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Introduction

Today, the banking industry operates in a dynamic and rapidly changing environment.
Given the volatile and competitive market conditions and the numerous opportunities
available to customers for accessing better services, banks must adopt a customer-
centric approach, prioritizing customer acquisition. In today’s competitive landscape,
banks must pay close attention to customers' needs, opinions, and expectations
regarding banking services, recognizing that in banking, the customer’s voice should
shape the institution’s policies (Bagheri, 2016). In this regard, sound decision-making
relies on a proper understanding of the bank’s conditions and position. Organizations
have realized that losing a customer means losing the entire stream of future purchases
or services that the customer could have made throughout their lifetime or during their
relationship with the organization (Maleki, 2015).

The rapid development and application of information and communication technology,
particularly the expansion of the internet in recent years, have significantly transformed
traditional business methods in the banking sector. Banking institutions have
substantially adapted their products and services to customer feedback in the online
environment. Hadi Yek (2015) states that banks can effectively meet customer needs
through internet banking services. Banks must remain attentive to the ongoing changes
in the banking business environment and introduce innovative products and services
through new processes (Zagarac, 2014). According to the Technology Acceptance
Model, demand-side factors such as perceived ease of use influence customers’
adoption of internet services (Yaghoubi, 2010).

An analysis of the growth in customer use of internet banking systems in recent years
reveals intense competition between private and public banks in service delivery. Since
internet banking is a relatively low-cost service for banks, it can be considered a key
factor in growth, profitability, and ultimately, the bank’s survival (Park et al., 2012).
Although the increasing demand for online financial transactions presents a significant
opportunity, banks must employ appropriate strategies to enhance customer services, as
failing to do so will compound their challenges (Rawley, 2010). In service-based
businesses, customer loyalty develops when positive services are delivered, and
customers are sufficiently satisfied (Goh & Poh, 2012). Banks should leverage customer
feedback to improve service quality, as loyal customers can continuously contribute to
the bank’s growth and service enhancement (Liang & Engun, 2017).

From an economic perspective, perceived value reflects the surplus welfare of the
consumer. In terms of quality, value represents the difference between the price paid
for a product and its actual quality—meaning that paying less for a high-quality product
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generates positive perceived value. To deliver appropriate services, banks must
maintain close relationships with customers to understand their needs and provide
suitable solutions. Meanwhile, the growth of diverse financial markets, intense
competition, and the increasing public demand for banking services have compelled
banks to adopt customer-centric approaches. Consequently, these institutions must pay
adequate attention to factors that enhance ethical banking services for customers.

In Iran, however, the necessity of internet banking has not yet been fully recognized by
the public, and many customers still prefer traditional banking methods over online
services. This reluctance stems from security concerns, as customers fear that despite
their efficiency, new systems may compromise the safety of their accounts.

In evaluating customer perceptions of services, the decisive role of value is often
overlooked. A deep understanding of the interplay between service quality, satisfaction,
and ethical service delivery can significantly enhance the management of service
organizations, including banks. These concepts play a crucial role in customer decision-
making, relationship continuity, and long-term profitability. Ko et al. (2010) define
perceived value from financial, quality-of-benefit, and socio-psychological
perspectives. The financial perspective suggests that value arises when less money is
paid for a service. Given the importance of customer satisfaction, loyalty, and ethical
service delivery, this study seeks to answer the following question: How can the ethical
dimensions of internet banking be analyzed?

Heidarzadeh and Adelpour (2011) found that the quality of services delivered through
websites is a critical strategy for the success of online stores. Managers must first
understand how customers perceive and evaluate online services to deliver excellence.
Bashir and Madhaviah (2015), in their study "Customer Attitudes and Behavioral
Intentions Toward Internet Banking in India," 1dentified perceived usefulness, ease of
use, trust, and enjoyment as key moderators of customer attitudes. Fathima and
Muthumani (2015), in "User Adoption of Internet Banking Technology,” highlighted
perceived usefulness, trust, perceived credibility, and perceived ease of use as the most
influential factors. Chua et al. (2013), in "The Effect of Ethics on Loyalty Among Gen Y
Mobile Internet Subscribers: A Proposed Conceptual Framework," noted the growing
interest in consumer behavior toward mobile internet, emphasizing the dual role of users
(both subscribers and technology adopters).

This study adopts a qualitative, phenomenological approach to explore customers' lived
experiences with internet banking services. As an applied-exploratory study, its findings
can be practically utilized by the bank in question. Using purposive sampling, in-depth
interviews were conducted with customers (with lived experience) across varying ages,
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education levels, and genders until theoretical saturation was achieved (11 participants).
Data collection relied on semi-structured interviews, where indirect questioning
uncovered ethical perceptions of internet banking. Interview transcripts were validated
by participants to ensure accuracy.

Conclusion
The concepts that led the researcher to this understanding included the following:
o I can transfer funds very quickly through these services.

e Ino longer need to take time off work (hourly or daily leave) to handle banking
tasks.

o Internet services have drastically reduced the need for physical branch visits,
which was particularly beneficial for health during the COVID-19 pandemic.

o For many services, I no longer need to commute within the city using my
personal car.

« For many services, I no longer incur taxi, bus, or metro fares to reach a branch.

When comparing the researcher’s interpretation with prior studies, it is evident that
these findings align with the results of research conducted by Tavakoli et al. (2017),
Taebi et al. (2017), Zareh and Imankhah (2015), Falk et al. (2017), Alalwan et al.
(2016), and Martinez et al. (2014).

Using this bank’s internet services has provided numerous benefits, including:
o Access to services at any desired time
« Personalized service delivery
o Better bank account management
« Secure service transactions
e And more...
The concepts that led the researcher to this understanding included:
« Bank Refah Kargaran’s internet services are available 24/7.

o [ trust that Bank Refah Kargaran’s online platform safeguards my information
and accounts.

When comparing the researcher’s interpretation with prior studies, it is evident that
these findings align with the results of research conducted by Tavakoli et al. (2017),

% .
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Koohi and Bagherzadeh (2016), Rezaei et al. (2016), Zareh and Imankhah (2015),
Nazari et al. (2015), Ahmadzadeh (2012), Amini (2011), Falk et al. (2017), Alalwan et
al. (2016), Toenbaeh et al. (2016), Fathima et al. (2015), Sentoridis and Kritidis (2014),
Sandra et al. (2014), Al-Ajam and Noor (2013), and Nasri (2011).

Additional key perceptions from customers:

« Since the expansion of Bank Refah Kargaran’s internet services, I feel like I’'m
dealing with a reputable bank.

o Among the multiple banks I use, Bank Refah Kargaran’s internet services are the
most satisfactory.

o The internet services of Bank Refah Kargaran have significantly improved my
perception of this bank.

When comparing the researcher’s interpretation with prior studies, it is evident that
these findings align with the results of research conducted by Fathima et al. (2015),
Sentoridis and Kritidis (2014), and Al-Ajam and Noor (2013).
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