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Abstract

Purpose: The purpose of this study is to develop a multi-criteria decision-making model for evaluating the performance of bank
branches. Considering the intense competition among banks and the importance of accurate performance assessment for improving
productivity and resource allocation, a scientific and reliable evaluation model is required.

Methodology: Key performance indicators were identified through literature review and expert opinions. The Best-Worst Method
was used to determine the weights of criteria, and the ARAS method was applied for ranking branches. Data were collected from
several active branches and analyzed using specialized MCDM software tools.

Findings: The results showed that customer satisfaction, employee efficiency, and financial return are the most influential criteria
in branch performance. The integrated BWM—ARAS model provided more consistent and precise results compared to traditional
evaluation approaches. Based on the final ranking, Branch “A” demonstrated the best overall performance.

Originality/Value: This study is among the first to combine the BWM and ARAS methods for evaluating bank branch
petformance. The proposed model provides a practical framework for managers to make strategic decisions, enhance performance,
and optimize resource allocation.
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Table 1- Prioritization of the main digital marketing strategies in strengthening urban branding
according to respondents.
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Table 2- Mean and standard deviation of the components of the main digital marketing
strategies in strengthening urban branding according to respondents.
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Table 3- Single-sample t-test of the components of the main digital marketing strategies in
strengthening urban branding from the perspective of respondents.
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Table 4- Friedman's order of ranking factors.

olay! 43 Slee

Lol ;5 dnwgs 1.60

@olazdl axwg 3.95

bzl g (6 S0 5 S b axwg 3.02
Goskd g sele Slariy 5.10

o dme g il 5l colos 5.42
alaws 126

95 > 804.096

©oliTas o 5

&S s 0.001

OLEs Laasy (oS0l dglie ool 0l 2138 € J g 53 L St s 51 pIUS o 4y S0ls s oo OLES |y La kite (gasy Sy € g
le)l JAL&JJ}W ASC,W:\UMO&‘QJAJBWW\ C,\.\a.l)k.”}u}g:ﬁxrl:)l QL«}J»LGM(O/ZY) ﬁ)wi:ltﬁw;\!bs.)ﬁzdn
Gy pl S Ol e (S5 me prdane Jde a5 b Bl e S5l 5 ke Slnty Jale n Sage (B35 Jale 3l dm el 0L 5SSl

J..:»Lgsﬁ )‘J&M '/'\ch.m)}
&S Ao =0

0 35 o8> L s e 53 Ml (6,585 S anm s Gua b (6 ed 3l o s s Jliams LG ol slas ol
-0 ¢L§)}L;§jdql}@%—z «j%‘jdﬁ}ﬁ&.{‘hjﬁ WJS -y ¢<_§.>L,a.ﬂ‘ Wjﬂ -y CLA&:A?LNJ;)“) Wj; =) i A ojjf
YT Y"\U\'\'}V\ AV Ao AV Ao Y L;ng;&jji@bbwﬁwjla?ujwj\ﬁ;\gu}

g s el Yo Jols Lo paly ol e

o =8 (o) s o (Jad w55 =T oIl s g iy Jams =Y (6 K808 (slaeds p cp sl 350 55 s 25T )
(Fomn G2 55 Y gl o =Vl sT5 555 4 jamte o St b (6 S0 S SN prames =0 (ol K3 S Culioy Jolowi g 125 4y
VY clpdy Sleas =) (S35 g e =V (e 55 S e =8 (5 Sl ¢ n 508 ClIUg) (h e DledS 4 o twd —A
4 (g fnd TN 0 e JBg o iy 4 o 2w —VE DlLS (655 IS Sl OISl SV a3l b dad e Sl OV gamnes 4 s
N5 amn o ol Sen =W ¢S ol Blb1 s (s bl ol sl J2a) oLty Slads 4 oo 2w =) T (S3lboes Slay 5
Ol =Y+ 5 ol go 5 Plans (slaolSKias ale3 b by (585w =V A (DT 5555 5 iy 55 names (S 5o siiomr Il el = A

ol slasil b Jabss

ol <:L>ul LYK u:'j)ﬂ li) U.DMT Slods 4._1|)| B JLL;@.J ;;’Li)‘)b o)~ ‘_SUAL;;A)R }5\ MJL_;O QLL koJurbu‘ dl"b (.SLAQ;“A}E @ 4:-}3
oslinul il 5 (58060 iy wamg L aS Il 5 Sl olld o5 Gl a5 b (6, K555 Comis )3 05> ol slaspaly 4 Lol
slacas b ol eslinal (gl Ll oo (Ml ‘_gjiiojf o g A ol 3l eslanad 3 2550 @L‘wa b bbb oy 53 0594 ol 3l
S8 5o dloms Glasaly 4 a8 S ) ol asss ol ply 2, 055 (Sl o 585 Sl Jlimd LG 31 (6 2o 0580 3979
ASJ\A.)L;G QL‘:" j;?l 6[.1&@[.:)‘)‘ mr.o.é ol 6)‘5T); ‘5‘)‘3 U.UJS ut.wl B JU.‘JIW 6‘).(&.};\;” 4\.&.»}3 RN L: 6]@.\; Ls‘)Ln.dJuj
slaasl s Jlows SLoBL e bl 5 b 5l S cpl 6l Ll (ol by (s ol Jadlogn ams 5o Cnio ol 4 4555

‘bjsb'?‘jé)'i)'ﬁ 6‘4&»}3




e 33 im0 15 ot (sl oty (otllis /o Kar 5 s3epe | 1T
|
Laslgds

)ﬂ.?)‘);)bb)jﬁ J\.LLI H‘Jd\ Myuéﬂ)b{y}))}bﬁnw‘ LS\J" Jj,&aa)bw‘};w}}*&))%bé}judu(}bﬁ)

G o 2> S50 4 435 b b ol ol (ot i3S (688 (550535 slaasl 55 (55550 5 Sl ) axss 5 3l

g sl (6 K83 S Conis 5 (5012588 OS5 5 el G 3l (53La dnan s (slaasli ey pl 53 Jlis

031> Laojls Sl )3 )5S (Sin oo Lok (gl Ol yes crmmnntige 5 3130 4 p3Y (Sla gl ol oo (533 g (Sl CdB i ax 5 b

ES

34

S N f 350 S B 5 Conks O oo 4 45 L (658 (6 8000 8 dnnns 5 Sl il sl
PR3 AT gl

ol @L‘.} (,..;u{;)a a3 gdmes alos )l L o) &Dﬁ&ﬁﬁﬁ&k}}: PSR uJL" slacusgdows a5 L

&b

Lotfi Ashtiani, S. M., Andervazh, L., & Albo Naeimi, E. (2023). Designing and explaining digital marketing model in
Iran’s medical tourism industry. Tourism management studies, 18(62), 161-202. (In Persian).
https://doi.org/10.22054/tms.2023.73715.2837

Nadi, M. B., Akbari, R., & Rafian, M. (2022). Conceptualization of the urban branding model in tourism development:
The case study of Yazd. Motaleate shahri, 11(43), 3-14. (In Persian). https://doi.org/10.34785/J011.2022.452

Tahmasebpour, Z., Farhangi, A. A., Noami, A., & Asayesh, F. (2022). Investigating digital marketing components from
the perspective of tourism industry development (Case study: Kish Island hotels). Strategic management research, 28(86),
131-156. (In Persian). https://journals.iau.ir/article_697187.html?lang=en

Velentza, A., & Metaxas, T. (2023). The role of digital marketing in tourism businesses: An empirical investigation in
Greece. Businesses, 3(2), 272-292. https://doi.org/10.3390/businesses3020018

Dabas, S., Sharma, S., & Manaktola, K. (2021). Adoption of digital marketing tools in independent businesses:
Experiences of restaurant entrepreneurs in India and United Kingdom. Worldwide hospitality and tourism themes, 13(2),
214-235. https://doi.org/10.1108/WHATT-09-2020-0120

Khan, M. M., Siddique, M., Yasir, M., Qureshi, M. 1., Khan, N., & Safdar, M. Z. (2022). The significance of digital
marketing in shaping ecotourism behaviour through destination image. Sustainability, 14(12), 7395.
https://doi.org/10.3390/sul14127395

Anténio, N., & Rita, P. (2021). COVID-19: The catalyst for digital transformation in the hospitality industry? Tourism &
management studies, 17(2), 41-46. https://doi.org/10.18089/tms.2021.170204

Michopoulou, E., & Moisa, D. G. (2019). Hotel social media metrics: The ROI dilemma. International journal of
hospitality management, 76, 308-315. https://doi.org/10.1016/.ijhm.2018.05.019

Lian, J. (2022). Research on the strategy of smart tourism promotion in the media convergence era in Wenzhou. Frontiers
in business, economics and management, 6(3), 46—49. https://doi.org/10.54097/fbem.v6i3.3309

Hysa, B., Karasek, A., & Zdonek, 1. (2021). Social media usage by different generations as a tool for sustainable tourism
marketing in society 5.0 idea. Sustainability, 13(3), 1018. https://doi.org/10.3390/su13031018

Mahmutovié, K. (2021). Development and validation of the scale for measuring digital marketing orientation in the hotel
industry. EKONOMSKI vjesnik/econviews: Review of contemporary business, entrepreneurship and economic issues, 34(1),
115-129. https://www.ceeol.com/search/article-detail?id=961934

Munjal, S., & Singh, A. (2021). Conclusion: Going digital is the only way forward for the Indian tourism and hospitality
industry. Worldwide hospitality and tourism themes, 13(2), 291-295. https://doi.org/10.1108/WHATT-09-2020-0119
Varzaru, A. A., Bocean, C. G., & Cazacu, M. (2021). Rethinking tourism industry in pandemic COVID-19 period.
Sustainability, 13(12), 6956. https://doi.org/10.3390/5u13126956

Fedoryshyna, L., Halachenko, O., Ohiienko, A., Blyznyuk, A., Znachek, R., & Tsurkan, N. (2021). Digital marketing in
strategic management in the field of the tourism. Journal of information technology management, 13(Spec. Issue), 22—41.
https://doi.org/10.22059/}itm.2021.80735

Taherdoost, H. (2019). What is the best response scale for survey and questionnaire design; review of different lengths of

rating scale/attitude scale/Likert scale. International journal of academic research in management (IJARM), 8, 1-10.
https://hal.science/hal-02557308/



¢

[16]

[17]

[20]

(21]
(22]

(23]

[24]

[26]

(27]

(VErY) oY eJLa.fac\ 0y 93

VY-V F i MMSQ}Q‘MP#

Nelly, S. (2021). Digitalization as a strategy for the revitalization of micro, small and medium enterprises (MSMEs) during
the COVID-19 pandemic. Annals of the romanian society for cell biology, 25(6), 384-392.
https://www.proquest.com/openview/7a1401b9323¢cd24d565583c04b345e2d/1?pq-origsite=gscholar&cbl=2031963

Podgorna, 1., Babenko, V., Honcharenko, N., Sdez-Fernandez, F. J., Fernandez, J. A. S., & Yakubovskiy, S. (2020).
Modelling and analysis of socio-economic development of the European Union countries through DP2 method. WSEAS
transactions on business and economics, 17(44), 454-466. http://dx.doi.org/10.37394/23207.2020.17.44

Das, N. (2021). Digital marketing: Problems and prospects. International journal of information, business and
management, 13(2). https://www.researchgate.net/profile/Wilbert-Manyanga/publication/361740407

Sakas, D. P., Reklitis, D. P., Terzi, M. C., & Vassilakis, C. (2022). Multichannel digital marketing optimizations through
big data analytics in the tourism and hospitality industry. Journal of theoretical and applied electronic commerce
research, 17(4), 1383—1408. https://doi.org/10.3390/jtaer1 7040070

Deb, S. K., Nafi, S. M., & Valeri, M. (2022). Promoting tourism business through digital marketing in the new normal era:
A sustainable approach. European journal of innovation management, 27(3), 775-799. https://doi.org/10.1108/EJIM-04-
2022-0218

Rabani, R., Jalali, S. M., & Mehrmanesh, H. (2019). Strategic planning of urban branding in tourism industry. Journal of
urban management studies, 11(38), 47-58. (In Persian). https://www.magiran.com/p2354762

Li, J., Kim, W. G., & Choi, H. M. (2019). Effectiveness of social media marketing on enhancing performance: Evidence
from a casual-dining restaurant setting. Tourism economics, 27(1), 3-22. https://doi.org/10.1177/1354816619867807

Saeida Ardekani, S., Ghanbari, F., Rezaaei, M. R, & Rajabipoor Meybodi, A. (2021). Designing a city branding model
with a tourism development approach in Shiraz. Regional planning, 11(41), 101-118. (In Persian).
https://doi.org/10.30495/jzpm.2021.3986

Asadi, Z., & Mohammadi, H. (2021). Creating an urban brand to develop creative tourism using city brand management
(CBM) model — The case of Junqgan city. Motaleate shahri, 10(40), 27-42. (In Persian).
https://doi.org/10.34785/J011.2021.114

Vossoughi, L., Abdoli, M., Khazaie, F., & Sarani, M. (2020). Analysis of urban branding potential and brand elements of
tourism destinations based on identity-based approach. Urban tourism, 7(3), 143-159. (In Persian).
https://doi.org/10.22059/jut.2020.301342.788

Otowicz, M. H., Macedo, M., & Biz, A. A. (2022). Dimensions of smart tourism and its levels: An integrative literature
review. Journal of smart tourism, 2(1), 5-19. https://doi.org/10.52255/smarttourism.2022.2.1.2

Guo, K., & Gu, Y. (2022). The construction of smart tourism city and digital marketing of cultural tourism industry under
network propaganda strategy. Security and communication networks, 2022(1), 4932415.
https://doi.org/10.1155/2022/4932415



