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Abstract

Purpose: This study aims to identify the challenges of customer protection in Iran’s banking system and propose
appropriate solutions to improve this process based on experts’ perspectives.

Methodology: This applied-developmental study employed a qualitative approach. Data were collected through
interviews with 11 experts in the field of customer protection in the Iranian banking system and analyzed using thematic
analysis and thematic networks.

Findings: The findings revealed seven major categories of challenges, including legal and judicial weaknesses; weaknesses
in technological infrastructure and information security; inadequate transparency, information dissemination, and
customer awareness; weaknesses in banking regulation and policymaking; discrimination, injustice, and unfair treatment
of customers; weaknesses in customer data and information management; and insufficient familiarity with emerging
technologies and digital transformation. Seven organizing themes were also identified as appropriate solutions, including
strengthening legal and regulatory frameworks, institutionalizing governance and managerial commitment, personalizing
services, improving complaint-handling mechanisms, enhancing transparency and informed customer consent,
promoting financial literacy and education, and strengthening technological infrastructure, intelligent systems, and
emerging risk management.

Originality/Value: The study conttibutes a comprehensive, expert-based framewotk for identifying the challenges and

solutions associated with customer protection in Iran’s banking system, providing a basis for improving policymaking,
governance, and customer-oriented banking services.
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Table 1- Information about the participants in the study.
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Table 2 - Basic themes and organizing themes related to the challenges in the field of

customer protection in the banking system in Iran.
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Table 3 - Basic themes and organizing themes related to appropriate solutions for improving the
customer protection process in the banking system in Iran.
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Figure 1- Network of themes of challenges and solutions in the field of
customer protection in the banking system in Iran.
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