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ABSTRACT
Background: banks, as the main components of any countries’ economic backbone, perpetually try to satisfy the
needs and expectations of their customers to increase customer satisfaction, since in today's competitive world,
gaining competitive advantage is a high priority for any organization. On the other hand, the emergence of
information technology in the banking industry has provided speed, security, efficiency, and quality of services
through electronic banking and electronic payment tools. Therefore, banks and credit firms are constantly trying
to increase their quality of services to satisfy their customers and gain competitive advantage.

Objective: since customer satisfaction is a high priority as one of the goals of banks and credit firms, this study
aims to investigate the role of e-payment tools and e-banking in customer satisfaction.

Methodology: this study is an applied research regarding goal and a correlation type descriptive-survey regarding
methodology. The statistical population consists of 80 gold customers of Pasargad bank e-payment company and
the sample size was determined 66.35 using Cochran's equation. Moreover, a questionnaire s used to collect the
information. This questionnaire was developed in two sections by the researcher. The validity of the questionnaire
is confirmed by a group of experts, including professors and specialists of the field, and its trust is computed using
Cronbach’s alpha (¢=90%). Furthermore, SPSS software and Pearson’s correlation test were used to analyze the
data. Results of the research indicate that there is a positive and significant relationship between e-payment tools
and e-banking. Therefore, the results can help to identify effective factors of customer satisfaction and in turn
providing competitive advantage for this and similar organizations.
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1.INTRODUCTION

The increasing development of information and

communication  technologies has brought many
achievements for human society and greatly influenced
people’s lives and their behaviors and social events. One
of the most important achievements that have increased
the awareness of society is the facility of accessing a vast
volume of diverse information [1]. Information technology
has broken the intellectual and pragmatic boundaries in
traditional societies and provided a suitable context for the
growth of though, creativity, and making business
dynamic. Without utilizing information technology, it has
become impossible to optimize business affairs for all
existing and long-term occupations and activities [2]. In
the new era, time, speed, location, and distance find new
meanings and with electronic communication, the world
transforms into a small and close virtual community,

which Mac Lohan calls a global village. In this village,
economic and social activities are extensively fused with
information and communication technology, in other
words digitalized [3]. New economy is a concept ensued
by the combination of the economy globalization and
information technology application in economy and
marketing domains. Electronic commerce and electronic
banking are some instances of this phenomenon for the
development of which there have been many efforts
around the world [4]. Today, using new technologies and
the extended global network, particularly the internet,
internal and external networks witness digital economy,
electronic commerce and business, and electronic banking
[3]. We can say that one of the goals of any country is to
reach a high level of e-commerce [5].

The banking industry is one of the most important
industries that employ e-payment as a means to financial
transactions, which can allow fast and convenient
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monetary transactions [6]. Therefore, e-payment is one of
the most important pillars of e-commerce without which e-
commerce is not whole [5]. Thus, payment systems are
very important for implementing effective monetary
policies using the transactions of the money market and
their influences on financial and economic activities of the
whole country. In addition, the development of payment
systems is a vital component in the process of payments
with cards. E-payment service providers not only promote
the usage of card acceptance services, but also perform
many other tasks, including the acceptance commitment of
the receiver, routing requests to grant permissions for
transactions, and providing receipts, and they are
considered as another group of information services [8].
Therefore, payment systems are considered the most
important monetary infrastructures in the countries’
economies, playing the role of a stream for the flow of
liquid exchanges. Creating e-payment and settlement
infrastructures allows transferring significant amounts
between two or several financial institutes during a short
amount of time. In other words, payment systems gain
vital importance, especially when monetary exchanges are
in order between two or several financial institutes.
Therefore, the development of business and commercial
deals rely on the efficient and effective performance of
payment and settlements infrastructures [9]. For the last
four decades since the emergence of e-payment, important
technology evolutions, on the one hand, have extended the
facilities of e-payment systems, and on the other hand,
have created social procedures and businesses that make
using these systems crucial [10]. Payment systems are the
vital part of the economic and financial infrastructure of a
country. Their proper performance in transferring money
securely and timely is their most important effect on the
overall performance of the economic system [11].

A strong banking industry is important in any country and
can have a considerable effect on supporting economic
growth through efficient financial services [12]. E-banking
is a novel method that was first implemented by building
ATMs about two decades ago and today, with the
increasing growth of the internet, it covers a part of the
activities in the world wide web [13].

The growth of e-banking in a country depends on many
factors, including the success in accessing the internet,
new online banking features, the growth of families
internet usage, and providing trustworthy services to
customers [14]. E-banking allows banks to expand their
market by receiving deposits and extending credit
activities, as well as to provide new products and services
or reinforce their competitive position in providing
services. In addition, e-banking can reduce banks®
operational costs [15]. In addition to providing banking
services, e-banking seeks to develop and change with the
purpose of satisfying its customers and makes policies to
increase revenue through providing services for which it
receives wages. Therefore, although e-banking tries to
reduce banking costs, its main objective is to increase the
bank’s revenue through providing a diverse set of services
[16]. Creating and developing e-banking requires
appropriate economic social, and technical infrastructures.
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Some of these important infrastructures include
appropriate communication and telecommunication
networks, information exchange security, appropriate legal
infrastructures, cultural readiness of society, and economic
firms to accept and use e-banking services. Therefore, in
order to develop and expand the usage of electronic
financial services based on e-banking and e-commerce in
the country, we should make a serious effort to satisfy the
aforementioned requirements and create appropriate
platforms to utilize the advances of using e-payment [17].
On the other hand, today, all organization aims to attract
customers and increase their satisfaction [18]. Timothy
(2012) believes that customer satisfaction increases the
potential of a customer-oriented organization. Therefore,
achieving competitive advantage by identifying customer
needs intelligently and faster than the competition ensures
retaining customers through providing better services and
products [19]. This is particularly important for banks,
which are constantly interacting with their customers;
moreover, the competition between banks and other forms
of attracting monetary sources is increasing and thus,
creating competitive advantage seems essential for their
survival [18]. Competition, sustainability, providing new
services, the constant changes of customers™ needs and
requests have made banks to develop their strategies in a
way that not only retains their current customers, but
attract new ones by providing more desirable services
[20]. Accordingly, a wide spectrum of financial services is
provided by banks through the internet and banks have
initiated an intense competition in being equipped with up-
to-date e-payment systems to provide their customers with
better service and improve their satiation [6]. Therefore,
since attracting monetary sources and achieving
competitive advantage for banks and financial institutions
are possible through customer satisfaction, this study aims
to investigate the role of using e-payment and e-banking
tools in increasing customer satisfaction.

2. RELATED WORKS

Electronic networks were first used in 1970s in the
financial section. At the time, transferring money between
financial institutions was only possible through remote
communication networks and the capital was transferred
electronically [8]. After creating fed wire by the Federal
Reserve in 1970s in the United States, the first electronic
network was created to transfer money between national
banks. In 1980s and 1990s, national monetary networks in
advanced and developing countries were rapidly
developed and in 2002, with the initiation of continuous
linked settlement (CLS) as the 24 hour international
money transfer center for all credible international
currencies, the world's important payments systems were
connected electronically in a uniform platform [9]. In
1970, IBM introduced sales terminals, which were one of
the most common payment tools using credit cards, debit
cards, checks, and smart cards, electronic money transfer,
and other electronic transactions used in face-to-face
interactions. The main initial processing systems, which
were supported by IBM, were non-intelligent terminals,
connected to a main controller. This main processor was
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responsible for all the processing. Terminals only filled a
page and they themselves lacked the ability for actual
processing. In 1980s, ATM machines were operational as
a type of electronic payment [8].

In Iran, before 1990, there was no serious effort to use
cards. After that time, studies and investigations were
performed, particularly regarding the adaptation of current
banking laws and card usage in Tejarat bank; eventually,
in 1991, this bank was able to issue the first bankcard in
Iran, which was known as Tejarat bank check plan [3]. In
fact, novel e-payment means were first introduced in 1992
and the Sepah bank ATM services, which provided the
banking network customers with the first card instances
capable of withdrawing money from the ATM [7]. Until
2001 in Iran, payments systems were exclusively based on
paper (check) transactions in a room, as well as bank
documents. This method is still a common way for active
businesspersons. Since 2001 and the initiation of the
comprehensive payment system plan in the country, the
context was provided for adapting the country's payment
system to the banking technology evolutions on an
international level. Preparing this plan took three years to
assess domestic considerations and take into account the
international standards and necessities. Relevant projects
were implemented since 2005, until late 2009, three
central components were operational, and after planning,
the other two components were also operational until late
2010 [9].

Madhoushi et al (2005) have evaluated the features of
different e-payment systems from the view of Iranian
users. Results of this research indicated that from the view
of Iranian users, security and trust are the most important
features and the ability to transform and track is the least
important features of e-payment systems. The features
specified by different users for e-payment systems are not
only considered important in designing new systems, but
also engender its acceptance among users [11].

In an article called “e-payments and the view of people
towards them”, Sherafat et al (2007) concluded that the
most important and effective factors of e-payment
methods are the subscribers” familiarity, culture, and
tendency to use them [21].

In an article called” evaluating effective factors of
selecting e-payment systems from the customers’ view”,
Akbarian and Vakili (2011) showed that among payment
systems, customers tend to select the method that are
valuable, satisfactory and efficient both emotionally and
considering  technological, economic, and legally
advantages [22].

In an article called “e-banking and its effect on effective
factors of customer satisfaction”, Nikghadam Hojati et al.
(2011) showed that there is a significant relationship
between using e-banking services and customer
satisfaction [23].

In an article called investigating the quality of the
provided services by e-banking internet portals in te
country, Akhavan Saffar and Mohammadzadeh
Moghadam (2012) evaluated the quality of the internet
banking services from the view of customers. Results
indicated that customers were satisfied with four indices,
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including trustworthiness, accessibility, privacy/security,
accountability, and task performance and dissatisfied with
the user-friendly index [24].

After evaluating the quality of electronic services on
customers’ satisfaction and return, results of Sanayeie et al
(02012) indicated that efficiency, privacy, and
accountability are effective and accessibility, service
completion, and contact had no effect on customer
satisfaction; eventually, customer satisfaction affects
customers in reusing the electronic services of Mellat bank
[25].

After evaluating the electronic satisfaction of
entrepreneurs with the performance of card reader devices
(POS) in small and medium businesses (SMEs), Fotuhi
Ardekani et al (2013) concluded that the security of using
card readers has the most impact on electronic satisfaction
of entrepreneurs. Moreover, trust has the most influence
on electronic satisfaction of entrepreneurs [26].

In an article called “e-banking methods and customer
satisfaction — a case study in Botswana, Mobarak (2007)
showed that regarding customer needs, e-banking service
providers failed to make customers aware of e-banking
and using obsolete or not updated technologies. After
evaluating hypotheses, it was specified that there is a
relationship between age groups, occupation types, and
some e-banking aspects. He concluded that in order to
influence customers in Botswana, banks should get
involved in all intricacies and details of e-banking to
maximize their profit [27].

In an article called “the comparison of satisfaction with e-
banking services among customers with and without an
educational degree in Penang, Malaysia”, Chavosh et al
(2011) concluded that despite the difficulties, costs, and
some security concerns among customers without an
educational degree, as well as some security concerns
among customers with an educational degree, both groups
are satisfied with some e-payment services in Malaysia. In
addition, from the view of the people with and without an
educational degree, the most important concerns are
respectively the security issues and difficulty to work with
e-payment services [6].

In an article called “the effect of the online services
quality on customer satisfaction in the banking section of
Pakistan”, Zafar et al. (2011) showed that identifying the
dimensions of the services quality has a considerable
effect on customer satisfaction in e-banking. Moreover, in
order to increase customer satisfaction in the banking
section, they emphasized on improving the quality of web
services [28].

After analyzing e-banking and customer satisfaction in
Nigeria, Akindele and Rotimi (2014) concluded that there
is a significant relationship between e-banking and
customer satisfaction. Moreover, although e-banking is
full of insecurities, it is common among the people of
Nigeria due to its convenience, flexibility, speed,
efficiency, and accessibility of transactions [19].
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3. THEORETICAL DEFINITIONS

3.1 Electronic Payment

E-payment systems, as a strategic information system, are
considered one of the main components of economic
development, particularly in developing countries, and
they greatly help to reinforce the capabilities and provision
of financial services [22]. A payment system is in fact a
set of regulations that allows users to transfer money [11].
The payment system is a mechanism, which can transfer
money from an account in a bank to an account in another
bank and therefore, its role in economy is like veins that
flow money to different economic firms [18]. E-payment
is a form of financial exchange that is done between a
buyer and a seller and electronic communication facilitates
this financial exchange [29]. On the other hand, e-payment
is defined as a payment service that uses information and
communication technologies, including cryptography and
remote communication networks [30]. Generally, e-
payment is paying money for a commodity in e-
commerce, i.e. paying money through electronic devices,
particularly the internet. In performing an electronic
payment, there are at least four roles: payer, receiver, the
bank serving the customer or the financial institution
issuing credit for the customer, and the bank serving the
seller [31]. E-payment systems can be divided into three
broad groups: traditional monetary transactions, digital
money, and credit debt payment. These payments systems
have many requirements, such as security, acceptance,
convenience, cost, control, tracking capability, and
encryption control [32].

3.2 Electronic Banking

E-banking, as an alternative provision channel, provides
many opportunities for the growth and development of
financial institutions [33]. E-banking means providing
banking services and products through electronic channels
[34]. In other words, e-banking provide financial services
for its customers through the internet [35]. The most
important electronic channels in e-banking are the internet,
wireless communication networks, Automatic Teller
Machines (ATMs), phone bank [36], cell phone, fax, and
sales terminal and booth [1]. Internet bank is considered a
virtual and 24-hour branch of a bank that allows customers
to perform financial transactions free from time and
location limits [24]. E-banking allows customers to
perform different e-banking deals through the bank's
website at any time and location and with higher speed
and lower cost in comparison to the traditional method. E-
banking can be defined as the opportunity that allows
customers to access bank services without the need of
physical presence in the bank and using secure mediums.
E-banking includes systems that allows customers to use
bank services at three levels, including information,
communication, and transaction [37]. E-banking
minimizes implementation costs of bank services like
transportation costs, requirements, and personnel and at
the same time, maximizes wages ensued by providing
different high quality services, which maximizes banks"
revenues.
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3.3 Customer Satisfaction

Customer satisfaction and quality has long played an
important role in the survival and success in today's
competitive market [39]. Customer satisfaction has
attracted the most attention in the marketing literature,
since it has an important impact on customers™ behaviors
and purchase intentions [25]. Customer satisfaction is an
emotional or cognitive reaction with a certain focus
(expectation, product, consumption experience, etc.) at a
certain time (after consumption, after selection, based on
experience) [40]. In a credible categorization, regarding
the expected quality, customer requests are formed in three
levels or layers and the realization of each qualitative layer
depends on the satisfaction of the previous one to increase
persistent customer satisfaction. These layers include basic
quality (the minimum value that prevents dissatisfaction),
efficiency quality (performance necessities that ignoring
them dissatisfies the customers), and motivational quality
(features that ignoring them does not dissatisfy the
customers, but realizing them by a manufacturer causes
tangible customer satisfaction) [41].

3.4 Speed and Efficiency

Speed in e-payment tools means for new technologies to
quickly integrate with current systems and methods to
rapidly response to customers™ needs and expectations. On
the other hand, the e-payment system is efficient when it
performs the best operation at each stage of the payment
process. Therefore, it is necessary for users to be ensured
of the efficiency of the system, since otherwise, they will
not use it [8]. In fact, a system that has the necessary
efficiency should have the capability to process small
payment processes without suffering from costs and
drawbacks [11]. Thus, speed and efficiency mean
performing the transaction with a low time cost [31].

3.5 Security and Trust

Security simply means defending benefits [42]. Challenges
that e-banking faces include privacy and information
security concerns [43]. Naturally, users and commercial
settings accept systems that have high trust, since
providing services and procedures by commercial units
depends on easy access and successful operations of the
payment infrastructures [11]. Therefore, we can say that
security and trust are important features in accepting e-
banking and e-payment and lack of security is a great
obstacle to accepting them [44]. Thus, we can say that
security in payment systems means that the national and
personal information are transformed to a form that its
disclosure to other groups is prevented and trust means
whether the system is adequately strong not to lost the
transactions or the money in case of black outs, server
failures, network faults or unprecedented input from the
users [31].

3.6 Information and Accountability

The nature of responding and accountability is being
committed to answering questions and requests [45]. The
tendency of organizations to be accountable means to help
customers and provide services as promised [41].
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Information is also one of the most basic levels of internet
banking. The bank introduces the services related
information and its bank operations through public or
private networks [16]. Informing and providing necessary
trainings to customers can be investigated from different
angles. However, what seems most essential is learning
and training e-banking and e-payment services. The
advantages of appropriate information and providing
training to customers not only reduce costs, but it can also
have social, economic, and cultural impacts, like reducing
the cost of publishing bills, health, and control [18].

4. THE CONCEPTUAL MODEL

Fig 1 presents the conceptual model of this research:

Speedand Efficiency’ [oscosnwnmmnnnpannispanmniy :

Accountability

Figl. The research conceptual model

5. METHODOLOGY

This study is an applied research regarding objective and a
descriptive-survey regarding methodology. Moreover,
since, this study is a correlation research, since it aims to
evaluate the relationship between variables. The
population consist of the customers of Pasargad bank e-
payment (receivers of e-payment tools and owners of
Shetab cards that use these tools), as well as the customers
of Pasargad bank.

The statistical population of this research consists of 80
gold customers (customers who have mostly used e-
payment and e-banking tools) from which a statistical
sample with size 66.35 was selected using Cochran's
equation (Equation 1) with 5% error level.

- 1 (z%pq
NEYETIN

Equation (1) Cochran’s equation

Moreover, a questionnaire was used as the data collection
tool. Accordingly, the corresponding questionnaire was
developed in 2 sections by the researcher and the guidance
of the experts of the field. The first section includes
general questions about age, gender, education, job
section, and monthly salary and the second section
included specialized questions regarding e-payment and e-
banking tools and customer satisfaction. Totally, 31
questions were provided to the sample to respond. The
questionnaire’s information is summarized in Table 1.
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Table 1. the summary of the questionnaire’s information

Questionnaire section Number of questions

General questions

Satisfaction and utilization

Speed and efficiency

Security and trust

R0[h (||

Accountability and
information

Likert's 5 point scale was used to quantitatively score the
specialized questions, as Table 2.

Table 2. Likert's 5 point scale

Scale | Totally | Agree | No Disagree | Totally
agree idea disagree
Value |5 4 3 2 1

In order to evaluate its validity, the questionnaire was
provided to a group of experts, including professors and
specialists of the field; it was evaluate regarding content
and comprehensibility and necessary alterations were
made. Therefore, the questionnaire is adequately valid.
The reliability of the questionnaire was also computed
90% using Cronbach's alpha (Equation 2) and SPSS
software, as Table 3, which indicated the reliability of the
questionnaire.

R s2

Equation (2) Cronbach's alpha equation

k _Zsiz]

Table 3. Cronbach’s alpha coefficient of the questionnaire

N of items Cronbach's alpha

31 901

Since this research is a correlation study, the correlation
coefficient was used to analyze the data. Therefore, in
order to determine which correlation coefficient can be
used for analysis, the normality of the distribution should
first be evaluated; if the distribution is normal, a
parametric test is used, for instance, Pearson’s correlation
coefficient and if it is not normal, a non-parametric test is
used, for instance Spearman’s correlation coefficient.
Therefore, Kolmogorov-Smirnov test in SPSS software
was used to determine the distribution normality. Results
of this test are presented in Table 4.
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Table 4. Results of Kolmogorov-Smirnov test regarding
the distribution normality

Utlization | Speed Efficiency | Securiy Trust | Accountability

N 66 Lii 66 66
Nomal Parameters?® Mean 301061 211515 14,6615 218030
Std. Deviafion 326345 453785 312061 574113

Most Exireme Differences  Absolute 159 104 A4 108
Posifive 104 084 068 108

Negative -159 -104 =114 =072

Kalmogorov-Smimov Z 1288 849 928 878
Asymp, Sig. (Mailed) 072 467 355 Ve

a Test distibution s Normal

b Calculated from data.
As we can see, the distribution is normal; it means that
parametric tests, the Pearson correlation coefficient are
used for data analysis.

6. RESEARCH RESULTS

The demographic findings of this research are presented in
the following sections.

Table 5. The frequency of the statistical population

1422 Female Gender
1576 Male
W15 18-23 Age
1364 24-30
1515 40-31
176 50-41

i3 60-51
W15 Diploma Education
V76 Associate degree
163.6 Bachelors
1273 Masters
6.1 Public Job section
1939 Private
7152 Between 500 and a million Monthly salary
1652 Between 1 and 2 millions
1136 More than 2 milhons
6.1 Unwilling to answer

6.1 The Frequency of the Statistical Population Data
The mean, mode, median, and sum of the statistical
population are presented in Table 6.

Table 6. The mean, mode, median, and sum of the
statistical population

Statistics
Gender Age Education | Job Section | Salary
N Valid 66 66 66 66 66
Missing 0 0 0 0 0
Mean 1.5758 37424 4.1667 1.9394 3.1667
Median 2.0000 4.0000 4.0000 2.0000 3.0000
Mode 2.00 4.00 4.00 2.00 3.00
Sum 104.00 247.00 275.00 128.00 209.00
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6.2 Research Hypotheses

- General hypothesis: there is a significant relationship
between using e-payment tools and customer satisfaction
of the bank.

- The first specific hypothesis: there is a significant
relationship between the speed and efficiency of e-
payment tools and customer satisfaction.

- The second specific hypothesis: there is a significant
relationship between security and trust of e-payment tools
and customer satisfaction.

- The third specific hypothesis: there is a significant
relationship between accountability and information of e-
payment tools and customer satisfaction.

6.2.1 Hypotheses Tests

6.2.1.1 General Hypothesis

The relationship between using e-payment tools and
customer satisfaction.

H: There is no significant relationship between using e-
payment tools and customer satisfaction.

H;: There is a significant relationship between using e-
payment tools and customer satisfaction.

Table 7. Results of testing the general hypothesis
Correlations

Satisfaction Utilization
Satisfaction Pearson Correlation 1 769
Sig. (2-tailed) .000
N 66 66
Utilization Pearson Correlation 769 1
Sig. (2-tailed) {000
N 66 66

**_Correlation is significant at the 0.01 level (2-tailed).

According to Table 7, the correlation between using e-
payment tools and customer satisfaction is 0.769.
Considering the significance level (sig=0.000), we can
conclude that there is a significant relationship between
using e-payment tools and customer satisfaction.
Therefore, the null hypothesis is rejected.

6.2.1.2 The First Specific Hypothesis

The relationship between the speed and efficiency of e-
payment tools and customer satisfaction.

H,: There is no significant relationship between the speed
and efficiency of e-payment tools and customer
satisfaction.

H: There is a significant relationship between the speed
and efficiency of e-payment tools and customer
satisfaction.
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Table 8. Results of testing the first specific hypothesis
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H;: There is a significant relationship between the
accountability and information of e-payment tools and

Safisfaction | Speed Efficiency | CUstomer satisfaction.
Satisfaction Pearson Correlation 1 7827
Sig. (2alled) 000 Table 10. Results of testing the third specific hypothesis
N 66 66 Correlations
Speed Efficiency  Pearson Cormrelation Vi 1 Satisfaction Accountability
Sig. (2-tailed) 000 Satisfaction Pearson Correlation 1 8547
N 66 66 Sig. (2-tailed) 1000
*_ Correlation is significant at the 0.01 level (2-tailed). N 66 66
Accountability Pearson Correlation 854" 1
According to Table 8, the correlation between the speed S1g. (2-talled) 000
and efficiency of e-payment tools and customer N 86 £6

satisfaction is 0.782. Considering the significance level
(sig=0.000), we can conclude that there is a significant
relationship between the speed and efficiency of e-
payment tools and customer satisfaction. Therefore, the
null hypothesis is rejected.

6.2.1.3 The Second Specific Hypothesis

The relationship between the security and trust of e-
payment tools and customer satisfaction.

Hy: There is no significant relationship between the
security and trust of e-payment tools and customer
satisfaction.

H,: There is a significant relationship between the security
and trust of e-payment tools and customer satisfaction.

Table 9. Results of testing the second specific hypothesis

Satisfaction Security Trust

Satisfaction Pearson Correlation 1 788~

Sig. (2-tailed) 000

N 66 66

Security Trust Pearson Correlation 789" 1
Sig. (2-tailed) 000

N 66 66

**_ Correlation is significant at the 0.01 level (2-tailed).

According to Table 9, the correlation between the security
and trust of e-payment tools and customer satisfaction is
0.789. Considering the significance level (sig=0.000), we
can conclude that there is a significant relationship
between the security and trust of e-payment tools and
customer satisfaction. Therefore, the null hypothesis is
rejected.

6.2.1.4 The Third Specific Hypothesis

The relationship between the accountability and
information of e-payment tools and customer satisfaction.

Hy: There is no significant relationship between the
accountability and information of e-payment tools and
customer satisfaction.

**_Correlation is significant at the 0.01 level (2-tailed).

According to Table 10, the correlation between the
accountability and information of e-payment tools and
customer satisfaction is 0.854. Considering the
significance level (sig=0.000), we can conclude that there
is a significant relationship between the accountability and
information of e-payment tools and customer satisfaction.
Therefore, the null hypothesis is rejected.

7. CONCLUSION

Based on the results of testing the hypotheses:

For the general hypothesis, according to Pearson's
correlation test, we can conclude that there is a positive
and significant relationship between using e-payment tools
and customer satisfaction.

For the first specific hypothesis, according to Pearson's
correlation test, we can conclude that there is a positive
and significant relationship between the speed and
efficiency of e-payment tools and customer satisfaction.
For the second specific hypothesis, according to Pearson's
correlation test, we can conclude that there is a positive
and significant relationship between the security and trust
of e-payment tools and customer satisfaction.

For the third specific hypothesis, according to Pearson's
correlation test, we can conclude that there is a positive
and significant relationship between the accountability and
information of e-payment tools and customer satisfaction.
According to these results, we can conclude that there is
positive and significant relationship between customer
satisfaction and the application, speed, efficiency, security,
trust, accountability, and information of e-payment tools.
Results of this research are in line with the research of
Nikghadam et al. (2011), Akhavan Saffar and
Mohammadzadeh (2012), Sanayeie et al (2012), and
Akindele and Rotimi (2014).

Results of the research by Mahoushi et al (2005) are in
line with those of this study, since security and trust were
the features mentioned in that study that engender
customer satisfaction. Moreover, since the result of the
research by Sherafat et al. (2007) indicate that the
familiarity and tendency of subscribers in effective in
using e-payment methods. Therefore, we can conclude that
the results of the aforementioned study are in line with
those of this research. Results of Fotuhi Ardekani et al.
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(2013) also showed that security in using card reader
devices has the highest impact on customer satisfaction.
Therefore, we can say that regarding the second
hypothesis, the results of this research are in line with
those of the aforementioned study. Zafar et al. (2011) also
showed that identifying the dimensions of services quality
is positive and effective in increasing customer
satisfaction. Therefore, we can conclude that, since speed
and efficiency, security and trust, accountability, and
information are some dimensions of the services quality,
the results of their research are in line with those of this
study.

In order to increase the customer satisfaction level
regarding e-payment and e-banking tools and motivating
them to utilize these tools, the following recommendations
are presented:

- Improving the telecommunication infrastructures
of the company to increase the speed of the lines
and eventually enhance the speed and efficiency
of the tools.

- Using information security management systems
to increase the information security.

- Increasing users™ trust in case on contradictions
and account deficits.

- Holding periodic training sessions to introduce
the facilities of e-payment and e-banking tools.

- Granting advantages for e-banking users.

- Increasing the facilities of e-banking that obviate
the customers™ need to be present in the branch
and lead to competitive advantage for the bank.

- Increasing the specialty and knowledge of
employees directly interacting with customers
and supporting e-payment tools to increase
accountability.

Taking advantage of these recommendations can be
effective in attracting new customers and gaining
customers™ trust, which will in turn lead to competitive
advantage for the bank.

REFERENCES

[1] M. Fathian, M. Shafiea, and M. Shahristani,
"The impact of e-banking implementation in
increasing customer satisfaction- Case Study:
Melli Bank of Iran," 2009.

[2] M.A. Aghayi, "e-banking, e-PR," the journal
Development, p. 35, 2007.

[3] H.Taghizadeh, A.Sepehri Shafigh, "reasons of
public reluctance to use e-banking card (Case
Study: customers of Mellat bank)," Journal of
Economics and Business, pp. 79-88, 2013.

[4] M.Afsharpour, M.Pahlevani, "review and
prioritization of payment tools and equipment
of e-banking using Analytical Hierarchy
Process (AHP)," Seventh National Conference
and the First International Conference of e-
commerce and economy, Tehran, 2013.

[5] Sh. Ghasemi, H. Radgohar, "the necessity of

(6]

(8]

[9]

2647

using new electronic payment methods in
Iran," at the Third National Conference on
Computer Engineering and Information
Technology, Hamedan, 2010.

A. Chavosh, A. Bagherzad Halimi and S.
Espahbodi, "Comparing the Satisfaction with
the Banks E-payment Services between Degree
Holder and Non-Degree Holder Customers in
Penang-Malaysia," International Journal of e-
Education, e-Business, e-Management and e-
Learning, pp. 103-109, 2011.

A. Cheshmi, "the achievement of electronic
payment and settlement systems of Iran," New
economy, pp. 52-61, 2009.

Kh. Abili, F. Jafarnejad, "indices of the
electronic payment industry in the card readers
domain," Journal of Management Engineering,
pp. 44-49, 2014.

A. Hakimi, "new infrastructure for electronic
payment and settlement," the economy news,
pp. 68-77, 2010.

[10] N. Hakimi, "EMERGENCE OF PAYMENT

SYSTEMS IN THE AGE OF ELECTRONIC
COMMERCE: THE STATE OF ART," Asia

Pacific Journal of Finance and Banking
Research, pp. 18-40, 2009.

[11] M. Madhoushi, M. Zali, and M. Rauf Amani,

"Evaluating the features of a variety of
electronic payment systems from the
perspective of Iranian users," Journal of
Humanities and Social Sciences, pp. 65-96,
2005.

[12] M. Salehi and M. Alipour, "E-Banking in

Emerging Economy: Empirical Evidence of
Iran," International Journal of Economics and
Finance, pp. 201-209, 2010.

[13] F. Nili, M. Esfandiari, "Factors affecting

urban households™ usage of credit cards,”
Journal of Money-Banking, pp. 119-157, 2013.

[14] F. Sakhaei, A. Afshari and E. Esmaili, "The

Impact of Service Quality on Customer
Satisfaction in Internet Banking," Journal of
mathematics and computer science, pp. 33-40,

2014.

[15] Basle Committee , "RISK MANAGEMENT

FOR ELECTRONIC BANKING AND
ELECTRONIC MONEY  ACTIVITIES,"
Basle Committee on Banking Supervision,
2003.

[16] Z. Saleh Ahmadi, "Evaluation of factors

affecting the adoption of electronic banking
using the integrated hardware and software
model and providing solutions," Journal of



Int. J. Advanced Networking and Applications

2648

Volume: 07 Issue: 02 Pages: 2640-2649 (2015) ISSN: 0975-0290

Information Technology era, pp. 79-90, 2011.

[17] Kh. Sasanian Asl, "the payments system
through terminals (pos) at the offices of the
notary," Monthly Association, pp. 139-154, 21,
1,2012.

[18] M. Golnabi, "the strategic role of electronic
payment system in attracting banking
resources," the first national conference on the
development of monetary management and
banking, Tehran, 2013.

[19] A. J. Ogunlowore and O. Rotimi,
"ANALYSIS OF ELECTRONIC BANKING
AND CUSTOMER SATISFACTION IN
NIGERIA," European Journal of Business and
Social Sciences, pp. 14-27, 2014.

[20] A. Jafari, F. Bagheri, and N. Hosseinzadeh,
"solutions to increase customer satisfaction by
fuzzy ANP approach, BSC, and fuzzy TOPSIS
(Case Study: Electronic payment company),"
the first national conference on the
development of monetary management and
banking, Tehran, 2013.

[21] A. Sherafat, S. M. Mahdavi, and M. Amini
Lari, "electronic payments and attitudes of
people about them," the first international
conference on commerce, Tehran, 2007.

[22] R. Akbarian, T. Vakili, "Evaluation of factors
affecting electronic payment systems by
customers," the first regional conference on
new approaches in computer engineering and
information technology, Rudsar, 2011.

[23] H. Poorasad, S. Nikghadam Hojatai, A.
Khazayi, and F. Soleimani Roozbehani,
"electronic banking and its impact on the
factors affecting customer satisfaction," the
National Conference of Electronics, Hamedan,
2011.

[24] M. Akhavan Saffar, H. Mohammadzadeh
Moghaddam, " the quality of the services
provided through online portals of electronic
banks in the country," the Iranian Conference
on Electrical and Electronic Engineering, Yes,
2012.

[25] A. Sanayeie, M. Poormostafa Khoshkrudi, A.
Ghazifard, and M. N. Nasirzadeh, "The effects
of e-service quality on customer satisfaction
and repurchase intention (Case Study:
Electronic payments company of Mellat
Bank)," Vision of Business Administration, pp.

87-108, 2012.
[26] M. Fotoohi Ardekani, S. M. Elmolhodayi, and
A. Fotoohi Ardekani, "Entrepreneurs'

satisfaction with the performance of electronic
devices terminals (POS) in small and medium-

sized businesses (SMEs)," the first national
conference on engineering, business
management, Kerman, 2013.

[27] A. Mobarek, "E-BANKING PRACTICES
AND CUSTOMER SATISFACTION- A
CASE STUDY IN BOTSWANA," in 20th
Australasian Finance & Banking Conference,
2007.

[28] M. Zafar, A. Zaheer, S. Rahman and K.
Rehman, "Impact of online service quality on
customer satisfaction in banking sector of
Pakistan," African Journal of Business
Management, pp. 11786-11793, 2011.

[29] D.  Abrazhevich, "Electronic = Payment
Systems: a User-Centered Perspective and
Interaction Design," Eindhoven : Technische
Universiteit Eindhoven, 2004.

[30] V. Moertini, A. Athuri, H. Kemit and N.
Saputro, "THE DEVELOPMENT OF
ELECTRONIC PAYMENT SYSTEM FOR
UNIVERSITIES IN INDONESIA,"
International Journal of Computer Science &
Information Technology (IJCSIT), pp. 16-33,
2011.

[31] S. Mousavi, "electronic payments," the fourth
national conference on e-commerce, Tehran,
2007.

[32] P. Havinga, G. Smit and A. Helme, "Survey of
Electronic Payment Methods and Systems," A
scientific conference on Web technology, new
media, communications and telematics theory,
methods, tools and applications, pp. 180-192,
1996 .

[33] S. Bhosale, "A Study on Identifying Usage of
E-banking  Services by Pensioner in
Nationalised and Private Sector Banks,"
International Journal of Emerging Trends &
Technology in Computer Science(IJETTCS),
pp- 30-32, 2013.

[34] J. CHAVAN, "INTERNET BANKING-
BENEFITS AND CHALLENGES IN AN
EMERGING ECONOMY," International
Journal of Research in Business Management
(IJRBM), pp. 19-26, 2013.

[35] S. Vyas, "Impact of E-Banking on Traditional
Banking Services," School of Computer
Science  and  Information  Technology,
Singhania University, Pacheri Bari,
Jhunjhunu, 2012.

[36] A. Schaechter and P. Ugolini, "Issues in
Electronic ~ Banking: An  Overview,"
International Money Fund, 2002.

[37] F. Bakhshali, S. Hosseinifard, and M.



Int. J. Advanced Networking and Applications
Volume: 07 Issue: 02 Pages: 2640-2649

Rahmati, " the impact of factors affecting the
adoption and use of electronic banking (Case
Study: Melli Bank of Arak)," Organizational
Culture Management, pp. 147-168, 2010.

[38] A. Asadzadeh, H. Kiani, "Effect of using
ATMs, sales terminal, and branches and on the
profitability of banks in Iran," Quarterly
Journal of Economics and new business, pp.
181-206, summer and autumn of 2012.

[39] Y. SHEAU FEN and K. Mei Lian ,
"SERVICE QUALITY AND CUSTOMER
SATISFACTION:  ANTECEDENTS OF
CUSTOMER’S RE-PATRONAGE
INTENTIONS," Sunway Academic Journal,
20009.

[40]J. A. Cote and J. L. Giese, "Defining
Consumer  Satisfaction,"  Academy  of
Marketing Science Review , 2002.

[41] H. Moeinzad, "banking service quality and
customer satisfaction," the magazine world of
communications, pp. 46-50, 2012.

[42] Y.-J.  Yang, "THE SECURITY OF
ELECTRONIC BANKING," in 20th NISSC
Proceedings, Baltimore, Maryland, 1997.

[43] Z. Omariba , N. Masese and G. Wanyembi ,
"SECURITY AND PRIVACY OF
ELECTRONIC BANKING," 1JCSI
International Journal of Computer Science
Issues, pp. 432-446, 2012 .

[44] R. Essafi Raida and B. Neji, "The e-banking
and security transaction: the Tunisian context,"
International Journal of Advanced Studies in
Humanities and Social Science, pp. 774-778,
2013.

[45] A. Khosravi and A. Anvari, "A comparative
study of factors affecting customer satisfaction
in private and public sector hospitals in
Tehran," European Online Journal of Natural
and Social Sciences, pp. 1088-1093, 2013.

[46] F. A. Tari, A. Shapoori, "the effect of
developing electronic payment tools on the
demand for money," Journal of Economic
Research, pp. 1-19, the summer of 2012.

[47] M. Farahani, "the prospects for electronic
payment industry," New economy, pp. 37-40,
2011.

[48] M. A. Yaghinloo, "Highlights of electronic
payment," contraption, pp. 60-64, 2010.

[49] N. Safdari, "sales terminal, a tool for the
development of electronic banking," the banks
and the economy, pp. 34-38, 2009.

[50] Gh. Khaki, methodology of the dissertation
approach, Tehran scientific research center in

2649

(2015) ISSN: 0975-0290

collaboration with the cultural center and
publication of Derayat, 1999.

[51] A. Habibi, practical SPSS software training,
Tehran, publication director of the Pars, 2013.

Biographies and Photographs

Miss. Fatemeh Soleimani Roozbahani
has obtained B.S. degree in Nuclear
Physics from Shahid Chamran University
in 2009, and has obtained Master degree
in Information Technology Management
summa cum laude with a cumulative
GPA of 19.76 [out of 20] amongst the
graduates of this major who had been graduated in 2011
from Farabi University. Presently she is pursuing Ph.D. in
Information Technology Management in SRBIA
University. Her research fields are Information Business
Intelligence, Systems Integration, Strategic Information
Systems, e- Banking, e- Commerce, Knowledge
Management and Security in Computer Networks. She is
appointed as a Lecturer in Azad University, Deptt. of
Information Technology.

Mrs. Sanaz Nikghadam Hojjati has
obtained B.S. degree in Math from
Islamic Azad University in 2005, and
has obtained Master degree in
Information Technology Management
summa cum laude with a cumulative
GPA of 19.94 [out of 20] amongst the
graduates of this major who had been
graduated in 2011 from Farabi University. Presently she is
pursuing Ph.D. in Information Technology Management in
SRBIA University. Her research fields are Information
Business Intelligence, e- Banking, e- Commerce,
Management of Information Technology Projects,
Artificial Intelligence, Fuzzy Logic and Management
Information Systems. She is appointed as a Lecturer in
Azad University, Deptt. of Information Technology.

Miss. Reihaneh Azad received her B.S
Degree in Computer Engineering from
Saeb University, Abhar, Iran in 2008.
She’s Master Student of IT Management
in Farabi University, Karaj, Iran and
works as software supporter expert in
Pasargad Bank Electronic Payment
Company, Tehran, Iran. Her research interest includes E-
Commerce, Information Systems, Knowledge
Management, Computer Network, Data mining and E-
Banking. She has authored 8 research papers in
proceedings & journals.




	1. INTRODUCTION
	2. Related Works
	3. Theoretical Definitions
	5. Methodology
	6. Research Results
	7.  Conclusion
	References

