Journal of Industrial Innovations 1(3) (2023) 217 — 236

Industrial Innovations

https://jii.araku.ac.ir

Industry Innovations

ISSN: 2080-8847 Afak

University

Customer satisfaction Model on Economic Development in the
Banking Industry Using Structural Equation Modeling

Parisa Abbasi?, Amir Azizi »*, Ali Taghizadeh Herat¢

2 Department of Industrial Engineering, Islamic Azad University Science and Research Branch, Tehran, Iran
b Department of Industrial Engineering, Islamic Azad University Science and Research Branch, Tehran, Iran
¢ Department of Industrial Engineering, Parand Branch Islamic Azad University, Tehran, Iran

Original Article

Use your device to scan

d read the article onli
andread the article onfine Citation: Abbasi P, Azizi A, Taghizadeh Harat A, Customer Satisfaction Model on Economic

Development in the Banking Industry Using Structural Equation Modeling. Industrial
Innovations. 2023;1(3):217-236

d. https://doi.org/10.61186/jii.1.3.217

KEYWORDS ABSTRACT

Customer satisfaction; In this research, using structural equation modeling, the customer satisfaction model based on
Perceived quality; economic development in the banking industry has been presented, for which primary and basic
Economic development; information has been collected through library studies. Analytical data was also collected through
Banking industry; the distribution of a questionnaire designed by the researcher. In order to determine the validity,
Structural equation modeling. the questions of the questionnaire were given to management professors and 15 managers of

Saderat Bank, and after receiving their opinions, the necessary amendments were made in the
questionnaire and its final form was compiled. Cronbach's alpha method was used to check the
reliability of the questionnaire. For this purpose, first, 20 distribution questionnaires and
Cronbach's alpha were calculated by SPSS software. The reliability coefficient in this research is
0/77. In this research, the obtained information was analyzed using inferential statistics method and
Pearson correlation statistical technique was used in SPSS software. To check the normality of the
distribution of dependent variables, the Kolmogorov-Smirnov test was used in SPSS software, as a
result of which the claim of normality of all dependent variables was accepted. The statistical
population of the present study was considered to be 110 customers of Saderat Bank, and based on
Cochran's formula, 90 people were selected as a statistical sample. Model variables include
expectations, perceived quality of products, perceived quality of services, perceived value,
customer satisfaction CSI, complaints and loyalty. The results show that the presented model has
an acceptable fit (0/652). Also, there is an acceptable correlation (more than 0/5) between the
variables.

Extended Abstract

1. Purpose

management (TQM) and quality performance development (QFD) tools, which are all known as customer-oriented

models, customer satisfaction and attention to their demands have been given a special place [1, 2]. Despite the fact that
in most quality management models, the need to measure customer satisfaction has been emphasized, but a single and
specific method has not been provided for it, and most of the tools and models that have been developed so far only evaluate
and measure the quality of goods and services [3]. Therefore, the main concern of this study is: the lack of models and tools
with sufficient validity and reliability to measure customer satisfaction in service industries, especially the banking industry,
so that by receiving feedback from customers, the activities and resources of the organization can be directed in a way that
Finally, the most important goal of the organization, which is establishing and maintaining long-term relationship with

I n recent years, with the introduction of well-known quality management models and tools such as total quality
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customers, will be realized. Creating a model and a tool to measure customer satisfaction, both at the micro and macro level,
has certain advantages. At the micro level, each customer is able to make the right decision to buy the product they need by
using such a criterion. At the macro level, this index has become a criterion for evaluating the country's economic situation
along with other indicators, including the gross national product [4]. The banking industry is one of the most important and
effective industries of the country, which provides its services to all industries, and almost all citizens are directly or

indirectly connected with this industry and its services.

2. Design/methodology/approach

According to the purpose, the current research is of the applied research type and in terms of the method; it is of the
correlation type. The data collection tool in this research was a questionnaire. In the current research, the obtained
information is analyzed using the inferential statistics method, and the Pearson correlation statistical technique is used.
Before calculating the correlation method, the researcher must ensure the normality of the data. And to check the normality
of the distribution of the dependent variables, the Kolmogorov-Smirnov test is used. If the value of sig for all dependent
variables is greater than or equal to 0/05, the claim of normality for all dependent variables is accepted. Kolmogorov-
Smirnov test and Pearson correlation technique are performed by SPSS software, and then structural equation modeling
(SEM) method is used in Smart PLS software to analyze the accuracy of the model presented in this research.

The statistical population of the current research is considered to be 110 customers of Saderat Bank in Tehran, and
according to Cochran's formula, 90 people are considered as a statistical sample.

In this research, Cronbach's alpha test method is used in SPSS software to check the reliability of the questionnaire. For
this purpose, 20 questionnaires were first distributed. It should be noted that the minimum acceptable reliability coefficient is
0.7, which in this research is 0/77.

3. Findings

3.1 Fit of the reflective measurement model

e Reliability
e  Convergent validity
e  Divergent validity

3.2 Structural model fit
e  Significant values
e R, criterion
e f,criterion
e  Criterion Q,

3.3 Overall model fit
3.4 Sobel test

According to the results obtained in this research, the presented model, which includes different components, directly
have positive effects on each other. On the other hand, the final output of the model is customer loyalty and, as a result,
economic development in the banking industry.
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