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Introduction:

This study addresses the central role of social trust, particularly institutional trust, in
modern societies, considering it a facilitating factor for future-oriented actions and
for reducing the costs of social transactions. Institutional trust is strengthened when
institutions function on the basis of truthfulness, promise-keeping, fairness, and
transparency. Satisfaction with service quality and perceptions of justice are
recognized as among the most important factors influencing institutional trust within
organizations. In microfinance institutions (interest-free loan funds), declining
transparency, accountability, and perceived justice reduce satisfaction and weaken
member’s trust, thereby threatening the sustainability of these institutions. Adopting
a survey-based approach, the present study examines the effect of satisfaction on
institutional trust, with perceived justice serving a mediating role in Shahed
Microfinance Institution.

Literature Review:
This study draws upon Claus Offe’s theory of institutional trust, the Iranian
Customer Satisfaction Model, and John Rawls’s conception of organizational justice
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to describe and theoretically explain the subject. Customer satisfaction measurement
models, particularly the Iranian Customer Satisfaction Index (ICSI), are employed as
tools for assessing product and service quality and as a basis for decision-making at
both the macro- and micro-level. The Iranian customer satisfaction model is
grounded in variables such as perceived quality, expectations, perceived value, and
mental image, and explains outcomes including overall satisfaction, loyalty, and
dissatisfaction. Increasing customer satisfaction leads to greater loyalty, reduced
dissatisfaction, and the strengthening of social and institutional trust. Within Rawls’s
theoretical framework, perceptions of distributive justice and equality of opportunity
constitute essential conditions for the formation of sustainable institutional trust in
organizations.

Methodology:

This study employed a quantitative research strategy in the form of a survey. Data
were collected, using a researcher-designed questionnaire, from 381 fund members
across 32 service regions who had received financial facilities during the first half of
1403 SH (2024). The sample size was determined using the Cochran and Sharpe
formulas, with a margin of error of 0.05 and a 95% confidence level, and
participants were selected through proportional stratified sampling. Qualitative
content validity was applied to assess validity, while reliability was evaluated using
Cronbach’s alpha coefficient. The Cronbach’s alpha values for the variables for
institutional trust among fund members, member satisfaction with the quality of
fund services, and perceived justice among service recipients were 0.71, 0.83, and
0.85, respectively.

Results:

Descriptive findings indicated that the overall index of members’ institutional trust,
with a mean of 36.638 (cutoff point: 24), member satisfaction with a mean of 84.564
(cutoff point: 63), and perceived justice among service recipients with a mean of
27.357 (cutoff point: 18), were all at a desirable level. In addition, inferential
findings based on structural equation modeling showed that, given the adequacy of
the outer (measurement) model evaluation, the inner (structural) model evaluation,
and the overall goodness-of-fit of the empirical model, the empirical structural
(path) and reflective measurement model of member satisfaction with the quality of
services provided by the Shahed Microfinance Institution Fund demonstrates
sufficient fit and congruence with the theoretical model.

Discussion:

By integrating the theoretical frameworks of Offe, Rawls, and the Iranian Customer
Satisfaction Index, this study develops a coherent model for explaining institutional
trust. The findings indicate that satisfaction with service quality and perceptions of
justice both have positive and significant effects on institutional trust and function in
a complementary manner. Structural equation modeling results confirm that the
effect of satisfaction on institutional trust is largely transmitted through perceived
justice. This suggests that even high-quality services, in the absence of perceived
fairness and legitimacy, do not lead to sustainable trust. Accordingly, to enhance
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institutional trust, strengthening transparency, accountability, and member
participation in decision-making is recommended. To improve perceptions of
justice, fair revision of procedures, the formulation of an organizational justice
charter, and the improvement of employees’ interpersonal conduct are essential. To
enhance service quality, the use of modern technologies, continuous monitoring of
satisfaction, and reinforcement of the fund’s mental image are proposed. By moving
beyond a one-dimensional focus on service quality, this study highlights justice as a
key factor of legitimacy and trust. Overall, the study’s innovation lies in presenting
an integrative model that explains satisfaction, justice, and institutional trust within a
single analytical framework.

Conclusion:

In summary, consistent with the theoretical frameworks of Offe and Rawls, the
development of institutional trust is not solely mediated through satisfaction; rather,
it is critically contingent upon justice and the perceived legitimacy of institutional
performance. Consequently, the integration of these three theoretical dimensions,
being service satisfaction, perceived justice, and institutional trust, into a unified
model represents a novel contribution to domestic research.
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