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Abstract:

The development of effective and competitive strategies in financial markets is vital. Therefore, the main objective of this study is to design
and validate a value chain model for Tejarat Bank based on marketing strategies. This research is qualitative in nature and employs a
descriptive-exploratory approach in terms of data analysis, using thematic analysis as the primary method. The data collection tool used in
this study is in-depth (semi-structured) interviews. The statistical population includes 10 experts and specialists in the field of marketing.
Members of the expert panel were selected using a purposive sampling approach; key codes extracted from the interview transcripts were
analyzed using the thematic analysis approach with the aid of MAXQDA software. The validity of the research findings was assessed and
confirmed using Creswell’s (2002) criteria. Based on the results of this study, through analyzing and categorizing descriptive codes derived
from the interview texts, 42 foundational themes were identified. Considering their semantic similarities and relevance, these themes were
categorized into six overarching themes: data-driven analysis and decision-making, transformative banking technologies, innovation in
banking revenue models, digital customer experience, environmentally friendly banking, and banking service architecture.
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Extended Abstract

Introduction

The global banking industry has undergone transformative shifts in recent years, driven by digital innovation, changing
customer expectations, and competitive disruption. In this evolving landscape, traditional value chains—once grounded in
physical infrastructure and transactional efficiency—are no longer sufficient to deliver sustainable competitive advantage.
Instead, banks must reconfigure their value delivery mechanisms around data, technology, sustainability, and customer
experience. The concept of a marketing-driven value chain has emerged as a promising framework for achieving this
transformation, especially in developing economies where banks face additional institutional and infrastructural challenges
(Cornelli et al., 2023; Teece, 2018).

Traditional models of value creation, such as Porter's (1985) value chain, emphasized internal operational efficiency and
physical product delivery. However, service-dominant logic, introduced by Vargo and Lusch, reconceptualizes value as co-
created through interactions between service providers and customers (Lusch & Vargo, 2014; Vargo & Lusch, 2004). This
perspective underscores the central role of marketing—not just in promoting products but in orchestrating relationships,
experiences, and information flows that enhance perceived value across the customer journey. In banking, this evolution is
particularly evident. Digital technologies such as artificial intelligence (Al), blockchain, big data analytics, and open APIs have
revolutionized how banks interact with clients and design services (Alenizi et al., 2024; loannou & Demirel, 2022;
Kokkalakonda, 2022).

A robust body of literature confirms the growing relevance of marketing strategies in shaping service-oriented value
chains. For example, data-driven segmentation and predictive analytics allow banks to tailor financial products to individual
preferences, increasing conversion rates and lifetime value (Abedin et al., 2023; Cowan et al., 2023). Likewise, technologies
like biometric identification and machine learning enable secure, seamless, and intelligent customer experiences, thereby
enhancing satisfaction and loyalty (Bhat et al., 2024; Wiethdlter et al., 2023). Furthermore, green banking practices and ESG-
aligned financial services are gaining traction as key pillars in value creation strategies, helping banks to attract socially
conscious customers and investors (Azmi et al., 2021; Grijalvo & Garcia-Wang, 2023; Silva et al., 2023).

Despite these global trends, many Iranian banks—including Tejarat Bank—have yet to fully integrate marketing strategies
into their value creation models. While there have been advances in digital service offerings, a coherent, research-based
value chain model that places marketing at its core is largely absent (Tejarat, 2023). Previous domestic studies have focused
primarily on operational or financial efficiency, often overlooking marketing as a strategic enabler of value (Babaadi Akasheh
et al., 2022; Rahman-Seresht et al., 2018). The lack of alignment between marketing functions and organizational structure
has limited the ability of Iranian banks to differentiate themselves, retain customers, or respond agilely to market changes.

In light of these gaps, the present study aims to design and validate a marketing-based value chain model specifically for
Tejarat Bank. Drawing on qualitative methods and expert input, the study identifies key themes that reflect contemporary
challenges and opportunities in Iranian banking. These themes not only reflect international best practices but are tailored
to the contextual realities of Iran’s financial sector. By embedding marketing logic within each component of the value chain,
the model aspires to offer a roadmap for competitive differentiation, improved customer satisfaction, and long-term
organizational resilience.

Methods and Materials
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This study employs a qualitative research design based on a descriptive—exploratory approach. Data were collected
through semi-structured, in-depth interviews with 10 experts in banking and marketing, selected via purposive sampling.
Thematic analysis was applied to the interview transcripts using MAXQDA software. Open, axial, and selective coding methods
were used to extract, refine, and integrate key concepts. Validity and reliability of the data were established through
techniques such as member checking, peer review, and Creswell’s criteria for qualitative research. The final themes were
synthesized into a conceptual model representing the marketing-based value chain of Tejarat Bank.

Findings

Thematic analysis of interview data led to the identification of 298 initial codes, which were refined into 42 sub-themes
and grouped under six overarching themes. These six core themes represent the essential dimensions of a marketing-driven
value chain model for Tejarat Bank:

1. Data-Driven Analysis and Decision-Making: This theme highlights the strategic use of big data analytics, machine
learning, and customer behavior modeling for segmentation, credit scoring, and personalized service delivery.

2. Transformative Banking Technologies: Technologies such as blockchain, biometric identification, Al-powered risk
assessment, and loT-based smart banking are categorized under this theme. These tools enable process digitization,
fraud prevention, and intelligent automation.

3. Innovation in Revenue Models: This theme includes platform-based banking (e.g., Banking-as-a-Service), API
monetization, personalized pricing models, and cryptocurrency integration. These innovations facilitate diversified
and sustainable income streams.

4. Digital Customer Experience: Sub-themes include user interface simplification, AR/VR-enabled interaction,
intelligent financial advisors, and 24/7 chatbot support. Emphasis is placed on minimizing friction and maximizing
engagement in digital channels.

5. Environmentally Friendly Banking: Initiatives such as green financial products, ESG-aligned investments, and
resource-efficient digital operations are organized under this theme, aligning financial goals with environmental
responsibility.

6. Service Architecture and Integration: This includes service modularization, FinTech collaboration, social banking,
and structured finance services. It focuses on the reengineering of organizational structures and partnerships to
support agility and inclusivity.

These six themes form an integrated model in which marketing plays a central and strategic role. Each link in the value
chain contributes not only to economic efficiency but also to long-term customer engagement, environmental sustainability,
and brand differentiation.

Discussion and Conclusion

The findings of this study reveal a paradigmatic shift in how banks—particularly in developing markets—must
conceptualize value creation. The traditional, operations-centric models are no longer sufficient to meet the expectations of
digitally empowered and socially conscious consumers. In response, this study proposes a value chain architecture where
marketing strategies are embedded across all functional areas, from data analytics and digital technologies to revenue

innovation and sustainability.
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The central insight is that marketing is not a support function but a strategic driver that connects the bank to its customers,
ecosystems, and broader societal responsibilities. For instance, data-driven marketing enables hyper-personalized
engagement, predictive service offerings, and real-time campaign optimization. Likewise, transformative technologies extend
the boundaries of marketing by enabling smart interfaces, secure transactions, and responsive service models. In this context,
marketing evolves from mere communication to intelligent interaction.

Revenue model innovation further illustrates the shift toward customer-centricity. Rather than relying on traditional
interest-based income, banks are now leveraging APIs, digital platforms, and behavioral analytics to co-create value with
partners and clients. These models support scalability, flexibility, and resilience—key attributes in an uncertain financial
landscape.

Customer experience, long regarded as a soft metric, is redefined here as a hard value driver. By designing seamless,
omnichannel journeys, banks can enhance loyalty, reduce churn, and strengthen brand equity. Advanced interfaces, proactive
support systems, and emotionally intelligent interactions transform customer engagement from transactional to relational.

The integration of sustainability into the value chain underscores the importance of long-term orientation.
Environmentally friendly banking practices not only fulfill regulatory and ethical mandates but also resonate with the values
of younger, purpose-driven consumers. ESG alignment becomes a source of differentiation, credibility, and investor appeal.

Finally, the architectural dimension of banking services highlights the need for structural adaptability. Open banking,
modular services, and FinTech collaboration enable banks to evolve into ecosystem orchestrators rather than closed
institutions. This transformation necessitates a reevaluation of internal processes, external partnerships, and governance
models.

In conclusion, the value chain model developed in this study provides a comprehensive framework for aligning marketing
strategy with digital transformation, revenue innovation, customer experience, and sustainability. For Tejarat Bank and
similar institutions, adopting such a model offers a pathway to increased competitiveness, relevance, and resilience in a

rapidly changing financial ecosystem.
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