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Abstract

This study examines the impact of electronic banking services on customer loyalty,
emphasizing the mediating role of trust at the Ayandeh Bank branches in Mashhad. The
statistical population includes all 407 employees of Ayandeh Bank in Mashhad. For data
collection, three standard questionnaires related to electronic banking services, customer
loyalty, and trust were used. Data analysis was conducted using descriptive and inferential
statistical methods, particularly structural equation modeling with SPSS and LISREL
software. The results indicated that electronic banking services have a positive and
significant impact on both customer loyalty and their trust. Additionally, trust plays an
important mediating role in enhancing customer loyalty. In other words, the greater the
customers’ trust in electronic banking services, the higher their loyalty is likely to be. These
findings highlight the importance of building and maintaining trust in electronic banking
environments to strengthen customer loyalty and can serve as guidance for banks to
improve customer relationships and increase their competitiveness in the market.
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Extended Abstract

Introduction

challenges, particularly in  building and
maintaining customer trust, which is vital for

In today’s competitive banking environment,
customer loyalty is a critical determinant of
success, especially as financial institutions
increasingly shift toward digital platforms.
Electronic banking services have transformed how
customers interact with  banks,  offering
convenience and efficiency. However, the
transition to digital platforms also introduces new
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fostering long-term loyalty. The role of trust as a
mediator between the quality of electronic banking
services and customer loyalty is a relatively under-
explored area in the literature, particularly in the
context of Iranian banks. This study aims to fill
this gap by examining the impact of electronic
banking services on customer loyalty with an
emphasis on the mediating role of trust in the
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branches of Bank Ayandeh in Mashhad. By
exploring this relationship, the study seeks to
provide valuable insights for both academic
research and practical applications in the banking
sector.

Methodology

This research adopts an applied approach, utilizing
a descriptive survey method to collect and analyze
data. The study population comprises 407
employees from various branches of Bank
Ayandeh in Mashhad. The sample was selected
using a stratified random sampling method to
ensure  representativeness  across  different
branches. Data were gathered through standardized
questionnaires that measure three primary
constructs: electronic banking services, customer
loyalty, and trust. The electronic banking services
construct was measured using items related to the
availability, reliability, and user-friendliness of
digital banking platforms. Customer loyalty was
assessed based on customer intentions for repeat
purchases and their willingness to recommend the
bank to others, while trust was measured through
perceptions of security, reliability, and overall
satisfaction with the bank’s digital services.

The collected data were analyzed using both
descriptive and inferential statistical methods.
Descriptive statistics provided an overview of the
demographic characteristics of the respondents and
the distribution of their responses. Inferential
statistics,  particularly  Structural  Equation
Modeling (SEM) performed using SPSS and
LISREL software, were employed to test the
research  hypotheses and to examine the
relationships between the variables. The model’s
goodness-of-fit was evaluated using several
indices, including the chi-square/degrees of
freedom ratio (CMIN/DF), the comparative fit
index (CFI), and the root mean square error of
approximation (RMSEA).

Results and Discussion

The findings of the study reveal several key
insights into the dynamics between electronic
banking services, trust, and customer loyalty.
Firstly, the results indicate that electronic banking
services have a significant positive impact on
customer loyalty. Customers who perceive the
bank’s electronic services as reliable, secure, and
user-friendly are more likely to exhibit loyalty
behaviors, such as repeated transactions and
positive word-of-mouth recommendations. This
finding aligns with previous studies that have
emphasized the importance of service quality in
fostering customer loyalty.

Secondly, the analysis confirms the crucial
mediating role of trust in the relationship between
electronic banking services and customer loyalty.
Trust was found to significantly enhance the
positive effect of electronic banking services on
loyalty. Specifically, the study shows that
customers who trust the bank’s digital platforms
are more likely to remain loyal, even when they
encounter minor issues or challenges.

This underscores the importance of building and
maintaining trust in digital banking environments,
where physical interactions are minimal, and the
customer’s reliance on the bank’s technological
infrastructure is high.

Moreover, the study highlights that trust is not
merely a direct outcome of service quality but also
acts as a buffer that mitigates potential negative
experiences. For instance, customers who trust the
bank are less likely to switch to competitors
following a service failure, provided that the issue
is addressed promptly and transparently. This
finding suggests that banks should prioritize trust-
building measures, such as ensuring the security of
digital  transactions,  providing transparent
communication, and offering responsive customer
support.

The study’s results are consistent with the broader
literature on customer relationship management
(CRM) and electronic banking, reinforcing the
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notion that trust is a pivotal factor in customer
retention. However, this research extends the
existing body of knowledge by explicitly
demonstrating the mediating role of trust in the
context of Iranian banks, where cultural and
economic factors may influence customer
perceptions differently compared to other regions.

Conclusion

This study contributes to the understanding of how
electronic banking services influence customer
loyalty, with trust playing a central mediating role.
The findings suggest that while the quality of
electronic services is essential for attracting and
retaining customers, trust is the key factor that
determines the strength and durability of customer
loyalty. For banking institutions, this implies that
investments in digital platforms should be
complemented by strategies aimed at building
trust, such as enhancing security features, ensuring
service reliability, and maintaining open and
transparent communication with customers.

The implications for practice are significant: banks
that fail to foster trust in their digital services may
struggle to retain customers in the long term,
regardless of the quality of their electronic
offerings. Therefore, trust should be viewed not
only as a desirable outcome but as an integral
component of the bank’s digital strategy.

Future research could expand on these findings by
exploring additional variables that may influence
the relationship between electronic banking
services and customer loyalty, such as customer
satisfaction or perceived value. Furthermore,
longitudinal studies could provide deeper insights
into how these relationships evolve over time as
digital banking continues to evolve and as
customer expectations shift. In summary, the study
underscores the importance of trust in the digital
banking landscape and provides a foundation for

further research and practical applications aimed at
enhancing customer loyalty in the banking sector.
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