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Customer Capital: Developing a Customer Trust Model in
Electronic Banking with an Emphasis on Increasing Market
Share (Case Study: Sepah Bank)

Abstract

Nowadays, the need for customer trust in banking is inevitable. This research is considered an applied
research in terms of its purpose and a descriptive-survey study in terms of its nature. The statistical
population of this research consists of Bank Sepah's electronic banking customers. Cronbach's alpha
for the entire questionnaire was 0.992, which can be considered a good reliability of the
aforementioned questionnaire. In this research, a model is presented that examines the effect of online
trust of Bank Sepah's electronic banking customers on the market share of this bank. In order to
develop this model, after conducting library studies, several factors that lead to customer trust in
electronic banking were identified and their relationships were also considered. Accordingly, a model
was proposed in which the aforementioned factors were divided into two categories: public and
private characteristics of online trust, and finally the effect of these factors and online trust itself on
Bank Sepah's market share was examined. By collecting and analyzing the opinions of Bank Sepah's
electronic banking customers using a questionnaire, analyzing the data, and examining the
relationships between variables using SPSS and Amos software and structural equation modeling, the
impact of a number of the aforementioned factors and online self-confidence on Bank Sepah's market
share was finally confirmed.
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