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Valarie. A. Zeithmal & Roland. Rust & Katherine. N. Lemon,
2001,"the customer pyramid creating & service profitable customer",
California management review. Vol.43, No. 4, Summer. 2001
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2. The Gold Tier

3. The Iron Tier

4. The Lead Tier
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One-Sample Kolmogorov-Smirnov Test

TRUST | Commitment | Communication | Conflict handling | loyalty
N 300 300 300 300 300

Normal Parameters (a,b) Mean 90.45 87.53 87.58 89.60 85.88
Std. Deviation 7.63 9.61 9.18 9.27 7.34

LBl Absolute 0.12 0.17 0.13 0.18 0.15

Differences

Positive 0.11 0.11 0.10 0.13 0.09

Negative -0.12 -0.17 -0.13 -0.18 -0.15

Kolmogorov-Smirnov Z 2.06 2.90 2.21 3.06 2.56
Asymp. Sig. (2-tailed) 0.00 0.00 0.00 0.00 0.00
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Unstandardized Standardized T Si Collinearity
Coefficients Coefficients 18 Statistics
B Std. Error Beta Tolerance VIF
(Constant) 25.66 3.49 7.36 | 0.00
TRUST 0.25 0.07 0.26 3.42 | 0.00 0.28
commitment 0.21 0.05 0.28 4.08 | 0.00 0.34
communicatin 0.07 0.05 0.09 1.31 | 0.19 0.37
conflict handling 0.15 0.05 0.19 2.77 | 0.01 0.34
Dependent Variable: loyalty
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Durbin-Watson statistic = 1.39 P-Value =0.124

1. Collinearity diagnosis

2. Variance inflation factor
3. Variance inflation factor
4. Residual



Change Statistics
Adjusted R Std. Error of . Durbin-
Model R R Square Square the Estimate RSP F Change | Dfl df2 g1t Watson
Change Change
.732(a) 0.535 0.529 5.03735 0.535 84.886 4 295 0.124
a Predictors: (Constant), conflicthandling, communicatin, commitment, TRUST
b Dependent Variable: loyalty
Residuals Statistics (a)
Minimum Maximum Mean Std. Deviation N
Predicted Value 70.39 93.28 85.88 5.37 300.00
Residual -11.93 13.09 0.00 5.00 300.00
Std. Predicted Value -2.88 1.38 0.00 1.00 300.00
Std. Residual =237 2.60 0.00 0.99 300.00
Dependent Variable: loyalty
Normal Probability Plot of the Residuals
(response is C29)
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Loyalty = 0.36*Trust+ 0.39*Commitment - 0.14*communication + 0.19*Conflict
handling, Errorvar.= 0.39, R2=10.61
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1. Structural Equation
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ANCWAP =
Sum of
odel Sguares df Mean Square F Sig.
1 Regression 3424.438 4 856122 32.3849 .oon4a
Residual 3408.721 1249 26.424
Total BE33.209 133

4. Predictars: (Constant), conflicthandling, communicating commitment, TRUST
b. Dependent Variahle: loyalty
c. Selecting only cases forwhich gender= fermale
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1. Coded variable
2. Un-coded variable
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Selecting only cases for which gender = 2,
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Investigating the Effect of Gender on
Parsian Bank Customer’s Loyalty Base on
Relationship Marketing Approach
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M. Baniasdi, M. A.

Abstract

This paper aims to investigate the role of gender in the marketing
underpinning (trust-commitment—communication—conflict handling). Indeed,
gender has a significant role in customer loyalty. Data were collected through
a survey of Parsian Bank customers. Hierarchical multiple regression analysis
was used to estimate the moderation effect of gender in the R.M. customer
loyalty relationship. The result showed that the four underpinnings of
relationship marketing are directly associated with customer loyalty. For
example in “trust/loyalty” and ‘“commitment/loyalty” factors, women are
significantly more loyal than men, and in “conflict handling/loyalty,” males
are more loyal than females. In the “communication/loyalty” factor, there were
no differences between the two groups, so gender has no effect on this factor.

Key-words: ender, customer loyalty, customer pyramid, customer value,
relationship marketing, customer alchemy
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