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EXTENDED ABSTRACT:

Introduction: The competitive environment and technological advances in recent years
have had a significant impact on the global banking system, and one of its key developments
is the introduction of personalized loyalty strategies for different groups of customers
leading banks are rapidly preparing and equipping themselves to take advantage of its
capabilities and capacities, is corporate banking. This part of the comprehensive banking
model includes valuable legal clients. In addition to the fact that corporate clients are
generally more profitable, the greater complexity of their financial needs can addressed
through complex banking interactions and relationships. In this regard, the use of loyalty
models is always one of the most effective tools for identifying the complex needs of specific
customers and, accordingly, providing them with value propositions tailored to the needs of
this category of customers. The use of loyalty models is always one of the most effective
tools for identifying needs. It is complex for corporate customers and, as a result, to provide
them with value propositions tailored to the needs of this category of customers. Since in
most of the researches in the banking field, the issue of loyalty of this group of customers
given less attention. For this reason, we decided to present an innovative model for the
loyalty of this group of customers in Refah Bank, as one of the largest commercial banks in
the country in terms of the number of customers and service recipients, with a case study.
This research answers the question, "What is the loyalty model of corporate customers of
Refah Bank what are components?" He has answered in a detailed and practical way. In this
research, a codified system for the loyalty of corporate banking customers considered in the
form of a six-stage loyalty model.

Methodology: Method in this research is a six-stage mixed type (quantitative, quantitative,
qualitative, quantitative, qualitative and quantitative). The first stage included identifying
and verifying the valuation indicators of corporate banking customers using an expert
questionnaire for 19 participating experts and using a sample t-tech test. After that, the
importance coefficient of the valuation indices was determined using the normalization of
experts' responses to each index. In the third stage, the target markets of corporate banking
selected based on the strategies and opinions of the top management of the bank. The fourth
step was to value the targeted customers by applying the extracted coefficients and
calculating it based on the corresponding amounts of each of them in the bank's databases.
In the fifth step, customers' needs were identified through in-depth interviews and
quantitative content analysis based on the Kano model. In the last stage, the cost benefit of
the requested needs done by re-interviewing the companies and matching the desired
services of this group of customers by determining the rate of loyalty costs through an expert
questionnaire with 14 experts. All the methodological steps of this research have formed the
components of the loyalty model of corporate banking customers. The statistical population
of this research is all the corporate clients of Refah Bank. The statistical sample of this
research was selected in the first two stages (quantitative stages), all corporate customers,
and in the next stages, corporate customers in the health sector using the theoretical sampling
method.

Findings: In the first stage of the research, 10 valuation indicators of corporate customers
were identified with the consultation of experts and the conditions of bank databases and 7
indicators were approved by experts. The average current account index was the most
important and the average loan account index the least important. After that, customer
targeting was done with a focus on the health field and selection of drug distribution
companies. After that, valuation and ranking of corporate clients done. In the fifth stage,
needs of drug distribution companies extracted in the form of four main categories: essential
need, functional need, motivational need, and reverse need. Eventually, 93 final codes and
42 concepts extracted in the form of 18 subcategories. Then, needs that had the ability to
cost benefit, which were mainly among the needs of facilities and obligations, the cost of
benefit and adaptation of bank services were carried out, and the average loyalty budget rate
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was estimated to be 14.5% of the value of corporate customers and the average loyalty cost
reserve rate was estimated to be 36.4%.

Conclusion: The results of this research showed that the costs of corporate customer loyalty
are far lower than the values they have created for the bank. The analysis carried out showed
that considering only 14.5% of the value of each company for the purpose of loyalty budget,
the total needs of the current request of the customer fully met. Also after meeting the current
needs of the customer, more than half of the total current needs met in the future. This is in
the condition that in addition to profitability and concentration of resources, the bank also
gains the loyalty of this group of valuable customers.
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