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Abstract

This research was conducted with the aim of customer-oriented role on brand loyalty,
taking into account the role of customer perception of the quality of Melli Bank
branches in Mako Azad region. Therefore, in terms of the purpose of an applied
research and based on the type of quantitative data, based on the nature and method of
collecting research data in a specific time period, it is a survey-cross-sectional
descriptive research based on structural equation modeling. The method of collecting
information is library (toward the subject literature and research background) and field
(to confirm or reject the research hypotheses). The tool for collecting information is a
questionnaire. That the standard customer-oriented questionnaires of Sin et al. (2005),
loyalty to the label brand (2022) and the quality of customer perception by Coelho and
Hensiller (2012) were used. Its validity was confirmed by content validity by
professors, observers, and convergent and divergent construct validity, and its
reliability was also confirmed by Cronbach's alpha and composite reliability. The
method of random sampling is cluster, and the sample size is based on Morgan's table.
The statistical population of the research is about 150 people, the statistical sample is
109 people based on Morgan's table.The resulting data were analyzed descriptively
and inferentially using SPSS and PLS software. The results of the research data
analysis show that customer orientation and the quality of customer perception have a
significant effect on brand loyalty. Customer orientation has a significant effect on the
quality of customer perception.
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