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Abstract

The present study aimed to investigate the relationship between relationship marketing dimensions and customer
loyalty in the field of electronic banking, with an emphasis on the mediating role of customer satisfaction in all
branches of Ayandeh Bank in Mashhad. In terms of its purpose, this study is classified as applied research and in
terms of its nature, it is a descriptive survey. The statistical population of this study was Ayandeh Bank customers,
and due to the unknown size of the population, 384 people were selected as a sample. The collection tool in this
study was a questionnaire. Also, the collected data was analyzed using SPSS and SMART PLS software. The
results showed that relationship marketing has a significant effect on customer satisfaction and customer loyalty
among Ayandeh Bank customers. Also, the results showed that customer satisfaction has a significant effect on
customer loyalty among Ayandeh Bank customers, and the mediating role of customer satisfaction in the
relationship between relationship marketing and customer loyalty among Ayandeh Bank customers has been
confirmed.
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Extended Abstract

Introduction

In today's competitive and turbulent economic environment, especially in the financial services and
banking industry, organizations are increasingly faced with the challenge of maintaining and developing
relationships with customers. In this context, relationship marketing is emerging as one of the most
important management tools for maintaining survival and achieving sustainable growth. Unlike
traditional marketing, which focuses mainly on attracting new customers, this approach focuses on
creating, developing, and maintaining long-term relationships with existing customers (Hoang &
Nguyen, 2024). According to research evidence, the cost of attracting a new customer is 5 to 6 times
higher than the cost of retaining existing customers. For this reason, focusing on customer satisfaction
and loyalty has significant advantages from an economic and strategic perspective. Loyal customers not
only provide recurring and sustainable revenues for the organization, but also become brand
ambassadors and attract new customers through positive word-of-mouth advertising. In the banking
sector, relationship marketing is defined as a set of targeted activities that, in the form of customer-
centric strategies, enhance customer interaction with the bank and lead to increased satisfaction, repeat
use of services, and greater profitability (Omoniyi et al., 2020). This approach considers the customer
as a long-term partner whose relationship with the bank goes beyond occasional interactions (Ayo-
Oyebiyi et al., 2019). From this perspective, the quality of customer experience, speed of response to
requests, personalized services, and effective use of technology are among the key components of
relationship marketing in electronic banking (Chakiso, 2015). With the increasing expansion of digital
banking and changing consumption patterns, banks must strive to create value for customers and
enhance the interactive experience on electronic platforms such as mobile banking and internet banking.
An example of this approach is Ayandeh Bank, which, realizing the importance of relationship
marketing, has tried to utilize the capacity of technology, human resources, and digital infrastructure to
strengthen its position in the market. However, despite the widespread use of relationship marketing
tools, there are still uncertainties about the real effectiveness of these measures in promoting customer
satisfaction and loyalty, especially in the context of electronic banking. In this context, the main research
question is defined as follows: What effect does relationship marketing have on customer loyalty in
Ayandeh Bank branches in Mashhad through its role as a mediator of customer satisfaction?

Theoretical framework

Customer loyalty refers to a positive attitude and repeated behavior towards a brand or service. This
concept combines emotional (positive attitude) and behavioral (repeated purchase) dimensions and plays
an important role in customer retention and reducing churn (Cui et al., 2023). Loyalty is the result of a
customer’s conscious and long-term decision to continuously use the service (Sutriani et al., 2024).
Relationship marketing is a customer-centric strategy that focuses on creating and maintaining long-
term and profitable relationships with customers, not just one-time sales. This approach, by emphasizing
trust, commitment, understanding needs, and effective communication, creates lasting customer
satisfaction and loyalty (ThankGod, 2024).

Customer satisfaction is a perceptual state that is formed as a result of service performance meeting (or
exceeding) customer expectations. Satisfaction leads to repeat purchases, brand recommendations, and
loyalty. This variable plays a mediating role between relationship marketing and loyalty in this study
(Hidayat & Idrus, 2023).
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Electronic banking, using technologies such as the Internet and mobile, provides a fast, cost-effective
and 24-hour experience for customers. Digital service quality, security, reliability and ease of access are
key factors in the formation of satisfaction and loyalty in this context (Sebastian-Morillas et al., 2024).

Methodology

The present study is applied in terms of purpose and descriptive-survey in nature. The statistical
population in this study consisted of customers of the Bank Ayandeh in Mashhad, and considering the
unlimited number of these people, 384 people were selected as a sample using the Cochran formula and
participated in the research process. In order to collect data, a questionnaire with 20 items related to the
research variables was used. In order to analyze the data in this study, the structural equation modeling
technique and other statistical tests were used using SPSS and PLS software. Also, face validity and
construct validity were used to confirm validity, and Cronbach's alpha coefficient was used to confirm
reliability.

Discussion and Results

The results of structural equation modeling in this study showed that all four main hypotheses of the
study were confirmed. First, it was found that relationship marketing has a positive and significant effect
on customer satisfaction at Ayandeh Bank in Mashhad (t=21.136, f=0.655); which indicates that the
longer-term, more personalized, and more reciprocal relationships the bank establishes with customers,
the higher their satisfaction level will be. Second, relationship marketing has a significant effect on
customer loyalty (t=9.646, p=0.401); in such a way that strengthening the interaction and continuous
communication with customers increases the likelihood of their loyalty to the bank's services. Third,
customer satisfaction also has a direct effect on customer loyalty (t=11.341, =0.442); meaning that
satisfied customers are more likely to repeat their interactions with the bank and recommend it to others.
Finally, indirect path analysis using the Sobel test showed that customer satisfaction plays a significant
mediating role in the relationship between relationship marketing and customer loyalty (t=9.987,
B=0.289); indicating that part of the effect of relationship marketing on loyalty is transmitted through
increased customer satisfaction.

Conclusion

In electronic banking, where face-to-face interaction has decreased, relationship marketing
plays a pivotal role in strengthening customer loyalty, because it can provide a suitable
alternative to traditional interactions by creating trust, commitment, and two-way
communication. The present study showed that relationship marketing has a significant effect
on customer satisfaction at Ayandeh Bank (t=21.136), and this finding is consistent with the
results of studies (Poroshasb, 2023), (Hoang & Nguyen, 2024), (Dorcas et al, 2024), and
(Hamilton-Ibama & Thunwo, 2022), all of which emphasize the importance of relationship
marketing in improving customer satisfaction. The positive effect of relationship marketing on
customer loyalty was also confirmed (t=9.646), which is consistent with the research (Miranda-
Guerra et al, 2024) and (Assaad et al, 2024), and shows that this type of marketing prevents
customer churn by recognizing needs and creating a sustainable relationship. Customer
satisfaction also directly increases loyalty (t=11.341), which is consistent with the findings of
(Hoang & Nguyen, 2024), (Dorcas et al, 2024), and (Tedjokusumo & Murhadi, 2023),
emphasizing the importance of satisfaction management for customer retention. In addition, the
mediating role of customer satisfaction in the relationship between relationship marketing and
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loyalty was also confirmed (t=9.987), meaning that satisfaction from effective interaction can
strengthen loyalty. Finally, it is suggested that Ayandeh Bank should use relationship marketing
as a strategic approach to improve customer experience and loyalty by improving digital
infrastructure, facilitating interaction, responding quickly, and understanding customer needs.
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