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This research was conducted with the aim of developing a model of social
banking and its impact on customer experience in branches of Housing Bank of
Khuzestan province. To achieve this goal, a mixed research method was used
in two qualitative and quantitative phases with an exploratory approach. In the
qualitative phase, the data were analyzed through interviews with 12 experts
using the snowball and targeted sampling method and with the help of the
Foundation's data theory during three stages of open, central and selective
coding. Atlas T software was used in qualitative phase data analysis. In the
quantitative phase, 288 healthy questionnaires were collected using a
researcher-made questionnaire with optimal validity and reliability and
analyzed using PLS software. The respondents of the quantitative phase
included the staff of Maskan Bank branches in Khuzestan province. These
people were selected and surveyed using a simple random sampling method.
The findings of the qualitative phase included the development of a model for
social banking, which consists of 325 open codes, 72 concepts and 26
categories. The findings of the quantitative phase showed that the designed
model has a good fit and has a positive and significant effect on the customers'
experience.
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Extended Abstract

Introduction

Utilizing customer experience management
in social banking services can enhance long-
term competitive advantage by fostering
satisfied and loyal customers, generating
positive word-of-mouth advertising,
improving customer retention, and reducing
complaints. This approach is crucial for
profitability and enhancing the reputation of
banks and associated firms (Bravo et al.,
2017). Thus, implementing and promoting
customer experience management in social
banking services plays a vital role in
distinguishing service providers in the
competitive landscape. Experience
management programs significantly affect
the profitability and credibility of banks and
related entities, as customer satisfaction
during the purchasing process correlates
closely with customer loyalty. Based on these
premises, the researcher aims to develop an
appropriate model for social banking and
assess its impact on customer experience
within Maskan Bank branches in Khuzestan
province.

Methodology

The research strategy in the qualitative phase
employs the foundational data theory, a
gualitative research method involving three
stages of open, central, and selective coding.
Respondents were selected using purposive
and snowball sampling to achieve theoretical
data saturation. Semi-structured interviews
were conducted, with an average duration of
37 minutes, tailored to respondents'
knowledge levels. Guiding questions were
used to elicit key points until saturation was
reached. Atlas.ti software facilitated data
analysis, resulting in 341 codes after
removing repetitions. From these codes, 72
refined concepts were identified and
categorized into 26 thematic categories based
on conceptual similarity.

Results and Discussion

The measurement models in this study were
evaluated using factor loadings, composite
reliability, and Cronbach's alpha. Composite
reliability values and Cronbach's alpha
exceed 0.7, and factor loadings exceed 0.4.

Convergent validity was assessed using the
AVE index, which exceeded 0.5, confirming
the model's validity. The HTMT index values
for all constructs are below 0.9, confirming
the divergent validity of the measurement
models. The determination coefficients for
the dependent structures in the research
model are at an optimal level, indicating high
structural model quality. Additionally, NFI,
SRMR, and RMStheta indices were used to
evaluate model fit. Values below 0.08 for
SRMR, below 0.12 for RMStheta, and above
0.9 for NFI are considered desirable. Table
(5) presents the results of the model's fit
indices. Finally, after validating all
dimensions, the presented model was
executed in PLS software, and its results are
depicted in Figures (2) and (3). Figure (2)
illustrates the research model in standard
estimation mode, displaying path
coefficients. Each path coefficient represents
a standardized coefficient in regression
analysis. A positive path coefficient indicates
that an increase in the independent structure
leads to an increase in the dependent
structure and vice versa. Figure (3) displays
significant numbers or T statistics, indicating
that all absolute values greater than 1.96 at
the 0.05 error level signify a positive and
significant relationship between the model
components.

Conclusion

After the 2008 financial crisis, social banking
surged, with investments in it rising since
then. Yet, it remains a small part of the
banking sector, though its success spurs
scholarly interest. Many major banks hesitate
to fund the social sector, preferring quick
returns over long-term social impact. This
poses a challenge to social banking's
sustainability, as it often allocates credits to
unprofitable sectors. Social banking, driven
by social motives, thrives in financial and
non-financial markets, showcasing the
viability of social-economic innovations
without public subsidies. However, its
distinction from conventional banks remains
unclear in literature.Social banks must
emphasize their social impact while reducing
financial risk. They should diversify their
product range and differentiate themselves
from conventional banks. To achieve greater
impact, social banks must focus on financing
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positive activities rather than eliminating
unethical businesses. Catering to new
customer segments requires tailored products
and marketing strategies. Transparency is
crucial, with social banks needing tangible
indicators of their societal impacts.This study
proposes a branch structure model for
housing banks, termed social banking.
Understanding the drivers of social
banking—cultural issues, value orientation,
and infrastructures—is essential for banks to
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