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Abstract
Cttt mmr wwwleeee e nnmmmtth is eee ff tee imrrr tatt fttt rrs in imrr ovigg tee
rir frrmeeee ee aaiii gg oriiil ttti... . iigg tee iiiitll. mrrttt igg rrrr hhhh In

ddd imrrvve t.. lvv.. ff biiii gg eervisss. hhrrffrr,, tee ii- ff tiis rssrrrhh is to
rrvviee a frmnwwrk frr uttmmr wwwieeee e eeeeee ttt with a iiiitll mrrttt igg
rrrr hhhh Inffhe nnnii gg yyttmmemssss is nn sss tmmr aatiffttt i... In this research,
two qualitative methods of content analysis and structural-interpretive modeling have
been used. In the content analysis section, all existing texts related to customer
knowledge management were carefully analyzed and reviewed to implement the
structural-interpretive modeling methodology. Also, the opinion of 15 experts who
used the snowball method in the form of a questionnaire became the basis of the
research. The results showed that customer knowledge management with a digital
marketing approach in the banking system should have features such as customer
knowledge, knowledge management capabilities, implementation of digital banking
marketing, training and development of digital innovation. Finally, these results were
classified into 12 basic themes, 4 organized themes and one overarching theme. In the
second step, with the use of structural-interpretive modeling and pair communication,
the relationships between the comprehensive topics were discovered and prioritized in
four levels. Customer knowledge management with digital marketing approach in the
banking system is the main tool to improve customer experience and increase their
satisfaction. This approach not only improved banking communication, but also
information obtained from customers as a valuable knowledge for improvement. Has
exploited banking services.

Kyywrr ss
Cttt mmr kwwwggge maaagemttt , ii gitll mrrkttiggk kkklkgg yytt mm sss tmmnrr
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