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Given the high importance of customer-centricity, especially in the banking
industry, the main objective of this study is to design a customer-centric
banking services model at Refah Bank. Various studies have addressed
different aspects of customer-centricity within the banking industry; however,
the design of a customer-centric banking services model has not been explored.
Therefore, this research aims to present a model of influential factors and
outcomes in designing a customer-centric banking services model at Refah
Bank using a structural equation modeling approach. This study is applied in
terms of its objective and descriptive in terms of its nature and methodology.
Additionally, from the perspective of data collection, it is a survey research.
The statistical population consists of senior managers of each branch (branch
manager, deputy manager, and head of accounting) and top customers of each
branch. Six guestionnaires were distributed at each branch, with responses
obtained from three managers and three top customers per branch. The total
number of Refah Bank branches in Tehran is 134. Given that six questionnaires
were distributed per branch, the total population size is 804 individuals.
According to Morgan's table, the sample size for this section is 260 individuals,
with the researcher distributing questionnaires 10% above this number among
the targeted sample. Notably, the sampling method used in this study is non-
probability convenience sampling. The data collection tool used in this study
was a questionnaire, with content validity and construct validity applied to
assess validity. Content validity was evaluated based on feedback from several
business management and marketing professors. To assess reliability,
Cronbach's alpha coefficient and composite reliability were utilized, both of
which were confirmed. Structural equation modeling with a partial least
squares approach was used to test the research hypotheses. Based on the results,
all research hypotheses were supported.

Keywords: Customer-Centricity, Banking Services, Refah Bank, Structural
Equation Modeling.
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Introduction

The global banking industry has undergone substantial transformation due to advancements in
customer-centricity, driven by the increasing focus on customer needs and personalized experiences in
service delivery. Studies indicate that customer-centric approaches can significantly improve customer
satisfaction, loyalty, and financial performance within the banking sector (Rahmat Nejad & Samadi, 2015).
Customer-centricity, or the practice of prioritizing customer needs, is especially critical in banking, where
personalized service fosters stronger, long-term customer relationships (Khoran et al., 2014). Banks act as
economic arteries, supporting production and service sectors by pooling small savings and deploying them
into diverse economic activities (Taheri & Abdollahi, 2016). However, many banks in countries with
developing economies, such as Iran, struggle to achieve global banking standards and customer-centric
success due to structural, regulatory, and operational challenges. As private banks emerge in these
markets, competition is intensifying, necessitating innovative service models to bridge this gap and
improve customer satisfaction (Jafari Samet, 2018).

A robust customer-centric banking model requires understanding various facets, including quality
interaction, trust-building, and service innovation. Previous research reveals that successful customer-
centric models involve fostering secure, empathetic relationships, which enhance satisfaction and loyalty
(Nekoee Zadeh & Amini, 2019). This study presents a customer-centric banking model for Refah Bank,
using structural equation modeling (SEM) to identify key elements contributing to value-creating banking
and innovative services.

Methods and Materials

This study employed a descriptive-survey research design targeting senior managers and top
customers at Refah Bank branches in Tehran, with six respondents per branch—three managers and three
high-value customers. The population comprised 134 branches with a total of 804 individuals. The sample
size, determined using Morgan’s table, included 260 participants, supplemented by an additional 10%
distributed to ensure adequacy. Data was collected via questionnaires with established content and
construct validity. Reliability was confirmed using Cronbach’s alpha and composite reliability. Structural
equation modeling, specifically the partial least squares method, was employed to validate the
hypothesized relationships within the customer-centric model.

Findings and Results

The study’s findings support all hypotheses, indicating that each examined factor significantly
impacts value-driven banking and service innovation:

The study confirmed all hypotheses, demonstrating significant positive impacts across various
customer-centric factors on value-driven banking and innovative services. Citizen behavior towards
customers showed positive effects on both value-driven banking (0.302, t=6.511) and innovative services
(0.338, t=6.987). Bank infrastructure also contributed significantly to value-driven banking (0.566,
t=11.894) and innovation (0.655, t=11.218). Effective human resource management positively influenced
value-driven banking (0.348, t=7.298) and innovation (0.781, t=25.638). Customer orientation impacted
value-driven banking (0.672, t=15.318) and innovation (0.809, t=28.807), as did communication quality
on both dimensions (0.509, t=9.825; 0.779, t=24.927). Customer segmentation further supported value-
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driven banking (0.692, t=16.098) and innovative services (0.697, t=17.927), while strategic planning
influenced both areas (0.455, t=6.957; 0.477, t=7.719). Social responsibility also contributed to value-
driven banking (0.552, t=8.629) and innovation (0.531, t=8.364). Finally, value-driven banking had direct
effects on brand equity (0.771, t=20.718), performance (0.702, t=18.369), customer acquisition (0.633,
t=13.008), and customer value creation (0.857, t=33.982), while innovative services enhanced brand
equity (0.633, t=12.819), performance (0.902, t=37.312), customer acquisition (0.841, t=30.997), and
value creation (0.779, t=23.854), affirming the model’s validity and the importance of a customer-centric
approach in banking.

Conclusion

The study confirmed that multiple factors contribute to value-driven banking and innovative
service delivery. Key findings include the positive impact of employee citizenship behaviors and
commitment to customer satisfaction, which aligns with previous research (Azadeh et al., 2019; Ghorbani,
2020). Additionally, bank infrastructure and facilities play a vital role in enhancing customer value and
organizational performance, supporting prior findings (Bozorg Asl et al., 2017; Shahcheraghi & Taheri, 2019).
Effective human resource management also boosts customer satisfaction and service quality (Hosseinzadeh
& Khodadadi, 2018; Qasemi Doghagh, 2017).

Customer orientation and strong customer relationships were found to improve loyalty and
facilitate service innovation, as supported by previous studies (Aghazadeh Hashem & Mina, 2010; Asanloo
et al., 2017). Strategic customer segmentation and market-oriented planning further enhance service value
(Nourbakhsh et al., 2015; Yaqoubi et al., 2015). Ultimately, value-driven banking and innovative services
directly elevate brand value, organizational performance, customer acquisition, and customer value.

For effective customer-centric strategies at Refah Bank, recommendations include:

o Digitizing services for convenience, enabling 24/7 customer support, and personalizing
interactions.

« Enhancing data analysis on customer behaviors to tailor services.

e Focusing on reducing wait times, implementing customer feedback for service improvements, and
tailoring programs for high-value customers.

« Engaging customers with proactive outreach and ensuring continuous service quality improvement
through targeted training.

Implementing these recommendations could position Refah Bank as a leader in customer-centric
banking, improve customer loyalty, and drive competitive differentiation.
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