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1. introduction:

By having a major part of the cash flow in the society and allocating it to different
economic sectors, Banks play a key role in regulating the economic relationships in
any economic system. In fact, commercial banks can be considered as of the main
institutions of the money market, which help to create positive economic growth in
the country as well as economic stability. Considering the pressure of competition in
the banking industry, the importance of corporate social responsibility is increasing
and it has strategic results for companies.

These days, all over the world, banks are investing millions of dollars in order to
improve their social responsibility activities and create a stronger relationship with
customers and increase their reputation and credibility in the society. Addressing
social responsibilities by banks, in addition to a positive role in sustainable
development, can help banks in improving their brand, creating more value and
earning profit, and increasing customer loyalty, as well as gaining customer trust and
confidence.

Social responsibility is not a cost, limitation, or the right thing to be done, but a
source for gaining competitive advantage, a factor for survival and distinguishing
between successful and ineffective banks. The central idea of the concept of
corporate social responsibility comes from the argument that a company should have
other goals in addition to maximum profit.
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Many organizations became increasingly aware of the direct economic value of
social responsibility and by integrating it with their main business strategy and
management activities (as a strategic investment), they were able to have a positive
impact on their society and environment and at the same time, strengthen their
reputation and credibility. By following this method, they not only generate profit
for themselves today, but also stabilize their future position. The social
responsibility of organizations has been a sensitive and attention-seeking topic in
recent years so that international organizations such as the United Nations and the
European Union have introduced standards in this field.

Since financial institutions are in charge of monitoring and controlling the flow of
capital, lending, project financing and insurance policies and measures, they are able
to exert influence on the performance of the businesses under their support. In this
way, social banks can force enterprise to respond to social and environmental issues
and problems that are caused by their business. Therefore, banks' lack of attention to
their social responsibilities and performance consequences can bring significant
investment and credit risks for them.

Considering the importance of the concept of social responsibility, especially in
banks, an attempt has been made in this article, to identify the obstacles and drivers
of social responsibility implementation in commercial banks of Iran, using the bank
experts' and customers' viewpoints, which simultaneously considering these two
perspectives is one of the distinguishing points of this article.

2. Literature Review:

Based on the extensive research in the literature and the review of the articles and
works of various researchers, a number of obstacles and drivers affecting the social
responsibility of companies have been pointed out, which are in line with the results
of the current research:

Management orientation and mindset (Soltani & et.al, 2015:796); reaction of
consumers/buyers (Of powerful market stakeholders) (Vashchenko, 2017:398),
(Vives, 2008:220,226), (Brunszl, 2009:66); organizational culture (Kalyar,
2013:498); financial constraints (Tay, 2015:894), (Shen, 2015: 3507), (Agudo-
Valiente, 2017:18), (Aravind Arevalo, 2011:411); organizational structure (Perera
Aldama, 2009:506); environment, mission and vision (Uvais, 2013: 28); brand trust,
(Dell’ Atti, 2016:48), (Chen & Wan, 2019:1); economic conditions (Souto, 2009:43),
(Pruijn, 2014:15), (Vashchenko, 2017:398); context-country (Vashchenko,
2017:409), (Detomasi, 2008:808); culture (Perry, 2013:143), (Munro, 2013:63),
(Chen & Wan, 2019:5), (Kowalczyk, 2019:2); religion (Tilt, 2016:3), (Ramasamy,
2010:61); laws and regulations (Gayo, 2012:1), (Japhet, 2015:7-8).
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3. Research method:

The research method used in this research is qualitative, of content analysis type,
and the method of gathering and obtaining the opinions of customers and banking
experts is in-depth interviews and continued until data saturation was reached.
Convenience sampling method was used for customer sampling. Convenience
sampling is a sampling based on the selection of cases or people who are available,
volunteer and can easily be included in the sample. In snowball sampling, people are
asked to introduce other people who have good information in this regard.

And for experts sampling, snowball sampling has been used. Finally, 22 interviews
(11 interviews with customers and 11 interviews with banking experts) were
conducted. Trustworthiness of the research were examined and confirmed through
carefully examining the raw and analyzed data by expert professors, using the intra-
subject agreement method and the data reliability criteria.

4. Conclusion:

After examining and analyzing the two mentioned perspectives, managerial
conditions of banks, the performance of influential stakeholders, organizational
processes, the position of the bank in the minds of customers, environmental factors,
rules and regulations were determined as the barriers and facilitators of social
responsibility in banks.

Keywords: Social Responsibility of Banks, Barriers to Social Responsibility,
Drivers of Social Responsibility, Management Conditions of Banks, Organizational
Processes, Environmental Conditions
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