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technology, are among the most important factors in creating a competitive advantage for
banks in attracting customers. Therefore, in order to strengthen the satisfaction of
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customers from their social responsibility, they have moved towards green banking by using
financial technology. The current research has studied the effect of financial technology
(Fintech) on the electronic satisfaction of customers with the mediation of green banking. -
Correlation has been a survey. The research tool is standard questionnaires. In order to
analyze the data, structural equation modeling with Smart PLS software was used. The
results of the data analysis have indicated the significance of the effect of the variables on
each other with different intensity; So that the human indicators of financial technology
have a relatively weak effect on the electronic satisfaction of customers, and green banking

has played a partial mediating role in that effect.
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Extended Abstract

Introduction

The convergence of technological advancements
and evolving customer expectations has led to
substantial transformations in the financial services
industry, particularly in banking. One of the most
revolutionary shifts is the emergence and
proliferation of financial technologies (FinTech),
which has redefined the landscape of service
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delivery, customer engagement, and operational
efficiency. Among various innovations, FinTech
solutions play a crucial role in enhancing the
quality and accessibility of electronic banking
services, enabling banks to better meet customer
needs and foster long-term relationships.

Simultaneously, growing environmental concerns
and regulatory pressures have prompted financial
institutions to integrate sustainability into their
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operational strategies, giving rise to the concept of
green banking. Green banking refers to initiatives
aimed at minimizing the ecological footprint of
banking operations through eco-friendly practices,
energy-efficient technologies, and environmentally
responsible products and services. By aligning
technological innovation with environmental
stewardship, banks can create a unique value
proposition that addresses both  customer
satisfaction and corporate social responsibility.

Despite these developments, a significant gap
remains in understanding how FinTech and green
banking jointly influence customer satisfaction in
electronic banking environments. While prior
studies have emphasized the individual effects of
FinTech adoption or green practices, there is
limited empirical evidence on their combined
impact, especially in the context of emerging
economies. This research seeks to fill this gap by
investigating the mediating role of green banking
in the relationship between FinTech adoption and
customer satisfaction with electronic banking
services in Iran’s banking sector.

Methodology

This study employed a quantitative, applied
research  design with a descriptive-survey
approach. The target population comprised

customers of electronic banking services at Bank
Melli branches in Mashhad, who had interacted
with  FinTech-based platforms provided by
affiliated financial technology startups.
Participants were selected using stratified random
sampling to ensure representation based on usage
levels and demographic diversity. Data were
collected in May 2024 through a structured
questionnaire distributed in both physical and
electronic formats.

The research instrument included validated scales
for measuring the three key constructs: FinTech
adoption (independent variable), green banking
(mediator), and electronic customer satisfaction
(dependent variable). The FinTech adoption scale
was adapted from Lao & Yuen (2014) and
Nakashima (2018), encompassing dimensions such
as human capital, legal frameworks, service
innovation, and banking operations. Green banking
practices were measured using the framework
proposed by Shaumya & Arulrajah (2016),
covering internal operations, employee

engagement, customer orientation, and strategic
policy alignment. Electronic customer satisfaction
was assessed through Lee & Turban’s (2001)
model, capturing dimensions of accessibility,
security, ease of use, and customer support.

A total of 220 questionnaires were initially
distributed, and 211 valid responses were retained
after screening for completeness and reliability.
Data analysis was conducted using Structural
Equation Modeling (SEM) via Partial Least
Squares (PLS) methodology. The research model
was evaluated for reliability (Cronbach's alpha and
composite reliability), validity (convergent and
discriminant),  and  goodness-of-fit  using
standardized factor loadings and AVE (Average
Variance Extracted). Mediation analysis followed
the Baron and Kenny (1986) framework to assess
the indirect effect of FinTech on customer
satisfaction via green banking.

Results and Discussion

The structural model analysis revealed several
statistically significant relationships among the
variables. Firstly, FinTech adoption had a direct
and positive effect on electronic customer
satisfaction (B = 0.551, t = 3.044, p < 0.001),
supporting the first hypothesis. This indicates that
increased use of innovative financial technologies
enhances user experiences, reduces transaction
costs, and improves service delivery efficiency
factors critical to customer satisfaction in digital
banking environments. These findings are
consistent with the work of Tripathy & Jain (2020)
and Cecilia & Kalluraya (2023), who highlighted
the importance of digital financial services in
shaping customer perceptions and loyalty.

Secondly, green banking practices demonstrated a
positive and significant mediating role in the
relationship between FinTech adoption and
customer satisfaction (B = 0.719, t = 3.519, p <
0.01). The mediation was classified as full,
indicating that the influence of FinTech on
satisfaction is transmitted through green banking
efforts. This suggests that environmentally
sustainable practices when integrated with digital
financial platforms amplify customer trust and
perceived value. Notably, initiatives such as digital
statements, paperless transactions, energy-efficient
data centers, and sustainable financing products
contribute to a favorable customer experience and
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reinforce the bank’s commitment to environmental
stewardship.

Moreover, the model fit indices, including AVE
scores above 0.50 and composite reliability above
0.70 for all constructs, confirmed the robustness of
the measurement model. The Q2 predictive
relevance values (green banking = 0.218;
electronic satisfaction = 0.380) indicated moderate
to high predictive power, further validating the
model’s explanatory capability.

These results underscore the strategic importance
of integrating technological innovation with
environmental consciousness in the banking sector.
Banks that effectively combine FinTech
capabilities with green banking principles are
better positioned to achieve superior customer
satisfaction and gain a competitive edge in an
increasingly eco-conscious and digitally driven
market.

Conclusion

The present study contributes to the growing body
of literature on sustainable digital banking by
empirically demonstrating the dual impact of
FinTech and green banking on electronic customer
satisfaction. The findings affirm that financial
technology alone is not sufficient to drive
meaningful improvements in customer experience;
rather, its value is significantly enhanced when

accompanied by  proactive  environmental
strategies.

From a theoretical standpoint, the research
advances understanding of the mediating

mechanisms through which FinTech influences
customer outcomes. By incorporating green
banking as a mediating variable, the study offers a
more nuanced explanation of how innovation and
sustainability interact in shaping customer
perceptions. This integrative perspective addresses
existing gaps in the literature and provides a
foundation for future studies exploring the
interplay between technology adoption and
corporate social responsibility in financial services.

Practically, the study offers actionable insights for
bank managers and policymakers. Banks should
prioritize investments in green infrastructure such
as energy-efficient servers, digital document
management systems, and eco-friendly facilities

alongside FinTech innovation. Additionally,
customer education campaigns and transparent
reporting on sustainability metrics can strengthen
stakeholder trust and engagement.

In conclusion, the successful alignment of FinTech
advancements with green banking practices holds
considerable promise for enhancing customer
satisfaction, driving loyalty, and ensuring long-
term organizational sustainability. As digital
transformation accelerates across the financial
sector, banks that embrace this dual approach are
likely to emerge as leaders in both innovation and
responsible banking.
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