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- Walsh and Mitchell
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- Clancy and Trout
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- Coyne and Traflet

- Wible
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! - non-transparent pricing

2 - Berry and Yadav

3 - complex pricing systems

4 - multiple price bands

5 - Mitchell and Papavassiliou
6 - Kimmel

7 - Lindsey-Mullikin and Petty
8 - Mitchell and Papavassiliou
¢ - Bagchi and Davis

10 - Which
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2. Carman
8 - Bagchi and Davis
4 - Kasabov
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- Sproles, G. B., Geistfeld, L. V., & Badenhop
2 - lyenga & Lepper

3 - Wright

4 - Dhar

5 - Samuelson & Zeckhauser

6 - Poiesz

7 - Viswanathan

8 - Choice deferral

9 - lyenga & Lepper

10 - Shah & Wolford
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Abstract

As an industry operating in the money market, banks and banking have gone through a
paradigm shift due to the digitalization of business. Thus, the industry has to pay attention to
potential and actual customers for sustainability in the age of the digital economy. This has
led it to be considered as one of the knowledge and professional topics in studies.

In this study, the researcher focused on the issue of new customer-oriented banking.
Accordingly, he concentrated on approaches and challenges aimed at identifying components
effective on the banks' customer orientation such as their confusion using the in-depth
interview approach. Ultimately, an appropriate model was presented as the outcome.

Based on summarizing the research results, out of the total identified factors resulting
from axial coding, a limited number of factors like the competitiveness of banks had a
significant impact in this regard. Hence, banks may need to pay attention to such factors and
invest in them to strengthen the durability of their activity, profitability, and value-creation.
Moreover, reducing the customer’s confusion was found to be an effective factor in
competitiveness.

Keywords: New Banking, Digital Economy, Investment, Banks’ Competitiveness,
Customer-Orientation, Customers’ Confusion.
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