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Abstract

In the last decade, with increasing competition, attracting and retaining customers, which is
considered the most valuable pillar of competition, has become very important and many
organizations consider it the key to success in business. In today's world, competition has taken on a
new form and continuous and long-term relationship with the customer has become the most essential
key to the success of organizations. This has led many organizations to transform and accept customer
orientation by improving their information infrastructure and knowledge, and use it to maximize
customer satisfaction and achieve maximum profit. The purpose of this research; Investigating the
effect of social customer orientation and business strategies on the effectiveness of the banking
system among Bank Mellat in Guilan province. Using the available quota sampling method, eligible
individuals were selected to distribute the questionnaire. Then, 108 questionnaires were distributed
among the head, deputy and queue staff with at least 10 years of work experience and at least a
bachelor's degree and were analyzed by structural equation method. The results indicate that between
social customer orientation and business strategies; Business strategies have a positive and significant
impact on the effectiveness of banking performance; And the role of mediating business strategies
between social customer orientation and banking performance was accepted. But there is no effect
between social customer orientation and the effectiveness of banking performance. The reason for
examining the type of branches is because the level of analysis is organizational and the analysis of
the results was performed using the environmental conditions of Bank Mellat branches in Guilan
province. Paying attention to customer needs and marketing in order to design product features that
are important in maintaining a competitive advantage in the market.

Keywords

Customer relationship management, social customer orientation, business strategies, banking
performance effectiveness
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