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1 _Customer Lifetime Value (CLV)
2 _Customer Referral Value (CRV)
3 -Customer Influence Value (CIV)
4 -Customer Knowledge Value (CKV)
5 -Customer Engagement Value (CEV)
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1 -prospects
2 _share of wallet
3 -value of the establishment (installations)
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! - Petzer and Tonder
2 Choi & Kim
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! -Evans and Laskin
2 Prayag & Ryan

% -De Matos & Rossi
4 -Raji &Zainal
5-Choi & Kim

5. Evans and Laskin
" -Prayag & Ryan
8.Choi & Kim

9 -Evans and Laskin
0 _prayag & Ryan
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Abstract

For many of today’s financial institutions, focusing on advantage-creating elements is undoubtedly a
lever to extend Customer engagement value. In this complicated environment, the customer is seen
as an external asset for the organization and considering the value-creating mechanisms for the
customer can have positive ramifications for companies and institutions working in the field of
financial businesses. Accordingly, the purpose of this paper is to answer this question: How can we
develop customer engagement in creating value for the banking industry by creating value for the
customer. For this purpose, Customers of Kowsar Financial and Credit Institute in Tehran province
were selected as the statistical population and 976 customers participated in the research by
completing the questionnaire. Sampling method was used to select statistical sample. The research
hypotheses were tested using structural equation modeling technique and AMOS 23 software. The
results of the research showed that Perceived functional and social value have a direct effect on all
three dimensions of customer engagement value (Customer Lifetime, Customer Influence Value,
Customer Knowledge Value), but the effect of perceived emotional value on any aspect of the value
of customer engagement was not approved. The results of this study confirm the impact of perceived
value (Perceived functional and social value) on customer engagement value.

Keywords: Customer perceived value, Customer engagement value, Banking industry, Customer
engagement
JEL Classification: G21, M31
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