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ABSTRACT:

Introduction: Recent advancements in technology and lifestyle changes, particularly in
banking, have necessitated that banks prioritize customer behavior and preferences to
enhance their brand reputation( Khan et al,2020). The 2008 financial crisis highlighted the
need for banks to balance stakeholder interests and shifted focus towards sustainable
marketing(Yip & Bocken,2018). Sustainable consumer behavior, which involves
responsible product choices, can improve branding and reduce negative impacts. Intense
competition requires banks to adopt strategies for a competitive market position(Ellahi et
al,2023). Digital governance in banking, enhanced through effective customer
communication, can promote better consumer behavior and sustainable financial
solutions(Fay, 2019). Banks can achieve desired outcomes by developing innovative
digital services tailored to customer needs. The main research question explores how a
model of sustainable consumer behavior integrates with good digital governance in the
banking industry(zuifikar et ,.a12020).

Methodology: This research is developmental and descriptive-non-experimental with an
interpretive approach. After collecting documents and theoretical literature, the researcher
obtained the necessary confirmations from professors and proceeded to the semi-structured
interview stage. At this stage, a sample of experts was selected based on the diversity of
viewpoints and willingness to participate, and the research continued towards theoretical
saturation using purposive sampling. The statistical population included 15 experienced
professors and managers from Parsian Bank, of which 9 were ultimately interviewed. The
validity of the interview questions was confirmed at 91%, and reliability was assessed
using the percentage of agreement between two coders. Coding was conducted using
MAXQDA software 2020.

Finding: This study extracted core categories related to sustainable consumer behavior
shaped by good digital governance in Parsian Bank through zigzag data collection and
analysis. The process continued until data saturation was reached, with 447 identified
codes from various participants. Key concepts included customer-centric services, internal
interaction management, sustainable habits, and enhanced customer experiences. Causal
conditions influencing sustainable behavior were identified, such as organizational values
and community enlightenment. The central phenomenon included personalized services
and security in digital banking, while contextual conditions involved political, economic,
social, and cultural governance. Intervening conditions affecting strategies included the
prevailing economic attitudes and rapid technological changes. Effective strategies
proposed were performance monitoring and establishing a learning culture. The outcomes
highlighted the bank's enhanced position in the banking industry and improved consumer
lifestyles.

Discussion and Conclusion: The aim of this research is to design a model for sustainable
consumer behavior with a digital good governance approach in the banking industry,
specifically focusing on Parsian Bank. This study determined that the establishment of
sustainable consumer behavior with a digital good governance approach at Parsian Bank
is influenced not only by cultural, social, economic, and political governance but also by
the organizational values that support the formation of responsible behavior and the
overarching strategic goals of Parsian Bank, as well as the expansion of modern digital
technologies in the banking sector and the level of societal enlightenment. Additionally, it
was found that the creation of sustainable consumer behavior with a digital good
governance approach is articulated through the management of digital assets in the bank,
the provision of personalized services, a review of digital policies, the establishment of
secure digital banking channels, and continuous education and awareness-raising efforts.
The main topics include organizational values, the level of community enlightenment, and
new digital technologies. Parsian Bank can promote sustainable behavior among
consumers by relying on these factors and implementing educational programs and
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awareness campaigns. The results of the study indicate that personalized services and
security in digital banking are key factors in gaining customer trust and loyalty.
Additionally, by educating and raising consumer awareness, more informed decision-
making can be achieved, leading to more sustainable behaviors in the use of digital
services. Overall, enhancing transparency and respecting customer rights can lead to a
better customer experience and financial sustainability. Effective and transparent political
governance helps increase consumer trust and their willingness to use digital services.
Laws that protect consumer rights and stable economic conditions encourage greater
investment in financial services. Additionally, good economic governance can provide
suitable infrastructure for digital banking, leading to sustainable consumer behaviors.
Promoting education and social awareness encourages consumers to choose more
sustainable behaviors, and the consumption culture in society also influences economic
behavior. Ultimately, the combination of these four types of governance can create a
balanced and sustainable environment for consumers, which Bank Parsian can leverage
through the principles of good governance to promote sustainable behaviors.Improving the
bank's economic outlook, relying on modern technologies, and considering competitors'
behavior can contribute to promoting sustainable consumption. By providing sustainable
and digital financial services, the bank will be able to enhance customer satisfaction and
loyalty. Additionally, establishing effective systems for monitoring performance and
managing conflicts of interest will increase transparency and consumer trust. A learning
culture and digital transformation lead to continuous improvement of services. Ultimately,
enhancing the bank's position in the industry and turning consumers into banking
advocates will strengthen sustainable behaviors.
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