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Abstract

The aim of this study was to investigate the effect of brand image, customer expectations and
service quality on customer satisfaction and customer loyalty with the mediating role of
perceived value in Iran Khodro Company using a descriptive survey research method. The
statistical population in the present study included all Iran Khodro customers in 1399. The
sample size was 384 using simple random sampling method and Cochran's formula. In order to
measure the variables used in the research, the questionnaire of Hossein et al. (2014) was used.
The content validity of the questionnaire has been approved by experts and supervisors. The
reliability of the questionnaire was confirmed by calculating the Cronbach's alpha coefficient.
Descriptive statistical methods and inferential statistics (structural equation model) were used
for analysis. Findings showed that service quality, customer expectations, mental image have
an effect on customer satisfaction. The results also showed that perceived values affect
customer satisfaction. The results also showed that customer satisfaction has an effect on
customer loyalty and customer complaints. Finally, the results showed that customer
complaints affect customer loyalty. The results also showed that perceived value plays a
mediating role in the relationship between service quality and customer image with customer
satisfaction.

Keywords

Brand image, customer expectations, service quality, customer satisfaction, customer loyalty,
perceived value
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