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CrossMark

This study aimed to design and validate a comprehensive stakeholder-oriented model for
evaluating digital banking performance in Bank Saderat Iran. This applied mixed-method study
was conducted in three sequential phases. In the qualitative phase, semi-structured interviews
were conducted with 30 digital banking experts and stakeholders, including managers,
employees, customers, and shareholders of Bank Saderat Iran in Tehran. Participants were
selected through purposive and snowball sampling until theoretical saturation was reached. The
data were analyzed using thematic analysis in MAXQDA. Content validity was assessed through
the Content Validity Ratio and Content Validity Index, while coding reliability was evaluated
using Holsti’s coefficient. In the quantitative phase, a researcher-developed questionnaire based
on the qualitative findings was administered to 250 participants. Data were analyzed using SPSS
23 and SmartPLS 3 through partial least squares structural equation modeling. Qualitative
analysis identified 14 global themes constituting the principal dimensions of the model. All
factor loadings exceeded 0.50 and were statistically significant. Cronbach’s alpha coefficients
ranged from 0.799 to 0.940, Rho_A values from 0.804 to 0.951, composite reliability values
from 0.868 to 0.957, and AVE values from 0.623 to 0.848. All structural paths were statistically
significant. Digital trust and security showed the strongest path coefficient ( = 0.880), followed
by competitive sustainability of digital banking (B = 0.384) and technical and infrastructural
performance (B = 0.198). The coefficient of determination was R? = 0.906, indicating very high
explanatory power of the proposed model. The validated model demonstrated that digital
banking performance should be evaluated beyond financial and technological indicators by
simultaneously incorporating customer-related, human resource, governance, security,
competitive, stakeholder-value, participatory, and environmental dimensions. The proposed
framework can therefore provide a comprehensive basis for assessing and strategically managing
digital transformation in Bank Saderat Iran.

Keywords: Digital Banking, Performance Evaluation, Stakeholders, Digital Transformation, Digital
Trust and Security, Structural Equation Modeling, Bank Saderat Iran
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Extended Abstract

Introduction

The rapid digitalization of financial services has fundamentally transformed the structure,
processes, competitive logic, and stakeholder relationships of the banking industry. Digital banking is no
longer limited to the electronic delivery of traditional financial services; rather, it represents a broad
organizational transformation involving technological infrastructure, customer interaction, human
resources, governance, data-driven decision-making, security, financial efficiency, and value creation. As
banks increasingly rely on digital channels, conventional performance evaluation systems centered mainly
on financial indicators have become insufficient for capturing the multidimensional nature of digital
banking performance. Contemporary research emphasizes that digital transformation in financial
institutions should be evaluated through flexible and multidimensional performance systems that combine
technological, organizational, strategic, customer-related, and financial criteria (Cosa & Torelli, 2024;
Papathomas & Konteos, 2023). Empirical evidence also indicates that digital transformation can improve
bank performance through greater efficiency, wider service availability, lower transaction costs, and
enhanced customer engagement, although such benefits depend on the quality of implementation,
organizational capabilities, and risk management mechanisms (Makumba & Phiri, 2023; Nguyen-Thi-Huong
etal., 2023). Likewise, efficiency assessments of digital banking demonstrate that technological investment
does not automatically translate into superior performance unless digital resources are converted into
measurable operational and service outcomes (Amanda & Sudrajad, 2023). The multidimensional nature of
digital banking has therefore encouraged the application of integrated decision-making and performance
assessment frameworks capable of simultaneously addressing technological, managerial, organizational,
and strategic factors (Amiri et al., 2023; Matlabi Moghadam et al., 2025).

A stakeholder-oriented perspective provides an especially suitable foundation for evaluating
digital banking because banking performance is shaped by interactions among customers, employees,
managers, shareholders, regulators, technology providers, and broader societal actors. Different
stakeholders evaluate digital banking according to different expectations: customers emphasize ease of
use, accessibility, service quality, security, and responsiveness; employees focus on digital competencies,
participation, job-related concerns, and organizational support; managers prioritize efficiency, innovation,
risk control, and strategic alignment; and shareholders are particularly concerned with financial returns
and sustainable competitiveness. Prior studies in the Iranian banking context have emphasized the
strategic importance of identifying and managing stakeholder relationships and aligning banking policies
with the expectations of different stakeholder groups (Hayati et al., 2018; Silsapour et al., 2024). Multiple-
stakeholder analyses of banking digitalization have similarly shown that successful digital transformation
depends on strategic alignment across organizational and external stakeholder groups (Schmidt et al., 2017).
Stakeholder-based conceptual assessments can therefore offer a more comprehensive representation of
digital banking performance than models focusing only on internal organizational outcomes (Perumal &
Aithal, 2024). The growing adoption of artificial intelligence and other advanced digital technologies has
further strengthened the relevance of stakeholder perspectives because the acceptance and effective use
of such technologies depend substantially on customer and employee attitudes, trust, perceived usefulness,
and behavioral readiness (Papathomas et al., 2025). At the customer level, digital experience and service
quality are closely associated with satisfaction, retention, credibility, and continued usage intentions,
especially among younger digital-native generations (Bhatnagr & Rajesh, 2025; Minhaj & Khan, 2025). In
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the Iranian banking industry, digital marketing and customer relationship management have likewise been
identified as important mechanisms for improving customer interaction and commercial performance
(Esmaeili Niri et al., 2024; Taherikia & Hosseinzadeh Savadi, 2023).

Security, governance, and organizational readiness are also central to digital banking performance.
The increasing migration of financial activities toward digital environments exposes banks to
cybersecurity threats, privacy risks, fraud, service disruptions, and new forms of technological
dependency. Research on digital financial innovations, including central bank digital currencies,
highlights security, trust, privacy, institutional readiness, and technological reliability as critical
determinants of adoption and performance (Genc & Takagi, 2024; Ozili & Alonso, 2024). Emerging digital
financial infrastructures may also reshape the traditional intermediary role of banks, thereby increasing
the strategic importance of effective governance and adaptive performance assessment (Whited et al., 2022).
Internally, digital transformation requires changes in organizational culture, human resource
competencies, performance management, and decision-making systems. Emerging technologies such as
artificial intelligence can reshape employee performance evaluation and human resource functions,
indicating that digital capability must be incorporated into contemporary performance systems (Chukwuka
& Dibie, 2024). Research on emerging technologies in banking performance assessment similarly
emphasizes digital maturity, intelligent decision-making, and technological capabilities as essential
dimensions of modern evaluation systems (Kiani, 2024). In Iran, network-based digital banking
policymaking and digital governance approaches have also highlighted the importance of institutional
coordination, stakeholder participation, transparency, and integrated decision-making (Ghadami et al.,
2022; Roudsaz et al., 2025). Although earlier performance evaluation studies in Iranian banks, including
Bank Saderat Iran, have identified important organizational and financial indicators, these models were
largely developed before the current stage of digital transformation and therefore do not fully capture
contemporary issues such as cybersecurity, stakeholder participation, digital inclusion, smart governance,
digital human capital, and sustainable digital competitiveness (Ayvazi, 2016; Nosratpanah et al., 2018).
Accordingly, the present study aimed to design and validate a comprehensive stakeholder-oriented model
for evaluating digital banking performance in Bank Saderat Iran.

Methods and Materials

This applied mixed-method study was conducted sequentially in three phases. The first phase used
a qualitative approach to identify the principal dimensions and indicators of digital banking performance
from a stakeholder perspective. Semi-structured interviews were conducted with 30 experts and
stakeholders associated with digital banking in Bank Saderat Iran in Tehran, including managers,
employees, customers, and shareholders. Participants were selected using purposive and snowball
sampling, and recruitment continued until theoretical saturation was achieved. Interview data were
analyzed through thematic analysis using MAXQDA. Open codes were initially extracted from the
interview transcripts and then progressively abstracted into basic, organizing, and global themes. The
credibility and content adequacy of the qualitative findings were examined through face and content
validity procedures, including the Content Validity Ratio and Content Validity Index, while coding
reliability was assessed using Holsti’s coefficient.

In the quantitative phase, a researcher-developed questionnaire was constructed based on the
themes derived from the qualitative findings. The questionnaire included items representing the identified
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dimensions and used a five-point Likert scale. Quantitative data were obtained from 250 valid respondents
with at least a bachelor’s degree and a minimum of one year of continuous interaction with Bank Saderat
Iran. Descriptive analyses and preliminary distributional assessments were conducted in SPSS version 23.
The measurement model and structural relationships were subsequently assessed using partial least
squares structural equation modeling in SmartPLS version 3. Measurement-model evaluation included
factor loadings, Cronbach’s alpha, Rho A, composite reliability, average variance extracted, and
discriminant validity. The structural model was evaluated using variance inflation factors, path
coefficients, bootstrapped t statistics, significance levels, and the coefficient of determination.

Findings

The qualitative analysis generated 33 salient open codes that were progressively grouped into basic
and organizing themes and finally synthesized into 14 global themes representing the main dimensions of
the proposed digital banking performance evaluation model. These dimensions were technical and
infrastructural performance of digital banking, digital trust and security, digital customer experience and
satisfaction, digital customer relationship management, digital inclusion and equity, digital human
resource development, internal stakeholder management, organizational digital transformation, smart
digital governance and management, financial performance of digital banking, competitive sustainability
of digital banking, stakeholder value creation, participatory governance, and contextual and environmental
factors. The qualitative results showed that digital banking performance was perceived as a
multidimensional construct in which technological reliability, stakeholder experience, internal
capabilities, financial outcomes, governance quality, and environmental adaptability were closely
interconnected.

The qualitative coding process demonstrated acceptable reliability, with a reported Holsti
coefficient of 0.96. Content validity assessment also supported the adequacy of the extracted themes. The
CVR values for all 14 global themes met the acceptance criterion used in the study. Technical and
infrastructural performance and digital trust and security achieved complete expert agreement, with CVR
values of 1.00. CVI values were also satisfactory for nearly all dimensions. Participatory governance
initially obtained a CVI of 0.73 and was revised before receiving final expert approval. These results
supported the use of the 14 themes as the conceptual foundation for the quantitative instrument.

Among the 250 quantitative participants, 149 were men and 101 were women. The largest age
group was 31-40 years, comprising 35.2% of respondents, followed by participants younger than 30 years
at 30.8%, those aged 41-50 years at 27.2%, and those older than 51 years at 6.8%. Regarding education,
30% held a bachelor’s degree, 48% held a master’s degree, and 22% held a doctoral degree. The largest
group in terms of stakeholder experience had 5-10 years of continuous interaction with the bank,
representing 45.2% of the sample. Mean scores for all model dimensions were above the theoretical
midpoint of 3.00. Digital trust and security had the highest mean score at 3.92, followed by participatory
governance at 3.91, smart digital governance and management at 3.88, and technical and infrastructural
performance at 3.87. Financial performance showed the lowest mean at 3.64, although it remained above
the midpoint.

The measurement model demonstrated satisfactory psychometric properties. All factor loadings
exceeded 0.50 and were statistically significant. The lowest loading was 0.675 for digital innovation
within competitive sustainability, whereas several indicators exceeded 0.90. Cronbach’s alpha values
ranged from 0.799 to 0.940, Rho_A values ranged from 0.804 to 0.951, and composite reliability values
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ranged from 0.868 to 0.957, demonstrating strong internal consistency. All AVE values exceeded the
recommended threshold of 0.50, ranging from 0.623 to 0.848, thereby supporting convergent validity.
Discriminant validity was also generally supported by the HTMT results, although a high association was
observed between the higher-order evaluation construct and competitive sustainability. The structural
model showed acceptable collinearity levels, with VIF values ranging from 2.25 to 3.78. All 14 structural
paths were statistically significant. Digital trust and security had the strongest reported path coefficient at
B = 0.880, followed by competitive sustainability at B = 0.384 and technical and infrastructural
performance at f = 0.198. The coefficient of determination for the overall digital banking performance
evaluation construct was R2 = 0.906, indicating that the proposed dimensions jointly explained 90.6% of
its variance.

Discussion and Conclusion

The findings demonstrate that digital banking performance should be conceptualized as a
comprehensive stakeholder-oriented system rather than as a narrow financial or technological outcome.
The qualitative and quantitative evidence converged on 14 interrelated dimensions that jointly represent
the technical, customer-related, human, organizational, financial, competitive, governance, and
environmental foundations of digital banking performance. The exceptionally high explanatory power of
the model indicates that these dimensions collectively capture a substantial proportion of the performance
construct and therefore provide a broad framework for evaluating digital transformation in banking.

Digital trust and security emerged as the most prominent dimension in both descriptive and
structural analyses. This finding suggests that customers and other stakeholders view security, privacy
protection, risk management, fraud prevention, and reliable information disclosure as foundational
conditions for successful digital banking. Digital services cannot generate sustainable value if stakeholders
do not trust the systems through which those services are delivered. Technical and infrastructural
performance was also highly important, confirming that service availability, system stability, processing
speed, and infrastructure quality constitute the operational foundation on which customer experience,
satisfaction, and digital service continuity depend.

The results further indicate that customer experience and digital customer relationship
management are central elements of digital performance. The value of digital banking is not determined
merely by the availability of online services but by how easily, quickly, reliably, and interactively
customers can use them. Personalization, responsive support, complaint management, and two-way
communication are therefore integral performance criteria rather than peripheral service features. At the
same time, the inclusion of digital inclusion and equity demonstrates that successful digital transformation
should be evaluated according to whether services remain accessible to older users, disadvantaged groups,
individuals with physical limitations, and populations in less-developed areas.

The significance of digital human resource development, internal stakeholder management,
organizational digital transformation, and smart governance reinforces the view that technology alone
cannot guarantee high performance. Digital banking requires digitally competent employees,
organizational learning, employee participation, structural flexibility, data-driven decision-making, and
integrated governance mechanisms. Likewise, the significance of participatory governance confirms that
stakeholder involvement should be embedded in digital policymaking and service design. Financial
performance remained an important component, but the results clearly show that financial outcomes
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represent only one part of a broader performance architecture. Sustainable digital competitiveness and
stakeholder value creation extend the evaluation beyond short-term profitability toward long-term
adaptability, innovation, differentiation, and balanced benefits for customers, employees, shareholders,
the bank, and society.

Overall, the study provides an integrated model that combines 14 complementary dimensions into
a comprehensive framework for evaluating digital banking performance in Bank Saderat Iran. The model
demonstrates strong reliability, convergent validity, generally acceptable discriminant validity,
statistically significant structural relationships, and very high explanatory power. The findings therefore
support the conclusion that digital banking performance should be evaluated through a multidimensional
stakeholder-based framework that simultaneously considers technological capability, trust and security,
customer experience, digital relationships, inclusion, human resources, internal stakeholder alignment,
organizational transformation, intelligent governance, financial outcomes, competitive sustainability,
stakeholder value creation, participatory governance, and environmental conditions. Such a framework
can provide bank managers with a more balanced and strategically relevant basis for monitoring digital
transformation, identifying weaknesses, prioritizing interventions, and aligning digital banking initiatives
with the expectations of key stakeholder groups.
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