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ABSTRACT

One of the important challenges for organizations is that many
strategic plans are not successfully implemented. Information
technology (IT) tools can enable organizations to effectively
implement their strategies by providing the necessary information
infrastructure at various levels of the organization and among top
and strategic managers. The main objective of this research is to
identify the IT tools required to implement the strategies of Mellat
Bank using the quality function deployment (QFD) approach. The
research method in terms of outcome 1is categorized as
developmental research, in terms of objective as applied research,
and in terms of method as descriptive qualitative research. The
statistical community in this study consists of experts and
specialists from Mellat Bank Tehran. This research was conducted
over one year, from 2019 to 2020. This research uses the method of
extending the quality performance to translate strategies from high
to low levels. In this study, the QFD method was used to translate
strategies from high-level to low-level. To this end, QFD matrices
were designed for each design subject, and the necessary IT tools for
the expected functions were identified and scored using expert
opinions. The findings show that for each strategy in an
organization, we require specific information technology tools to
execute the strategy within the organization properly. This study
introduced the necessary tools for five strategic subjects, including
integration and acceleration of design, production, and delivery of
banking products and services, design and implementation of
market penetration strategies, asset generation, improvement of
credit processes, and financial and managerial independence of
branches. Utilizing the identified IT tools will remove and reduce the
barriers to implementing strategies and the strategic superiority of
top-level and executive managers of organizations.
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Introduction

Implementing strategy as a part of strategic management plays a significant role in
achieving competitive advantage in organizations (Misankova & Kocisovaka, 2014). In the
past two decades, strategy formulation was considered the main component of strategic
management; however, recent research has shown that strategy implementation is more
important than strategy formulation, and the key to the performance of top companies is
the better implementation of strategy (Jooste & Fourie, 2009). Despite the significant
importance of strategy implementation, more research research and investigation are
needed on this subject (Vahidi et al., 2023). It is believed that formulating a business
strategy is difficult while implementing the strategy throughout the organization is
significantly more challenging than its formulation. Without effective implementation, no
business strategy can succeed (Hrebiniak, 2013). In addition, implementing a strategy
involves engaging more individuals than its formulation (Salami & Rahmanseresht, 2023).
To implement strategies (mission and objectives) in the organization, these strategies
must be transformed into processes (manifestation of strategies in processes). Then, the
processes must be implemented through operational systems and executive activities
(realization of objectives in process execution). Mechanized or manual systems can be
utilized to execute processes, highlighting the necessity of utilizing information
technology capabilities in strategy execution (Loghman Estarki et al., 2022). Information
technology (IT) is considered a vital tool for implementing business strategies and a
driver of strategy execution (Jorfi et al, 2017). The use of IT tools in implementing
strategy can form the basis for creating a competitive advantage for organizations that
have the skills and capabilities to use IT tools in managing the process of implementing
strategy. The use of IT tools allows strategies to be properly implemented within the
organization and for the obstacles in implementing the strategy to be removed or reduced
(Laghman Estarki, 2020).

The research indicates that if an organization lacks sufficient organizational capability
or IT capability, its strategy implementation will be subject to many external factors
(Galbreath, 2003) .In other words, IT and its tools facilitate and organize data and
information, disseminate and share information within the organization, increase the
accuracy, speed, and accessibility of strategic information, accelerate the identification of
issues, assist in strategic decision-making, enhance planning standards, reduce planning
risks, and increase the speed and accuracy of planning, leading to facilitating and
improving the implementation of strategy within the organization (Hakim, 2019).

The growth of IT and its penetration into the banking industry has led to significant
changes. Thus, the survival of organizations is impossible without utilizing this
technology. The emergence of concepts such as electronic banking and digital banking
illustrates this fact. Statistical surveys indicate that various banks worldwide have
embarked on the path of digitization and are formulating strategies in line with this goal,
striving to integrate IT tools into all processes related to their programs. Mellat Bank, as
one of the pioneers in Iran's banking industry, has recognized the impact of IT and its
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capabilities as a facilitator and supporter of the banking industry. With a strategic outlook
and significant investment in this area, Mellat Bank has created a suitable opportunity to
move innovatively forward. In fact, in the strategic perspective of IT, Iran Mellat Bank has
referred to this issue under the title of "Empowering Information Technology towards
Achieving a Leading and Innovative Position to Ensure Stakeholder Satisfaction by
Playing the Role of a Strategic Partner in Business".

Establishing the necessary information infrastructure in various organizational
domains is considered as one of the most important concerns of the policymakers at
Mellat Bank. We need effective and efficient use of IT tools to succeed in achieving our
strategic goals. As a result, one of the challenges that this bank faces is the need for
information in some cases, which will hinder the proper and economical management of
the bank's strategic plans. IT tools provide the opportunity to facilitate the provision of
appropriate services through information systems and the necessary technology
infrastructure to implement strategies with proper data and information organization.
Therefore, by providing the necessary information infrastructure through IT tools in
various banking areas, strategy formulation will be carried out with greater accuracy, and
the effectiveness of implementing and executing banking programs will be increased with
greater precision.

Based on the above, the present research’s subject is identifying IT Tools in Strategy
Implementation, which will be addressed in the context of Mellat Bank of Iran. It should
be noted that the reason for choosing Mellat Bank is that the bank under study is currently
one of the largest banks in the country with a capital of over 500,000 billion rials,
operating within the framework of the Islamic Republic of Iran. Furthermore, the bank's
technology sector has made it the leading bank in IT and modern banking services.
Accordingly, the present research aims to identify IT tools for implementing Mellat Bank's
strategies using the QFD approach.

Literature Review

Meymandpour et al. (2008) in an article titled "The Impact and Applications of
Information Technology in Strategic Management" have examined the comprehensive
role of IT in strategic decision-making and information flow creation in all organizational
processes, and its applications in strategic management. This article focuses on the
profound influence of IT on improving the formulation and implementation of strategy.
Khedari (2017) conducted research entitled "The Impact of Information and
Communication Technology on Improving Strategic Management in Executive
Institutions of the Country". The results of his research showed that senior management
support systems, management information systems, decision support systems,
administrative activity automation systems, process workflow systems, and network
systems improve the strategic management of executive institutions of Iran. Using IT and
its capabilities in strategic management helps organizations to choose more reasonable
ways or strategic options, formulate better strategies, and ultimately implement them
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more efficiently. Using information and communication technology strategies for
strategic management processes improves this process significantly. Razaei et al. (2018)
in a study titled "The Role of Information Systems in the Effective Implementation of
Strategies (Case Study: Bank Maskan Branches in Tehran)" investigated the role of
information systems in the effective implementation of strategies. The research findings
indicated that variables related to information systems and organizational factors are
correlated and mutually influence each other. Furthermore, implementing information
systems in organizations improves strategy execution. Maqdesi and Nahid (2021)
demonstrated that internal environmental factors, including leadership, structure, human
resources, financial information, and communication, as well as external environmental
factors, including financial, informational, organizational culture, political/legal, and
social/cultural factors, influence the successful implementation of strategy in Mellat
Bank. Galbreath (2003) in a study entitled "A Review of the Role of Information
Technology in Strategic Management," examined the significant role of IT in strategic
management processes, including formulation and implementation processes, and the
control of payments. Yeh et al. (2012) also investigated the impact of information system
capabilities on i8mplementing IT strategies in e-businesses. This study categorized IT
capabilities into the following three levels: individual, group, and organizational. At the
individual level, this study examines the impact of information system leadership or IT
leadership and the allocation of IT resources by senior IT managers on the quality of IT
strategy implementation processes. At the group level, it examines the impact of
collaboration capability and knowledge sharing in the organization on the quality of IT
strategy implementation. At the organizational capability level, it investigates the
influence of system development and project management capabilities on the quality of
strategy execution processes. Gebczynska (2016), in a study titled "Investigating the
Effectiveness of Strategy Implementation at the Process Level," examined the
effectiveness of strategy implementation at the process level, which requires a process-
oriented approach and process management system. In this study, the implementation of
strategies and the tools used for executing strategies were compared, and the results
revealed that organizations that use a process-oriented approach instead of a task-
oriented approach and utilize process management systems in their strategy execution
have performed more successfully than other companies. Jorfi et al. (2017), in a study
titled "An Empirical Study of the Role of Information Technology Capabilities on Strategic
Alignment of Information Technology Businesses," examined the role of IT capabilities in
the strategic alignment of technology-based businesses. The results showed that IT
capabilities have a positive and significant impact on the strategic alignment of
technology-based businesses.

Strydom and Fourie (2018), in research titled "The Perceived Impact of Diversity
Factors on Strategy Implementation in Higher Education Institutions," investigated the
various reasons for diversity in strategy implementation in higher education institutions.
Their research findings indicated that five factors influence strategy implementation and
the diversity of strategy models in these institutions, one is human resource systems,
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which includes the capabilities of IT. Loghman Estarki et al. (2022) conducted a study
titled "Ranking Information Technology Capabilities in Strategy Implementation Using
AHP Approach." The results showed that designing IT capability-based strategies is of
utmost importance, followed by developing required IT capabilities ranking second. The
analysis of the necessary financial model ranked third, and the definition of IT capabilities
ranked fourth.

Methodology

The research method is categorized as developmental in terms of outcome, applied in
terms of objective, and descriptive qualitative in terms of method. The statistical
population in this study consists of experts and employees of Mellat Bank Tehran,
especially the Organization and Planning Department, the Information Technology
Department, and the Behsazan Mellat Holding (including Behsazan, Behpardakht, Yas
Arghavani, Yas Industrial Engineering, and Shaghayegh companies). The experts involved
in this research include 15 managers, deputies, and specialists from the Information
Technology Department and the Organization and Institutions Department of Mellat
Bank, and other knowledgeable experts in this field. In the present study, selected
individuals possess advanced theoretical knowledge and expertise in strategic planning,
including strategy formulation and implementation, as well as IT. They have been chosen
from specific parts of the organization that are familiar with strategy execution and have
participated in this process. Furthermore, most of the selected individuals in this study
(12 out of 15 people) have more than ten years of experience and relevant education in
management or IT. This research was conducted over one year from 2019 to 2020.

In this study, the method Quality Function Deployment (QFD) method has been used
for the comparison, interpretation, translation, and integration of different criteria. QFD
is used for different purposes, such as developing quality functions, applying qualitative
performance, and determining qualitative functions. The translation of the term "Kanji" is
used by the Japanese to express the concept of the generalization and expansion of quality.
The function of QFD can be summarized in two sentences: translating and transforming
customer needs into product technical specifications and determining quality activities
appropriate to the product technical specifications. QFD adapts the Total Quality
Management (TQM) philosophy and emphasizes customer-centric service/product
design, continuous improvement, and individual participation. Its foundation lies in
understanding customer needs for production and relating them to design characteristics
through the quality house. This method identifies all customer requirements and needs
and effectively transfer them to different parts of the organization. In this regard, QFD
forms were designed for each design subjects, and the technical requirements or IT tools
required for the operation of each expected functions were identified and scored using
expert opinions.

Generally, the role of QFD in strategic studies is to establish connections between
strategic needs and operational decisions through the strategy house. In this study, an
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attempt was made to utilize the QFD technique to align the implementation and execution
of strategies. This approach enables the alignment of organizational macro strategies with
operational and functional levels, facilitating the groundwork for implementing
operational plans. The QFD tool can determine the technical requirements that need to be
identified and implemented to achieve the expected functions of operational strategies.
The implementation of each operational strategy signifies an effective step towards
implementing IT-based business strategies, which have been designed and developed in
this study. Identifying and implementing the functional requirements and movements in
the path of expected functions of operational strategies is necessary for designing a
macro-level strategy, and havinf some degree of certainty about its implementation.

Findings

The following proposed model was utilized to design a matrix for enhancing the quality
of service in IT strategies at Mellat Bank. It cascades from high-level strategies to
technical requirements (or IT tools required for each strategic subject).

Figure 1.
The Triple Stages of QFD for Moving from High-Level Strategies towards Technical Requirements (IT Tools Related
to Each Strategic Subject)

Operat_iona.l Expected Technical
strategies Functions Requirements
IT-based Operational Expected
business L strategies Functions
strategies

(Source: Researcher's Findings)

On this basis, in continuation, this process was carried out 5 times for each of the main
designed subjects, including integration and acceleration of design, production and
delivery of banking products and services, design and implementation of market
penetration strategies, asset generation, improvement of credit processes, financial and
managerial independence of branches and functions related to each of the main strategic
subjects (Loghman Estarki et al., 2019). The first matrix is common in all subsequent
stages, but the subsequent matrices change according to the strategies.

The Strategy Matrix First Subject: Integration of Accelerating the Design, Production,
and Delivery of Banking Products and Services

In this section, the QFD matrix is designed as follows:
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After determining the technical requirements for the integration and acceleration of
the design, production, and delivery of banking products and services, the list of technical
requirements was submitted for approval by experts. It was found that specific
requirements are needed for each of the expected functions of the strategies. The
requirements were obtained through the frequency count of experts' opinions. Experts
were asked to indicate the technical requirements necessary to implementat and realize
each expected function in each row. Experts filled in the matrices by marking the cells,
and then the frequency of filled cells indicated the overall opinion of the experts in what
order.

Given that the statistical population of the present study consists of 15 experts from
Mellat Bank experts who were required to fill out the questionnaire for the technical
requirements needed to operationalize the functions of IT-based strategies, the items that
were approved by more than 50 percent of the experts, meaning more than 7 experts,
were approved, and items approved by 7 or fewer experts were left blank.

Table 1.
Results of Expert Survey for Validating the Matrix of Expected Functional Requirements of the First Strategy

= =
— .
) 5 % 2 g | 2 =
o =) 3 & =] o o s A R
= o ] = o 5 ) - o o
() o =] = 7] 5 o ]
e | & |gg| & |EF| o |E8 |28 =
= = [¢’] L A [=g s = = ]
oG aq g a = 5 © e &5 | g B ° =
ERE z ® o = g |5 |20 A ®
s g = 5 B & |m o @ (e =[5 = 8 =
= © (a3 [} ) T A o [ ) a - T (4
[T =" =5 o o = = s = a8 © o =
5 = = EL g S ® 5= 5 |2 5 o c
m A @ = © ) o = = Y] - s a 8 =1
(=3 o s 2 = = o Q 5 - o =
© < s, o (o} N LI~ (7] g
= o a n<'-' = o %] =2 =
) @ o a =) = @
5 & : g 20 5 | 2
2 @ @ 2 b %
Innovation in providin
oninp B 1 9 9 15 12 | 15 | 12 3 9 12 | 12
new services and product
Development of
personalized products 6 6 9 12 9 12 12 6 9 9
and services
Desining service
g 6 9 9 12 | 15 | 15 3 12 6 15
ecosystems

(Source: Researcher's Findings)

Based on the results obtained by experts, the technical requirements of the expected
functions of integrating and accelerating the design, production, and delivery of banking
products and services have been identified.

The Strategy Matrix Second Subject: Designing and Implementing Market Peneteration
Strategies

In this section, the QFD matrix is designed as follows:
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Figure 3.

Designing and Implementing Market Peneteration Strategies
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It was determined that identifying the technical requirements of the design strategy
and implementing market penetration strategies are essential. Following the
confirmation of the technical requirements list by experts, it was determined that for each
of the expected functions of the strategies, specific requirements are necessary.

Table 2.
Survey Results of Experts to Confirm the Technical Requirements Matrix of the Expected Functions of the Second
Strategy
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(Source: Researcher's Findings)

Based on the results obtained by the experts, they identified the technical
requirements for designing and implementing market penetration strategies

The Strategy Matrix Third Subject: Asset Generaion Strategy

In this section, the QFD matrix is designed as follows:

After determining the technical requirements of the asset generation strategy, the list
of technical requirements was approved by experts and it was found that for each of the
expected functions of the strategies, what requirements are needed
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Figure 4.

Asset Generaion Strategy
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After determining the technical requirements of the asset generation strategy, the list
of technical requirements was submitted for expert approval, and the requirements
needed for each of the expected functions of the strategies were determined.

Table 3.
Expert Survey Results for Confirming the Technical Requirements Matrix of the Expected Functions of the Third
Strategy
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Asset generaion 13 11 12 12

(Source: Researcher's Findings)
Based on obtained the results, the experts identified the technical requirements of the
expected functions of asset generation strategy.

Matrix of Subject Matter 4: Improving Credit Processes

In this section, the QFD matrix is designed as follows:
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Figure 5.

: Improving Credit Processes
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After the technical requirements of the credit process improvement strategy were
identified, the list of technical requirements was approved by experts, and the
requirements needed for each of the expected functions of the strategies were
determined.

Table 4.
Expert Survey Confirmation for Approving the Technical Requirements Matrix of the Expected Functions of the
Fourth Strategy
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Based on the obtained results, the experts identified the technical requirements of the
functions for improving the credit processes.

Matrix of Subject Matter 5: Financial and Managerial Independence of Branches

In this section, the QFD matrix is designed as follows:
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Figure 6.

Financial and Managerial Independence of Branches
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After determining the technical requirements of the financial and managerial
independence strategy of the branches, the list of technical requirements was submitted
to the experts for approval, the requirements needed for each of the expected functions
of the strategies were determined.

Table 5.
Survey Results of Experts for Confirming the Matrix of Technical Requirements of the Fifth Expected Strategy
Functions
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Based on the results obtained by the experts, the technical requirements of the
expected functions of the integrated strategy and acceleration in the design, production,
and delivery of banking products and services have been identified.

Discussion and Conclusion

One of the critical challenges for organizations is that many strategic programs are not
successfully implemented. By providing the necessary tools and information at various
levels of the organization and among top and strategic managers, IT tools enable the
organization to implement its strategies effectively. The main objective of this research is
to identify the required IT tools for Mellat Bank to implement its strategy through the QFD
approach. Based on the results obtained by experts, the technical requirements (IT tools)
have been identified to integrate and accelerate the design, production, and delivery of
banking products and services, design and implementation of market penetration
strategies, asset generation, improvement of credit processes, financial and managerial
independence of branches, process agility, diversification and expansion of revenue
channels, human capital development, and international banking development.

Given the novelty of the research topic, no cases in the literature have been conducted
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in full accordance with the current research to compare their results. In fact, since the
results of the present research are obtained through interviews with experts and
specialists of Mellat Bank, a precise comparison cannot be made with other studies. Still,
in all of the above studies, the importance of IT in strategic management is acknowledged.
Hence, in the following, the results of the present research are compared with other
studies conducted on a topic close to the present research. In terms of findings, the
present study is in line with Meymandpour et al. (2008), Khodari (2017), Rezaei et al.
(2018), Galbreath (2003), Ye et al. (2012), Gebczynska (2016), Loghman Estarki et al,,
(2019), and Strydom and Fourie (2018). In terms of methodology, the present study aligns
with Nahavandi (2014). The results of the research suggest that managers emphasize
developing infrastructure for database systems to provide an appropriate platform for
collecting and managing data from customers, competitors, and the environment.
Accordingly, regarding geographical security and environmental factors, a suitable
location is required for deploying databases. Additionally, Mellat Bank should procure the
necessary hardware and software equipment since it does not have the required
technology for constructing them. It should also develop its advertising campaigns and
creatively utilize opportunities in social networks. It should expand its purposeful
advertising programs and focus its efforts on promoting the role of IT in advancing the
strategic goals of Mellat Bank. It is recommended that managers consult with experts in
the fields of neural networks, Al, and cognitive sciences from various universities and
knowledge-based companies to intelligently automate the activities and processes of
Mellat Bank based on the latest findings in computer and cognitive sciences. To improve
credit processes and management, it is suggested that Mellat Bank collect necessary
environmental data about all essential customer dimensions that can lead to customer
credit validation by signing mutual collaboration documents.
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