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Abstract

The purpose of this research was to investigate the effect of emotional intelligence of employees on customer loyalty
from the online platform with regard to the mediating role of relationship quality in the banks of Gilan province. The
statistical population is 768 people all the customers and employees of banks who used the bank's online setvices in the
period of the autumn season of 2021. According to the research, this number was. In order to estimate the sample size,
the Cressy-Morgan table was used, based on which the number of people in the sample was determined to be 258
people. The results showed that emotional intelligence of employees affects the quality of relationships between
customers and service providers. Also, the results showed that the emotional intelligence of service workers affects the
quality of the relationship between customers and online platforms. The results indicate that the quality of the relationship
between the customer and the service provider affects customer loyalty to the online platform. The quality of the
relationship between customers and online platforms has a significant relationship on customer loyalty to online
platforms. The results indicate that the quality of the relationship between the customer and online platforms plays a
mediating role in the relationship between emotional intelligence of setvice employees and customer loyalty to online
platforms. The results showed that the quality of the relationship between the customer and the service provider plays a
mediating role between the emotional intelligence of service employees and customer loyalty to online platforms.
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Figure 1- The conceptual model of the research [1].
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Table 1- Classification of questions based on variables.
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Table 2- Cronbach's alpha values for research scales.
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Table 3- Description of the respondents' age.
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Figure 2- Column chart of respondents’ age.
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Table 4- Gender description of the respondents.
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Figure 3- Column chart of respondents' gender.
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Table 5- Variable description of emotional intelligence of employees.
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Table 6- VVariable description of relationship quality between customers and service providers.
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Table 7- Variable description of relationship quality between customers and the online platform.
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Table 8- Variable description of customer loyalty to the online platform.
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Figure 4- The final model of the research in the standardized coefficient estimation mode.
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Figure 5- The final model of the research in the case of significant coefficients t.
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Table 9- Factorial factor of model structures.
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Table 10- Reliability coefficients of the questionnaire.
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Table 12- The results of the model’s divergent validity study based on Fornell and Larcker's matrix.
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Table 14- Path analysis results in the structural model.
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