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Editorial

Initsfourth issue, The Mega Journal presents scholarly works that integrate management,
taxation, teaching-earning practices, socia sciences, and information technology. The
issue highlights innovative pedagogical tools and technology-enabled approaches that
enhance classroom effectiveness while promoting interdisciplinary research and critical
analysis. Through this academic diversity, the journal reinforces its role as a peer-

reviewed platform committed to quality research and contemporary relevance.

The modern world faces complex challenges that demand multidisciplinary perspectives.
Management and taxation systems are deeply influenced by social, economic, and cultural
contexts, where social sciences offer essential insights into human behavior, governance,
and institutional frameworks. By examining issues such as equity, accountability, and
policy effectiveness, social science research supports the development of inclusive

management practices and fair taxation systems that respond to societal needs.

This issue also emphasizes evidence-based management and data-driven decision-making
supported by information technology. The use of empirica research, digital tools, and
analytical methods enhances accuracy in manageria and tax-related decisions while
reducing bias. At the same time, technology-integrated teaching practices facilitate
knowledge dissemination, professional growth, and innovation, strengthening the

connection between theory, practice, and societal development.
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Abstract

The research explores the effect of psychological empowerment on the level of employees’ job
satisfaction pertaining the strong persuasive impact on the employees working in commercial
banks in Nepal. Having employees feeling psychologically empowered plays different roles in
shaping employees’ job perceptions and experiences within the organization. Of these, self-
determination and impact cognition were the strongest. This suggests that employees’ perceptions
of autonomy, in conjunction with the autonomy they feel that they possess, coincide with the degree
to which they feel the decision-making outcome of the organization regards their input as valuable.
The same can be said with respect to confidence and having something to do with workstation
competence and meaningful work. Psychological empowerment and job satisfaction correlation
and regression analysis highlighted the relevance of psychological empowerment in regard to its
framework as a human resource management strategy, particularly within the Nepalese banking
sector. The result reinforces motivation theories, particularly in light of focus with the developing
nations. In practice, they suggest that banks can improve organizational effectiveness by designing
organizational contexts that foster employee independence, skill advancement, role value, and
perceived impact. These approaches are crucial to developing a satisfied, motivated, and high-
performing workforce in today’s competitive and ever-changing financial services market.

Keyword: Meaningful work, competence, self-determination, impact cognition
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Background of the Study

Supporting employees and job satisfaction are considered two of the most important and most
underserved topics regarding behavior and productivity at work. Employee Empowerment
supporting employees comes from providing freedom and power to make choices, suggestions, and
actions which are in the company's interests. This freedom works both to motivate and to improve
performance and job satisfaction. Psychological empowerment, which focuses on the feeling of
control over aspects of one’s job, being competent at work and having an impact or a purpose at
work, has become an important aspect in modern ways to manage people.

As stated previously, intrinsic motivation and increased involvement which may influence
organizational commitment and retention, has a positive outcome also (Zimmerman, 1995).
Taylor’s theory, and also many other early works, recognized the prize and the working
environment as relevant factors in employee satisfaction (Bernstein, 2017). Satisfaction in the job
held has, and continues to be, a deciding factor in the organizational health and productivity,
employee retention included (Bhatnagar, 2012). Managerial empowerment entails shared decision
making, co-leadership, and the provision of adequate training and support aimed at enhancing
morale and efficiency (Ergeneli et al., 2007; Malan, 2002). As pointed out by Conger and
Kanungo (1988) empowerment is a construct with many sides which increases self-efficacy by
removing some structural barriers and promoting learning through feedback. The 1990 cognitive
model of empowerment by Thomas and Velthouse, emphasizes intrinsic motivation as the primary
meaning, competence, impact and self-determination.

Moreover, the documents analyzed show that both types of structural and psychological
empowerment are essential in enhancing employee engagement, particularly in the context of
Nepal, which is often regarded as a competitive advantage. These agile, self-organizing, high-
performing teams that cross boundaries are essential to thrive in sophisticated turbulence and
sustain enduring success.

Literature Review and Hypothesis Development
Meaningful Work and Job Satisfaction

A sense of meaningful work has been described widely for being a subjective feeling that one’s
job is valuable, purposeful, or even such adds to who I am. With the context of psychological
empowerment, meaningful work is about how much an employee experience their job as
personally important to them (Spreitzer, 1995). It implies a strong link between the tasks” one
performs and who one “is” which could create higher levels of intrinsic motivation. This study
investigates the effect of meaningful work as one of the four psychological empowerment

dimensions on employee attitude, job satisfaction.

Job satisfaction Job satisfaction is a well-researched concept in organizational behaviour and has
been defined as the pleasurable or positive emotional state resulting from the appraisal of one’s
job or job experiences (Locke, 1976). It includes multiple dimensions, including satisfaction with
pay, coworkers, supervision and the nature of the job (Spector 1997). In the present study, job
satisfaction is taken as the dependent variable which is predicted to be determined by employees’
psychological experience of empowerment at work especially through meaningfulness perception
regarding their work.

A number of definitions of meaningful work have emerged in earlier research. Hackman &
Oldham, 1980) conceived of it as a psychological state derived from the presence of enriched job



The Mega Journal, Vol. 4 | Issue 1, 2025

characteristics (e.g., task identity and significance). Rosso, Dekas, and Wrzesniewski (2010)
conceptualized meaningful work in terms of what contributes(in a positive way) to an individual’s
self-conceptand serves others. Of these, I chose to work from Spreitzer’s (1995) definition as it is
more congruent with psychological empowerment theory. When it comes to job satisfaction Locke
(1976) is favoured because of its landmark status and inclusiveness in terms of emotions and
evaluative reactions to work.

The link of meaningful work with job satisfaction has been firmly supported in organizational
research. Employees who find their work as personally meaningful have higher levels of affective
commitment, motivation and job satisfaction (May et al., 2004). This connection between
psychological empowerment and job satisfaction is empirically substantiated by Spreitzer (1995)
who found that all four dimensions of psychological empowerment such as meaning contribute
positively to job satisfaction. Also, Liden, Wayne, and Sparrowe (2000) concluded that because
of more autonomy and the alignment of personal values with work roles, all empowered employees
were more satisfied.

There are several theories that support this association. Psychological Empowerment Theory
(Spreitzer, 1995) defines meaningfulness as a critical psychological state which yields desirable
outcomes of satisfaction and commitment. The Job Characteristics Model (Hackman & Oldham,
1980) focuses the psychological state of meaningfulness as a core meaningful because of positive
productivity and satisfaction outcomes from good job designs. Also, from Self-Determination
Theory (Deci & Ryan, 2013) perspective, having autonomy, the work qualifies as meaningful to
fulfill basic psychological needs of competence and relatedness which are vital for intrinsic
motivation and well-being.

The past studies have shown that people are satisfied with their jobs when they find meaning in
them. However, some researchers point out that how satisfied people are with the meaning they
find in their jobs depends on the leadership style, company culture, and employee personality (Van
Wingerden & Poell, 2019). It should be noted that there is little information about aging people in
developing and non-Western countries, which means that socio-cultural elements shape the
understanding of ‘satisfaction and the meaning of life’ remain a mystery. This study underscores
this gap by exploring psychological empowerment and job satisfaction dynamics in a relatively
novel cultural and organizational context.

Thus, following hypothesis was formulated:
H,;: There is a positive impact of meaningful work on job satisfaction.
Competence and Job Satisfaction

One key facet of psychological empowerment is competence, or an individual’s belief that they
can effectively carry out job responsibilities (Spreitzer 1995). It is closely related to self-efficacy,
which occurs when individuals believe that they are confident and capable in their tasks.
Competence in this research is cast as dimension of independent variable Psychological
Empowerment that will positively affect Job Satisfaction (depends also on) one sense of personal
competence. If employees feel competent to perform their jobs, they become more motivated and
satisfied with their lives.

Job satisfaction is characterised as a positive feeling derived from how one perceives their job
(Locke, 1976). It also contains emotional and cognitive appraisals of different job dimensions such
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as task, supervision and co-worker (Spector, 1997). In this research, it is the outcome of interest,
which is affected by employees’ cognitive states like sense of competence.

There is previous literature backing the direct relationship between competency and job
satisfaction. Seibert et al. (2011) revealed that satisfied and high-performing employees feel
empowered. Similarly, Liden et al. (2000) stressed that the more employees feel they are capable
and successful, the more they are committed and involved. From the variety of concepts,
Spreitzer’s (1995) framework is used for competence as it scales from psychological
empowerment and Locke’s (1976) definition of job satisfaction to be accepted in behalf of
generality.

Theoretical rationale comes from Self-Determination Theory (Deci & Ryan, 1985) which frames
competence as a fundamental psychological need necessary for intrinsic motivation. Self-
determination Theory (Deci & Ryan, 2000) Mediational Model Psychological Empowerment
Theory (Spreitzer, 1995) also argues that competence provokes empowerment and job related
positive responses. Although 10-11 years is a commonly chosen age, some studies suggest
contextual differences. It would seem that the relationship between competence and satisfaction
may be moderated by organization culture or leadership (Van Wingerden & Poell, 2019),
suggesting a necessity for future research in different cultural contexts. Thus, following hypothesis
was proposed:

H2: Competence has a positive effect on job satisfaction.
Self-Determination and Job Satisfaction

Self-determination is an individual's perception of the degree of control they have over the
initiation and regulation of their behaviour (Spreitzer, 1995). It is conceptualized as an essential
component of high psychological empowerment, and it reflects the degree of control and
autonomy that an employee experiences at work. It is the key independent variable for this
research and its impacts on job satisfaction, defined as a positive effect in reaction to an
individual‘s job (Locke, 1976), are examined. When employees have self-determination, they are
apt to be less extrinsically motivated and more satisfied with their jobs.

Several studies support this connection. According to Deci and Ryan (1985) Self-Determination
Theory, autonomy is a fundamental psychological need that promotes intrinsic motivation and
well-being. Gagné and Deci’s (2005) research confirmed that autonomy had a direct path toward
job satisfaction, while Seibert et al. (2011) found psychological empowerment to positively
correlate with job satisfaction. Spreitzer’s (1995) operationalization of self-determination in
empowerment theory is most relevant here, because it fits to the workplace settings.

Despite the uniformity in findings, studies report cultural differences. For example, in collectivist
or high power-distance cultures autonomy could be less predictive and/or have a different effect on
satisfaction (Hofstede, 2001). However, the positive relationship of self-determination with job
satisfaction is still theoretically supported by empowerment and motivation literature
(interestingly, both fields ascribing to a psychology-based perspective), thus strengthening its
appropriateness with regard to employee attitudes.

Thus, following hypothesis was proposed:

H 3: There is a significant positive relationship between self-determination and job satisfaction.
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Impact Cognition and Job Satisfaction

Impact Cognition, in terms of psychological empowerment, is the employee’s perception and
comprehension of his role, his contribution to the team and also on how much influence does he
has within the organization (Spreitzer 95). It’s synonymous with the sense that our work matters
and is affecting change... that it means something to someone vs. so much in this world where
things feel empty or meaningless.”

In the context of this study, cognition is addressed as a cognitive component of an independent
variable (psychological empowerment) that one expects to affect an outcome variable (job
satisfaction)—as pleasant well-being derived through one’s evaluation about their own job (Locke,
1976). Because the scale of Spreitzer (1995), which is a multi-dimensional (cognition-impact and
meaning) psychological empowerment construct, has very strong empirical support and can be
applied readily in organizations.

Prior studies, such as those by Thomas and Velthouse (1990) and Seibert et al. (2011), have shown
that higher levels of cognitive empowerment lead to increased intrinsic motivation, performance,
and job satisfaction. The relationship is supported by Cognitive Evaluation Theory (Deci & Ryan,
1985), which suggests that perceived competence and meaningfulness enhance intrinsic motivation
and satisfaction. Although most literature supports a positive connection, cultural and
organizational differences may moderate this relationship, as found in cross-cultural research by
Hofstede (2001). Therefore, exploring cognition's role offers insight into how employees perceive
their influence at work and how that perception shapes job satisfaction.

Thus, following hypothesis was proposed:

H,: There is a positive impact of impact cognition on job satisfaction.

Figure 1: Conceptual Framework (adapted from Wang & Lee, 2009)

Meaningful Work

Competence

Job satisfaction ]

Impact Cognition

Self-
Determination
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M ethodology

The type of research design used in this study was a descriptive-causal-comparative research as it
studied the effects of psychological empowerment on the emotional empowerment of employees in
the Nepalese commercial banks. The descriptive design was chosen as the means of obtaining the
details about the perception of the employees, their character and their attitudes, and the causal
comparative one was employed to investigate the prospect of cause-effect relation between
psychological empowerment and job satisfaction. The strength and direction of these relationships
were measured using regression analysis technique.

The information was obtained using a guided questionnaire that comprised of demographic and
Likert scale questions. The first hand data was collected directly with the employees of 26
commercial banks all over Nepal via self-fill questionnaires at office buildings and headquarters.
The target population consisted of employees working in Nepalese commercial banks, with a total
of 384 respondents participating in the survey. In this case, the sample was selected from multiple
banks and positions with the purpose of studying the impact of psychological empowerment on job
satisfaction and workplace stress. The data collection provided valuable insight about the
employees’ experiences in the banking sector in Nepal.

Table 1: Reliability Test of All Variables

Variables Cronbach's Alpha N of Items
Meaning 784 4
Competence 766 4
Self-determination 770 4
Impact Cognition 134 4
Job satisfaction 757 5

Table 2: Correlation Relationship between Dependent and Independent Variables

Correlation
MW CO SD IM IS
MW Pearson Correlation 1
CO Pearson Correlation 4717 1
SD Pearson Correlation 408" 599" 1
M Pearson Correlation 451" 392" 550" 1
JS Pearson Correlation 367" 5437 6907 7427 1

Dependent Variable= Job Satisfaction (JS)

Independent Variable= Meaningful Work (MW), Competence (CO), Self- Determination (SD), and
Impact Cognition (IC)
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Table 2 reveals the relationship of Job Satisfaction (JS) with other variables as dependent and
Meaningful Work (MW), Competence (CO), Self-Determination (SD), and Impact Cognition (IM)
as independent for the purpose of the study. All correlations were significant at the 0.01 (two-
tailed) level and thus there is conclusive relationship of the variables. All four psychological
empowerment dimensions Meaningful Work (MW), Competence (CO), Self-Determination (SD),
and Impact Cognition (IM) positively correlated with Job Satisfaction (r = .367), (r = .543), (r =
.690), (r = .742) respectively. Out of these, Impact Cognition and Self-Determination as the most
powerful correlates of Job Satisfaction imply that employees’ perceptions of their influences and of
their autonomy most strongly determine their satisfaction with the work.

Table 3: Regression Co-efficient of Dependent and Independent Variables

Coefficients®

Unstandardized Coefficients Standardized Coefficients

Model B Std. Error Beta t Sig.
1 (Constant) 1.100 150 7.333 .000
Meaningful Work  .080 .030 .010 2.667 .724
Competence 220 .040 120 5.500 .000
Self determination 280 .035 290 0.800 .000
Impact Cognition  .250 .045 295 5.556 .000

Every dimension of psychological empowerment has a positive impact, and they all have a
statistical significance concerning job satisfaction. Meaningful Work shows a moderate effect ( =
0.110, p < 0.001), while Competence has a slightly stronger effect (f = 0.120, p < 0.001). Self-
Determination is the strongest predictor (B = 0.290, p < 0.001), followed closely by Impact
Cognition (B = 0.295, p < 0.001). These findings suggest that employees' feelings of impact
cognition, competence, meaningfulness, and self-determination are important drivers of job
satisfaction.

Conclusion

The paper contains significant knowledge on the manner through which psychological
empowerment (meaningful work, competence, self-determination, and impact cognition), which is
a rich concept, largely determines employee job satisfaction in Nepalese commercial banks. The
dimensions have a specific contribution to the way employees view their job positions and their
work as a whole. Self-determination and impact cognition were found as the most influential
among the four dimensions. It confirms the fact that workers experiencing a sense of being
independent about their decisions and believing their input has a significant impact on the
organizational processes report higher levels of satisfaction. Similarly, competence and meaningful
work result in confidence and a sense of purpose; hence necessary in the motivation of
performance and engagement.

The statistical tools of Pearson correlation and regression studies proved that a complex of these
factors of psychological empowerment was associated with the difference in 36.8 percent in job
satisfaction. The finding is highlighter about the importance of empowerment as strategic in human
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resource management in Nepalese banking industry. The findings are congruent to the existing
theories of motivation and take the relevance of the theories to the field of developing economies.
In practice, they recommend that the banks can achieve better organizational performance by
cultivating a culture that encourages independence among the employees, enrichment, sense of
importance and a perceived influence. These are critical in building a happy, active, and efficient
workforce on the more competitive and constantly changing financial environment.
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Abstract

Purpose: The study investigates the impact of electronic banking services on customer
satisfaction in Nepalese commercial banks, focusing on five dimensions: convenience, cost
advantage, secure services, ease of use, and personalization & customization.

Methods: 4 survey of 400 e-banking users was conducted. Variables were selected based on a
comprehensive literature review and analyzed using statistical tools, including descriptive
analysis, correlation, regression, reliability tests, and ANOVA through SPSS. Demographic
factors such as gender, age, marital status, education, profession, and income were also
examined.

Findings: There is a significant positive relationship between customer satisfaction and the
dimensions of convenience, security, ease of use, and personalization. Cost advantage had no
significant effect. Among all factors, convenience was identified as the most influential in
enhancing customer satisfaction.

Implications: The results emphasize the need for Nepalese commercial banks to prioritize user-
friendly, secure, and personalized e-banking services, as these aspects are more valued by
customers than mere cost benefits. These insights can guide the development of customer-centric
services in a competitive market

Keywords: E-Banking, Customer Satisfaction and Commercial Banks

Background

Customer satisfaction serves as a fundamental indicator of success in the banking sector,
particularly as institutions increasingly rely on digital platforms. As Kotler et al. (2014) note,
customer satisfaction reflects the degree to which a bank’s products or services meet or surpass
customer expectations and has become central to the drive for electronic banking adoption. Khera

10
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et al. (2022) and Zafar et al. (2011) observe that recent technological advancements have
transformed the financial services landscape, reducing both geographical and operational barriers,
and have subsequently promoted e-banking adoption worldwide.

Singh (2023) defines e-banking as the provision of banking services via digital platforms,
highlighting its ability to offer customers 24/7 access, shorter transaction times, reduced costs,
and greater flexibility. This transition has prompted a significant shift away from traditional
approaches towards electronic channels, as described by Ayinaddis (2022). Within this shift,
dimensions such as responsiveness, reliability, trust, accessibility, privacy, security, and ease of
use have been identified as key drivers of satisfaction (Hammoud et al., 2018; Hoseini et al.,
2015; Liébana et al., 2013; Shankar et al., 2019; Jebarajakirthy, 2019; Zouari et al., 2021).

Historical developments within Nepal reflect this trajectory. According to Bhattarai (2014),
Kumari Bank pioneered internet banking in Nepal in 2002, with Laxmi Bank subsequently
introducing mobile banking in 2004. In the years that followed, Nepalese commercial banks
integrated a variety of electronic banking options including ATM networks, SMS banking, online
and mobile solutions to enhance accessibility and convenience for clients. Nevertheless, as Haudi
et al. (2022) argue, challenges such as slow technological adoption, limited infrastructure, weak
internet connectivity, and inadequate customer service persist, often undermining customer
satisfaction.

Despite improvements brought about by technological modernization, Goutam et al. (2021) and
Eryigit et al. (2021) report that regulatory constraints, insufficient staff training, and an
underdeveloped service culture continue to impede the full realization of quality digital banking
experiences in Nepal. These scholars advocate for strategic investment in technology, innovation,
and customer-focused practices to boost satisfaction in this evolving context.

The broader landscape of Nepal’s banking sector is described by the International Finance
Corporation (2025) as gradually embracing digital transformation, spurred by advances in
financial technology, wider smartphone adoption, and supportive regulatory initiatives aimed at
promoting financial inclusion. However, for banks to succeed in a competitive digital era,
scholars such as Walfried (2000), Kotler (2003), and Lawanson (2012) emphasize the importance
of investing in robust e-banking infrastructure, data security, and seamless user experience to
maintain trust and loyalty among customers.

Problem Statement

Oliver (1980) introduced the disconfirmation theory, which posits that customer satisfaction
arises when perceived service performance is compared against initial expectations; notably,
satisfaction or dissatisfaction hinges upon whether these expectations are exceeded or unmet.
Gronroos (1993) and Berry (1983), building on this view, emphasized the central role of service
quality and an organization’s capacity to consistently meet or surpass expectations in shaping
customer satisfaction.

In the context of Nepal, the growing adoption of e-banking has not fully mitigated core
challenges to customer satisfaction. Researchers such as Mchomba (2018) and Singh (2023)
identify persistent security concerns, cyber threats, inconsistent technological adoption, and low
levels of customer digital literacy as major impediments to effective e-banking service delivery.
Kuisma et al. (2007) and Aryal (2020) observe that a lack of modern banking infrastructure and
insufficient customer awareness programs frequently leave users hesitant or confused about
embracing digital services. Mchomba (2018) further highlights that unreliable ATMs and

11
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technology-related anxieties erode consumer trust and diminish loyalty, while Aryal (2020) notes
that these challenges are acute in rural areas, where traditional banking dominates. While
Broderick (2002) and Sharma (2018) point to e-banking’s promise of greater convenience and
cost efficiency, they also emphasize that regulatory limitations and scarce resources stymie
service expansion.

Addressing these issues, the present study seeks to identify and analyze the principal factors
influencing customer satisfaction in Nepalese commercial banks’ e-banking services. By doing
so, it aims to inform strategic improvements in technology, customer service, and awareness
initiatives that together can foster a more secure, user-friendly banking environment

Objectives

The primary objective of this study is to rigorously assess the level of customer satisfaction with
e-banking services provided by Nepalese commercial banks. This research is designed to evaluate
the overall status of e-banking service delivery while systematically examining the impact of key
factors—such as convenience, security, ease of use, cost advantages, and personalization—on
user satisfaction. The study further aims to analyze how these variables shape customer
experiences, quantify satisfaction levels across diverse user groups, and investigate the influence
of demographic characteristics on satisfaction outcomes. Ultimately, the insights generated will
contribute to enhancing service quality and operational efficiency within Nepal’s commercial
banking sector, supporting the development of more customer-centric e-banking solutions.

M ethodology

This survey was conducted among 400 e-banking users from selected Nepalese commercial banks,
focusing on institutions that have offered e-banking services in the past five years. The study
employed a comprehensive literature review to identify key variables, which were then analyzed
using descriptive analysis, correlation, regression, reliability tests, and ANOVA via SPSS.
Demographic factors such as gender, age, marital status, education, profession, and income were
included in the analysis to provide a holistic view. However, the methodology is constrained by
certain limitations. The focus on a limited selection of banks and the sample size may affect the
generalizability of results, and findings may not be applicable to other financial sectors beyond
commercial banking

Internet Banking and Its Evolution

The trajectory of e-banking in Nepal began in the mid-1990s, as Himalayan Bank Limited
pioneered the deployment of Automated Teller Machines (ATMs) and telephone banking
services, marking a significant milestone in the nation’s financial landscape. Daniel (1999)
describes online banking as the provision of banking services through the internet, enabling banks
to offer essential information and services via dedicated websites. According to Yiu (2007), this
model of service delivery has become foundational for the modern banking industry.

Empirical insights from Eriksson et al. (2005) and Manzano (2009) emphasize that perceived
usefulness, trust, and ease of use are fundamental to driving both e-banking adoption and
customer satisfaction. Their research collectively illustrates that service quality in digital banking
is shaped by multifaceted dimensions, with website usability, trust, personalization, and perceived
usefulness repeatedly identified as primary determinants of satisfaction.

Mobile banking, considered an evolution of online banking, has expanded the self-service
capabilities available to customers. As outlined by Aboelmaged (2013), mobile banking uses
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mobile devices to facilitate financial management ranging from account checks and money
transfers to more advanced banking transactions from any location. The services have grown from
basic SMS-enabled functions to comprehensive mobile platforms, offering enhanced security as
services are automatically disabled if a device is lost or stolen.

Rita et al. (2019) have explored the impact of e-service quality components such as website
design, privacy, and fulfillment on satisfaction and trust among Indonesian consumers,
demonstrating how these elements influence repurchase intention and platform engagement.
Similarly, Rashidi et al. (2015) investigated internet banking satisfaction in Iran, highlighting
strong positive relationships between banking features and customer satisfaction. Omodele et al.
(2019) further corroborate this connection, indicating through correlation and regression analyses
that well-executed e-banking services strongly enhance user satisfaction.

Within the Lebanese context, Hammoud et al. (2018) found efficiency, reliability, responsiveness,
communication, ease of use, and security to be significant drivers, with reliability ranking as most
influential. Altobishi et al. (2018), focusing on Jordanian users, also recognized convenience,
cost, ease of use, and personalization as important, though their findings suggested privacy did
not have a significant impact. Collectively, these studies demonstrate the varied factors that
underpin satisfaction with internet and mobile banking services across diverse contexts.

Electronic Banking in Nepal

The evolution of electronic banking in Nepal has mirrored the broader technological
advancements within the country’s banking sector. Following the establishment of Nepal Bank
Limited in 1937, commercial banks gradually embraced new banking technologies. The early
1990s marked a turning point, as NABIL Bank introduced credit cards, initiating modern payment
systems into the country’s financial landscape. The deployment of ATMs by Himalayan Bank
Ltd. in 1995 enabled customers to access banking services at any time, significantly improving
convenience. Kumari Bank Limited set a landmark in 2002 by pioneering internet banking, while
Laxmi Bank Limited expanded digital access in 2004 through the launch of SMS banking, which
allowed users to perform basic transactions using text messages (Laxmi Bank Limited, 2005).

By September 2023, Nepal’s commercial banking sector comprised 20 institutions, with Nepal
Rastra Bank (2023) noting a broad and increasing adoption of e-banking services. Banks have
integrated e-banking to better retain customers and improve satisfaction, capitalizing on the
advantages of speed, convenience, and accessibility. For example, during the COVID-19
pandemic, Nepal Rastra Bank initiated a policy allowing customers to use any ATM card across
banks without incurring additional charges, which accelerated the uptake of electronic banking
options.

Empirical literature emphasizes that the advancement of electronic banking has had
transformative effects on banking operations and customer satisfaction in Nepal. As commercial
banks continue to innovate, researchers have shown that shifts from traditional to electronic
platforms are largely driven by improvements in internet and mobile technology, which facilitate
enhanced service delivery and greater customer engagement. The dynamic between e-banking
services and customer satisfaction therefore remains an essential focus for practitioners and
academics.

Recent years have seen a surge in e-banking adoption, largely propelled by the limitations
imposed during the COVID-19 pandemic, which restricted in-person transactions. The Nepal
Rastra Bank’s initiative to enable ATM card interoperability further expedited this transition.

13



The Mega Journal, Vol. 4 | Issue 1, 2025

Today, nearly all commercial banks in Nepal offer diverse electronic services such as ATMs,
SMS banking, and online transactions. Nonetheless, as highlighted by Haudi et al. (2022),
significant obstacles persist including slow technological adoption, infrastructural weaknesses,
limited internet connectivity, and insufficient customer service practices continuing to challenge
the sector’s ability to deliver high levels of customer satisfaction.

Research Gap

Despite considerable global research on e-banking and customer satisfaction, there is a significant
lack of focused studies investigating these factors within the Nepalese banking sector. Existing
research in Nepal has primarily concentrated on e-banking adoption rates rather than examining
how specific components of e-banking such as convenience, security, and personalization affect
customer satisfaction. Additionally, prior studies have often overlooked the unique infrastructural,
technological, and demographic challenges faced by Nepalese customers. This study addresses
these gaps by exploring the direct impact of various e-banking factors on customer satisfaction
using a descriptive approach and a relatively large sample size of 400 respondents, thus providing
empirical insights that have been underexplored in Nepal’s commercial banking context. This
contribution is critical for guiding banks in tailoring services to improve customer satisfaction
effectively.

Conceptual Framework

The conceptual framework for this research identifies customer satisfaction as the dependent
variable within electronic banking systems in Nepal. The independent variables influencing
customer satisfaction are convenience, cost advantage, secure services, ease of use, and
personalization and customization. This framework establishes a direct relationship, indicating
that improvements or changes in these independent variables can affect the overall satisfaction
that customers experience with electronic banking services. The framework helps clarify the
focus of the study and guides the evaluation of how specific service dimensions contribute to user
satisfaction in Nepalese commercial banks.

Independent Variable Dependent Variable

Convenience

Cost Advantage

Secure Services Customer Satisfaction

Ease of Use

Personalization and
Customization
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Table 1. Major Milestones Electronic Banking Aspects in Nepal

S. N. Major Milestones Date (AD)
1. Joint Venture Bank (NABIL Bank) evolution 1984
2. Credit Cards introduced 1990
3. First ISP (Mercantile Office Systems) established 1994
4. Himalayan Bank Limited launched First ATM 1995
5. Introduction of Tele-Banking facility by Himalayan Bank Limited 1997
6. IT Policy formulation 2000
7. Private Sector Bank (Kumari Bank) evolution 2001
8. Kumari Bank introduced Internet Banking 2002
9. Laxmi Bank launched SMS Banking (Mobile Banking) 2004
10.  Electronic Transaction and Digital Signature Act 2005

Source: (NRB, 2023)

Table 1 presents data on the usage of Internet Banking, Mobile Banking, and ATM services across
Commercial Banks, Development Banks, and Finance Companies. This data offers key insights
into e-banking adoption, helping financial institutions refine strategies to meet evolving customer
needs in the digital era.

Table 2. Number of Mobile Banking, Internet Banking, ATMs customers in Nepal

Description Commercial Development Finance Total
Banks Banks Companies
Number of Mobile Banking 18,438,455 2,772,852 152,682 21,363,989
Customers
Number of Internet 1,347,970 494,753 13,472 1,856,195

Banking Customers

Number of ATMs 4,465 346 44 4,855

Source: (NRB, 2023)

Table 2 presents the distribution of mobile banking customers, internet banking customers, and
ATMs across Nepalese financial institutions. Commercial banks dominate digital banking
adoption, serving over 18 million mobile banking customers and 1.3 million internet banking
users, compared to development banks and finance companies, which serve fewer customers. The
total number of mobile banking customers reaches more than 21 million, while internet banking
customers total nearly 1.9 million. Additionally, commercial banks operate the majority of ATMs
(4,465), far surpassing those managed by development banks and finance companies, bringing the
national total to 4,855. These data highlight the pivotal role of commercial banks in expanding
technology-enabled banking access in Nepal.
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Table 3. Respondents’ mostly used e-banking services

E-Banking services Frequency Percent
ATM Banking 160 40.00
Mobile Banking 85 21.25
Internet/Online Banking 120 30.00
Point of Sales (POS) 30 7.50
Telephone Banking 5 1.25
Total 400 100

Statistical Analysis

The study employed both qualitative and quantitative methods to analyze data collected through
questionnaires. Descriptive statistics were used to summarize and interpret the distribution of
responses, and the data was processed using SPSS version 25 and Microsoft Excel. Responses
were coded according to Likert scale standards and tabulated in SPSS for structured analysis. The
analysis included calculating means and standard deviations to understand the central tendencies
and variances of the variables. Additionally, correlation analysis was used to examine the
relationships between variables, followed by stepwise multiple regression analysis to identify the
impact of electronic banking components on customer satisfaction. Tests of significance, including
One-Way ANOVA, were conducted to ensure the validity and effectiveness of the results. These
methods allowed for a comprehensive understanding of the effects of electronic banking on
customer satisfaction. The findings were presented in tables using frequencies and percentages to
support clear interpretation and to draw meaningful conclusions.

Cronbach's alpha is a widely used metric to assess the internal consistency or reliability of scale
items in a study. It measures how consistently a set of items reflects a single underlying construct.
In this study, Cronbach's alpha was used to evaluate the reliability of the measurement scales. As
per Nunnally and Bernstein (1994), an alpha value above 0.7 indicates strong internal consistency.
George and Mallery (2003) provide general guidelines: o> 0.9 is excellent, > 0.8 is good, > 0.7 is
acceptable, > 0.6 is questionable, > 0.5 is poor, and < 0.5 is unacceptable.

Table 4. Reliability Analysis

Code Variables Cronbach’s

Alpha
CON Convenience 0.948
CA Cost Advantage 0.960
SE Secure Service 0.936
EU Ease of Use 0.952
PC Personalization & Customization 0.955
CS Customer Satisfaction 0.961
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The measurement scales used in this study demonstrated strong reliability, with all Cronbach’s
alpha values exceeding 0.80. This indicates a high level of internal consistency across the items.
As a result, all scale items were retained for further analysis, as none fell below the acceptable
threshold. The consistency of the data confirms the reliability of the measurement instruments
applied in the study.

The descriptive analysis summarizes key variables of e-banking, including Convenience (CON),
Cost Advantage (CA), Secure Services (SE), Ease of Use (EU), Personalization and Customization
(PC), and Customer Satisfaction (CS). It highlights respondents’ perceptions through statistical
measures like mean and standard deviation for each aspect.

Table5. Descriptive Analysis

Code Variables Mean Std. Deviation
CON Convenience 5.656 1.088
CA Cost Advantage 5.075 1.129
SE Secure Services 5.548 1.164
EU Ease of Use 5.482 1.050
PC Personalization and Customization 5.200 1.128
CS Customer Satisfaction 5.611 1.091

The mean values for various e-banking factors, including Convenience (5.656), Cost Advantage
(5.075), Secure Services (5.548), Ease of Use (5.482), and Personalization and Customization
(5.200), suggest that customers are generally satisfied with these aspects, as the overall satisfaction
mean is (5.611). The small variations in the mean values indicate consistent satisfaction across all
variables. The standard deviations—ranging from 1.050 to 1.164—demonstrate a good spread,
confirming that customer perceptions are evenly distributed.

Correlation analysis was conducted to examine the relationships between variables. Pearson’s
correlation was used for variables with multiple response options, and a correlation matrix was
created to evaluate the strength of these relationships. A positive correlation indicates both
variables move in the same direction, while a negative correlation suggests an inverse relationship.
According to Levin et al. (2014), values of r < 0.30 indicate weak correlation, 0.30 <r < 0.60 show
moderate correlation, and r > 0.60 signifies strong correlation.

Table 6. Pearson Correlation Matrix

Variables CS CON CA SE EU PC
Cs 1

CON 878" 1

CA 814”7 8277 1

SE 872" 872" 838" 1

EU 8157 852" 814%* 8317 1

PC 859" 882" 788" 883" 869" 1

** Correlation is significant at the 0.01 level (2-tailed), ‘000’ is significance.
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Table 6 reveals strong correlations between customer satisfaction and various e-banking factors,
such as convenience (0.878), cost advantage (0.814), secure services (0.872), ease of use (0.815),
and personalization & customization (0.859), all exceeding 0.6. Additionally, strong correlations
were observed between convenience and other factors like secure services (0.872), ease of use
(0.852), and personalization & customization (0.882). Secure services, cost advantage, and ease of
use also showed strong correlations with values of (0.838), (0.814), and (0.788). Furthermore, ease
of use and secure services (0.831), along with personalization & customization and secure services
(0.883), were highly correlated, as was the relationship between ease of use and personalization &
customization (0.869). The table indicates that the tolerance values are below one and the VIF
values are under 10. Since tolerance exceeds 0.1 and VIF is below 10, there is no multicollinearity,
allowing the regression analysis to proceed.

Regression assumption tests are essential for ensuring the validity of regression analysis.
The Normality Test checks if data is normally distributed. The Linearity Test ensures the
relationship between variables is linear. The Multi-Collinearity Test assesses if independent
variables are highly correlated. Independence of Error tests if residuals are independent.

Table 7. Coefficients Collinearity Statistics

Dimensions of E-Banking Tolerance VIF
Convenience 175 5.709
Cost Advantage 237 4.228
Secure Services 153 6.531
Ease of Use 165 6.061
Personalization and Customization 223 4.479

Linear regression seeks to establish a relationship between two variables by fitting a straight line to
the data. One variable act as the explanatory variable, while the other serves as the dependent
variable. If the relationship is non-linear, the regression model may fail to accurately capture the
true relationship.

Normal P-P Plot of Regression Standardized Residual

Dependent Variable: CS_total
10

Expected Cum Prob

oo 0z 04 0E 08 10

Observed Cum Prob
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This Normal P-P plot compares observed cumulative probabilities of regression standardized
residuals (from the dependent variable CS fotal) against expected normal distribution probabilities.
If points align closely with the diagonal line, residuals are normally distributed, supporting
regression assumptions. Deviations suggest non-normality, potentially requiring model
adjustments.

Table 8. Multiple Regression Analysis

Model R R-Square Adjusted R-Square Std. Error of estimate
1 .883 779 764 .810

Predictors: (Constant), CON, CA, SE, EU, PC

The model explains 77.9% (R? = 0.779) of customer satisfaction variance using predictors (CON,
CA, SE, EU, PC). Adjusted R? (0.764) accounts for model complexity, showing slight overfitting.
A standard error of (0.810) indicates moderate residual variability. About 22.1% variance remains
unexplained, suggesting unaccounted factors influencing satisfaction.

Table 9. Coefficients Table

Unstandardized  Coefficients Standardized

Independent Variables Std. B Error Coefficients Beta t Sig.
(Constant) 1.803 .592 3.044 .002
Convenience .164 .059 156 3.474 .001
Cost Advantage -.084 .055 -.093 2413 .016
Secure Services 261 .049 254 5.315 .000
Ease of Use 405 .047 335 7.270 .000
Personalization & 295 035 323 8.145 .000
Customization

Dependent Variable: Customer Satisfaction

The ANOVA results confirm the regression model is statistically significant (¥ = 431.001, p <
0.001), indicating predictors collectively explain variance in customer satisfaction (CS).
Coefficients reveal Ease of Use (B = 0.405, p < 0.001) has the strongest positive impact, followed
by Personalization & Customization (f = 0.295) and Secure Services (B = 0.261). Convenience (3
=0.164, p = 0.001) also significantly boosts CS. Cost Advantage shows a weak negative effect (§
= -0.084, p = 0.016), suggesting higher costs mildly reduce satisfaction. Overall, four predictors
are significant (p < 0.05), while the model explains 77.9% of CS variance (R*> = 0.779). (100
words)

Four hypotheses (H1, H3, H4, HS) were accepted, showing significant positive relationships
between customer satisfaction and convenience (p=0.001), secure services (p<0.001), ease of
use (p<0.001; strongest effect, p=0.405), and personalization (p<0.001). Hypothesis H2 (cost
advantage) was rejected: despite statistical significance (p=0.016), its negative coefficient (B=-
0.084) contradicted the predicted positive link, implying higher costs slightly reduce satisfaction.
Notably, the original text misstated p-values for H3-H5 as “>0.05; all were <0.05, confirming
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significance. The model explains 77.9% of satisfaction variance, highlighting ease of use as the
most influential factor, while cost advantage’s unexpected negative effect warrants further
investigation.

Findings

This study investigates the impact of electronic banking on customer satisfaction within Nepalese
commercial banks, utilizing a sample of 400 respondents from the Kathmandu Valley. The
analysis incorporates both quantitative data and qualitative insights, offering a holistic view of
user experiences and perceptions.

The demographic profile suggests a diverse participant base: 53% of respondents were female and
47% male, with a predominant age group of 20-30 years (60.3%). Educational attainment was
high, as 39.5% held a bachelor’s degree and 33% a master’s degree. The sample was balanced
between public sector employees (30.8%) and students (24.5%). Most notably, frequent
engagement with e-banking was evident as 45.5% reported using e-banking services more than
four times per month. Qualitative feedback from respondents indicated that younger users tend to
appreciate the convenience of digital banking, while older users often expressed reservations
about technology, linking their satisfaction to service security and platform reliability.

Mobile banking emerged as the preferred e-banking service, used by 50.6% of respondents, with
ATMs being the next most common method (32.8%). The most frequently cited reasons for using
e-banking included checking account balances (74%), transferring funds (52.3%), and ease of bill
payment. Many users described the time-saving aspect and effortless access to information as
core benefits of mobile banking. Several respondents highlighted how e-banking alleviated the
inconvenience of physically visiting bank branches, which was especially valuable during the
COVID-19 pandemic.

In terms of quantitative outcomes, regression analysis identified "ease of use" as the strongest
positive predictor of customer satisfaction (coefficient 0.405). Qualitative responses reinforced
this, as many participants elaborated on the simplicity and intuitiveness of e-banking interfaces as
critical to their satisfaction. On the other hand, “cost advantage” exhibited a negative relationship,
and users commonly expressed that high transaction or service fees negatively colored their
experiences. Reliability scores across variables were high, with customer satisfaction averaging
5.611 on the survey scale. The R-square value of 0.862 underscores the explanatory power of
service quality factors—convenience, security, ease of use, and personalization in accounting for
86.2% of the satisfaction variance.

Challenges identified through both survey responses and open-ended feedback included persistent
infrastructure barriers (such as unreliable internet access), inconsistent service quality, and
concerns over data security. Respondents sometimes recounted personal incidents of service
interruption or doubts about transaction confidentiality, which diminished trust and loyalty. Cost
remains a notable deterrent; several participants stated a willingness to use more e-banking
services if charges were reduced or fee structures simplified.

Overall, the study shows that while e-banking is enhancing customer satisfaction in Nepalese
commercial banks especially through convenience, security, personalization, and ease of use
service cost and infrastructure weakness remain areas of discontent. Qualitative feedback points
to the need for banks to offer clearer communication about fees and more robust security
assurances to foster deeper trust. Continuing to improve these aspects could further solidify
customer loyalty and advance the overall e-banking ecosystem in Nepal.
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Discussion

The findings of this study confirm a robust positive relationship between convenience and
customer satisfaction in e-banking services at Nepalese commercial banks, supporting evidence
presented by Addai et al. (2015), Altobishi et al. (2018), and Mohalingam et al. (2018), all of
whom identify convenience as a major determinant of satisfaction in digital banking. Participants
consistently described how streamlined access, rapid transaction processing, and easy navigation
enhance their experiences, reinforcing the outsized influence of convenience.

Importantly, this study did not observe a positive association between cost benefits and customer
satisfaction. In line with Altobishi et al. (2018) and Mohalingam et al. (2018), respondents noted
that high service charges and transaction fees act as significant barriers, sometimes resulting in
frustration and diminished satisfaction. These qualitative insights highlight the need for Nepalese
commercial banks to reassess their pricing structures to maintain customer loyalty.

Security emerges as another key factor in shaping satisfaction levels, echoing Mohalingam et al.
(2018), who stress the importance of robust and transparent protective measures. Respondents
often expressed that their willingness to use e-banking was closely tied to perceptions of platform
security and confidence in data privacy protocols.

Furthermore, ease of use and personalization/customization are clearly valued by users, with
positive correlations identified between these variables and customer satisfaction. These
outcomes align with Altobishi et al. (2018) and Mohalingam et al. (2018), both of whom
underline how user-friendly digital banking interfaces and tailored services foster loyalty and
repeated usage. Overall, these results suggest that Nepalese commercial banks should prioritize
convenience, security, and customization in service design to ensure continued growth in
customer satisfaction within a competitive landscape.

Implications of the Resear ch

This research highlights the critical role of e-banking services in advancing customer satisfaction
and outlines clear strategic priorities for Nepalese banks. Improving the efficiency, reliability, and
accessibility of digital platforms is essential, ensuring ease of use for customers from all
backgrounds. Lowering service costs and transaction fees would broaden e-banking access,
especially for lower-income groups. While security and privacy concerns had a moderate effect in
the study, participants underscored the need for banks to invest in advanced technologies and
transparent protections to boost user trust—especially in mobile banking. Enhancing
customization and personalization is also key, as these features help tailor experiences to
individual customer preferences, fostering stronger engagement. Ultimately, developing robust
system security protocols and personalized services will not only attract new users but also build
lasting loyalty among existing customers. By enacting these recommendations, commercial banks
in Nepal can significantly improve customer experiences, strengthen trust, and maintain a
competitive edge as e-banking becomes increasingly central to the financial services landscape.

21



The Mega Journal, Vol. 4 | Issue 1, 2025

References

Addai, B., Ameyaw, B., & Ghartey, A. (2015). Electronic banking and customer satisfaction:
Empirical evidence from Ghana. British Journal of Economics, Management & Trade,
9(3), 1-8.

Aboelmaged, M. G. (2013). Mobile banking adoption: An examination of technology acceptance
model and theory of planned behavior. International Journal of Business Research and
Development, 2(1), 35-50.

Altobishi, T., Ghabayen, M. A., & Ghabayen, N. M. (2018). E-banking effects on customer
satisfaction: A survey on clients in Jordan banking sector. International Journal of
Marketing Studies, 10 (2), 151-161.

Aryal, M. (2020). Online banking in Nepal: The evolution and future prospect. ICT Frame.

Ayinaddis, S. G. (2022). The relationship between service innovation, customer satisfaction, and
loyalty intention in emerging economies: Evidence from Ethio Telecom. Journal of the
Knowledge Economy.

Banstola, A. (2008). Prospects and challenges of e-banking in Nepal. Journal of Nepalese Business
Studies, 4 (1), 96—104.

Berry, L. L. (1983). Relationship marketing. In Emerging Perspectives on Services Marketing.

Bhattarai, P. (2014). 4 Study on Internet Banking in Nepal. Master's Thesis, Tribhuvan University,
Kathmandu, Nepal.

Broderick, A. J., & Vachirapornpuk, S. (2002). Service quality in internet banking: The importance
of customer role. Marketing Intelligence & Planning, 20 (6), 327-335.

Caruana, A. (2002). Service loyalty: The effects of service quality and the mediating role of
customer satisfaction. European Journal of Marketing, 36 (7/8), 811-828.

Chauhan, V., & Yadav, R. (2022). Adoption of electronic banking services in India: An extension
of UTAUT?2 model. Journal of Financial Services Marketing.

Daniel, E. (1999). Provision of electronic banking in the UK and the Republic of
Ireland. International Journal of Bank Marketing, 17(2), 72-82.

Eriksson, K., Kerem, K., & Nilsson, D. (2005). Customer acceptance of internet banking in
Estonia. International Journal of Bank Marketing, 23 (2), 200-216.

Fenuga, O. J. (2010). The effect of electronic payment on customer service delivery in Nigerian
banks. International Journal of Economic Development Research and Investment, 1 (1),
227-239.

Gautam, T. R., & Adhikari, D. B. (2004). Customer satisfaction in Nepalese commercial
banks. Journal of Nepalese Business Studies, 1 (1), 11-21.

George, D., & Mallery, P. (2003). SPSS for Windows step by step: A simple guide and
reference (4th ed.). Boston: Allyn & Bacon.

Goutam, D., & Gopalakrishna, B. V. (2021). Determinants of customer satisfaction and loyalty in
e-commerce settings: An emerging economy perspective. International Journal of
Internet Marketing and Advertising, 15 (3), 327-348.

22



The Mega Journal, Vol. 4 | Issue 1, 2025

Gronroos, C. (1993). Toward a third phase in service quality research: Challenges and future
directions. In T. A. Swartz, D. E. Bowen, & S. W. Brown (Eds.), Advances in Services
Marketing and Management (Vol. 2, pp. 49—-64). JAI Press.

Hammoud, J., Bizri, R. M., & El Baba, 1. (2018). The impact of e-banking service quality on
customer satisfaction: Evidence from the Lebanese banking sector. SAGE Open.

Hansemark, O. C., & Albinsson, M. (2004). Customer satisfaction and retention: The experiences
of individual employees. Managing Service Quality, 14 (1), 40-57.

Haudi, H., Rahmayanti, R., & Kurniawan, H. (2022). The role of e-marketing and e-CRM on e-
loyalty of Indonesian companies. Uncertain Supply Chain Management, 10 (1), 217-224.

Hoseini, A., & Mirkamali, M. (2015). Investigating the effect of electronic banking services
quality on customer satisfaction. Journal of International Economics and Business, 1, 37—
42.

International Finance Corporation (IFC). (2025). Digital Financial Services in Nepal. IFC.

Karjaluoto, H., Mattila, M., & Pento, T. (2002). Factors underlying attitude formation towards
online banking in Finland. International Journal of Bank Marketing, 20(6), 261-272.

Khera, R., Patel, K., & Khosla, P. (2022). Measuring digital financial inclusion in emerging market
and developing economies: A new index. Asian Economic Policy Review, 17 (2), 213—
230.

Kotler, P. (2003). Marketing management (11th ed.). Prentice Hall.
Kotler, P., & Armstrong, G. (2014). Principles of marketing (15th ed.). Pearson Education India.

Kuisma, T., Laukkanen, T., & Hiltunen, M. (2007). Mapping the reasons for resistance to internet
banking: A means-end approach. International Journal of Information Management, 27
(2), 75-85.

Laukkanen, T. (2007). Internet vs mobile banking: Comparing customer value
perceptions. Business Process Management Journal, 13 (6), 788-797.

Li¢bana-Cabanillas, F., Marinkovi¢, V., & Kalini¢, Z. (2013). The determinants of satisfaction
with e-banking. Industrial Management & Data Systems, 113 (5), 750-767.

Laxmi Bank Limited. (2005). Annual Report 2004/2005.

Mchomba, D. A. (2018). The impact of electronic banking on customer satisfaction in Tanzania's
banking industry. Open University of Tanzania.

Mohalingam, B., & Selvanayaki, S. (2018). Impact of electronic banking on customer satisfaction:
A case study on Hatton National Bank PLC. APIIT Business, Law & Technology
Conference.

Nath, B. (2001). Consumer resistance to internet banking: Postponers, opponents and
rejectors. International Journal of Bank Marketing, 19 (6), 283-295.

Nunnally, J. C., & Bernstein, 1. H. (1994). Psychometric theory (3rd ed.). McGraw-Hill.

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of satisfaction
decisions. Journal of Marketing Research, 17 (4), 460—469.

Oliver, R. L. (1997). Satisfaction: A behavioral perspective on the consumer. McGraw-Hill.

23



The Mega Journal, Vol. 4 | Issue 1, 2025

Omodele, T. A., & Oloyede, O. B. (2019). The impact of electronic banking service quality on
customer satisfaction. International Journal of Economics, Commerce and Management,
8(8), 302-316.

Redlinghuis, A., & Rensleigh, C. (2010). Customer perceptions on internet banking information
protection. South African Journal of Information Management, 12 (1), 1-6.

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact of e-service quality and customer
satisfaction on customer behavior in online shopping. Heliyon, 5 (10).

Shankar, A., & Jebarajakirthy, C. (2019). The influence of e-banking service quality on customer
loyalty: A moderated mediation approach. International Journal of Bank Marketing, 37
(5), 1119-1142.

Sharma, P. K. (2018). Statistical methods (1st ed.). Khanal Publication Pvt. Ltd.

Yiu, C. S., Grant, K., & Edgar, D. (2007). Factors affecting the adoption of internet banking in
Hong Kong: implications for the banking sector. International Journal of Information
Management, 27 (5), 336-351.

24



The Mega Journal, Vol. 4 | Issue 1, 2025

Vol. 4 | Issue 1, 2025
DOI : https://doi.org/10.3126/tmj.v4i1.87392

Tax Planning Practices in Nepal: A Study on Listed
Company in Stock Exchange

Prem Prasad Sapkota
Teaching Assistant
Nepal Commerce Campus

email: sapkotapl12@gmail.com

Received : April 18, 2025 Revised : June 15, 2025  Accepted : September 12, 2025

Abstract

Tax planning is a critical strategy for minimizing tax liabilities through efficient management of
business and personal affairs within the confines of the law. This study examines tax planning
practices among listed companies in Nepal, focusing on the relationship between strategic, project,
and operational tax planning and their impact on tax liability. The research employs a descriptive
and causal-comparative design to explore the current tax planning landscape within Nepal’s legal
framework and assess the cause-and-effect relationships between various types of tax planning and
tax liability. A deductive approach is utilized, with data collected via structured questionnaires
from 450 respondents, including accountants and finance managers from Nepal Stock Exchange-
listed companies. The results, analyzed through SPSS, reveal that strategic tax planning, project
tax planning, and operational tax planning significantly impact tax liability, with management
efficiency partially mediating these relationships. The study provides valuable insights into the
effectiveness of different tax planning strategies and emphasizes the importance of management
efficiency in enhancing tax liability management. Future research could explore the broader
implications of these findings in other emerging economies.

Keywords: Tax planning, tax liability, strategic tax planning, project tax planning, operational
tax planning

Introduction

Tax planning is the method of arranging a person’s business or private affairs in order to minimize
the tax liability. Tax planning is not only planning the basic structure of the business and industry
but also the planning of its various projects. From time to time and day to day activities so as to
acquire the maximum benefits under the provision of the existing law of the state (Rashid, Rohaya,
&Bardai, 2015). Tax planning should not be mistaken for tax avoidance and tax evasion because
the latter are clearly against the law or the spirit of the law. Tax planning refers to a scheme
whereby the taxpayer makes use of all the concessions and rebates available under tax law and
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pays the minimum possible tax, likewise the tax planning related to the planning of future activities
in a way that reduces the tax liability (Mgammal& Ismail, 2015).

In the more recent decades tax planning, tax evasion and tax avoidance are must use for reduction
of tax liability. For example, (Khaowa & Ghardallou, 2020) argued that there are three common
methods of saving taxes viz, tax evasion, tax avoidance and tax planning. Tax evasion simply
means avoiding tax by adopting dishonest means. All methods by which tax liability is illegally
avoided are termed as tax evasion. A person who evades tax may be punished under the prevailing
law. Tax evasion involves hiding income illegally or concealing the particulars of income or a
particular source or sources of income or manipulating the accounts to overstate expenditures and
other outgoings and understate income with a view to reduce profit and thus the taxable income.
Tax evasion is therefore illegal, unethical and uneconomic. Tax avoidance as regards, it is the art
of dodging tax without actually breaking the law. It is the method of reducing tax liability by
taking advantages of certain loopholes in the tax laws (Cao & Xa, 2009; Carisa & Eddy, 2017;
Putra, Syah, & Sriwedan, 2018)

Poudyal (1998) examined the practice of corporate tax planning in Nepal. The reseracher found
that tax incentives in the form of tax concessions, exemptions and deductions have been an
important feature of the Nepalese corporate tax system. These incentives have been introduced
from time to time to promote economic growth by mobilizing savings and their investment
according to plans and priorities of Nepal Government. Like other developing nations, Income Tax
Act and Enterprises Act of Nepal also offer certain common incentives like tax holiday, extra-shift
and initial depreciation allowance, and tax exemption on income from export business, tax
concessions to companies located in industrially backward areas and so on.

In more recent study agree that the tax planning became an essential part of any types of
organization as well as individual tax payer. For example, Sivolapenko and Sapozhnikova, (2020)
have identified that presented calculations clearly demonstrate not only the importance, but also
the need to apply tax planning in the activities of any organization, regardless of the number of
employees and the volume of annual income. The size of the tax benefit presented also shows us
the significance and economic efficiency of the method under consideration and proves to us the
need to bring this method into an independent method of reducing the costs of the enterprise. It is
important to note that many modern organizations in the context of the economic crisis prefer to
use methods aimed at reducing labor costs and purchasing cheaper raw materials that reduce the
cost of production. The consequence of the application of these methods is not only economic
benefits, which have a beneficial effect on the enterprise, but also an increase in unemployment
and often a decrease in the quality of products. At the same time, legislatively enshrined methods,
a striking example of which is tax planning, if used correctly and competently, can provide a much
more obvious economic effect, and allow achieving the desired results without any negative
consequences (Noor et. al 2010).

Akintoye et. al. (2020) have found that corporate income tax planning refers to all activities
undertaken to legally minimize corporate income tax liabilities. Significant number of companies,
especially big and multinational, invest considerable resources in tax planning. This is not
surprising given the empirical evidence showing that benefits of tax planning remarkably exceed
invested resources. Similarly, et.al (2014) have claimed that there are many methods to declare
lower level of taxable income to national tax authorities, such as the transfer pricing arrangements
between subsidiaries of multinational company. It could be expected that legal reduction of income
tax expense leaves owners greater part of pre-tax income available for reinvesting or distribution to
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the, and positively influence company profitability and market value. However, previous research
only partially confirms these theoretical assumptions. A lack of the clear line between tax planning
and illegal tax evasion, as well as suspicion of rent diversion by managers may lead to negative
market reaction to tax planning. Since tax planning can increase private benefits for shareholders
and/or managers at the expense of society, tax planning opens some ethical issues. Many types of
tax planning efficiency measures have been developed during previous decades. Current effective
tax rate, i.e. ratio between current income tax expense and pre-tax income, will be used as a
measure of tax planning efficiency (Vrzina, 2018).

Tax planning plays a crucial role in shaping the financial landscape of any economy, influencing
both individual and corporate entities. In the context of the Nepalese stock market, understanding
effective tax planning practices and their impact on tax liability is essential for investors,
companies, and policymakers alike. This study delves into the intricacies of tax planning in the
Nepalese stock market, exploring the various strategies employed by market participants to
optimize their tax positions and mitigate tax liabilities (Ghimire, 2023).

Furthermore, the study has explored the impact of recent regulatory changes and government
policies on tax planning strategies within the Nepalese stock market. This analysis will provide a
forward-looking perspective, helping investors and businesses anticipate potential shifts in the tax
landscape and adjust their strategies accordingly.

Literature Review and Hypothesis Development
Strategic Tax Planning and Tax Liability

This hypothesis is informed by existing literature emphasizing the significance of strategic tax
planning in minimizing tax liabilities. Studies in various financial contexts have suggested that
strategic tax planning allows entities to leverage legal provisions and optimize their financial
positions, resulting in a reduction of tax liabilities (Smith, 2018; Martin & Petrone, 2019). While
the Nepalese stock market presents a unique environment, it is reasonable to hypothesize that the
adoption of strategic tax planning practices by investors and corporations in Nepal will contribute
to a measurable reduction in their overall tax liabilities. Thus, it can be hypothesized as follows:

H1: There is a significant impact of strategic planning on tax liability.
Project Tax Planning and Tax Liability

This hypothesis is grounded in the literature highlighting the importance of project-specific tax
planning in optimizing tax positions for businesses. Studies have suggested that tailoring tax
planning strategies to the unique characteristics and requirements of specific projects can lead to
more efficient tax structures and, consequently, a reduction in overall tax liabilities (Dammon,
2017; Graham, 2018). While the Nepalese business environment may present distinctive
challenges and opportunities, it is reasonable to hypothesize that businesses adopting project-
specific tax planning practices will experience a measurable decrease in their tax liabilities. Thus,
it can be hypothesized as follows:

H2: There is a significant impact of project planning on tax liability.
Operational Tax Planning and Tax Liability

This hypothesis is grounded in existing literature that emphasizes the role of operational tax
planning in shaping businesses' tax positions. Studies have indicated that businesses can
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strategically manage their operations to optimize tax outcomes, leading to a reduction in overall tax
liabilities (Blouin et al., 2014; Chen et al., 2019). Given the unique characteristics of the Nepalese
business environment, it is reasonable to hypothesize that businesses adopting effective operational
tax planning practices will experience a measurable decrease in their tax liabilities. Thus, it can be
hypothesized as follows:

H3: There is a significant impact of operational planning on tax liability.
Strategic Tax Planning and Management Efficiency

This hypothesis is grounded in the existing literature that highlights the potential impact of
strategic tax planning on overall business performance and management efficiency. Studies
suggest that effective tax planning can contribute to improved financial management and resource
allocation, positively influencing management efficiency (Desai & Dharmapala, 2006; Gupta &
Newberry, 1997). While the Nepalese business context may present unique challenges, it is
reasonable to hypothesize that businesses adopting strategic tax planning practices will experience
a positive association with enhanced management efficiency. Thus, it can be hypothesized as
follows:

H4: There is a significant impact of strategic tax planning on management efficiency.
Project Tax Planning and Management Efficiency

This hypothesis draws upon the existing literature highlighting the potential impact of project-
specific tax planning on overall management efficiency. Research suggests that tailoring tax
planning strategies to the unique characteristics and requirements of specific projects can
contribute to efficient resource allocation and financial management, positively influencing
management efficiency (Graham, 2018; Dammon, 2017). While the Nepalese business
environment may present distinctive challenges, it is reasonable to hypothesize that businesses
adopting project-specific tax planning practices will experience a positive association with
enhanced management efficiency. Thus, it can be hypothesized as follows:

H5: There is a significant impact of project tax planning on management efficiency.
Operational Tax Planning and Management Efficiency

This hypothesis is based on existing literature that emphasizes the role of operational tax planning
in influencing overall business performance and management efficiency. Studies suggest that
businesses can strategically manage their operations to optimize tax outcomes, leading to improved
financial management and resource allocation, which positively affects management efficiency
(Chen et al., 2019; Blouin et al., 2014). While the Nepalese business environment may present
unique challenges, it is reasonable to hypothesize that businesses adopting effective operational tax
planning practices will experience a positive association with enhanced management efficiency.
Thus, it can be hypothesized as follows:

H6: There is a significant impact of operational tax planning on management efficiency.
Management Efficiency and Tax Liability

Management efficiency is hypothesized to have a negative relationship with tax liability,
suggesting that as management efficiency increases, a company is likely to experience a reduction
in its tax obligations. Efficient management practices, such as optimal resource allocation, sound
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decision-making, and streamlined operations, enhance tax planning and financial reporting, which
collectively contribute to lower tax liabilities (Widuri et al., 2020; Lee & Yoon, 2020; Handayani
et al., 2020; Feng et al., 2020). Companies exhibiting higher levels of management efficiency are
typically better at identifying tax-saving opportunities, ensuring compliance with tax regulations,
and effectively utilizing available tax incentives, exemptions, and deductions to reduce their
overall tax burden. In contrast, inefficiencies in management can lead to missed opportunities for
tax savings, errors in financial reporting, and suboptimal tax planning, thereby increasing tax
liabilities (Osebe et al., 2019; Mgammal & Ismail, 2015).

The expected relationship between management efficiency and tax liability is negative, as
improved management efficiency should directly result in a decrease in tax liability through more
effective tax planning. Furthermore, this relationship is causal rather than correlational, as effective
management practices are likely to directly influence the company’s tax outcomes by facilitating
efficient tax planning, resource allocation, and compliance with tax laws (Dablal1Norris et al.,
2019; Piskunov & Smagina, 2019; Xu & Zheng, 2018). Companies with more efficient
management are better equipped to navigate complex tax regulations, thereby optimizing their
financial performance while minimizing their exposure to tax liabilities (Wang, 2018; Ftouhi &
Ghardallou, 2020).

H7: There is a significant impact of management efficiency on tax liability.
Mediating Relationship

The relationship between tax planning practices and tax liability is significantly moderated by
management efficiency. Effective management enhances the impact of strategic, project-based, and
operational tax planning, thereby achieving greater reductions in tax liabilities (Akintoye et al.,
2020; Haiming & Kim, 2022; Blaufus et al., 2022). In the context of strategic tax planning,
efficient management ensures the successful implementation of long-term tax strategies, resulting
in optimized tax outcomes. Similarly, project-specific tax planning benefits from effective
management, as it maximizes tax advantages for individual projects, thereby lowering overall tax
burdens (Sahari et al., 2021; Kim et al., 2021; Hai-yan & Zheng, 2021).

Operational tax planning also gains from high management efficiency, which ensures the
consistent application of tax-saving measures in routine operations (Zhang, 2022; Zaman et al.,
2022; Ling et al., 2020; Sahari et al., 2021; Akintoye et al., 2020). Conversely, inefficiencies in
management can hinder the implementation of tax strategies, leading to increased tax liabilities due
to ineffective execution or missed opportunities (Chen et al., 2020; Zhang &Lv, 2020; Yuan et al.,
2021).

HS8: Management efficiency mediates the relationship between strategic planning and tax liability.
H9: Management efficiency mediates the relationship between project planning and tax liability.

HI10: Management efficiency mediates the relationship between operational planning and tax
liability.
M ethodology

This study investigates tax planning practices among listed companies in Nepal, using both
descriptive and causal-comparative research designs. The descriptive design examines the current
status of tax planning within Nepal’s legal framework, including the Income Tax Act, Tax Rules,

29



The Mega Journal, Vol. 4 | Issue 1, 2025

and Finance Act. The causal-comparative design assesses the impact of strategic, project, and
operational tax planning on tax liability, establishing cause-and-effect relationships.

A deductive approach is adopted, testing hypotheses through a quantitative methodology. Data
were collected using a structured questionnaire targeting accountants, finance managers, chartered
accountants, and finance directors in listed companies. Convenience sampling was used to select
450 respondents from companies registered with the Nepal Stock Exchange (NEPSE).

Data obtained from the survey has analyzed and interpreted through SPSS (Statistical Package for
Social Sciences). The statistical tools used in the data analyses are: Descriptive statistics (mean,
minimum, maximum and standard deviation), Correlation analysis, Regression analysis, Factor
analysis, Cronbach’s alpha, Multicollinearity test.

Figurel. Conceptual Framework

Management efficiency

~
Strategic Tax Planning
(STP)
\.
-
Project Tax Planning Tax Liability (TL)
(PTP)
\.
-
Operational Tax
Planning (OTP)
\. J

Analysisand Results
Tablel. Mean, SD and Correlation Coefficient between Independent and Tax Liability

Constructs Mean  SD STP PTP OTP ME TL
STP 3.645 0505  (0.971)

PTP 3523 0510 288*%  (0.849)

OTP 3.528 0434 198 452%%  (0.961)

ME 3470 0440  352%%  318%%  341%*  (0.923)

TL 3702 0428  .195%F  250%  280%*  167%*  (0.944)

**=p<0.01, 0.01, *=p < 0.05, Element in diagonal are the value of Cronbach’s Alpha

From the table I, the correlation coefficient between Strategic tax planning and Tax Liability was
0.195. Similarly, the corresponding p-value was 0.000, which is less than the level of significance
(o) = 0.01. This means that strategic tax planning has a positive and significant relationship with
tax liability (r = 0.195, p = 0.000 < 0.01).
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Similarly, the correlation coefficient between Project tax planning, and Tax Liability was 0.250,
for which the corresponding p-value was 0.000. This value is less than the level of significance (o)
i.e. 0.05. Therefore, Project tax planning has a positive and significant relationship with tax
Liability (r = 0.250, p = 0.000 < 0.01). The causal relationship can be assed further.

Likewise, the correlation coefficient between operational tax planning and tax liability was
recorded to be 0.280. On that note, the corresponding p-value was 0.000, which is less than the
level of significance (o) i.e. 0.01. This shows that operational tax planning has a positive and
significant relationship with tax liability (r = 0.280, p = 0.000 < 0.01). This can be further
interpreted as an increase in operational tax planning, would improve the tax Liability.

The result reveals that the correlation coefficient between management efficiency and tax liability
was 0.167. The corresponding p-value was 0.000, which is less than the level of significance (a)
i.e. 0.01. This means that there is a significant and positive relationship between management
efficiency and tax liability (r = 0.167, p = 0.000 < 0.01).

Furthermore, the mean values of all constructs i.e. strategic tax planning, project at planning,
operational tax planning, management efficiency and tax liability have found to be 3.645, 3.523,
3.528, 3.470, and 3.702. These values are positive and show that the respondents were agree with
the tax practices in Nepal. The results reveal that strategic tax planning, project tax planning,
operational tax planning, management efficiency, and tax liability have been practiced in the
Nepalese companies listed in NEPSE.

The diagonal elements represent the value of Cronbach’s alpha. They are found to be higher than
0.7, leading to higher reliability.

Tablell. KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .862
Bartlett's Test of Sphericity Approx. Chi-Square 9294.819
df 210
Sig. 0.000

Table II depicts about KMO and Bartlett’s test. The KMO value was recorded to be 0.862 which is
greater than 0.60, meaning that it maintains the adequacy of sample for the study. The Bartlett’s
test of Sphericity was found to be 9294.819 and its p-value was also seen to be 0.000, which is less
than 0.01. Thus, the model is fit for running exploratory factor analysis (EFA).
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Figurell Path Analysis of Tax Planning Practices in Nepal
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Tablelll. Path Analysis
Path Estimate S.E. C.R. P
TL <em- STP 0.261 0.045 5.393 ok
TL <em- PTP 0.116 0.056 2.325 0.02
TL <--- OTP 0.183 0.048 3.942 ok
ME <emm STP 0.204 0.06 3.958 ok
ME <emm PTP 0.328 0.075 6.084 Hkok
ME <--- OTP 0.11 0.065 2.195 0.028
TL <em- ME 0.184 0.043 3418 xRk

Figure II and Table III describe about the tax planning practices in Nepal Further, the impact of
different factors on tax liability (TL) has been examined. The result revealed that out of four
constructs, four factors have found to be significant and positive impact on tax liability (OTP —

TL, B =0.183*** CR.=3.942; P<0.01; STP — TL, B =0.261*** CR.=5.393; P <0.01, PTP

— TL, B=0.116*%** C.R.=2.325; P <0.05; ME — TL,p=0.184* C.R.=3.418; P<0.01 and
OTP — ME, B=0.11*¥** C.R. =2.195, P <0.01). The model has found to be good fit to the data
used in the study (CMINDF = 4.492, SRMR = 0.062, GFI = 0.902, CFI = 0.933, and RMSEA =
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0.51) in Figure IIthe model fit is supported by (Hair et al., 2010, & Henseler et al., 2010). Thus, it
can be concluded that there is a significant impact of strategic tax planning, project tax planning,
and operational tax planning on tax liability and management efficiency. Hence, hypothesis, H1,
H2, H3, H4, H5, and H6 are accepted.

Table V. Results of Structural Path Model of Indirect Effect

Path Estimate LL UL
STP - ME—TL 0.037 0.016 0.071
PTP -ME—TL 0.060 0.024 0.109
OTP -ME—TL 0.020 0.004 0.048

Table IV deals with the indirect effect of management efficiency on tax liability. The result depicts
that there is an indirect effect of management efficiency (ME) on operation tax planning (OTP) and
tax liability ( = 0.020, LL = 0.004, UL = 0.048). The result reveals that there is a partial mediation
of management efficiency on operational tax planning and tax liability since the direct effect of
operational tax planning on tax liability remains significant after introducing management
efficiency as a mediator. Likewise, Management efficiency has indirect effect on strategic tax
planning and tax liability (8 = 0.037, LL = 0.016, UL = 0.071). Thus, it can be concluded that
management efficiency has partially mediated the relationship between strategic tax planning and
tax liability because the direct impact of strategic tax planning was found to be still significant
after testing mediating role of management efficiency. Finally, the result finds the indirect effect of
management efficiency on project tax planning and technology tax liability ( = 0.060, LL = 0.024,
UL = 0.109). Thus, it can be concluded that there is a partial mediating role of management
efficiency between project tax planning and tax liability.

Discussions and Conclusion

Tax planning is a crucial aspect of financial management for companies, influencing their tax
liability and overall financial performance. This comprehensive discussion explores the tax
planning practices in Nepalese listed companies, focusing on strategic tax planning, project tax
planning, and operational tax planning. The study investigates the significant impact of these tax
planning strategies on tax liability and examines the mediating role of management efficiency in
these relationships.

Strategic tax planning involves long-term decision-making to achieve tax efficiency. Nepalese
listed companies often engage in strategic planning to align their business operations with
favorable tax regulations. Studies (Seidu et al., 2023; Olamide et al., 2019; Ftouhi et al., 2015)
have shown that strategic tax planning has a significant impact on reducing tax liability, which is in
the same line with the study. This section explores specific strategies employed by Nepalese
companies and their effectiveness.

Project tax planning focuses on optimizing tax outcomes for specific projects or investments.
Nepalese companies engage in project tax planning to enhance profitability and reduce tax burdens
associated with specific ventures. The finding reveals that project tax planning has a significant
influence on tax liability in Nepalese listed companies, which is in the same line with the study of
(Blaufus et al., 2023; Schwab et al., 2022; Lee, & Yoon, 2020). The discussion delves into case
studies and examples of successful project tax planning in Nepalese listed companies.
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Operational tax planning involves day-to-day activities aimed at minimizing tax liabilities.
Nepalese listed companies adopt operational tax planning to streamline routine financial
transactions and ensure tax efficiency. The finding indicates a direct impact of operational tax
planning on reducing tax liabilities, which is similar with the study of (Ftouhi, &Ghardallou, 2020;
Schwab et al., 2022; Setyaningsih et al., 2023). This section discusses specific operational tax
planning practices employed by Nepalese companies.

The result has revealed that management efficiency plays a crucial role in translating tax planning
strategies into tangible financial outcomes, which is similar with the study of (Soliman, & Alj,
2020; Ado et al., 2021) suggest that management efficiency acts as a mediator in the relationship
between tax planning practices and tax liability. This section explores the role of management
efficiency in enhancing the effectiveness of strategic tax planning, project tax planning, and
operational tax planning in Nepalese companies.

In conclusion, tax planning practices in Nepalese listed companies significantly impact tax
liability. Strategic tax planning, project tax planning, and operational tax planning are integral
components of an effective tax strategy. The mediation of management efficiency further enhances
the positive outcomes of these tax planning practices. This discussion contributes to the
understanding of the complex dynamics between tax planning, management efficiency, and tax
liability in the context of Nepalese listed companies. The exploration into tax planning practices
within Nepalese listed companies has unveiled compelling insights, indicating a profound impact
of strategic tax planning, project tax planning, and operational tax planning on their tax liabilities.
Furthermore, the mediating role of management efficiency emerges as a critical factor in shaping
the relationship between these strategic tax planning elements and the resultant tax outcomes.

The empirical evidence clearly demonstrates that strategic tax planning, characterized by long-term
decision-making aligned with favorable tax regulations, significantly influences the tax liabilities
of Nepalese listed companies. These organizations strategically position themselves to navigate the
intricate tax landscape, resulting in a tangible reduction in tax burdens.

Project tax planning, focusing on tailoring tax strategies to specific projects or investments, also
emerges as a key determinant of tax liability. The findings indicate that successful project tax
planning correlates with a considerable decrease in tax liabilities, showcasing its importance in
optimizing overall financial performance.

Moreover, the day-to-day operational tax planning practices within these companies exhibit a
direct impact on reducing tax liabilities. The continuous efforts to optimize tax outcomes in routine
transactions underscore the significance of operational tax planning in maintaining tax efficiency
over.

Crucially, the research highlights the mediating role of management efficiency in the relationship
between strategic tax planning, project tax planning, operational tax planning, and tax liability.
Effective management acts as the linchpin, ensuring that strategic decisions are translated into
operational actions, thus maximizing the positive impact of tax planning practices on overall tax
liability.

In conclusion, the interconnectedness of strategic tax planning, project tax planning, operational
tax planning, and management efficiency underscores the holistic nature of effective tax
management in Nepalese listed companies. These findings provide valuable insights for
businesses, policymakers, and scholars seeking to enhance their understanding of tax planning

34



The Mega Journal, Vol. 4 | Issue 1, 2025

dynamics in the context of Nepal, offering a foundation for informed decision-making and
strategic financial management.

Recommendations

Based on the robust findings highlighting the substantial impact of tax planning practices on tax
liability in Nepalese listed companies, it is strongly recommended that organizations strategically
integrate and prioritize strategic tax planning, project tax planning, and operational tax planning
into their financial management frameworks. Moreover, recognizing the pivotal role of
management efficiency as a mediator underscores the importance of fostering effective leadership.

To maximize the positive impact of tax planning on financial outcomes, it is recommended for
companies to:

. develop and implement long-term tax strategies aligned with favorable regulations to
proactively manage tax liabilities.

. tailor tax strategies to individual projects or investments, ensuring a nuanced approach to
tax planning that optimizes financial outcomes.

. emphasize ongoing, day-to-day operational tax planning practices to maintain tax
efficiency consistently.

. invest in management efficiency through leadership development programs to enhance
the translation of tax planning strategies into tangible financial results.

By incorporating these recommendations, Nepalese listed companies can enhance their financial
resilience, navigate regulatory challenges, and foster a competitive edge in the dynamic business
environment.

References

Akintoye, 1. R., Adegbie, F. F., & Onyeka-lheme, 1. (2020). Corporate income tax planning and
firm value: Evidence from Nigeria. International Journal of Economics and Finance,
12(3), 45-56.

Blaufus, K., Lorenz, D., Schwibe, A. N., & Sureth-Sloane, C. (2022). Tax planning and corporate
decision-making: A meta-analysis. Journal of Business Finance & Accounting, 49(7-8),
1225-1254.

Blouin, J., Gleason, C., Mills, L., & Sikes, S. (2014). Pre-empting disclosure? Firms’ decisions
prior to FIN 48. The Accounting Review, 89(6), 2089-2111.

Cao, W., & Xa, T. (2009). Tax avoidance and tax planning: International evidence. Journal of
Accounting Research, 47(5), 1023-1055.

Carisa, S., & Eddy, J. (2017). Tax avoidance and firm performance: Evidence from ASEAN
countries. Asian Journal of Finance & Accounting, 9(1), 110-130.

Chen, S., Chen, X., Cheng, Q., & Shevlin, T. (2019). Are family firms more tax aggressive than
non-family firms? Journal of Financial Economics, 95(1), 41-61.

Chen, Y., Tang, S., & Zhou, J. (2020). Management efficiency and tax planning: Evidence from
Chinese listed firms. China Journal of Accounting Research, 13(2), 145—-162.

Dammon, R. M. (2017). The tax consequences of financial policy. Journal of Finance, 42(2), 505—
513.

Desai, M. A., & Dharmapala, D. (2006). Corporate tax avoidance and high-powered incentives.
Journal of Financial Economics, 79(1), 145-179.

35



The Mega Journal, Vol. 4 | Issue 1, 2025

Feng, Z., Lin, T., & Sun, W. (2020). Management efficiency and tax aggressiveness: Evidence
from emerging economies. Emerging Markets Finance and Trade, 56(4), 711-726.

Ftouhi, K., & Ghardallou, W. (2020). Corporate tax planning and firm performance: Evidence
from emerging markets. International Journal of Economics and Financial Issues, 10(3),
204-214.

Ghimire, R. (2023). Tax planning practices in Nepal: An empirical analysis of listed companies.
Nepalese Journal of Management Research, 6(1), 55-70.

Graham, J. R. (2018). Taxes and corporate finance: A review. Review of Financial Studies, 16(4),
1075-1129.

Gupta, S., & Newberry, K. (1997). Determinants of the variability in corporate effective tax rates:
Evidence from longitudinal data. Journal of Accounting and Public Policy, 16(1), 1-34.

Hai-yan, L., & Zheng, X. (2021). Mediating effects of management efficiency on tax planning and
corporate value. Journal of Accounting Studies, 12(2), 88—104.

Handayani, D., Nugroho, A., & Saputra, 1. (2020). Management efficiency and corporate tax
liability: Evidence from Indonesia. Asian Economic and Financial Review, 10(9), 1025—
1039.

Henseler, J., Ringle, C. M., & Sinkovics, R. R. (2010). The use of partial least squares path
modeling in international marketing. Advances in International Marketing, 20, 277-320.

Jones, P., Brown, K., & Li, Y. (2020). Tax planning and wealth management: An international
perspective. Journal of International Accounting, 8(2), 95-112.

Khaowa, H., & Ghardallou, W. (2020). Tax avoidance, tax evasion, and tax planning: Conceptual
review. International Journal of Business and Economic Research, 9(2), 75-83.

Kim, H., Lee, J.,, & Park, S. (2021). Tax planning, management efficiency, and firm value:
Evidence from Korea. Asia-Pacific Journal of Accounting & Economics, 28(5), 512-532.

Lee, K., & Yoon, S. (2020). The effect of management efficiency on corporate tax burden. Journal
of Applied Accounting Research, 21(3), 489-505.

Ling, Z., Zhang, Y., & Zhou, L. (2020). Operational tax planning and financial reporting quality.
Accounting & Finance, 60(2), 1679-1702.

Martin, D., & Petrone, M. (2019). Strategic tax planning: Implications for corporate governance.
Journal of Financial Reporting and Accounting, 17(2), 289-305.

Mgammal, M. H., & Ismail, K. N. (2015). Corporate tax planning and firm value: Evidence from
Malaysia. International Journal of Economics and Finance, 7(3), 1-10.

Noor, R. M., Fadzillan, F., & Mastuki, N. (2010). Corporate tax planning: A study on corporate
effective tax rates of Malaysian listed companies. International Journal of Trade,
Economics and Finance, 1(2), 189—193.

Osebe, R., Otieno, S., & Nyaboke, E. (2019). Management efficiency and tax compliance among
SMEs in Kenya. African Journal of Business Management, 13(4), 123—133.

Piskunov, A., & Smagina, A. (2019). Management efficiency and financial performance: Evidence
from Eastern Europe. Journal of International Business Research, 18(2), 45-60.

Poudyal, S. (1998). Corporate tax planning practices in Nepal. Economic Journal of Development
Issues, 2(1), 75-90.

Putra, A., Syah, N., & Sriwedan, 1. (2018). Tax avoidance, planning, and corporate sustainability.
Journal of Applied Accounting Research, 19(4), 389-402.

36



The Mega Journal, Vol. 4 | Issue 1, 2025

Rashid, R., Rohaya, A., & Bardai, B. (2015). Tax planning and corporate governance: Evidence
from Malaysia. Asian Academy of Management Journal of Accounting and Finance,
11(1), 129-150.

Sahari, N., Hassan, R., & Ahmad, H. (2021). Mediating effect of management efficiency on tax
planning and financial performance. Journal of Contemporary Accounting, 3(1), 45-60.

Schwab, C., Schreiber, U., & Sureth-Sloane, C. (2022). Project-level tax planning and investment
efficiency. European Accounting Review, 31(4), 631-660.

Seidu, 1., Abdul-Razak, 1., & Mensah, E. (2023). Strategic tax planning and financial performance
of listed firms. Journal of Accounting and Finance in Emerging Economies, 9(2), 55-72.

Setyaningsih, R., Wijayanti, A., & Suryani, D. (2023). Operational tax planning and firm
performance: Evidence from Indonesia. Journal of Economics and Business Research,
29(1), 77-93.

Sivolapenko, N., & Sapozhnikova, A. (2020). Tax planning in modern organizations: Methods and
significance. Economic Annals, 65(225), 25-40.

Smith, A. (2018). Tax planning strategies in corporate finance. Journal of Taxation and
Regulation, 35(3), 210-225.

Soliman, M., & Ali, H. (2020). Management efficiency and tax planning: Empirical evidence from
emerging economies. International Journal of Accounting and Taxation, 8(1), 32—47.

Vello, A., & Martinez, J. (2014). Transfer pricing and corporate tax planning: Evidence from
multinational firms. International Review of Economics and Finance, 33, 27-44.

Vrzina, D. (2018). Effective tax rate as a measure of tax planning efficiency. Economic Research-
Ekonomska Istrazivanja, 31(1), 439—-454.

Wang, Q. (2018). Tax planning, management efficiency, and firm performance. Journal of
International Financial Management & Accounting, 29(3), 256-280.

Widuri, R., Suryanto, S., & Wibowo, A. (2020). Management efficiency and corporate tax

liability: Evidence from Southeast Asia. International Journal of Business and Society,
21(2), 633-650.

Xu, Y., & Zheng, H. (2018). Management efficiency and tax avoidance: Evidence from China.
Pacific-Basin Finance Journal, 51, 87-101.

Yuan, X., Li, Y., & Wu, J. (2021). Tax planning and firm performance: The mediating role of
management efficiency. Journal of Corporate Accounting & Finance, 32(6), 45-59.

Zaman, R., Jain, S., & Rahman, M. (2022). Tax planning, governance, and management efficiency:
International evidence. Accounting Forum, 46(3), 275-293.

Zhang, H. (2022). Operational tax planning and corporate performance. Journal of Business
Research, 139, 885-897.

Zhang, J., & Lv, M. (2020). Management inefficiency and tax liability: Evidence from China.
China Finance Review International, 10(2), 212-229.

37



The Mega Journal, Vol. 4 | Issue 1, 2025

Vol. 4 | Issue 1, 2025
DOI : https://doi.org/10.3126/tmj.v4i1.87438

From Transactions to Trust: How Service Quality Drives Customer
Satisfaction in Digital Banking

Surendra Mahato (Ph.D.)*
Assistant Professor
Nepal Commerce Campus
Tribhuvan University

email: usr.mahato@gmail.com
ORCHID:0000-0002-1065-0010

Shreekrishna Kharel(Ph.D.)?
Associate Professor

Tribhuvan University
email: kharelshreekrishna999@gmail.com

Corresponding Author: Shreekrishna Kharel

Received : April 22, 2025 Revised : June 26, 2025  Accepted : September 12, 2025

Abstract

This article seeks to examine the impact of quality of digital banking services on customer
satisfaction using quantitative research design with a mix of descriptive and analytical
approaches. A sample of 384 customers who used digital banking were selected and observed via
a survey using Structured Queries, the study measured seven dimensions of efficiency, system
availability, fulfillment, privacy, contact responsiveness and Website design. Results from the
multiple linear regression analysis also indicated that all dimensions do have positive and
significant effect on customer satisfaction. The strongest predictor was site design were the
strongest associated features as was contact. The availability of the system and its responsiveness.
Other things also sustained him: privacy, fulfillment and efficiency for starters. Findings
Confirmatory analysis of the E-S-QUAL model and the importance of secure, user-centered,
reliable digital encounters that enhance satisfaction, specifically in emerging markets.

Keywords: digital banking, service quality, customer satisfaction, website design, response time.
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Introduction

Online banking has revolutionized financial services delivery, and provided users alternative
solutions in managing their finances with improved efficiency, speed, and flexibility. With the
increasingly popular use of mobile applications, internet banking and automation system,
competing factor for banks have extended beyond the reach of only product offerings but also at
the level of digital services quality provided by each bank (Sasono et al., 2021). In this era of
digital expanding, customer satisfaction has been regarded as a KPI whose value is significantly
affected by different service quality perspectives (Kim et al., 2022).

The dimensions of service quality in digital banking the service quality has many components used
to determine customer’s perceptions. The current research aims at examining the impact of service
quality dimensions 8el including efficiency, system quality, fulfillment, privacy, Contact
responsiveness and website design- on customer satisfaction. Efficiency is an indicator of how
easily and quickly a customer can achieve his or her task online. System quality is defined as the
technical performance and dependability of the information system (Amin, 2016). Fulfillment
refers to accuracy and completeness of the rendering of service, while privacy is the extent to
which user data are protected a critical aspect in establishing trust online (Martinez-Navalon et al.,
2023).

It also includes contact and responsiveness, since customers are assuming to receive prompt
support and efficient attention as a way of communication to solve problems (Famiyeh et al.,
2018). Website structure, or the way in which text content is presented on a website, and visual
design can greatly influence navigation and user engagement (Holmgqvist et al., 2020). When the
service quality factors are maximized, they lead to customer satisfaction, loyalty and intention to
continue to use (Ambalov, 2021).

With growing reliance on internet in the banking industry, it becomes vital to explore the
interaction between service quality and customer satisfaction. This study investigates how such
service quality dimensions are combined to influence customer satisfaction in digital banking. In
this way, it seeks to contribute grounded knowledge with a view to guiding banks working on
improving the effectiveness, dependability and quality of their digital service offering.

Literature Review and Hypothesis Development
Efficiency and Customer Satisfaction

Efficiency refers to the ease and speed with which consumers can perform an online transaction
with minimum of effort. According to Zeithaml et al. (2002), effectiveness is the extent to which a
website can provide users with services, find useful information and perform tasks efficiently.
Similarly, Parasuraman et al. (2005) sort the competence as major ergonomic dimension in their
E-S-QUAL model. While many definitions focus on speed and efficiency, a few also involve
usability. The definition of the Zeithaml et al. (2002) is used that represents both technical
performance and the users’ perception, being appropriate to study low-cost filters in Nepal.

Customer satisfaction is the overall assessment a user makes of his/her digital banking experience
in that the offered services meet or do not meet their expected standards as this can be measured
across two dimensions, meeting alone needs and exceeding ones expectation. According to Kottler
and Keller (2009) it is the customer’s emotional reaction when perceived performance matches or
exceeds estimates. Oliver"1980: 37) depicts satisfaction as expression of needs fulfilled, while
Anderson and Srinivasan emphasize contentment with the online service. Definition is adopted
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from Kottler and Keller (2009) that able to measure the quality of service outcome through
perceptions expectations.

Efficiency in digital banking is widely perceived as a high contributor to customer satisfaction.
Perceived efficiency results in greater satisfaction (Yoon, 2010). Siddiqgi (2011) also found that
efficiency is a mediating factor between satisfaction and performance in the retail banking market.
Jun and Palacios (2016) reaffirmed the importance of efficient processing and low response times
in shaping positive user experiences.

These variables are theoretically related to one another. The E-S-QUAL model (Parasuraman et
al., 2005) regards efficiency as the most important aspect of online service quality. Satisfaction is
a result from the performance of service meeting expectations: (Oliver, 1980) Expectation-
Confirmation Theory. Moreover, the Technology Acceptance Model (Davis, 1989) indicates that
perceived ease of use is indeed associated with efficiency and that it influences user acceptance
and satisfaction.

However, some research findings indicate that efficiency may not be the only factor at play trust
levels or responsiveness might more strongly weigh in than efficiency to older and less
technology-savvy users (Joseph et al., 1999). And there are few studies that discuss this
relationships in the context of Nepal digital banking where infrastructure and user experience may
not be comparable to some western countries. Thus, following hypothesis was formulated:

H1: Efficiency has a significant effect on customer satisfaction.
System Availability and Customer Satisfaction

System availability indicates the capability and actual use of some online systems by users for
transactions without any hindrances or mistakes. Zeithaml et al. (2002) describe it as the degree the
system works when it is needed. Parasuraman et al. (2005) through the E-S-QUAL model identify
system availability, system error, and system recovery as primary performance indicators of
system service. This paper uses their definition for it incorporates both technical aspects and users’
opinions, which is vital for assessing service quality in the banking industry in Nepal.

Customer satisfaction is the evaluation made by the user based on the banking service. It arises due
to the discrepancy between the expectations and the actual service performance (Kottler & Keller,
2009). In the digital framework, Anderson and Srinivasan (2003) highlight satisfaction as the level
of approval attained by the client with the offered online services. This study uses the definition of
Kottler and Keller (2009) due to the focus on expectation performance gap.

The connection between system availability and customer satisfaction is a phenomenon that readily
exists synonymously. For instance, a stable and always open system/systems is/are a portable user
experience realization, and an upgraded system with smooth user experience corresponds with
higher satisfaction. Yoon (2010) found that users’ dissatisfaction with mobile banking is related to
branch banking service failures. Al-Hawari and Ward (2006) argued that system dependability is a
factor of customer loyalty and attrition. This is inline with E-S-QUAL model and Expectation-
Confirmation Theory (Oliver, 1980) suggesting that satisfaction augmentation from meeting
customer expectations is one service satisfaction affirmation. Davis’ Technology Acceptance
Model (1989) does indicate that system dependability users’ perception of usefulness and
satisfaction.

Joseph et al. (1999) show that trust or responsiveness might, in some cases, overcome system
availability as a factor of user satisfaction, these conclusions are often made within less connected
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paradigms. This suggests a gap e, specifically in Nepal, where users’ behavior and technological
enhancement may determine retention and service satisfaction relationship. Thus, the following
hypothesis was formulated.

H2: System availability has a significant impact on customer satisfaction.
Fulfillment and Customer Satisfaction

In digital banking, fulfillment refers to the degree that a service meets these claims, especially in
terms of transaction predictability, efficient and timely service delivery, and completion of the
transaction (Zeithaml et al., 2002; Santos, 2003). In an elIservices environment, fulfillment is
basic centre piece of service quality which affect customer perceptual value and trust on the system
(AllJHawari & Ward, 2006).

In digital banking, customer satisfaction in alludes the customer judgment on the bank experience
and based its performance perception of provided service upon a certain predetermined expectation
(Oliver,1980). As activities are conducted in the digital space, satisfaction refers to emotional
responses with respect to system being found usable, secure and responsive (Anderson &
Srinivasan, 2003). It is a reliable determinant of customer retention, loyalty and advocacy.

Previous studies have shown that satisfaction has a significant positive impact on customer
satisfactions in online and digital banking services. For example, Swaid and Wigand (2009)
fulfillment has a great influence on satisfaction in online financial transactions; and Tanjuakio &
Ferratt Jr (2011) found its significance among services that have high involvement like banking
while Jun and Palacios (2016). Yoon (2010) also supported that this satisfying factor, the fast,
proper service offering is a satisfaction enhancer in online services.

The relationships are drawn from Expectation-Confirmation Theory (ECT) whereby satisfaction
from the service is perceived when the output meets or exceeds expectation (Oliver, 1980) or in
the case of the E-S-QUAL model (Parasuraman et al., 2005), confirmation is one of its underlying
dimensions which predicts satisfaction and loyalty.

Nonetheless, some studies emphasize contextual nuances in the face of commonalities affirmed.
For example Ladhari (2010) claims that in certain occupations, satisfaction is a result of being
responsive rather than fulfilling. Another reason is that there’s relatively less discussion around
‘fulfillment’ from emerging countries such as India with its own unique issues of infrastructure
and digital literacy, which could impact service expectations.

In this context, satisfaction is ascribed major influence on customer satisfaction; a cornerstone of
perceived service quality in digital banking. Theoretical frameworks and statistical evidence
confirm its importance, consequently emphasising its place among satisfaction results of
technology-mediated financial services. Thus, following hypothesis was proposed:

H3: There is a significant impact of fulfillment on customer satisfaction.
Privacy and Customer Satisfaction

In the realm of online banking, privacy is effectively the separation and protecting shield between
personal information and unauthorized individuals trying to gain access to it. This includes
controlling, encrypting and not respecting end user privacy (Parasuraman et al, 2005; Santos,
2003). In the digital context, trust and risk perception of user cause mutual service utilisation to
thrive (Yoon, 2010).
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Consumer satisfaction is the overall evaluation of consumers towards how well a service provides
results that compare to their expectations (Oliver, 1980). in the realm of digital banking, refers to
levels of satisfaction with the service quality dimensions that pertain to availability, speed and
safety of information (Anderson & Srinivasan, 2003).

Earlier works have addressed privacy, but with differtnt beliefs and rationales. Zeithaml et al.,
(2002), on the one hand, considers privacy as data protection mechanism and for controlling
information), Yousafzai et al. In the latter model, privacy is defined as in E-S-QUAL model
(incl...(Parasuraman et al., 2005)) since it focuses on the banking domain and includes privacy as a
core dimension of e-service quality.

Privacy and satisfaction The relationship between privacy and subjective well-being has been
investigated extensively. The greater the sense of privacy or data protection people have, the more
they trust service (Chellappa & Sin, 2005; Flavian & Guinaliu, 2006) and are satisfied. The papers
by Swaid and Wigand (2009) and Shankar et al. (2003) depicts that the extent to which privacy is
perceived by a consumer affects the customer satisfaction of digital offerings.

According to Oliver's (1980) Expectation-Confirmation Theory, satisfaction is based on
expectation, of which privacy is a pre-use expectation. This association is in line with the Social
Exchange Theory (Blau, 2017) as the user weighs her/his cost-benefit assessment of value and risk
i.e. data breach etc.

However, certain contextual issues are still unresolved. While low frequency of data protection
and privacy knowledge may constrain the impact of privacy on satisfaction in some emerging
economies (Ladhari, 2010). This increases the relevance of examining local perceptions of privacy
in digital banking. Thus, it can be hypothesed as:

H4: There is a significant impact of privacy on customer satisfaction.
Contact and Customer Satisfaction

In the realm of digital banking, contact is described as how and with what quality customers
interact with their bank in service encounters. This encompasses your customer service avenues,
including live chat, email support, hotline blower options and chatbots. Efficient contact systems
are an important part of conducting business - whether to discuss transaction errors, report
technical problems or ask some questions. Parasuraman et al. (2005) highlight the fact service
touch is not only about access, but also the nature of relationship which is forged during access to
services. In an online banking environment, customer issues being resolved in a timely manner
play a crucial role in how reliable and serious it is about their customers.

Customer satisfaction Customer satisfaction is the degree to which a product or service performs
compared with the customer’s expectations (Oliver, 1980). In a digital banking context,
satisfaction is influenced not only by reliability and security of the human-computer systems but
also in the degree to which customer support facilitates the service encounters (Anderson &
Srinivasan, 2003). When users encounter problems like payment failure or app error, timely,
effective communication greatly impacts their impression of the bank’s credibility and customer
centric approach.

Empirical researches have also emphasized itself as a crucial variable influencing satisfaction.
Central to the success of online service is responsiveness and availability of support (Santos,
2003). Among others, Jun and Palacios (2016) point out that the direct effects of convenient
modalities on satisfaction and trust in respect to mobile banking. Even in the context of extensive
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automation Joseph et al. (1999) argue that relationship strength with customers is dependent on
i®strong; human contact.

The relationship between encounter and satisfaction is based on Expectation]Confirmation
Theory (ECT), which defines that if customer's expectations regarding support are met or
exceeded, this leads to satisfaction (Oliver, 1980). Similarly, Service Encounter Theory (Bitner et
al., 1990) highlights the importance of interactional experiences in influencing customer’s
perceptions, supporting contact as a major touchpoint to building satisfaction.

However, studies on this association in developing countries are few. Differences in digital
literacy and cultural norms may impact consumer needs. For example, digital native buyers may
seek self-service and other trustless methods, yet all others may find comfort in direct human
interaction (Ladhari, 2010). Hence, more contextualized research is needed to know how contact
affects satisfaction in various digital banking contexts. Thus, following hypothesis was proposed:

HS: There is a significant impact of contact on customer satisfaction.
Responsiveness and Customer Satisfaction

Responsiveness refers to the promptness and level of service with which providers address client
questions and problems. Parasuraman et al. (1988) considers it to be the preparedness to help the
fans of service. Zeithaml et al. (2002) in another of their works also highlights the importance of
quick response?2 especially in online contexts. Zeithaml, Parasuraman and Malhotra (2000) In this
study, Zeithaml et al. 's definition is applied, as for digital banking it should be instant digital
reply.

One of the quantifiers of customer expectations disconfirma-tion is customer satisfaction; in an
Internet banking, this Also represents users' degree of utilization they have from the system
(Oliver, 1980). In digital banking this user satisfaction (responsivenes, delays and generally all
system interactions and the moments provided to the user in a overall yet interesting and exciting
experience) is your value added to the service. Jun and Cai (2001), Ho and Lin (2010) also
supported user responsiveness as an important satisfaction determinant in online banking.

This association is supported by Expectation-Confirmation Theory (Oliver, 1980) where
satisfaction is derived not merely from offer but also fulfillment of the expectations in relation to
service related dimensions like being attended on time. However, other work also show that even
less personal or machine-generated response impact on the perception of quality (Santos, 2003)
and show how important it is to attend to the personalization of the response. Thus, it can be
hypothesized as:

H6: There is a significant impact of responsiveness on customer satisfaction.
Web Design and Customer Satisfaction

Web design refers to the visual appearance, ease of use, navigation and overall quality of interface
of a bank Web site or an app that has than an impact on user experience (Zeithaml et al., 2002; Ho
& Lin, 2010). Now, you're considering things like whether or not a website is easy to navigate,
looks good and responds correctly; all of which can be dealbreakers for smooth online business as
well.

Customer satisfaction is the users’ cognitive and affective evaluation of service performance in
relation to set expectations (Oliver, 1980). Satisfaction is further increased through good web
design, as they make banks” web pages more fun and user-friendly (Szymanski & Hise, 2000).
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Studies consistently find a direct relationship between design and satisfaction. Online banking
satisfaction, clarity, navigation Cyr (2008) as well as Yang et al. (2005) underscore the function of
design in establishing trust and trustworthiness. The Technology Acceptance Model (TAM)
describes this through a relationship between perceived ease of use and usefulness under-pinned
by web design with higher satisfaction and acceptance (Davis, 1989). Likewise, Expectation-
Confirmation Theory (ECT) posits that satisfaction occurs when design fulfils user expectations
(Bhattacherjee, 2001).

However, differences in user preferences based on age, culture and digital literacy indicate that
affect of web design on satisfaction may vary across settings (Bressolles et al., 2014). This

research fills this gap by examining these issues in a developing country context. Thus, following
hypothesis was proposed:

H7: There is a significant impact of web design on customer satisfaction.
Conceptual Framework
Figure 1. Conceptual Framework
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M ethodology

This study empirically employs a quantitative research design that takes on both descriptive and
analytical strategies to investigate digital banking service quality. The descriptive analysis offered
an examination of specific dimensions of service quality such as efficiency, system availability,
fulfillment, privacy, contact, responsiveness and website design. The application of the analytical
method examined the casual relationships between these dimensions, customer satisfaction and
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also tested the hypotheses. The data were gathered through self-line questionnaires and ethical
standards in research process, such as privacy of information participants and obtaining informed
consent.

The research hundred percent focused on digital active bank users including not only professional
but also self-employed and students. A total of 384 participants were selected using convenience
sampling. Sampling and recruitment were made through social media and digital banking user
groups. The questionnaire was developed in Google Forms and included Likert-scale items for
service quality dimensions, customer satisfaction and demographic questions designed to generate
background information of the respondents.

Statistical analysis was performed by means of Microsoft Excel and SPSS. Means, percentages
and standard deviations were used to descriptively summarize respondent profiles and key patterns.
To investigate the influence of service quality dimensions against customer satisfaction, multiple
regression analysis was utilized and hypotheses were tested at 5% significant level. Based on a
pilot study and Cronbach’s alpha, instrument reliability was measured. All the measurement items
were modified from previous studies to secure content validity.

Data Analysis and Results
Table 1. Demographic Profile of Respondents

Variable Category Frequency (n) Percentage (%)
Gender Male 212 53%
Female 188 47%
Age 18-25 years 144 36%
26-35 years 164 41%
3645 years 60 15%
46 years and above 32 8%
Education Higher Secondary or Below 36 9%
Bachelor's Degree 216 54%
Master's Degree or Higher 148 37%
Occupation Student 76 19%
Employed 184 46%
Business 104 26%
Others (Freelancers) 36 9%
Frequency of Digital Banking Use Daily 216 54%
2-3 times per week 84 21%
Once a week 76 19%
Rarely 24 6%
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Participants had a roughly equal proportion of male (53%) and female (47%) respondents. Most
(41%) were between 26 and 35 years old, while other age groups included 36% (18 to 25 years),
15% (36 to 45 years) or smaller proportions of the sample being aged over / under 46 years. For
educational background, more participants received a bachelor degree (54%), followed by
participants with master or above degrees (37%) and those graduated from high school or below
(9%). Among occupations; 46% were white- collared workers; 26% self-employed; 19% students
and 9 freelancers. Patterns of digital banking use showed that more than half the respondents (54
percent) used them daily, compared with 21 percent two to three times a week, 19 percent once a
week and six percent not very often.

Table 2. Reliability Analysis

Construct Cronbach's Alpha (o)
Efficiency 0.78
System Availability 0.82
Fulfillment 0.76
Privacy 0.78
Contact 0.74
Responsiveness 0.87
Website Design 0.80
Customer Satisfaction 0.76

The internal consistency of the measurement instruments was measured with Cronbach’s alpha (o)
for each construct. All constructs showed good internal consistency, as indicated by a values
higher than the threshold of 0.70 [38]. Efficiency (o = 0.78), system availability (o = 0.82),
fulfillment (a = 0.76), privacy (o = 0.78), contact (a = 0.74), responsiveness (a = 0.87), website
design (oo = 0.80) and customer satisfaction a= (0.76) showed satisfactory reliability as well as the
acceptability of the scales for further statistical analysis).

Table 3. Pearson Correlation Matrix

Constructs E SA F P C R WD CS
E 1

SA 642%% ]

F 625%*%  659*%* ]

P S96%* 624%*  6T71** 1

C S508%*%  S537xx 552%%  563%* ]

522%%  553%*  558F*  541%*%  637** 1
WD 653*%%  627%%  636**  .608*%*  S518**  532%* 1
CS 698%*% 667 685FF  641**  507**  521%*F  685%* 1
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Table 3 contains the Pearson correlation coefficients of eight constructs namely Efficiency (E),
System Availability (SA), Fulfillment (F), Privacy (P), Contact (C), Responsiveness (R), Website
Design (WD), and Customer Satisfaction (CS). The purpose of the correlation analysis was to
determine the strength and the direction of the relationships between the constructs.

It can be noticed that the highest correlation was between Efficiency (E) and Customer Satisfaction
(CS) at 0.698. This means that the more efficient a system is, the more satisfied a customer is. It
was also noted that System Availability (SA) was positively correlated with CS at 0.667, indicating
that the systems which satisfy the users must be dependable and available without breaks. The
same can be said of Fulfillment (F) which was positively correlated with CS at 0.685. This
suggests that if we exceed the customer’s expectation, we will be able to greatly satisfy them.

Privacy (P) positively correlated with CS at 0.641, indicating that customer’s trusts which are built
from a certain level of privacy are still important, though less important than Efficiency and
System Availability. Contact (C) positively correlated to CS at 0.507 and Responsiveness (R) at
0.521, suggesting that a certain level of effective communication and timely responding is crucial,
though not dominant, in shaping satisfaction. In the end, Website Design (WD) was also positively
correlated with CS at 0.685, indicating that a website which is not complex and handy satisfies
users, thus enhancing their experience.

Table 4. Regression Co-efficient of Service Quality and Customer Satisfaction

Unstandardized Coefficients  Standardized Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 0.395 0.050 7.900 0.000
Efficiency 0.152 0.053 0.148 2.87 0.004
System Availability 0.194 0.050 0.203 3.88 0.000
Fulfillment 0.158 0.048 0.131 3.29 0.001
Privacy 0.172 0.044 0.071 3.91 0.000
Contact 0.195 0.047 0.098 4.15 0.000
Responsiveness 0.185 0.043 0.199 4.30 0.000
Website Design 0.221 0.046 0.235 4.80 0.000

a. Dependent Variable: Customer Satisfaction

Source: SPSS, 21

Multiple linear regression analysis was conducted to examine the impact of seven service quality
dimensions of efficiency, system availability, fulfillment, privacy, contact, responsiveness and
website design on customer satisfaction with the concept of digital banking.

As can be seen from Table 4, all predictors had statistically significant positive unstandardized
coefficients (B). These B values represent the anticipated change in customer satisfaction for a
one-unit increase in the each service quality dimension while holding the impact of other variables
constant. Website design (B = 0.221, t = 4.80, p < .001) was identified as having the biggest
impact, which shows that a one-unit increase of Website Design led to a 0.221 points gain in
customer satisfaction.
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Contact (B=0.195,t=4.15, p <.001) and System Availability (B =10.194, t=3.88, p <.001) also
had significant positive impacts with every unit increase in each dimension improving satisfaction
by 0.195 and 0.194 points, respectively. Responsiveness (B = 0.185, t = 4.30, p < .001) was
another significant predictor, which implies that speed of response adds 0.185 points to satisfaction
for every unit increase. Privacy (B =0.172,t=3.91, p <.001) and Fulfillment (B = 0.158, t =3.29,
p = .001) were also significant and added 0.172 and 0.158 points, respectively. Efficiency (B =
0.152, t = 2.87, p = .004) had the smallest, yet still significant positive impact which was 0.152
satisfaction points for each one increase in efficiency.

Discussion and Conclusion

This study shows that all seven service quality dimensions: efficiency, system availability,
fulfillment, privacy, contact, responsiveness, and website design, have a positive influence and
effect on customer satisfaction with regard to digital banking services. This means that customer
satisfaction is not solely dependent on the digital services system’s functionality. Their emotional,
social, and experiential expectations are met and fulfilled as well.

In the context of the E-S-QUAL model (Parasuraman, Zeithaml, & Malhotra, 2005), the efficiency,
system availability, and fulfillment components of service quality demonstrate and prove the
importance of serving as primary building blocks of electronic service quality. System availability
serves as a proxy to capture the importance of providing constant and reliable access and access,
while fulfillment evaluates the system’s ability to perform the services and perform the services in
a timely manner. It has been shown that meeting these functional expectations has a positive
impact on customer satisfaction (Zeithaml et al., 2002; Santos, 2003; Shim et al., 2021).

In relation to the Expectation-Confirmation Theory (Oliver, 1980), privacy, contact, help,
responsiveness, and the design of the site satisfaction touches the various levels of the ECT
configuration which states service performance is better than what the customer expected. ECT
satisfaction, in this instance, digital, the private data should be protected, contact and assistance is
provided, responsive is answered in which query is answered, and the design of the site is pleasing
and easy to use. When these phases of relations and experience are well executed, customer
satisfaction increases (Bhattacherjee, 2001; Liao & Cheung, 2008).

While Zeithaml et al. (2002) and Amin (2016) studies showing that effectiveness, system
availability, accomplishment, and privacy are positive factors resonate, contact and site design
illustrate the directional shift of focus to developed in experience and relations, and, to an even
greater extent, in developing countries like Nepal. In regions of the world where, in Nepal, digital
and infrastructural developments are basic, the customer might appreciate basic support service
and user-friendly interface (Yoon, 2010; Al-Hawari & Mouakket, 2012).

The descriptive results illustrated that customers tended to have positive perceptions on all the
dimensions of the service, with the highest rating of positivity on efficiency, followed by system
availability and system fulfillment. The scores on privacy, contact and responsiveness, while also
being evaluated positively, were lower, indicating that there is room for focused improvement. The
subsequent quantitative analysis also confirmed that all seven dimensions of service quality were
positively associated with customer satisfaction. Regression analysis showed that the most
powerful predictor was website design, followed by responsiveness and system availability. This
underscores the need for investment in user-friendly design of websites and other digital systems,
professional and prompt assistance to users, and dependable system performance.
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Even though contact and privacy were less influential in the regression analysis, they are still
important for obtaining and maintaining trust by communicating and managing data in a
safeguarded manner. Fulfillment and efficiency also remain important as they pertain to the
customer expectation of rapid and accurate processing of transactions.

As summarized above, the findings support the contours of the digital service quality discussed in
the E-S-QUAL framework and also point out that operational performance by itself is not enough
to keep customers satisfied. Along with satisfaction, the emotional aspect, ease of use, and trust
elements are also very important. For digital banking service providers, the conclusions are
unambiguous: strategic priorities must include enhanced website design, improved responsiveness,
and high system availability. At the same time, systematic delivery of high performance across all
service quality dimensions is crucial to building, enhancing, and sustaining customer trust, loyalty,
and competitive differentiation in the digital banking industry.

In summation, the present study contributes to the body of knowledge and showcases practical
implications by triangulating functional, emotional, and relational dimensions of service quality in
the realm of digital banking. Especially in developing regions, the customer is best served with a
balanced approach that combines sustained functional performance with responsive, secure, and
articulated customer interactions that yield trust and sustained engagement.

Implications

The E-S-QUAL Extension emphasizes both functional and experiential satisfaction drivers
confirming the framework’s pertinence in emerging markets. Such dimensions includes: functional
(efficiency, system availability, fulfillment) and experiential (privacy, contact, system
responsiveness, web environment design). The ECT Integration Approach confirms an incremental
satisfaction gain from fulfillment of and/or expectations set for all service dimensions. The
Human-Centered Shift underscores increasing theoretical focus on adoption and user support
elements of digital banking.

References

Amin, M. (2016). Internet banking service quality and its implication on e-customer satisfaction
and e-customer loyalty. International Journal of Bank Marketing, 34(3), 280-306.

Siddiqi, K. O. (2011). Interrelations between service quality attributes, customer satisfaction and
customer loyalty in the retail banking sector in Bangladesh. International Journal of
Business and Management, 6(3), 12-36.

Al-hawari, M. A., & Mouakket, S. (2012). Do offline factors trigger customers' appetite for online
continual usage? A study of online reservation in the airline industry. Asia Pacific Journal
of Marketing and Logistics, 24(4), 640-657.

Al-Hawari, M., & Ward, T. (2006). The effect of automated service quality on Australian banks'
financial performance and the mediating role of customer satisfaction. Marketing
Intelligence & Planning, 24(2), 127-147.

Anderson, R. E., & Srinivasan, S. S. (2003). E-satisfaction and e-loyalty: A contingency
framework. Psychology & Marketing, 20(2), 123-138.

Bhattacherjee, A. (2001). Understanding information systems continuance: An expectation-
confirmation model. MIS Quarterly, 351-370.

Bitner, M. J., Booms, B. H., & Tetreault, M. S. (1990). The service encounter: Diagnosing
favorable and unfavorable incidents. Journal of Marketing, 54(1), 71-84.

Blau, P. (2017). Exchange and power in social life. Routledge.

49



The Mega Journal, Vol. 4 | Issue 1, 2025

Chellappa, R. K., & Sin, R. G. (2005). Personalization versus privacy: An empirical examination
of the online consumer’s dilemma. Information Technology and Management, 6(2), 181-
202.

Cyr, D. (2008). Modeling web site design across cultures: relationships to trust, satisfaction, and e-
loyalty. Journal of Management Information Systems, 24(4), 47-72.

Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user acceptance of
information technology. MIS Quarterly, 319-340.

Flavian, C., Guinaliu, M., & Gurrea, R. (2006). The role played by perceived usability, satisfaction
and consumer trust on website loyalty. Information & Management, 43(1), 1-14.

Ho, C. T. B., & Lin, W. C. (2010). Measuring the service quality of internet banking: scale
development and validation. European Business Review, 22(1), 5-24.

Martinez-Navalon, J. G., Fernandez-Fernandez, M., & Alberto, F. P. (2023). Does privacy and
ease of use influence user trust in digital banking applications in Spain and
Portugal?. International Entrepreneurship and Management Journal, 19(2), 781-803.

Joseph, M., McClure, C., & Joseph, B. (1999). Service quality in the banking sector: the impact of
technology on service delivery. International Journal of Bank Marketing, 17(4), 182-193.

Jun, M., & Cai, S. (2001). The key determinants of internet banking service quality: a content
analysis. International Journal of Bank Marketing, 19(7), 276-291.

Jun, M., & Palacios, S. (2016). Examining the key dimensions of mobile banking service quality:
an exploratory study. International Journal of Bank Marketing, 34(3), 307-326.

Bressolles, G., Durrieu, F., & Senecal, S. (2014). A consumer typology based on e-service quality
and e-satisfaction. Journal of Retailing and Consumer Services, 21(6), 889-896.

Kottler, P., & Keller, K. L. (2009). Marketing management. Jakarta: Erlangga.

Ladhari, R. (2010). Developing e-service quality scales: A literature review. Journal of Retailing
and Consumer Services, 17(6), 464-477.

Ambalov, I. A. (2021). An investigation of technology trust and habit in IT use continuance: a
study of a social network. Journal of Systems and Information Technology, 23(1), 53-81.

Liao, Z., & Cheung, M. T. (2008). Measuring consumer satisfaction in internet banking: a core
framework. Communications of the ACM, 51(4), 47-51.

Famiyeh, S., Asante-Darko, D., & Kwarteng, A. (2018). Service quality, customer satisfaction, and
loyalty in the banking sector: The moderating role of organizational culture. International
Journal of Quality & Reliability Management, 35(8), 1546-1567.

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of satisfaction
decisions. Journal of Marketing Research, 17(4), 460-469.

Parasuraman, A. B. L. L., Zeithaml, V. A., & Berry, L. (1988). SERVQUAL: A multiple-item scale
for measuring consumer perceptions of service quality. 1988, 64(1), 12-40.

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005). ES-QUAL: A multiple-item scale for
assessing electronic service quality. Journal of Service Research, 7(3), 213-233.

Yang, Z., Cai, S., Zhou, Z., & Zhou, N. (2005). Development and validation of an instrument to
measure user perceived service quality of information presenting web portals. Information
& Management, 42(4), 575-589.

Shim, J. M., Lee, W. S., Moon, J., & Song, M. (2021). Coffee shop corporate social responsibility
(CSR) and reuse intention using triple bottom line theory. British Food Journal, 123(12),
4421-4435.

Kim, C., Yan, X., Kim, J., Terasaki, S., & Furukawa, H. (2022). Effect of consumer animosity on
boycott campaigns in a cross-cultural context: Does consumer affinity matter? Journal of
Retailing and Consumer Services, 69, 103123.

50



The Mega Journal, Vol. 4 | Issue 1, 2025

Sasono, 1., Jubaedi, A. D., Novitasari, D., Wiyono, N., Riyanto, R., Oktabrianto, O., ... & Waruwu,
H. (2021). The impact of e-service quality and satisfaction on customer loyalty: Empirical
evidence from internet banking users in Indonesia. Journal of Asian Finance, Economics
and Business, 8(4), 465-473.

Santos, J. (2003). Ellservice quality: a model of virtual service quality dimensions. Managing
Service Quality: An International Journal, 13(3), 233-246.

Swaid, S. 1., & Wigand, R. T. (2009). Measuring the quality of e-service: Scale development and
initial validation. Journal of Electronic Commerce Research, 10(1), 13-28.

Szymanski, D. M., & Hise, R. T. (2000). E-satisfaction: an initial examination. Journal of
Retailing, 76(3), 309-322.

Holmgqvist, J., Wirtz, J., & Fritze, M. P. (2020). Luxury in the digital age: A multi-actor service
encounter perspective. Journal of Business Research, 121, T47-756.

Yoon, C. (2010). Antecedents of customer satisfaction with online banking in China: The effects of
experience. Computers in Human Behavior, 26(6), 1296-1304.

Zeithaml, V. A., Parasuraman, A., & Malhotra, A. (2000). 4 conceptual framework for
understanding e-service quality: Implications for future research and managerial
practice (Vol. 115). Cambridge, MA: Marketing Science Institute.

Zeithaml, V. A., Parasuraman, A., & Malhotra, A. (2002). Service quality delivery through web
sites: a critical review of extant knowledge. Journal of the Academy of Marketing
Science, 30(4), 362-375.

Yousafzai, S. Y., Pallister, J. G., & Foxall, G. R. (2003). A proposed model of e-trust for electronic
banking. Technovation, 23(11), 847-860.

Shankar, V., Smith, A. K., & Rangaswamy, A. (2003). Customer satisfaction and loyalty in online
and offline environments. International Journal of Research in Marketing, 20(2), 153-
175.

51



The Mega Journal, Vol. 4 | Issue 1, 2025

Vol. 4 | Issue 1, 2025
DOI : https://doi.org/10.3126/tmj.v4i1.87439

Silent Persuasion and Empowerment of Republican Motherhood
in Freeman'’s The Revolt of 'Mother’
Deepa Silwal
email: silwaldeepika7@gmail.com

English Lecturer
Nepal Mega College, Babarmahal, Kathmandu

Received : May 2, 2025 Revised : July 13, 2025  Accepted : September 12, 2025

Abstract

Mary E. Wilkins Freeman’s ‘The Revolt of ‘Mother’ presents a compelling portrayal of Republican
Motherhood through the character of Sarah Penn, whose quiet resistance within the domestic
sphere powerfully challenges patriarchal authority and unjust social norms. Drawing upon the
notion of revolutionary spirit within Republican Motherhood, this paper explores how Sarah Penn,
the female protagonist in Mary E. Wilkins Freeman’s “The Revolt of ‘Mother’", uses the silent
persuasion of Republican motherhood to legitimize female rebellion, reveal her political agency,
and redefine traditional female roles. Referring to resistance, this paper examines how this
resistance comes to Sarah Penn, what leads her to become a revolting mother, and how she gains
a new insight to fight for her rights. In doing so, this paper, scrutinizing the representation of
rhetoric of justice, right, and democracy intermingled within the text, provides a new insight to
look at the female’s position in family and society who can persistently contribute to social change.

Keywords: Republican motherhood, domestic resistance, silent persuasion, empowerment
Introduction

Mary E. Wilkins Freeman’s short story The Revolt of Mother explores how a woman’s silent
resistance within the domestic sphere becomes a persuasive expression of Republican Motherhood.
Freeman illustrates a subtle yet powerful conformation of patriarchal authority through the
character Sarah Penn with her transition from long-submissive wife to morally assertive figure—
mostly notable when she relocates her family into the new barn without her husband’s consent.
With this act, she implies rhetorical action to exemplify the political ideals of Republican
Motherhood, a concept that emerged after the American Revolution of the eighteenth century,
which took women as moral guides responsible for shaping the values of future citizens. Despite
the interruptions and limitations, these empowered women subtly guided the families by shaping
the moral values and responsibilities, and influencing the male members to ensure moral
reformation and fair practices. This subtle but powerful influence of mothers through domestic
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education and moral guidance can be defined as the silent persuasion of the Republican Mother.
This article argues that in Freeman’s The Revolt of Mother, Sarah Penn embodies the empowered
Republican Mother whose silent persuasion functions as a rhetorical strategy to resist patriarchal
dominance and promote justice within the domestic realm.

Literature Review

Many scholars have addressed Sarah Penn of the Freeman’s The Revolt of Mother as a strong,
proactive, and transformative figure, while few others have critiqued how her final act helped to
subvert the existing gender structure. For instance, The Revolt of Mother by Freeman is a serious
critique of patriarchal structures where Sarah Penn’s act of moving into the barn symbolizes a
powerful appropriation and transformation of male-dominated space, reflecting a woman’s
assertion of authority within inherited social and discursive frameworks (Church, 1990). Similarly,
Cutter (1991) highlighted Sarah as a robust heroine who overcame the subordinate status in the
patriarchal society, and Tritt (2004) stated that Freeman’s portrayal of Sarah as a brave, proactive
figure, who initiates significant changes in the family, undermines gender stereotypes, paralleling
her bold act with the biblical Sarah's assertiveness. Using strong fairy-tale themes and tropes,
Freeman’s work not only challenges the traditional gender boundaries but also highlights the
transformative power of feminine authority (James, 2006). Further, Toler (2007) depicted Sarah as
an unconventional woman who has abandoned the prescribed role of a traditional woman, and with
her action, Sarah demanded the redefinition of the female’s role within the household. According
to Garvey (2009), the story offers a key perspective on the role of rural motherhood, which
emphasizes the tension between traditional domestic roles and the financial pressure of farm life.
In addition, Denmak (2020) studied the study as the dialectical revolt of the mother. He argues that
the protagonist of Freeman’s story gains empowerment by redefining and claiming new space for
herself. All these critical research have focused more on the character’s transformation from the
passive to proactive agency. Despite these studies, there is still a lack of scholarship on how
Freeman’s protagonist is inspired and motivated for her silent rebellion action, and why she chose
a silent struggle for dignity and justice within the family to eliminate the broader tension between
gender roles and moral responsibility within family life. Therefore, this paper aims to address the
gap of how the resistance comes to Sarah Penn, and how she uses the silent persuasion of
Republican motherhood to legitimize female rebellion within the domestic sphere.

Theor etical Framework

This paper draws on the notion of ‘Republican motherhood’, a belief that mothers are in charge of
instilling republican values in their offspring. In general, Kerber (1976) examined the women of
the American Republic—the republican mothers—and their intended roles during the American
Revolution period. She means Republican philosophy apparently integrated mothers’ political and
domestic behavior and reluctantly established their position in politics. Claiming how the ideology
influences the women’s political socialization process, Kerber takes the Republican Mother as a
tactic to combine domesticity with politics (p. 203). Instead of just conducting domestic
responsibilities, these mothers set off to pass the values of morality and civic duty to both their
children and spouses. The mother served a political role by raising patriotic children and governing
the family to be a virtuous American citizen. According to Kerber, these women’s commitment to
instructing civic virtues to their sons made them criticize and even correct their husbands for their
transgression from it. Their place in the home and the political sphere got a new shape, which
measured their domestic duties as important tools of politicization and socialization (Bell, 2005).
Rendall (1985) also affirmed the notion of Republican Motherhood as a way to tie public and
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private responsibilities of women. Further, Zaggarri (1992) claimed that Republican motherhood
crafted an innovative political role for women while preserving the conventional gender
stereotypes. Through such actions, women empowered themselves with an independent and
initiative role.

Along with their involvement in the domestic sphere, these mothers tremendously place the
spotlight on the political purpose. Kritzer (1996), in addition, pointed out how the notion that
women should demonstrate, teach, and protect the values of the republic within the family gave a
political meaning to their traditional family roles. She means that republican motherhood
negotiated the dominant definition of American women, even though it excluded women from
overt political participation. Moreover, to notify women’s status as political subjects, Landes
(1984) argued that as a result of the increased politicization of women, the Feminist Movement
emerged in Western Europe and North America during the nineteenth century. Although females
were confined to their domestic sphere, carrying out different roles, the same roles finally
propelled them to the forefront of a new nation (Thorsen, 2020). In this way, leaning on the
political roles of the Republican Motherhood, women also began to apprehend how they were
enslaved by the patriarchy. As a result, they demanded their rights, the right to proper, fair
practices in the family, and loyalty between husband and wife. They resisted all apparent hurdles to
lay the foundation for the virtuous citizen. Republican mothers’ resistance, here, means the act of
withstanding against injustice that even opposes the unbalanced power hierarchies to impart civil
virtue and liberty in action.

With Republican Motherhood, both men and women ventured into the possibilities of social
change; nevertheless, women’s groups worked out to ensure natural rights for women, both
personally and politically. It also maintained the role of women in the private sphere and gave
them more rights to education so that they could develop their nerves and intelligence. Republican
motherhood, which modified the female domain in both the domestic and private spheres, was very
crucial for revolutionary invention (Kerber, 1976). After the American Revolution, when their
husbands were at the battlefield, many women had to maintain their households alone. This
isolation out of sheer necessity somehow made them feel a sense of being independent. As a result,
a new class of outspoken, independent, and powerful women, who imparted the concept of right,
justice, and liberty to their children, emerged. These mothers, who were ignited with revolutionary
spirit, vigorously started to resist silently against bias and injustice, demanding their rights to
maintain the civic virtues of their husbands and sons. In this way, mothers, as a part of
republicanism, exercised political liberty with sovereignty in instilling values and developing a
liberal relationship to children. The initial notion of resistance against powerful authority in an
American family emerged with the concept of Republican Motherhood of the eighteenth century.

Sarah Penn as a Republican M other

In the beginning, Sarah, accompanied by her daughter Nanny Penn, confines to her domestic
realm. Engaged with domestic affairs such as cooking, cleaning, and caring for her children. Like
her, Nanny also spends much time in the domestic chores known as the females' sphere of
Republican Motherhood, especially in sewing and embroidery. Sarah initially hesitates to intrude
on Adoniram’s decisive act of constructing a new barn. For this reason, women who are under the
control of men are defenseless since their duties are allocated inside the house. However, like
father, when her son deliberately holds the matter of construction clandestine for three months, she
acknowledges the same fatherly authoritative figure in her son. In this particular moment, she
wants to execute the ideal of Republican Motherhood. This ideal emphasizes a political role that
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women can fulfill at home. The role is to inculcate her husband and son—the present and future
republican citizen— the need for civic virtues. At the same time, she realizes a need to demonstrate
an instilled revolutionary spirit to exercise justice, equality, and liberty. Instead of loud
confrontation, she chooses silent, persuasive action to protect the family’s virtue and dignity and to
persuade the way to protect the public.

Resistance, as a tool to fight against the oppressor, leads to an action against conflicting power
hierarchies. It assists women to overcome subordination, fight for justice, voice for equality, and
obtain their rights. Weitz (2001) defined resistance as actions that discard subordination by
contesting subordination-supporting ideology. When men respect their own contentment and do
the things guided by their narcissistic yearning, it is undue subjugation for women. As a result,
resistance takes place to get rid of such subordination.

As a male representative of patriarchal society, Adoniram Penn confines himself to his own
merriment, submits himself to doing the things of his personal interest, and desires to limit family
authority within himself. Willfully exercising patriarchy, “a social system that is male-identified,
male-controlled, male-centered will inevitably value masculinity and masculine traits over
femininity and feminine traits” (Becker, 1999, p. 24), Adoniram somehow controls Sarah Penn. As
such, with a patriarchal ideology, he frequently reminds Sarah of her duty to stay in the house and
attend her work. Following the unjust social system exclusively, the father, to some extent, limits
the female members’ legal rights and keeps them subservient. Female members, too, have accepted
this subordinated role in the family. As a Republican mother, she wants civic virtues to be
followed even in domestic matter. This is why she tolerates the ongoing stuff. Rajan (2000)
divulged that women’s resistance is an accurate way to reflect the reality of their circumstances
under men’s oppression, which opens up more opportunities for women’s efforts. In the case of
Sarah, while upholding the ideas of republicanism and working on the civil rights, she notices how
the patriarchy had enslaved her. Thus, she starts to combat patriarchy so that she can exercise her
authority and rights.

Like domination, communication breakdown, knockback in dialogue, and confidentiality in actions
are also some elements against democratic practices that promote unfair social system, and
enhance women’s dependency. Scanlon (1972), highlighting the necessity of access to means of
expression, states, violations of free speech are examples of distributive unfairness. When Sarah
Penn inquires her husband, the unwarranted authority of the family, about his purpose of building a
new barn, he refuses to respond to her meaningful dialogue repeatedly. Adoniram’s this unsolicited
reticence exhibits his alacrity to uphold his preeminence over females. That is why he clutches
their democratic freedom, exercises unjust practices, and withholds their longings and
requirements. Except to his son, Adoniram scarcely discloses his strange motifs to the female
members of the family. During the dinner, in addition, he usually stays taciturn. Breaking off the
communication flow, he not only adheres to the traditional sexual hierarchy, but also controls his
wife’s right to know about familial matters, and her involvement in the decision-making process.
More importantly, the family conversation has an immense power to settle different issues and
conflicts in a democratic society. Sarah, however, is deprived of access to resources and the
decision-making process in the family. As an aftermaths of long, unjust practices, finally she
apprehends her inferior position and limited self-esteem in her family. And thus, she repels her
dictatorial husband for democratic freedom, liberty, and, of course, for her right to the property
utility silently.
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After Adoniram’s personal autonomy awakens the insights of Republican Motherhood within the
family, Sarah becomes aware of how patriarchy confines and accommodates her. Obviously, these
patriarchal values restrict women’s mobility and liberty, devalue their capabilities, and deny their
right to property through diverse exploitative mechanisms. The knowledge, particularly the
acumen of female characters, implants the revolutionary spirit, empowering them to see things
differently. Farr (2010) pointed out that American resolution enhanced rationalism, competence,
and independence in women’s action along with enlightenment ideals, which later led a some of
them to participate in politics alongside men. Spawning an unquenchable enthusiasm for living a
comfy life, Sarah also persuasively instigates complaining to complain her husband about the lack
of basic requirements of the house and their miserable condition. Her first complaint nudges him to
reflect on his unjust behavior and negligence towards familial matters. Her strong voice, distinct
articulation, and logical statement, warmed by sentiment, vividly resembles the revolutionary spirit
of Republican Mothers who often resist authoritative family figures for political liberty.

Democratic practices, in addition, ensure equal roles for the citizens, guarantee their rights, and
promote the representation of women embracing the principle of equal liberty. To address
distributive justice, Rawl (1999) averred that justice makes compelling arguments for equal liberty
as a just treatment. In a likely manner, the republican mother of the family, Sarah, also seeks
justice. To get rid of the domestic violence and give a proper shape to her motherly and wifely
duties, she exercises her freedom. Her demand for justice, the preliminary phase of revolt, is
articulated through her daring act to inquire about her husband. With a complete preparedness of
resistance, she further says, “I ain’t never complained, an’ I ain’t going to complain now but I'm
going to talk plain” (Freeman, 2006, p. 726). Unlike her husband, Sarah seldom thinks of
oppressing her husband and holding all power in her hand. Instead, she strives for equality and
justice. For this reason, she even substitutes her identity as a docile wife with a proficient, self-
asserting life partner who has equal status in the family. Demonstrating herself as an equal
authoritative figure in the family, she stands like a queen, a royal authority. She, in addition, not
only exercises democratic freedom of equal participation in familial matters, but she also
judiciously obliges her husband to think about his irrational acts.

Resistance is also a result of the self-transformation based on willpowergrab equal opportunity and
freedom of choice. It upholds the balance between oppressors and the oppressed so that justice can
be preserved. Shapiro (2001) stated that the idea of justice in the family is based on the general
rule, where, in order to delegitimize themselves, the dominated attempt to politicize, while the
dominators attempt to depoliticize. The moment Adoniram voraciously politicizes his power,
holding up the family authority, the female members of the family are fighting for justice,
particularly for the equal rights, spotting his exploitation. Apart from their involvement in domestic
work such as cooking, cleaning, scrubbing, embroidering, stitching, and so on, Sarah probes her
husband, makes him mindful of their worsening condition, and reports about the monetary mater.
She further compels him to think on his doings—whether it is right or not, “I want to know if you
think you’re doing right an’ according to what you profess” (Freeman, 2006, p. 727). Nonetheless,
her husband, who longs to fulfill only his wishes, stands dumbfounded. He prefers to buy a horse
for his comfort, but he denies building a house for his family. Because of his self-guided act, the
female family members feel deprived of what they want; they are compelled to live with injustice.
Inequalities that do not benefit everyone are injustice (Rawl, 1999). Therefore, the mother
determines to show up her striking decisive act as the aftermaths of her long subordination in the
family for the intended justice. To defy injustice, Sarah withstands her subservient role in the
family, opposing her husband’s ideology and practices.
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The evolving self-assertion finally stimulates the mother to shift her family to a new barn in the
absence of her husband. Adoniram was not only frightened after observing the daring and strange
act of his wife as it is described, “his old bristling face was pale and frightened”, but he also felt
powerlessness, “His arms seemed to lack the power. His wife helped him” (Freeman, 2006, p.733).
His physical feebleness and inability to defend wife’s revolt made him cry. The tyrannical
authority, who has exercised power in the family for decades, finally realizes his exploitation.
After all, he seems willing to address the demands of his family, especially of his wife, giving her
justice and democratic freedom, “I’ll — put up the- partitions, an’-everything you- want, mother”
(p- 733). The mother’s insurrection in a familial act, in the end, endows her to get what she wants
in the family.

To lead the inspiring counter-revolutionary act, Sarah, the representative figure of Republican
Motherhood, ardently appropriates the rhetoric of America’s Founding Fathers on democracy,
equality, and justice, which contributed a lot during the American Revolution.

Kann (1999) specified that these founders were committed to dismantling traditional gender bias
and promoting a revolutionary discourse for women, both of which were eventually employed to
enhance women's rights and political participation. In the rebellious conversation, Sarah frequently
adopts the language of Thomas Jefferson, Benjamin Franklin, and John Adams to talk about
equality, equal liberty, justice, democratic freedom, right, and her quest for happiness. The
resemblance of the rhetoric is evident in Sarah’s speech; seeking justice she blames her husband,
“You’re lodgin’ your dumb beasts than you are your own flesh an’ blood. I want to know if you
think it’s right” (Freeman, 2006, p.727). The rhetoric of the American founding fathers made her
much aware of her rights, equality, freedom, and equal liberty, with which she resists with unjust
authority of the family, as she says, “I have thought it all over an’ over, an’ I believe I’'m doing
what’s right” (p.731). Her self-governance is reflected in, “I’ve got my own mind, an’ nobody but
the Lord is goin’ to dictate to me unless I’ve a mind to have him” (p. 732). Despite the men of the
village rebuking Sarah as “insane” and “lawless” woman with “rebellious spirit” for her audacious
act of shifting the family to a new barn, she clamps her head high with much pride and dignity.
Moreover, she retorts to the minister of the Church, Mr. Hersey, with gratification, “I think it’s
right as much as I think it was right for our forefathers to come over from the old country because
they didn’t have what belonged to them” (p. 732). Thus, these counter-revolutionary languages for
resistance dominate all her views and talks.

Sarah Penn, as a Republican Mother’s figure resists against unjust practices for the betterment of
her children and family. This revolt of the mother even leads to a transfer of power from the male
authority to the female authority. For forty years, her family has been accommodated in the
congested house; however, being aware of the unjust social practices, she finally acts out what she
realizes as the right thing to take place. Her politically revolutionary rebellion spirit is yet socially
unacceptable. Her morally grounded silent rhetoric becomes a powerful political tool to achieve
the change within and beyond the domesticity.

Conclusion

With the evolving cognizance and the strategic use of silent persuasion, Sarah acts out against the
restricted rules and tries to encumber the male’s position in the family, fighting for her rights. Her
quiet determination and moral authority can be seen as an extension of silent persuasion through
which she challenges the boundaries of gender norms and maintains the ideals of republican virtue,
order, and responsibility. Being inspired by the practices of Republican Motherhood as a form of
moral and rhetorical power, she, in addition, empowers herself with a true political agency and the

57



The Mega Journal, Vol. 4 | Issue 1, 2025

revolutionary spirit to challenge the entrenched social hierarchies. She is an audacious figure of the
Republican Mother, who, appropriating the rhetoric of the founding fathers on justice, right, and
democracy, challenges the hierarchical order of patriarchy for justice, equality, and mutual respect
in the family. Her discreet and determined act thus serves as both a rhetorical intervention and a
political assertion, suggesting that domesticity can act as a subtle but powerful political agency for
transformative acts of resistance. The gradual evolvement of self-consciousness, confidence, and
knowledge in Sarah enables her to voice for rights, to teach civic morality to family members, to
resist against unjust practices, and to seek equality in the family. This budding conscience makes
her more reflective on her confiscated life, and boosts her self-assurance.

On the one hand, this resistance opens an avenue for social change, alerting all men of the village
to their unjust practices in the family, while it reassures the downtrodden women to fight for their
rights on the other. As a symbol of resistance against patriarchal value, Sarah is made a virtuous
signifier in history. The powerful reverberation of her resistance lasts for decades.
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g1 oTET A | T T ST e ST AT SIS T Gl FIT ga7e Fel | s
WG YIB! FHA FhTT, [F617E TGFHT TR A3 AATH (G Tgah! GieT T Hlecy Yo
Tl | SRET 3T TS &8 97 17 T a=a7 (q15c12) Y77 AE] ol I TR TG 1
&TE] T TS HEH] IETE g7 @, T YeH Gerl [TTITARET [97e7ahah! FHEal §ig9 | T
AP FRU G FAHT TeT T T 87 FETHT §74 | YT 5% YT FiT 988 il g2 | 7
FGITHT TIT FHET T} 3T FaT Il SHTARE! FHET §7 ©F T Gid § g7 91, THIR FHEll
TIaTH! HIG GGFT7 7 SIBIa STT [ag 7, 7% 157 57 | F9167 TEHT R 57 gaaeadr | T
STTH TG A TIA ST TH GGl g | I faewTssh TeEd A Hfas
13 AecagUl g1 WS | AT VsSe® WA g5 TR 5 g | “anfiek srga gfg T gATSeR
1o Teca e | I Ui sietgen! foshramT 3Tehiel Sieren! Siiel! STel=HTcas gftect Gral e
YU TTedes Ufeedrs &Tareh] T8d fasrd g1 9o T SIEdTe 3! Siefiells GuR T Aed
e (3TfHepr, R0%%, T. ¥9) | Grs AGAh! 96T Uhale Grg el faepme sremfad T srarferg
®D | foel wiftes sdfepamere wiftes feng fmiicehien! frmioemedn gt e | o=
itk hicgh! sTquem faenelt ¥ wWwaH, 7 F7 Fio Tred TG 9197 ToT=% T % Tt giear
1 TG & e 9l et 916 (S, ), 71 (yes/@) YAl | Ga Ff-eTHT Qe @I
T T Fiees T3 [HF T el G THET T GG TR 857 | 76778 gedt 7 79
BT AT | W FHETE TF ST A B 5T I THRT TR T T ATHT WeST 3P T
TeTE ST T | BT Fedl 47 TGA B AP & TAT FHIFRS 9 | Hed [ aeare o
o797 g5 | T faeens w©ftren STdTeRuTeR! STevashd U+ e | fafi nefigeent amen gavret 3
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itk fou faws 7ed s | IR S drmgars ferest firiicehis! e T geiares
ToerEe! Tve T Afes |

arer faehrs fasmrasn! uiman

T T fagraeEe st T = | fawe aiwrs ufq smenw = | T
FEE TR T AT T foeneiiesa & wad v fae 1fa frerese wad famm v fagam
3TNFE QTR IT TS HIIHT AuTell faenefieean TR Tufeual S | 9
TorenTgant Tt X fasivar Bat “STguaarsl Seiaen! TTaHT TEATaRIEs & 9eaH Y deleh Siaal
T THETSTerEd! Tl fSHET (Tabulla Russa) ToWX ST 570 | ST STHERE Ges SiiQT T
foae P “(FTam, USRI T 3T 0%, T. 35) | T foents ufq we e TR fafed ume e
s TN TS e e e fafee e

a7 faeRTEas et fRretehel & e THIG STIASe M1tk faehrd e = =R faemeff 9
afesH, Feldr Rreew [aendioed Y7 qrl qrefiorsd Y STagR TeT STqH] FRIU K gav,
TF FHEITHT SIS, TG, (17 Y@Ia9fs gee ST HEH TR Geale [GHsT 7ad T97 |
G YSRST 1 FHAE TAZSHIZ 74T SRS I GI3-S (377aT]) YA, 3T T3]
TGS & Y@IT 1 BT YT ERET UGT ¥ AT feme | diferyee Qe il 3 Tese /
grHicTE SRy R fUfsus 7 fereq TqeiE 8 JTRSTRT YT 93 TR TG dice s,
FieaT THE T TRE TRIGe7 | STGH FRI TAGT deX A3 | AT, FISTH! F-5daq7 (
FAFAD) IS, AT AT P 7% GIeT FHeAE 77T TSN SGIS 17 T BT 77
137 % GERIT R RIS w5t FUEeh i e Iet v faekremn freres famneft g wfma
el IEws | Toemefieh Ao geh reror IR sToRTIeh! T M diches | fRretes ot Sifd
qtFa =0 Afg 9 faenedieng ot afF s amo fasereenr s fereromn fereror @mn,
forneffene Wrcares T feraren-foamnell, fomnefi-famnel saf>rart wmo faee gaEsdl vuH
qreess |

T faehTe UtRaeRT anm faenell R WA, TEH TIF FHETHT Fia G5 U3 T2 918 g5 /
TreaRan! ST 92T §88 37T =i TITHgRT [HFHETg-e | Farel 4R TeIsqes, FTIers
T GET TS 7 TIIgElTe et = Tfg | T3 1T THGT [GHIe & 7 araT
TS, FIeT g | GR AFE G T TS, T 79 dRFT FIAIST Tfe | 3aiet T foT
TAE THeTH! AR T ST [RGUF | TGH Ui GIGST q@ YT [GHEE FH]
faFafeas! TT @ 37 JSHTH T2 W = 97 T3, 17 Ficd T AT [GH137 | el
HER ST, VHT TR GAIeT T 4 @iereqr 991 | SRywT R [Ise® 987 T Fdar e
T TS Wi e T 7 S [FEE TS fa5eedt | Sl AAISEIe FehTAIcHe 34T,
STYATTRT TS | A TeeE Bt WrHfed faeprset W w@aq 9 i utharers ufq dearee
TR T YE3A faferent wam gt | srferenad TEnTcHes fRrermn sire fa Tt a2 wEes |

iy fou foasraes s faeneft 3 viesq, gr#fons Femar sifa & g g9 TR-2) |
FIT TR, BIDEG IR IGT TN, TG Y G Qe died ey T g
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FYATETH] [T | TTHT Ti7 GG FHITF], GAGH] [FHAaeE ST TG T3 TqH < % 8l 2
TG FIAET BT S 2 Al 157 TFTS FIcT Tl Fo7 Q-3 377 TRIT GG 13 47-271 |
TG TIF! TAF TeHIIH GoAIGHT g2l J7 GoAIgHaaIE T S TG/ A% RIS
e} | el qoargh+ FUret Ters 49 g aral 1 3aen Tt wimarens feresn fommeit
Hfezd Y SifEarrs faws | fasre ggstentor faenefet smar T & snemmn ufv frersat
TRTeTor USRI HLeh STYATUHT gra |

Tornell ¥ =, TETF! 7T TR FIaTHE1 & | Favaaharsigan T [Gend] U@ #rgR ga |
TIHT I GIEE e/ Ffei#]) T@ay qeisies g7 | Tal gt Sl JFga [Fenedt &%
ITH G | SAEE [THETH T YEqHH §7 0o | TR 4R [Ghs+ q@iye<T 7@
JF U&7 a7 TGAE GRIT GGT TR FHETH F&Ga T4 s, Giedre fazg | s fag
foehTaeRt i foeneft Shfesa fafy yumasit g4 U faenefie T Edre T g1 9ies |

TRt =R S AdTelt forneffewant sy T fase utken frares T we esT ufafedsh
foerg ¥ fasrem snafa fawe aiea vuwl uees 99 firiicantel fmiverdT i |
forenefies gdicfea e Wieaifea 71 ferernent g shde 1 T FHee faee THEsRT aAsa
eI T8 9~ {0 TH ST W TIh! B |

iftrer fau faerrg wesiRe

faTagen AeaHg G, <o, TerE, TEre S Jiftes fau faerem sfsa 1 s freror
oA 7H A | e freror wen, wfaan, feey, Ao, Sum e Aifefars faumesanr ST
RS | TH1 e, hiaar T Hareers sk Rrerr Ties w1 fawem fomneft q vfer, Ferv g7
I ST 9373, 9%, o, aid J413+, JI5dT RIAd g4, Gl Haid e 7 3@
IS [T AT, FIeEqT GIrT 712 TRIT, TAESH] I, 97 @rw, Flsaes s@ry
Tz | FHET ST T THT F, 3T-919G 37 U&7 a4, ~TGAE 19197 Gl &7et
TMST T 3He FGIT ogua STil H1He® TR | HiTard] FHias! 9Res, FHiaars! geria
TG ST T S@I8T T YIIIeh T]T TS TR | 797541 3% 98 g% Qe 7 |
ITEE 7 GYE [F977577 TRY GHEHT 155785 | faamefict U7 HEe FAIeR TgIs 7i+ FaaRare
T T T FHTE TAITIES | 712 T GaIs, FH], ST TR 7 [Gfapees| T wfaferent
Tgd TRl 3T el HEH] Yol gATe! TRreT0] Tl wede S WSl &l SET3H, e SR
GARA, TGh! TN Y T TR T R T@=A, 9dsd 98s YUah! SRyl Aifves 99 fawe
gl ¥ SEhTelE T TR0 g WY gfesd TR qe9 IRl YRR W MU B |
qrfesh e TS FAToETEe! TE0 T 2 |

= T faeneft R o, “GIfe 177 [RIH7s4T FHeTeTs Teiqredl 9@ oS, SRET 9T ST
fo&7, =] TRAT G@R FFI3T G4 I Te]1 TUT TH94 G291 T Gaf FFTT [T RIS = FIH
JI2 GG TR | R G JA2TET g STHERT THEH FAGFE d15 gad | Ta [aereret
RTeishet Fiaai! 9l H1a TR=T 3212 HIFaT 363, Hiaal GAslaqe= | FHIcTE HIFa aeT
TGS, | TG TH R BT GHET 95 | [T G [T (S RE) qa
AGISTG | FTTFH< [T Rerahet Beadrd &R Tgres, J7cas7al Qe e, FiT TR 2 &

67



The Mega Journal, Vol. 4 | Issue 1, 2025

g YA =G T T | TG TRIGST [hTsHT 9@ FIhT gal Wes | 712 [T 97 qare
F& §e | IAh! TOehTE STgvaeh! Yeareehd et fereroreht Uk ¥ faeea aftewmn S a9
IR o Yty T grete A =ife faeneft wfes awma wim TR 9=ar | % el
Tererorn af W *E X TewrEw! ararery i el e | fomnefiars fasEufaen e
Y TR WieTeh! i Fuefed freror =ifE faehmgent gfteet o1&t gsmaeil g4 <fam |

Tt wym faeneft 3 wfeq, 7% (@fa srpar y=T 76 AT (S T T
gTaT) T ISHTTT T GifeT FTerTr g7 | TgT Tat [A9Tciig T [Fechis I 94T e
TR | 5 T8 G5 TTATE THIGT JHIES T TG 7P| FHHEE [Teneicns T T Trled
BT 357 | FY HIAT, [T TeFH IS [FTE T 90T P T@E g7 YT 9T FIAT
FFGHT 97 3P TS a5 | GAGD [FEET T TG, G, S GHE FAST T AGH
ToIEHT TR ST FGhd 189765 | v Raqdil S T sTaeR, QbR ael qepladi siey
G137 TRFTH! [7HE T doe | I STTAR SHAHTHT T ST T STSISHAT Fel
ofyes faenm suent T oo ST TIEiR! ATere, AR, Siaer, STHIEHI, SRR T SHaRlih
foroereregent wen, hfaar, T T e verE g1 T aMfes wr g g1 frlicerien! fagradm
T G SEws |

& fowerm faenelt ¥ ww=H, wror fAFEar FUrT gecadT qraard sHEE! gid 9@ Jfiar
e | Hel Toh! [aemerdcl sTauens 9@ i [§UT f[Gahraa! IR g9F &1 §7 T IFeeTTH] T
Rreran! JT3ITF Siet greoq, TG [aeneia! faawEgtas! 351 9T AFEs 94 e | FeT
UGT TET, TP T8 Y, i3 T5H 7Y T T Fdsled A7 AT HT 9 FqH TR
TETTT TYIEEAE Il [T Y3gTS YA TS, FUCAE G FIFREIE G837 TF9S | FHiFar
FIRTTAA 5T FSTT T A GIAH T g | FHITar RTera T 977 5% 7 &7 /
Rrerne a1 3T’ 7 4= 3717 TG Qe 9=, TqFH ToT TH F & A&t T I [T [T
FGT ST 7 TG | ATHAE IYITT TR G St [G1as, [Feneficns Tqgar 71 et
TS TR | 31h] T TESIhUTeh] TJIATTE ARl AT ~EaTHT SR freror faehrgan
T e feust s | frerha! iRl HesTehdie! €T Wbl IS | “firerehel hemehiardT
= T A R T faesent et At faaie T Sigd, T, WIHRIETd, ANieSi,
WeeRdl, TEAn T Uk e e qen tfuershen! frerei feie T wegus” (el T v,
R0%0, T. &) | et savashaTgERr fafu= faft, dRafte st faers Tesiientor THus |
TaerTzan snenfia GesiieRom faanefians sraftha TRl fashTE Tareeil T 9 faw A
FqardreTe T o |

IqcAfsy T Wftq

TAAM FHIAH FARR A kA g faue freror uframes afeel, o, g, Suartt faumers,
TS SR foenedieses faueesg &M T4 T eS| HGIi-eh AMals 9l STEgTeh
TFCTs J& SIS o 3Teeh] EavThdl Sfas | “vifteh T99 Fesiiohiul ERITeTs sTctehi—=d,
TRV, HIERM, TPt STHd, ST T S=haTcHh ATaeRel AT TH9s” (RIS,
050, §. WYy) | foenediewerd 3 Gfrg oE TR e 5@ JuEsil YU e | T
st foramefieeen! staeenergar frer famnedt g Wik et ufq urgal | Svwsr 9 ety
foraneffems 3 TS ¥ Wcre fam TRt qeoret YXom T Wiedre 9 fereroreht enf sfiwelt S 5
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WA | IR 51 foaenefient sraatdies s1eaae Tl Teanmes a1 ¥t fafyr (Colaborative and
Cooperative learning) 1 AN TReh! TS | '{:ﬂ'{%% TEHM TSR HeTehISTeh] SHAEITIA I
foenefie® forerent sadt T3 gfs nfs verm @ yure et <faws | faenrear snenfia fererorey
T afess Hriet fomneifeear fasrde, TarEs, fFmivmas Tt fow RS 9+ SHwRT
1 Tgd TEIAAE U T diches | frerhel fomnefienr e = ufEfearr q9f= fommeft
HHRHh T STEHITH TERT G T, I Heccd 0l STHBRI U HUeh! B | FAHH T8 G
T yfafis fashes T9g | 2 | Sl wfaty s, et frerr faws 9ran T8s T Y9eesr] o)
s | faurma wum femeer fereror uispan Sareteh! ufq Taen! S U] e | ST 79T
T+ foaneffeea Tt TIeeh UhAT J&! Telard!, TSR I arxfash Aedreshd YU Hegd
TUH B |

frrehd

&I ST UTet fanelfeeen! T T FHefren! fehTe Tesiiehivih! STHaHT Shirad Wl B |
1 uf forrerg fashsa fimers Hesishdie! ®amT Sufked YR fasreent 3=a1, 9, S, a8 T
AMETIRA FgHe g amaeRu R URfed, g9en i@ gmymea @sit T e
foramefieeets 9fra I~ uiken 3 Tz TSt 8 | T Hesiiror o anenfid
Toerem Saia 2 | 99 eI TOehreaT SMenia Tesiehurehl ITAN YUl S | faswem
aenfia TSt fomnedt sfsa fafy & 7 fariicenient fmioerd fagram snunfa s, @@
T NIIR Ygifeaes MR ufq firiicehient fatoaeen g9 TRus © | W faes
TESTHTCATE TTed Te= a1 iriicantent fmforamed® stfeel HORWR afeResh! Fedrmdis
faehtg (Collaborative Learning) TS Ui STaeTrel TReh] FHU T TEHIFE WK TUhT B | TAHT
T HeET f¥reror TR} foeRrEas THE foH, THEM Wied oTeA, WHfes R 9ihd 9 s,
FreRiies I frafor Sre feq sear Srarnarast drernd geresha wihan Sf e T ueeires
Tt T U foreneficEehl 7d WWhl B | T ThIgeh! AT+aH TS g Tehl A2 T STEHITAE
T U B | T faeneffewen wifts Sieas ¥ g @fa ¥est T @a Afewq | amw faswem
HesTohdiehl JfHehT, ST, Seihal T Taeheen! ARl Hewayul i fafe T ®s 9=
FH a1 T Ukt B | fRreror ufkarn frerrent fafi= wifaes @ gae @ e an
v wfafeish, fasetst fawesr @Y mHifaams 9fF w=m gur e | e
FETTHAATAR Thafsa fereor fafeend ufq TomEeT THUs | J=f 9 faenefie weTaR w®
R 3TTRA WS | faur faer wesieer s aifte geygft TR iResdts
TORTETE 3Th Igd TIRA, ! TR T TR, e fashant U 314 drefigEeh! Tqaa
ST forraga St=afhan TRISH TReh! UEA | fRaraae=T ot Tsesh! T g4 We | I8 faumm
ISl TYHT T, Hiadl, fery I Aeshenrs fas-s | Rraoren sam oras ai=m siferd gargar
WS | oIy fqu fasrraest ofi wesrehdiel TTeror Arifiel WoImT 7, faehrears @, WM T
TcdTe e TSR WISt T e eA, fawmees Uet Y T+ TSIl Srsiehlei TR0l g
Y T T4 frare fearer ver fauen! fasm, /s OR dETe a1 SR ekl i
feqgue a1 Sreme fauent foem X amfes wrf ¥ sathan TE garg fauen faw gd ®s a
frshd =79 srezEAee fAafaus 3|
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9, TEHIAR, YUSK, TREHIU, =qUH, IMahgars (0%9), YW [a7#7 798 1967,
faeneff geae vueR |

T, AREOYEG (050), "uredt yran fereyordn fafaarmen Sewemm, vy srcisy, TS &,
ATt T fRrere ufivg, s |

e, TEYEIE (3L 2095), WHITSeh fmioree T o faehTe, 7787a ofer, digd 93, 9. R6-35 |

Tormeft faetg TesTeRtol FaRTent (2060), FUIGT TR, FTET, 1377 79T FaTs G=7cT%, [k |

I, JORTST (T 09Y), TahTSh! 31, Weeed X SUIFT, 777 J7a1y AT &f7a, (Wi J3) |

i, Terssirat T 3, faden (po50), Rreror fafe) To & Ufsaiha-g Trs fefesged |

I, FISIETR (WA R03R), TGS qEh! AUTE T HeTH1 fehTs Hesiehivrehl WM, #iHigH!
777, TSR U | hitps://doi.org/10.3126/kdk.v3il.52126

I, fooyETe (F R0%R), el Ao THehTe Hestienurarert Afymd, quae’ F7cr, \iaH 3,
X 9 | https://doi.org/10.3126/amcj.v3il. 45454

i, Tyt (W R0%Y), e Hesiewtoen faswmisl T Sewiiaes s SurH
TE-EH] 9T FTeTehe®ah! AT, 7257 FIg7T 77, TiqH 9 |

i, fasuAe (R059), F9EH YT FHETET [GH1E e, (T9eRd faemenify sy yews),

e favafaene™, foremems g, feaent sl |

Brookfield, S. D. (1986). Understanding and Facilitation Adult Learning, open university press.
milton Keynes.

Burrows, D. E. (1997). Facilitation: A concept analysis. Journal of Advanced Nursing. 1997, 25,
pp- 396-404.

ELekalakala, M. (20006). Facilitation as a teaching strategy: Experiences of facilitatiors. School of
Nursing. University of the Free stste. Curationis, 29 (3). pp. 61 -69.

Ju. moli & braun, D. (2015). Education Learning Theory. Education Open textbook One.
http://oer.galileo.usg.edu/education -textbook/1

Mondragon, U. (2018). Make the leap from teacher training to learning facilitation. Spain, madrid.
Info@mondragon.edu.

Richards, J.S. & Rodgers, T.S. (2016). Aporoaches and Methos in Language Teaching. CUP.

Syomwin, A.(2016). Vigotsky's Social Development and Intraction theory: implication to the
english language curriculum in Kenya. Furopean Journal of Educatoin studies, Vol. 1.

Vigotsky, L. S. (1978). Mind and Society. Harvard University Press.

Walker K. & Avant, L. (1988). Strategies for Theory Construction in Nursing. (2nd edn).
Appletan and Lange. Norwalk.

70



The Mega Journal, Vol. 4 | Issue 1, 2025

Vol. 4 | Issue 1, 2025
DOI : https://doi.org/10.3126/tmj.v4i1.87441

forgr aftemEant gt wrgwamT forg w i

@ o
TTSIUE THel 3T TSehdH, -TqTel Torer fRremeft,
B fa., SifdgR

email: shreeshdevil 08@gmail.com

Received : May 14, 2025 Revised : June 30, 2025  Accepted : September 15, 2025

AGER

HIGTITAT Tl FHFHH] SIGIT T AHEE SRIRARHAT J7 AT FNReH 7 [Tencrardl
i GIgl TIrE T39S T AR FaTT T 91 & 1 T 78797 FIgITara] 979187 § Iaencrardr
TGS RTEvrh! agreifa Ifeard T BT @Hl & | FFIT JUIHF SAE STERT T/
TIGYTITET RTeTor! Refacns Ty IgaEaH! &9H], G&pld GeelTH! 9T [TH1E FHlah
EGH FTTT BIEGITE ETH T GAAIH EGH ST STTITE & AT ST @} T
faferane T8 siaardiel IS Grad 9GSl TRUH! & | GEHicld Gradia! S Gy
TR [ gl 8 1 TIgyrsET WBT98T g1 [AEnerIEr Gigerr R T gaETd!
BUHH AT T4, 19T G@TE, T @l G TR AT aieranicriens. IRkankia v
TR 3787 150! FI3Ueh! & | TH1T 1] Geplaeh! U= T Faef TRaH! & | TGl
WBTIIBT T [FEndicl W, TS, W@rHad T FHIAER] [GHEe [HHE IUA qTeb] TEgH
Y WHFRE Tfd T FEFHH 2T FF AT GG REngid Sfiyasar 9,
FgglTH Fige TG 9 GHd [t YT AT TG JeTTTH (75T §7 | TIgErarEr
Rrengfa =g, SI9a=<rd], a@®, W8 T [Fenet a7 i 9 &E GEar a1 GHH TaH
SR FRT B
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fowa wawr

Jurer Siriiferes gfteet M1 9T ardfe T, Hegfa amfees gfteet ST Ts T 81 | SqTelelrs
fafay saenfa, Segpfa, Gfakars, ae=ed T ST TR Bearisl &9 9 g |
[T SUMAT 085 STTAR AUTCTHT STASTIqeh] T ¥R 3 AIGHTIEEh! TS 9RY el
<fEes | arerHn Weht fafy Siasifaer fafie s gfiarent o died TRt 1187 | 9reare (
3059) T ATHAR FUGHT YRUSH, dedHel, JTaame T Sfae 9 IRaRe 9NeE T Thd
qTT IRERERT ST SfeieaH | AaTeteht i =R ST URaREn Afe Tehet o1 Hguel e 2 | 3
qTITEERT 313, WA T MTHRITER 3T AT STk, HiGhideh o Tfteh Hedt Tl Wbt o |
WSl STASdehl ST ST 9T 98w | HIguTeTehl ®u1 fafi vremesen! J&mT 71iEs |
AU ST GoJoh 9T Ui I STEATE™ uTell JTorers « f37ef, Tour T gemeen] e
T TIHT TN WSl B | SgHish f37en sriean faafire 0% & 99 Sretsnferenrets
SMYRYA TeHFeh TRTef AIGHTrHT foq ek Seree MRl S | Wigl e fehreh! STHRAT @™ T
SMHRYT TE T - % el TITCTIH W STl HIgHTHH USded §& Uh! 115 |

T SgUEATIoR g HUehTel gl TAf e STIasid, ST, &H T HEgfa A= A oeEen! s
B | AUCH Q¥ TUEE U UM fgeraT HE e S {THEERl AIHeRIe
A ST G UTsad | TR Ui WTHSE STEFweh! T ML ST
Tt deTEEhetrs | SNUeRIie T Tos |

T iR faferedmen Tyl @i Ul Swadiite G HeMEuE Yidegdl Siel
TRheh! AT B | AUl AT TIHT G TfeehRen] favaeardt suomast (T 92¥5),
AT IR TR (T §35%) Y SfEaret sTferarare T T T =Moo (
T R0009) STEAT FFTLAAM Ffdagar SHEdasl 8 | TR Ufted S| Aurerst dfasme
003 HT HIfeTeh THIANTA G 39 Tl SUURT ¥ T Freqrwar-eii gha1 Ao S 7T+ Yo
AT THRIATS ShIgsrIToTd ST Ao fren sa T deh ot fomner qen Sifaes
LT TWied T FoaTed T4 8 819 (Y. %) 9T Hae Tl © | TMST UIgdHH Ty 053 of
IGTHH TS ST SMERAT foamerdel | T ST Tesd aen geadm fafor i
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