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The present study aims to design a paradigm model of marketing auditing in the banking industry, focusing on banks
listed on the stock exchange. The research employed a mixed-method approach, incorporating both qualitative and quan-
titative phases. In the qualitative phase, semi-structured interviews were conducted to collect data. Subsequently, a fuzzy
SWARA questionnaire was used to prioritize the research indicators. The statistical population consisted of 14 experts,
selected through purposive sampling, with whom in-depth and semi-structured interviews were conducted. The interview
transcripts were analyzed using the grounded theory method and MAXQDA software. Furthermore, the fuzzy SWARA
method was applied to rank the indicators. Based on the results of the grounded theory analysis, ore categories and sub-
categories were extracted, leading to the development of the paradigm model. The findings from the model revealed that
the adoption of technological changes, the need for digital banking, and the transformation of banks’ business models act
as causal conditions for the core phenomenon—marketing auditing. Moreover, the strategies and actions associated with
marketing auditing are influenced by contextual conditions such as central bank policies and the cultural and social char-
acteristics of the society, as well as intervening conditions like resistance to organizational changes. Effective implemen-
tation of these strategies ultimately results in enhanced customer satisfaction and increased bank revenue and profitability.
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