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Abstract

In the competitive environment of banks, creating value through effective relationships
with customers is very important. To survive in this environment, banks need to provide
new and cost-effective services to their customers. Customer loyalty and maintaining
profitable relationships with them is one of the main priorities of banks. The purpose of
the current research is the relationship between strategic orientation and loyal customers,
emphasizing the marketing capacity. The mentioned research was applied in terms of
purpose and in terms of the method of collecting descriptive-correlational information and
in terms of field implementation. The statistical population includes all employees of
Sepah Bank and several clients of Ardabil City, and the sample number was selected
based on Cochran's formula of 384 people. The main tool for collecting information in
this research was three types of standard questionnaires. The collected data have been
analyzed using SPSS and LISREL software. In this research, the path coefficients for
different components of the hypotheses have been investigated. The results have shown
that customer orientation, competitor orientation, cost orientation, innovation orientation,
marketing capacity, and strategic orientation all significantly affect customer loyalty.
These findings show that banks' strategies and strategies significantly affect customer
loyalty, and effective planning in this field can help improve customer relationships and
increase banks' income.
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