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Today, digital disruption has also impacted the banking industry, compelling banks
to plan strategically for success in an increasingly digital world that aligns with
their organizational structure, customer base, and workforce. Accordingly, this
study aimed to develop a business model for banks within the framework of smart
governance, emphasizing digital technologies and new media. The study
employed the meta-synthesis method to analyze findings from 30 domestic and
international studies. The results revealed 53 components categorized under six
key factors: digital transformation in banking, emerging technologies and digital
infrastructure, digital
governance, interaction with fintechs and the innovation ecosystem, and

customer engagement, digital policy-making and
implementation challenges and requirements. The proposed model underscores the
integration of macro-level policy-making, technological infrastructure, and a focus
on customer needs. It offers a practical pathway to enhance the efficiency and
competitiveness of banks in the digital era. The findings not only provide a better
understanding of policy-making requirements for transitioning to digital banking
but also help identify influential components in the implementation phase.
Keywords: Information and Communication Technologies, Digital Economy,
Digital Transformation, Digital Banking, Smart Governance.



https://www.journaltesm.com/
http://creativecommons.org/licenses/by-nc/4.0
https://www.journaltesm.com
https://orcid.org/0009-0005-8959-0776
https://orcid.org/0009-0009-6622-2267
https://orcid.org/0000-0002-7506-7571
https://orcid.org/0009-0009-7720-0792
https://orcid.org/0000-0002-4151-0133
http://creativecommons.org/licenses/by-nc/4.0
https://portal.issn.org/resource/ISSN/3041-8585

Introduction

The accelerated pace of digital transformation has fundamentally reshaped the logic of value
creation across industries, with the banking sector experiencing some of the most intense disruption. This
disruption is not merely technological but socio-economic and strategic, challenging long-established
operational models of financial institutions worldwide (Skinner, 2021; Westerman et al., 2019). Today’s
banks are confronted with the pressing need to redefine their business models by aligning strategic
objectives with rapidly evolving technological innovations and the increasing expectations of digitally
empowered customers (Accenture, 2023c; Osterwalder & Pigneur, 2023). The emergence of digital
ecosystems, the integration of artificial intelligence, blockchain, cloud computing, and the expansion of
fintech startups have collectively shifted the locus of innovation from the core banking system to dynamic,
decentralized, and interactive platforms (Akbari & Hosseini, 2022; Zeng et al., 2020).

Smart governance, as a new paradigm in the governance of digital environments, emphasizes
transparency, agility, data-driven decision-making, and institutional synergy. It is increasingly viewed as
a critical enabler in the process of digital transformation in public and private sectors alike, including
banking (Ghadami et al., 2022; Shaik et al., 2017). In this context, banks are expected not only to digitize
their services but to integrate governance principles into their digital strategy to ensure regulatory
compliance, data security, and stakeholder alignment (Deloitte, 2023a; Mohammadi Fateh et al., 2019).
Moreover, the role of new media—particularly social and interactive digital platforms—has expanded
beyond marketing to become a pivotal tool for customer engagement, trust-building, and co-creation of
financial services (Dalvand et al., 2024; Mohammadi et al., 2023).

Despite these transformations, many banks in emerging markets, including Iran, continue to
struggle with fragmented digital strategies, lack of coordinated policy frameworks, and technological lag
(Dehghan, 2024a; Sheridan, 2024). The Iranian banking sector, comprising over 30 public and private
financial institutions, faces mounting pressures from fintech disruptors and increasingly digitized
customer expectations (Central Bank of, 2023; Shargh, 2024). To remain competitive, banks must transition
from traditional hierarchical models to platform-based, innovation-driven ecosystems capable of
responding rapidly to external and internal dynamics (Capgemini, 2023; Rastegar, 2024).

Given these challenges, this study aims to develop a comprehensive banking business model
embedded within the framework of smart governance, with particular emphasis on digital technologies
and new media. The objective is to synthesize critical components from global and local experiences and
offer an integrated model that guides Iranian banks through the transition from policy-making to
operational implementation. This endeavor also addresses the practical question of how banks can align
macro-level digital policies with micro-level organizational capabilities to drive sustainable
transformation (Deloitte, 2023b; Monavarian et al., 2018).

Methods and Materials

This research adopts a qualitative meta-synthesis approach to identify and synthesize key
dimensions, drivers, and barriers of banking business model transformation within a smart governance
framework. A systematic literature review of 30 domestic and international peer-reviewed articles, policy
documents, industry reports, and case studies published between 2013 and 2024 was conducted. Sources
were selected from reliable academic and professional databases based on relevance, methodological
rigor, and conceptual richness. Data were extracted using seven-step coding procedures, including
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thematic categorization, cross-comparison, and conceptual integration. For quality control, the Critical
Appraisal Skills Program (CASP) and Scott’s pi index were used to evaluate the reliability and validity of
selected materials. In total, 53 final indicators were extracted and classified into six principal components.
Findings

The synthesis of selected studies yielded 53 distinct indicators contributing to the development of
banking business models under smart governance, classified into six main components:

1. Digital Transformation in Banking: Indicators under this component include organizational
transformation, business model redesign, customer experience management, cognitive banking,
and full-spectrum digital service architecture. Emphasis was placed on strategic alignment with
digital imperatives and the recalibration of value chains.

2. Emerging Technologies and Digital Infrastructure: This category highlighted artificial
intelligence, blockchain, big data analytics, biometric security, cloud infrastructure, and internet
of things as foundational enablers of next-generation banking models. These technologies
underpin operational agility and facilitate scalable service innovation.

3. Digital Customer Interaction: Findings show that customer-centricity is achieved through digital
channel integration, behavioral analytics, loyalty programs, virtual financial advisors, and hyper-
personalization. Trust-building and 24/7 accessibility were central to this domain.

4. Digital Policy-Making and Smart Governance: Policy alignment, regulatory clarity, digital
strategy roadmaps, institutional coordination, and agile governance structures emerged as key
enablers. Strategic policymaking was portrayed as both a prerequisite and a catalyst for
transformation.

5. Interaction with Fintechs and Innovation Ecosystems: The findings identified partnerships with
fintechs, open platforms, value-added services, and co-innovation strategies as pivotal in adapting
to the decentralized nature of digital finance ecosystems.

6. Implementation Challenges and Requirements: Organizational resistance, lack of unified
policy frameworks, outdated infrastructures, resource constraints, and fragmented leadership were
frequently cited as barriers to effective implementation of digital strategies.

These six dimensions were combined to construct a conceptual model representing the roadmap
for transitioning banking institutions from traditional models to agile, customer-driven, and innovation-
oriented digital ecosystems.

Discussion and Conclusion

The findings of this study provide empirical and theoretical insights into the systemic shifts
required for effective banking transformation in the age of smart governance. By articulating 53 validated
indicators across six strategic domains, the proposed model offers a multidimensional blueprint for banks
seeking to realign themselves with digital imperatives. A key implication is that successful digital
transformation is not merely about deploying new technologies; it involves the orchestration of strategic
intent, technological capacity, regulatory foresight, and customer engagement.

The emphasis on digital transformation highlights the necessity for banks to redesign their core
operational logic, embracing customer-centric design, agile development, and continuous innovation. In
particular, banks must shift from product-centric to experience-centric models, reflecting broader trends
in the platform economy. Similarly, the identification of emerging technologies as a core enabler
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underscores the importance of strategic investments in Al, blockchain, and cloud computing not only for
process automation but also for strategic differentiation.

The role of customer interaction has evolved from transactional engagement to dynamic, real-time
co-creation. This paradigm shift requires banks to build flexible communication channels, harness
predictive analytics, and ensure high levels of personalization. In this respect, the inclusion of new media
as a strategic asset demonstrates its transformative potential for brand engagement, real-time feedback
loops, and social trust-building.

At the policy level, digital governance emerged as a critical scaffolding for orchestrating
transformation. A coherent policy environment that balances innovation and regulation can significantly
enhance organizational readiness and ecosystem integration. However, fragmented authority, lack of
clarity in mandates, and poor regulatory agility remain pressing concerns that need immediate redress.

The model also emphasizes fintech collaboration as an essential strategy for banks to remain
competitive in a disintermediated financial landscape. Rather than viewing fintechs as competitors, banks
are encouraged to engage in partnerships that leverage mutual strengths—traditional credibility and
technological agility.

Lastly, the discussion of implementation challenges reveals that digital transformation is often
hindered not by lack of intent but by internal organizational barriers, misaligned capabilities, and the
absence of change management frameworks. Overcoming these obstacles requires not only technical
solutions but also cultural transformation, leadership commitment, and institutional learning.

In sum, the extended abstract of this study concludes that building an effective banking business
model under the umbrella of smart governance demands an integrated approach—one that harmonizes
technology, policy, people, and purpose. This study contributes a validated conceptual framework that can
inform policymakers, banking executives, and digital transformation strategists in crafting resilient,
adaptive, and future-ready banking institutions.
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