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ABSTRACT

Received: 13 Dec 2025 The present study aimed to develop and validate an organizational co-creation model for Bank Saderat
Accepted: 28 Apr 2026 Iran by identifying the dimensions, components, and structural relationships affecting organizational
First Available: 09 Jun 2026 co-creation in the banking industry. This study employed an exploratory mixed-method design
Final Publication: 23 Jul 2026 consisting of qualitative and quantitative phases. In the qualitative phase, 15 experts, managers, and

specialists in public management and banking were selected through purposive sampling, and data
were collected using semi-structured interviews. Qualitative data were analyzed through Braun and
Keywords Clarke’s thematic analysis using MAXQDA software. In the quantitative phase, the statistical
population included all managers and employees of Bank Saderat Iran during 2022-2023. Based on
Cochran’s formula, 378 participants were selected using cluster random sampling. A researcher-made
questionnaire developed from qualitative findings was used for data collection. Quantitative data were
Structure, Co-Creation analyzed using confirmatory factor analysis and structural equation modeling through SPSS and Smart
PLS software. The qualitative analysis resulted in 132 initial codes, 35 basic themes, 17 organizing
themes, and 5 overarching themes, including organizational co-creation culture, co-creative
organizational structure, co-creation processes and methods, co-creation technologies and tools, and
Saderat Iran customer value creation. Quantitative findings demonstrated that all structural paths were statistically
significant, with t-values greater than 1.96 and significance levels below 0.01, confirming all proposed
relationships. Furthermore, the ranking of dimensions showed that organizational co-creation culture
ranked first (=0.902), followed by co-creation processes and methods (=0.887), co-creative
organizational structure (=0.882), co-creation technologies and tools ($=0.878), and customer value
creation ($=0.861). The overall goodness-of-fit index also indicated a strong model fit. The findings
indicated that achieving organizational co-creation in Bank Saderat Iran requires the development of
a collaborative culture, agile organizational structures, effective co-creation processes, advanced
technological infrastructures, and customer-centered value creation. Moreover, promoting co-creative
leadership, facilitating knowledge sharing, and employing modern communication technologies can
strengthen organizational interactions and foster innovation in the banking system. The proposed
model may also serve as a practical framework for implementing organizational co-creation in other
financial and service-oriented organizations.
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EXTENDED ABSTRACT
INTRODUCTION

Value co-creation has emerged as one of the most influential paradigms in
contemporary organizational and marketing studies. Traditional organizational models
viewed customers and stakeholders as passive recipients of products and services, whereas
modern approaches emphasize the active involvement of customers, employees, and
stakeholders in creating value through collaborative interactions (1). In today’s competitive
and technology-driven environment, organizations are increasingly required to establish
participatory and interactive systems capable of integrating stakeholder knowledge,
experiences, and competencies into organizational processes. This shift has significantly
transformed the banking industry, where customer expectations, digital transformation, and
technological innovation continuously reshape service delivery systems (5).

In the banking sector, value co-creation refers to collaborative processes through
which banks, customers, employees, and other stakeholders jointly participate in
developing, improving, and delivering banking services. Such collaboration contributes to
service innovation, customer satisfaction, organizational agility, and sustainable
competitive advantage (6). Research has shown that customers are no longer merely service
users; instead, they increasingly act as strategic partners in organizational development and
innovation processes (2). The emergence of digital banking, smart services, social media
platforms, and online communities has further facilitated customer participation in value
creation activities (8).

The literature highlights that organizational co-creation is influenced by several
structural, cultural, technological, and behavioral factors. The DART framework, including
dialogue, access, risk assessment, and transparency, is one of the most widely accepted
conceptual models explaining the mechanisms of co-creation (16). According to this
perspective, organizations capable of establishing transparent and interactive
communication channels with stakeholders are more successful in creating sustainable
value and stronger customer relationships. Studies have further demonstrated that co-
creation positively affects brand satisfaction, customer engagement, and affective
commitment (7, 16).

In recent years, social media has become a critical platform for organizational co-
creation. Through digital interaction channels, organizations can collect customer
feedback, promote collaborative innovation, and encourage knowledge sharing among
stakeholders (3). Wang and Yang demonstrated that value co-creation practices within



brand communities strengthen brand loyalty through affective commitment and
psychological ownership (4). Similarly, Shaikh and Gummerum emphasized that customer
motivations for participation in co-creation are closely associated with identity expression,
social belonging, and emotional engagement (17).

Employees also play a fundamental role in successful co-creation processes.
Frontline employees, particularly in service-oriented sectors such as banking, directly
influence customer experiences and organizational interactions. Adaptability,
communication skills, and collaborative capabilities among employees enhance service
quality and facilitate value creation (9). Moreover, organizational environments
characterized by trust, knowledge sharing, and collaborative leadership provide fertile
ground for co-creation development (10).

Numerous studies have examined value co-creation across different sectors. In
higher education, co-creation has been recognized as an effective approach for improving
educational quality and stakeholder engagement (11). Harandi et al. proposed that fourth-
and fifth-generation universities rely heavily on participatory systems and collaborative
value generation (12). In tourism, customer participation has been found to enhance service
experiences and sustainable development outcomes (13, 14). Likewise, in software
industries, customer-solution business networks utilize co-creation strategies to promote
innovation and improve service performance (15).

In the Iranian banking context, several studies have investigated value co-creation
from different perspectives. Rahman Seresht et al. identified communication skills,
organizational culture, and human resource management as key dimensions of strategic
value co-creation in banking (18). Rahman Seresht and Sheikhi further emphasized the
importance of environmental and organizational conditions in shaping value creation
networks within Iranian banks (19). Kooshki et al. demonstrated that customer value co-
creation significantly affects organizational knowledge management, customer experience
management, and service development in banking institutions (20, 21). Furthermore,
Shakibi et al. argued that co-creation strengthens brand competitiveness and organizational
development through knowledge sharing and collaborative engagement (22).

Despite the growing body of literature, comprehensive organizational co-creation
models specifically designed for Iranian banking institutions remain limited. Most previous
studies have primarily focused on customer value co-creation rather than examining co-
creation as a multidimensional organizational phenomenon integrating cultural, structural,
procedural, and technological dimensions. Therefore, the present study aimed to develop
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and validate an organizational co-creation model for Bank Saderat Iran using a mixed
qualitative and quantitative approach.

METHODS AND MATERIALS

The present study employed an exploratory mixed-method design consisting of
qualitative and quantitative phases. In the qualitative phase, the study population included
experts, senior managers, and specialists in public management and banking with
experience in human resource management and organizational development within Bank
Saderat Iran during 2022. Participants were selected using purposive sampling. Data
saturation was achieved after 12 interviews; however, three additional interviews were
conducted to ensure theoretical saturation, resulting in a total of 15 semi-structured
interviews.

Qualitative data were collected through semi-structured interviews designed
according to Cohen and Manion’s six-step interview framework. Interview transcripts were
analyzed using Braun and Clarke’s thematic analysis method with the assistance of
MAXQDA software. Initial coding procedures identified key concepts and patterns related
to organizational co-creation within the banking context.

In the quantitative phase, the statistical population included all managers and
employees of Bank Saderat Iran, including operational and administrative staff during
2022-2023. Based on Cochran’s formula, a sample size of 378 participants was determined
using cluster random sampling. A researcher-made questionnaire consisting of 35 items
was developed based on the qualitative findings. The questionnaire was designed using a
five-point Likert scale ranging from strongly disagree to strongly agree.

The validity and reliability of the measurement model were assessed through
confirmatory factor analysis. Structural equation modeling using Smart PLS and SPSS
software was employed to evaluate the relationships among variables and examine the
goodness-of-fit of the proposed model. Cronbach’s alpha, composite reliability, average
variance extracted (AVE), factor loadings, and discriminant validity indicators were used
to assess measurement quality.

FINDINGS

Qualitative findings resulted in the extraction of 132 initial codes, which were
subsequently categorized into 35 basic themes, 17 organizing themes, and 5 overarching
themes. The overarching themes included organizational co-creation culture, co-creative
organizational structure, co-creation processes and methods, co-creation technologies and
tools, and customer value creation.



The demographic findings showed that 65.9% of participants were male and 34.1%
were female. Most participants were between 41 and 50 years old. Regarding education,
the majority held bachelor’s or master’s degrees.

Descriptive statistics indicated that all variables demonstrated acceptable normality
levels, as skewness values were below 3 and kurtosis values were below 10. The highest
mean score was related to idea and knowledge sharing (M = 3.066, SD = 0.879), while the
lowest mean score was associated with collaborative team formation (M = 2.730, SD =
0.954).

The confirmatory factor analysis demonstrated satisfactory measurement properties.
All factor loadings exceeded the acceptable threshold of 0.50, and all t-values were
statistically significant. Cronbach’s alpha coefficients ranged from 0.833 to 0.902,
indicating strong internal consistency. Composite reliability values exceeded 0.88 for all
constructs, and AVE values ranged from 0.559 to 0.669, confirming convergent validity.
Discriminant validity was also supported because the square roots of AVE values were
greater than inter-construct correlations.

Structural equation modeling results revealed that all hypothesized relationships
were statistically significant. The path coefficient between the organizational co-creation
model and organizational co-creation culture was 0.902 (t = 84.87). The relationship
between the co-creation model and co-creative organizational structure was 0.882 (t =
52.36). The relationship between the co-creation model and co-creation processes and
methods was 0.887 (t = 63.58). The relationship between the co-creation model and co-
creation technologies and tools was 0.878 (t = 66.86). Finally, the relationship between the
co-creation model and customer value creation was 0.861 (t = 37.99). All significance
levels were below 0.001.

The ranking of dimensions based on path coefficients indicated that organizational
co-creation culture ranked first, followed by co-creation processes and methods, co-
creative organizational structure, co-creation technologies and tools, and customer value
creation. Furthermore, the overall goodness-of-fit index demonstrated strong model fit,
confirming the adequacy of the proposed organizational co-creation framework.

DISCUSSION AND CONCLUSION

The findings of the present study demonstrated that organizational co-creation in the
banking sector is a multidimensional phenomenon influenced by cultural, structural,
technological, procedural, and customer-oriented factors. Among these dimensions,
organizational co-creation culture emerged as the strongest predictor, highlighting the
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importance of trust, collaboration, knowledge sharing, and participatory values in
promoting co-creation practices within banking organizations. This finding indicates that
organizations seeking to implement co-creation strategies must first establish supportive
cultural foundations encouraging open communication, teamwork, and collaborative
learning.

The significant role of co-creation processes and methods further suggests that agile
structures, interactive procedures, and continuous feedback mechanisms are essential for
facilitating organizational collaboration. Modern banking institutions operate in dynamic
and competitive environments where flexibility and rapid adaptation to customer needs are
critical for sustainable success. Therefore, organizations capable of redesigning their
operational processes based on participation and collaboration are more likely to achieve
innovation and service excellence.

The findings also emphasized the importance of co-creative organizational
structures. Traditional hierarchical systems often restrict employee participation and limit
communication flows, whereas collaborative structures encourage creativity, interaction,
and collective problem-solving. The study demonstrated that multidisciplinary teamwork,
decentralized decision-making, and supportive managerial practices contribute
significantly to organizational co-creation.

Technological infrastructure was another important dimension identified in this
study. Digital communication tools, online collaboration platforms, knowledge
management systems, and social media technologies provide organizations with
opportunities to strengthen interactions among employees and customers. In contemporary
banking systems, technological capabilities not only facilitate service delivery but also
create environments in which customers can actively participate in organizational value
creation processes.

Customer value creation also played a significant role in the proposed model. The
results confirmed that customers are no longer passive recipients of banking services;
instead, they actively contribute to service improvement, innovation, and organizational
development. By understanding customer expectations, collecting feedback, and
integrating customer experiences into organizational decision-making, banks can improve
service quality and strengthen customer loyalty.

Overall, the present study contributes to the literature by proposing a comprehensive
organizational co-creation model specifically designed for the Iranian banking industry.
The model integrates cultural, structural, procedural, technological, and customer-related



dimensions into a unified framework capable of explaining collaborative value creation
processes within banking organizations. The findings suggest that banks seeking
sustainable competitive advantage should move toward participatory organizational
systems emphasizing interaction, knowledge sharing, digital transformation, and
collaborative innovation.
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