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The aim’s research is to provide a pattern for improving marketing performance in the
banking industry with a focus on artificial intelligence. The research is qualitative in terms
of research methodology and applied in terms of objective and descriptive-analytical
research. 18 academic elites in the field of commerce and banking sciences and related
fields were the statistical population, and 11 people considered based on the snowball
sampling method. The tool used in this research was a semi-structured interview, which is
derived from theoretical foundations. Data analysis has been done using foundational data
theory. The findings explained six main categories. Causal factors include "ethical
development in the modern banking industry, providing service through chatbots and
robots, customer satisfaction with modern banking and the need for information security
in modern banking." Strategic factors include "creating customer-related marketing,
developing an online financial user platform for customers, automation based on banking
laws, and developing innovative capabilities in the banking sector." Background factors
include "ensuring the security of customers' financial information in order to gain their
initial trust, using technology, blockchain to create safe and transparent banking systems,
improving the customer's experience of banking services and determining the credit score
of people with the help of artificial intelligence." Key factors include "customer risk
analysis, customer data analysis and pattern identification, to help banks predict customer
behavior and provide more personalized and tailored services and products for each
category of customers." Intervening factors include "banking laws and ethical laws in the
use of artificial intelligence, identification and prevention of cyber attacks, formulation of
an effective strategy for investment and more effective management of banks' investment
portfolio with the help of artificial intelligence". The consequences include "automation
of various banking services, application of marketing method according to customer
demand, increase of bank profitability and increase of customer satisfaction and risk
assessment, identification and prevention of frauds and fight against money laundering.
Research suggeste to improve the performance of these measures.

How to cite this article:

Family, R., Rousta, A., & Ahmadi SHarif, M. (2025). Providing a pattern of improving marketing performance in the
banking industry by focusing on artificial intelligence, Journal of Strategic Management Studies, 63(16), (In Persian
with English abstract). https://doi.org/10.22034/smsj.2025.484977.2083

: Bl ©2023 The author(s). This is an open access article distributed under Creative Commons Attribution-
NonCommercial 4.0 International (CC BY-NC), which permits use, sharing, adaptation, distribution and reproduction in any medium
or format, as long as you give appropriate credit to the original author(s)and the source.


https://doi.org/10.22034/smsj.2025.484977.2083

J. Strateg. Manag. Stud., Vol. 16, No. 63, Fall 2025
Web: http://smsjournal.ir
Doi: 10.22034/sms;j.2025.484977.2083

EXTENDED ABSTRACT

Introduction

The banking industry has not changed much since its inception, but in the last decade, the emergence
of new technologies, especially artificial intelligence, has brought about profound changes in this field.
The rapid development of these technologies has presented bankers with a challenging choice: should
they remain faithful to their traditional methods or should they align themselves with the new wave of
technology? This dilemma was initially ambiguous for many and met with much resistance. But as
time passed and the significant benefits of this technology became clear, today it is rare to find a bank
that is not seriously considering implementing artificial intelligence in its processes. Artificial
intelligence will soon become one of the banking processes and will create evolution and innovation.
Artificial intelligence will help banks to use human resources and computers in interaction with each
other and optimally, in order to reduce costs and increase efficiency and productivity. All these issues
show that a bright future and a broad perspective await the banking industry to achieve and realize it
with the help of artificial intelligence. Therefore, designing a model for improving marketing
performance in the banking industry with a focus on artificial intelligence is very important, which
will be examined in this research. Therefore the aim of this study is to present a model for improving
marketing performance in the banking industry with a focus on artificial intelligence.

Methodology

This research is qualitative in terms of methodology and applied in terms of purpose and is classified
as descriptive-analytical research. The statistical population of this research includes 18 academic
elites in the fields of commerce and banking sciences and related fields, of whom 11 were selected as
samples using snowball sampling and theoretical saturation. The instrument used in this research is a
semi-structured interview that is designed based on theoretical foundations. Data analysis was also
conducted using grounded theory.

Results and Discussion

The descriptive statistics of the interviewees are as follows: out of the 11 experts, specialists, and
professors in the relevant field who were interviewed, 73 percent were male and 27 percent were
female. In terms of work experience, the statistics are as follows: there was no work experience
between 5 and 10 years, 56 percent of the interviewees had between 11 and 20 years of work
experience, and 45 percent of them had more than 20 years of work experience. In terms of educational
status, 91 percent had a PhD and 9 percent had a master's degree. The findings of the study were
explained in the form of six main categories and subcategories. The results showed that the causal
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factors include “ethical development in the modern banking industry”, “service provision through
chatbots and robots”, “customer satisfaction with modern banking”, and “the need for information
security in modern banking”. The strategic factors include “creating relationship marketing with
customers as a digital roadmap”, “developing an online financial user platform for customers”,
“automation based on banking rules”, and “developing innovative capabilities in the banking field”.
The contextual factors include “ensuring the security of customers’ financial information to gain their
initial trust”, “utilizing blockchain technology to create secure and transparent banking systems”,
“improving the customer experience of banking services”, and “identifying individuals’ credit scores
with the help of artificial intelligence”. The core factors include “customer risk analysis”, “customer
data analysis and pattern recognition” which help banks predict customer behavior and provide
personalized services and products. The intervening factors include “banking regulations and ethical
rules in the use of AI”, “identification and prevention of cyber attacks” and “development of effective
strategies for more effective investment and management of banks’ investment portfolios with the help

of AI”. The outcomes include “automation of various banking services”, “application of marketing
methods tailored to customer demand”, “increase in bank profitability” and “increase in customer
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satisfaction” and also help in assessing risks, identifying and preventing fraud and combating money
laundering.
Conclusion

Based on the results of this study, it was suggested that in order to improve the performance of these
measures, it is necessary to form specialized teams in banks with the cooperation of data and artificial
intelligence experts. These teams should continuously evaluate and update their models and strategies
according to the analysis of customer demand and needs. This approach can not only lead to increased
efficiency of banking services but can also improve customer experience. Finally, the use of artificial
intelligence in banking marketing processes can act as a key tool for creating healthier competition,

improving service quality, increasing customer satisfaction and ultimately increasing the profitability
of banks.
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