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Abstract

The banking industry has always been considered as one of the information
technology-based industries. The events of recent years, including the Corona
pandemic and the emergence of digital transformation and transformative
technologies, along with the importance of the customer's position in various
industries, have made organizations, including the banking industry, aware of the
need to extract value from data and identify customers more accurately for critical
and real-time decision-making and gaining a competitive advantage. In the meantime,
legal customers have not been the focus of research in this field for various reasons,
such as their lower number compared to real customers, different transactional and
perceptual behavior, and inherent complexities. Therefore, the purpose of the present
study is to design a framework to identify the requirements and limitations of the
banking industry in the field of legal customers and the factors affecting the
improvement of the customer experience in this field. This research was applied and
qualitative in terms of purpose. The statistical population included experts in the
banking field and in interaction with legal customers or legal customer data, and the
statistical sample was selected purposefully and theoretical saturation was achieved
with 12 people. The data collection tool was a semi-structured interview with experts.
It is worth noting that the design of interview questions was based on a systematic
review of the research area.
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