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Abstract

Purpose: The purpose of this research is to investigate the effect of service quality and perceived value on customer loyalty with
mediation effects of customer satisfaction and participation.

Methodology: This research is a descriptive survey method for data collection purposes. The statistical population of the study consisted
of clients of the Sepah Bank Branch in Zanjan. The stratified random sampling method was used and the sample size was 290 using
Cochran's formula according to the unrestricted statistical population. Data wete analyzed using a questionnaire with a reliability of
Cronbach's alpha higher than 0.7. The supervisors, consultants, and a number of experts approved the validity of the questionnaire. In
this research, the Kolmogorov-Smirnov test was used to investigate the type of data distribution and Spearman's correlation coefficient
was used to examine the correlation between variables using SPSS-25 software. Also, to study the hypothesis, structural equation
modeling (SEM) with a partial partial least squares (PLS) approach was used by Smart PLS software.

Findings: The results of the research confirm the impact of service quality, perceived value, satisfaction and customer participation on
customer loyalty and the impact of service quality on customer satisfaction and customer satisfaction on customer loyalty.

Originality/Value: The results also show the positive and significant impact of service quality on customer loyalty through customer
satisfaction and the effect of perceived value on customer loyalty through customer participation.
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Figure 1- Conceptual research model [29].
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Table 2- Cronbach's Alpha of the research questionnaire.
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Table 3- Matrix of correlation coefficients between the main research variables.
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Figure 2- Research model with standardized factor loading coefficients.
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Figure 3- Research model with t-values.
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Table 4- Standardized factor loadings and t-coefficients between latent variables and related questions.
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Table 4- Continued.
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Table 5- Results of Cronbach's alpha coefficient and composite reliability coefficient.
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Table 5- Continued.
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Table 6- Results of convergent validity study with AVE criterion.
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Table 7- Divergent validity results using the Fornell and Larker [32] method.
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Table 8- Results of the measurement model quality test.
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Table 9- Standardized factor loading coefficients and t-values between latent variables.
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Table 10- R? coefficients of the dependent
variables of the research.
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Table 11- Q? coefficients of research variables.
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Table 12- 2 coefficients of research variables.
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Table 13- Overall model fitting results with GOF criterion.
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Table 14- Results of hypothesis analysis.
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Table 16- Direct, indirect, and total effects of variables on each other.
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Table 18- Direct, indirect, and total effects of variables on each other.
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