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Abstract

Background & Purpose: In today's competitive and dynamic business environment,
organizations have increasingly turned to the service customization strategy to maintain
competitive advantage and effectively respond to the diverse needs of customers. This
approach requires access to diverse and up-to-date ideas, resources, and knowledge. In the
meantime, open innovation, as a new approach to innovation management, can pave the
way for the creation of creative solutions tailored to customer needs by utilizing intra- and
extra-organizational interactions and utilizing the capacity of knowledge networks. Despite
the importance of this issue, the practical applications of open innovation in implementing
the service customization strategy have not been comprehensively examined. Accordingly,
the present study was conducted with the aim of presenting the applications of open
innovation in implementing the service customization strategy.

Methodology: The present study is applied in terms of its purpose and exploratory in terms
of its data collection method. The statistical population of the study in both qualitative and
quantitative sections included managers and experts active in the banking field, of whom
19 were selected in the qualitative section using purposive sampling and based on the
theoretical saturation principle. The data collection tool in the qualitative section was an
interview, and in the quantitative section, a fuzzy cognitive map questionnaire. The validity
and reliability of the interview were confirmed using content validity, theoretical validity,
and intra-coder and inter-coder reliability. The validity and reliability of the questionnaire
were also measured with content validity and test-retest. For data analysis in the qualitative
section, a content analysis approach and coding method using MaxQDA software were
used, and in the quantitative section, a fuzzy cognitive map method was used.

Findings: The most important applications of open innovation are in implementing a service
customization strategy, implementing a consumer credit system, providing a 24-hour live
chatbot service, and adding gamified elements to the customer journey.

Conclusion: This approach allows the bank to identify the diverse needs of customers and
increase their loyalty by providing tailored services. Also, leveraging open innovations can
lead to improved operational efficiency and create a competitive advantage in the banking
market.
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