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Background and purpose: Understanding the management of employee digital experience and its
influence on enhancing organizational performance is of significant importance. The objective of
this study is to propose a model for employee digital experience management utilizing a taxonomy -
based approach within the banking sector.

Research method: This study was conducted employing an exploratory mixed-methods approach
alongside a taxonomy methodology. The taxonomy framework serves as a model that
systematically categorizes and organizes the various components and their configurations involved
in managing employees' digital experience. In the qualitative phase, data collection was carried out
through semi-structured interviews. The data obtained from interviews conducted with fourteen
researchers and professors specializing in marketing, digitalization, customer relations, and
employee experience were analyzed through three sequential stages: initial coding, axial coding,
and theoretical coding. In the quantitative phase, a sample of 384 individuals from the target
population was selected based on the predetermined minimum sample size. Data analysis was
performed using exploratory and confirmatory factor analysis techniques, employing SPSS version
25 and AMOS version 24 Software. Subsequently, the identified factors were prioritized using a
taxonomy-based ranking approach.

Findings: Six broad categories were identified within the model, namely: digital competencies;
digital organizational culture; digital policies; challenges associated with digitalization; experience-
oriented employees; and bank management.

Conclusion: Success in the digital era for financial institutions relies on the transformation of work
activities within digital workplaces and emphasizes enhancing the employee experience.
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Introduction

The advent of digital technologies has engendered an unprecedented transformation in workplace
practices, resulting in a paradigm shift from traditional physical and task-oriented modalities to a
predominantly digital framework (Ataran, 2019). Human resource digitalization encompasses
management activities and methodologies that leverage computers, communication systems,
networks, and other technological tools to quantify management objects and behaviors through
statistical techniques, thereby enabling functions such as research and development, planning,
organizational management, production, coordination, and sales (Koy et al., 2024). As the
business environment continues to evolve, employees increasingly anticipate a work
environment that is productive, engaging, and enjoyable. Consequently, organizations should
prioritize improving the employee experience rather than concentrating solely on fostering deep
employee commitment (Bersin et al., 2017). Although digital transformation is primarily driven
by innovative technologies, some scholars contend that successful digital transformation places
greater emphasis on human resource considerations than on technological factors (Wigston,
2019; Tabrizi et al., 2019).

It appears that employee experience and digital transformation are two concepts fundamentally
reshaping organizations and workplace environments more significantly than ever before. Paying
particular attention to these issues within organizational contexts can establish future competitive
advantages in the business landscape. In recent years, driven by technological advancements and
the increased utilization of the Internet and associated technologies, banking institutions in Iran
have undergone a notable shift towards digitalization. They have introduced online services and
banking applications, providing customers with mobile platforms and websites that facilitate
remote banking transactions. Despite these technological progressions, challenges such as
security and privacy concerns persist in the digital domain, particularly within Iranian banks.
Ensuring the security of transactions and the protection of customers' personal information have
emerged as critical issues. Furthermore, over the past decades, due to various economic,
political, managerial, cultural, and educational factors, insufficient emphasis has been placed on
the training of specialized human resources capable of effectively engaging with the digital
workforce. Furthermore, the taxonomy approach enables banks to systematically categorize and
analyze employee needs and challenges with greater precision. Such classification aids in
identifying organizational strengths and weaknesses regarding digital employee experience
management and supports the formulation of effective strategies to improve overall performance.
Consequently, research in this domain has the potential to contribute to the development of a
comprehensive and practical model aimed at enhancing employee performance and experience.
The necessity of implementing and managing positive digital employee experiences, alongside
the notable gap in comprehensive studies elucidating the dimensions of this concept, presents a
significant challenge within this field.

Research Methodology

The present study constitutes an applied development in terms of purpose, a cross-sectional
survey concerning data collection timing, and employs a mixed research approach (taxonomy
development) concerning the nature of data. To address the research questions, library research,
literature reviews, and theoretical background relevant to the subject were utilized, along with
interviews. Descriptive and inferential statistical methods were employed to analyze the research

ov



questions. The primary objective of this study was to initially develop a conceptual model
through qualitative research, which would subsequently guide the formulation of responses to the
final research questions. The validity of the model was then examined using quantitative
methods. Consequently, the content analysis technique was applied first to identify the
dimensions, components, and subcomponents constituting the model. Following this, a
classification or categorization system was established, and an appropriate model was developed.

In the qualitative phase, the statistical population comprised researchers and professors
specializing in marketing sciences, digitalization, customer relations, and employee experience.
Data collection was conducted through exploratory interviews, involving 14 purposively selected
individuals, utilizing semi-structured, in-depth interviews with open-ended questions. The
quantitative phase involved a statistical population of 384 individuals. Data analysis in this phase
employed exploratory factor analysis using SPSS version 25 and confirmatory factor analysis
using AMOS version 24.

Finding

To address the research question, "What is the conceptual paradigm of digital employee
experience management?", the coding process was conducted following the inductive approach
inherent in the qualitative content analysis methodology, encompassing three sequential stages:
initial coding, axial coding, and theoretical coding. Upon completion of the theoretical coding
phase, a total of six high-level codes, or principal components, were identified from twenty
categories comprising sixty-seven concepts. The predominant codes at the highest level of
abstraction included: digital-centric competencies; digital organizational culture; digital policies;
digitalization challenges; experience-oriented employees; and bank management. Subsequently,
based on the perspectives of interviewees concerning the interrelationships among these
identified components and supported by the reviewed literature, the model was structured into
three hierarchical layers. Principal component analysis (PCA) conducted using SPSS software
revealed that six factors possessed eigenvalues exceeding one, collectively accounting for
approximately 100% of the variance in the measured variables. Among these, digital
organizational culture explained a variance percentage of 480.19, indicating its paramount
significance within the model. Following this, digital-centric competencies explained a variance
percentage of 192.19, ranking second in importance.

To empirically assess the research variables and test the proposed hypotheses, a questionnaire
was employed to gather data, and confirmatory factor analysis (CFA) was performed using
AMOS software to evaluate the relationships between latent variables and their observed
indicators. The factor loadings of the latent constructs on the digital experience management
model were as follows: digital-centric competencies at 0.49 with a t-statistic of 8.610; digital
organizational culture at 0.43 with a t-statistic of 7.418; digital policies at 0.55 with a t-statistic
of 10.521; digitalization challenges at 0.39 with a t-statistic of 5.166; experience-oriented
employees at 0.45 with a t-statistic of 7.925; and bank management at 0.46 with a t-statistic of
8.192. These results affirm the validity of the research model. Finally, utilizing the taxonomy
analysis method, the developmental levels of twenty private banks and ten state-owned banks
were evaluated and ranked based on four criteria: (C1) digital experience management for
employees; (C2) digital-centric competencies and experience-oriented employees; (C3) digital
policy; and (C4) bank management and digitalization challenges within the organizational
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culture. According to this ranking, Bank Melli occupied the first position, with Bank Sepah in
second place, and Export Development Bank of Iran in third. Among private banks, Bank
Pasargad was rated first, Bank Mellat second, and Bank Parsian third.

Conclusion

The rankings of banks indicate that the development in digital experience management varies
among institutions and is influenced by factors such as digital policies and organizational culture.
In assessing the level of development, Bank Melli was positioned first among state-owned banks,
while Bank Pasargad led among private banks. This ranking was determined based on criteria
pertaining to employee digital experience and other identified components. To effectively
manage employee digital experience utilizing a taxonomy-based approach, it is essential to adopt
a structured and phased framework that facilitates organizational improvements in this domain.
Consequently, it is recommended that organizations foster an environment wherein employees
feel comfortably empowered to present their creative ideas. This can be achieved by encouraging
the expression of opinions and suggestions, organizing brainstorming sessions, and providing the
requisite resources to support idea development. Establishing such an environment motivates
employees to pursue innovative solutions and enhances their digital competencies. Organizations
can further support skill development by organizing training programs and practical workshops
focused on digital skills, including topics such as programming, data analysis, and the utilization
of digital tools.
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