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ABSTRACT

1. Introduction

In today's world, the real mission of organizations is fulfilling the needs
and demands of customers and providing solutions that lead to their
loyalty (Yavas, 2009). Brand loyalty is an important business strategy to
achieve long-term success and a deep psychological commitment for
repurchasing and patronage of one or more items (Gérska-Warsewicz
and Kulykovets, 2020). Interactive marketing of products and services is
considered as one of the significant and influential factors in the
formation of customer loyalty and also an important concept in
marketing to maintain and develop customer loyalty that its main goal is
developing relationships with them (Jahanzaib, Niazi, Hamid, and
Ghaffar, 2018). Interactive marketing can influence brand fascination.

Brand fascination is a basic emotional and completely positive attitude
toward a specific brand that translates into emotional attachment and
related behavioral factors (Qorbanzadeh et al. 2020). Besides, brand
loyalty in the long term leads to institutional reputation and attracting
customers. Organizational reputation is important for attracting new

customers. This shows loyalty to organizations that have better economic
performance and reputation (Mahmood and Haider, 2020). Accordingly
the purpose of this research is answering this question that, what is the
mediating role of brand fascination and organizational reputation on
brand loyalty in Lorestan Post Bank?
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2. MATERIALS AND METHODS

The research method is applicable in terms of purpose and it is a
descriptive survey research in terms of nature. The statistical
population of this study is customers who have used the services of
Post Bank in the branches of Lorestan province for at least one year,
which are assumed to be unlimited due to their uncountability. The
sample size was set at 384 people for an unlimited community. Also,
Non-Probability Sampling Method was used. Four standard questions
were used to collect data about demographic characteristics and 44
questions were related to research variables. Data were analyzed in
two parts; descriptive statistics using SPSS23 software and inferential
statistics using structural equation modeling and Lisrel software. The
guestionnaires related to interactive part were taken from; John, Janda
and Mosley (2011), brand fascination from Batra, Ahoya and Bagozzi
(2012), organizational reputation from Loma-Aho (2008) and brand
loyalty from Koster and Lim (2003).

3. RESULTS AND DISCUSSION

Tablel. Description, Reliability, and Validity Role of research variables

, Cronbach's | Elongation | skewmess | 2 -

AVE alpha coefficient | coefficient Average Veriable

44 5 542 -230 3.79 Trust

47 .69 -438 -.103 375 commitment

48 64 -138 -377 3.69 | Communications | [nferactive
— ared val marketing

48 70 -223 -.184 3.84 Shared value components

65 62 -474 -.183 385 Empathy

49 64 -.042 -397 372 interrelationship

12 90 021 357 3.78 interactive marketing

76 92 -.190 -200 381 brand fascination

61 87 700 -762 391 Institutional reputation

.68 91 533 -433 3.99 brand loyalty




According to the tablel, results indicate that the medium observed
(experienced) average is more than 3. The values show the normality of
data distribution for all variables. The value of Cronbach's alpha is
greater than 0.7 and the value of extracted variance (AVE) is greater
than 0.5.

Table2. The final values (fitting) of the research

F | e | cm | wwm | NE | AcE | om | ewmr | MSE | g | P
A indices
96 90 96 96 91 83 31 73| 015 | ves Amt”““
Confir | Confir | Confir | Confir | Confir | Acceptabl | Confir | Confir | Confir | Confir Result
m m m m m e m m m m

According to the results of Table 2, the final research model has a good fit.

Table 3. The results of research hypotheses

The result S
of the Slgulflrcauce Pi.“.h Hypothese Row
q level coefficients -
hypothesis
Confirm Direct 7/92 Direct 0.53 Interactive marketing on brand loyalty with the 1
Indirect 6/17 Indirect 0.46 mediating role of brand fascination
Confirm Direct 81/10 Direct 0.77 Interactive marketing on brand loyalty with the 5
Indirect 95/3 Indirect 0.75 mediating role of organizational reputation N

The results of this research indicated that if Post Bank makes an effort
to quickly solve the problems and dissatisfaction of customers and
provides suitable solutions to deal with customer complaints, it will
make customers loyal to the Post Bank brand. The customers' positive
mentality of Post Bank's personnel makes them able to trust them, and
also the reliance of the customers on the employees in important
matters and the establishment of long-term relationships with the
employees makes the customers feel pleasant and belong to Post
Bank. Employees should create mutual respect in interaction with
customers and actively solve customers' issues and problems, be
friendly and respect the customers' dignity, so that they would be
encouraged to use the bank's services and the services offered by the
bank would be attractive to customers. Employees regularly and
continuously introduce the new services of the bank to the customers



and provide them correct, up-to-date and timely information, so that
the customers understand the Post Bank services and take the lead in
using them. Post Bank's environment should be in a way that
customers feel safe in interactions with employees and establish
intimate, friendly and respectful relationships with them, which will
increase loyalty to Post Bank among customers.

Keywords: brand loyalty, interactive marketing, brand fascination,
organizational reputation, Postbank.
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