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The purpose of this study was to designing the digital customer experience
management model in the banking industry based on Grounded Theory, based on the
systematic approach of Strauss and Corbin. The semi-structured interview with 12
academic and banking experts was used to collect data. CVR and CVI criteria was
used to examine content validity, and the two techniques of "reliability between two
coders™ and "retest reliability” were used to examine data reliability. According to the
results, 2 axial categories and 6 selective categories were obtained in relation with the
causal conditions of determination of digital macro policies, contextual conditions of
development of digital-oriented organism, intervening conditions of management and
evaluation of digital transformations, central phenomenon of the digital experiential
structure of customers, strategies under the specific strategic directions of digital
banking, and the consequences under the selective category of improving performance
management. The presented framework can be considered as a new, practical and
comprehensive approach to policy making in the field of digital experiences of
customers in the banking and financial services industry. Based on the research
results, the main focus of marketing should be on a digital customer orientation
approach so that the feasibility of causal, contextual, pivotal, and interfering factors
can be considered in implementation.
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