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Extended Abstract

Introduction

With the beginning of changes in consumer lifestyle and shopping, brands and
retailers are also moving towards increasing their share of consumer-preferred
channels (Hosseinzadeh et al., 2021). This approach, by focusing more on
consumer tastes and preferences, tries to create a new experience for
consumers, and the prerequisite for creating this new experience was the
creation and utilization of all channels of access to consumers and the
integration between these channels (Geria et al., 2021). Therefore, businesses
need to adapt and select strategies to adapt to the scenario of changing
customer behavior. Therefore, this is looking for an integrated and
comprehensive strategy called omnichannel, in which all channels and
platforms work together (Singh and John, 2022).

Omnichannel strategy cannot be implemented effectively without a
customer relationship management system. In other words, without a CRM
system in place, it is impossible to deliver the true benefits of an omnichannel
approach (Jindal et al., 2021). Omnichannel CRM improves organizational
performance by facilitating team collaboration, agent productivity,
personalized customer experience, and effective customer service (Alexander
and Kano, 2019). CRM helps in the successful implementation of an
omnichannel approach in customer-facing operations, which improves
channel-to-channel  convenience, speed, consistency, and real-time
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operational insights. This results in a satisfied customer base and a satisfied
workforce (Bijmault et al., 2022). Since organizational capabilities and the
willingness to implement strategies and tactics are strongly related to the
company's environmental conditions, best practices or frameworks derived
from the Iranian context may not correspond to the actual context of Iranian
organizations at the regional level. Beyond understanding the local context,
the purpose of the present study is to pose research questions in the field of
business value, business value creation, and customer relationship
management and to propose practical recommendations that are useful for
businesses in a wide range of economic realities. Therefore, it can be said that
this research pursues the following questions:

o Identifying the causal conditions of the customer relationship model
based on omnichannel marketing in Maskan Bank

o Identifying the underlying conditions of the customer relationship
model based on omnichannel marketing in Maskan Bank

e Identifying the intervening conditions of the customer relationship
model based on omnichannel marketing in Maskan Bank

¢ Identifying the strategies of the customer relationship model based on
omnichannel marketing in Maskan Bank

e Identifying the consequences of the customer relationship model
based on omnichannel marketing in Maskan Bank

Methodology

The present study was applied in terms of its purpose and qualitative in terms
of its method with a data-driven approach based on Barwicker's theory
(Strauss and Corbin, 1998). Its potential participants were all bank managers
and technical, marketing, and R&D experts in Maskan Bank.

Some of the main characteristics for selecting experts are as follows:
they are involved with the issue under discussion, have continuous
information about the issue for cooperation, have customer relations and
modern marketing methods, are motivated to participate in the analysis
process, and feel that the information obtained from a group agreement will
be valuable to them as well. In this study, an expert is someone who:

e Has an educational degree in the field of banking sciences, computer
sciences, economics, and management sciences.

e Has at least a master's degree.

e Has at least ten years of work experience in the field of banking and
managerial positions in banks.

e Has at least 5 years of experience and mastery of electronic banking
services and modern banking methods.
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The sampling method was purposive and individuals were selected.
This group was selected to conduct the qualitative part of the research and
participated in the interview process. Purposive sampling method was used to
determine the samples of this research and determine this group of experts. In
this research, the main source of data was interviews, so that the initial
interviews were exploratory and descriptive, and gradually after each
interview, the data obtained from the interviews were coded interview by
interview, and by means of the method of constant data comparison,
theoretical codes emerged through re-coding, and in the same way, 14
interviews were coded, and concepts and sub-categories and main categories
emerged; it should be noted that the densification and saturation of the axial
categories was carried out based on theoretical sampling, so that by
conducting interviews with the statistical population of the research, the
concepts of that category were condensed and enriched. For example, with the
first 8 interviews that were conducted, the duration of the interview was
between 30 and 50 minutes. Grounded theory was used in ATLAS TI software
to analyze qualitative research data. In this design, the analysis of collected
qualitative data was carried out in three stages: open coding, axial coding, and
selective coding.

Findings

In this model, customer communication is based on customer values. This
means that communications should be based on customers’ needs, desires, and
goals, and messages and content should be presented to customers that are
useful and attractive to them. In addition, this model pays great attention to
promoting and developing ongoing customer communications. This means
that customer communications should be maintained continuously and
continuously and continued through various programs such as advertising
campaigns, event activities, sending informational emails, and social media
activities. The customer communication model based on omnichannel
marketing is very important in banks. This model allows banks to
communicate with their customers at different levels and improve the
customer experience. In this model, there are three main paradigms:

Direct communications: This includes phone calls, emails, SMS, and online
chat. For example, a bank can use these channels to inform about new products
and services, provide information related to customer accounts, and provide
guidance on banking activities.

Coordinated channels: This includes online banking, mobile apps, websites,
and social media. For example, customers can access their account
information through the bank’s website and make payments through their
mobile app.
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Indirect communications: This includes advertising, events, and educational
content. A bank can use these channels to promote its products and services,
hold workshops, and provide educational videos on financial management.

By using this customer communication model, banks can build stronger
relationships with their customers, improve the customer experience, and
ultimately create customer satisfaction and increased loyalty. Overall, the
customer relationship model based on omnichannel marketing helps managers
and marketing experts improve their communications with customers, have a
pro-customer attitude, and strengthen their communications using diverse and
effective channels.

Keywords: Customer Relationship, Omnichannel, Banking Industry, Digital
Marketing Tools, Electronic Banking
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Abstract:

The purpose of the research was to design and implement a customer
relationship model based on omnichannel marketing in Maskan Bank. The
present research was applied in terms of its research objective and qualitative
in terms of its method with a grounded theory approach. The research
population was 14 bank managers and technical, marketing, and R&D experts
in Maskan Bank interviewed based on purposive sampling. The semi-
structured interviews conducted in ATLAS.TI software were coded. The
Kappa index was used to confirm the results obtained. The research findings
were identified in five categories: causal conditions (information and
communication technology, cybersecurity, strong support system, and
technological knowledge), intervening (access, channel efficiency, customer
characteristics, individual characteristics, and channel relationship),
contextual conditions (digital platform, cultural and social conditions, and
political and regulatory conditions), strategy (service quality, training, bank
digitization, and innovation and creativity), and outcomes (improving
customer orientation, profitability, and beneficial word-of-mouth and viral
marketing). By using this customer relationship model, banks can build
stronger relationships with their customers, improve customer experience, and
ultimately create customer satisfaction and increased loyalty. Overall, the
customer relationship model based on omnichannel marketing helps managers
and marketing experts improve their communications with customers, have a
pro-customer attitude, and strengthen their communications using diverse and
effective channels.
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