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Abstract

converted traditional service models into
intelligent, data-drivenyland experience-oriented ecosystems. In this
context, trust has e ed not only as an ethical value but also as an
intangible and strategic asset critical for the continuity, legitimacy, and
innovation of Businesses. However, traditional approaches to building
trust, which relied on one-way business—customer interactions, are
insufficient for the needs of Customers. This study aims to extract and
articulate a conceptual framework of trust and co-creation.
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Using systematic literature review and Meta synthesis of 32 qualitative
Articles contributes 7 key components: trust, co-creation, Digital
transformation, Leadership, innovation, organizational learning and
Customers Experience. The findings indicate that trust is not only a
prerequisite for successful Digital transformation but is also reproduced
through interactive processes among Customers. The final framework
comprises 7 fields which enriches the theoretical literature on Trust and
co-creation while providing managers and policymakers with
actionable guidance to design and implem trust-building and
experience-oriented strategies in smart Ecosystems?

Keywords: Trust, Co-creation, Digitah transformatio
Innovation

1. Introduction
Banks have historically served as intermediari facilitating and

verifying transactions. ently, ho have increasingly
adopted supervisory an@o ws, aiming to maximize
ges offer operational

ial conflicts of interest and erode

transactional benef‘ While

advantages, thw crease

publlctrust

Technol cluding artificial intelligence, big
data, block net of Things—have further altered
banking, enab Is such as open, platform, and embedded

banking. Yet, hnological innovation, banks face a trust
deficit caused by financial misconduct, digital service opacity, and
opportunistic behaviok Traditional, one-way trust-building approaches
have thus become insufficient, necessitating participatory mechanisms
that engage stakehol directly.

This problem is especially acute in the Iranian context, where banks are
structurally similar, value propositions are poorly differentiated, and
competition is limited. In such environments, rethinking trust creation,
maintenance, and enhancement is crucial. Co-creation, emphasizing
active stakeholder participation in value generation, offers a potential
solution but has been underexplored in an integrated, banking-specific
framework.
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Research Question(s): The primary research question guiding this
study is: What is the conceptual framework of co-creation and trust in
the banking industry?

2. Literature Review

Existing studies on trust in banking focus on either technological,
institutional, or behavioral aspects. Technological trust emphasizes data
security, algorithmic transparency, and platform fairness. Co-creation
research highlights stakeholder participation through€dialogue, shared
decision-making, and risk-sharing. ile these literattwgs recognize
interaction as important, they rarely integ i ineRsions into
a unified framework.

Co-creation conceptualizes stakeholders as act ners rather than
fective co-creation
Information-based,
ution-based trust interact

and an outcome of_o

interaction-based, tec‘oBgy
with participat(‘%\eation

Most prior researcibemphasi
aspects. studies i
innovation, ehol nce, and digital transformation into a
balanced mo he dynamic interplay between co-creation
and trust in transformed banking ecosystems remains
underexplored. A c@mprehensive, multi-layer framework is therefore
necessary to integrate @rganizational enablers, operational mechanisms,
and relational outcom

3. Methodology

This study employs a qualitative meta-synthesis approach to integrate
and reinterpret findings from existing research. Meta-synthesis is
appropriate for domains with fragmented qualitative evidence and
complex, multidimensional constructs.
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A purposive and judgmental sampling strategy identified 32 peer-
reviewed qualitative studies examining trust, co-creation, and digital
transformation in banking and related service industries. Data was
extracted from documents and analyzed through open, axial, and
selective coding. Open coding identified 603 key statements, which
were grouped into 97 open codes, 28 axial codes, and 7 selective codes:
digital transformation, leadership, organizational learning, innovation,
Customer experience, co-creation, and trust. These were synthesized
into a three-layer conceptual framework linking organizational
capabilities, operational processes, and relationa

4. Results

The analysis yielded a three-layer
organizational enablers, includes digital tra
organizational learning. Digital trans
technological infrastructure and strategic ofi
value network creation. i
participatory—institutiona
learning builds human cagital
to uncertainty.

dership, and
anks with
necessary for

ion. Organizational
tive capacity to respond

The second Iaﬂ,‘peratl esses, consists of innovation and
stakeholder exper‘u i ccurs through participatory and
stakeholder experience shapes
perceptions i ansparency, and responsiveness.

The third laye
Co-creation oc
manifests through
institution-based dim
organizational capabil
and trust, which in

oth value and knowledge forms, and trust
information-, interaction-, technology-, and
ions. These elements form a reinforcing cycle:
es enable processes that generate co-creation
trengthen capabilities and processes.

The results indicate that trust in banking is dynamic and co-produced
through stakeholder interaction and organizational enablers, rather than
a static prerequisite for technological adoption. This integrated model
balances technological and managerial perspectives, providing
guidance for participatory trust-building strategies in smart banking
ecosystems.
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5. Discussion

The study findings indicate that co-creation and trust are dynamic,
interrelated, and multidimensional processes in the banking ecosystem.
Trust is not merely a prerequisite for smart banking but is actively co-
produced through stakeholder engagement and organizational enablers
such as digital transformation, leadership, and organizational learning.
The framework shows that organizational capabilities facilitate
operational  processes—including innovati and stakeholder
experience management—which in turn genera lational outcomes
of co-creation and trust. This cyclical interactiomyreinforces both
processes and organizational capabiliti i f-sustaining
mechanism.

Digital transformation plays a critical egic enabler,

integrating technology with managerlal to support
participatory processes e experiences. The
framework also balance " eleme chnology, infrastructure)
with “soft” elements‘he learningy@eollaboration), addressing

used on isolated dimensions. Co-
chanism, generating value and
simultaneously strengthening

gapsin prewouwzse&h that
creation emerges ac
knowledge colla

and practical “gui managers and policymakers to foster
participatory, strategies in digitally transforming banking
ecosystems.

6. Conclusion

This study developedfal three-layer framework linking organizational
capabilities, operational processes, and relational outcomes in the
banking industry. Trust is conceptualized as a dynamic, co-created
outcome rather than a static asset, enabled by digital transformation,
leadership, and organizational learning. Operational processes,
including innovation and stakeholder experience management, lead to
co-creation and enhanced trust, which in turn reinforce organizational
capabilities.
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The framework provides a balanced perspective bridging technology,
management, and stakeholder engagement, offering actionable
guidance for bank managers to institutionalize trust and support
innovation. Policymakers can use the findings to establish transparent,
data-driven governance standards. Future research should validate the
framework quantitatively, extend its application to FinTech and open
banking, and incorporate context-specific variables to enhance its
relevance across different banking environments.
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