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Abstract:

The present study has presented a model of customer interaction training in Saman Bank. It
is a small, cross-sectional survey. Statistical population of qualitative research: All experts
in this field. Quantitative section: All employees of Saman Shahr Bank branches in Tehran
are 3000 people, which includes 1800 men and 1200 women. Qualitative part: The method
of conscious sampling is targeted snowball. Which included 15 experts in the sample size. In
the quantitative part: based on stratified random sampling method using Cochran's formula,
341 people were estimated. Formed the sample size. . Measuring tool; In the qualitative part,
a semi-structured interview form was prepared based on open coding and axial coding and
then performed on experts through selective coding by interview, Delphi technique and
brainstorming. This process continues until the theoretical saturation in which The
component and index dimension steps were determined by experts. Again, the model was
drawn based on dimensions, components and indicators and validated by experts. In the
guantitative dimension: the saturated interview form was converted into a questionnaire by
weighting the indicators and performed on a randomly selected sample group, and finally
analyzed by users using the confirmatory factor analysis test of quantitative dimensional
findings. Took. The validity of the assessment tool in the qualitative section was obtained
through interviews, Delphi technique, brainstorming and three-way consensus. In the
guantitative part, the validity of the questionnaire was calculated through Cronbach's alpha,
which the total alpha was equal to 0.90. Its interpretation in the qualitative part was obtained
with the help of Fan Delphi interview, brainstorming and three-way consensus.
Quantitatively calculated by CVR test. Methods of collecting information in the qualitative
dimension include: 1- Calculating indicators with the help of open coding from the
background by the researcher 2- Axial coding in order to categorize the indicators in the
form of dimensions and components by the researcher, 3- Adjusting paragraph 2 in the
format A semi-structured form and its implementation on experts with the help of selective
coding and the continuation of this important until theoretical saturation, 4- Calculation of
pattern, dimensions, components and indicators by experts. In a quantitative dimension as:
1- Converting the saturated interview form of experts by weighting the indicators and
converting it into a questionnaire 2- Execution of the mentioned questionnaire on a randomly
selected sample group 3- Execution of confirmatory factor analysis on the data obtained from
the paragraph 2 and evaluation of the dimensions, components, indicators and the mentioned
model from the users' point of view and 4- Comparing the results of qualitative and
guantitative dimension. Qualitative data analysis was performed with the help of open,
pivotal and selective coding through interviews, Delphi technique, and brainstorming. And
finally, in order of priority 6 dimensions : 1- Specialized 2- Individual 3- Managerial 4-
Organizational 5- Capital Management 6- Communication and 25 components: knowledge,
skills, behavior, attitude, physical, mental, emotional, discipline and seriousness, general,
specialized, experience and previous knowledge , Technical and specialized, educational,
ability to evaluate, delegation, access to information, job enrichment, identification,



networking, maintenance, deployment, evaluation and promotion, expectations,
performance and follow-up. And 146 indicators were finalized for the model. Quantitative
dimension in two parts: 1- Data description: drawing a table, drawing statistical
characteristic tables. 2- Data analysis: which is in the form of a statistical test called
confirmatory factor analysis in order to evaluate users of the model, dimensions -
components and indicators and their priority, which has been approved by experts.

Keywords: model, private, individual, managerial, organizational, asset management,
communication.
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