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Abstract

The purpose of this study is to design and test the marketing model of banking services based on the grounded theory approach in Bank
Saderat Iran to provide a paradigmatic model of new banking services that affect customer preferences.

In this research, the heuristic mixed-methods design was used. At first, with the help of the qualitative method of the grounded theory
approach, the qualitative model of banking services was extracted. Then, with the help of the survey method and structural equations, the
model was tested. The results of the study showed that, in the field of banking services of Bank Saderat, 22 components were obtained:
improving the structure of the bank in banking services, more presence and stabilization in the market, realization of internal marketing, style
of marketing strategies, service style, management structure, human resource management, market orientation (customer orientation and
competitiveness), value creation for the customer, communication with customers and the community, brand and branding, physical facilities,
process improvement, customer orientation, customer information management, electronic services, staff, advertising, price, product/service,
and distribution. In this model, the main and central category was value creation for the customer in banking. Price, distribution, advertising,
and staff were causal factors. Customer orientation, processes, information management, customers, and electronic procedures were the
underlying factors. Physical facilities, brand, branding, and bank communications were intervening factors. Improving management structures,
improving marketing strategies, market orientation, human resource management, and improving service delivery were the model strategies.
Ultimately, more and more established presence in the market, improving the bank structure, and the realization of internal marketing were
the consequences of the model. The analysis of the routes showed that, with a 95% confidence level of causal factors to the main category,
the main category was strategies. Interfering factors to strategies and underlying factors had a positive effect on strategies and ultimately
strategies on outcomes. The greatest impact was on the direction of strategies to consequences, which is estimated at 70%.

Keywords: Service Marketing, Banking Services, Banking Services Marketing Mix, Grounded Theory Model, Bank Saderat Iran.
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