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Abstract

Background & Purpose: A large part of a bank's assets are its payment facilities.
With the increase in the number of facility requests and considering the existing
risks, it seems necessary to provide a method to manage this facility. Hence, in
this research, the design of the customer validation system model with the
approach of realizing fee income in the Melli Bank of Iran is discussed.
Methodology: The current research is applied in terms of purpose and a hybrid
research in terms of method. In the qualitative stage, the grounded theory strategy
was used, and in the quantitative stage, the descriptive-survey strategy was used.
The statistical population of the qualitative section included all professors and
experts of the National Bank of Iran who are familiar with the issue of credit risks
of customers. In this step, an in-depth interview was conducted with 15 people.
The three-step coding technique and MaxCuda software were used to analyze the
qualitative data. The statistical population of the quantitative part included all
managers, supervisors and employees of the National Bank of Iran. Quantitative
model validation was done using structural equation modeling and partial least
squares method.

Findings: Based on qualitative data analysis, the customer validation model with
the approach of realizing fee income in the form of 7 main categories including
causal category (risk management), central phenomenon (customer validation
system), background conditions (customer orientation), intervening conditions
(cultural factors), strategies (banking facilities) and outcomes (fee income and
profitability), 16 subcategories and 103 open codes were categorized. The results
of the quantitative part also confirmed the fit of the research model.

Conclusion: The research data analysis presented a comprehensive model of
causal factors, strategies, background factors, intervention and consequences of
customer validation system. The application of the final model of the research will
have an important effect in reducing the risk of realization of fee income in the
Melli Bank of Iran.
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