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Abstract

The present study aimed to identify the main dimensions and components of the supply chain affecting the improvement of banking services and to explain
the role of technological, managerial, human, and customer-oriented factors in enhancing banking service performance. This study was developmental-
applied in terms of purpose and qualitative-exploratory in terms of methodology using thematic analysis. The statistical population included university
professors in management, senior managers and experts from public and private banks, and banking researchers. Purposeful sampling combined with
snowball sampling was employed, and semi-structured interviews continued until theoretical saturation was achieved. Finally, 10 experts participated in
the study. Data were collected through library studies and in-depth interviews and analyzed using thematic analysis through coding, sub-theme extraction,
and identification of main themes. The findings led to the identification of 37 final indicators related to the banking service supply chain. The most
important dimensions included digital banking tool development, response flexibility, response speed, inter-organizational collaboration, innovation,
supply chain improvement, customer-brand interaction, leadership style, operational risk, and customer satisfaction improvement. The results indicated
that organizational survival, response speed, and flexibility were among the most influential factors in improving banking services. Furthermore, the
findings demonstrated that digital transformation, business intelligence, network interactions, and customer orientation play fundamental roles in
enhancing the performance of banking service supply chains. The findings demonstrated that the banking service supply chain is a multidimensional and
technology-driven system whose success depends on the coordination of managerial, human, technological, and customer-oriented factors. Banks that
redesign their service supply chains through developing digital infrastructures, strengthening inter-organizational collaboration, managing risks,
improving customer interactions, and utilizing knowledge and innovation will have greater capabilities for improving service quality and achieving
sustainable competitive advantage.
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Extended Abstract

Introduction

In recent years, the banking industry has undergone extensive structural and technological transformations due
to the emergence of digital technologies, increasing customer expectations, growing market competition, and
the expansion of financial ecosystems. In this context, the concept of the banking service supply chain has
gained increasing attention as a strategic approach for improving service quality, operational efficiency,
customer satisfaction, and organizational sustainability. Unlike traditional banking systems that mainly
focused on isolated financial transactions, modern banking systems are increasingly integrated into
interconnected service networks involving customers, technology providers, regulatory institutions, investors,
and business partners (Silvestro & Lustrato, 2015). Consequently, banking organizations are required to
redesign their operational and service structures in alignment with dynamic supply chain principles.

The emergence of digital banking technologies such as fintech, blockchain, big data analytics, artificial
intelligence, and smart financial systems has significantly altered the structure of banking service delivery.
These technologies have improved transparency, accelerated information flow, reduced operational costs, and
enabled banks to provide customer-centered and agile services (Hung et al., 2020). In particular, blockchain-
based financial systems have enhanced supply chain transparency, security, and traceability while
strengthening trust among stakeholders (Ioannou & Demirel, 2022). Similarly, fintech solutions have reduced
information asymmetry and improved coordination among actors in supply chain finance systems (Lee et al.,
2019).

Digital transformation has also become one of the primary drivers of organizational performance in banks.
Research demonstrates that entrepreneurial orientation and digital transformation significantly contribute to
organizational competitiveness and banking performance (Salih et al., 2024). Furthermore, selecting
appropriate fintech strategies within supply chain finance systems enhances banking flexibility and operational
efficiency (Kao et al., 2022). As a result, banking organizations increasingly rely on technological innovation
and integrated supply chain mechanisms to maintain competitive advantage in dynamic financial markets.
Another important dimension of banking service supply chains is inter-organizational collaboration. Modern
banking systems depend heavily on interactions with external stakeholders such as fintech firms, financial
institutions, governmental agencies, and technology suppliers. Such collaborative relationships improve
coordination, facilitate information sharing, and increase service responsiveness (Chen et al., 2019). Studies
have further shown that network governance and digital platform integration can significantly improve supply
chain financing processes and strengthen banking resilience (Min, 2019).

Customer orientation is also considered a critical component of banking service supply chains. Customer
satisfaction and customer relationship management play essential roles in enhancing loyalty and organizational

performance (Adeiza et al., 2022). In highly competitive banking environments, customers expect fast,



transparent, secure, and personalized services. Therefore, banks are required to establish efficient service
supply chains capable of responding rapidly to changing customer demands.

In addition, business intelligence and knowledge management have become key elements in banking supply
chain development. Data-driven decision-making systems allow banks to improve strategic planning,
operational performance, and service innovation (Alzoubi et al., 2023). Likewise, organizational knowledge
maturity contributes to effective supply chain management and supports digital transformation initiatives
(Nazarian-Jashnabadi et al., 2023). The emergence of Industry 4.0 technologies has further accelerated the
transformation of banking supply chains by integrating automation, smart systems, and digital infrastructures
into financial services (Shahabi et al., 2021).

Despite the growing body of literature on digital banking, supply chain finance, blockchain applications, and
fintech development, there remains a significant gap regarding the comprehensive identification of the main
dimensions affecting banking service supply chains. Most previous studies have focused only on specific
technological or operational aspects and have not provided an integrated framework that simultaneously
addresses organizational, managerial, technological, human, and customer-related dimensions (Shahabi et al.,
2022; Zeinati et al., 2025). Therefore, the present study aimed to identify the main dimensions of the supply
chain affecting the improvement of banking services.

Methods and Materials

This study was conducted using a qualitative exploratory approach based on thematic analysis. From the
perspective of research purpose, the study was developmental-applied because it sought to expand the
theoretical understanding of banking service supply chains while simultaneously providing practical
implications for the banking industry. The research adopted a cross-sectional design, and data were collected
within a specific time period.

The statistical population of the qualitative phase consisted of university professors in management, senior
managers and experts from public and private banks, and banking researchers. Purposeful sampling combined
with snowball sampling was employed to select participants with specialized expertise and practical experience
in banking services and financial supply chains. Sampling continued until theoretical saturation was achieved.
In total, 10 experts participated in the semi-structured interviews, including five university professors and five
banking managers.

The inclusion criteria for selecting participants included at least ten years of managerial or policymaking
experience in banking and financial services, academic and research experience in banking or supply chain
management, practical involvement in digital banking development and financial service improvement, and
willingness to participate actively in the interview process.

Data collection was conducted through library studies and semi-structured interviews. Initially, a

comprehensive review of the literature related to banking services, digital transformation, supply chain

management, customer satisfaction, and banking innovation was performed to develop the conceptual



foundation of the study and prepare interview questions. The interviews included exploratory questions
regarding inter-organizational cooperation, digital banking tools, operational risks, customer participation,
service innovation, strategic alignment, and organizational performance in banking supply chains.

All interviews were conducted face-to-face and recorded with participants’ consent. The average interview
duration was approximately 75 minutes. The collected data were transcribed verbatim and analyzed manually
using thematic analysis. The analysis process involved repeated reading of the transcripts, generating initial
codes, identifying sub-themes, categorizing themes, reviewing and refining themes, and finally defining and
naming the main themes.

To ensure validity, interview questions were reviewed by academic supervisors and banking experts. Member
checking was also used to enhance credibility by returning portions of the coding results to participants for
confirmation. Reliability was assessed using a test-retest coding procedure in which selected interviews were
coded twice within a two-week interval.

Findings

The findings indicated that theoretical saturation was achieved after the ninth interview, as the number of
newly emerging themes decreased significantly in the final interviews. Overall, 37 basic themes were extracted
from the interviews and literature review.

The identified variables were categorized into several major dimensions affecting banking service supply
chains. The most frequently mentioned variables included organizational survival, response flexibility,
response speed, supply chain improvement, leadership style, inter-organizational collaboration, customer
participation, digital banking development, operational risk management, customer-brand interaction,
profitability, organizational performance, and innovation.

The findings revealed that “organizational survival” was the most agreed-upon factor among experts, receiving
confirmation from all interview participants. This result indicates that banking supply chains are perceived not
only as operational systems but also as strategic mechanisms for sustaining organizational competitiveness and
continuity.

“Response flexibility” and “response speed” were also identified as critical dimensions influencing banking
service improvement. Experts emphasized that agile and responsive banking systems are essential for meeting
rapidly changing customer expectations and maintaining competitive advantage.

Technological dimensions such as “digital banking tools,” “innovative services,” “business intelligence,”
“knowledge utilization,” and “research performance” were among the most important themes identified in the
study. These findings demonstrate the increasing dependence of banking supply chains on digital
infrastructures, data analytics, and technological innovation.

The findings further highlighted the importance of customer-centered dimensions, including customer

participation, customer satisfaction improvement, customer understanding, and customer-brand interaction.



Participants emphasized that effective banking supply chains must prioritize customer experiences and
establish sustainable relationships with clients.

Managerial and organizational dimensions such as strategic planning, leadership style, professional
performance, process management, and inter-organizational coordination were also identified as influential
components. In addition, factors such as operational risks, weak coordination, multiple decision-making
centers, and high operational costs were recognized as barriers to efficient banking supply chain performance.
Discussion and Conclusion

The findings of this study demonstrate that banking service supply chains are multidimensional and dynamic
systems shaped by technological, managerial, organizational, human, and customer-related factors. The results
indicate that modern banking systems can no longer rely solely on traditional service delivery mechanisms and
must instead adopt integrated and technology-driven supply chain structures.

The strong emphasis on digital banking tools, innovation, and technological development reflects the growing
influence of digital transformation in the banking industry. Banks increasingly depend on fintech solutions,
data analytics, blockchain technologies, and smart systems to improve operational efficiency, customer
responsiveness, and service quality. The findings also reveal that agility and rapid responsiveness are among
the most critical capabilities required for banking competitiveness in dynamic financial environments.
Another important conclusion is that customer-centered approaches play a fundamental role in banking service
supply chains. Customer participation, customer satisfaction, and customer-brand interaction were identified
as major determinants of service improvement. Therefore, banks seeking sustainable competitive advantage
must prioritize customer experience management and personalized service delivery.

The study further highlights the importance of inter-organizational collaboration and strategic coordination.
Effective banking supply chains require strong cooperation among banks, technology providers, financial
institutions, regulators, and other stakeholders. Such collaborative networks improve information flow,
operational transparency, and service integration.

Managerial dimensions, particularly leadership style and strategic planning, were also found to be essential for
successful banking supply chain development. Organizational leaders can facilitate digital transformation and
innovation by promoting flexible structures, reducing bureaucratic barriers, and supporting knowledge-based
decision-making.

Overall, the study concludes that improving banking services requires the establishment of integrated, flexible,
customer-oriented, and technology-driven supply chain systems. Banking organizations that invest in digital
infrastructures, knowledge management, inter-organizational collaboration, and agile operational strategies
will be better positioned to enhance customer satisfaction, improve organizational performance, and achieve

sustainable competitive advantage in the evolving financial environment.
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