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Abstract

The present study aimed to design a model for enhancing user adoption of the electronic banking system through gamification and to
identify the dimensions, components, and indicators influencing user interaction and loyalty in the banking industry. This study was
applied-developmental in terms of purpose and descriptive-analytical in terms of methodology. The research population consisted of
managers, deputies, and experts in electronic banking at Bank Melli Iran who held at least a doctoral degree and had more than 10 years
of managerial experience. Purposive judgmental sampling was employed, and theoretical saturation was achieved after conducting 10
semi-structured interviews. Data were analyzed using thematic analysis and MAXQDA software. Content validity was assessed using CVR
and CVI indices, while reliability was confirmed through test-retest, intra-coder agreement, Cronbach’s alpha, and composite reliability,
all of which were reported at acceptable levels. The findings revealed that the final model consisted of 10 major dimensions, 35
components, and a set of key indicators related to electronic banking and gamification. The main dimensions included social responsibility,
corporate image, trust, service quality, interactive marketing, satisfaction, switching cost, profitability, loyalty, and gamification.
Thematic analysis demonstrated that the use of gamification elements such as rewards, competition, social interaction, personalization,
goal setting, and entertainment significantly improved user engagement, service quality, user experience, customer trust, and behavioral,
attitudinal, and value loyalty. The results also indicated that employing advanced technologies, cybersecurity, data analytics, and
personalized services could reduce operational costs and enhance bank profitability. The findings indicated that gamification can serve as
a transformative approach in electronic banking by improving customer experience, increasing user satisfaction and loyalty, and creating
sustainable competitive advantage. Furthermore, designing an integrated gamification-based model can strengthen continuous customer
interaction with digital banking services and enhance user adoption of electronic banking systems.

Keywords: Gamification, electronic banking, customer loyalty, service quality, interactive marketing, thematic analysis
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Extended Abstract

Introduction

The rapid expansion of information and communication technologies has fundamentally transformed the
structure of the banking industry and accelerated the development of electronic banking systems across the
world. In contemporary competitive environments, banks are increasingly required to provide fast, secure,
personalized, and customer-oriented digital services in order to retain their market position and maintain long-
term relationships with customers. Electronic banking has therefore become one of the most strategic tools for
improving operational efficiency, reducing service delivery costs, and increasing customer satisfaction
(Mazloom, 2025). However, the success of electronic banking systems depends not only on technological
infrastructure but also on the extent to which customers actively engage with and continuously adopt digital
banking services (Asgari & Najafli, 2025). Consequently, banks are seeking innovative approaches capable of
improving user engagement, trust, loyalty, and customer experience within digital environments.

One of the most innovative approaches introduced in recent years is gamification. Gamification refers to the
application of game design elements such as rewards, points, badges, rankings, challenges, and social
interaction mechanisms in non-game contexts to increase motivation and participation (Baker & Odinet,
2024). In the banking industry, gamification has emerged as a strategic tool for transforming routine financial
activities into interactive and enjoyable experiences for customers (Rimenda et al., 2022). Through gamified
systems, customers are encouraged to increase their interaction with banking applications, participate more
actively in financial activities, and maintain stronger relationships with financial institutions (Jose & Aithal,
2023). Previous studies have demonstrated that gamification positively influences customer engagement, trust,
behavioral intention, customer loyalty, and perceived value in digital banking services (Gandasari &
Mauritsius, 2023; Roncone & Massari, 2022).

The integration of gamification into digital banking has gained considerable attention because modern

customers, especially younger generations, increasingly expect personalized, dynamic, and entertaining digital



experiences. Research has shown that technological innovation and gamification significantly influence
customers’ intention to adopt mobile banking systems (Cera & Khan, 2024). Similarly, extending technology
acceptance models with gamification factors has revealed that perceived enjoyment, perceived value, and
interactive experiences play major roles in digital banking adoption (Viet Tam et al., 2024). Studies also
indicate that gamification enhances user engagement by encouraging participation through rewards,
competition, social interaction, and personalized experiences (Prasetyaningrum et al., 2024). In developing
countries, gamification has become especially important because it can strengthen customer trust and facilitate
the acceptance of fintech and mobile wallet services (Rahman et al., 2024).

Another important aspect of gamification in banking relates to customer loyalty and relationship management.
Digital banking environments have intensified competition among banks, making customer retention more
challenging than ever before. Building long-term loyalty requires banks to create positive customer
experiences and emotional attachment through innovative service delivery mechanisms (Larsson & Viitaoja,
2017). Loyalty programs, reward systems, and customer-centered digital experiences have therefore become
essential components of strategic banking management (Oliver & Jeon, 2017). Gamification strengthens these
mechanisms by making banking interactions more enjoyable and psychologically rewarding (Akhtar et al.,
2023). In this regard, previous studies have confirmed that gamification can increase both attitudinal and
behavioral loyalty in banking customers (Omoregie et al., 2019).

Trust also represents a critical dimension in electronic banking systems. Since digital financial services involve
high levels of perceived risk, customers require transparency, cybersecurity, and confidence in banking
platforms before engaging in electronic transactions (van Esterik-Plasmeijer & van Raaij, 2017). The
increasing concerns regarding cybercrime, electronic money laundering, and digital fraud have intensified the
need for secure banking systems (Pouralikhan & Radmard, 2025). Gamification may contribute to trust-
building by creating transparent reward structures, interactive educational mechanisms, and user-centered
service environments that increase customer confidence in digital banking services (Hentati & Jallouli, 2025).
Furthermore, positive electronic word-of-mouth communication has been shown to significantly influence
mobile banking adoption and customer trust (Asgari & Najafli, 2025).

Despite the growing body of literature on gamification and digital banking, several theoretical and practical
gaps remain unresolved. Most previous studies have focused on isolated variables such as customer
engagement, loyalty, or perceived usefulness, while comprehensive models integrating organizational,
behavioral, social, and financial dimensions are still limited (Baker & Odinet, 2025). In addition, many
existing studies have employed quantitative approaches, whereas qualitative and thematic explorations capable
of identifying deeper dimensions of gamified banking systems remain scarce (Hentati & Jallouli, 2025).
Therefore, the present study aimed to design a comprehensive model for enhancing user adoption of electronic
banking systems through gamification using thematic analysis.

Methods and Materials



This study was developmental-applied in terms of purpose and descriptive-analytical in terms of methodology.
The research population consisted of managers, deputies, and experts in electronic banking at Bank Melli Iran
who possessed at least a doctoral degree and more than ten years of managerial experience in the banking
industry. Purposive judgmental sampling was employed to select participants with extensive professional
expertise in digital banking and banking management. Theoretical saturation was achieved after conducting
ten semi-structured interviews with banking experts.

Data collection was carried out through in-depth semi-structured interviews focusing on the dimensions,
mechanisms, opportunities, and challenges of implementing gamification in electronic banking systems. The
interviews explored themes related to customer loyalty, trust, service quality, social responsibility,
profitability, customer engagement, cybersecurity, innovation, and interactive marketing. The collected
qualitative data were analyzed using thematic analysis and MAXQDA software.

To ensure the validity and reliability of the findings, several quality assurance procedures were employed.
Content validity was assessed using Content Validity Ratio (CVR) and Content Validity Index (CVI). The
reliability of coding procedures was evaluated using test-retest methods and intra-coder agreement techniques.
In addition, triangulation strategies, member checking, and continuous comparison methods were applied
throughout the analysis process to improve the credibility and consistency of the findings.

The thematic analysis process involved identifying basic themes, organizing themes, and global themes. Codes
extracted from interviews and theoretical foundations were systematically categorized and integrated into a
conceptual model representing the dimensions and indicators influencing user adoption of electronic banking
through gamification.

Findings

The findings of the study demonstrated that gamification can significantly enhance user adoption of electronic
banking systems by improving multiple organizational, behavioral, and customer-related dimensions. The
thematic analysis identified 35 primary components categorized into 10 major dimensions, including social
responsibility, corporate image, trust, service quality, interactive marketing, customer satisfaction, switching
cost, profitability, customer loyalty, and gamification mechanisms.

The findings revealed that social responsibility dimensions such as environmental protection, reduction of
paper consumption, reduction of traffic and fuel consumption, and participation in charitable activities
positively contributed to customers’ social attachment to banking systems. Corporate image was strengthened
through technological innovation, agile systems, and positive mental perceptions of banks as modern and
customer-oriented organizations.

Trust emerged as one of the most influential dimensions in user adoption. Participants emphasized that
transparency in banking services, cybersecurity, and motivational systems significantly improved customers’
confidence in electronic banking services. Service quality dimensions included transaction speed, operational

accuracy, cost reduction, time efficiency, and innovative mobile banking applications. Interactive marketing



dimensions involved competitive advantages, continuous innovation, market-oriented services, customer
needs assessment, and research and development activities.

The findings further showed that gamification elements such as rewards, badges, personalized experiences,
social interaction, competition, and entertainment significantly increased customer engagement and
satisfaction. Participants indicated that personalized gamified services motivated users to interact more
frequently with banking applications and strengthened their behavioral loyalty toward digital banking systems.
Another major finding was that gamification reduced switching costs by creating psychological attachment
and exclusive benefits for customers. Personalized rewards, lower transaction costs, and customized challenges
encouraged users to remain loyal to their banks. Furthermore, the implementation of gamification mechanisms
contributed to higher profitability by reducing operational costs, increasing productivity, and improving digital
transaction efficiency.

The conceptual model extracted from the data indicated that gamification acts as an integrative mechanism
connecting trust, service quality, customer satisfaction, loyalty, profitability, and corporate image within
electronic banking systems.

Discussion and Conclusion

The findings of this study demonstrated that gamification represents a transformative strategy capable of
improving user adoption of electronic banking systems by simultaneously influencing behavioral,
organizational, social, and financial dimensions. The results indicate that gamification creates interactive and
motivational experiences that increase customer engagement, strengthen trust, improve service quality, and
enhance customer loyalty. By incorporating rewards, competition, personalization, and social interaction into
banking services, banks can create emotionally engaging environments that encourage continuous customer
participation in digital banking activities.

The study also revealed that trust and cybersecurity remain fundamental prerequisites for successful gamified
banking systems. Customers are more willing to engage with electronic banking services when they perceive
banking platforms as transparent, secure, and customer-oriented. Therefore, gamification strategies must be
implemented alongside strong cybersecurity infrastructures and transparent communication mechanisms.
Another important conclusion is that gamification contributes not only to customer satisfaction but also to
organizational performance and profitability. By increasing user participation and encouraging digital
transactions, gamified systems can reduce operational costs and improve banking efficiency. Furthermore,
personalized experiences and reward mechanisms strengthen customers’ emotional attachment to banks,
thereby reducing switching behavior and increasing long-term loyalty.

The findings additionally suggest that gamification should not be viewed merely as an entertainment tool but
rather as a strategic mechanism for digital transformation in banking. Successful implementation requires

integrating technological innovation, customer-centered service design, interactive marketing, and




motivational systems into a coherent framework. Banks that effectively employ gamification strategies can
create sustainable competitive advantages and improve their long-term market performance.

Overall, the study concludes that designing comprehensive gamification-based models can significantly
enhance customer experience, increase electronic banking adoption, strengthen customer loyalty, and support

sustainable digital transformation within the banking industry.
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