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Abstract 6

The effect of customer orientation and relationship quality on
customer satisfaction, loyalty and WOM
(Case Study: Bank Parsian)

Mohammadjavad Hosseinzadeh Saljooghi', Hossein Moeini?, Adel Morid
Sedagat®

Abstract

Many researchers emphasized on the key role of customer-related employees
or frontline employees in the success of service business. The results and
positive outcomes for service organizations such as customer satisfaction,
loyalty, and positive word of mouth (WOM) can considerably be affected
from personal interaction between customer and staff service provider. The
goals in relationship marketing strategy are mainly based on acquirement
and keeping valuable customers.

In this study, we tried to investigate the effect of customer orientation and
quality of the relationship with the customer on satisfaction, loyalty and
word of mouth between Parsian Bank customers in Tehran. This study is
practical in terms of goal and is descriptive-survey in nature. LISREL
software was utilized to test the hypothesis and get the results through path
analysis model. The obtained results of testing hypothesis of study
demonstrated that customer-orientation of employees influenced positively
on the quality of the relationship with the customer, customer satisfaction
and customer loyalty of Parsian Bank. The quality of the relationship with
the customer had positive effects on customer satisfaction and customer
word of mouth while customer satisfaction had positive effects on customer
loyalty and customer word of mouth. Customer loyalty also had positive
effects on customer word of mouth.

Keywords: customer orientation, quality of relationship, customer
satisfaction, customer loyalty, word of mouth.
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