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HIGHLIGHTS

GRAPHICAL ABSTRACT

e Categories such as prediction and
proactivity, data analytics,
transparency and accessibility have a
large impact on the customer
experience.

e Categories such as autonomy and
satisfaction and delight have a
smaller impact.

e Key components of intelligent
customer experience were identified.
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This article examines and designs the smart customer experience at the
Agricultural Bank of Khorasan Razavi Province. The research is applied in
purpose and descriptive in method, conducted with a mixed approach. The
study consists of two phases: qualitative and quantitative. Two statistical
populations were involved: experts, as well as managers and employees of
the Agricultural Bank. In the qualitative phase, 12 experts were selected,
and in the fuzzy Delphi section, 40 experts were chosen using purposive
sampling. In the model testing section, 290 employees and managers of
the bank participated. In the qualitative phase, through interviews with 12
experts, key components of the smart customer experience were
identified, resulting in 54 open codes. These codes were then organized
into 12 subcategories and 5 main categories. The main categories included
experience derived from personalization and prediction, interaction,
intelligent support, security and privacy, and a sense of safety and
pleasantness. In the quantitative phase, the results from the qualitative
phase were confirmed using fuzzy Delphi and first- and second-order
confirmatory factor analysis. These categories were presented in a
questionnaire to 290 employees and managers of the bank, and the final
model was evaluated. Findings showed that factors like prediction,
proactivity, data analysis, transparency, and accessibility significantly
impact customer experience, while autonomy, satisfaction, and pleasure
have moderate effects. The research results can serve as a valuable guide
for improving smart banking services and enhancing customer satisfaction
and loyalty.
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