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Abstract

In various industries, especially service businesses, attracting and retaining customers would
require increasing the quality of customer service. This issue is more important in the marketing of
digital-based services such as fintech. The main purpose of this study is to identify the dimensions of
the quality of fintech services and provide a model for measuring the quality of its services by
reviewing the research literature. The method of this research is qualitative using a systematic review
approach. In this study, 413 articles were reviewed and after several screening stages, 48 articles were
selected and evaluated for the final analysis. A review of the above articles led to identifying 7 main
dimensions and 35 sub-dimensions to measure the quality of fintech services including functional
quality, practicality, appearance quality, safety, quality of support, customization, and information.
The results of this study showed that the highest dimension of service quality mentioned in various
sources is the quality of safety, or more specifically the dimension of security and privacy. Also, the
quality of customer support and service has the greatest impact on satisfying and attracting future
customers. In addition, a quality that can create a competitive advantage in the financial field,
especially fintech, should create a fit between the needs of each customer with the services provided or
personalization and customization.
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Introduction

The world of innovation has now recognized the potential for financial innovation, and the number,
diversity, and scope of fintech startups have increased over the past decade. Fintech is growing and
developing day by day and its number is increasing; this has led to increased competition in this
industry. As the quality of services plays an important role in maintaining and enhancing the
competitive position of fintech, having a model that assures fin themes that provide quality services to
customers could be of great importance. Therefore, the main purpose of this study is to identify the
dimensions of the quality of fintech services and provide a model for measuring the quality of its
services by reviewing the research literature.

Methodology

The method of this research is qualitative. It uses a systematic review approach. In this study, 413
articles were reviewed and after several screening stages, 48 articles were selected and evaluated for
final analysis.

Findings

A review of the above articles led to identifying 7 main dimensions and 35 sub-dimensions to
measure the quality of fintech services, including functional quality (including 4 sub-dimensions:
performance, efficiency, usefulness, and speed), practical quality (including 7 sub-dimensions:
enjoyment, convenience, Tangibility, empathy, ease of use, user-friendliness and flexibility),
appearance quality (including 4 sub-dimensions: design, aesthetics, site structure and visual aspect),
safety and privacy (including 8 sub-dimensions: Security / Privacy, guarantee, fulfillment, reliability,
accuracy, goodwill, authentication, and trust), quality of support (including 7 sub-dimensions:
customer service, service portfolio, responsiveness, compensation, contact, recovery, and availability),
customization (including 3 sub-dimensions: personal needs, personalization, and customization) and
finally information quality (including 3 sub-dimensions: content, informativeness, and information

quality).

Conclusion

The results of this study showed that the highest dimension of service quality that was mentioned in
various sources is the quality of safety, or more specifically the dimension of security and privacy. The
quality of safety includes the dimensions of security, privacy, guarantee, fulfillment, reliability,
accuracy, goodwill, recognition, and trust. In general, for all people in the financial discussion,
security and privacy is the most important factor in using services. In the discussion of fintech, due to
the presence of technology in this industry and the increase in cyber-attacks and hackers, its
importance has increased day by day. Also, the quality of customer support and service could have the
greatest impact on satisfying and attracting future customers. In addition, a quality that can create a
competitive advantage in the financial field, especially fintech, is to create a fit between the needs of
each customer with the services provided or personalization and customization.
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