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Abstract

Today, digital marketing has been considered as one of the most important communication
strategies with customers in various sectors, especially in the banking industry. The present
study aimed to present a digital marketing communication model based on perceived
humanization of artificial intelligence and to investigate its role on the intention to use mobile
banking among private banks in Iran. The research method was qualitative with an exploratory
approach. This research was based on the interpretive paradigm. The main goal was to identify
the indicators and components of the digital marketing communication model based on
perceived humanization and artificial intelligence, as well as the intention to use mobile
banking. In the qualitative section, using content analysis with 16 digital banking experts, 4
main dimensions (perceived humanization based on social proximity, perceived competence
and interactive enjoyment, intention to continue the relationship with artificial intelligence,
intention to use technological services) were identified. In this section, the validity of
guantitative codes in the form of the CVR formula and reliability with Cohen's kappa
coefficient were confirmed. Based on the research findings, it can be stated that in the
competitive Iranian banking market, the success of mobile banking no longer depends solely
on technical efficiency, but also on the ability to create empathetic, respectful, competent, and
enjoyable Artificial Intelligence that is capable of creating lasting digital attachment. The
results of this research provide a new strategy for Iranian banks in the era of relationship-
oriented banking based on Artificial Intelligence and pave the way for longitudinal and
comparative research in the field of anthropomorphizing digital financial services.
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