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The Place of Arbitration in Resolving Disputes Between
Customers and Banks in the Field of Electronic Banking in Iran

Saeid Eshragh Abad Shapouri !

Abstract

In today's money market and business environments, banks, as financial intermediaries,
interact with customers through contracts, and these financial transactions give rise to
numerous disputes. The parties often prefer to resolve disputes outside of formal courts to
maintain future relationships, the value of money, and respect the principle of confidentiality.
With the development of computer technologies, the growth of Neo banks, and the expansion
of electronic services, these disputes have become more apparent in the field of electronic
banking. The purpose of this study is to examine the role of arbitration in resolving disputes
between banks and customers in electronic banking. It is conducted with a descriptive-
analytical method and has an applied aspect for the banking system. The findings of the study
show that the money market lacks a specific arbitration institution to resolve these disputes,
and banks are often reluctant to refer to arbitration and mostly resort to methods such as
referring to the bank's internal experts and inserting unilateral conditions in electronic
contracts, which require the acceptance of customers. This highlights the need to review the
process of resolving banking disputes and develop coherent arbitration mechanisms in
electronic banking.
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