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Abstract

With the growth of digital marketing in the field of financial services of banks, customers'
awareness of the quality of services has increased and this has increased the number of
competitors in the banking system. Therefore, banks need to identify the challenges and to
strengthen the marketing opportunities. The aim of this study was to identify and rank the
opportunities and challenges of digital marketing with an emphasis on financial services and
investment (by using Grounded Theory) of Sepah Bank. The research was conducted in two
stages with mixed approach, in the 1st stage, qualitative approach was identified
opportunities and challenges from experts in the field of digital marketing in the bank and in
the 2nd step, Shannon Entropy was used by surveying the findings of the qualitative sector
as well as ranking opportunities and challenges. In the qualitative stage, the data obtained
from 9 semi-structured interviews were analyzed by content analysis method and in the
quantitative stage, using Shannon entropy analysis, dimensions and sub-indices were
identified, weighed and ranked. The results showed that the most important dimension of
digital marketing opportunity in the bank is promotion dimension and the most important
indicator is the analysis of customers' behavior and the most important dimension of digital
marketing challenge is the technical dimension and the most important indicators are lack of
digital culture, lack of attractiveness of content and current services of digital marketing of
the bank and its need for expert employees.

Keywords: Digital Marketing, Digital Banking, Financial Services, Investment.


mailto:Aelems1@gmail.com




