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CrossMark

The aim of this study is to examine, identify, and analyze the key factors
influencing customer behavior patterns in the banking system. This research
was conducted using a qualitative approach and thematic analysis. Data
collection and extraction of relevant themes were carried out through semi-
structured interviews with key experts in this field. Participants were selected
using purposive sampling and the criterion of theoretical saturation, based on
which 12 individuals were chosen, including university professors in the fields
of marketing management and business, as well as heads, deputies, and
customer relationship managers from Day Bank branches in Tehran. To ensure
the validity and reliability of the data, two methods were employed: participant
review and expert review by non-participating experts in the research. For data
analysis, MAXQDA statistical software was used, and the data were examined
through thematic analysis. The results of this study indicate that customer
behavior patterns in the banking system are structured into four main categories
(banking services, financial affairs, branch characteristics, and human and
relational factors), 10 subcategories (electronic banking, quality and variety of
banking services, foreign exchange and international activities, banking
facilities and interest rates, investments, interior and exterior branch design,
branch accessibility and amenities, customers, human resources, marketing and
advertising), and 66 indicators.

Keywords: Behavior patterns, banking system customers, thematic analysis, Day Bank
branches.
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Introduction

The banking industry has undergone significant transformations, especially with the increasing
impact of technology on customer behavior patterns. Understanding customer behavior has become
essential for banks to remain competitive in the rapidly evolving financial landscape. Customer
relationship management (CRM) plays a critical role in this context, as banks must not only acquire new
customers but also retain existing ones through effective engagement strategies (Homburg et al., 2019).
Studies have shown that CRM enables banks to identify and enhance customer value, leading to improved
profitability and customer loyalty (Malek Akhlagh et al., 2021).

The banking industry, particularly in Iran, has seen notable shifts in customer expectations due to
the rise of electronic banking services. The integration of digital tools has reshaped how customers interact
with financial institutions, requiring banks to innovate constantly to stay relevant (Dubina et al., 2020). In
such a competitive environment, factors such as service quality, the variety of banking services, and the
physical attributes of bank branches significantly influence customer decisions (Ferdoshadeh, 2017). As
noted by Yahaya et al. (2021), maintaining a dynamic understanding of customer needs and preferences
is key for predicting future behavior and enhancing customer satisfaction (YYahaya et al., 2021).

Given the importance of these factors, this study aims to identify and analyze the key determinants
of customer behavior patterns in the Iranian banking system. By examining the influences of banking
services, financial activities, and human relational factors, this research contributes to a better
understanding of how banks can strategically adapt to customer needs and create sustainable customer
relationships.

Methods and Materials

This research adopted a qualitative approach to explore the key factors influencing customer
behavior in the banking sector. Data collection was conducted through semi-structured interviews with 12
experts selected via purposive sampling. These participants included university professors specializing in
marketing and business management, as well as customer relationship managers from Day Bank branches
in Tehran. The interviews aimed to gather insights into the various elements affecting customer behavior.

Thematic analysis was employed to analyze the data, utilizing MAXQDA software to extract and
categorize themes. The analysis focused on identifying major categories and subcategories related to
customer behavior. Four main categories were identified: banking services, financial affairs, branch
characteristics, and human and relational factors. These were further divided into ten subcategories,
encompassing areas such as electronic banking, service quality, branch design, and customer relations.

Findings

The findings from the thematic analysis indicated that customer behavior patterns in the banking
sector could be grouped into four main categories and ten subcategories. The main categories were:

1. Banking Services: This category included factors such as electronic banking services, quality and
variety of services, and the use of advanced banking technologies like mobile payments and QR
code systems. Customers were found to prioritize efficiency, accessibility, and the availability of
diverse banking services.



2. Financial Affairs: Key factors in this category included interest rates, foreign exchange
transactions, and investment opportunities. The study revealed that customers were heavily
influenced by the availability of competitive interest rates and the bank's ability to provide timely
financial services.

3. Branch Characteristics: The design, accessibility, and amenities of bank branches were crucial
in shaping customer satisfaction. Elements like the interior layout, branch accessibility, and
additional facilities such as parking and seating areas contributed significantly to customer loyalty.

4. Human and Relational Factors: The interaction between customers and bank staff was found to
be one of the most critical factors influencing behavior. Customers valued respect,
professionalism, and prompt service, all of which fostered loyalty and trust in the bank.

Across these categories, 66 specific indicators were identified, highlighting the complex nature of
customer behavior in the banking system.

Conclusion

The results of this study align with previous research emphasizing the significance of service
quality and technological innovation in shaping customer behavior (Bakar & Adzis, 2024; Ehghaghi et al.,
2021). For instance, the role of electronic banking, including online and mobile services, has been well-
documented in enhancing customer convenience and fostering loyalty (Malek Akhlagh et al., 2021). This
study reinforces the notion that banks need to continually innovate and update their technological offerings
to meet the ever-changing demands of customers.

The findings related to branch characteristics also resonate with previous studies. Research found
that physical attributes such as branch design and accessibility are pivotal in maintaining customer
satisfaction and encouraging repeat visits (Ringo et al., 2023; Riyath, 2024). Similarly, the current study
found that the aesthetics and functionality of bank branches played a significant role in customer decision-
making processes.

Human relational factors, particularly customer interactions with bank staff, have also been
highlighted in the literature as critical to building trust and loyalty. As noted by Arsanjani (2020), effective
customer service and positive employee-customer relationships are key to enhancing customer satisfaction
(Arsanjani, 2020). This study’s findings support this, as customers emphasized the importance of being
treated with respect and professionalism.

In conclusion, this study provides valuable insights into the factors that influence customer
behavior in the Iranian banking sector. Banks must focus on delivering high-quality services, leveraging
technology to enhance customer convenience, and maintaining strong, respectful relationships with their
customers. By addressing these factors, banks can improve customer satisfaction and loyalty, ultimately
securing a competitive edge in the marketplace. Future research could explore how these findings apply
across different banking contexts or examine the long-term effects of digital banking innovations on
customer behavior.
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