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ARTICLEINFO | Abstract

When the role and function of the customer are properly defined in the culture of a
PP: 288-307 society and customer service is considered and acted upon as a value, organizations
are placed in their correct orbit and circle. One of the fundamental challenges of
Bank Sepabh is the lack of a comprehensive redundancy modeling framework for its
banking services. Therefore, this study aims to address these challenges by
developing a comprehensive redundancy modeling framework specifically
designed for Bank Sepah's banking services. The present study was conducted in
two qualitative and quantitative parts. Also, library studies, including studying
domestic and foreign books and publications and searching databases (Internet),
were used to obtain theoretical foundations and use the experiences of other
researchers to collect data. The results of the study show that the redundancy of
banking services includes improving the quality of services, increasing access to
online services, and improving the customer experience. Finally, the redundancy of
banking services can act as a key factor in the success and sustainability of banks in
competitive markets.
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Extended Abstract

Introduction

When the role and function of the customer
are properly defined and determined in the
culture of a society and customer service is
presented as a value and acted upon,
organizations are placed in their correct orbit
and circle so that each organization provides
quality and valuable services to the customer
and benefits from the valuable services of
other organizations, and as a result, it
provides customer satisfaction and, above all,
customer satisfaction and loyalty. The
banking industry is of considerable
importance in the global economy and plays
an important role in facilitating economic
growth, financial stability and efficient
allocation of capital. However, the pursuit of
excellent service alone does not guarantee
that customer needs are properly met and
may lead to a waste of invested resources,
which leads to service obsolescence. This
occurs when a service is not useful to
customers or when aspects of the service are
repetitive and unnecessary. Although several
studies have shown that some service
features  positively  affect  customer
satisfaction, other studies have reported that
in service organizations that provide
appropriate services, physical environmental
factors such as lighting, design, and dining
equipment do not have a significant impact
on customers’ emotional responses to the
dining experience. One of the major
challenges for Bank Sepah is the lack of a
comprehensive redundancy modeling
framework for its banking services. The lack
of a robust redundancy modeling framework
creates several problems for Bank Sepah.
First, it increases the vulnerability of critical
banking services to unexpected disruptions.
Second, without a clear understanding of
potential failure points and their impact on
service availability, it becomes challenging
to allocate appropriate resources and
investments to effectively mitigate risks.
Third, the lack of redundancy modeling
guidelines hinders the bank’s ability to
comply with regulatory requirements and
industry best practices. This study aims to
address these challenges by developing a
comprehensive redundancy modeling
framework specifically designed for Bank

Sepah banking services. The innovative
aspect of this research is that it has a
customized redundancy framework,
integrating  advanced data  analytics,
stakeholder impact analysis, and regulatory
compliance and sustainability.

Methodology

The present research has been conducted in two
parts: qualitative and quantitative. In the
qualitative part, the meta-synthesis method using
the 7-step model of Sandelushki and Barroso
was used, and in the quantitative part, the
structural-interpretive  modeling method was
used. According to the onion model, this
research is applied in terms of its purpose and
descriptive-survey in terms of its data analysis
method. In other words, it seeks to describe and
better understand a phenomenon using data
collected through questionnaires and interviews,
and a survey method was used in data analysis.
Also, library studies, including studying
domestic and foreign books and publications
and searching databases (Internet), have been
used to obtain theoretical foundations and use
the experiences of other researchers to collect
data. The statistical population of this research in
the first stage of the study includes articles,
books, theses or dissertations that have been
conducted in the field of service redundancy.
The sampling method will also be purposeful
and based on the inclusion and exclusion criteria
of the Prism method. The statistical population
includes customers of Bank Sepah, which is a
simple and accessible random sampling method.

Results and Conclusion

In general, the results of this study, which was
conducted with the aim of investigating the
redundancy model of banking services in Sepah
Bank, show several results, including: Identifying
customer needs is the key to providing quality
banking services, banks should be in touch with
customers and use their feedback to improve
services. This connection helps to identify real
needs and increase customer satisfaction and
loyalty. Based on the results of investigating the
factors affecting the redundancy of banking lines;
marketing and customer experience are known as
key tools in attracting and retaining customers in
the banking industry. Improving customer
experience directly affects customer satisfaction
and loyalty and can therefore lead to reducing the
redundancy of banking lines. Data analysis and
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information technology play an important role in
improving customer experience and the financial
performance of banks. By using customer data,
banks can better understand customer needs and
expectations and personalize their services
according to these needs. Business management
and strategy enable banks to operate effectively in
a competitive market. By developing appropriate
strategies and using new technologies, banks can
improve their services and establish better
relationships with customers. This, in turn, can
help reduce redundancy in banking lines and
increase market share. One of the key gaps in
existing research is the lack of theoretical analysis
of redundancy in banking services. While there is
empirical evidence that demonstrates the benefits
of redundancy in computer systems, there is very
little theoretical work analyzing performance in
redundant systems. Existing research focuses
more on empirical analysis of redundancy in
critical operations and modeling customer
behavior and service quality, but does not provide
a theoretical framework for analyzing redundancy
in banking. This theoretical analysis can
complement existing empirical research to
provide a more comprehensive understanding of
redundancy in banking services. A review of
research on banking service redundancy shows
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