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Background and purpose: The extensive engagement of customers with digital platforms and the
growing prominence of e-commerce have heightened companies' awareness of customer behaviors
and activities within the digital domain. The objective of this research is to develop and elucidate a
digital customer experience management model within the banking sector.

Research method: This research employed a mixed-methods approach integrating both qualitative
and quantitative methodologies. Qualitative data were gathered through twelve semi-structured
interviews conducted with academic experts specializing in marketing, business, and digital
banking. The qualitative data were analyzed utilizing grounded theory, applying open, axial, and
selective coding procedures. For the quantitative component, confirmatory factor analysis was
performed using Partial Least Squares (PLS) software.

Findings: Qualitative analysis revealed six primary categories: the establishment of macro digital
policies; the development of a digitally-centered organizational framework; the management and
assessment of digital transformation initiatives; the configuration of structures centered on
enhancing the customer digital experience; the design of a strategic digital banking ecosystem; and
the enhancement of digital performance management within the quantitative sector. Exploratory
factor analysis verified the validity and reliability of the proposed model. The findings indicate that
the implementation of this model may facilitate the optimization of digital services.

Conclusion: To achieve success in managing the digital experience of customers, banking
institutions must synchronize their overarching policies and operational procedures with a digital
strategy.
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Introduction

Currently, numerous prominent global corporations with substantial financial and market
valuations, including Apple, Microsoft, Alphabet, Meta, Alibaba, and Tencent, employ business
models rooted in digital platforms (Ferrer et al., 2018; Simsek et al., 2022). Such developments
reflect the increasing integration of digital structures across various organizational types,
including financial startups, traditional companies, and new banking institutions, with many
industries actively seeking to incorporate digital platforms into their operational frameworks
(Kapoor et al., 2021; Modi et al., 2020; Pandey and Rupnavar, 2022; Ritz et al., 2023). Evans
and Gower (2016) assert that the proliferation of digital platforms has dissolved traditional
market boundaries and fostered novel approaches to customer influence (Sabrian et al., 2020).
Notably, contemporary consumers demonstrate heightened engagement with information and
communication technologies to facilitate their daily activities. Particularly during and subsequent
to the COVID-19 pandemic and its associated economic, social, and technological
transformations, the propensity for and utilization of such technologies among consumers have
significantly increased, thus presenting ample opportunities for further scholarly inquiry
(Oliveira et al., 2023).

Digital customer experience management is recognized as a vital component for enhancing
business performance. It involves overseeing the interactions between organizations and their
customers, which is especially evident within frameworks such as relationship marketing
strategies and customer relationship management (Makudza, 2021). In the digital era, consumers
increasingly seek interactions with brands that afford them superior experiences (Lemon and
Verhoef, 2016). The theoretical and practical contributions of the present study are noteworthy.
From a theoretical standpoint, this research enriches the existing literature by proposing a
comprehensive, context-specific model for managing customers' digital experiences within the
banking sector. By integrating concepts from customer relationship management and digital
marketing, the study introduces a novel framework capable of addressing existing research gaps
concerning factors influencing customers' digital experiences in Iranian banking institutions.
Furthermore, by presenting an integrated perspective on the interplay among technology,
organizational structures, and customer behavior within the digital environment, this research
contributes to the development of a data-driven theory in digital financial services management.

Practically, the findings offer valuable guidance for banking executives and policymakers within
the financial industry. The results enable banks to enhance the quality of their customer
interactions through the development of customer-centric digital strategies, thereby fostering
increased satisfaction and loyalty. Additionally, the criteria established in this study can serve as
benchmarks for evaluating the effectiveness of digital investments made by banks. Policymakers
may also utilize these insights to formulate appropriate regulatory standards for digital banking
services. An additional application of this work involves the development of a model to assess
the digital maturity of financial institutions, which can bolster the competitiveness of Iranian
banks vis-a-vis foreign competitors and FinTech startups. Ultimately, implementing the study's
recommendations can contribute to reducing operational costs by optimizing customer-centric
digital processes.



Research Methodology

The present study adopts an applied-developmental design in terms of its purpose and employs a
descriptive-survey methodology. The research approach utilized is a mixed exploratory
approach, integrating qualitative methods (grounded data theory) with quantitative techniques.
Data collection instruments included interviews and questionnaires to address the research
questions. Given the developmental nature of the research and the necessity to identify variables
for model construction, an inductive approach was employed. Subsequently, the proposed model
was tested through thematic analysis, with its validity assessed via confirmatory factor analysis
using PLS software. This stage involved quantitative methods. To facilitate data collection,
observational methods of organizational behaviors related to the research topic and exploratory
interviews with academic experts in marketing management, business management, and digital
banking trends were conducted.

In this study, purposive (non-probability) sampling was implemented through a strategy of
multiple purposive methods. Sampling continued until data saturation was achieved, meaning no
new information or features emerged. To identify key concepts, a total of twelve interviews were
performed with academic experts in marketing management, business management, digital
banking trends, as well as marketing managers, information technology managers, and
practitioners active within the digital banking sector. The interview data were analyzed using the
coding technique based on Strauss and Corbin’s approach. In the subsequent stage, confirmatory
factor analysis was employed to determine the validity of the proposed model.

Finding

The qualitative phase yielded a total of 707 open codes, which were subsequently categorized
into 121 distinct open codes. In the subsequent stage, these 121 open codes were further refined
into a more abstract level of categorization, resulting in the identification of 42 secondary codes.
During the final phase of coding, known as selective coding, the central categories were
consolidated into six overarching final categories. From among the identified factors, the
selective coding paradigm was applied to elucidate the linear relationships between secondary
codes and the central codes of the study, encompassing causal conditions, background
conditions, intervening conditions, strategies, and consequences. Furthermore, utilizing a
designed questionnaire and employing confirmatory factor analysis within PLS software, the
proposed model was validated. The data-driven factors within the model demonstrated mutual
influence, thereby supporting the validity of the research model.

Conclusion

According to the research findings and the configuration of the paradigmatic model within the
data-based theory, the category of "Determining Digital Macro Policies" has been identified as
the initiating factor of this process. This selective category, which concurrently influences other
categories and governs their operational dynamics, oversees the approaches and strategic
orientations that the country’s banking sector must critically consider within its digital
transformation. For instance, within this category, discussions pertain to the societal adoption of
new technological lifestyles. Specifically, the preliminary step for the banking sector involves
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investigating and assessing the extent to which the population exhibits inclination towards digital
banking services and the seriousness of their engagement. This issue is also addressed within the
context of analyzing the structure of social technological culture. The significance of this matter
resides in the recognition that customers are the primary beneficiaries of banking services.
Consequently, it is imperative for banking decision-makers to pay particular attention to the
interplay between technological advancements and social context in the formulation of policies
and strategic guidelines.

Additionally, this category encompasses the development of a comprehensive perspective on
digital financial services within the banking industry. Regardless of the importance of
transitioning towards digitalization in service and operational structures, progress without clear
guidance and strategic outlooks may be infeasible, overly challenging, or potentially lead to
organizational confusion. A confused structural framework naturally diminishes customer
motivation to engage with digital platforms. Therefore, it is an essential internal and structural
requirement for banks to formulate and formalize their digital vision through a strategic
document that delineates medium- and long-term goals. Such a document will facilitate a
profound understanding and recognition of customer engagement during the development and
expansion of digital banking services. The findings in this section align with the research
conducted by Rahman and Islam (2022), Kasri et al. (2022), Kitsweis et al. (2021), Khan (2022),
Alenmer et al. (2022), Bapat et al. (2022), Rahman et al. (2023), Saurabh et al. (2022), Campbell
et al. (2023), and Blanchard (2023).

Based on the results of this study, it is recommended to adopt a globally recognized model for
managing customer digital experiences. At the managerial level of digital banking operations, a
customer-centric digital service perspective should be prioritized. Banks are advised to enhance
efforts toward energizing and dynamizing the digital customer engagement center. The
technological and digital proficiency levels of employees should be meticulously evaluated, and
an internal reservoir of digital talents and expertise should be cultivated within the organization.
The enhancement of digital experiences will be further examined from the perspective of bank
employees, with an emphasis on advancing digital human resource management within the
banking sector.
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