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Abstract

The aim of the present study was to model the needs of banking users in smart banking based on value
creation. The research method was qualitative and employed a thematic analysis approach. The statistical
population consisted of premium bank customers (i.e., customers with the highest deposits and most
frequent interactions with smart banking services) and marketing professors. Sampling was carried out
using a purposive method based on a grounded theory approach. Data collection continued until theoretical
saturation was achieved, resulting in 14 semi-structured individual interviews. The key codes were
manually analyzed based on the thematic analysis approach by Braun and Clarke (2006). The validity of
the research findings was assessed and confirmed using Guba and Lincoln’s (1985) criteria. Based on the
final report, a total of 129 basic themes were extracted from the 14 interviews. Due to the large number of
basic themes, all conceptually and semantically related themes were grouped together and reduced to 41
organizing themes. Ultimately, based on these organizing themes, 10 overarching themes were identified:
access to digital services; digital authentication; banking data security; trust in digital services; smart
financial consultation; service guarantee; alignment with digital lifestyle; multichannel services; future-
oriented banking; and innovative banking experience. According to the research findings, it can be
concluded that bank managers can create value in smart banking by focusing on the identified needs of
their customers.
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Extended Abstract

Introduction

The transformation of the banking industry through digital technologies has redefined the
expectations and behaviors of banking customers. In recent years, the rise of smart banking—a step
beyond digital or electronic banking—has enabled financial institutions to offer personalized, data-
driven, and real-time financial services using technologies such as artificial intelligence, big data

analytics, blockchain, and the Internet of Things (Arner et al.,, 2022; Huang & Rust, 2021). This
paradigm shift has made customer experience and value creation central to banking strategies, with
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institutions seeking to align service offerings with evolving user needs and lifestyle preferences
(Lusch & Vargo, 2018; Zeithaml et al., 2018).
Smart banking aims not only to digitalize traditional banking operations but to fundamentally reinvent
the customer journey, enhance decision-making through predictive analytics, and foster adaptive,
intuitive service delivery (Gentsch, 2018; Huang & Rust, 2018). Unlike conventional banking models
that emphasize efficiency and automation, smart banking focuses on co-creating value with
customers by identifying explicit, latent, and anticipatory needs (Kotler & Keller, 2016; Ng &
Wakenshaw, 2017). Hence, user-centered design, transparency, omnichannel integration, and
behavioral analytics have become essential components of a modern banking experience (Lemon &
Verhoef, 2016; Nguyen et al., 2020).
Despite widespread digitalization, many banks still lack a comprehensive framework to model and
respond to the nuanced needs of users in the smart banking ecosystem. Theoretical models such
as UTAUT, TAM, SERVQUAL, and Kano offer partial insights into consumer behavior and service
expectations (Alalwan et al., 2017; Kano, 1984; Sironi, 2016; Zeithaml et al., 2018), but the intersection
between need identification and value-driven service design remains underexplored, especially in
emerging markets. As highlighted by (Kim & Yang, 2025), digital service quality—encompassing
reliability, usability, and information precision—plays a crucial role in influencing customer
satisfaction and loyalty under uncertain market conditions. Moreover, users demand not only
functional excellence but also emotional reassurance and futuristic adaptability in their digital
interactions with banks (Ayinaddis et al., 2023; Chu & Zhan, 2024).
This study addresses a critical gap in the literature by systematically identifying and modeling user
needs in the context of value-oriented smart banking. Drawing upon thematic analysis and grounded
qualitative inquiry, the research proposes a multidimensional framework of user needs that can
inform strategic investment in smart banking capabilities.
Methods and Materials
This study employed a qualitative research design using the thematic analysis approach. The target
population comprised high-value banking customers—those with substantial deposits and frequent
interactions with smart banking systems—and academic experts in marketing. A purposive sampling
strategy, informed by theoretical saturation, was used to select participants. Fourteen semi-
structured interviews were conducted, transcribed, and manually coded according to Braun and
Clarke’s (2006) six-step thematic analysis model. Key themes were identified inductively and
organized into three layers: basic themes (initial codes), organizing themes (aggregated patterns),
and global themes (overarching categories). Credibility, transferability, dependability, and
confirmability were ensured using Lincoln and Guba’s (1985) validation criteria. Data collection
continued until no new concepts emerged, and all interviews were analyzed manually without the
use of qualitative software tools.
Findings
The thematic analysis revealed a total of 129 basic codes that were consolidated into 41 organizing
themes. These were then synthesized into 10 global themes that represent the core user needs in
value-based smart banking:

1. Access to Digital Services: Users emphasized the need for simple interfaces, 24/7

availability, multichannel access, and reduced dependence on physical branches.
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2. Digital Identity Verification: Participants highlighted the importance of biometric
authentication, seamless onboarding, transparency in processes, and system-wide
integration aligned with global KYC standards.

3. Banking Data Security: Core concerns included data encryption, cybersecurity defense
mechanisms, real-time threat responses, and user-controlled data access.

4. Trustin Digital Services: Customers expected system reliability, transparency in pricing and
procedures, predictability of outcomes, and autonomy in managing personal data.

5. Smart Financial Advisory: Respondents desired Al-driven tools capable of offering
transaction analytics, financial forecasting, investment suggestions, and interactive
consultation.

6. Service Guarantee: Users demanded assurance of service commitments, intelligent error
compensation, system dependability, and proactive notifications.

7. Alignment with Digital Lifestyles: Expectations included lifestyle-based service
recommendations, behavioral pattern recognition, and compatibility with digital devices and
platforms.

8. Multichannel Services: A seamless experience across applications, websites, call centers,
and branches was considered essential, with emphasis on data continuity and cross-platform
synchronization.

9. Future-Oriented Banking: Anticipation of long-term financial goals, adaptive services based
on life changes, and machine learning-driven personalization were core expectations.

10. Innovative Banking Experience: Users appreciated blockchain integration, collaborations
with tech brands, user participation in service design, and immersive technologies.

These findings underscore the shift from transactional to relational banking, where value creation is
driven by personalization, transparency, and adaptability.

Discussion and Conclusion

The results of this study affirm that the expectations of banking users in a smart digital environment
are multi-layered, extending beyond traditional notions of convenience and speed. While access to
digital services remains a foundational requirement, users now demand advanced features such as
predictive financial advisory, biometric security, and intelligent service recovery. These expectations
reflect a broader transformation in consumer behavior, influenced by technological literacy, exposure
to digital ecosystems, and rising standards of service excellence.

The identification of digital identity verification as a core need highlights the evolving definition of
trust in digital banking. Customers no longer perceive trust solely through interpersonal interaction;
rather, it is mediated through system reliability, secure authentication, and data transparency.
Moreover, the desire for real-time financial advisory services points to a redefinition of the bank’s
role—from a passive service provider to an active financial partner.

From a strategic standpoint, the study’s framework offers a roadmap for banks to prioritize
technological investments in areas that maximize perceived and delivered value. By aligning
services with user expectations—whether through blockchain-enabled transactions, omnichannel
engagement, or lifestyle-specific offerings—banks can enhance user satisfaction, foster loyalty, and
sustain competitive advantage.

In conclusion, smart banking must evolve as a co-creative platform that adapts to the fluid, future-
oriented needs of users. Modeling these needs systematically, as this study proposes, enables

VO



Personal Development and Organizational Transformation

banks to design customer journeys that are not only technologically sophisticated but also
emotionally resonant and contextually relevant. Ultimately, the transition to value-driven smart
banking is not merely a technological endeavor but a strategic imperative for equitable, inclusive,
and sustainable financial ecosystems.
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