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Abstract

In today's competitive market environment, gaining a good position and loyal
customers is very important. This research is a mix of qualitative method with granded
theory approach and quantitative method. In order to identify the factors affecting
loyalty in the first step, 19 experts who were selected by non-probability sampling
method and purposeful type, were interviewed in two stages. Based on the findings of
Maxgda software, the initial research model was explained. In a quantitative phase,
by designing a questionnaire based on the model obtained from the qualitative section
and its distribution among e-banking customers of Saderat Bank in Tehran who were
selected by stratified random sampling, the model using SPSS, smart PLS3 and
Structural equation technique was tested. Findings show: dedication and constraint
factors affect loyalty and constraint factors such as inertia and switching cost will
affect dedication factors, and finally the loyalty model of e-banking customers in Iran
with two aspects of cognition-emotion-behavior and dedication and constraint factors
Provided.
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