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Abstract

Objective: The aim of the present study was to identify customers’ critical criteria applied in the bank selection process
and their causal relationships.

Methods: This qualitative study was conducted using the grounded theory approach. Following the purposive sampling
method, the data were collected through a series of convergent interviews with 15 banks’ customers in ten cities of Iran who
had different characteristics. MAXQDA software was applied in order to analyze the data.

Results: This study has documented various findings including introducing a comprehensive scale in the banking industry
and identifying two new constructs namely citizenship’s well-being originated from banking activities and comparative images
as the contributions of the study. In addition, 12 variables, 8 constructs, and their relationships were discussed through a robust
qualitative method by reviewing the literature. Accordingly, an integrated conceptual model was developed. Managerial
implications for amplifying customers’ quality of life through customer experiences, bank marketing activities, and word-of-
mouth advertising were discussed.

Conclusion: This research showed that the characteristics of a bank resulting from the three constructs of word-of-mouth
advertising, marketing activities, and the direct customer experience in the form of bank image evoke feelings and
understanding of economic and time values in customers. Customers consider banking operations in all aspects of their life.

Keywords: Bank Image, Psychological Life Space Theory Comparative Images, Citizenship’s Well-being Originated from
Banking Activities, Banking.
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