Journal of Iranian Social Development Studies (JISDS)
2024 (Winter), Vol. 16, No. 1

Investigating the role of social networks in providing electronic services to private bank clients

Fatemeh lzadimanesh*
Department of Business Management, Kish International Branch, Islamic Azad University, Kish Island, Iran
Ali Noroozi Mobarake %*

Assistant professor Department of Managemen, Payame Noor University, P,O, Box 19395-3697, Tehran, Iran;
Assistant professor Department of Business Management, Kish International Branch, Islamic Azad University,
Kish Island, Iran (Corresponding Author)

Ahmad Askari®
Assistant Professor, Business Management, Lamerd Branch, Islamic Azad University, Lamerd, Iran

Abstract: In this research, the role of social networks in providing electronic services to the customers of private
banks is investigated. This research is developmental in terms of practical purpose, based on results, and
qualitative in terms of method. The statistical population includes a number of managers and experts in the
banking industry in private banks who were fully familiar with social media marketing, and among them 12
samples were selected using a targeted snowball method to conduct a semi-structured interview. In this
research, the method of content analysis based on the foundation data theory was used to analyze the interview
data. For this purpose, first, appropriate codes were assigned to different parts of the data and concepts were
determined. Finally, with selective coding, the categories were refined and the main dimensions of the research
emerged in the form of causal, central, context, interventionist, strategies and consequences conditions. The
findings of the research showed that e-services including the quality of e-services and recovery of the quality of
e-services as causal factors affect e-banking; Electronic banking also causes customer satisfaction through
information, communication and transaction and affects their perceived value. In addition, social networks are
effective through functionality and social interactions, in the form of interfering conditions on customer
satisfaction and perceived value, and the infrastructure, which includes security infrastructure and technical
infrastructure, as the governing context, on the phenomenon under investigation (value perceived) has an effect
and ultimately causes customer loyalty and creates value for the customer and the bank.
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