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Abstract This study aims to identify and prioritize the factors that
influence the sustainability of banking services. Methodologically, the
research adopts a mixed-methods approach and is applied in nature.
The theoretical population consists of managers and consultants in the
banking industry, and sampling was conducted using judgmental
sampling based on expertise in Fourth Industrial Revolution technologies
and banking sustainability. In the first phase, 26 factors were extracted
through an ultrasynthesis process and then categorized into six main
groups: good governance, sustainable financing, social responsibility,
open innovation, green banking services, and collaborative culture.
Subsequently, the fuzzy Delphi method was used to screen the sub-factors.
Nine factors with a defuzzified value greater than 0.7 were selected for
the final evaluation. These selected factors were then prioritized using
the MARCOS method, based on expert judgments of importance and
certainty, collected on a 10-point scale. The results show that the top
priority factors for enhancing the sustainability of banking services
include: the bank’s leadership in adopting and implementing Fourth
Industrial Revolution technologies across various sectors; collaboration
with diverse fintech companies; strengthening banks’ capabilities in
evaluating economic projects through cooperation with fintechs; and
investing in or forming strategic partnerships with financing-oriented
fintechs to develop new financing methods.
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