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Objective: Private banking is the main and exclusive subset of wealth management, the
main purpose of which is to provide financial and non-financial services to wealthy
customers. The purpose of this study is to determine the effect of digital service quality
on customer satisfaction with an emphasis on customer type in Pasargad Bank.

Method: The present study is applied in terms of purpose and descriptive-survey in terms
of method. The statistical population of the study is regular and VIP customers of
Pasargad Bank. A standard questionnaire was used to collect data. The sample size was
384 people based on the Cochran formula. SPSS and Smart PLS3 software were used to
analyze the data.

Results: Based on the results, the quality of electronic banking service affects the
satisfaction of regular and VIP customers; But there is generally a significant difference
between the intensity of these factors on customer satisfaction. According to research
results, VIP customers are more sensitive to the quality of electronic services than normal
customers. This could stem from the fact that VIP customers actively use banking
services, so their satisfaction with internet banking is likely to be more influenced by
service quality.

Conclusions: According to the results of the study, the type of customers affects their
satisfaction with the quality of electronic services and there is a significant difference
between regular and VIP customers. Considering the different impact of electronic service
quality on the regular and VIP customer groups, different internet banking services can

be provided to each group.
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Introduction

In order for internet banking to effectively compete with traditional banking, managers must
identify the key factors that determine customer satisfaction; the design of services tailored to
the customer's needs will require a careful examination of the data related to the customer and
in different dimensions; Therefore, knowing the customer requires a systematic approach so
that the goals, influencing factors and suitable algorithms and methods of this field are taken
into consideration. As a result, the second problem of the current research is to investigate the
role of customer type on customer satisfaction with digital services in Parsian Bank. Our study
provides insight into studies of service quality of luxury brands in Internet banking by
presenting specifically how each service quality dimension can differentially affect customer

satisfaction.

Method
The present research method is practical. In the field of data collection, the research is part of

field research. In the present study, SPSS and Smart PLS3 software were used. Considering the
large sample size of ordinary customers, the highest sample size was determined as 384 people.
In order to eliminate the effects of sample size for VIP customers, the sample size was also
determined as 384 people. The online questionnaire tool was used to collect information. 450
questionnaires were collected from each group, and considering the elimination of incomplete
questionnaires and inconsistent responses, 384 desirable questionnaires were selected in each
group. Operational definitions of the six service quality factors are presented as the service
quality of customers who have experience with internet banking.

Moreover, Partial least Squares (PLS) analysis was used to assess the causal relationships
between research variables in the structural model. PLS is less sensitive to sample size than
structural equation modeling and allows for the assessment of both structural and measurement

models.

Results
In this research, reliability is assessed using Cronbach's alpha along with composite reliability.

For the total sample and each subsample, the reliability measures are greater than the reliability
cutoff of 0.7, thus indicating that the research variables are reliable. Validity indicates the extent
to which the measurement variables accurately assess the concepts or characteristics of interest.
Convergent validity is assessed using the average variance extracted (AVE). Discriminant

validity is examined by comparing the correlation between variables with the square root of the
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AVE. The measurement model is analyzed for each subgroup and the full sample. For the full
sample and each subsample, the AVE exceeded 0.5. This indicates that the research variables
have convergent validity. Since the square root of the AVE is greater than the correlation of the
variables among themselves, the research variables also showed divergent validity. Considering
the value obtained for the GOF of the estimated models, which is 0.36, shows that the overall
fit of the estimated models is appropriate and therefore the overall fit of the model is confirmed.
The optimal value of SRMR is maximum 0.08. The results obtained from this index showed
that the error value of the estimated models is at a desirable level. Considering the significant
difference between the average coefficients of most research indicators in regular and VIP
customers, it is concluded that customer type plays a moderating role in the relationship

between service quality and customer satisfaction.

Conclusions

To facilitate customer satisfaction, financial institutions can emphasize on improving the
quality factor of internet banking. According to the results, the quality of electronic-banking
service affects the satisfaction of regular and VIP customers; however, there is a significant
difference in the intensity of the impact of these factors on customer satisfaction. According to
the research results, VIP customers are more sensitive to the quality of electronic services than
regular customers. This can be attributed to the fact that VIP customers actively use banking
services, and as a result, their satisfaction with internet banking is likely to be more influenced

by the quality of services.
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