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Abstract: This research has been done to identify and rank factors affecting the
growth and development of the market share of Refah Kargaran Bank. The
current research is a mixed type of research in terms of its applied-
developmental goal and terms of its implementation. The statistical population
in the qualitative part of this research includes 50 managers of Refah Kargaran
Bank branches in Fars and Bushehr provinces. A statistical sample consisting of
25 branch managers was selected using the snowball method. The statistical
population in the quantitative section includes 600 middle-level employees and
managers of Fars and Bushehr Refah Kargaran Bank, among whom 234 people
were selected as a sample by simple random method. To analyze quantitative
data in this research, descriptive and inferential statistics have been used. The
findings of the theme analysis using the TOPSIS model showed that the use of
customer relationship management policies (needs assessment, responsiveness,
satisfaction, and loyalty) with a coefficient of 0.842 had the greatest impact on
increasing the market share of Refah Bank, and the support and facilitation
services of Refah Bank. Workers with a proximity coefficient of 0.444 are in the
last place. The path analysis findings showed that the variables of attracting
customers with a rate of 0.504 and electronic banking with a rate of 0.449 had
the greatest impact on the development of the market share of Refah Kargaran
Bank. According to the investigations carried out about the planning process to
increase the productivity of the Refah Kargaran Bank in a competitive
environment, weaknesses and threats have the highest coefficients of 9.41 and
8.36, and strengths and opportunities have the lowest coefficients of 7.13 and
6.54. Strategies have been presented in this regard.

Keywords: Rating, Market Share, Banking, Competitive Advantage, Refah
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Extended Abstract

Introduction

In examining the market share of a bank, various indicators are examined based on the purpose,
the most important of which are resource allocation (attraction of various types of bank deposits),
resource allocation (types of payment facilities in the form of different contracts), efficiency and
activity (ratio of financial services, volume of activity and electronic services). In addition to the
above, the market share of this bank in the fields of equipping and allocating financial resources
has been lower than the expected amount, considering the bank's capacities. Therefore, to respond
to the main concern of the managers, which is to increase the market share and profitability of the
bank, it is necessary to formulate strategies to develop the market share of the bank to achieve the
predicted goals faster than the existing gaps. In addition to the above, the market share of this bank
in the fields of equipping and allocating financial resources has been lower than the expected
amount, considering the bank's capacities. Therefore, to respond to the main concern of the
managers, which is to increase the market share and profitability of the bank, it is necessary to
formulate strategies to develop the market share of the bank to achieve the predicted goals faster
than the existing gaps. In this regard, the important issue is whether the current marketing
strategies can provide a new marketing plan to achieve the Bank's goals and plans to achieve the
appropriate share of the banking services market. The current position and position of Refah Bank
has increased the bank's market share? The upcoming research, taking into account these concerns,
ambiguities, and goals that are hidden in the plan, vision, and mission of Refah Bank, aims to
examine the challenges and opportunities facing the Refah bank.

Theoretical framework

Innovation can provide a source of creating competitive advantages for companies by improving
methods and techniques that are capable of producing new products or services, or by improving
existing methods. Service innovation is the result of the search for technological competitiveness
and market-oriented innovations to develop a new banking service. The development of a new
service as one of the main streams of innovation is an interdisciplinary concept that is derived
from several disciplines and requires the participation of various fields such as research and
innovation, marketing, finance, and legal. In general, the development of new services, basically
as a sustainable process, is a new idea, the application of which leads to the creation of value for
the organization. The development of new services is a complex activity that uses new knowledge
to research business goals and has a decisive role in attracting new customers. Various
classifications of new service development patterns are presented. In a classification, Johnson and
colleagues have counted three categories of patterns. Partial patterns that only pay attention to a
part of the whole new service development process; Translation patterns that are similar to the
new product development pattern developed by Bose et al.

Methodology

The current research is a mixed type of research in terms of its applied-developmental goal and
terms of its implementation. This study consists of two parts in terms of research method. The first
part has a "descriptive-analytical" method that investigates, recognizes, and analyzes the factors
affecting the market share of Refah Kargaran Bank. At this stage, the research tool for the financial
reports of Refah Kargaran Bank is the official census (market sector). In the second part of the
research, it has investigated the effects of various factors on the market of Refah Kargaran Bank,
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in other words, the relationship between independent and dependent variables has been explained
and explained, for this purpose, it also has a correlation method. The statistical population studied
in this research includes experts. The snowball method was used to determine the sample size.
Based on this, the sample size consists of 25 branch managers of Refah Kargaran Bank. To analyze
quantitative data in this research, descriptive and inferential statistics were used.

Discussion and Results

The findings showed that the sub-theme of using customer relationship management policies
(needs assessment, responsiveness, satisfaction, and loyalty) with a coefficient of 0.8425 had the
most impact in increasing the market share of Refah Kargaran Bank. The themes of speed and
accuracy in providing services, attractiveness of services (personalization and promotion of
perceived value and customer experience in reusing services), favorable and constructive
interaction with customers in providing services, and transparency and purposeful policies and
methods of providing services And the facilities have had the greatest impact in increasing the
growth and development of the market share in Refah Kargaran Bank with proximity coefficients
of 0.830, 0.827, 0.821 and 0.814 respectively. It should be noted that the sub-theme of the support
and facilitation services of Refah Bank, with a close coefficient of 0.444, was in the last place
among the themes affecting the growth and development of the market share of Refah Bank. The
results of the regression analysis show that there is no multicollinearity between the independent
variables, and therefore, the direct effects obtained for each independent variable are reliable.
According to the results, the variables of attracting customers with a rate of 0.504, and electronic
banking with a rate of 0.449 have the most effects on the development of the market share of Refah
Kargaran Bank. Service and quality variables have had a negative and reducing effect on the
improvement of Refah Bank's market share, and their greatest impact is through direct effects.

Conclusion

The results of the studies regarding the question of what the factors affecting the growth
and development of the market share of Refah Kargaran Bank? It showed that capacity
measurement - resource management - service provision and inter-functional coordination
are four important steps in the development of the market share of Refah Kargaran Bank.
The ranking of the factors affecting the growth and development of the market share
showed that the use of customer relationship management policy, speed and accuracy in
providing services, and the attractiveness of services are considered to be the most
effective micro-themes in accelerating the growth and development of the market share of
Refah Kargaran Bank. In addition, based on the results, the variables of attracting
customers with a rate of 0.504, and electronic banking with a rate of 0.449 have had the
greatest effects on the development of the market share of Refah Kargaran Bank.
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