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Abstract

Banks have moved to green banking to increase customer satisfaction with their social responsibility.
The purpose of this study is to investigate the effect of green banking on brand resonance and
consumer satisfaction with the performance of corporate social responsibility. The statistical
population includes all real customers of Keshavarzi Bank in Ardabil. Due to the infinity of the
statistical population, the sample size was 384 based on Cochran's formula and the respondents were
selected based on the available non-random sampling method and finally 312 completed
questionnaires were collected. In order to measure green banking, Limpros et al. (2012) questionnaire,
and the brand resonance variable and consumer satisfaction with social responsibility performance,
Tsu et al. (2014) questionnaire were used. The validity of the questionnaire was assessed by content
and structure methods and its reliability was assessed by Cronbach's alpha coefficient. Structural
equation modeling and LISREL software were used to analyze the data. The results show that green
banking has a positive effect on brand resonance in banks and consumer satisfaction with the
performance of social responsibility in banks. The positive effect of brand resonance on consumer
satisfaction with the performance of social responsibility in banks was also confirmed. In addition, the
mediating role of brand resonance in the relationship between green banking and consumer
satisfaction with the performance of social responsibility in banks was confirmed.

Introduction

Corporate accountability is a way of integrating social and environmental concerns into business
activities. Through corporate social responsibility, firms take action to preserve the social, cultural,
and economic aspects of the environment in which they operate, and to invest in the development of
human capital. Corporate accountability has become an important issue in recent years; In such a way
that various researches have been conducted with the focus on social responsibility, among which we
can mention the research of Ibrahim and Alavi. In their research, they examined the dimensions of
corporate social responsibility over brand preference. Social responsibility includes three dimensions
of economic, social and environmental, which in this study emphasizes the environmental dimension.
In the environmental dimension, companies are committed to environmental protection and strive to
reduce their pollution. Also use low-risk distribution channels and support environmentally friendly
groups.

Methodology

The statistical population of this research includes all real customers of Keshavarzi Bank in Ardabil.
The reason for choosing Keshavarzi Bank is the specialized activities of this bank in the field of
activities related to agriculture and environment. The purpose of this bank is to provide facilities to
farmers for the development of agricultural lands and the development of the natural environment,
and to support tree planting and environmental protection. Keshavarzi Bank has 13 bank branches in
Ardabil and approximately 100,000 real customers. Due to the fact that the size of the population was
not known exactly, it was considered unlimited and based on this, 384 people were selected as the
sample using the Cochran's formula using the available non-random sampling method. This number
of questionnaires was distributed in person and in three stages. Finally, considering the incomplete
and incomplete questionnaires, 312 completed questionnaires were used.

The data collection tool in this study is a questionnaire. The questionnaire was organized into three
sections: accompanying questionnaire, demographic information and specialized questions. In the first
part, entitled the accompanying questionnaire, in addition to stating the title of the research, the
purpose of collecting information through the questionnaire and the need for sincere cooperation of
the respondents in completing the questionnaire were explained. The demographic section includes
guestions about respondents' general characteristics such as gender, age, education, and household
income. The last part of the questionnaire includes specific questions about research variables. Green
banking questions (12 questions) were obtained from Limprose et al.'s (2012) research, variable brand
resonance questions (12 questions) and consumer satisfaction with social responsibility performance
in banks (4 questions) were obtained from Tsu et al.'s (2014) research. The scale used is a five-point
Likert scale. In this scale, in particular, the basis of completely disagree, disagree, disagree, agree and
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strongly agree has been used. Accordingly, respondents were asked to answer the questionnaire
questions on a five-point Likert scale.In this study, in order to evaluate the validity of the
questionnaire, content and structural methods were used and the reliability of the questionnaire was
evaluated using Cronbach's alpha coefficient. In order to determine the content validity of the
guestionnaire, the initial design of the questionnaire is prepared and provided to several experts to
express their views on possible improvements in the questionnaire, and after applying the desired
amendments, the questionnaire. The final letter is compiled. Structural validity is the degree of
accuracy of the scale in measuring the desired theoretical structure or feature, and confirmatory factor
analysis is used to examine it. Finally, Cronbach's alpha coefficient is a suitable indicator for
assessing internal stability. Internal stability indicates the degree of correlation of a structure and its
related index.In order to analyze the data, in the first step, the normality of data distribution is
investigated using statistical indicators such as skewness and elongation. The next step is to evaluate
the validity and reliability of the questionnaire. Then, in order to test the research model, the structural
equation modeling method with a covariance-based approach is used. The covariance-based structural
equation model is a combination of measurement models and structural models. Based on the
measurement models, the researcher defines which observed variables are the hidden variables of the
receiver size, and based on the structural model, it is determined which independent variables affect
which dependent variables. There are advantages to using structural equation modeling. For example,
using this model, the relationship between several variables in a model can be examined and due to
the power of this model in the development of theories, it is widely used in various sciences. SPSS
and lisrel software are used to perform statistical methods.

Conclusion

Based on the results, it is suggested that banks use tactics such as providing online banking services,
using recycling processes, saving paper and water, and environmentally friendly equipment to
maximize resource utilization and energy savings. Uses. It is also suggested that they work to
continuously improve systems and processes and establish specific laws and requirements for
environmental protection. Banks can also lend to projects, organizations and institutions that are
environmentally friendly and environmentally friendly through lending. It is suggested that banks
strengthen the brand image and enhance the value of their services by implementing green activities.
This study was conducted in a specific government bank and in a city with specific subcultures,
values and beliefs. Therefore, according to the different laws of public and private organizations, as
well as different values and beliefs governing each city, it is better to conduct this research in other
banks, including public and private, and other cities in the country. Future researchers are encouraged
to examine the mediating role of other variables, such as the corporate brand image in the relationship
between green banking and consumer satisfaction with the performance of social responsibility in
banks. The present study also deals with the effect of banks' social responsibility for the environment
on brand resonance; While other dimensions of social responsibility such as economic dimension can
be addressed on brand resonance in banks. After presenting the executive and future proposals, the
limitations are finally mentioned. This research has been conducted in Ardabil Agricultural Bank.
Therefore, caution should be exercised in generalizing the results to other banks. Also, due to the
nature of humanities research, there is a possibility of interfering variables in the results. Finally, the
last limitation is related to the inherent feature of the questionnaire, such as the inaccuracy of the
respondents in completing the answers to the questions.
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