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Investigating the effect of effective factors on customer-oriented culture in Gharz
al-Hasna Bank of Mehr Bank of Iran in Kermanshah province
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Moslem Omidi

Abstract

Today, many service companies and organizations have embraced and acted on new
marketing concepts. They have realized that focusing on customer needs means paying
attention to quality and providing customer service, So every organization strives to be
customer oriented. The main purpose of this study is to investigate the effect of factors
affecting customer-oriented culture in Gharz al-Hasna Mehr Bank of Iran in
Kermanshah province. This research is applied based on the purpose and descriptive-
survey based on the nature of the method. The statistical population of the present study
includes the customers of Gharz al-Hassaneh Mehr Bank branches in Kermanshah
province. Using Morgan table, 384 people were selected for the research sample. The
data collection tool is a standard questionnaire whose content validity has been
confirmed by experts and its reliability has been confirmed using Cronbach's alpha
coefficient (0.90). LISREL software was used to analyze the data. The results showed
that service quality (0.88), responsiveness (0.80), communication and contact (0.77),
availability (75) and service innovation (/ 830) on customer-oriented culture in Gharz
al-Hasna Bank Mehr Iran in Kermanshah province have a positive and significant
effect.

Keywords: customer, customer orientation, customer orientation culture, service
quality.
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