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Investigating Customer loyalty (case study: Tejarat bank of Tehran)

Abstract:

This article firstly gives an overview about customer loyalty. Based on Ndubisi and
Nelson model (2007), which was found from the literature, the important variables were
depicted for further study in an Iranian's bank.

Since Tejarat bank was choosen as a case study, 200 questionnaires were distributed
among the customers of mentioned Bank branches, from which 180 were collected,

of which 172 were acceptable. Based on the descriptive and inferential analysis, the
hypothesis were examined. Relevant to the model, only hypothesis 4, 7, 8, 10 and 11,
were accepted, but hypothesis 1,2,3,5 and 9 were not accepted.

key words:

bank tejarat
competence
communication
commitment
conflict handling,
customer loyalty
relationship quality
trust
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Model Summary

Change Stafisfics

AdstedR (S Emorofte| pyare | SgF
Mo R RSuae Sqare | Elmde |y crngel ot | g | Crange

e (58 |57 50342 538 150,947 14 175 1000

a. Predctors: (Constant), mashke!, shayestegi, tazhod, ertebat

(1 o2
Coefficients’
Standardized
Unstandardized Coefficients | Coefficients
Mode| B Std. Error Beta t Sig
1 (Constant)|1.083 237 4.580 000
shayestegil.097 .078 .098 1244 215
ertebat]. 135 096 124 1.408 161
taahod}-.021 075 -.024 -.284 7
moshkel|.538 072 .594 7.445 000

a. Dependent Variable: etemad

(1) olew Jgur
Model Summary
Change Stafistics
Adjusted R | Std. Emor of the R Square Sig F
Modell R | RSquare [ Square Estimate Change | FChange | dft | of2 | Change
1724 | 525 514 50590 525 48258 |4 {175 [.000
a, Predictors: (Constant), moshkel, shayestegi, taahod, ertebat
(F)ojles Jyoo
Coefficients”
Standardized
Unstandardized Coefficients Coefficients
Made) B Std. Error Bela t 8.
1 (Constant)|1.023 238 4.302 .000
shayestegi]. 039 079 040 498 619
ertebat] 141 096 130 1.463 145
taahod].236 076 263 3.117 002
mashkel. 337 073 376 4.645 .000

a. Dependent Variable: rabete

(F) o kai Jgor
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Model Summary

Change Statistics

Adjusted R | Std. Error of R Square Sig. F
Mode] R |RSquare] Square | the Estimate

o

Change |FChange| dff | df2 |Change

112 {13 (oot 84146 013 1120 2 {17 |38

a. Predictors: (Constant), etemad, rabete

()8l Jgoo

Coefficients”
Standardized
Unstandardized Coefficients | Coefficients
Medd g Std. Eror Beta ! Sig
1 (Constant){4.032 535 7.541 000
rabetel-. 178 .158 -111 -1.124 263
etemad|- 043 157 -.027 -.275 T84

a. Dependent Variable: vafadan

(7) o ko Jyor
Wodel Summary
Change Stastics
AdistedR | Sid, Eorof e | p gy are SoF
Wode| R | RSquare | Smae Esimste | Change | F Change| ¢t | o2 | Change
e oz 00 59012 @ e e |5 fa
73 030 002 50831 008 1473 1 174 28

& Predictars: {Constant), mashkel, shayesteg, tashod, ertebat
b. Predictors: (Constant), moshiel, shayesteq Iaghod, ertebet, elemad

(1) 8slew Jyu2
Coefficients”
Standardized
Coefficients |  Coefficients
Modle) B Std. Error Beta t Sig
1 (Constant)|3.628 282 12.887 000
shayestegl| 066 093 082 713 477
entebat] 122 114 .136 1.067 287
taahodf-.007 089, -.010 -.080 937
moshkel|-.081 086 -.109 -.940 348
2 (Constant)§3 509 207 11.797 000
shayestegi| 056 094 089 507 551
ertebat] 107 114 120 934 351
taahod|- 005 .089 - 007 - 054 a57
mashkel|-. 140 oge -.188 -1.416 159
etemad]|. 109 .090 133 1.214 226

a. Dependent Variable: vafadari

(A) o ilois Jana
Coefficients”
Standardized
v c =
Modsl s Sta. Error Beta t Sig
1 (Constannfs.628 282 12.087 oo
shayestegi|.066 093 082 713 a77
ertebat] 122 114 RESS 1.067 287
taahod|- 007 089 010 080 a37
moshkell- 081 086 -, 109 - 940 348
2 (Constantfa.se2 297 12.074 000
shayestegi| 085 o093 os0 g0z as0
ertebat]. 115 115 129 1.004 217
taahod|-.018 o8z -.024 -.192 848
moshkall-.096 oot -.130 -1.051 205
raboto] 045 os0 054 500 e18

a. Dependent Variable: vafadarl
O+) o tes Jgaar
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