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Abstract

Research purpose: This study aims to elucidate the role of customer orientation in the
relationship between consumer behavior and behavioral responses in the context of fixed
broadband Internet services. Given the existing gap in the service marketing literature, it is
essential to examine the mechanisms through which understanding consumer behavior leads
to positive and interactive responses, which can guide the development of effective marketing
strategies.

Research Method: This applied study employed a correlational approach. The statistical
population included consumers of fixed broadband Internet services in Tehran, and
convenience sampling was applied due to limitations in random selection. Data were collected
from 490 respondents using a standardized questionnaire adapted from validated prior studies.
To test the conceptual relationships among variables, covariance-based structural equation
modeling (CB-SEM) was conducted. The results confirmed acceptable levels of convergent
validity, discriminant validity, and construct reliability.

Research Findings: The findings indicate that consumer behavior has a significant positive
effect on behavioral responses. Additionally, proactive customer orientation and responsive
customer orientation serve as significant mediators in this relationship. Enhancing these
dimensions of customer orientation can lead to stronger positive consumer responses,
including repurchase intention, recommendations, and overall satisfaction.

Conclusion: The study suggests that integrating insights into consumer behavior with
customer-oriented approaches can improve customer experience, increase loyalty, and
enhance the effectiveness of marketing strategies in the fixed broadband Internet sector. These
results provide valuable theoretical and practical implications for service marketing managers
and consumer behavior researchers, emphasizing the importance of customer orientation in
fostering interactive and favorable consumer responses.
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Extended abstract

Introduction

This study investigates the strategic role of customer orientation practices (Proactive Customer Orientation
(PCO) and Responsive Customer Orientation (RCO)) as mediators in linking Consumer Behavior (CB) to
subsequent Consumer Responses (RESP) within the competitive context of fixed internet services in Tehran.
Grounded in the Attention-Based View (ABV) theory, this research posits that effectively directing
organizational attention towards CB is a critical determinant of shaping relational marketing strategies and
ultimately influencing customer behavioral reactions.

Research Methodology

Adopting a quantitative, survey-based, and positivist approach, data was collected using a questionnaire
comprising 32 items. The sample size was drawn from fixed internet service users in Tehran. Data analysis was
performed using structural equation modeling (SEM). The measurement model demonstrated strong validity and
reliability, with Composite Reliability (CR) values ranging from 0.78 to 0.91 and Average Variance Extracted
(AVE) between 0.54 and 0.76, confirming the instruments’ suitability. The theoretical means of the measured
variables (ranging from 3.14 to 3.46) generally surpassed the theoretical mean, indicating a generally positive
perception among respondents.

Findings

All seven hypothesized relationships (H1\mathbf{H_1}H1 to H7\mathbf{H_7}H7) were empirically supported,
confirming the entire theoretical model. Specifically, Consumer Behavior (CB\text{CB}CB) was found to be a
significant predictor of Consumer Responses (RESP\text{RESP}RESP) directly (f=0.509\beta=0.509p=0.509).
Furthermore, CB significantly drove the adoption of both orientation strategies: CB—PCO\text{CB} \rightarrow
\text{PCO}CB—PCO (B=0.385\beta=0.385p=0.385) and CB—RCO\text{CB} \rightarrow
\text{RCO}CB—RCO (B=0.415\beta=0.415p=0.415). The mediating effects were also verified, showing that
both PCO (B=0.194\beta=0.194p=0.194) and RCO (p=0.245\beta=0.245p3=0.245) positively and significantly
enhance RESP\text{RESP}RESP, thereby validating the importance of both proactive and responsive
management of customer interactions.

Discussion and Conclusion

The primary theoretical contribution of this research lies in elevating Consumer Behavior from a service output
to a strategic input for refining relational strategies, aligning perfectly with the ABV theory. The confirmed
mediating roles of PCO and RCO highlight that understanding needs (PCO: anticipation) and managing
interactions (RCO: post-purchase engagement) are distinct yet complementary pathways to positive customer
reactions. Practically, managers in the fixed internet sector must continuously analyze CB to tailor their
orientation strategies. Relying solely on reactive measures (RCO) is insufficient; proactive efforts (PCO) through
identifying latent needs and offering innovative solutions are essential for sustained competitive advantage.
Furthermore, fostering effective, multi-channel communication and engaging customers in service development
are key to solidifying trust. Limitations include the omission of organizational context factors (e.g.,
organizational culture, IT infrastructure). Future research is encouraged to explore these contextual moderators
and conduct comparative studies across other service industries such as banking and retail.
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Table 1- Summary of Key Characteristics of Previous Studies on the Research Topic
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Table 2- Statistical Indicators of Individual and Demographic Characteristics of the Research Sample
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Table 3- Construct Reliability and Validity, and the Mean and Standard Deviation of Research Variables
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Figure 1- Full Structural Equation Modeling Results with Standardized Coefficients
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