Searchi2: (‘customer service
quality measurement’ OR
‘customer service quality’) AND
(‘commercial banks’ OR ‘banking
sector’ OR ‘banking industry’)

Searchif2: (‘customer service
quality measurement’ OR
‘customer service measurement’
OR ‘service quality
measurement’ OR ‘service
quality’) AND (‘commercial
banks’ OR ‘banks’ OR ‘banking
sector’ OR ‘banking industry’)
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TABLE 6: Year of publication of articles on customer service quality measurement in commercial banks in the regions.

Publication year Numberof  Percentage of Regions’ contribution over the years Evolution of service quality measurement
publications publication dimensions in global commercial banks over
Asia Africa Europe North the last 25 years
America

2000-2004 1 3 1 - - - SERVQUAL dimensions

2005-2009 1 3 - - - 1 SERVQUAL dimensions plus employee
competence

2010-2014 3 8 3 - - - SERVQUAL dimensions plus innovation of services

2015-2019 6 16 3 2 1 - SERVQUAL dimensions plus employee
competence and accessibility

2020-2024 27 71 24 B 1 - SERVQUAL dimensions plus innovation,

digitalisation, employee commitment, employee
performance, efficiency and compliance

Total publication 38 100 31
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TABLE 4: Contribution of regions to service quality measures in commercial banks in the regions.

Measures No. of measures Percentage Percentage of the

contribution to the
Asia Africa North America Europe gy

Assurance, empathy, reliability, responsiveness 5 962 9.62 9.62 9.62 38.46

and tangibility

Digitalisation and compliance 2 7.69 7.69 : - 1538

Employee competences i 385 - 3.85 - 7.70

Accessibility, efficiency, employee commitment, 5 38.46 - : - 38.46

innovation and nature of services

Total measures 13 60.00 17.00 13.00 10.00 100.00

No., number.
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TABLE 5: Contribution of regions and countries to publications on the quality
measurement of customer service in the banking sector.

Countries Regions No. of %
publications
India Asia 10 26
Bangladesh Asia 6 16
Jordan Asia 3 8
Indonesia Asia 2 5
Afghanistan Asia 1 3
Cambodia Asia 1 3
Iraq Asia 1 3
Kuwait Asia 1 3
Malaysia Asia 1 3
Nepal Asia 1 3
Oman Asia 1 3
Pakistan Asia 1 3
Saudi Arabia Asia 1 3
UAE Asia 1 3
Total publication in Asia 31 82
Ethiopia Africa 1 3
Ghana Africa 1 3
Mauritius Africa 1 3
Tunisia Africa 1 3
Total publication in Africa 4 1
Greece Europe 1 3
Albania Europe 1 3
Total publication in Europe 2 5
us North America 1 3
Total publication in North America 1 3
Total of publications 38 100

No., numb:

JAE, United Arab Emirates; US, United States.
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FIGURE 1: The study selection process flow chart.






