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AR

Effect of service quality, relationship satisfaction, trust and
commitment in customer loyalty (Case Study: National Bank
customers in the city Babol)

Abstract

Increasing competition between the banks and the importance of
maintaining customers triggered as they gradually towards establishing,
maintaining and improving the relationship with the customers, based on the
findings of researchers and step, the aim of this research reviews the impact
of the quality of service, commitment, trust and relationship satisfaction on
customer loyalty and the integration of the concepts of quality of service
(product), the relationship of customer satisfaction, trust . Statistical Society
of the study of 150 different areas nfrazmshtrian the National Bank is the
necessary information, the city of Babylon with the use of a questionnaire
gauging, a tool that is used in this research can include: model SERVQUAL
model gronrose and the quality of service (for service quality assessment)
and confirmatory factor analysis using spss software.

Keywords :, Trust « Relationship marketing , Customer loyalty
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