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CrossMask

The objective of this study is to identify non-financial criteria that influence financial
performance in the banking industry using a qualitative approach. The dimensions and
indicators of non-financial criteria were identified through semi-structured interviews
with academic experts selected purposefully. To validate the identified categories, the
fuzzy Delphi technique was employed. The statistical population under investigation
consisted of two groups: expert banking managers at various levels selected through
purposive sampling based on the saturation rule (12 individuals), and university
professors along with internal managers at different supervisory levels of banks listed
on the Tehran Stock Exchange, from whom 10 individuals were selected based on the
sample size requirement for the Delphi method. Data analysis in the qualitative phase
was carried out using MAXQDA software. According to the findings, 54 indicators
were categorized into six dimensions: individual, organizational, structural,
developmental, procedural, and environmental factors. In the first round of the fuzzy
Delphi technique, consensus was achieved for all six components. Moreover, the
experts did not propose any new components beyond the initially suggested ones, and
based on the final defuzzified means, the codes with the greatest impact within these
six categories were identified. It can be concluded that financial criteria alone cannot
sufficiently represent performance. Non-financial criteria serve as better indicators for
reflecting future financial performance. Even when the primary objective is to
maximize financial performance, traditional financial metrics contribute little to
understanding long-term financial outcomes within an organization.
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Extended Abstract

Introduction

In recent decades, the banking industry has undergone significant transformations due to
technological advancements, heightened competition, evolving customer expectations, and increasing
regulatory pressures. While financial indicators such as return on assets, return on equity, and net profit
margin have traditionally been regarded as primary metrics to evaluate a bank’s performance, scholars
and practitioners are increasingly recognizing the importance of non-financial criteria in reflecting a more
holistic view of organizational success. In dynamic financial environments, non-financial dimensions such
as customer satisfaction, employee engagement, innovation capability, and organizational culture serve as
precursors to financial outcomes and offer insights into the long-term sustainability and adaptability of
banking institutions (Gupta & Arora, 2021; Lee & Lee, 2023).

Emerging evidence suggests that intangible assets, including intellectual capital, emotional
intelligence, and environmental-social-governance (ESG) performance, are becoming critical
differentiators in the financial services sector (Barak & Sharma, 2024; Nizamuddin, 2024). These intangible
factors not only influence internal efficiencies and customer loyalty but also enhance a bank’s reputation
and regulatory compliance, thereby indirectly shaping its financial performance. Furthermore, as banks
increasingly invest in digital transformation initiatives, the effectiveness of non-financial elements such
as technological agility, data-driven decision-making, and innovation orientation becomes more
pronounced (Arora & De, 2023; Lohano, 2024).

Numerous studies have highlighted the interdependence between non-financial performance
measures and financial outcomes. For instance, customer satisfaction has been shown to influence
profitability through increased customer retention and higher cross-selling opportunities (Chatzopoulou &
Vlachvei, 2021; Tan & Floros, 2021). Similarly, employee engagement and internal training initiatives
positively affect service delivery quality and operational resilience (Amhana & Thomas, 2024; Kim & Kim,
2020). Organizational capabilities to align internal culture, leadership, and human resource strategies with
external market dynamics have also been emphasized as drivers of financial sustainability (Martinez-
Campillo & Fernandez-Sanchez, 2022; Nguyen & Simkin, 2022).

Despite the growing recognition of these relationships, there remains a lack of integrated models
for identifying and validating non-financial performance indicators specific to the banking context in
emerging economies. In the Iranian banking industry, for instance, performance assessments continue to
rely heavily on quantitative financial metrics, often ignoring the significant impact of qualitative, process-
oriented, and strategic dimensions (Hashemi, 2024; Yousefi Qaleh Roudkhani et al., 2023). This gap
underscores the need for empirical studies that explore the scope and influence of non-financial criteria
and offer evidence-based frameworks tailored to localized institutional contexts.

This study addresses this research void by systematically identifying and categorizing non-
financial performance indicators that influence the financial performance of banks operating in Iran.

Methods and Materials

This research was conducted using a qualitative exploratory design with a pragmatic aim. The
study employed semi-structured interviews with selected academic and professional experts in banking to
collect primary data. The selection of participants followed a purposive sampling strategy to ensure that
only individuals with extensive knowledge of financial and non-financial performance systems were
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included. The interviews were audio-recorded and transcribed verbatim, and data were analyzed using
content analysis techniques supported by MAXQDA software.

The thematic codes extracted from the interviews were organized into six main dimensions:
individual, organizational, structural, developmental, procedural, and environmental factors. To validate
and prioritize the indicators within these dimensions, the fuzzy Delphi method was implemented. A panel
of 12 banking and academic experts participated in this iterative process, rating each proposed indicator
using linguistic variables converted into triangular fuzzy numbers. Defuzzification was performed to
derive consensus thresholds, and only indicators with defuzzified means above 0.7 were retained.

Findings

A total of 54 indicators were finalized across six dimensions. Within the individual factors,
emotional intelligence, job stress, mental well-being, financial acumen, and workplace optimism emerged
as core indicators. Among these, stress and financial intelligence showed the highest impact.

For organizational factors, the most influential indicators were employee training, strategic
leadership, organizational development, and job motivation. Indicators such as organizational culture and
learning orientation, while proposed, did not meet the threshold for retention.

In the structural dimension, electronic banking services, outsourcing of information systems, and
adoption of modern banking technologies received strong expert consensus. Indicators such as regulatory-
driven lending (mandatory lending) were excluded due to lower scores.

The developmental factors emphasized competitive advantage, service diversity, service quality,
and transparency as dominant indicators. Indicators such as privatization, bank reputation, and strategic
vision failed to reach the acceptance threshold.

Within procedural factors, customer satisfaction, customer loyalty, service delivery speed, and
service enhancement were recognized as critical indicators. Digital marketing and e-banking adoption,
while initially considered, did not achieve strong consensus.

Lastly, the environmental dimension highlighted economic sanctions, GDP growth, and
legislative composition (e.g., parliamentary structure) as significant external influences on financial
performance. Indicators such as trade balance and stock market indices were rejected based on expert
evaluation.

Discussion and Conclusion

The results of this study confirm the increasing necessity to incorporate non-financial performance
indicators into the evaluation systems of banks. The prominence of individual factors such as job stress
and emotional intelligence reflects the strategic role of human capital in service-oriented industries like
banking. Unlike traditional financial models that undervalue behavioral variables, this research supports
a paradigm in which employee well-being and cognitive capabilities are viewed as essential drivers of
customer-facing quality and financial returns.

Organizational factors like leadership and staff development underscore the importance of
cultivating internal competencies that can adapt to rapid market changes. These findings align with global
trends suggesting that human resource strategies, when effectively implemented, enhance organizational
agility and customer trust. Moreover, the exclusion of organizational culture and learning as significant
indicators suggests that while they may contribute to performance, they require a stronger enabling
infrastructure to produce measurable financial impact.
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Structural factors such as digital banking and IT outsourcing further affirm the transformative
influence of technology on banking operations. Banks that strategically invest in scalable, secure, and
customer-centric IT systems are more likely to optimize service delivery and reduce operational costs.
The strong emphasis on service quality, diversity, and responsiveness in the developmental and procedural
dimensions signals a shift from transactional banking to experience-driven models where long-term
relationships are key.

Environmental factors, particularly those linked to macroeconomic and political contexts, illustrate
the unique challenges banks face in volatile economies. The inclusion of economic sanctions and
legislative dynamics as performance indicators demonstrates how external uncertainty must be integrated
into strategic forecasting and risk management systems.

This study contributes to the literature by providing a validated, context-sensitive framework of
non-financial performance indicators specifically tailored to the banking sector of an emerging market. It
bridges the gap between qualitative insights and strategic applications, equipping banks with tools for
more informed decision-making. The inclusion of both internal (individual, organizational, structural) and
external (developmental, procedural, environmental) factors ensures that the model remains
comprehensive and applicable across different operational scales.
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