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EXTENDED ABSTRACT:

Purpose: Customer loyalty is one of the most critical factors for the success
and sustainability of service-oriented organizations, especially insurance
companies. The aim of the present study is to examine the serial mediating
roles of relationship marketing, service quality, and customer satisfaction in
the relationship between market orientation and customer loyalty among
policyholders of Asia Insurance Company in Shahr-e Kord.

Methodology: The statistical population consisted of all policyholders of
this company, and convenience sampling was used. Based on Morgan’s
table, YA¢ participants were selected. Data were collected using a standard
questionnaire whose face and content validity were confirmed by experts,
and its reliability was verified with a Cronbach’s alpha of +,%°Y. The data
were analyzed through Structural Equation Modeling (SEM) using
SmartPLSY software.

Findings: The results revealed that market orientation has a positive and
significant effect on customer loyalty, and this effect is strengthened
through improved service quality and increased customer satisfaction.
Service quality and customer satisfaction also played stronger mediating
roles within the model. However, several expected relationships were not
supported by the findings, including the effect of relationship marketing on
customer satisfaction, the effect of sales orientation on relationship
marketing, the effect of sales orientation on customer loyalty, and the effect
of sales orientation on service quality. The results indicate that a sole focus
on sales does not enhance customer loyalty and may even undermine
service quality and the customer experience.

Results: Based on the findings, it is recommended that insurance
companies shift from short-term sales-driven approaches toward market
orientation, fostering long-term customer relationships, improving service
quality, building trust, and enhancing the customer experience at all
touchpoints.

Keywords: Market orientation, Sales orientation, Relationship marketing,
Service quality, Customer loyalty, Insurance services.
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