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Designing a Customer Behavior Analysis Model in the Financial

Industry
Samaneh Ahmadi!, Mohammad Hasan Maleki?"
Avrticle Info Abstract
Avrticle type: Customer behavior in the financial industry is critically influenced by diverse needs

Research Article

and complex decision-making processes, necessitating a qualitative study to identify
key behavioral dimensions and develop a conceptual analysis model. This applied,
descriptive-analytical research employs grounded theory, with data collected via
semi-structured interviews from 14 academic experts in financial management and
economics (selected via snowball sampling and theoretical saturation). Through
open, axial, and selective coding, 96 codes were categorized into six core themes:
causal factors (economic, psychological, social, technological); contextual conditions
(infrastructure, regulations, organizational structure, human resources); core
conditions (financial decision-making, institutional interaction, financial behaviors,
customer satisfaction); intervening conditions (competition, crises, technological
shifts, individual traits); strategic factors (CRM metrics, pricing, service quality,
marketing); and outcomes (financial performance, customer loyalty, corporate
reputation, product development). The proposed framework enhances understanding
of financial customer engagement, offering actionable insights for industry
practitioners.
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