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Abstract

Background and Objective: The purpose of this research is to investigate the effect of online
customer relationship management tactics on customer's willingness to support green with the
mediating role of perceived green risk.

Material and Methodology: This research is descriptive-correlational in terms of practical purpose,
in terms of data collection method and quantitative research. The statistical population of the research
was the customers of green household appliances in Lorestan province, and due to the unknown and
unlimited size of the population, 384 people were considered as the research sample using Cochran's
formula. These people were randomly selected.

Findings: The data collection tool was a questionnaire, the reliability of which was confirmed through
Cronbach's alpha test. For data analysis, the normality test, correlation test and structural equation
model were used through Imus and SPS software.

Discussion and Conclusion: The results of the structural equation model test showed that the online
customer relationship management tactic has a negative and significant effect on the customer's
perceived green risk and a positive and significant effect on the customer's desire to support green.
Also, the perceived risk has a negative and significant effect on the customer's willingness to support
green. In this research, the mediating role of perceived green risk in the effect of online customer
relationship management tactics on customer willingness to support green was rejected.

Key words: Online Customer Relationship Management Tactics, Perceived Green Risk, Customer
Green patronage.
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Figure 1. Research conceptual model
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Figure 2. SEM in non-standard mode
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Table 6. Summary of SEM results on hypotheses without the mediating role
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Table 7. Summary of test results of hypotheses with the mediating role
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