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The Impact of Corporate Social Responsibility on
Loyalty Customer Due to the Mediating Role of
Service Quality and Satisfaction Customer in the Hotel
Industry (Case Study: Five Star Hotels Tabriz City)
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Samira Mohammadi’

Abstract

The importance of corporate social responsibility is on the rise and has an
important place in the hotel industry. One of the main reasons for increasing
the company's social responsibility in the hotel industry is that corporate
responsibility affects customer loyalty when hotels are faced with a highly
competitive business environment and increased customer expectations.
Today, hotel customers are subject to multiple negative effects, some of
which can be reduced with respect to social responsibility. The provided
present research aimed The impact of corporate social responsibility on
loyalty customer due to the mediating role of service quality and
satisfaction customer in the hotel industry in Five Star Hotels Tabriz City
including: El-goli pars and Shahriar hotels has been done. The data required
for this research has gathered by questionnaire with available non-random
sampling method through 5 stars hotels guests of Tabriz City.In terms of
audience, the present research is practical, in terms of purpose, descriptive,
in terms of data collection, survey, and in terms of time, it is in the field of
cross-sectional research. Also, It has been used structural equation modeling
through the SMART PLS software to analyze data. Statistical population of
this research has considered all guests of the Five stars Hotels Tabriz City.
Provided results showing that corporate social responsibility on service
quality , satisfaction customer and loyalty customer has a significant and
positive impact . service quality on satisfaction customer and loyalty
customer has a significant and positive impact. and impact of customer
satisfaction on loyalty customer is positive and significant.

Keywords: Corporate Social Responsibility, Service Quality, Loyalty
Customer, Satisfaction Customer, Tabriz.
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