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Abstract

This study aims to model virtual customer development within the corporate banking sector. It is an applied,
descriptive research project conducted using an exploratory approach based on the interpretivist paradigm. The study
population includes theoretical experts (marketing management professors) and practical experts (senior managers
and marketing directors of Bank Maskan), all possessing sufficient experience in corporate banking and digital
marketing. Purposive sampling was employed, and theoretical saturation was achieved after 12 interviews. Data were
collected using semi-structured interviews and questionnaires. Qualitative analysis of the expert interviews was
conducted using thematic analysis in MAXQDA software. Finally, the relationships between constructs were
identified using Interpretive Structural Modeling (ISM) in MICMAC software, resulting in the design of a virtual
customer development model for corporate banking. The findings reveal that the constructs are organized into a six-
level hierarchical structure, elucidating the path for virtual customer development in corporate banking. At Level 6,
two foundational constructs—development of digital banking infrastructure and human resource training and
development—play a foundational role in shaping the other levels. At Level 5, digital marketing strategy acts as a key
mediating variable, guiding the effective utilization of infrastructure and human resource capabilities. At Level 4,
marketing strategies exert their influence through two critical constructs: first, the bank's corporate social
responsibility, and second, customer relationship management. At Level 3, the synergy and combination of these two
factors pave the way for strengthening corporate banking. At Level 2, results indicate that corporate banking plays an
effective mediating role in improving risk management and information/data security. Finally, at Level 1, virtual
customer development is positioned as the ultimate outcome and the primary objective of the model.
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