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Abstract:

This study aims to identify the drivers of digital banking in Refah
Kargan Bank using the cross-effects analysis method. The statistical
population of this study includes all experts familiar with and active in
the banking industry with master's and doctoral degrees who have
experience in digital banking at Refah Kargan Bank. In this study, 30
people were selected as a sample based on the snowball sampling
method. To create data, experts were surveyed about the importance and
impact of macro trends affecting digital banking by designing two
separate researcher-made questionnaires. In this study, based on a
review of the research literature, the three-stage Delphi method, and the
use of the agreement coefficient between experts, 59 macro trends
affecting digital banking in Iran were finally identified, which were then
evaluated using the Friedman rank means test and cross-effects analysis.
The results of this study led to the identification of 6 drivers affecting
digital banking at Refah Kargan Bank. These drivers, in order of
influence, include “approval of laws and regulations regarding the use
of new tools”, “intensity of foreign sanctions”, “generational changes in
society towards the acceptance of digital banking”, “the existence of a
sustainable, efficient, reliable and supervised public infrastructure”, “the
existence of specialized human resources” and “cybersecurity costs”.

Keywords: Drivers of digital banking, cross-effects analysis, Refah
Kargan Bank.
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