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EXTENDED ABSTRACT:

Purpose: The phenomenon of service failure expresses the gap between satisfaction and
expectations of customers from a service. Ignoring the causes of this phenomenon in the
banking industry has become a problem. So we are witnessing the outflow of resources from
this market to other financial markets. The purpose of this research is to identify these factors
and provide solutions to reduce customer dissatisfaction with domestic banking services based
on the marketing funnel.

Method: This research was conducted with an interpretive perspective, with a developmental-
applicative strategy and using the qualitative research method at a point in time through
interviews. The statistical population of the research is 23 employees and managers and 13
customers of Iran-Zemin Bank across the country. In the first community, employees were
selected using targeted sampling, so that people who were in the branches and in contact with
customers were selected, and in the second community, customers were selected based on the
amount and level of high involvement in using banking services. This study was analyzed and
coded using the theme analysis and MAXQDA software.

Findings: In total, 3 main themes and 12 sub-themes were identified. The main themes
included the main reasons for the failure of banking services, the revenge of the dissatisfied
customer, and the ways out of the service failure. Also, the sub-themes include the void of
correct social culture, neglecting space creation, not having a macro strategy, violating
technology, delaying the payment of installments, harsh dealings with employees, publishing
negative comments on social networks, being in a rival bank, negative advertisements against
the bank. It is closing one's deposit and making activities agile and paying attention to the
nature of social man.

Conclusion: based on the structure of the marketing funnel, service failure can be prevented
by taking measures at each stage. In the awareness stage by changing the appearance of the
branches and using the healing facilities and speeding up the process of banking services by
delegating to young and motivated forces, in the desire stage by facilitating electronic services
including automatic counters inside the branches, developing structures In order to win the trust
of customers, security prevented the failure of services by creating flexibility in credit policies
and also removing communication restrictions with financial organizations.Funding: There is
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