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Abstract

The present research is an exploratory mixed-method study with a structural-interpretive modeling approach
and was conducted using a survey method. The qualitative data collection tool consisted of semi-structured
interviews, and in the quantitative section, a questionnaire was developed based on the qualitative interviews.
The validity of the research tools was confirmed through expert validation and the reliability was confirmed
through a pilot study, with a questionnaire reliability coefficient of 0.85 (Cronbach's Alpha), indicating high
reliability. The qualitative statistical sample consisted of 12 experts and stakeholders (managers of small and
medium-sized companies, specialized and executive managers in decision-making levels in the banking
system) who were purposefully selected. In the quantitative section, 60 deputy managers and experts from
small and medium-sized companies in the industrial town of Eshtehard Karaj, who were the banking service
customers, especially digital banking, were selected using cluster sampling. By gathering expert opinions in
the structural-interpretive modeling method, the themes obtained were transformed into a model of factors
affecting the satisfaction of small and medium-sized enterprises with digital banking services by identifying
relationships and sequences of factors. The results showed 122 primary codes, 28 sub-codes, and 12 main
components, including high quality of digital banking products and services, sustainability in digital banking
development, operational digital banking system, creating a competitive environment, employee training,
considering customer expectations, creating a distinct digital banking product and service, attention and
planning in line with market requirements, creating value for the brand in the digital banking sector, legal
compliance in digital banking, observance of social citizenship rights, and attention to stakeholder
requirements.
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