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Abstract

Background and Objective: The ways in which consumers interact with businesses have changed
significantly due to the rapid and numerous developments that have occurred in recent years. In
addition to traditional sales centers, companies have begun to offer other interactive channels such
as web and smartphone applications, social networks, digital stores and contact centers to their
customers. In this context, a phenomenon called "Omni channel” has emerged, where customers
can use not only one of the existing interaction channels, but all channels simultaneously. For this
reason and in this regard, the present study was conducted with the aim of presenting a model for
integrating Omni channels in the banking industry.

Method: The approach of the article is qualitative and in terms of its purpose is applied-
exploratory. In this way, data were collected through related texts, in-depth interviews and semi-
structured interviews with 15 experts, and a thematic analysis strategy including coding was also
used to achieve the model extracted from the article. The data were also analyzed using coding
and Max Quad software.

Findings and results. Finally, the quality model of integration of collaborative channels was
designed with three components (levels): 1- Dimensions of model integration quality, 2- Drivers
of the model (facilitators), 3- Consequences of the model and in 12 dimensions and 50 indicators.
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