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Abstract

The main purpose of this study is the effect of social responsibility on the image of Shiraz hotels in
times of crisis with the mediating role of customer trust. The data collection of this study lasted two
months and is a practical and descriptive and analytical survey using the data collection method, which
was performed using information collected from all tourists in Shiraz who have used the hotel. It is
estimated that the number of these people is more than 100,000. For this reason, using Morgan Jersey
table, the number of research samples was 384 and the questionnaire was distributed among this
number as a sample. The data collection method was library, internet and field. The data collection
tool was the standard questionnaire of Chen et al. (2021). In this study, Cronbach’s alpha coefficient
method was used to assess the reliability of the questionnaire. The calculated coefficient for the
guestionnaire was more than 0.70, which shows that the questionnaire has sufficient validity. Data
analysis in this study was performed using SPSS software and Smart-pls between variables. Research
findings showed that the path of ethical social responsibility on customer trust; The path of
humanitarian social responsibility on customer trust and finally the path of moral social responsibility
on the image of the company with coefficients of more than 0.4 and t-value more than 1.96 was
approved and the other paths were rejected. The results also showed that the ethical aspect is one of
the parameters affecting the hotel customer's trust. The humanitarian aspect of social responsibility
also has a positive and significant effect on customer trust in the hotel. Although we have found in
previous research and in various fields that the voluntary efforts of companies that are in favor of
environmental sustainability and civil rights create a positive and appropriate image, but in this study,
according to the response The donors did not have a humanitarian impact on their attitude and image
of the hotel. In some cases, we predicted that perhaps due to poor marketing, the hotel's humanitarian
efforts were not seen and considered, and therefore the hotel customers in Iran (and especially in
Shiraz) did not have a good sensory view of this because In general, customers tend to have a
constructive image of a business that complies with the rules and regulations, but as we have seen,
neither legal nor economic nor humanitarian aspects have affected the image and trust of customers.
Keyword

Social responsibility, humanitarian, ethical, economic, legal, company image, crisis time, customer
trust, hotel, Shiraz
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