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1- INTRODUCTION
Financial development in banks, as the most important pillar of Iran's

financing system, requires identifying business opportunities and facilitating
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the exchange of goods and services through diversification of financing
methods and focusing on improving the effectiveness of the resource
allocation system with the aim of attracting Customer satisfaction.
Achievment to these goals requires the use of integrated management
systems that simultaneously focus on financial, marketing and decision-
making issues. Credit solutions such as Rial L/C are especially important in
the field of indirect provision of funds needed for those active in industrial

markets, who are called industrial customers.

2- THEORETICAL FRAMEWORK

In the current conditions of Iran's economy, conducting research
related to new financing tools in banks, such as Rial L/C as a more efficient
and alternative solution to receiving facilities, while increasing customer
satisfaction, will also be effective in the financial development of
commercial banks. In this regard, the use of models that can provide a
simultaneous and comprehensive approach to financial and marketing
concepts will play an effective role in the effective development of the
financial and management system of banks. In this research, using design
models based on the grounded theory method, because it encodes the data
systematically in several stages, and the result is represented in the
framework of a predetermined model uniformly and regularly, it leads to the
presentation of the same paradigm model. which is considered as a suitable
basis for interdisciplinary research. In this research, using different multi-
criteria and fuzzy multi-criteria decision-making methods and based on the
model designed with the help of grounded theory method, the factors

affecting the provision of credit services to Rial L/C applicants in four level
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of macro and micro criteria affecting on the segmentation of industrial
customers, internal and external factors affecting the quality-of-service

provision were prioritized.

3- METHODOLOGY

In this research, with the help of banking experts and based on
grounded theory methods and a multi-criteria decision-making approach, the
prioritization of criteria for the segmentation of industrial customers
applying for internal L/C and internal and external factors on the
development of services for this group of customers it was done in a four-
level model. In the first level, by using the hierarchical analysis method, the
macro criteria of segmentation of industrial customers, which were coded
and finalized based on the principles and concepts of industrial marketing
and with the help of grounded theory, were prioritized. In the second level,
internal factors (strengths and weakness) and external factors (opportunities
and threats) were prioritized in general and using the fuzzy hierarchical
analysis method. In the third level of the model, the sub-criteria of each of
the internal and external factors were weighted and prioritized as factors that
can facilitate and/or limit the selection and prioritization of industrial
customer segmentation criteria, were weighted and prioritized using the
fuzzy hierarchical analysis method and finally, at the fourth level, the micro-

criteria of choosing industrial customers were weighted and prioritized.

4- RESULTS & DISCUSSION
The results of this research at the first level of the model indicate that

the type of industry (type of customer) and the size of the customer are



226 Quarterly Monetary & Financial Economics # Vol. 29 ¢ No. 2 ¢ Autumn 2022 & Winter 2023

respectively the most priority among the macro criteria of segmentation of
industrial customers in such a way that the total weight of these two criteria
makes up 65% of the total weight of the first level criteria. The results of
prioritization in the second level of the model show that taking advantage of
environmental opportunities with 64% priority is the single most important
internal and external factor affecting the provision of L/C services in the
framework of this research, as well as overcoming the bank's weaknesses
with 26% of priority is the second priority of research. The results of the
prioritization at the third level of the model show that the two environmental
opportunities are the lower cost of internal Rial L/C compared to facilities
and the severe lack of working capital in industrial units, as well as the
weakness of the low level of credit knowledge of employees, totaling
around 91%. They assigned the percentage of priority among 11 internal and
external factors. The results of the fourth level of the model show that,
respectively, the 5 sub-criteria of the need for Rial L/C up to 20 billion
Rials, the need for Rial L/C up to 20 billion Rials, and the selection criteria
for chemical, pharmaceutical, textile, oil, gas and petrochemical industries.
Paying attention to customers as openers and beneficiaries of Riyal L/C, as
well as customers active in the metal, mining, and automobile industries,
have a total of more than 48% priority among the 11 sub-criteria for

selecting industrial customers.

5- CONCLUSIONS & SUGGESTIONS
The findings of the research show that if the bank simultaneously
focuses on taking advantage of significant environmental opportunities in

the business environment of customers and fixing the weaknesses in the
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system, a smoother path for financial development and the realization of
goals and policies will have its own finance. These results show that the
focus of the bank's marketing strategies and financial development plans
should be on choosing customers based on customer size and choosing
industries that are more ready to accept Rial L/C in terms of infrastructure

and environmental readiness.

Keywords: Financial development, Rial letter of credit (Rial L/C),
industrial marketing, Fuzzy-AHP, Grounded theory.
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