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Abstract

During the past two decades, relational marketing has been one
of the prominent areas for conducting research in the field of
marketing, and in practice, it has played a role as the core of
marketing strategies. The purpose of this research is to develop a
relational marketing model in the banking industry of Iran with
the approach of building trust and building customer loyalty. In
this research, we used the qualitative method to discover and
describe the categories related to the topic. The statistical
population of this research includes experts in the field of bank
recovery, including university professors, managers and senior
banking experts. In this research, snowball sampling was used to
reach the community members, and the number of samples was
considered to be 30 people due to data saturation. The results
confirmed 54 codes, 16 micro-categories and finally 7 macro-
categories, which were the main dimensions of the research. The
central phenomenon of the research, which was related to
marketing in this research, was identified in 3 subcategories of
competitive factors, profitability and marketing activities. Also,
causal conditions include advertising (market information and
word-of-mouth  advertising) and customer relationship
management (customer commitment, knowledge management
and customer relationship), background conditions including
employee management (employee behavioral factors and
employee productivity), intervening conditions including social
factors. (perceptual factors and quality improvement factors),
strategies and measures included the organization's
strategies (short-term and long-term) and research
results included brand loyalty (customer trust and
customer satisfaction)..
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