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The Effect of Characteristics and Service Quality of
Internet Banking on Customer Satisfaction
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Abstract For continuous growth and diffusion of internet banking, it is important to
investigate the factors that affect customer satisfaction. This study empirically examined
the structural relationships among characteristics of internet banking, service quality,
customer satisfaction and customer loyalty. Characteristics of internet banking include
relative advantage, compatibility, complexity, and perceived risk which are user-dependent
in nature. Service quality was classified as 5 dimensions of SERVQUAL. Using a sample
of 162 internet banking users, we empirically examined the study model. The results of
this study showed that characteristics of internet banking and service quality had a
significant effect on customer satisfaction and satisfaction in turn, had a significant
positive effect on customer loyalty. We also found that characteristics of internet banking
and service quality had a significant effect on customer loyalty.

Key Words : characteristics of internet banking, service quality, customer satisfaction,
customer loyalty
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FAEAL (%) 71.388 88512
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