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One-Sample Test
Test Value = 3
Sig. 95% Confidence Interval of the Difference
t df Mean Difference

(2-tailed) Lower Upper

Caus 7.561 273 0/000 0/74453 0/6173 0/8718
Cont 4.077 | 273 0/000 0/39416 0/2894 0/4990
Int 4.192 273 0/000 0/50000 0/3757 0/6243
Str 6.261 273 0/000 1/21168 1/1156 1/3078
Cons 6.871 273 0/000 1/43796 1/3430 1/5329
Com | 20/701 | 273 0/000 1/03285 0/9346 1/1311
Sus 29/819 | 273 0/000 1/43796 1/3430 1/5329
Per 7/405 | 273 0/000 0/39416 0/2894 0/4990
Sec 71922 273 0/000 0/50000 0/3757 0/6243
Eas 24/823 | 273 0/000 1/21168 1/1156 1/3078
Inn 11/517 | 273 0/000 0/74453 0/6173 0/8718
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A Service Quality Model of Financial Technologies in Iran's

Banking Industry

Gholam Hassan Pourhanifeh!

Abstract

In recent years, banks and financial institutions around the world, by offering competitive advantages and
diverse services and revising their service structure towards using financial technologies and meeting the
changing demands of customers and migrating from the traditional structure to the new structure has moved
with the focus on technology. This issue is especially important in the banking system of Tran, which is facing
various issues and threats. Because financial technologies with a transformational approach in the banking
industry, which bring the three principles of reducing costs while maintaining quality, removing
bureaucracy and the ability to assess possible risks, can be a rescuer for the critical situation of this important
industry in the country.

This research aims to Formulation the service quality model of financial technologies in Iran's banking
industry while extracting indicators. The method used is a combination of qualitative and quantitative
methods.

The results showed that the quality of financial technology services in Iran's banking industry is a function of
the comprehensiveness of services, stability of services, security and assurance, personalization of services,
ease of use of services and innovation of services. The obtained standard coeflicients show that the index of
security and ease of use of services have the highest degree of importance for this model. Also, in the final
model, 7 concepts for causal conditions, 8 concepts for contextual conditions, 7 concepts for intervening
conditions, 7 strategies and 8 concepts for consequences were extracted.

Identifying the effective factors, causal, contextual and intervening conditions makes the resulting strategies

to be formulated with the knowledge of the influencing variables and to be closer to reality and applicable.

Keywords: Service Quality, Financial Technologies, Digital Banking
JEL Classification: G21, M15, O14, O33
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