)

Journal Website

Article history:

Received 16 June 2024
Accepted 10 September 2024
Published online 21 Sep. 2024

Dynamic Management and Business

‘Management and

Analysis

Volume 3, Issue 2, pp 284-297

E-ISSN: 3041-8933

Investigating Factors Influencing Customer Behavior in the Use of
Electronic Services of Shahr Bank

Samira Sabzghabaei®

, Mahdi Karimizanad?

* Mohammad Reza Motadel®

1.Department of Technology management, Central Tehran Branch, Islamic Azad University, Tehran, Iran.
2.Department of Business management, Central Tehran Branch, Islamic Azad University, Tehran, Iran¢ Corresponding Author) .

3.Department of Industrial management, Central Tehran Branch, Islamic Azad University, Tehran, Iran.

* Corresponding author email address: Mehdi33karimi@gmail.com

Article Info

ABSTRACT

Article type:
Original

How to cite this article:

Sabzghabaei S,Karimizand M, Motadel M. (2024).
Investigating  Factors  Influencing  Customer
Behavior in the Use of Electronic Services of Shahr
Bank. Dynamic Management and Business
Analysis, 3(2), 284-297.
https://doi.org/10.22034/dmbaj.2024.2039831.1092

Lo/ OO

© 2024 the author(s). Published by Knowledge
Management Scientific Association. This is an open
access article under the terms of the Creative
Commons Attribution 4.0 International (CC BY 4.0)
License.

Objective: The purpose of this study is to investigate the factors
influencing customer behavior in the use of electronic services of
Shahr Bank.

Methodology: This study employed a quantitative research method.
A total of 77 components were extracted from the literature and
categorized into four dimensions: sociological, psychological,
demographic, and technical services. Additionally, 10 indicators,
including culture and norms, social class, social pressure,
demographics, quality of technical services, ease of technical
services, and behavioral, emotional, perceptual, and personality
factors, were determined. After content validation, the initial
research model was examined. A questionnaire was designed for
data collection and distributed among the bank's customers.
Findings: The findings, using exploratory factor analysis, revealed
that the dimensions and indicators identified in the first phase of the
study were sufficiently valid. Results indicate that psychological,
demographic, and technical service factors have significant effects
on customer behavior in utilizing electronic services.

Conclusion: The final model of the study was developed based on
the internal relationships between variables and statistical analyses.
This model can serve as a framework for improving the acceptance
of electronic technologies in banking. Based on the findings,
recommendations were provided to increase the adoption of
electronic services at Shahr Bank.

Keywords: Banking, Technology Acceptance, Electronic Banking,
Customer Behavior.
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EXTENDED ABSTRACT
Introduction

The evolution of banking services due to advancements in information and communication
technologies has revolutionized the financial sector globally. In particular, electronic banking (e-banking)
has emerged as a key innovation, offering enhanced convenience, efficiency, and accessibility to both
customers and banks. This transformation allows banks to provide services 24/7 and meet customer
demands in a competitive market (Gholami Afshar & Moradi Hazarvand, 2023; Kaulu et al., 2024; Moshtaghi,
2023). However, the widespread adoption of e-banking is closely linked to customer behavior, which is
shaped by several factors, including trust, security, ease of use, and perceived benefits (Hilal & Varela-
Neira, 2022).

Despite its benefits, many users exhibit resistance towards e-banking, preferring traditional
banking methods. This resistance may arise from limited understanding, fears of security breaches, or
psychological barriers (Mintah et al., 2023). The Technology Acceptance Model (TAM) has been widely
utilized to explain customer behavior toward e-banking adoption. The model posits that perceived
usefulness, perceived ease of use, and trust in the system significantly influence users’ intention to
embrace the technology (Alizadeh & Jalali Filshour, 2023; Alizadeh et al., 2020; Ariaparsa & Ebramihi, 2023).

This study investigates the factors influencing customer behavior in the use of Shahr Bank's e-
services. The study aims to develop a comprehensive framework to assist in enhancing customer adoption
of e-banking by identifying the psychological, demographic, sociological, and technical service
dimensions that impact behavior.

Methodology

This research adopts a quantitative approach, utilizing a structured questionnaire to collect data.
Seventy-seven components were identified from the literature, categorized into four main dimensions:
sociological, psychological, demographic, and technical services. Ten indicators were chosen, including
culture and norms, social class, social pressure, demographics, quality of technical services, ease of
technical services, and various behavioral, emotional, perceptual, and personality factors. The initial
research model was validated through expert content analysis, and the finalized questionnaire was
distributed among Shahr Bank customers.

The sample size was calculated using Cochran's formula, resulting in 384 respondents, chosen
through random sampling. Respondents included customers across diverse age groups, educational
backgrounds, and employment sectors. Data were analyzed using exploratory factor analysis to validate
the dimensions and indicators, with further analysis performed using software to assess the relationships
between the identified variables.

Findings

The findings from the exploratory factor analysis demonstrated that the identified dimensions and
indicators were valid. The psychological, demographic, and technical service dimensions significantly
influenced customer behavior in using Shahr Bank's e-services. Respondents showed high agreement with
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the relevance of sociological, psychological, demographic, and technical factors in determining the
adoption of e-services.

The psychological dimension, which includes personality, perception, emotional, and behavioral
factors, was particularly significant, with 100% agreement among respondents. Similarly, sociological
factors, including culture, norms, and social pressure, received a full endorsement as key drivers of e-
banking adoption.

Furthermore, the study found that technical factors, especially the ease of use and quality of
services, were crucial in shaping customer attitudes towards e-banking. Demographic factors such as age
and education also played a significant role in influencing customer behavior. The final model
demonstrated strong correlations between these factors, providing a robust framework for understanding
e-banking adoption behavior.

Discussion and Conclusion

The findings of this study align with existing literature on e-banking adoption. As highlighted by
Rogers (2010), the feeling of security and positive attitudes towards technology are critical in shaping user
behavior. The TAM model also supports this, indicating that perceived ease of use and perceived
usefulness are significant determinants of technology adoption (Davis, 1989). This is further corroborated
by studies from Sah and Han (2006) who found that user satisfaction with ease of use leads to greater
acceptance of e-banking services (Suh & Han, 2002).

One notable finding from this study is the impact of social class and social pressure on e-banking
adoption. As indicated in studies by Alizadeh and Jalali Filshoor (2023), societal norms and peer influence
play a key role in shaping customer behavior towards new technologies (Alizadeh & Jalali Filshour, 2023).
In particular, customers from higher social classes, who often enjoy greater access to technology, are more
likely to adopt e-banking services due to the prestige associated with using advanced financial tools.

Moreover, the study highlights the importance of user-friendly interfaces in promoting the
adoption of e-banking services. Rogers' (2010) diffusion of innovations theory suggests that most users
are not innovators but fall into the early majority, only adopting new technology when it is perceived as
easy to use and has been successfully implemented by others. This explains why Shahr Bank's mobile
application, with its simple fingerprint authentication, has been more widely adopted by older customers
compared to younger, more tech-savvy users, contrary to initial expectations.

In conclusion, this study provides valuable insights into the factors influencing customer behavior
in adopting e-banking services. By understanding the interplay between psychological, sociological,
demographic, and technical factors, banks can develop more effective strategies to increase the adoption
of their e-services. Recommendations include improving security, simplifying the user interface, and
enhancing customer education and awareness to overcome resistance and drive broader adoption of e-
banking services.
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