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Abstract

The main purpose of this research is to design and explain the
customer experience management model in order to improve the
organizational productivity of the Iranian Agricultural Bank. In this
study, the process was extracted and explained and explained by the
exploration plan of the term customer experience and
organizational productivity in the form of a model. The reason for
using this method was the lack of theoretical and empirical
background in the field of research. In order to design a customer
experience management model to improve organizational
productivity, the data strategy of data was used in the form of open,
central and selective coding. And so deep interviews with 21
academic experts and the Agricultural Bank were analyzed. The
results of this research phase, explaining 25 categories in the form
of 7 categories in the form of inspirational and lucrative leadership,
insight marketing, creative thinking, employee empowerment, deep
customer recognition, customer needs discovery, active
management of prerequisites, Relationship, sustainability
marketing, domestic marketing, customer empowerment, dynamic
competition, superior service and multi -faceted value creation for
customers, knowledge -based customers, customer -based mental
development, increased customer citizenship behavior, perception
of justice from customer perspective Supported customers, creating
social capital of the organization, creating intellectual capital in the
organization, creating social trust, increasing quality of life,
creating social capital in the community provided in the form of a
paradigm model. According to the statistical results, the
interventional conditions with a coefficient of 46 and the field of 36
were influenced by the central category, respectively, respectively,
and the impact of the underlying conditions with a coefficient of 66
more than the impact of the interventionist. It was a multifaceted
value. The impact of model empowerment process on
organizational consequences 68, customer consequences 52, and
consequences for community 26.
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