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Abstract 

The main objective of the study is to review the research conducted about online banking, focusing on the effect 

of the Covid-19 pandemic on using online banking services as a marketing channel. The study used is the 

systematic literature review of previous studies, so that these studies included the period before and after the 

Covid-19 pandemic. From reviewing the online banking research, the study find that the Covid-19 pandemic had 

a positive impact on the online banking services market, as the pandemic resulted in social distancing laws that 

led to the resort to electronic services to conduct business, including banking. In addition, this study concluded 

that among the most important factors affecting the quality of online banking services; availability of security, 

privacy, ease of use, and trust was the most important from the customer's point of view. The recommendations, 

we need more research about online banking services, focusing on the limitations and the factors affecting them 

in the developing countries.  
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1. Introduction 

Online services have crossed the luxury barrier to become one of the necessities of daily life, this change in the 

perception of online services has occurred gradually for a period. However, with the outbreak of the Covid-19 

pandemic, technology has moved from luxury to necessity once. It is today the engine of our daily lives, and 

everyone is forced to deal with online services and learn how to use them if in time have the option to ignore 

them. At the same time, pressure is increasing on individuals and institutions, Individuals have to learn how to 

use online services, where institutions have to adopt online services in providing their services. Moreover, it has 

become imperative for countries to provide appropriate infrastructure to use online services and provide the 

requirements, especially in developing countries (Benmoussa & Almaoui, 2020) (Shihadeh & Liu, 2019). 

For companies and institutions, if online services are used to reduce costs, today it has become a necessity 

to achieve a competitive advantage in line with the needs and desires of customers (Dauda & Lee, 2015), 

especially in the service sector. Banks are one of these institutions that have adopted online services in providing 

their services. The advantages of using online services; reducing costs, and on the other hand, the needs and 

desires of customers, it was shown to banks how online services increase customer retention and market share 

(Li, Lu, Hou, Cui, & Darbandi, 2021). 

In this study, online banking services are defined as those services that banks provide via the internet (Bani 

Ismail & Alawamleh, 2017), (Salihu, Metin, Hajrizi, & Ahmeti, 2019). We propose that the Coronavirus 

pandemic with the accompanying health and social laws have led to the development and expansion of the online 

banking services market (Baicu , Gardan, Gardan, & Epuran, 2020). This development requires companies to 

keep pace with it for two reasons, the first is to achieve competitive advantage and growth in financial 

performance (Seiam & Abu Alnadi, 2014), the second is because this development is imposed because of the 

new laws, and banks must be ready for it, as universities did in their readiness for distance education. Therefore, 

the current study reviews the online banking services literature, and linked with the Covid-19 pandemic, 

therefore focusing on how the pandemic created an urgent need for online banking services, thus expanding its 

market and increasing its marketing opportunities. 

 

2. Methodology 

This study analyzes the online banking services literature and linked with the Covid-19 pandemic, thus, finding 

how individuals and institutions deal with the current issue to cover their needs and achieve their targets. The 

selected criteria for this review based on papers were published from 2014 to 2021.  

 

3. Systematic Literature Review 

Online services have become a need in our daily lives, especially after the outbreak of the Covid-19 pandemic, 

which imposed on society the laws of social distancing. This matter has imposed on all institutions of all kinds to 

work remotely, as are banks, banks that used to provide online banking services have become obligated to 

provide these services, to conduct business under the laws of social distancing.  
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Many studies have dealt with the subject of online banking services, as they have studied these services and 

their impact on consumers, as well as the nature of consumers' demand for these services, studying the 

distribution channels of electronic banking services, and how they are affected by consumer trends, and the 

factors affecting the quality of these services, and determining Quality elements of the online banking services. 

Many studies have found that electronic banking services are required by consumers and that it is an important 

marketing advantage for all banking institutions. Also, post Covid-19 pandemic studies have found that these 

services have been significantly affected by the pandemic positively, which made the pandemic a marketing 

opportunity for online banking services.  

 

3.1 Online Banking Services and the Pandemic 

The study of (Moşteanu, Faccia, Cavaliere, & Bhatia, 2020) analyzed changes in demand and supply of online 

banking services because of the socio-financial disruption caused by the Covid-19 pandemic situation. In 

addition, the financial digitization and digital changes in the banking sector at a global level, and the benefits of 

digitization for individuals and businesses at the same level, using data from international databases, the study 

found that the current rules of social restrictions helped companies and individuals learn and apply new 

communication technologies. If financial institutions, particularly the banking system, were afraid at the start of 

the pandemic, many services are now remote online, rather than communicating face-to-face, financial 

institutions are now redesigning the structure of their operations including digitization, responding to the 

demands of new customers. 

When measuring the impact of the Covid-19 pandemic on consumer behavior in the online banking services 

market in Romania, a study of (Baicu , Gardan, Gardan, & Epuran, 2020) Using the descriptive approach 

through a questionnaire distributed to the targeted consumers, the questionnaire measured a set of variables 

affecting consumer behavior in the retail banking services market in the field of internet and telephone. The 

study showed that there was an increase in the consumption of online banking services during the Corona 

pandemic period than in the previous period in Romania. What the research recommended is that banks spread 

the awareness and education about online banking services to increase the ability of customers to use them, 

especially the elderly who are not immersed in technology.  

The results are corresponding to what we mentioned previously about the need for banks to carry out 

awareness marketing campaigns for online banking services, and the way they are used, and that one of their 

quality factors is to be easy to use. 

In India, the results were not different, were study by (Jindal & Sharma, 2020) using the descriptive 

approach through a questionnaire targeting consumers in the city of Bulandshahr in India, looked at evaluating 

the role of online banking services in fighting the Covid-19 pandemic, the results of study showed that online 

banking has an important role in fighting the Corona pandemic and that people who use online banking services 

feel more secure under the conditions of the spread of the virus. Thus, technology has not only gone beyond the 

daily need, but has become a need for life and a sense of security, and online banking services are required by 

every banking institution to preserve people's lives. 

This is confirmed by a study by (Kushnir & Hevorhyan , 2020) on Ukrainian banks using the descriptive 

approach, which found that banks forced to work in uncertain conditions and to organize ways and procedures 

for working with customers under difficult conditions during the imposed quarantine period, and banks must 

provide remote services to customers, which in turn is an appropriate solution and safe for both the bank and its 

customers. 

The study recommended a set of recommendations that can say to be appropriate to confront any situation 

similar to the Covid-19 pandemic. By providing convenient online services in mobile applications, increasing the 

number of possible transactions in these applications, canceling the commission for using point-of-sale devices 

and mobile applications, and extending the validity of the card, and pay other services with the card. 

Implementing such procedures and establishing an electronic financial market that does all these actions 

will bring great benefits to customers and greater benefits to banks that will get rid of a lot of paperwork in the 

branches. 

The need to transition to a digital banking model has been talked about for a long time, but the Covid-19 

pandemic has made the need to cut operational costs and improve digital experiences more important than ever 

(Kelecic, 2020). With an electronic financial system and online banking services that keep pace with the 

requirements of individuals and institutions, companies can provide their services better than before the Covid-

19 pandemic, and continue to work remotely to transform into it as fully as possible. 

 

3.2 Online Banking Services  

(Benmoussa & Almaoui, 2020) examined the limitations that banks face in providing online banking services, 

using a literature review methodology, and how to overcome them to provide online banking services according 

to typical requirements. One of its results is that there is a lack of legislation and laws that regulate online 
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banking in developing countries. Were (Salem, Baidoun, & Walsh, 2019)  found that there is a lack of studies 

dealing with the status of online banking services in developing countries such as the Arab world in general, this 

study, which dealt with online banking services in Palestine, also recommended that the state work on 

formulating laws and regulations necessary for the work of online banking services. 

However, other challenges could be added, such as people's knowledge of technology. Banking services are 

received from everyone and there is a segment of customers who do not master the use of online services. 

Therefore, the provision of online banking services requires cooperation between banks as a service provider, the 

state as a legislator of the laws to provide this service, and the customer who learns the technology will help 

build an electronic financial system that is beneficial for both parties, the banks, and the customers. 

(Li, Lu, Hou, Cui, & Darbandi, 2021) using a descriptive and questionnaire model, found that the use of 

online banking channels is associated with higher customer retention rates; it also found evidence that the market 

share of the sample company in the research is also systematically higher in markets with high usage rates of 

online banking channels. This confirms the aspect of online banking services in that it is a basic competitive 

advantage in the institutions, and its transformation, in light of the Covid-19 pandemic period into a need for the 

institution, not just a competitive advantage. 

From the financial point of view, the study of (Seiam & Abu Alnadi, 2014) using a questionnaire distributed 

over a sample study that consists of financial managers at Jordanian commercial banks. found how the impact of 

online banking services was on the financial performance of commercial banks in Jordan, and how it is affected 

by the efficiency of online banking services, provide that with time, effort, and daily business volumes are saved, 

and thus reduce expenses and employee costs. Therefore, it recommended that the obstacles that prevent the 

effective application of online banking services been overcome by paying attention to the quality of online 

banking services that are provided. 

(Shihadeh F. , 2020) analyzed the relationship between consumer behavior and the use of online banking 

services in daily life, by collecting information from World Bank's 2014 Global Findex Database, and found that 

the use of online banking services is linked to several factors: the educational level of individuals, age, gender, 

income level. And that the use of online banking services is still low in the countries of the MENAP region, and 

that individuals who have a high level of education are more likely to use online banking services. The study 

recommended that lawmakers work side by side with banking service providers such as banks to provide online 

banking services that are less expensive and easier to use. The study also recommended studying the relationship 

between the Covid-19 pandemic and the use of online banking services. 

 

3.3 Online Banking Services and Quality  
A study by (Rawwasha, et al., 2020) aimed to identify the factors affecting the use of online banking services in 

Jordan, through a field survey of the study population using a questionnaire. The study found four factors 

affecting online banking services in Jordan, which are expected benefits, privacy, ease of use, and trust. Based 

on the results of this study, trust is the strongest contribution to online banking services adoption compared to 

other variables. The Bank provides adequate security protection to prevent unauthorized intrusion so that the 

users of online banking services feel comfortable when using the online banking services for their business. 

Online banking can help Jordanian banks gain a competitive advantage by lowering labor costs and improving 

customer service; Enhance flexibility, improve access to information, and eliminate most manual or paperwork. 

The recommendation that Jordanian banks need to carry out more intensive marketing campaigns, which 

aimed to increase customers' awareness regarding to the online banking services.  Further, banks could focus 

their efforts on security issues and provide safer online services to customers, and Jordanian banks need to re-

evaluate user interfaces of the online banking services to ensure ease of use by customers. 

Previously (Bani Ismail & Alawamleh, 2017) through a questionnaire and interviews clarified the impact of 

online banking services on customer satisfaction in Jordanian banks and identified the strengths and weaknesses 

of online banking systems in Jordanian banks. The results of this study indicated that account access or control, 

ease of use, privacy, and security are important determinants of customer satisfaction with online banking 

services. In Saudi Arabia, a study by (Abualsauod & Othman, 2019) identified the gaps in the quality of 

providing online banking services, which are the technology used, dependence on the service, electronic 

knowledge, and security. 

This is consistent with the previous studies of (Bani Ismail & Alawamleh, 2017) and (Abualsauod & 

Othman, 2019), since online banking, services are provided through programs. The main issues in the quality of 

this program are ease of use, security, and the ability to manage operations through this program, which will 

naturally reduce the problems associated with providing the service (Salihu, Metin, Hajrizi, & Ahmeti, 2019), 

and of course, trust in the institution provides these services. In the study of (Salem, Baidoun, & Walsh, 2019), 

the factors affecting the Palestinian customers' use of online banking services were identified. The study 

consistent with the other studies. That’s, the technology used, trust, customer affiliation, security, and privacy 

were the factors affecting them. 
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From previous studies, we can note that adoption the online banking services needs laws to achieve safety 

and confidence in use. Therefore, the demand of customers for these services, but at the same time, the main role 

of the customer remains to learn the necessary technology, which is what banks must do through their marketing 

Awareness programs, (Shihadeh, Gamage, & Hannon, 2019). 

 

3.4 Online Banking Services and Distribution Channels  

(Dauda & Lee, 2015) analyzed the adoption of the technology approach for customers and its impact on the 

development of online banking services in Nigerian banks by a random utility model using discrete choice 

models. What this study found was that banks, to achieve a competitive advantage, should provide smart and 

practical online banking services. Especially services of a personal service nature and the addition of other 

services that make online banking services more enjoyable, effective, and fast, such as electronic wallets, and 

that smartphones and websites can increase the approach of adopting technology in the online banking services 

sector by consumers.  

Therefore, we return to the results of a study of (Benmoussa & Almaoui, 2020) that governments in 

developing countries should provide the necessary capabilities to implement online banking services because 

customers are ready to use these services. In the study of (Li, Lu, Hou, Cui, & Darbandi, 2021) the factors that 

affect customer satisfaction with online banking services are identified using the descriptive-analytical method 

and the questionnaire. The factors are the use of cloud services, security, e-learning, and the quality of services 

provided. The paper recommended focusing on people who do not use the internet, motivating and encouraging 

them to use online banking, and this will be easy with the presence of a good internet infrastructure that 

facilitates the process of establishing an effective electronic financial market, especially in the developing 

countries. 

 

4. Conclusions and Recommendations 

Banking services are the main driver of the market (Shihadeh, Hannon, Guan, ul Haq, & Wang, 2018) and online 

banking services are the convenient method to carry out financial operations, whether to protect against a 

pandemic such as a Covid-19 or to accelerate business and reduce costs. 

From the previous studies, that were reviewed, we found that the Covid-19 pandemic provided the online 

banking services market with an opportunity, that everyone was forced to use online banking services. This 

opportunity for which institutions were doing many marketing works, to motivate customers to move to use 

online banking services, which made the customers accept these services, even when there is a defect in their 

quality. 

Banks could take advantage of the opportunity that everyone is compelled to use online banking services, 

and make their marketing efforts to facilitate this need, to create a competitive advantage in obtaining or 

retaining customers. In addition, to pay attention to the basic issues in the quality of banking services, which are 

security, ease of use, and privacy, which is strengthened by the bank’s image, and customers trust in it, as well as 

the existence of laws that protect all parties in these electronic transactions. 

Moreover, we recommend more research to find the relationship between the pandemic and using online 

banking services. More research could be conducted in developing countries, and also in poor areas. 
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