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Abstract

E-government is an undeniable reality that all nations of the world must live with, and it is becoming an
indicator of efficiency and satisfaction for the population. In view of this, we sought to determine whether the
adoption of E-Gov could function as an alternative to improve the customer experience at a public bank in
Piura in 2025, considering its implications for digital literacy and continuing education. With regard to the
methodology and taking into account the characteristics of the study, a quantitative approach was used to
assess the perceptions of the participants; the proposed design was non-experimental and resulted in a
descriptive-correlational study, in which a total of 324 banking service users participated, classified according
to their generation. Finally, the findings reveal critical implications for digital training and education, as the
overall analysis confirmed a significant positive correlation between Digital Government and customer
experience (r=0.423, p<0.05), validating that the adoption of E-Gov works as an alternative to improve the
banking experience. Generation Z exhibited greater polarisation in their perceptions. It is concluded that E-
Gov requires structural improvements in security, connectivity, and training to optimise the digital banking
experience.

Keywords: Electronic government, mobile application, information technologies, connectivity, digitisation.
1.  Introduction

Nowadays, digitisation is almost inevitable, making it essential for improving public administration
processes. At the same time, it has become a decisive and highly representative component for a
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nation's development. This transformation has shown that the success of E-Gov depends crucially on
the digital literacy of the population, making education a strategic component for national
development. This dual development - technological and educational - has led E-Gov to act as a
mechanism for optimising government methods, substantially easing the administrative burden that
causes serious bureaucratic problems (Ribeiro & Carniello, 2021). This development not only
contributes to government efficiency, but also promotes improvements in the quality of public services
(Twizeyimana and Andersson, 2019; Ilieva et al, 2024, Osei-Kojo, 2017). Therefore, this trend seeks to
efficiently manage the work of the State in response to the demands of the population (Ilieva et al.,
2024; Ly et al., 2023).

The E-Gov scenario allows direct communication between the government, entities and citizens
to strengthen service quality, integrating technologies such as online services, personalised accounts
and electronic participation (Hariguna et al., 2021). Similarly, the transition from traditional procedures
to digital processes is aligned with cost reduction and the elimination of obsolete practices (Doran et
al., 2023). It is extremely important to bear in mind that digital transformation cannot be divorced from
educational and training processes, as this would affect the effective adoption of these strategies.
According to Orozco et al. (2023), the process of digital literacy is a prerequisite for citizen participation
in e-government. This research proposal is situated at the intersection between the digital
transformation implemented by the government and emerging educational needs, clarifying that the
success of E-Gov depends significantly on each citizen's digital skills.

However, it is essential to note that the university population comprises a critical segment of the
population in the adoption of E-Gov banking. Numerous studies have emerged showing that although
these generations are familiar with technology, there are still gaps to be overcome that affect their
experiences of using government platforms (Cabero-Almenara et al., 2021). As a result of this paradox
in the educational sphere, higher education institutions must focus on designing new strategies to train
professionals who are competent in E-Gov. Empirical educational evidence suggests that it is important
to invest in training programs on E-Gov issues that are aligned with constructivist approaches and that
improve the experience of interacting with platforms, understanding security architecture, and
achieving critical thinking about their social implications (Pérez-Escoda & Rodriguez-Conde, 2023).

There are certain components associated with the use of E-Gov strategies among university
students that have to do with perceptions of usefulness and ease of use, which are the main drivers (Al-
Omairi et al., 2020; Méndez-Rivera et al., 2023; Rodriguez-Correa et al., 2025). In addition, trust in these
institutions and service quality also add to the list of key factors that affect E-Gov and consumer
experiences (Dwianto et al., 2023; Mensah, 2019).

Currently, digitization and e-government are very important in Peru, with finance and taxation
being two areas in which governments are committed to modernization. After recalculating their own
report on Poverty Eradication in 2016, national authorities have undertaken the task of making state
administrative processes inclusive and accessible to the population. There are still major obstacles to
be overcome to ensure that e-government in Peru continues to have its intended purpose and
significant impact in the future (Yanez, 2019).

Lack of internet access and digital literacy means that many people are unable to use digital
services, especially those living in rural areas or with fewer resources (Tryjillo, 2023). The reluctance of
some public officials to change conventional working methods and the lack of training in information
and communication technologies hinder the effective implementation of E-Gov (Samsor, 2020;
Zeebaree et al., 2023).

The interoperability of the many systems and platforms used by different government
intermediaries is a major challenge. Integration and information sharing are also poor due to the lack
of common standards or guidelines, which has serious consequences for the quality and efficiency of
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E-Gov services (Setigupta and Shastri, 20193, 2013). Second, protecting data security and privacy is a
crucial area that must be addressed before the public will trust E-Gov markets (Raza, 2024; Supriyanto
et al., 2019).

In other words, E-Gov consists of using information and communication technologies (ICT) to
improve and renew the relationship between the administration and citizens, as well as businesses or
private individuals, and the other municipal assets enjoyed by citizens. Similarly, Osei-Kojo (2017)
argues that the United States uses, to a greater or lesser extent, digital tools to manage public goods,
with the aim of increasing their efficiency and transparency, as well as achieving broader citizen
participation. In its most common sense, Chun et al. (2010) suggest that E-Gov is not only about digital
government, but also about transforming organizational culture and government relations with
society.

On the other hand, the implementation of E-Gov brings many challenges and numerous
advantages. According to Shymanska et al. (2023), one of the challenges it faces is the digital divide
between developed and underdeveloped and developing countries. Therefore, it is necessary to ensure
the security and privacy of information obtained by electronic government systems, as well as to
achieve interoperability between systems and between platforms of all government entities. However,
in an E-Gov environment, citizens' lack of trust can hinder its use. Nevertheless, other research has
found that many people use online government services for convenience and necessity. Furthermore,
Masadeh et al. (2023) point out that the digital divide will narrow more quickly the sooner a digital
economy is set in motion with E-Gov. On the other hand, E-Gov can also help improve the quality of
public services, reduce bureaucracy, and encourage citizen participation in government policy-making.
More and more researchers believe that these goals are possible.

Various studies, such as those by Saraswati and Singh (2024), found that there are latent factors
that contribute favourably to overall customer satisfaction and that are related to digital literacy.
Raychada and Ruiwale (2023) suggested that state-owned financial institutions should optimise
security, service diversity and accessibility to increase customer satisfaction in digital matters. Lakshmi
and Thamilselvan (2022) proposed that banks offer training to older customers on the use of electronic
banking and adopt strategies to attract different age groups.

Other studies, such as that by Rupal and Singh (2023), have found that the dimensions affecting
E-Gov are reliability, efficiency, responsiveness, security, along with ease of use and convenience.
However, Mosa (2022) showed that the dimensions of communication/access to information and
technology adoption had a positive impact on the user experience with electronic banking services.
Along the same lines, Victorero (2024) concluded that a consistently positive experience with platforms
generates a perception of greater agility in administrative processes. Finally, Pefia (2024) concluded
that E-Gov and citizen satisfaction are interdependent and that efficient, user-centred electronic
services are fundamental to modern public management that is close to society.

The conceptual evolution of digital government has generated a rich academic debate that
deserves careful analysis. In this regard, the specialised literature offers complementary perspectives
which, when examined together, allow us to understand this transformative phenomenon in its
entirety. A thorough analysis of the definitions reveals three fundamental components that
characterise digital government. Firstly, its socio-technical transformative nature stands out, with
Lindgren et al. (2019) and Mergel et al. (2019) agreeing that it significantly transcends the simple
digitisation of services, encompassing a holistic metamorphosis in the operations of public
organisations. This transformation involves a fundamental reconfiguration of organisational processes
and structures that has a direct impact on the creation of public value. The second component focuses
on user orientation and service personalisation. In this regard, Sun et al. (2020) emphasise the
importance of considering digital government as a governance paradigm that prioritises the citizen
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experience. This approach is complemented by the vision of Vial (2021), who stresses the need for a
profound organisational transformation that substantially modifies the way public services are
designed and delivered. Finally, the third component addresses cultural and organisational aspects.
Researchers agree that digital administration requires a comprehensive transformation that entails
significant changes in organisational culture, institutional capacities and operational processes. This
multidimensional perspective suggests that the success of digital government depends on the ability
of organisations to adapt their structures and mindsets to a new paradigm of public management.

According to the Presidency of the Council of Ministers (2023), in the institutional context of the
Peruvian State, digital government is defined as the strategic and systematic implementation of digital
technologies and data analysis aimed at improving public management. This comprehensive vision
incorporates a robust regulatory framework that encompasses fundamental guidelines, policy
guidelines, and operational protocols that underpin the digital governance architecture. This
regulatory and technological ecosystem facilitates the modernisation of administrative processes and
the provision of digital services, establishing a cohesive infrastructure that prioritises the needs of
citizens in the digital transformation of the State. National Digital Transformation Policy

In July 2023, the government implemented the National Digital Transformation Policy 2030
(PNTD) as an E-Gov tool, establishing strategic guidelines for the digital modernisation of the country.
This policy includes six priority objectives (Presidency of the Council of Ministers, 2023):

—  OPu: Digital connectivity - Ensures universal, high-quality access to the digital ecosystem,
prioritising the inclusion of vulnerable groups and considering factors such as gender, language
and disability. Emphasises the optimisation of internet services and equity in access.

— OPa2: Digital economy - Integrates digital technologies into the national productive system,
focusing on MSMEs and industrial sectors. Promotes financial digitisation and modernisation of
payment systems to drive sustainable economic development.

—  OPs3: Digital government - Develops citizen-centred digital government services, characterised
by their accessibility and predictive capacity. Seeks to optimise interaction between citizens and
state entities.

— OP4: Digital talent - Develops digital skills in the population, with particular emphasis on
vulnerable groups and female participation in technology. Promotes innovative skills and
technical capabilities.

— OPs5: Digital trust - Strengthens national cybersecurity through strategies for identifying and
mitigating digital threats. Prioritises the protection of minors in virtual environments.

— OPé6: Digital innovation - Promotes the ethical adoption of emerging technologies such as
artificial intelligence, the Internet of Things and 3D printing. Drives responsible technological
innovation in society.

With regard to the second study variable, entitled ‘Customer experience’

According to Jain et al. (2017), customer experience is conceived as a comprehensive interactive process
facilitated by cognitive and emotional signals, modulated by customer and context characteristics,
resulting in unique memories that may be pleasant or unpleasant. However, this experience must meet
a reasonable requirement: it must be memorable so that it can be shared and generalised. For Varnali
(2019), customer experience is a complex system whose objective is to reproduce the behaviour that
customers experience when receiving a product or service. This experience gives rise to a scoring
system that allows the company to be evaluated according to the services offered. This author
reinforces the idea that the experience must be memorable and must always seek to meet customer
expectations, as they are the ones who use the services or purchase the products.

Similarly, Godovykh and Tasci (2020) point out that customer experience can be measured using a
multisensory model that can contribute to a customer's overall perception of a product, going beyond
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the mere process of evaluating and selling it. The components are:

1. Emotional: It is important to understand that emotions play a decisive role in shaping the
customer experience and that, ultimately, they tend to contribute to customer satisfaction
and loyalty (Godovykh and Tasci, 2020; Jain et al., 2017).

2. Cognitive: In this regard, it is worth noting that customers' perceptions and thoughts about a
product or service often affect their consumption or usage experience. In other words,
companies must strive to ensure that the perceptions generated in customers are memorable
and sustainable over time (Godovykh and Tasci, 2020; Lipkin, 2016).

3. Sensory: If companies do not contribute to creating satisfying or memorable physical
environments and do not strive to provide visual, auditory or other sensory stimuli, then they
will not succeed in generating a positive effect on the customer's experience in terms of their
purchasing or consumption behaviour, i.e. they will not succeed in establishing a bond of
habit with their target audience (Godovykh & Tasci, 2020; Lipkin, 2016).

4. Conative: One of the essential objectives of any organisation or company is to get customers
to repeat their purchases, i.e., to turn them into regular customers. Therefore, it is important
that all strategies used to attract customers succeed in building their loyalty (Godovykh &
Tasci, 2020).

5. Good business management of the customer experience is essential for gaining loyalty and a
competitive advantage. There are departments within the company that collaborate in this
regard, such as marketing, operations and human resources (Kandampully et al., 2017), as
they provide positive experiences. Similarly, co-creating experiences with customers can
produce sustainable and transformative experiences (Hwang and Seo, 2016).

Customer experience management strategies, which encompass virtual, physical and service
interactions, are positively associated with customer loyalty (Makudza, 2020). Value co-creation,
facilitated by brand awareness and connectivity, enhances the digital channel experience and enables
banks to offer personalised products (Pefia-Garcia et al., 2021). The customer experience in digital
banking services has a mediating impact on financial performance, as it improves information delivery,
minimises fraud and offers marketable products (Lohano et al., 2024). Data-driven strategies enable
the personalisation of services and the prediction of future behaviour, improving satisfaction and
fostering loyalty (Adeniran et al.,, 2024). In summary, customer experience in the banking sector is
essential for fostering loyalty, improving satisfaction, and optimising financial performance.
Institutions that invest in improving service quality, personalisation, and value co-creation are better
positioned to retain customers and thrive in a competitive environment.

A key theoretical component for the development of this study is framed within ‘Digital Literacy
and E-Gov: Educational Perspectives,” which states that the management and mastery of digital
technologies is a necessary skill for citizen participation in electronic public services. Various studies
have pointed out that these skills or competencies go beyond the operational management of devices,
prioritising critical thinking and the secure management of information on various state digital
platforms (Reddy et al., 2020).

The Digital Competence Framework for Citizens comprises a set of strategic dimensions related
to information processing, communication, online security, and technological problem solving
(Vuorikari et al., 2022). This model allows for the construction of a solid foundation for improving
citizen interaction on e-government platforms, especially those involved in financial or banking
services that require greater digital security.

Higher education institutions and even basic training institutions have a responsibility to prepare
citizens to improve their interaction in virtual environments. These academic institutions must go
hand in hand with pedagogical approaches that are fuelled by technical competencies and digital skills
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in electronic public services (Anthonysamy et al., 2020). This theoretical proposal provides structural
support for the ‘Digital Talent’ dimension, which is aligned with Peru's national digital transformation
policy, which prioritises the reduction of generational digital divides, focusing on strengthening
technological capacities, especially for vulnerable populations (Presidency of the Council of Ministers,
2023).This study, which will be carried out in the public sphere and involves the variables of E-Gov and
customer experience, aligning with SDG o, target 9.c, which promotes access to information and
communication technologies, is of vital importance. In this regard, the research focuses on promoting
the digitisation of financial services with the aim of improving accessibility and efficiency, which in
turn drives economic and social development. As for the problem under study, the aim is to use
empirical, academic and even statistical evidence to determine the following: Could the adoption of E-
Gov serve as an alternative to improve the customer experience at a public bank in Piura in 2025?

This research is therefore justified from an educational perspective, as it will reveal existing gaps
in digital skills that need to be reinforced and addressed by educational institutions. However, the
study contributes important empirical evidence related to the training needs addressed according to
generational group, providing basic information for the timely design of future educational
programmes for universities and various basic training centres.

In addition, the study will enable the optimisation of banking customer service through the use
of relevant digital solutions. The research is socially important, as it facilitates financial inclusion
through efficient and affordable banking services that meet users' needs. Furthermore, the study offers
practical predictions that help the bank identify strategies for implementing E-Gov and thus improve
its work processes and competitiveness. It is also important because it provides knowledge about
electronic administration in the public banking sector and its influence on the customer experience.
Finally, this thesis offers a methodological approach that will serve as a frame of reference for future
research on the digitisation of public financial services. In order to address the issues described above,
the following study objective is proposed: to determine whether the adoption of E-Gov could function
as an alternative to improve the customer experience at a public bank in Piura in 2025. Likewise, the
specific study objectives are as follows: To determine whether the adoption of digital connectivity, the
digital economy, digital government, digital talent, digital trust and digital innovation could function
as alternatives to improve the customer experience at a public bank in Piura in 2025.

2. Methodology

Firstly, and in accordance with the characteristics of the research, this was an applied study. According
to Sdnchez et al. (2020), studies of this nature are aimed at providing solutions to practical problems,
basing their applicability on existing theoretical knowledge and thus addressing specific situations in
real contexts. Therefore, this research, which was carried out in a public sector bank, was considered
applied insofar as it sought to use the fundamentals of E-Gov to optimise the customer experience in
this specific context.

Likewise, a quantitative approach was considered. Rojas (2019) firmly states that this research
paradigm is based on obtaining numerical information to validate hypotheses using different statistical
techniques and identifying patterns of behaviour in the population under investigation. However, this
study was framed within this approach, since, through fieldwork, it sought to collect quantitative
metrics on the level of E-Gov implementation and the level of perception of the customer experience,
in order to perform a subsequent statistical analysis with the respective generalisable inferences.

The research design was non-experimental, as defined by Rojas and Hernandez (2021), who argue
that the main characteristic of these studies lies in the non-intentional manipulation of the proposed
variables. In other words, the phenomena were observed naturally in order not to alter the possible

507


http://www.richtmann.org/

E-ISSN 2240-0524 Journal of Educational and Social Research Vol 15 No 6
ISSN 2239-978X www.richtmann.org November 2025

results. In the case of the present study, all findings were obtained through observation, without any
alteration in the results of the questionnaires.

In terms of scope, it was descriptive and correlational. Navarro et al. (2019) consider that research
of this nature seeks to describe or categorise the phenomenon, while, at the correlational level, the aim
was to establish the link or association between the variables, on the understanding that, in order to
demonstrate this correlation, it is necessary to use a coefficient.

Finally, it is important to note that this study had the following limitations: geographical, linked
to the province of Piura (Peru); temporal, to the year 2025; and demographic, referring to the
inhabitants of the city of Piura who use digital tools or technology in their daily activities. Employees
and managers of the banking institution were excluded. Thematic aspects will address the relationship
between E-Gov and customer experience.

Population: The study sample comprises customers who carried out transactions through the
Banco de la Nacién mobile application. According to the 2024 Management Report, 13.2 million
transactions were executed through digital channels in 2022, with an average of 528,000 transactions
per geographical region (considering the 25 regions of Peru). The Report on the National Payment
System and the Fintech Sector in Peru (BCRP, 2024) indicates that each user makes an average of 256
payments per capita per year. Dividing the average number of transactions (528,000) by the average
number of annual transactions per user (256) yielded an approximate population of 2,062 customers.
Applying the sample calculation formula for finite populations, a representative sample of 324
participants was determined.

Inclusion criteria:
—  Users or customers of the bank in question who have made at least one digital transaction
in the last six months.
—  Users of legal age who maintain an active account with said bank as a basic condition.
—  Have the bank's mobile application installed.
Exclusion criteria:
—  Customers who have not successfully completed the registration process on the bank's
website or digital platform.
—  Customers whose residence is outside the province of Piura.
—  Bank executives or employees with an employment relationship.
It should be noted that the selection of bank customers who participated in the research was carried
out using simple random sampling, so that all of them had the same probability of being included.
However, this sampling method sought to ensure the impartiality of the data obtained.

With regard to the tools used in data collection, it is imperative to note that, based on the
researcher's determination and statistical guidelines, a survey was chosen as the method of information
collection, while a questionnaire was used as a specific instrument for data collection. Likewise, both
instruments were designed by the researchers and constructed on the basis of theoretical
considerations that seek to explain this study problem. Additionally, two processes were considered to
ensure the suitability of the scales. First, three experts in administration satisfactorily validated the
questionnaires through their judgement. The second process, called ‘reliability,” was carried out by a
statistical engineer who determined that the value obtained for both scales exceeded the threshold of
0.7, indicating that the scales can be applied to this problematic reality. The two questionnaires use
the Likert scale, in which 1 (one) means strongly disagree, (2) disagree, (3) neutral, (4) agree, and (5)
strongly agree. Finally, all the questions in the two questionnaires showed the same positive trend, so
as not to alter the evaluation ranges.

In order to ensure the correct use of the statistical information obtained through fieldwork, two
mathematical applications were used: Microsoft Office Excel and SPSS, version 26. Thanks to these,
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descriptive statistics could be produced and statistical correlation tests and various mathematical tests
could be applied to explain the phenomenon that occurred in this financial institution.

3. Results

Table 1 Assessment of satisfaction levels with Digital Government

Under Regular High Total

fx) | f(%) | f(x) | (%) | fx) | (%) | fx)| f(%)
Digital connectivity | 117 | 36,1% | us | 355% | 92 | 28,4% | 324 | 100,0%
Digital economy 102 | 31,5% | 190 | 58,6% | 32 | 9,9% | 324 | 100,0%
Digital government | 84 | 25,9% | 138 | 42,6% | 102 | 31,5% | 324 | 100,0%
Digital talent u8 | 36,4% | 183 | 56,5% | 23 | 7% | 324 | 100,0%
Digital trust 145 | 44,8% | 94 | 29,0% | 85 | 26,2% | 324 | 100,0%
Digital innovation | 92 | 28,4% | 176 | 54,3% | 56 | 17,3% | 324 | 100,0%
Digital Government | 133 | 41,2% | 10 | 34,1% | 80 | 24,8% | 323 | 100,0%

Based on the results obtained in Table 1, different patterns were evident in the evaluation of the
dimensions of digital government by users of the Banco de la Nacion.

Taking the educational perspective as a starting point, it is particularly significant that Digital Talent
scored 56.5% at a regular level and only 7.1% at a high level, highlighting limitations in educational
support. Users found instructions to be moderately understandable, perceived educational resources
to be insufficient, and experienced partial training of staff for guidance on digital services. In other
words, there is a critical training gap that educational institutions must address. This dimension, which
includes the development of digital skills and technical capabilities, points to the urgent need for
structured educational programmes.

The ‘Digital Connectivity’ dimension registered 36.1% dissatisfaction, revealing structural
deficiencies in technological infrastructure. Users faced obstacles in accessing multiple devices,
experienced recurring interruptions in digital channels, and encountered accessibility limitations that
excluded vulnerable groups from the digital banking ecosystem. The ‘Digital Economy’ dimension
scored 58.6% at the regular level, indicating that services functioned basically without transformational
impact. Customers perceived that everyday transactions were moderately facilitated, payment options
were limited in convenience, and the contribution to personal economic development was restricted.

‘Digital Government’ performed best, with 31.5% high satisfaction and only 25.9% dissatisfaction.
Users recognised that the services responded appropriately to their requirements, the platform
facilitated procedures efficiently, and the interaction was satisfactory for a significant proportion of
customers.

‘Digital Trust’ recorded the highest dissatisfaction with 44.8%, making it the most critical
dimension. Users experienced insecurity in digital operations, questioned the protection of personal
data, and perceived inadequate responses to security incidents. Digital Innovation scored 54.3% at a
fair level, indicating perceptions of irregular incorporation of technological improvements, limited
useful functionalities, and restricted adaptation to emerging trends in the sector.

The comprehensive diagnosis of ‘Digital Government’ revealed 41.2% dissatisfaction,
consolidating a predominantly negative assessment that highlighted multiple limitations in the digital
banking experience, ranging from infrastructure problems to deficiencies in security and training.

Table 2 Evaluation of satisfaction levels with regard to customer experience
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Under Regular High Total
flx) | f(%) | f(x) | (%) | f(x) | f(%) | f(x) | f(%)
Emotional | 1o | 34,0% | 15 | 355% | 99 | 30,6% | 324 | 100,0%
Cognitive | 104 | 32,1% | 156 | 481% | 64 | 19,8% | 324 | 100,0%
Sensory 1n9 | 36,7% | 171 | 52,8% | 34 | 10,5% | 324 | 100,0%
Conative 82 | 253% | 146 | 451% | 96 | 29,6% | 324 | 100,0%
Client exp. | 14 | 35,2% | 109 | 33,6% | 101 | 31,2% | 324 | 100,0%

(1). With regard to the sensory dimension, the highest percentage of dissatisfaction was recorded
with 36.7% at the low level and 52.8% at the regular level. Users stated that the appearance of online
services was unattractive, the user experience lacked pleasant elements, navigation was limited in
terms of intuitiveness and user-friendliness, and digital technologies failed to substantially improve
visual quality or the perceived sensory experience. (2). The Cognitive dimension showed a predominant
distribution at the average level with 48.1% of responses and 32.1% dissatisfaction. Customers perceived
that online services presented moderate difficulties in use, the information provided was moderately
clear and understandable, efficiency and time savings were limited, and the use of digital technologies
generated partial improvements in the customer experience.

(3). The Emotional dimension was relatively evenly distributed between low (34.0%), regular
(35.5%) and high (30.6%) levels. Users experienced moderate satisfaction with banking services, limited
confidence in online services, variable perceptions of customer value, and restricted security conveyed
by the use of digital technologies implemented by the institution. (4). The Conative dimension showed
the best relative performance with 29.6% high satisfaction and the lowest percentage of dissatisfaction
(25.3%). Customers expressed positive intentions to continue using online services, moderate
willingness to recommend the services to other users, relative plans to conduct more digital
transactions, and recognition that technologies increased their intention to use online banking
services.

Finally, with regard to the comprehensive diagnosis of the customer experience, a relatively
balanced distribution was revealed, with 35.2% dissatisfaction, 33.6% average satisfaction, and 31.2%
high satisfaction, evidencing that users experienced mixed perceptions regarding the emotional,
cognitive, sensory, and conative components of their interaction with digital banking services, without
reaching optimal levels of satisfaction in any specific dimension.

Table 3 Crosstabulation: Generation of life versus e-Government level

E-government level Total
Under | Regular | High

Generation | Silent generation (80 -97 years) 0 2 2 4
0,0% 1,8% 2,5% 1,2%

Baby Boomer (61-79 years) 24 5 2 31
18,0% 4,5% 2,5% | 9,6%

Generation X (45-60 years) 37 29 24 90
27,8% | 26,4% | 30,0% | 27,0%

Millennials (29-44 years old) 25 22 10 57
18,8% | 20,0% | 12,5% | 17,6%

Generation Z (18-28 years old) 47 52 42 141
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| | [ 353% | 47,3% | 52,5% | 43,7% |

Generation Z (18-28 years old) represented 43.7% of the total sample and showed the highest
concentration of high satisfaction levels at 52.5%. However, paradoxically, it also recorded the highest
percentage of dissatisfaction at 35.3%. This seemingly contradictory distribution was explained by the
inherent characteristics of digital natives, who have high expectations regarding the functionality and
speed of technological platforms. Their intrinsic familiarity with digital devices allowed them to
critically evaluate the shortcomings of the banking system, generating both appreciation for well-
implemented functionalities and severe criticism of aspects that did not meet their technological
standards.

Generation X (45-60 years old) constituted 27.9% of the sample and exhibited a relatively
balanced distribution among the three levels of satisfaction, with 30.0% at the high level. This
generation, characterised by its adaptability and experience in both traditional and digital methods,
demonstrated a more moderate and pragmatic assessment of e-banking. Their ability to transition
between analogue and digital systems gave them a balanced perspective that valued improvements
without generating excessively high expectations.

Millennials (aged 29-44) represented 17.6% and showed a predominance in the low level of
satisfaction with 18.8%, contrasting with only 12.5% in the high level. This generation, known for its
pioneering adoption of emerging technologies and social media, expressed significant frustration with
the limitations of the digital banking system. Their previous experience with innovative platforms and
intuitive interfaces created expectations that were not met by the digital government services
implemented.

The Baby Boomer generation (aged 61-79) represented 9.6% of the sample and accounted for
18.0% of those with low satisfaction levels, with minimal representation at higher levels. This situation
reflected the difficulties characteristic of users with less technological familiarity, who faced significant
barriers to navigating complex digital systems, experienced technological anxiety, and required greater
support and training to effectively use electronic banking services.

The Silent Generation (80-97 years old) had a minimal representation of 1.2%, distributed only at
the regular and high levels. This distribution suggested that the few older users who accessed digital
banking services were able to adapt satisfactorily, possibly due to self-selection processes where only
those with basic digital skills attempted to use these platforms.

The results revealed a significant generational gap in the perception of e-government banking,
with younger generations demonstrating both greater critical capacity and higher expectations, while
older generations faced fundamental challenges of accessibility and usability that limited their
satisfactory digital experience.

Table 4 Crosstabulation: Life Generation vs. Customer Experience Level

Customer Experience Level | Total
Under | Regular | High
Generation | Silent generation (80 -97 years) 3 o 1 4
2,6% 0,0% 1,0% 1,2%
Baby Boomer (61-79 years) 4 14 13 31
3,5% 12,8% 12,0% | 9,6%
Generation X (45-60 years) 35 30 25 90
30,7% 27,5% 24,8% | 27,8%
Millennials (29-44 years old) 21 24 12 57
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18,4% 22,0% 1,9% | 17,6%
Generation Z (18-28 years old) 51 41 50 142
44,7% | 37,6% | 49,5% | 43,8%

It is essential to know or identify the generations that behave best with the use of technology and to
know how satisfied they feel when experiencing digital contact with the technologies implemented by
the Government, which in this case is represented by the Banco de la Nacion.

Based on the preponderance of the findings and considerations of the characteristics of the different
groups studied, it was determined that Generation Z (18-28 years old) represented 43.8% of the sample
and showed the greatest polarisation, with 49.5% expressing high satisfaction but also 44.7% expressing
dissatisfaction. This distribution reflected the characteristics of digital natives who experienced both
intense emotions and critical perceptions regarding banking services. Their familiarity with
sophisticated sensory stimuli and intuitive interfaces generated high expectations that, when not met,
resulted in significant frustration, but when satisfied, produced loyalty and intentions for future use.

Another generational group whose results were extremely enriching was Generation X (45-60
years old), which constituted 27.8% and exhibited a balanced distribution between low (30.7%), regular
(27.5%) and high (24.8%) levels. This transitional generation demonstrated moderate emotional
responses, balanced cognitive perceptions of usability, satisfactory basic sensory experiences, and
pragmatic conative behaviours based on utility rather than technological innovation.

Millennials (aged 29-44) accounted for 17.6% and were predominantly concentrated in the low
(18.4%) and average (22.0%) satisfaction levels, with lower high satisfaction (11.9%). This generation,
pioneers in digital experiences, expressed emotional dissatisfaction with service quality, critical
cognitive perceptions of efficiency, sensory experiences below their standards, and less willingness to
recommend and use digital banking services in the future.

The Baby Boomer Generation (61-79 years old) represented 9.6% and showed a relatively balanced
distribution between fair (12.8%) and high (12.9%) levels, with low dissatisfaction (3.5%). This positive
assessment suggested that they experienced emotions of appreciation and trust, cognitive perceptions
of clarity in information, sensory experiences appropriate to their needs, and conative behaviours of
loyalty towards services that facilitated their daily transactions.

The Silent Generation (80-97 years old) had a minimal representation of 1.2%, concentrating
mainly on dissatisfaction (2.6%). This situation revealed emotions of insecurity, cognitive perceptions
of excessive complexity, inadequate sensory experiences, and conative behaviours of avoidance towards
digital banking channels. The findings revealed that younger generations experienced greater
emotional and cognitive intensity, while older generations valued basic functional aspects in their
multisensory banking experience.

Regarding the findings presented in Tables 3 and 4, it can be concluded that generational
differences fundamentally constitute a series of educational gaps that require differentiated
pedagogical attention. Taking Generation Z as a reference for the e-government variable (52.5% high
satisfaction, 35.3% low satisfaction), it was possible to identify a serious need that is not only related to
the development of technical skills but also to skills focused on digital critical thinking.

Table 4. Correlation tests between brand equity constructs versus perceived quality.

Digital connectivity Customer experience

Digital connectivity Spearman correlation ,528"
Sig. (bilateral) ,000
N 324

Customer experience

Spearman correlation

%

,528
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Sig. (bilateral) ,000
N 324
Digital economy Customer experience
Digital economy Spearman correlation ,661"
Sig. (bilateral) ,000
N 324

Customer experience

*%

Spearman correlation ,601
Sig. (bilateral) ,000
N 324

Digital government

Customer experience

Digital government Spearman correlation 427"

Sig. (bilateral) ,000

N 324
Customer experience Spearman correlation 427"

Sig. (bilateral) ,000

N 324

Digital talent Customer experience

Digital talent Spearman correlation 634"

Sig. (bilateral) ,000

N 324
Customer experience Spearman correlation ,634"

Sig. (bilateral) ,000

N 324

Digital trust

Customer experience

Digital trust Spearman correlation 533
Sig. (bilateral) ,000
N 324
Customer experience Spearman correlation 533"
Sig. (bilateral) ,000
N 324

Digital innovation

Customer experience

Digital innovation Spearman correlation ,566"
Sig. (bilateral) ,000
N 324
Customer experience Spearman correlation ,566"
Sig. (bilateral) ,000
N 324

Digital Government

Customer experience

Digital Government

Customer experience

Spearman correlation ,423"
Sig. (bilateral) ,027
N 324
Spearman correlation 423"

Sig. (bilateral) ,027

N

324
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**_Correlation is significant at the o.o1 level (bilateral).

The results show a strong positive association between the components of Digital Government and
customer experience, particularly in the areas of digital connectivity, digital economy, digital talent,
and digital innovation. This finding suggests that strengthening these variables could have a direct and
favourable impact on users' perception of their experience.

The digital economy established the strongest association with customer experience (r=0.661,
p<o0.01), revealing that transactional effectiveness was the fundamental pillar of digital banking
satisfaction. Users developed positive emotional bonds when they experienced fluidity in their daily
financial transactions, generating favourable perceptions about the real usefulness of the digital
banking ecosystem and strengthening their willingness to continue using the service. Digital Talent
demonstrated a significant relationship (r=0.634, p<o.01), showing that training and guidance were
crucial in determining the quality of the experience. Digital literacy emerged as an essential mediator
between the available technology and satisfactory user adoption, transforming potential frustrations
into rewarding experiences through appropriate support.

Digital Innovation showed a moderate correlation (r=0.566, p<0.01), suggesting that continuous
technological evolution influenced expectations and perceptions of institutional modernity. Regular
advances generated feelings of progress and confidence in the bank's adaptive capacity, positively
impacting the overall assessment of the digital experience. Digital Trust showed a moderate association
(r=0.533, p<o.01), confirming that operational security served as an emotional prerequisite for the
development of satisfactory experiences. Peace of mind regarding the protection of personal and
transactional information translated into greater openness to exploring and intensively using digital
services.

Digital Connectivity exhibited a moderate relationship (r=0.528, p<o.o1), indicating that
technological accessibility represented the basic enabling condition for any positive digital experience.
The stability and universality of access determined the real possibilities for satisfactory interaction with
the digital banking ecosystem. Digital Government showed the weakest but still significant correlation
(r=0.427, p<0.05), suggesting that administrative efficiency, while important, was not the main
differentiating factor in the customer experience. This lower relational intensity indicated that more
tangible and everyday aspects had a greater influence on users' overall perception.

4. Discussion

This study confirms that the adoption of e-Gov has a significant, albeit diverse, impact based on
customer experience at a public entity in Piura, starting from the implications for digital literacy and
continuing education. These results confirm theories by authors such as Godovykh & Tasci (2020), who
state that customer experience is determined by emotional, cognitive, sensory and conative factors.
Analysis of these factors shows that optimal levels were not achieved in any of the dimensions; on the
contrary, critical areas requiring a complete digital experience were identified.

In terms of Digital Government, the highest-rated dimension was administrative efficiency,
although its relationship with customer experience was statistically the weakest (r=0.427). This
suggests that users value more tangible factors such as transaction speed (Digital Economy) or
perceived security (Digital Trust), which is consistent with the findings of Rupal and Singh (2023) on
the importance of these attributes for a satisfactory digital experience. The Digital Economy dimension
showed the strongest correlation with customer experience (r=0.661), indicating that the transactional
and operational aspects have a fundamental weight in users' positive perception. Likewise, it was
identified that the least satisfactory dimension was Digital Trust (44.8% dissatisfaction), a situation
that coincides with previous research such as that of Supriyanto et al. (2019), who warn that security
and privacy are necessary conditions for the effective adoption of E-Gov. The perception of insecurity

514


http://www.richtmann.org/

E-ISSN 2240-0524 Journal of Educational and Social Research Vol 15 No 6
ISSN 2239-978X www.richtmann.org November 2025

and deficiencies in data protection can act as a barrier to the acceptance and use of digital banking
services.

At the generational level, Generation Z showed the greatest polarisation, with high levels of both
satisfaction and dissatisfaction. This duality can be explained by their status as digital natives, whose
expectations are higher and whose tolerance for technological deficiencies is lower, which aligns with
Lindgren et al. (2019) on the need to reconfigure institutional structures to respond to the demands of
more digitised users. In contrast, older adults (Baby Boomers and the Silent Generation) faced
significant accessibility and usability challenges, which limited their positive digital experience. These
findings corroborate Samsor's (2020) assertion regarding the need for digital inclusion as a
fundamental strategy for effective E-Gov implementation. Another key aspect was the importance of
Digital Talent (r=0.634), suggesting that staff training and user support not only facilitate navigation
of digital platforms but also transform the perception of the service received. This reinforces the
argument of Pefia-Garcia et al. (2021) on the co-creation of value and its influence on the customer's
digital experience.

Finally, it is evident that Digital Government in the banking sector still faces structural and
operational challenges that prevent a highly satisfactory and cross-cutting customer experience. While
there have been significant advances, it is essential to design strategies differentiated by generation,
strengthen technological infrastructure, implement more robust cybersecurity mechanisms, and
promote digital literacy to close existing gaps. Only then can a truly inclusive, efficient and user-
oriented financial ecosystem be guaranteed.

4.1 Educational and Training Implications

There are profound implications for higher education, as generational analysis allows us to establish
relevant educational patterns, understanding that Generation Z comprises today's university students.
The statistical results of this research reveal critical implications for the design of educational strategies
aimed at the effective adoption of E-Gov: With regard to Digital Talent, it can be concluded that it acts
as a mediating variable (r=0.634), as a significant (strong) correlation was demonstrated, which
positions education as a key component in the digital customer experience. With 56.5% of users at a
regular level of satisfaction and only 6.1% at a high level, it was possible to demonstrate that there is a
serious training gap that requires immediate educational intervention. It is therefore clear that all
higher education institutions must incorporate digital government skills and competencies into their
respective curricula or study plans, with a special emphasis on social science courses.

However, it is important to note that generational gaps constitute pedagogical challenges in this
research, as each generational group expresses very marked peculiarities in its behaviour in relation to
the variables studied. For example, for Generation Z (35.3% dissatisfaction, 52.5% high satisfaction), it
is necessary not only to focus on technical skills but also to give greater support to critical thinking.
For Generation X (balanced distribution between levels), the implementation of professional
development programmes is required, while the so-called Baby Boomers (18% dissatisfaction) require
basic digital literacy tools and strategies based on andragogical methodologies.

With regard to Connectivity and Digital Trust (r=0.528 and r=0.533), it should be noted that these
elements of the assessment require a comprehensive educational approach. The marked dissatisfaction
of 44.8% in digital trust indicates the need to incorporate cybersecurity and digital citizenship into
training programmes. Connectivity, with 36.1% dissatisfaction, requires not only infrastructure but also
the development of skills to maximise the use of available digital resources, suggesting the
implementation of hybrid training programmes that combine face-to-face and virtual learning.

5. Conclusion
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The results of the research have profound implications for the national education sector, highlighting
the leading role played by universities in preparing citizens with competent digital skills. However, it
is necessary to coordinate actions between the public banking sector, educational institutions and state
agencies to implement training programmes that address each of the gaps identified in this study.

In fact, the implementation of e-government in the public banking sector yielded very different
results in each of the dimensions evaluated. Certain dimensions showed satisfactory performance in
terms of the adoption of digital banking services, while critical elements such as digital trust became
significant obstacles to the adoption of e-government tools, thus affecting the user experience.

However, analysis of generational variables revealed characteristic patterns associated with the
perception and use of technologies implemented by the Peruvian government. Younger users had high
expectations, as they are familiar with virtual technologies in their daily lives, while older generations
faced significant challenges related to accessibility and use, which significantly affected their consumer
experiences, as the technology is no longer relevant to them. The research confirmed that
strengthening government digital capabilities, particularly in transactional, educational and security
aspects, improved the banking experience for users. However, the results indicated the need to
systematically address the identified deficiencies in order to maximise the transformative potential of
e-government in the public financial sector, taking into account the specific characteristics and needs
of each generational group of users.
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