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Abstract

This study aimed to examine the impact of digital transformation on the quality of
electronic banking services in commercial banks in Jordan through conducting a
systematic literature review. The study was carried out in accordance with the PRISMA
protocol, through which a systematic review of (156) studies published during the period
(2014-2024) was conducted. The search process was performed using several
international academic databases and search engines, including: Scopus, Web of Science,
IEEE Xplore, Google Scholar, ProQuest, Emerald Insight, and ScienceDirect .

After applying the inclusion and exclusion criteria and conducting methodological
quality assessment procedures, (20) empirical studies were included in the final analysis.
The analysis was guided by the Technology—Organization—Environment (TOE)
framework and the Electronic Service Quality (E-SERVQUAL) model in order to
comprehensively examine the relationship between the dimensions of digital

transformation and service quality outcomes .

The study reached several important findings, most notably that thirteen dimensions
of digital transformation were identified as influencing service quality. Based on a
reporting decision rule to highlight the most frequently addressed dimensions, the most
addressed dimensions were: technological infrastructure (57.1%), process automation
and digitization (48.7%), mobile banking and digital channels (46.8%), Al and analytics
(45.5%), and security and encryption technologies .(%41.0)

The results also revealed that digital transformation leads to substantial
improvements in the quality of electronic services by enhancing accessibility, reliability,
security, responsiveness, and personalization of electronic banking services. However,
the study also revealed a research gap, as (67.3%) of the studies focused on technological
aspects, while organizational (22.4%) and environmental (10.3%) aspects were not

sufficiently examined .



The study also highlighted several critical challenges facing the success of digital
transformation in Jordanian banks, such as limitations in technological infrastructure,
resistance to change within organizations, cybersecurity issues, regulatory compliance
complexities, and the digital skills gap. Accordingly, the study provides strategic
recommendations for stakeholders emphasizing the need to adopt a holistic digital
transformation approach that integrates technological, organizational, and environmental
factors. Furthermore, the study recommends that future research should conduct empirical
studies in the Jordanian context to test the integrated (TOE-SERVQUAL) framework
using quantitative or mixed-method approaches, with greater attention to organizational
and environmental aspects such as organizational readiness, organizational culture, and
change management. It also emphasizes the importance of adopting longitudinal research
designs to provide a more accurate understanding of the impact and sustainability of

digital transformation on the quality of electronic banking services .

Keywords: Digital transformation, electronic banking services, service quality,

commercial banks, Jordan, TOE framework, E-SERVQUAL, systematic literature review
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