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Extended Abstract

Objectives: Business model innovation is critical to a company's ability to achieve long-term growth
and sustainability, as it enhances the value of products or services and delivers them more effectively to
customers. However, the existing literature lacks customer-based frameworks for business model
innovation. The purpose of the present study is to design a business model innovation framework based
on customer experience in electronic payments, using the grounded theory approach in Behpardakht

Mellat Company.

Methods: This Study is qualitative in nature and follows a grounded theory approach, ultimately leading
to the creation of a paradigmatic model. Data were collected through semi-structured interviews. The
statistical population included experts active in innovation, business planning, product development, new
service development management, and VIP members of the customer club at Behpardakht Mellat
Company. Participants were selected using purposive sampling. Each interview lasted approximately 50
minutes, and data saturation was achieved at the 12th interview. Data were analyzed using MAXQDA
2020 software and coded in three stages: open, axial, and selective coding. The validity of the results
was confirmed through expert evaluation and iterative feedback. Reliability was established based on
expert review and replication of the research process. The extracted codes represented narratives,
concepts, and categories, from which the business model innovation framework based on customer
experience was developed. Finally, the validity of the model was confirmed through theoretical

examination and specialized evaluative criteria.
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Findings: The resulting paradigmatic model was formed around the central phenomenon of business
model innovation based on customer experience, influenced by causal conditions (internal and external
infrastructures), contextual conditions (technological, banking, and legal environments), and intervening
variables (internal and external factors). Action and reaction strategies included designing incentive-
based products and services, enhancing customer security, developing a deep understanding of
customers, creating unique experiences, and establishing continuous research and development activities.
The consequences were identified at two levels: customer-level outcomes (such as improved satisfaction,
loyalty, and personalized experience profiles) and business-level outcomes (such as competitive

differentiation, increased market share, cost reduction, and revenue growth).

Conclusion: The findings indicate that customer experience-based business model innovation through
strategies such as incentive service design, enhanced security, customer insight, unique experience
creation, and ongoing R&D can drive both customer and business-level benefits. Specifically, it leads
to greater customer satisfaction, loyalty, and engagement, while also promoting competitive advantage,
market expansion, cost efficiency, and revenue growth, particularly in the electronic payments sector. It
is recommended that Behpardakht Mellat implement this framework to systematically align innovation
initiatives with customer experience goals. Furthermore, company managers should strengthen digital
leadership in experience-based innovation and strategically recruit skilled professionals in the field of

customer experience.
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