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Investigating the Factors Affecting Customer’s Word-of-Mouth Bank Advertising
Using the Developed Personal Norm Theory "Case Study: of Meli Bank -Amlash
branch"

Sahar Hosseinikhah Choshalyand Mohamadhossein Reihani”

Abstract

This research has been done with the aim of investigating the factors affecting word-of-
mouth advertising of customers in the banking industry. The statistical population of the
research is the customers of Melli Bank in Amlesh city. Therefore, 384 people were
determined as the sample size. The sampling method in this research is accessible and the
sample people were selected from among the customers who wanted to leave the bank
after receiving the service. The article of Gede et al. (2020) was used to design the
questionnaire questions. The validity of the questionnaire was confirmed by the
supervisor. Cronbach's alpha was used to check the reliability of the questionnaire, and
the results showed the appropriate reliability of the questionnaire. In this research, SPSS-
25 software was used for descriptive statistics and PLS-3 software was used for
questionnaire analysis and structural equation modeling. In this research, 5 hypotheses
were tested, all of which were confirmed at the 95% confidence level. The results
showed: Attitude has a significant effect on word-of-mouth. Mental norm has a
significant effect on word-of-mouth. Moral norms have a significant effect on word-of-
mouth. Environmental norms have a significant effect on word-of-mouth. Perceived
behavioral control has a significant effect on word-of-mouth.

Keywords: attitude, mental norm, moral norm, environmental norm, perceived
behavioral control, word-of-mouth.
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