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Abstract

The purpose of this paper was to design a business re-engineering model in the banking industry with an emphasis on
customer-orientation. This study was an exploratory mixed method with two qualitative (Grounded Theory) and quantitative
sections. The statistical population in the quantitative and qualitative sections was the elites of the banking industry of Iran
with a PhD in Business Administration, and managers and experts in the banking industry, respectively. In the qualitative
section, 11 elites of the banking industry were selected by the theoretical sampling method and in the quantitative section, a
sample of 385 individuals was selected based on Morgan Table and using the probability sampling method. In the qualitative
and quantitative parts, the semi-structured deep interview and the questionnaire were used to obtain the data. The validity
and reliability of the qualitative part were confirmed by the feedback of the participants and receiving the opinions of
colleagues. The validity of the questionnaire was confirmed using the convergent validity and its reliability was approved
using Cronbach’s alpha. The coding method was used to obtain the research hypotheses and the structural equation modeling
was used to investigate the research hypotheses. The result of the research was the achievement of a model that includes 26
variables and five important factors (providing maximum benefits to stakeholders, the speed and cheapness of services, the
application of rules and standards, the observance of banking management frameworks, and the creation and improvement of
banking procedures leading to the customers of the banking industry) and confirmed the positive impact of each of the five
model factors on customer-oriented banking industry.

Keywords: Business Re-engineering, Iran Banking Industry, Customer Orientation.
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2. Bartlet's test of sphericity
3. Kaiser-Meyer-Olkin

4. Communalities

5. Standard solution
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7.Comparative Fit index(CFI)

8. Incremental Fit Index(IFI)

9. Root Mean Square Residual(RMR)
10. Relative fit index (RFI)

11 .Adjusted Goodness Of Fit Index
12. Steenkamp and Vantrijeb
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1. Brown and Shagavara

2. Root Mean Square Error Of Approximation
(RMSEA)

3.Goodness Of Fit Index (GFI)

4. Normed Fit Index(NFI)

5. Non Normed Fix Index(NNFI)

6. Parsimony Normed Fit Index(PNFI)
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