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This research aims to redesign the organizational structure of the National Bank
with a service-oriented approach in line with the customer-oriented vision in the
geography of Kerman province. The current research is applied and
developmental in terms of purpose and is a descriptive correlational research in
terms of method. The statistical population of the research includes all employees
of the National Bank of Kerman province in 2010, 879 people, of whom 380
people were selected using the convenience sampling method. The data
collection tool included a researcher-made questionnaire consisting of a 132-
question organizational structure redesign questionnaire with a validity of 0.87
and a reliability of 0.963. One-sample t-test, Pearson correlation coefficient,
multiple linear regression, and structural equation modeling using SPSS and
AMOS22 software were used to analyze the data. The results of the research
showed that the organizational structure redesign logo with a service-oriented
approach in line with the vision and mission of the National Bank of Kerman
province has an acceptable fit. This structure has six departments, including the
Information Technology Department (with the 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 Service Working
Group); the Organizational Affairs Department (with the Organization and
Methods Department, Studies and Planning Department, Collection of Claims,
and Security Units); the Support Department (with the Business Processing and
Legal Issues Units); the Branch Affairs Department (with the Branch
Management and Inspection Units); the Human Resources Department
(including Human Resources Management and Human Resources
Development); and the Financial Affairs Department (with the Accounting and
Statistics, Document Reliability, Credit, and Accreditation Units).
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Introduction

In Iran, there are many banks and financial and
credit institutions, each of which is competing hard
with each other in order to provide more and more
diverse and cheap services in order to achieve a
greater market share, profitability and survival.
However, in recent years, in addition to this intense
competition, there have always been numerous
other factors, including gold and foreign exchange
market instability, increased inflation rates, natural
factors such as floods, earthquakes and droughts,
and political factors such as sanctions, which have
had a great impact on the country's economy,
making banks realize that they can no longer
continue to survive with the previous structures.
Therefore, considering the above, what is the main
issue raised in this research is: How does the
redesign of the organizational structure of Bank
Melli with a service-oriented approach fit the
vision and mission of the bank?

Methodology

This research aims to redesign the organizational
structure of Bank Melli with a service-oriented
approach in line with the customer-oriented
perspective in the geography of Kerman province.
The current research is applied and developmental
in terms of purpose and a descriptive correlational
study in terms of method. The statistical
population of the research includes all employees
of Bank Melli in Kerman province in 2010, 879
people, of whom 380 people were selected using
the convenience sampling method. The data
collection tool included a researcher-made
questionnaire consisting of a 132-question
organizational structure redesign questionnaire
with a validity of 0.87 and a reliability of 0.963.
One-sample t-test, Pearson correlation coefficient,
multiple linear regression, and structural equation
modeling using SPSS and AMOS22 software were
used to analyze the data.

Research Findings

In order to identify the components of the
organizational structure redesign in Bank Melli,
six components were considered based on a
theoretical framework: information technology
affairs (including the customer relationship
management working group, the service-oriented
architecture working group, the service-oriented
definition working group, the service-oriented
strategy working group, the banking operations
working group, the information security working
group, the informatics working group, and the new
services working group); organizational affairs
(including the organization and methods
department, the studies and planning department,

the collection of claims, and security); 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). Then, to
assess the validity of this component and their
compliance with Bank Melli, a survey was
conducted based on the Delphi method with 30
experts and specialists. The results of fitting the
components obtained with the AMOS software in
Table 1 and Figure 2 show that the components of
organizational structure redesign in Bank Melli
have an appropriate factor loading and their
significance is less than 0.05, which indicates that
the components of organizational structure
redesign in Bank Melli include information
technology affairs (including the customer
relationship management working group, the
service-oriented architecture working group, the
service-oriented definition working group, the
service-oriented strategy working group, the
banking  operations  working group, the
information  security working group, the
informatics working group, and the new services
working group); organizational affairs (including
the organization and methods department, the
studies and planning department, the collection of
claims and security); 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).

Discussion and Conclusion

The results showed that the redesigned
organizational structure with a service-oriented
approach in line with the vision and mission of the
National Bank has six main departments,
including: IT affairs, organizational affairs,
support affairs, human resources affairs, and
financial affairs. These results are consistent with
the opinions and views of Flingstein (2010), Chen
and Huang (2017), Sutter and Leesen (2009), Hong
et al. (2012), Enrico et al. (2012), Marshall et al.
(2012), Klaninger (2012), Letty et al. (2014),
Katsika et al. (2018), Wolf (2020), who have
mentioned that the IT affairs, organizational
affairs, support affairs, human resources affairs,
and financial affairs departments are essential for
modern and digital banks. Therefore, the redesign
of the organizational structure of the National
Bank with a service-oriented approach has led to
the creation of six main departments, each of
which plays a vital role in achieving the vision and
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mission of the bank. These departments include IT,
organizational, support, human resources, and
financial. This new structure, with its emphasis on
coordination between departments and increased
efficiency and productivity, can significantly
improve Bank Melli’s performance. Interpreting
these findings, it can be said that in today’s world,
IT is the beating heart of every organization. By
creating a dedicated IT department, Bank Melli
shows that it attaches special importance to digital
innovations, cybersecurity, and information
systems development. This change can lead to
improved e-banking services, easier access for
customers to bank services, and increased data
security. Organizational Affairs is responsible for
coordinating and improving the bank’s internal
processes. By focusing on improving work
structures and procedures, this department can help
increase efficiency and reduce costs. It is expected
that this department will increase coordination
between different departments of the bank and
reduce implementation problems. The Support
Department is responsible for supporting all bank
activities, from resource procurement to service
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