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The present study aimed to analyze regional relationship marketing in
public and private banks in Kerman province. The method was
descriptive-correlational research and private banks in Kerman province
in 1402, there were 4895 people, of whom 480 were selected using
stratified sampling (240 from state-owned banks and 240 from private
banks). The data collection tool included a researcher-made
questionnaire. Structural equation modeling and SPSS and AMOS
software were used to analyze the data. The qualitative results of the
research showed that the main themes of relationship marketing in public
and private banks in the geographical area of Kerman province include
trust, commitment, communication, conflict management, advertising,
persuasion, motivation, and disambiguation. The results of fitting the
obtained components with the AMOS software show that the component
has an appropriate factor loading and all of them were confirmed. The
results of fitting the obtained components with the AMOS software show
that the component has an appropriate factor loading and all of them were
confirmed.
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Introduction

In today’s increasingly complex and
competitive landscape, companies can no
longer wait for customers to initiate contact;
instead, they must proactively establish
interactive, two-way communication
channels. By integrating marketing science
with Information Technology, organizations
should facilitate seamless engagement
whenever the customer desires (Dorgi, 2019).
Central to this approach is *Relationship
Marketing, = which  prioritizes = mutual
satisfaction and long-term bonds over
traditional, single-transaction Vviews,
identifying these relationships as the
cornerstone of customer loyalty and repeat
business (Bann, 2015).

In the financial sector, banks serve as vital
pillars for macroeconomic stability, driving
GDP growth and investment (Claessens &
Laeven, 2003). However, state-owned
banking systems often grapple with
operational inefficiencies and a lack of
competitiveness (La Porta et al., 2002). To
counter these challenges, a paradigm shift
toward Service Quality is essential. High-
quality service fosters customer satisfaction,
which subsequently drives positive word-of-
mouth and behavioral loyalty (Pakfar, 2022).
Complementing this is Functional Analysis*,
which evaluates system effectiveness and
efficiency to identify success factors
(Schmitter, 2005). Ultimately, the synergy
between technological integration,
relationship-driven marketing, and superior
service quality is what enables financial
institutions to achieve sustainable profitability
and operational excellence in a digital age.

Methodology

This correlational study utilizes Structural
Equation Modeling (SEM) to analyze 480
public and private bank employees in Kerman,
selected through stratified random sampling.
The sample size adheres to Klein’s (2021)
criteria, maintaining a 20:1 ratio relative to
observed variables. Ethical protocols,
including informed consent and anonymity,
were strictly followed. Data were analyzed
using SPSS 25 and Amos 24 ($\alpha=0.05$).
The primary instrument was a self-developed
40-item Relationship Marketing
questionnaire, validated through expert
interviews to measure eight dimensions: trust,

commitment, communication, conflict
management, promotion, persuasion,
motivation, and ambiguity mitigation.

Results and Discussion

Extensive research underscores the pivotal
role of relationship marketing in enhancing
service quality within the banking sector.
Studies by Kaur et al. (2019) and Huang and
Chi (2015) demonstrate that relational market
orientation significantly improves service
outcomes and employee job satisfaction.
Specifically, key dimensions such as trust and
commitment are identified as fundamental
drivers; trust minimizes perceived risk and
fosters confidence (Morgan & Hunt, 1994),
while mutual commitment ensures long-term
loyalty and reduces customer turnover
(Ndubisi, 2007). Furthermore, Teravatavong
et al. (2019) highlight that these variables
operate  dynamically across  different
relationship life cycles, whereas Rafiq et al.
(2015) point to organizational competencies
as a vital mediator. Recent findings by Chopra
Komal (2024) also suggest that integrating IT-
driven relationship marketing facilitates
agility through improved service quality.
Collectively, these findings suggest that by
prioritizing trust-building, transparent
communication, and mutual commitment,
banks can transcend traditional transactional
boundaries. This strategic shift not only
elevates customer perceptions of service
excellence but also cultivates a sustainable
competitive advantage through enhanced
customer-centricity and emotional loyalty, as
corroborated by various international and
domestic scholars.
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The findings of this research emphasize that
relationship marketing (RM) plays a critical
role in enhancing banking service quality. By
cultivating long-term, stable connections with
clients, banks can significantly improve
service delivery, foster customer loyalty, and
gain a competitive advantage. Effectively,
RM serves as a cost-reduction strategy, as
loyal customers decrease the need for
expensive new acquisitions through positive
word-of-mouth. However, certain limitations
must be noted; the study’s focus on Kerman
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Province may limit the generalizability of the
results, and the reliance on self-reported
questionnaires could introduce response bias.
Future research should encompass more
diverse  geographical populations and
integrate qualitative methods to triangulate
quantitative data. For practical application,
banks are advised to develop strategic
frameworks to identify and mitigate
destructive organizational behaviors. This
includes conducting regular cultural audits,
providing communication and management
training for employees, and establishing
incentive structures for positive conduct. By
addressing these internal dynamics alongside
robust RM strategies, financial institutions
can foster a healthier organizational climate,
ultimately leading to superior service quality
and sustainable growth in an increasingly
demanding market.
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