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ARTICLEINFO | Abstract

This research aims to identify the components of organizational structure
PP: 285-317 redesign and service-oriented approach in the National Bank of Kerman
province and determine the status and relationship of each of them with each
other. The existing research is a descriptive research of correlation type in
terms of practical and developmental purpose and in terms of method, the
statistical population of the research includes all the employees of the National
Bank of Kerman province in 2019 in the number of 435 people, of which 380
people are available through sampling method. Was selected. The data
EE'“ E collection tool includes two researcher-made questionnaires, including a 132-

question organizational structure redesign questionnaire with a validity of 0.87
and a reliability of 0.963, a 72-question questionnaire for a service-oriented
approach with a validity of 0.73 and a reliability of 0.965. To analyze the data,
E one-sample t-test, Pearson's correlation coefficient, multiple linear regression

and structural equation modeling were used using SPSS and AMOS22
software. The results of the research showed that the components of
organizational structure redesign and service-oriented approach in the National
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Keywords: Redesign, Bank of Kerman province are in a favorable condition. There is a significant
organizational structure, and positive relationship between the redesign of the organizational structure
service-oriented approach, | and the service-oriented approach in National Bank. There is a significant
vision, mission, National relationship between the organizational structure redesign components
Bank. (information technology affairs, organizational affairs, support affairs, branch

affairs, human resources affairs and financial affairs) with the service-oriented
approach in National Bank.
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Extended Abstract

Introduction

Nowadays, due to the diversity of banks and
the increase of their different branches, as
well as the expansion of electronic banking,
the need for customer orientation and paying
attention to their needs and demands has
become more important. Therefore, banks
have made the basis and philosophy of their
existence to provide appropriate and quality
services to customers (Mirabi et al., 2017:
28). On the other hand, due to the importance
and sensitivity of the banking system in the
entire economic system of the society, it has
prompted the governments to regulate the
circulation of money in the society through
the adoption and application of a set of
measures called monetary policy, and in
order to fulfill this purpose, the banks put
them under supervision and control and use
them as a powerful lever to achieve their
goals, policies and economic plans that rely
on the facilities, needs and values of the
society. Usually, in the activities of a bank,
the attraction of financial resources is very
important, considering the role of the
banking system in equipping financial
resources and its optimal allocation in the
economic system, as much as the banking
system in equipping financial resources and
allocating them in a competitive environment
and to If it works in a more efficient way, we
can witness the reduction of production costs
and the improvement of production,
employment and economic growth. And
managers of the banking network play an
important and essential role by reforming the
organizational ~ structure  in  pushing
employees to increase the absorption of
banking resources (Gholizadeh and Shabani
Kakrodi, 2017: 38). Organizational structure
is one of the important components that
determine the efficiency of any organization.
The wuse of the correct organizational
structure causes fundamental improvements
in the performance of the organization. The
establishment of a suitable administrative
system and the achievement of the expected
result in the conditions of the existence of
data and favorable resources, requires the
presence of this factor (Robbins, translated
by Elwani and Danaifar, 2019: 22).
Organizational structure is the way or
method by which organizational activities are

divided, organized and coordinated. Many
variables have been mentioned as dimensions
of  organizational structure, including
administrative components, independence,
concentration, complexity, delegation,
separation,  formality, coherence, and
professionalism, scope of supervision,
specialization, standardization, and levels of
vertical hierarchy. . Among these factors,
most scientists agree on the three dimensions
of complexity, formality and focus as the
main dimensions of the organization and
believe that they somehow include other
dimensions of the organizational structure
(Namdari, 2018: 16). Reforming the
organizational structure is always one of the
concerns of managers, because an important
part of the activities of managers is focused
on the proper organization of factors, which
requires the creation of an efficient
organizational structure. The organizational
structure is a framework by which the
activities of the organization are divided,
organized and coordinated. (Nizami Vand,
2014). Service orientation is a business
approach that emphasizes customer value and
customer satisfaction. As a general approach,
it is widely beneficial for business and
innovation (Kurhonen, 2018). The mission
should motivate people within the business to
think and act consistently. It will only have
meaning if it acts as a driving force for
strategic decisions. Mission can evaluate the
business in terms of customer needs
(Helliger, 77: 2001).

Methodology

The existing research is a descriptive
research of the correlation type as well as of
the contextualization type in terms of
practical and developmental purpose and in
terms of method. The statistical population of
this research consists of two groups: there are
experts of the National Bank in Kerman
province, from whom we take help to
identify and confirm the indicators. The
professional requirements are to have at least
a master's degree and 10 years of work
experience in National Bank. The statistical
population of the second group is all the
employees of the National Bank of Kerman
province in 2019, numbering 435 people who
were working in the branches and performing
their duties. In this research, the available
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sample sampling method was used for the
first population from the statistical
population and the whole number for the
second population. Due to the limitedness of
the statistical population, all members of the
society were selected as a sample, and finally
380 people participated in the research, so
the sample size of the research is 380 people.
In this research, library and field methods
have been used to collect information, books,
articles, theses and internet sites have been
used to collect theoretical and experimental
bases in the library, and to collect research
data in the field, the researcher has worked in
coordination with He went to National Bank
branches in Kerman province and 435
questionnaires were filled by the staff, and
finally 380 questionnaires were completely
completed and returned.

In order to measure the redesign of the
organizational structure of Melli Bank, a
researcher-made questionnaire was used.
This questionnaire has 132 items with a 5-
point Likert scale ranging from completely
disagree to completely agree, whose scoring
ranged from 1 to 5. In order to create this
questionnaire, 30 university and National
Bank experts were first interviewed and then,
after manual coding, the desired components
and items were extracted. Based on the
mentioned questionnaire, redesigning the
organizational structure of National Bank in
6 dimensions of information technology
affairs  (including customer relationship
management working group, service-oriented
architecture working group, service-oriented
definition working group, service-oriented
strategy working group, banking operations
working group, information security working
group, informatics working group and
modern services); Organizational affairs
(including administration of organizations
and methods, administration of studies and
planning, collection of claims and
protection);  Support affairs (including
processing and legal issues), branch affairs
(including  branch  management  and
inspection); It measures human resources
affairs (including human resource
management and  human  resources
development) and financial affairs (including
accounting and  statistics, document
reliability, credits and accreditation).

A researcher-made questionnaire was used to
measure the service-oriented approach. This

guestionnaire has 72 items with a 5-point
Likert scale ranging from completely
disagree to completely agree, whose scoring
was from 1 to 5. In order to create this
questionnaire, 30 university and National
Bank experts were first interviewed, and then
after manual coding, the desired components
and items were extracted. Based on this, the
said questionnaire includes the rights of
citizens in 14 dimensions, including
accessible services, variety of services, cheap
services, internet bank, mobile bank, proper
encryption, operational portal, information
security, service reliability, transaction
tracking,  service  quality,  customer
satisfaction, trust. Customer and
responsiveness measures.

The structural validity of the organizational
structure redesign questionnaire was tested
with the confirmatory factor analysis method
(CFI) and according to the obtained statistics,
the results of the confirmatory factor analysis
model, a reasonable and acceptable fit was
obtained. Paying attention to the indicators
X2 = 3.70 /Df = GFI = 0.863, IFI = 0.907,
TLI = 0.883, NFI = 0.877, CFI = 0.907, and
RMSEA = 0.084 show that the variable
measurement model of organizational
structure redesign in National Bank has good
construct validity in various dimensions. The
construct validity of the service-oriented
approach questionnaire was tested with
confirmatory factor analysis (CFl) using
AMOS22 software, and according to the
obtained statistics, the results Confirmatory
factor analysis model, a logical and
acceptable fit was obtained. Pay attention to
X2/Df=0.912, IF1=0.953, TLI=0.917,
NFI1=0.973, NFI=0.952 indicators. CFl = 0
and RMSEA = 0.078 show that the current
variable measurement model of the service-
oriented approach has a good fit and
construct validity in different dimensions.

Results and Discussion

In order to determine the components of
organizational structure redesign in National
Bank, firstly based on the theoretical
framework of six components of information
technology affairs (including customer
relationship management working group,
service-oriented architecture working group,
service-oriented definition working group,
service-oriented strategy working group,
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banking  operations  working  group,
information ~ security  working  group,
informatics working group and new services
working  group); Organizational affairs
(including administration of organizations
and methods, administration of studies and
planning, collection of claims and
protection);  Support affairs (including
processing and legal issues), branch affairs
(including  branch ~ management  and
inspection); Human  resources  affairs
(including human resources management and
human resources development) and financial
affairs (including accounting and statistics,
document reliability, credits and
accreditation) were considered. Then, to
measure the validity of this component and
the extent of their compatibility with the
National Bank, based on the Delphi method,
30 experts and specialists were polled, and
the results of fitting the components obtained
with the AMOS software are shown in Table
3 and Figure 3. Organization in Melli Bank is
a suitable factor and their significance is less
than 0.05, which shows that the components
of organizational structure redesign in Melli
Bank include information technology affairs
(including customer relationship
management working group, service-oriented
architecture working group, service-oriented
definition working group, service-oriented
strategy working group, Banking Operations
Working  Group, Information  Security
Working Group, Informatics Working Group
and New Services Working Group);
Organizational affairs (including
administration of organizations and methods,
administration of studies and planning,
collection of claims and protection); Support
affairs (including processing and legal
issues), branch affairs (including branch
management and inspection); Human
resources affairs (including human resources
management and  human  resources
development) and financial affairs (including
accounting and  statistics, = document
reliability, credits and accreditation).

Conclusion

Based on the results of research between
information technology affairs (including
customer relationship management working
group, service-oriented architecture working
group, service-oriented definition working

group, service-oriented strategy working
group, banking operations working group,
information  security ~ working  group,
informatics working group and modern
services working group) and approach There
is a positive and significant relationship
between service orientation in Melli Bank, in
other words, with the formation of customer
relationship management working group,
service oriented architecture working group,
service oriented definition working group,
service oriented strategy working group,
banking  operations  working  group,
information  security ~ working  group,
informatics working group and service
working group Better services are provided
in the new bank. In line with these results,
Ashkan Mehr (2018) came to the conclusion
that there is a direct relationship between the
organizational structure and the service
quality of Jihad Agricultural employees.
Alavi and Moradi's findings (2016) indicate
that redesigning the organizational structure
centered on information technology can
strengthen the service-oriented approach.
Tofanzadeh (2014) has stated that the role of
information technology in service-oriented
architecture in banking is important and
constructive. Mahmoud Kalai (2013) has
stated that the reform of the organizational
structure is necessary to strengthen the
quality of services. Wolff (2020) has come to
the  conclusion that reforming the
organizational structure based on information
technology can play a decisive role in
innovation and service quality. The results of
Evangliau et al. (2019) have shown that
reforming the organizational structure
centered on information technology can
strengthen the service-oriented approach in
the field of export. Ruppert (2015) has come
to the conclusion that redesigning the
organizational structure in accordance with
the changes and developments in the field of
technology and information technology can
lead to the creation of a service-oriented
approach in the service fields. Therefore, it
can be said that if a specialized customer
relationship management working group is
formed in the bank, the members of the
customer relationship management working
group are experts in their field of work and
the position and duties of the customer
relationship management working group are
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clearly defined in the organizational structure
of the bank. A specialized service-oriented
architecture working group should be
formed, the members of the service-oriented
architecture working group should be experts
in their field of work, and the position and
duties of the service-oriented architecture
working group should be clearly defined in
the organizational structure of the bank. A
specialized  service-oriented  definition
working group should be formed, bank
officials and managers agree with the
service-oriented definition working group
and its activities, there should be a service-
oriented architecture working group in the
bank’s organizational chart, and the position
and duties of the service-oriented definition
working group should be clearly defined in
the bank's organizational structure. A
specialized service-oriented strategy working
group should be formed, the existence of a
service-oriented strategy working group
should speed up the handling of related
matters, and a service-oriented strategy
working group should be included in the
organizational chart of the bank. A
specialized working group for banking
operations should be formed, the members of
the working group for banking operations
should be experts in their field of work, the
existence of the working group for banking
operations would speed up the handling of
related matters, the officials and managers of
the bank should agree with the working
group for banking operations and its
activities, a place in the organizational
structure of the bank and The duties of the
bank operations working group should be
clearly defined and the bank operations
working group should be included in the
organizational chart of the bank. A
specialized information security working
group should be formed, the members of the
information security working group should
be experts in their field of work, the
existence of the information security working
group should speed up the handling of
relevant matters, the officials and managers
of the bank should agree with the information
security working group and its activities and
have a place in the bank's organizational
structure. And the duties of the information
security working group are clearly defined. A
specialized informatics working group
should be formed, the members of the

informatics working group should be experts
in their field of work, the presence of the
informatics working group should speed up
the handling of related matters, the officials
and managers of the bank should agree with
the informatics working group and its
activities, the position and duties of the
informatics working group should be in the
organizational structure of the bank. It should
be clearly defined and it should exist in the
bank's organizational chart of the informatics
working group. A specialized working group
for new services should be established in the
bank, the members of the working group for
new services should be experts in their field
of work, the existence of the working group
for new services should speed up the
handling of relevant matters, the officials and
managers of the bank should agree with the
working group for new services and its
activities, in the organizational structure of
the bank The position and duties of the new
services working group should be clearly
defined and there should be a new services
working group in the bank's organizational
chart, in that case the bank's services will be
easily accessible to customers, it will be
easier to do banking through the internet
bank system, in the bank AIll kinds of
financial services are provided, the
possibility of any type of inter-bank money
transfer is possible through the bank's
internet systems, the money transfer fee in
Melli Bank is lower than other banks, it is
possible to transfer money to the desired
amount through the Internet of Melli Bank. It
is possible, it is possible to apply for banking
facilities through the Internet banking system
of National Bank, it is possible to perform
Internet banking services through Mobile
Bank, National Bank provides the possibility
of personal encryption for the Internet
banking of customers, username and
password which is registered in the portals of
Internet Bank or Mobile Bank, it can be
recovered for customers, it becomes easy for
customers to work in the operational banking
portal of Internet Bank, National Bank, the
possibility of infiltrating users' personal
accounts through hackers is reduced, Internet
services Bank Melli becomes reliable for
customers, it becomes possible to track
customers' financial transactions through
mobile banking, bank officials try to satisfy
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customers, and customer complaints are dealt
with as soon as possible.
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