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Objective: The aim of the present study is to examine the mechanism of trust
formation and its impact on satisfaction, behavioral intention, and actual behavior of
mobile banking customers of Shahr Bank in Iran.

Methodology: This research is applied in terms of objective, causal in terms of
method, and survey-based in nature. The data collection tool was a closed-ended
questionnaire using a 5-point Likert scale. The sample consisted of 384 customers of
Shahr Bank in Isfahan who used mobile banking services between March and May
2024. The sampling method was convenience sampling, and Cochran's formula was
used to determine the sample size. Furthermore, structural equation modeling was
employed to examine the relationships between variables using PLS software, and
descriptive statistics were analyzed using SPSS software.

Findings: The results showed that service quality (t-statistic = 2.20), information
quality (4.55), system quality (2.85), structural assurance (7.12), and task-related
features (3.22) significantly influence the trust variable. Additionally, there is a
significant relationship between trust and user satisfaction with mobile banking (t-
statistic = 21.29). User satisfaction with mobile banking leads to behavioral intention
(t-statistic = 20.13), which in turn drives customers toward actual usage of mobile
banking services (t-statistic = 12.75). Finally, the data fit indices such as composite
reliability and Cronbach’s alpha were above the standard threshold of 0.7.
Conclusion: This study emphasizes the importance of trust and user satisfaction in
influencing actual behavior in mobile banking and contributes to the existing body of
knowledge on behavioral intention by offering a better understanding of how these
factors affect intentions and preferences in developing countries such as Iran.
Keywords: Trust, Customer Satisfaction, Behavioral Intention, Actual Behavior,
Mobile Banking
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EXTENDED ABSTRACT
Introduction

The rapid advancement of internet-based technologies since the 1990s has significantly
transformed banking operations, particularly through the emergence of mobile banking services, which
are forecasted to grow from USD 715.3 million in 2018 to USD 1824.7 million by 2026. This growth
underscores a global shift in consumer behavior and banking strategy. However, in developing countries
such as Iran, the widespread adoption of mobile banking remains challenged by user skepticism,
technological apprehension, and cultural inertia (Sharma et al., 2023).

Mobile banking allows financial transactions via mobile devices, offering unparalleled
convenience and cost-effectiveness (Lee & Chung, 2009; Tam & Oliveira, 2016, 2019). It also enhances
productivity for banks and quality of life for users (Malaquias & Hwang, 2016). Nonetheless, trust and
satisfaction continue to serve as critical determinants of users’ behavioral intentions and actual behaviors
in this domain (Geebren et al., 2021; Gundala et al., 2022; Guo et al., 2018; Zhou, 2013, 2014). Trust, often
defined by user beliefs in the system's reliability and security, is shaped by factors such as system quality,
information quality, service quality, structural assurance, and task-related features. These trust antecedents
are crucial in encouraging customer satisfaction, which in turn affects behavioral intentions and actual
mobile banking use (Asadi et al., 2021; Tahir et al., 2024; Uzir et al., 2021).

According to the Theory of Planned Behavior and the Theory of Reasoned Action, behavioral
intention is a primary determinant of actual behavior and is influenced by users' attitudes, perceived
control, and subjective norms (Farah et al., 2018; Farzin et al., 2021). In the context of Iranian mobile
banking, issues such as perceived insecurity, lack of responsive online support, and the risk of data
breaches exacerbate distrust, deterring users from engaging with these services. Therefore, understanding
the formation of trust and satisfaction and their effect on actual user behavior is essential for banks
operating in such markets. This study seeks to assess the role of trust and satisfaction in shaping behavioral
intention and actual usage among Iranian mobile banking users, with Shahr Bank serving as a case study.

Methodology

This applied, causal, survey-based research was conducted using a closed-ended questionnaire
structured on a 5-point Likert scale. The study targeted customers of Shahr Bank in Isfahan who used
mobile banking services between March and May 2024. Using Cochran’s formula, a sample size of 384
was determined and selected through convenience sampling. The guestionnaire contained 38 items across
two sections: demographic variables (age, gender, education level, and frequency of mobile banking use)
and items measuring nine constructs—five exogenous (system quality, information quality, service
quality, structural assurance, task-related features) and four endogenous (trust, user satisfaction,
behavioral intention, actual behavior). Each construct included 3 to 5 items adopted from previous
validated models.

Data analysis was conducted using SPSS for descriptive statistics and PLS software for structural
equation modeling (SEM). Validity and reliability were confirmed through Cronbach’s alpha, composite
reliability, average variance extracted (AVE), and Fornell-Larcker criterion. Model fitness was evaluated
using indices such as RMSEA, GFI, AGFI, NFI, TLI, CFI, and IFI.
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Findings

Demographic analysis revealed that 51% of the participants were male, 34% were aged between
19 and 24, 34% held a bachelor's degree, and 34% used mobile banking 3-4 times per week. The
measurement model demonstrated strong reliability (Cronbach’s alpha: 0.72 to 0.93; composite reliability:
0.81 to 0.95) and convergent validity (AVE > 0.50). Discriminant validity was confirmed through AVE
square root comparisons exceeding inter-construct correlations.

Hypothesis testing using SEM revealed that all five antecedents had significant effects on trust:
system quality (t = 2.20, B = 0.11), information quality (t = 4.55, B = 0.27), service quality (t = 2.85, B =
0.13), structural assurance (t=7.12, B = 0.29), and task-related features (t = 3.22, p = 0.15). Trust strongly
influenced user satisfaction (t =21.29, B = 0.72), which in turn significantly impacted behavioral intention
(t=20.13, B =0.70). Behavioral intention was a strong predictor of actual behavior (t =12.75, B = 0.57).
Model fit indices were acceptable (e.g., RMSEA = 0.046, CFIl = 0.974, GFI = 0.922), and explanatory
power was high (R2 values: trust = 0.71, satisfaction = 0.53, intention = 0.50, behavior = 0.32).

Discussion and Conclusion

This study confirms that in the context of mobile banking in Iran, trust and satisfaction play
fundamental roles in shaping users’ behavioral intentions and actual usage patterns. The significance of
trust is reinforced through the impact of system, information, and service quality, as well as structural
assurance and task-related features, indicating that users' perceptions of technological reliability, security,
and functionality critically influence their trust in mobile banking systems.

Satisfaction acts as a mediating factor that strengthens the path from trust to behavioral intention.
When users perceive the services to meet or exceed their expectations, they are more likely to commit to
using them regularly. Consequently, behavioral intention becomes a key mechanism through which trust
and satisfaction translate into actual usage.

The practical implications for banks are substantial. To foster trust, they must enhance the
usability, responsiveness, and security of their mobile applications. Information must be timely, relevant,
and accurate, and customer service must be prompt and professional. Additionally, by promoting features
that align with users’ tasks—such as convenience and real-time functionality—banks can increase
adoption rates.

Ultimately, this research highlights the importance of building trust and ensuring user satisfaction
to achieve long-term engagement with mobile banking. In a competitive and rapidly evolving financial
environment, these factors are not merely facilitators of technology adoption but are essential components
of strategic success. As mobile banking continues to evolve, especially in developing countries, future
studies should explore longitudinal designs and the moderating role of demographic and cultural factors
to deepen the understanding of consumer behavior in digital banking ecosystems.
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