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Objective: The aim of the present study is to examine the mechanism of trust
formation and its impact on satisfaction, behavioral intention, and actual behavior of
mobile banking customers of Shahr Bank in Iran.

Methodology: This research is applied in terms of objective, causal in terms of
method, and survey-based in nature. The data collection tool was a closed-ended
questionnaire using a 5-point Likert scale. The sample consisted of 384 customers of
Shahr Bank in Isfahan who used mobile banking services between March and May
2024. The sampling method was convenience sampling, and Cochran's formula was
used to determine the sample size. Furthermore, structural equation modeling was
employed to examine the relationships between variables using PLS software, and
descriptive statistics were analyzed using SPSS software.

Findings: The results showed that service quality (t-statistic = 2.20), information
quality (4.55), system quality (2.85), structural assurance (7.12), and task-related
features (3.22) significantly influence the trust variable. Additionally, there is a
significant relationship between trust and user satisfaction with mobile banking (t-
statistic = 21.29). User satisfaction with mobile banking leads to behavioral intention
(t-statistic = 20.13), which in turn drives customers toward actual usage of mobile
banking services (t-statistic = 12.75). Finally, the data fit indices such as composite
reliability and Cronbach’s alpha were above the standard threshold of 0.7.
Conclusion: This study emphasizes the importance of trust and user satisfaction in
influencing actual behavior in mobile banking and contributes to the existing body of
knowledge on behavioral intention by offering a better understanding of how these
factors affect intentions and preferences in developing countries such as Iran.
Keywords: Trust, Customer Satisfaction, Behavioral Intention, Actual Behavior,
Mobile Banking
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EXTENDED ABSTRACT
Introduction

The rapid advancement of internet-based technologies since the 1990s has significantly
transformed banking operations, particularly through the emergence of mobile banking services, which
are forecasted to grow from USD 715.3 million in 2018 to USD 1824.7 million by 2026. This growth
underscores a global shift in consumer behavior and banking strategy. However, in developing countries
such as Iran, the widespread adoption of mobile banking remains challenged by user skepticism,
technological apprehension, and cultural inertia (Sharma et al., 2023).

Mobile banking allows financial transactions via mobile devices, offering unparalleled
convenience and cost-effectiveness (Lee & Chung, 2009; Tam & Oliveira, 2016, 2019). It also enhances
productivity for banks and quality of life for users (Malaquias & Hwang, 2016). Nonetheless, trust and
satisfaction continue to serve as critical determinants of users’ behavioral intentions and actual behaviors
in this domain (Geebren et al., 2021; Gundala et al., 2022; Guo et al., 2018; Zhou, 2013, 2014). Trust, often
defined by user beliefs in the system's reliability and security, is shaped by factors such as system quality,
information quality, service quality, structural assurance, and task-related features. These trust antecedents
are crucial in encouraging customer satisfaction, which in turn affects behavioral intentions and actual
mobile banking use (Asadi et al., 2021; Tahir et al., 2024; Uzir et al., 2021).

According to the Theory of Planned Behavior and the Theory of Reasoned Action, behavioral
intention is a primary determinant of actual behavior and is influenced by users' attitudes, perceived
control, and subjective norms (Farah et al., 2018; Farzin et al., 2021). In the context of Iranian mobile
banking, issues such as perceived insecurity, lack of responsive online support, and the risk of data
breaches exacerbate distrust, deterring users from engaging with these services. Therefore, understanding
the formation of trust and satisfaction and their effect on actual user behavior is essential for banks
operating in such markets. This study seeks to assess the role of trust and satisfaction in shaping behavioral
intention and actual usage among Iranian mobile banking users, with Shahr Bank serving as a case study.

Methodology

This applied, causal, survey-based research was conducted using a closed-ended questionnaire
structured on a 5-point Likert scale. The study targeted customers of Shahr Bank in Isfahan who used
mobile banking services between March and May 2024. Using Cochran’s formula, a sample size of 384
was determined and selected through convenience sampling. The questionnaire contained 38 items across
two sections: demographic variables (age, gender, education level, and frequency of mobile banking use)
and items measuring nine constructs—five exogenous (system quality, information quality, service
quality, structural assurance, task-related features) and four endogenous (trust, user satisfaction,
behavioral intention, actual behavior). Each construct included 3 to 5 items adopted from previous
validated models.

Data analysis was conducted using SPSS for descriptive statistics and PLS software for structural
equation modeling (SEM). Validity and reliability were confirmed through Cronbach’s alpha, composite
reliability, average variance extracted (AVE), and Fornell-Larcker criterion. Model fitness was evaluated
using indices such as RMSEA, GFI, AGFI, NFI, TLI, CFl, and IFI.
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Findings

Demographic analysis revealed that 51% of the participants were male, 34% were aged between
19 and 24, 34% held a bachelor's degree, and 34% used mobile banking 3—4 times per week. The
measurement model demonstrated strong reliability (Cronbach’s alpha: 0.72 to 0.93; composite reliability:
0.81 to 0.95) and convergent validity (AVE > 0.50). Discriminant validity was confirmed through AVE
square root comparisons exceeding inter-construct correlations.

Hypothesis testing using SEM revealed that all five antecedents had significant effects on trust:
system quality (t = 2.20, B = 0.11), information quality (t = 4.55, p = 0.27), service quality (t = 2.85, =
0.13), structural assurance (t=7.12, B = 0.29), and task-related features (t=3.22, p = 0.15). Trust strongly
influenced user satisfaction (t=21.29, = 0.72), which in turn significantly impacted behavioral intention
(t=20.13, B = 0.70). Behavioral intention was a strong predictor of actual behavior (t = 12.75, = 0.57).
Model fit indices were acceptable (e.g., RMSEA = 0.046, CFI = 0.974, GFI = 0.922), and explanatory
power was high (R? values: trust = 0.71, satisfaction = 0.53, intention = 0.50, behavior = 0.32).

Discussion and Conclusion

This study confirms that in the context of mobile banking in Iran, trust and satisfaction play
fundamental roles in shaping users’ behavioral intentions and actual usage patterns. The significance of
trust is reinforced through the impact of system, information, and service quality, as well as structural
assurance and task-related features, indicating that users' perceptions of technological reliability, security,
and functionality critically influence their trust in mobile banking systems.

Satisfaction acts as a mediating factor that strengthens the path from trust to behavioral intention.
When users perceive the services to meet or exceed their expectations, they are more likely to commit to
using them regularly. Consequently, behavioral intention becomes a key mechanism through which trust
and satisfaction translate into actual usage.

The practical implications for banks are substantial. To foster trust, they must enhance the
usability, responsiveness, and security of their mobile applications. Information must be timely, relevant,
and accurate, and customer service must be prompt and professional. Additionally, by promoting features
that align with users’ tasks—such as convenience and real-time functionality—banks can increase
adoption rates.

Ultimately, this research highlights the importance of building trust and ensuring user satisfaction
to achieve long-term engagement with mobile banking. In a competitive and rapidly evolving financial
environment, these factors are not merely facilitators of technology adoption but are essential components
of strategic success. As mobile banking continues to evolve, especially in developing countries, future
studies should explore longitudinal designs and the moderating role of demographic and cultural factors
to deepen the understanding of consumer behavior in digital banking ecosystems.
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' - Theory of Planned Behavior (TPB)

YYv
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Olyine (2819 5Lidy 9 culs ) wloiel s BLI 1ol nl 5 (Lbge 50Tl (b ydo (2Blg ;L3 m .

oolazl (gl oyl i 1o Sde (5,50 Wb «opl b (Naalchi Kashi, 2020; Sebayang et al., 2024) s,ls (5,ls, auad ,  condiue
3579 (crmslial (glacsog)g 5 amn] (mogul) hlse 6,00l yo a5 It Js 4 S0 )b 51055 slml (Lbse (5,0 S
ooliinl wad g LIS die 73U ()5 25 n el b g wliioe SR 23y 5 G Ol Salad pas g 00l S s St 9l
SISl 5 asliiul el Sas wins bl BLlS 4 ) Sl a,e aslen Sleas Eamsal)l 51 se walss 15 b gl
B ol s oS slazel b LS «stelasl slacaedse ol b abliae sl (Cao et al., 2018; Zhou, 2014) wss iy |, s
o1y walgs 2l ) nlS 6,ld) pelas wad g and so 2alS Sasaily Ll dawss al s o 1, Sy sloel

Agmeka et al., ) ol byl 5,l8, aad Jol> b ie dly JLd, a5 oS o olid bl dihie Joo (5,05 (uized
3 oel s, a4 e gesls IS b e (sla gl a5 s (5,8, sl ol 4 (2019; Gundala et al., 2022; Hong, 2019
SISl o pdy suad a5 ad 5 as Farzin et al (2021) .(Baydeniz et al., 2024; Farah et al., 2018) s4i o (5 yiino <8,
Gaas (5,5l 5 eslinul wis s oL, Farah et al (2018) .osdle, (Farzin et al., 2021) coul 138 51 adly ooliial [l3, » Lbse
(Farah et al., 2018) s5i oo culam b i 5,8, sl b oMl awgs

S S (6 loSil 0jg> o (S azgi pae b g (il s Bl SO 5l AT Wboe D928 Sz (nl I pol> anlllas s o
rohn alS pgas o |, el WSl e gl oz by 51,55 slul ssdle wilsi oo hilse 6,00l wiile )] s (sboses s
28 g5 oo (Seig S oo )l 0355 53 (B Sz S pis 5 i g Slyd Lol b ol e Cold, s g ol
8 Gispe 35 515 il hligo 5ol ol 5 ol axlye JSie b1y (S5iS olyiie sy Gl 5w ol pie
S sgamme |y 355 aaliiul (WSS (el | o] slajls 5 badiulss) 59 culs, pas 4y yzee Sloas 45 oy

35 ol 53 olsiie b 5l s slaosed iy s llall (s (61500l 5 (S35 (Slapinnns 975 b 1,05 )b
23103,5 ssliiul g5 S5k Jlosl ol (gl (6 loaSil sboogeds () 51 a8 S8 Slawd 0y &5 e g ol 9y, (Solisl e e b
ST 51 oy o Jlasml O 5950 Sjg0 50 (T canslin (255 uly pae (o S Jlozol 51 w5 d ol w095 lail > o
oged (65,1 1o ax i pus alaulyy g ol oud (6,0l s 1l 4 o] slazel 2alS Slge ()l)l5 casd Sledbl us
Gsre ol el ools )18 aes sladloos | b it culs, oliee 50l sgam b oSSl Lawss S ilige aiile 6 IocSil (s
94255 Oy9e Yt §)PSL oged nl Jhndy )o Olyide (o48ly )18« ilise 5,100k 09 53 9290 Sla il 4 az g L aS ol
25 IR

Ol oa8ly JL syt alo) 5 slazel 13Uy iehy Gl plaml 5l ol Bus wyo )8 ol Azl Guloly A8
ol s (Geebren et al., 2021) L3 oads plowl b5 olo b imgdy LI ol ples alai wules o ol ol 5o Llse s locSil
heald; g sletel canS sl am (Slnl Qb i o5 STy g9 (o28lg 5135 5 (6518, wad (slo e (93T L L sl oud (26 oS Cusdl
S5 il 5 oozl s ilige (6,100l 3,k 5l Sl jteons Il 55t S5 e ol 3 B el 45T wains oo 50 055

QS so M asdlas ol 1S ieghy SA5e8 Cllas 4 a5 b copl ol ol Cawd  Libge (6,0 SOl jo Codige o asli g 4

I - Theory of Reasoned Action (TRA)
2 - Actual Behavior



m) VFoF Jal oslod o lez 099 )l 9 oS Judexi g Lgy o oo RULVE R

G SSL wleas jlas” Sl b yiie (28lg )L, 5 6,50 4  Lbge (5,00l Sloas o ol g sleiel a5 wias Fwly Jlgw cpl 4
B9 Trlae py SledE Sl (nl Gl 4 o) sl 1900 S oo oolial (Libge

o)1 (hilga (65103l 55 (i) IS Culd) lime 2 sie Sl slasel -

Bl 0929 (5 lolias alaily bilge (5,loSSL 4y (5 i slaziel g g CoanS s Y

Sl 0929 (g oline adayl) blge (5,loS0L 4 (6 i slazel g CleMbl Coa Sy -V

S,l0 5925 (5 lolixe alaly Libge (5 oSOl 4y (g i slazel g Cloas con S 0 -

B,18 3925 (5 lolis abayly Llbge (6,l0SOL 4y (g yitio slazel g andsg sla Sy e -0

515 055 5 olias alnly Lo (6,laSols 4 (s iie olaiel 5 5,5 Lo ylsabsl a5

0,10 0929 (5 lolie alaly (bbge (6,laSSL jo (5 e (5)L8) wad 5 ol e -V

3,08 3929 (6 oline abail, Lbge (5,laSSL o a3ly 13, g (6 i 5 b, wad o A
Y s

g e

A e e e e
MBT! MBT2 MBTY MET4 MBS
o3 T
N
[ ] [ en ][ s2 [ s
102 .
_ T N
Sl = a8
- AB1
SEQ1 Ilgllm
’ AB2
sEQ2 . Gy slo S NLIONE, B =
L SR TcH /S "
= @
.
e B e CE e e e I e e

col oo ax3 5 Geebren et al (2021) 15 5 caul oo ools plas (V) JSo ;0 a5 jsboled iagh casgie 5s5l

S50 1y Cold, 5l a5l Lol domiw oo (bilbge (5,00l jo 1) byt cols) » JFae Jelse j553e Jow (Geebren et al., 2021)
S 5l am Sl b i a5 STy 45 B aiad aBlol Jow 4y a8ly JLS, 5 5,8, aad sl Jele LS ren a4y el 00lai 1,8 aej]
Sy )18, g5 2 Shilise 6)l0Sl (Slo s DIl 6 e S50 Aoy (o B o9d (olulid cdans oo 92 995 5l culs; 5 slozel

QS"’U ‘).15).')...:...‘00 J.ALAAJ u..&s).w J.\A c)ig.é u)L..Cd.swl OA.HSO\.\QLM.A]MY\: 909.&,Mﬁ ‘_;“)L) U‘“‘Q5)" 69§.“ \)}MWAAS

Y¥a
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Olyine (2819 5Lidy 9 culs ) wloiel s BLI 1ol nl 5 (Lbge 50Tl (b ydo (2Blg ;L3 m .

5 (TCH) slaadsy slo S5y 9 CA) & ksle skl (SEQ) wlas coas (1Q) wlodlbl cuas (SYQ) pivw coiS

el (AB) dly 113, 5 (Bl) (k8,008 (US) )5 cols, (MBT)  Lbge (6,locSl as slezel o 153950 puite ¥ Jolds (puieon

OR93 9

b9, 5 Sledbl g jslanz (sl polo aalllas po el cholom a5 5l g e ogy 5l 5l 5 60,5 Buan L 5] Beow b
oolitl delicin 3l Sl (25w 5 wlosls uSes @Vl 5 oS 1) imgh il clbuliS (idu 5o b solitul slalulsS 5  Slase
olaols ;5 B ol 133,558 crm (hbige (6,l0SIl Sloas 31 a5 ates ledol [0 e SSb ol i ples Jolis asdllas (5 ol Sz 0
byt 5 a5 YA Jols aslllas diges o ooliiul oSS Jso 3 5l diged oo s (5l caadllan ] 55 0iS oo ol VE- ¥ Lo
Wl Sl o s )0 (S diged g, 5l lej 9 aobie Codgaste o 4y aS Wogs el SSL

S P 9 Jels g o Jlgw YA s 5 ates g4 51 a5 wb ooliiul (6 F o3Il Il e 4 asliian ) asdllas ol o
4 bgye OYlgw (6,508 g (eolaiwl (e 5 O ams (o oy Jold) B aimozuly 9,90 10 (81,5 900 Sledlbl 45 bgs o Y g
(g ) Dbl cuiS ((Jlgw F) i oS Jols a5 (a0 |y 2o sl ko 1 plaS 12 a5 Jlgw YE) gy Lo ke
U el (g B) (hlise 6 l0SSL 4 slazel (lo ¥) slaselog sla S5s «(Jlsw ) 5,05 pliabl ((Jlg F) Sloss oS
5l 28y ,Ls, 5 Cao etal (2018) ;1 s s, 008 4 (Geebren et al., 2021) sl ouis 45,5 Geebren et al (2021) 51 a5 «(Jlgws 0)
Cao et al., 2018; Sharma & Sharma, 2019; Tam ) ¢l sais 351 Tam & Oliveira (2019) 4 Sharma & Sharma (2019)
alsh b €ales Sals» 51 il slls a5 &S sl 35 0 olidie 51 b iy (sl 5yls Jlgws ¥ alaS ,» a5 (& Oliveira, 2019
53,8 oo S| Jlgw 52 4 bg e 358 sboan ;¥ 51 SG 093 i sl o Bamsgul 5l alaS o g o solatl e ls €nidlge
Shrs a5l 6T o3l gla Jow (o3l sy Sl oS oSS 1) deliiin p B cls oY 4z 8o Ve B0 o Slojsn oains Fuly 2
(Fornell & Larcker, 1981) 1,515 olg, g oo gl Sl uil,ly (uXile) 1Ko ols, denS 5 bl 5'7lis,S s bb
el oo 03ld isles (V) Jaaz 10 (6,5 05lasl slo wlide .08 5 (1,8 0ol 0,50 Jlre ¥ j2 a5 ol oolas!

Yol Jow ol ooslizul (SEM) (6 sl a¥olas Jow 5l b piiie o Lauly, oy 5 Waools Juloxigas j25 (10 o pmiomosd
WS e e s,k Jow SO e 1y SVolie ples lejen Wl e 4T Sl wied 08 g 0pkite wix sla Il 5l slacgeme o il
oolizl PLS 13310 5 51 ol 3 y90)] (sl 5 SPSS 15381 o5 5 siwogs Lol Julosiods 155 (sl cogdley (Shamim & Butt, 2013)

=

90,5
sl

5 (dwo,0 YY) GM,L;..;';)IS Oeazs (ao,0 V) YF-19 o s d(0o,0 O)) oo o 4y bogs e diged )0 oo o (1 VL Ol g0 oanlice

el (2o, TF) ain 1o L F LY Llse 6,500l wlons 5l osliiul (l5ee cules o

!'- Cronbach’s o
2 - Composite Reliability (CR)
3 - Average Variance Extracted (AVE)



m) VFeF (gl o slouds e ke 0599 1 9 oS Jukoi g bigy o ko ol g Lo ool

Y Jgu
o0 Solpe
2o, Sl T b S
YY/f q- VA o
vf Al Yf-)4
YAIY \At Ye-Y0
\f oy YY)
an Yo Y oYL
\R¥t4 ARTA) Sy Cond
fa/f \a- &5
V¥ t. PR EMass
YN Ad S5
YEI0 "y el ls
YWY 4 ol ol IS
VY \As 1S
Yy Vot 395 2 ool
YY) AD ais o LY L
YEY Y ais o LYY
Vo5 sf Syl a5

Jeloss al> o 50 0 a5 09 o 4z lo 5y PLS 1331 6 5 SaS ey (g L5l ¥0lee Joo (sl o idghy Dled 3 oy s (s
S8 Jedodigas 125 0550 (5 Ll Joe jo eolpiin slbais 8 som A e j0 g ol Sbj)l 6T eslal Jaw Tal ol eals s
(_gl.asfje.}" Mol coaS" Mol coas™ ‘"r" s St S ol e 4 bogpe (6 S0l Jow 4 s sl o

S8, g "t aas" M ls cols, M bbse (6,0l 4 slezel" ' Llse (6,0l 4y slezel" Mg lisle bl M glaals,

3,0 5e>g "6’5‘3
Y Joue

oS bl 5 W yls o ole, b

oo gl sl il s (pSileo =5 5 bl Wlcore  To,bl shele b oanline sl i Ole b ae
“IYA AN /9. i oS

OY/OA -/a- 'SYQ

YYIof AN YSYQ

fF1/fF <Y vSYQ

YOIYD <IAY £SYQ
“JAY N -y Sl coas

£¥I5- -1 \[Q

£0/4) AN YIQ

YO\

E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Olyine (2819 5Lidy 9 culs ) wloiel s BLI 1ol nl 5 (Lbge 50Tl (b ydo (2Blg ;L3 m .

YAIVY -/ay vIQ
FADA - IAR f1Q
- 174 LR - 1A Slods CoiS
YONE < IAY ySEQ
FYIAN -IA? YSEQ
YEIA. e vSEQ
fY/va - IN¥ fSEQ
- [0A e - IVY Slibsy sla S
FYIA- < IAY yTCH
VV/AQ -V YTCH
Ya/va - IN¥ vTCH
- 194 - IAY - IV sl pliabl
YY/VY - IVY \SA
f0/90 - 1A YSA
AY/AQ L vSA
N4 -/a- <INV Shbge (5,0l 4y slozel
YY/AQ - IVY \MBT
YAIAQ < IAY YMBT
Oa/vY <INV vMBT
FA/AY -IA? £MBT
YVIVE <IA- oMBT
-1V <133 - IAY 5 eals,
0o/ # <INV \US
YOI08 -IN¥ yUS
£EIFA - IAQ vUS
fa/9¥ - IAO fUS
AATAR IV oUS
-IvY -IA} <IN s,lx3 j0ab
NS -IA? \BI
YeIfY < IAY YBI
FA/AA - IN? vBI
- 164 <IN - IYY xly s,
ARIAL IYA \AB
VAISA - IVY YAB
fo/fY <INE vAB

5 ik 30 oS bl lade g AT LYY S b o #lig S T laie 0 e saslice (V) Jgao 40 a5 ebcles
aS' 5,5k 4 (Naalchi kasha & Tabatabaii- Nasab, 2016) oies «,Y sadolgiin Jlode 5l 55,50 a5 &yls J15 20 L+ AN
ol a5 el <0 51 YL e 5o (6l oadizl Bl Guil s eSilos Sl ciored Wigd se sl Jae slaosle g0 5,55l Lel

DS o S |y 055 SbLie el og3 4 laein] a5 sl ] sasms lis



m) VFoF Jal oslod o lez 099 )l 9 oS Judexi g Lgy o oo RULVE R

Y Jou=

Us TCH SYQ SEQ SA MBT 1Q BI AB
\id AB

< IAD N BI
-2 N - 104 1Q

AN YO 7Y -7y MBT

< |AY «IYY -17f <OV “1ZA SA
«IAY 44 “IYO “IA- « 170 AR SEQ
«|AA <IYA 4 < IVY <IN «[#A -7y SYQ
4 -17¥ <IVY «IFA 174 id <OV .l TCH

<IN .17y Dl « 7Y - 170 <IYY -7V AR -7y us

a5 02,5 delio ol 1) Jole (Stucor Cul o 5 00l gl Zetul uil)ls 0nSilos pgo (5 at; 515 25, (s Sl codln

e gl Sy e ol 45 el Jelge s b o1 a5 555 sz 5 M5 ot AVE i o Jule 5o ol

23,5 18 2bsyl o s e Joe Glaans 8 el wlaly sl o
Y US

D% (slo o pno culio lado

sYQl

N ecor(om
0.878 | MBT1 || MBT2 H MET3 || MBT4 H MET5 |

sva 4
017 Twg7op 0g32 0477

2

o
o
o

0.8%4  p.300

Q

ETES

0.928 WBT

3 0.59
12
0.1
0.574
0.180 h728 = 078 AB

= 0.678

0.831 0.29 oT e
SEQ2 0.86 0.000 0.707

0.800 iB o
SEQ3 0.544 -

SEQ TCH U

— @
0.736
0.85! 0.000 033  pam 0340 0.878" (.34 04s0 hgs3 “LE12
0.900

e || ot [ tes | s [ ue [ ws [ us [ us ]

| BI1 || B2 H BI2 |
0911
Q2 0.91 070 hges 0935 0.ge8

=]

v

Yoy
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Olyine (2819 5Lidy 9 culs ) wloiel s BLI 1ol nl 5 (Lbge 50Tl (b ydo (2Blg ;L3 m .

‘) 4........4‘5 L_SLQJ.M ).) U’““"L’)|5 )..\.a_‘> JM c\S w‘ U"‘ OMQULH_' R2 )LMLA ‘)5.0)] J..SGA ulaLa..) JJA OM‘SH-IUAA-AJ QLQAJ 6LQ)L._‘>LMJ
by slas,e 0 )5 cols ) il lg 5l s, Y ( Lbse (g loaSSl 4y slozel il )lg 5l oo )0 VY ols Jaw )0 .aps oo sy

J..SLSA u\...vla ‘) ‘;5 Ju\.a 0oy u5.‘> as Sg0° ,()‘\ U] )LMLA 9 o oolazwl U"’)‘)" 0oy UP
¥ Jgu=

llbs (slopito o bl

s S e b el T o)Ll s ] o Lyl
ol VA8 > YV Y/Y- AN MBT 4, SYQ
KW VA% > /00 £100 - IYY MBT « 1Q
Al V4% > Y/AD Y/AO Y MBT 4 SEQ
ol V/Ag > Y Y ‘Y BAR) MBT 4 SA
ol V/AF > YIYY YIYY AN MBT 4, TCH
KW VA8 > YYYA Yi/va < IVY US «, MBS
KW VA8 > YN Y Y-NY -V Bl 4, US
ol V/AF> N\ Y/VO YYIVO - 16V AB 4 BI

(V) U 5 (0) Jgoz 50 ol bt g s 5 )18 g0l 5,50 PLS s (g5l Joe 5l ooliiwl b pia B Jol lud 18 ¢ puzmoat

el 0all ool oyl
ails Llbge 5,0l 4 slazel  (t-values > 1.96) s, lolixe § cuiio j.,.:L, Oinlesl CablB b lale plos a5 ols Lis s
t) 5,5 culs, s bline coite 85b (Llse (6,0l 4 slatel (pimon 98 oo ol pxiy b ol ad 8 wlul cply (¥ JS2)
2 6ok, wad Cules 4o g 5,08 o (t-values > 20.13) (s,ld, wad oo 156 55 Culd, onl p odle cuils (values > 21.29

g o ol o i B it (sloans 8 pl by o)ls (t-values > 12.75) (s lolas 5 Cuie 150 a8lg L3,



VEeF Jgloylods cpoylezr 0399 U g oS Ui g Ligy Ca o RULSEFW L

2=

Y Uss

loesys 4 bg o T pyolio

=2
2

=2

759
Q2 75.2

39.80 . | MBT1 H MBT2 || MET3 || MET4 H MET5 |
sYQ3 3610k

sva
208 Sgyazs 42929 B2P0Z 49MB 4o oo

2
2

2

§1.04 VBT

103 52518
28 | .
3280 291 3 19 G
SEQ 16,958
848 47,033
o~ 45,357 20,438
SEQ3 45 33
= TCH Ug
— . .
A E141 53,228 13,924
46.000 67401 qyhgy 38514 AN 38.856 gapey 48399 N
SA2 812

SA
543 [ || 1o || 1o H it [ e | us [ o [ s ]

| Bl H B2 || B3 |
6,113
4550
> §7610 . 5104 3138 4968
2

S5 Al 9 Sy

PS}J }5)‘1 cs’l“’)L"" L5L~‘?'3° P Lgd.:lf S5 g dwd (pg5 cslﬁ“" u*’)’*’ &« f}l“’ ‘)53‘."""5 2% 99> 6)15‘3“;[" LS‘ﬁ LmOu}L““ °55)"°‘
2 4 Shad sl 5l paad 4 loly 5 bbbl .Javan Amani & Akbari, 2022) coul aiwgels b,k b cols, ol
By aual Il 50 el 6508 (B el (b e o] (g 5l syl Sleas ol38l 9,5 )8 (6 i cols ), aS ailasdl yo
CatS b Sleas )l g anwgs tules (el 1) Lol b ide Cold ) o9 (i 4 0iilgs oo a5 olbogads g ol 51 (SO b, g
mlolo) S s Lojlaean ols iugm b yiin b aS SIS adayl) davlyy Sleas (S geus SO Glgie 4 (6 bSOl cars ol
35a5y o5 3l ans Wiz 5 (pgat wojer (il o sar GHlr S ol g9dse (al 5 0o 5yas, L] slezel 5 it gt
ailge (p 5 eadlS lyie 4 039> cnl po azul el oad Jau 00ld Sz ok (5 e p S yete 0,509, 4 VI S a3 5l a5 oS
OSes 42 (e 4 3l o oged By 5 5Ll gl Fge glmo al, 35l 5 () yids slajli 4 az g g lolid w0dg: ykas ol
(Khulusi et al., 2015) <!
ooyl Oldes o auile Llge (5,loSCl Conl oauii #8lg a>g5 0,90 Sels hbge oSSl 5l b e 4y o oy 4
Slucwsgo (Lee & Chung, 2009) ol aie) cpl 4o (6 i (o aiali o190 (! 40 1 e 5l g ol ylialol poe 5 Sy pjkiee
G SL leas aiwy jo (ool W (( SSb g (Jb Sleas b1 eolaznl ol58l g byt Laa> g Ldo> jglaie Sl sliass
Je 0 slo,ygas o Lbse 6,loSSl @ slozel 5 Jge Julge calil g o)L i slozel 51, Lo Sy ol anlas slosls ploxl Lbgs

ol cols, g olaiel Cannl p pizmen dsllas oyl .a:SGAJ;l) abbgyyo Slool jo juils GBS azes 10 g a0 5w dawgs

Yoo
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Olyine (2819 5Lidy 9 culs ) wloiel s BLI 1ol nl 5 (Lbge 50Tl (b ydo (2Blg ;L3 m .

Jelse ol 5B 5z 3l e Sy bl b g)ld; wad ane) )0 S92 ge (I sl ) serdlas 5 a5t &8y )L, » (hlse s,los3L
a5 oo )l (O RD) arwgs Jl 0 sla)9aS )5 050 Dloxaz 5 g baces

5 «(SA) & 3l skl (SEQ) wloos cuas (1Q) wleodbl cuasS (SYQ) piww cutS a5 wsls olis laaily
S sl ples g aiS e Lyl Llge (6 I0cSOl 4 )l sloel Tz o g dset 4o ailyes iits (TCH) laabsy slo 555
Baptista & Oliveira, 2016; Geebren etal., ) oliiss plo 5 L bt ol o)ls (b i sleiiel p cowiitons 3G blge (5,l0cSib
(2021; Lee & Chung, 2009; Malaquias & Hwang, 2016; Sharma et al., 2023; Sharma & Sharma, 2019; Zhou, 2013
pas Sy50 55 5 yaS SIS sleiel Llge (6 oSl 4y LplS a5 alfin a5 cails ol Wb baidl ol s 5o w0l Caillae
@) hlge 6,0l sla g 4 435 b oxly 1o 0w o 20l |, liabl pac sboel Ly ) ccudls axlys s San, 5 olimobs]
IS LB sl Llige 5005l i (sl Sy o (60l b anlie 5 (S8 aulSamio 5 iles amio (s e
355 shlige (50l Sk s yotis 19b a1 b Lol bty 5,158 o b ligo (5,J500l (50 15, s o wtbo o L1,
b 55wl slal ol el s S 63,5151, bliga (5 ST o3l 5 leb ol e SLUATI g job 4 b ity S5 9 05,5 )l
oy a8 a0 50 T b pe Sleas 5 Sk hlbge slacria Sl

Bl g s Sae it S 4 s oS (hbge ()OIl i) 53 45T 0,5 Glo Wb e SodsS m )3
C1 Gt 5l oolatwl I 0518 0,Lal (065wl Co ol o 2 b (6 )55l ale) asl o Slos § Cgtms (596 «og>
pY (KoL 5 bl Sleas B amoal)l a5 aiS Gules] Canl (Ko o)lp)l5 sl iuns L3 Ll 4y g il jless Lbge
148 Canl ol SVl @mly 5o 0,138 il I8 slotiel o] (Ko s CordeS ot ) 9 3,5 |y S b Sless L)l sl
a1, ool slazel Yol xS s (Olis g obs, Cspe osliinl Csge (Jlie Gloie 4) oS U1 (Llige 5 oSl el it
Gk 3l Wl bSOl ol by g wilss oot iz 5l ooliad b g3 b S leles plosl 4 hle 5 cudls walss SGL o Ulss
1ol al>pe )0 09h e Slpidny Azl 50 Wl Gl sleiel a4 e grar lacelia Al g colatal Sgpe () g
o8 o sla 55 318 Sl e oyl ol 5 B assly 43l (555 o bligo €151 Jgl a0 15 a5 aiiS ol oSl
Solaie sl b wile) (6 par Conlids Gllo pgo al> 6 j0 g Wgid axlae JSCis b (g oSSl 0t ol 3l ool (gl aiin o951
b oy gl (Sl i 5o sl

T a2 (6,05 IS o cwbul ads SleMb CuinS 1 S eé baime 5 0 5,8 L bl b Sledlbl CudS awy o
2L Lol L 00,13 S8l 5 )5 olBays 1 g oS i 1) )15 o8 el e S by oS yles oo Lyl 0S8 e
5 2Uls S50 50 |y alo 1,55 aiiles o Largs 1ol 5 o yob o sasad cipnsds SleMbl 0SB o Sl 3.8 oy sl g0l N
JolS 0B 4y amg5 b ailys oo LaaSSl ool by 058 o0 (5 e SlaZel (mly zobaw 4y yoxie 45 WS slowl Llse s oSl (K> LSy
Sleiiy A )0 aidn dgute ) CudsS (pl WS (oo S (hlige (5)l0SSL Sl (gt a5 (SLMB (092 @890 42 5 (y09r Lo e (y092
g 03lo )18 ()l yie JLST 5o caslis (e 5o g S ok Jas e DMLl 095 o

Sloas gilw sazed 5 Gloabl ¢ 0657wl wlaiel Colild saias lis Cloas coaS a5 cils lo Wb coleas coaS oy o
ol g sbozel y wlg oo Slans mhaws 5| 5l ie STyl ols JL3 o)) 0,ee | b iides 4 sadsasl)) Sloas o] alaulsy olss o g Cons

STl g wlgd Slas Bamogl)l alg> 5 5 Sl camolis coaS b Gleas al)l a5 Las o) 4 .0 138 ,\.,L o oy



m) VFoF Jal oslod o lez 099 )l 9 oS Judexi g Lgy o oo RULVE R

@ ailgs cas ol )l ol anslai 1y p3Y e ey o s el 50 g azas )l )l 5 @ ) tedasl Gleas cleas yFasasayl )l
093 Sloas i S Wb eSSl oopl ply S s | (g i Suld, 5 oleiel wlgs oo Sloasd ol CuaS (ol ol asS slazel lagy]
plate Gloas 04d oo slpiing Aonl )0 0ed Cogdl 395 SOb G Jumnilly 850 10 b i S0 B aieo JI 3 w0 50 dwgy |,
Sl 5 gl S (615l £33 () SNl IS o35 5,5 5 i & a5l 5 03t 514, e (5l g i)

5 calem 5 bilige 0l slaFhg & b 45 cage axsi 1 opdle ST 45 3,5 55wl g ble el o s
SISl 4 )b e slazel Blizgo g aims zalS 1y oyl S1S5 g g 1) 095 b itie el Lulas! b S )b jiie slacIlad
9 LQ)S.Q o> ))‘).v B ).n.\.um] 05......: ;S.u 0‘9.».; L UL‘)'M .la.wﬁ.' Sl )O@ as o le.ﬁdi..u )I oolaiul Lu ‘51.1143.0 Ls)\a&l.‘
slazel wisS oo <l blge o )bSSL 5l o ol Hlaebl )5 a5 Ko plply auS oo )15 el b Sledbl (5,50,
PCOWORIR FUON = PETRW-RP IR CEL S E PR NN W 1) ] RUVEOY P ONY I 1 SV TR T Y ¥ PR g PRSP E U E R VIS g ol & 6 i
obl yo b ,Se blae jo U (D) 80 5 lrasl cilas 3o,k 3D aiws iulidl ]y Lbge 6,locSSL slopia Sl 05190 9 (Libge (550l
D¢ dalgs dile oo g DHalae ( Kb ol 3550 ;0 o] Sledbl a5 simas )b yiie 4 1y Glicabsl (ol § ol

sl alsTyol s )Ls, wolaiwl wisle 5 &lgs oo oolaiwl codild 5 0, Sloc « >l aS 0,5 Lis bls Wb glaadsg sl S am jo
aile wax sbas,gld adsl By Lol slao i Sl 5l (S eadly jo ansl ansls (g loliae ulf.gb & yinn (659l g Dlods g Jgame
o Slas p oo G)fofut Sy il s (555l 5y plplo ccwol Sloas cpl 5l oolanl Clsgw 5 (], (ibge (5,loSSL
P Gogly SOl eolaiwl g 5 pds 3T a ol ) b i S sl 05Kl o5 cslanlsy sla Sy Koo lo 4wl )8
o LSS el aiiid Coogase lilo Jau JWl gl S g gley blad 4y ol 3l aST Sl S Lxe ol a4y oS po (SG59090ST
Jdo a4 (Llse slas,glid sl oolanl il obg 5l oYU mhaw piline glaaby She a5 Sboj g cawl liol pan 5l 51 oolaiu!
G as ails bled blge g oSOl aie) jo 095 sl dled anwgy sl oyl ply 04 walg> Loyl a>o5 0,90 ailsg (59, 35 pod Lyial3dl
009y 3 ke g pdiBlas] (e, SO blige (6,00l 4 aiiS ol )b i jo 1) caced cpl b Sl sl oS 0y 05
g Ay S 0s5 blige (6,0l coaS 1 dingy g polie Hebay b LS Syl ae s el (SSL loas 5l oolaal (gl suw
IRCELOP RN I slbse (5 lo Sl o] g 09290 b i slaaiulgs g lajls Fge jebas b ocidu ogugs |, ]

UL mls ol osd oo (ibse 5 oSSl ool cols, il a e ol p 5 slexel s oo i mls (s g )
Olel5 S8y ams o ylas andl ol el 5L (Geebren et al., 2021; Lin et al., 2019; Sharma et al., 2023) -y i o \lEise
SSb s olezel oloyl 35 )b 5l aS 09 g0 )b yiiies 51 SUa] T adly jo 00 dinlgs Lol Dleas sl sl slesel LB ) Gleas cainaa])|
03,90 LSSl iz ol Sloas 51 1,15 el olF o cx8ly 5o anles soliiwl Sleas Il ol 5l ol 5 canlio & g0 4 0ilgs o
ale> (6,100l 0guds (] (605,150 g oolaiwl il o dis o g 0lo wplem lid 0gm | olesel @ (g in bled ol I8 w0gl

a) g opl o ol euS o O B yb 5l b i slesel Wl eSSl ol oI5 cols, Cda gl 0gd oo slpaioy ool plo al

Yov
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

Olyine (2819 5Lidy 9 culs ) wloiel s BLI 1ol nl 5 (Lbge 50Tl (b ydo (2Blg ;L3 m .

(3255 05T lej o 5 ol g 5 S 21 s ol wBlalan (339 e e bl gt 1 o slone 3 e oy
el il 1) ol e 2l wiilsny Ba)b onl 516 050 s 4y

s 61,5 Ll el sl L 1 Ly 6,I0cSGl 5l ooliul 1o T aucb s ol e gl A o oyl b copdlay
S1as amo o oLz asl opl .o ls ciullae (Cao et al., 2018; Geebren et al., 2021; Sharma & Sharma, 2019; Zhou, 2013)
b s ke slo gyl 1 aims ce il |y gy ol 51 oolitol & bl bl azils culs, Llse o ol 5l oS
aab IS ol cadly o S e g oo 6ol 5l oslial (gl 1, Loy T b 055 dugi 4y 4 ci o ibse (5,10l Sloas
50,0 Sloss odimaayll 4 s mslhis 5,5 s 3], Bleds LIS a5 alKin g 0 o o |, Sosaily Lly, Lis
Al )0 9w e (el 1) LS, Sl el Sy llie wuls; Vb sk 1 aims Glis 095l aline 5 S sla)ld) 4 Jles
@ Sl Son 1 ygl Cewd A Cudie (goiedgus S o] 0 a5yle Sl )8 aST Sley Ko o A sas e el 1y (,ld, sl
L ol cals; a8 wigd 38 et alaslial 5 b eSSl 358 oo St «onlnly w8 Iy bl (hlge 5)loSl 51 ool
olog o Aliss s Ky sl Jlie sl amo e U5 lbse 6,00l 51 solial 4o 1 lagyT 6,1, slocs aaii o 5 Lol
sy glagy i i b o wisS oyl 5l ealiul

Ol yiiee 85 e o5y 2 315 oo 3l (hbige (610l (i gadly i3 (5,3, wuad 4 wias e LiS S Cule
Farah et al., 2018; Farzin et al., 2021; ) iws b5 b mlo opl b o (il Lbse 5,bSb a4 placsls, 4 slexel
hlsge (6,0l o Shae 5550 50 oyl i sloiel 45 da o Hlis Guizs sloal (xly ;o sl suen (Sharma & Sharma, 2019
i3l oafly 6lis 45 Lilige co,locsily 3l solitul gl |y lbliles pol o2l 45 05 ibise 6,0l 51 o] culis, &) ymie Wil oo
i 3 5 sl sEie Joe (595 ol o yn et Jag (555 b el 55, 45 5,5 (i bl a5l ) et 55 203
Slp oaS B rae )18, e (695 (nl Shol Bus (&g yo .l oad Sk L8, 5 550 da gl e Dbl medes 5 Ll LS,
Lo (65 a5 el o] (6,8, o 51 Sl e ooBly ,i8, aplai ol sline o il Ll o o Jlie e by Lo
JSS ) plyie slajsl a5 wiien (5,18, slacs cnl (ulply 095 o0 Gt JLE, 9,50 )0 (03 )l oo 5 )L, 4 S (550 o
S 55515 s ol slaislnd o 51 oSl 35 gn Sy Il by o (6 il Sl ol 4 i 5 o
B8 o Sl paasie o plgie 4 055 (65 preal sloan T o 1) B3l ) Sl psye 15 e 1B s 590 |Toude
Al e WSl prizmad il 4bls Llse (6,003l 51 oolil 850 5 ol e ke )5 alow) 10 giad ;08 il Algs o A
(Sl o525 5Le) (53,55 i3 1 35T 5 (el 3T 8,115 bl b Lol (o3 GIS1) ey Sblgiig ke plaisie |
55 ool lag ] Jyoma sla i, S, 5 ol ol e i sl Vil 3

53,90 55 SIS anngs g 0gee JLis & 45 Sloss Sk o395 odizme Sl s Gl (slp Baiz ol slaoail wules 5
el lacsgama gl Slillae o aile dalllas ol ocymizad <ul oipe S5l 5 5| ciis oxBly i) 5 bl slbog
33 e b by Sl ladiged g ol osliinl (s 50 (6 S diged (hg, 5l SRl yo el g Sloj slacusgae 4 az g L

sl gl Faar K23 Sy aLls ol el 1 ogdle 3g0d bliml K35 laxslr 4 gl paasd (gl duls el it S gl

1~ Buzz Marketing
2 - Opinion Leaders
3 - Hedonic Features



m) VFoF Jal oslod o lez 099 )l 9 oS Judexi g Lgy o oo RULVE R

Sl o5 plowil {oalaie) pasetio 055 S0 53 Lo anlllas a5 bl 510l L5l aslizal )13, 5 ul8 slezel py canl Soe ol
S8, Sy ol o G A o ‘wl“by QS oo oolaiwl Llge 5,0l 5l as Sb i (L3, 155 ‘MLY‘SIBJo Ailgs oo x|
Lib)...sl...o U”‘ ).uL u..ﬁl) Sl 00U c\..ﬁ)f ).'éj)o asJllas S)90 ‘SOL..MW 6Lm)...v_~o oJ....SJJJJU ).:‘ ‘Q"‘ » 05)19 J-»S‘SA p.b‘)ﬁ LQQT

a2 bl (hlge (6,0l yo (a8ly JL8; (6 i Wlg o

&L (Pl
2,10 3925 srdlie slal A5 zd « ol axdllas plol o
OB‘M‘ “9.; C«S)L&.n

50,5 il SLaSy A (s (selos Allite cl (355 50

> 2 5lge

el o35 Sule) B Jgol 9 (jlae (soled (gl (l el o

Loslo cadlid

o sl Jlo)l Coly (o5 Jgol Culey (et g Jstums oot Sl sz 0 Sjgo 0 ol iagly 35l g laosls

o (o>
ol 4l o ol iogh o

References

Agmeka, F., Wathoni, R. N., & Santoso, A. S. (2019). The Influence of Discount Framing towards Brand Reputation and
Brand Image on Purchase Intention and Actual Behaviour in ecommerce. The Fifth Information Systems
International Conference 2019,

Ahmadi, R., & Saffari, H. (2024). The Effect of Knowledge-Based Leadership on Company Performance According to
the Mediating Role of Customer Knowledge Management and Innovation Quality. Dynamic Management and
Business Analysis, 2(4), 13-20. https://doi.org/10.22034/dmbaj.2024.2022216.1009

Albashrawi, M., Kartal, H., Oztekin, A., & Motiwalla, L. (2019). Self-reported and computer-recorded experience in
mobile banking: A multi-phase path analytic approach. Information Systems Frontiers, 21, 773-790.
https://doi.org/10.1007/s10796-018-9892-1

Alizadeh, H., & Khalili Asr, G. (2023). Evaluation of the online shopping experience based on the behavioral
characteristics of customers of art products. Scientific Journal of New Research Approaches in Management and
Accounting, 6(23), 1109-1123. https://www.dmbaj.com/article_716985.htmlI?lang=en

Asadi, H., Minaei, M., & Mirtamizdoust, S. B. (2021). Study the factors affecting on customer satisfaction from different
banks in Iran. Islamic Economics and Banking, 10(34), 241-261. http://mieaoi.ir/article-1-944-en.html

! - Cross-Sectional
2 - Llongitudinal
3 - Dynamic

ATAR
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933
https://doi.org/10.22034/dmbaj.2024.2022216.1009
https://doi.org/10.1007/s10796-018-9892-1
https://www.dmbaj.com/article_716985.html?lang=en
http://mieaoi.ir/article-1-944-en.html

Olyine (2819 5Lidy 9 culs ) wloiel s BLI 1ol nl 5 (Lbge 50Tl (b ydo (2Blg ;L3 m .

Baabdullah, A. M., Alalwan, A. A., Rana, N. P., Patil, P., & Dwivedi, Y. K. (2019). An integrated model for m-banking
adoption in Saudi Arabia. International Journal of Bank Marketing, 37(2), 452-478. https://doi.org/10.1108/1JBM-
07-2018-0183

Baptista, G., & Oliveira, T. (2016). A weight and a meta-analysis on mobile banking acceptance research. Computers in
human Behavior, 63, 480-489. https://doi.org/10.1016/j.chb.2016.05.074

Baydeniz, E., Tirkoglu, T., Aytekin, E., Pamukcu, H., & Sandikci, M. (2024). Investigation of effective factors on WOM
in the context of reasoned action theory of tourists preferring local restaurants: Afyonkarahisar case. Journal of
Hospitality and Tourism Insights, 7(2), 800-819. https://doi.org/10.1108/JHTI-12-2022-0601

Cao, X., Yu, L., Liu, Z.,, Gong, M., & Adeel, L. (2018). Understanding mobile payment users' continuance intention: a
trust transfer perspective. Internet Research, 28(2), 456-476. https://doi.org/10.1108/IntR-11-2016-0359

Dang, V. T., Nguyen, N., & Pervan, S. (2020). Retailer corporate social responsibility and consumer citizenship behavior:
The mediating roles of perceived consumer effectiveness and consumer trust. Journal of Retailing and Consumer
Services, 55, 1-10. https://doi.org/10.1016/j.jretconser.2020.102082

Farah, M. F., Hasni, M. J. S., & Abbas, A. K. (2018). Mobile-banking adoption: empirical evidence from the banking
sector in Pakistan. International Journal of Bank Marketing, 36(7), 1386-1413. https://doi.org/10.1108/1JBM-10-
2017-0215

Farzin, M., Sadeghi, M., Yahyayi Kharkeshi, F., Ruholahpur, H., & Fattahi, M. (2021). Extending UTAUT2 in M-
banking adoption and actual use behavior: Does WOM communication matter? Asian Journal of Economics and
Banking, 5(2), 136-157. https://doi.org/10.1108/AJEB-10-2020-0085

Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with unobservable variables and measurement
error. Journal of Marketing Research, 18(1), 39-50. https://doi.org/10.1177/002224378101800104

Geebren, A., Jabbar, A., & Luo, M. (2021). Examining the role of consumer satisfaction within mobile eco-systems:
Evidence  from  mobile  banking  services. = Computers in  human  Behavior, 114, 1-12.
https://doi.org/10.1016/j.chb.2020.106584

Gundala, R. R., Nawaz, N., R, M. H., & Boobalan, K. (2022). Does gender moderate the purchase intention of organic
foods? Theory of reasoned action. Heliyon, 8, 1-9. https://doi.org/10.1016/j.heliyon.2022.e10478

Guo, Y., Bao, Y., Stuart, B. J.,, & Le-Nguyen, K. (2018). To sell or not to sell: Exploring sellers' trust and risk of
chargeback fraud in cross-border electronic commerce. Information Systems Journal, 28(2), 359-383.
https://doi.org/10.1111/isj.12144

Hong, I. B. (2019). Understanding and Predicting Behavioral Intention to Adopt Mobile Banking: The Korean
Experience. Journal of Global Information Management JGIM), 27(3), 182-202.
https://doi.org/10.4018/JGIM.2019070110

Javan Amani, V., & Akbari, H. (2022). The Effect of Quality of Banking Services on Customer Satisfaction using
SERVQUAL Model (Case study: Maskan Bank Branches in Tehran). Islamic Economics and Banking, 11(40), 43-
64. http://mieaoi.ir/article-1-1128-en.html

Khulusi, A., Samaneh, B., Siamak, Habibi, & Masoumeh. (2015). Designing a model of factors affecting customer
satisfaction from electronic banking services using the Kano model, a case study: X Institute. International
Conference on New Research in Industrial Management and Engineering, Tehran.

Lee, K. C., & Chung, N. (2009). Understanding factors affecting trust in and satisfaction with mobile banking in Korea:
A modified DelLone and McLean's model perspective. Interacting with Computers, 21, 385-392.
https://doi.org/10.1016/j.intcom.2009.06.004

Lin, X., Wang, X., & Hajli, N. (2019). Building E-commerce satisfaction and boosting sales: The role of social commerce
trust and its antecedents. International Journal of Electronic Commerce, 23(3), 328-363.
https://doi.org/10.1080/10864415.2019.1619907

Luarna, P., & Lin, H. (2005). Toward an understanding of the behavioral intention to use mobile banking. Computers in
human Behavior, 21(6), 873-891. https://doi.org/10.1016/j.chb.2004.03.003

Malaquias, R. F., & Hwang, Y. (2016). An empirical study on trust in mobile banking: A developing country perspective.
Computers in human Behavior, 54, 453-461. https://doi.org/10.1016/j.chb.2015.08.039

Merhi, M., Hone, K., & Tarhini, A. (2019). A cross-cultural study of the intention to use mobile banking between
Lebanese and British consumers: Extending UTAUT2 with security, privacy and trust. Technology in Society, 59, 2-
12. https://doi.org/10.1016/j.techsoc.2019.101151

Moshtaghi, P. (2023). The Effect of Customer Relationship Management Strategy on Customer Satisfaction According
to the Mediating Role of Innovation Capability in the Banking Industry. Dynamic Management and Business
Analysis, 1(1), 16-23. https://doi.org/10.22034/dmbaj.2024.2022129.1008

Naalchi Kashi, A. (2020). Green purchase intention: A conceptual model of factors influencing green purchase of Iranian
consumers. Journal of Islamic Marketing, 11(6), 1389-1403. https://doi.org/10.1108/JIMA-06-2019-0120

Oliveira, T., Alhinho, M., Rita, P., & Dhillon, G. (2017). Modelling and testing consumer trust dimensions in e-
commerce. Computers in human Behavior, 71, 153-164. https://doi.org/10.1016/j.chb.2017.01.050


https://doi.org/10.1108/IJBM-07-2018-0183
https://doi.org/10.1108/IJBM-07-2018-0183
https://doi.org/10.1016/j.chb.2016.05.074
https://doi.org/10.1108/JHTI-12-2022-0601
https://doi.org/10.1108/IntR-11-2016-0359
https://doi.org/10.1016/j.jretconser.2020.102082
https://doi.org/10.1108/IJBM-10-2017-0215
https://doi.org/10.1108/IJBM-10-2017-0215
https://doi.org/10.1108/AJEB-10-2020-0085
https://doi.org/10.1177/002224378101800104
https://doi.org/10.1016/j.chb.2020.106584
https://doi.org/10.1016/j.heliyon.2022.e10478
https://doi.org/10.1111/isj.12144
https://doi.org/10.4018/JGIM.2019070110
http://mieaoi.ir/article-1-1128-en.html
https://doi.org/10.1016/j.intcom.2009.06.004
https://doi.org/10.1080/10864415.2019.1619907
https://doi.org/10.1016/j.chb.2004.03.003
https://doi.org/10.1016/j.chb.2015.08.039
https://doi.org/10.1016/j.techsoc.2019.101151
https://doi.org/10.22034/dmbaj.2024.2022129.1008
https://doi.org/10.1108/JIMA-06-2019-0120
https://doi.org/10.1016/j.chb.2017.01.050

m) VFoF Jal oslod o lez 099 )l 9 oS Judexi g Lgy o oo RULVE R

Parsakia, K., & Jafari, M. (2023). Strategies for Enhancing Customer Engagement Using Artificial Intelligence
Technologies in Online Markets. Journal of Technology in Entrepreneurship and Strategic Management (JTESM),
2(1), 49-69. https://doi.org/10.61838/kman.jtesm.2.1.6

Saari, U. A., Damberg, S., Frombling, L., & Ringle, C. M. (2021). Sustainable consumption behavior of Europeans: The
influence of environmental knowledge and risk perception on environmental concern and behavioral intention.
Ecological Economics, 189, 1-14. https://doi.org/10.1016/j.ecolecon.2021.107155

Santa, R., MacDonald, J. B., & Ferrer, M. (2019). The role of trust in e-Government effectiveness, operational
effectiveness and user satisfaction: Lessons from Saudi Arabia in e-G2B. Government Information Quarterly, 36(1),
39-50. https://doi.org/10.1016/j.9ig.2018.10.007

Sebayang, T. E., Hakim, D. B., Bakhtiar, T., & Indrawan, D. (2024). What drives mobile banking adoption due to Covid-
19 outbreaks? An empirical investigation of the younger generation in Indonesia. Seventh Information Systems
International Conference,

Shamim, A., & Butt, M. M. (2013). A critical model of brand experience consequences. Asia Pacific Journal of Marketing
and Logistics, 25(1), 102-117. https://doi.org/10.1108/13555851311290957

Sharma, M., Banerjee, S., & Paul, J. (2023). Role of social media on mobile banking adoption among consumers.
Technological Forecasting & Social Change, 180, 1-13. https://doi.org/10.1016/j.techfore.2022.121720

Sharma, S. K., & Sharma, M. (2019). Examining the role of trust and quality dimensions in the actual usage of mobile
banking services: An empirical investigation. International Journal of Information Management, 44, 65-75.
https://doi.org/10.1016/j.ijinfomgt.2018.09.013

Soleimani, A., Aghajani, M., & Landaran, S. (2024). Identifying Factors Influencing Customer Variety-Seeking Behavior
in Online Retail Markets: A Qualitative Study. Dynamic Management and Business Analysis, 3(1), 245-257.
https://doi.org/10.61838/dmbaj.3.1.14

Stouthuysen, K. (2020). A 2020 perspective on "The building of online trust in e-business relationships". Electronic
Commerce Research and Applications, 40, 1-2. https://doi.org/10.1016/j.elerap.2020.100929

Tahir, A. H., Adnan, M., & Saeed, Z. (2024). The impact of brand image on customer satisfaction and brand loyalty: A
systematic literature review. Heliyon, 10, 1-10. https://doi.org/10.1016/j.heliyon.2024.e36254

Tam, C., & Oliveira, T. (2016). Understanding the impact of m-banking on individual performance: DeLone & McLean
and TTF perspective. Computers in human Behavior, 61, 233-244. https://doi.org/10.1016/j.chb.2016.03.016

Tam, C., & Oliveira, T. (2019). Does culture influence m-banking use and individual performance? Information &
Management, 56(3), 356-363. https://doi.org/10.1016/j.im.2018.07.009

Uzir, U. H., Al Halbusi, H., Thurasamy, H. R. L. T., Aljaberi, M. A., Hasan, N., & Hamid, M. (2021). The effects of
service quality, perceived value and trust in home delivery service personnel on customer satisfaction: Evidence
from a developing country. Journal of Retailing and Consumer Services, 63, 1-15.
https://doi.org/10.1016/j.jretconser.2021.102721

Zhou, T. (2013). An empirical examination of continuance intention of mobile payment services. Decision Support
Systems, 54(2), 1085-1091. https://doi.org/10.1016/j.dss.2012.10.034

Zhou, T. (2014). Understanding the determinants of mobile payment continuance usage. Industrial Management & Data
Systems, 114(6), 936-948. https://doi.org/10.1108/IMDS-02-2014-0068

Y&
E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933
https://doi.org/10.61838/kman.jtesm.2.1.6
https://doi.org/10.1016/j.ecolecon.2021.107155
https://doi.org/10.1016/j.giq.2018.10.007
https://doi.org/10.1108/13555851311290957
https://doi.org/10.1016/j.techfore.2022.121720
https://doi.org/10.1016/j.ijinfomgt.2018.09.013
https://doi.org/10.61838/dmbaj.3.1.14
https://doi.org/10.1016/j.elerap.2020.100929
https://doi.org/10.1016/j.heliyon.2024.e36254
https://doi.org/10.1016/j.chb.2016.03.016
https://doi.org/10.1016/j.im.2018.07.009
https://doi.org/10.1016/j.jretconser.2021.102721
https://doi.org/10.1016/j.dss.2012.10.034
https://doi.org/10.1108/IMDS-02-2014-0068

