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This study aimed to economically analyze mutual satisfaction in bank—customer credit | !Initial Publish: 03 October 2026
relationships, with emphasis on the roles of service quality, credit risk, timely repayment,
and interest rates in explaining customer satisfaction with the bank and bank satisfaction
with credit customers. This applied study used a descriptive-survey and field-based design.
The statistical population consisted of credit customers of 21 Bank Saderat branches in
Alborz Province and bank employees involved in credit activities. From approximately 1,800 credit customers, 345 were
selected based on the Krejcie and Morgan table, while all 80 eligible employees were included through census sampling. Data
were collected using two researcher-developed questionnaires containing 37 items for customer satisfaction and 24 items
for bank satisfaction. Cronbach’s alpha coefficients for the study constructs ranged from 0.73 to 0.84. Data were analyzed
using SPSS and LISREL through one-sample t-tests, confirmatory factor analysis, and structural equation modeling. Customer
satisfaction with the bank was significantly above the criterion level (M=37.80, t=51.832, p<0.001), and bank satisfaction with
credit customers was also significantly above the criterion value (M=28.30, t=179.669, p<0.001). Service quality had a positive
and significant effect on customer satisfaction (=0.88, t=2.01), whereas customer expectations had no significant effect (B=-
0.04, t=-0.11). Customer satisfaction was significantly associated with loyalty (=1.04, t=3.32) and the complaints-related
construct (B=0.75, t=2.95). In the bank model, credit risk (f=0.69, t=2.58), timely repayment (f=0.58, t=2.86), and approved
interest rates (B=0.62, t=3.14) were all positively and significantly related to bank satisfaction. Model fit was acceptable for
both the customer model (x2/df=1.70, RMSEA=0.079) and the bank model (x?/df=1.74, RMSEA=0.081). Mutual satisfaction in
credit relationships is strengthened when banks provide high-quality services and customers demonstrate reliable credit and
repayment behavior. Credit relationship management should therefore integrate customer experience, credit-risk control,
and economically balanced interest-rate policies.

Final Publish: 20 February 2028

Keywords: Mutual satisfaction, service quality, credit risk, timely repayment, interest rate, credit relationships, banking

Citation: Khalili Dermani, M. (2027). Economic Analysis of Mutual Satisfaction in Bank—Customer Credit Relationships: The Role of Service Quality, Credit Risk, Repayment, and

Interest Rates. Accounting, Finance and Computational Intelligence, 5(6), 1-21.

Copyright: © 2027 by the authors. Published under the terms and conditions of Creative Commons Attribution-NonCommercial 4.0 International (CC BY-NC 4.0) License.


http://creativecommons.org/licenses/by-nc/4.0
http://creativecommons.org/licenses/by-nc/4.0
https://orcid.org/0009-0008-9358-8523

ACCOUNTING, FINANCE AND COMPUTATIONAL INTELLIGENCE

Extended Abstract

Introduction

Credit relationships between banks and customers constitute one of the central mechanisms through which financial
resources are allocated, economic activities are financed, and banking institutions generate sustainable income. Unlike
ordinary service transactions, however, a credit relationship creates a continuing bilateral commitment in which both parties
evaluate the quality and economic desirability of the relationship. From the customer’s perspective, satisfaction depends on
the extent to which the bank provides accessible, reliable, efficient, and economically acceptable services. From the bank’s
perspective, satisfaction with a credit customer is closely connected to repayment behavior, creditworthiness, default
probability, and the economic return generated by the lending relationship. Therefore, mutual satisfaction can be
conceptualized as a two-sided equilibrium in which the bank seeks an acceptable combination of profitability and risk while
the customer seeks an acceptable combination of service quality, financing value, convenience, and borrowing cost. This
bilateral perspective is particularly important in contemporary banking because customer experience and risk management
have become increasingly interconnected. Digital transformation, artificial intelligence, and data-driven banking systems
have improved banks’ ability to identify customer needs, enhance service efficiency, and simultaneously assess financial risks
(Tian, 2024). At the same time, customers’ perceptions of risk, security, accessibility, and usability influence their attitudes
toward banking services and their willingness to continue using them (Sivaram & Satheesh, 2021). Service quality therefore
constitutes a major determinant of customer satisfaction because customers evaluate a bank through their direct experiences
with the effectiveness of services, responsiveness of personnel, availability of banking facilities, diversity of services, and the
extent to which financial services facilitate their activities. Customer-oriented organizations are consequently required to
align organizational strategies and service processes with customer needs in order to create sustainable value and maintain
long-term relationships (Pourshahabi et al., 2022). Evidence from the banking sector further indicates that the creation of
meaningful customer value and positive service experiences contributes to loyalty and continuation of the banking
relationship (Adhikari et al., 2025). However, customer satisfaction represents only one side of a credit relationship. From the
bank’s perspective, credit risk remains one of the most important determinants of the desirability of a borrower. Previous
studies have demonstrated that financial, economic, and behavioral characteristics of customers can substantially affect their
credit risk (Arab Mazaar & Royin Tan, 2006; Arab Mazar & Rouyinkan, 2009). Accordingly, accurate identification and
classification of borrowers are essential for reducing default risk and improving credit allocation. Various analytical
approaches, including support vector machines, decision trees, genetic algorithms, and metaheuristic techniques, have been
used to increase the accuracy of credit-risk assessment and customer classification (Aghaei & Mohammadi, 2022; Dadashi et
al., 2020; Jafari Eskandari & Rouhi, 2017). Machine-learning approaches have likewise demonstrated the potential of
customer data to improve bank risk assessment and support more informed credit decisions (Chen, 2020). In addition to
conventional financial indicators, operational and ethical dimensions of customer validation have been recognized as relevant
elements of comprehensive credit-risk assessment (Abolghasemi et al., 2024). Repayment behavior is especially important
because timely fulfillment of financial obligations enables banks to predict cash flows, manage liquidity, reduce collection
costs, and maintain the quality of their credit portfolios. Research on the ranking and credit risk of Bank Saderat customers
has similarly emphasized the relevance of borrower characteristics and repayment-related variables in distinguishing

between different risk levels (Sadegh Khani & Ramazani, 2021). Interest rates represent another economically important
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component of the credit relationship because they simultaneously constitute a source of return for the bank and a financing
cost for the customer. An appropriate interest rate should provide sufficient return to compensate for funding costs,
operating expenses, and credit risk without imposing a repayment burden that substantially increases default probability.
The profitability dynamics of Iranian commercial banks indicate that attempts to maximize short-term financial returns
without adequate consideration of systemic interactions may produce unintended consequences for long-term banking
performance (Bastan et al., 2019). Moreover, operational weaknesses in information management, communication, and
customer service processes may negatively affect the quality of customer relationships even when lending conditions are
financially acceptable (Sadeghi Amroabadi & Yazdani, 2020). Effective corporate governance and customer relationship
management may consequently strengthen the contribution of credit-risk management to bank performance (Alqudah et al.,
2020). Although previous research has extensively examined customer satisfaction, loyalty, credit risk, borrower
classification, and bank profitability, these dimensions have often been investigated separately. A bilateral analytical
framework that simultaneously examines the determinants of customer satisfaction with the bank and the determinants of
bank satisfaction with credit customers may therefore provide a more comprehensive understanding of sustainable credit
relationships. Accordingly, the present study aimed to economically analyze mutual satisfaction in bank—customer credit
relationships, with particular emphasis on the roles of service quality, credit risk, timely repayment, and interest rates.

Methods and Materials

The study was applied in purpose and descriptive-survey in design, and data were collected through a field-based
questionnaire approach. The statistical population consisted of two interconnected groups: credit customers of Bank Saderat
branches in Alborz Province and bank employees involved in credit-related activities. Approximately 1,800 credit customers
across 21 branches constituted the customer population. Based on the Krejcie and Morgan sampling framework, 345
customers were included in the final analysis. The employee population consisted of 80 managers, deputies, senior officers,
and employees involved in credit operations, all of whom were included through a census approach. In total, 430
guestionnaires were distributed, including 350 among credit customers and 80 among employees, and 425 usable
questionnaires were returned, representing an overall response rate of approximately 98.84%. Two researcher-developed
questionnaires were used. The customer questionnaire contained 37 items measuring perceived service quality, perceived
value, customer expectations, customer satisfaction, customer loyalty, and complaints. The bank questionnaire contained 24
items measuring credit risk, timely repayment, approved interest rates, and bank satisfaction with credit customers. ltems
were rated on five-point Likert scales. A preliminary study was conducted using 30 customer questionnaires and 30 employee
qguestionnaires to assess the reliability and clarity of the instruments. Cronbach’s alpha coefficients for the customer-side
constructs were 0.73 for service quality, 0.74 for perceived value, 0.84 for expectations, 0.79 for customer satisfaction, 0.77
for loyalty, and 0.73 for complaints. On the bank side, alpha coefficients were 0.81 for credit risk, 0.78 for timely repayment,
0.77 for interest rates, and 0.73 for bank satisfaction. Data were analyzed using descriptive statistics, one-sample t-tests,
correlation analysis, confirmatory factor analysis, and structural equation modeling. SPSS was used for preliminary and
inferential statistical analyses, while LISREL was used to estimate the measurement and structural models. Model adequacy
was evaluated using the chi-square to degrees-of-freedom ratio and the root mean square error of approximation.

Findings
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The final sample consisted of 345 credit customers and 80 bank employees. Among the customers, 60.3% were male and
39.7% were female, while 52.5% of employees were male and 47.5% were female. The largest customer age group was 25—
35 years, whereas most employees were between 36 and 45 years old. The one-sample t-test showed that customer
satisfaction with the bank was significantly above the benchmark value, with an observed mean of 37.80 compared with a
criterion value of 27.00 (t=51.832, p<0.001). Bank satisfaction with credit customers was also significantly above its
benchmark, with a mean of 28.30 compared with 18.00 (t=179.669, p<0.001). Customer expectations were fulfilled at a level
significantly above the criterion value, with a mean of 15.123 compared with 12.00 (t=51.413, p<0.001). Perceived service
quality and perceived value each had a mean of 15.778 compared with a benchmark of 15.00 and were significantly higher
than the criterion level (t=59.721, p<0.001), although the magnitude of their superiority over the benchmark was limited.
Structural equation modeling demonstrated acceptable fit for both sides of the bilateral model. For the customer satisfaction
model, x?/df was 1.70 and RMSEA was 0.079. For the bank satisfaction model, x*/df was 1.74 and RMSEA was 0.081. In the
customer model, expectations did not have a statistically significant effect on satisfaction (=-0.04, t=-0.11). In contrast,
service quality had a strong positive and significant effect on customer satisfaction (f=0.88, t=2.01). Customer satisfaction
was significantly associated with the complaints-related construct (=0.75, t=2.95), indicating more favorable complaint-
related evaluations as satisfaction increased, and it was strongly and positively associated with customer loyalty (3=1.04,
t=3.32). In the bank-side model, all three major credit and economic dimensions were statistically significant. Credit-risk
status was positively related to bank satisfaction (f=0.69, t=2.58), timely repayment had a positive significant relationship
with bank satisfaction (B=0.58, t=2.86), and the approved interest-rate dimension was also positively associated with bank
satisfaction ($=0.62, t=3.14).

Discussion and Conclusion

The findings demonstrate that mutual satisfaction in bank—customer credit relationships is generated through two
complementary mechanisms. On the customer side, the quality of the service experience appears to be more important than
the mere fulfillment of prior expectations. Although customer expectations were generally met at an above-average level,
their direct structural effect on satisfaction was not significant. This suggests that customers may regard basic responsiveness,
access to credit, and fulfillment of routine expectations as minimum requirements rather than sources of exceptional
satisfaction. In contrast, service quality showed a strong positive relationship with satisfaction, indicating that customers are
more responsive to the actual quality of their interaction with the bank, including accessibility, effectiveness, service diversity,
and the extent to which banking services facilitate their financial activities. Customer satisfaction was also strongly related to
loyalty, indicating that satisfied credit customers are more likely to continue their financial relationship with the bank,
maintain trust, and use its services over time. The significant relationship between satisfaction and the complaints-related
construct further indicates that improved satisfaction is accompanied by more favorable evaluations of the bank’s
responsiveness, commitment, and handling of customer concerns. On the bank side, satisfaction was determined primarily
by the economic and behavioral quality of customers. Lower and more manageable credit risk increases the predictability
and economic desirability of lending relationships, while timely repayment supports liquidity management, reduces collection
costs, and improves the bank’s capacity for financial planning. The significant role of the interest-rate dimension further
shows that the sustainability of credit relationships depends partly on whether the financial return generated by lending is

considered adequate from the bank’s perspective. Nevertheless, the economic interpretation of this result should not imply
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that higher interest rates are always preferable, because excessive borrowing costs may ultimately weaken customers’
repayment capacity and increase risk. Taken together, the findings suggest that mutual satisfaction represents an equilibrium
between service value and credit discipline. The bank contributes to this equilibrium by providing high-quality, accessible,
and reliable services, while the customer contributes through creditworthiness, timely fulfillment of obligations, and
economically sustainable participation in the lending relationship. Therefore, effective credit management should integrate
customer-experience management with credit-risk management rather than treating them as separate organizational
functions. Banks seeking sustainable profitability should simultaneously improve service quality, monitor repayment
behavior, develop accurate borrower segmentation, and establish lending conditions that maintain an acceptable balance
between customer affordability and institutional return. The study ultimately concludes that sustainable bank—customer
credit relationships depend on reciprocal value creation: customer satisfaction is primarily strengthened through high-quality
service and is reflected in loyalty and reduced dissatisfaction, whereas bank satisfaction is primarily supported by manageable

credit risk, timely repayment, and economically appropriate lending returns.
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