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Examining the Effect of Bank Image and Reputation on
Customer Loyalty

Azam allah Dadi', Morteza Hajian?

Abstract

The present study is applied in terms of purpose and descriptive—survey in nature.
Data were collected using a standard questionnaire. The statistical population
consisted of customers of Bank Saderat branches in Isfahan. Based on the Morgan
table, a sample size of 384 respondents was determined. The content validity of the
questionnaire was confirmed through expert judgment, and convergent and
discriminant validity were also verified. Reliability was confirmed using factor
loadings, Cronbach’s alpha coefficients, and composite reliability (o = 0.83).

To test the research hypotheses and analyze the data, Structural Equation Modeling
(SEM) was employed using SmartPLS software. The findings indicate that service
quality (B = 0.161), perceived value (B = 0.369), and customer satisfaction ( =
0.422) have a positive and significant effect on the bank’s image and reputation.
Furthermore, bank image and reputation have a positive and significant impact on
customer loyalty (f = 0.898).

The novelty of this research lies in emphasizing the role of bank image and
reputation and their influencing factors—service quality, perceived value, and
customer satisfaction—as predictors of customer loyalty, which ultimately
contributes to increasing financial revenues in the long term. Considering that banks
in the country often provide similar services, managers can achieve a valuable
competitive advantage by creating and strengthening the bank’s image and
reputation, thereby distinguishing their services from competitors and ensuring the
bank’s long-term financial benefits.

Keywords: Perceived Value, Corporate Image and Reputation, Customer
Satisfaction, Service Quality, Customer Loyalty.
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