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Abstract :

Identifying factors affecting attraction and retention of customers

The aim of this research is identifying factors affecting attraction and retention of
customers of Sepah Bank in Tehran. In this research factors affecting attraction and



retention devided in two groups: factors related with customers and factors related
with products.

The statistical population in the present research consisted of Sepah Bank
customers in Tehran.A questionnaire was used for gathering the required data for
measurement of the research variables including customer satisfaction, trust,
psychological commitment, loyalty program membership, perceived value, product
quality, perceived fairness, switching costs , attraction and retention.

For this purpose and with due regard to the sample size,the questionnaire was
made available to 384 Sepah Bank customers who had been chosen randomly
through the two-stage cluster sampling method.Then,all the data was analyzed by
using the confirmatory factor analysis method and the structural equation modeling
path analysis,as well as the subgroup analysis interaction test (for testing the
moderating effect of the brand image) through the implementation of SPSS 20 and
LISREL 8.80 software.

This study is a survey research in terms of the gathered data and a correlation
research in terms of the investigation of relations among variables.The findings
point to the existence of a significant affection of product quality in attraction , and
retention of customers.






