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Abstract

Purpose: Nowadays, in addition to developing strategies to attract new customers and make deals with them, companies have also sought to
retain existing customers and create a lasting relationship with them. In other words, they have realized that losing a customer is more than
losing a single sale item, it means losing the entire flow of purchases that the customer could have made during his or her lifetime or the
petiod of time that he or she was a buyer of the company's products. This study aimed to investigate the relationship between relationship
marketing strategy and customer loyalty with regard to the mediating role of spiritual intelligence of employees of insurance branches in the
metropolitan city of Ahvaz.

Methodology: The present study is a descriptive correlational study. It was conducted cross-sectionally in 1403 among customers and
employees of insurance branches in the metropolitan city of Ahvaz. The statistical population of this study includes customers and employees
of insurance branches in the metropolitan city of Ahvaz. The number of customers is 10,000 and the number of employees is 600. Of which
384 customers and 384 employees were selected as the sample size based on the simple random sampling method and according to the
Cochran formula. In order to collect data, three questionnaires were used: relationship marketing strategy, customer loyalty, and spiritual
intelligence. Three types of questionnaires were used for analysis: 1) questionnaire number one, which is for measuring relationship marketing
strategy, 2) questionnaire number two, which is for measuring customer loyalty, and 3) questionnaire number three, which is for measuring
spiritual intelligence and includes 24 questions that measure spiritual intelligence based on the components of critical thinking, personal
meaningfulness, transcendental consciousness, and expansion of states of consciousness. The relationship marketing strategy questionnaire
with 32 questions and validity and reliability of 0.89 and 0.86 respectively, the customer loyalty questionnaire with 15 questions and validity
and reliability of 0.87 and 0.89 respectively, and the spiritual intelligence questionnaire with 24 questions and validity and reliability of 0.90
and 0.92 respectively were used.

Findings: All statistical analyses were performed using SPSS and LISREL computer software. The data collection method was as follows:
the researcher distributed 384 questionnaires among all customers and 384 questionnaires among all employees of insurance branches in the
metropolitan area of Ahvaz, and the sample size was collected and used for analysis.

Originality/Value: In this study, first, the variables of relationship marketing strategies, customer loyalty, and spiritual intelligence of
employees of insurance branches in the metropolitan city of Ahvaz were described, and then the relationships between the variables were
examined. The hypothesis test to examine the relationships between the variables showed that there is a relationship between the variables of
relationship marketing strategies and its dimensions, including social factors, information exchange, trust, service quality, employee system,
and customer complaint management. The customer loyalty variable is related to the components of personnel characteristics, service factors,
and organizational characteristics, and the accessibility and expansion of branches, and the spiritual intelligence variable is related to the
components of critical thinking, personal meaningfulness, transcendental consciousness, and expansion of states of consciousness.
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Figure 1- Conceptual research model [18], [50].
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Figure 2- Research implementation steps.
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Table 1- Reliability of research questionnaires.
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Table 2- Descriptive statistics of research variables.
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Table 3- Test for normality of data distribution.
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Table 4- Symbols of model variables.
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Figure 3- Standard factor loading of confirmatory factor analysis of the relationship
marketing strategies questionnaire.
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Table 5- Goodness of fit indicators of the relationship marketing strategies questionnaire.
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Figure 6- Standard factor loading of confirmatory factor analysis of the
customer loyalty questionnaire.

i
o1~ ~— ¢3¢
b oo

i ;'2; —0.0 7.36
| " -
7-09
w, o
5.24
/7‘3
/6.70

Chi-Square=241.97, df=97, P-value=0.05509, RMSEA=0.037

0L 6109 dolidiusy Jole Juoxd (t-value) Sylolias dylel -V S
Figure 7- Significant statistic (t-value) of factor analysis of customer loyalty questionnaire.

dos 51

O (51389 delidiunyy Gl 3958 S aSL -F Jgur
Table 6- Goodness of fit indices of the customer loyalty questionnaire.
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Table 7- Goodness of fit indices of the spiritual intelligence questionnaire.
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Figure 10- Results of validation of the final model of the relationship
between the variables of the first group of hypotheses.
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Figure 11- T-value statistic of the final model validation results of the relationship
between the variables of the first group of hypotheses.
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Table 8- Goodness of fit indices of the structural model of the first group of hypotheses.

IFI NNFI NFI AGFI GFI RMSEA SNl p gl
1-0 >09  >09 >09  >09 <0.1 Jsd bl ol
0.98 0.94 0.91 0.93 0.96 0.031 oudamle polio
Z .
£33 09,5 Lo} o) p

d¢i>5 C}JQJJS:LSLAArQ{} gf”))ftstﬁ U#L?(JJA.gl«x‘4$J§;Cb)japts)tb;Lw SYales Jde j‘ﬁ)L&;ﬂ‘b dki>d ¢}3Q5J§:L5L“4¢¢{} LLA>£
CM.»‘ a..\.:tr.:_mj:v' JJJ’:}JL.’AR’J" JLLV)J.))‘ wL:B\LJJ.» U'!-‘ C..w\ ol 4.1_‘)‘ \Y Jﬁ))

o
\\‘M_L
o.
. —
.
°
o.
o.
_o.
.78 —— — a
e & -~
~"o.
o «o—{IARINI-_ 5. '
P o
&
O.BE

am

T

-a7

a & & o o
4 @
LI
wk{aooo
ey P
L) 3

0.6
a.7a
o.&8
oL E

T -

Chi-Sguare=1701.3539, 4Af=373, P-valus=0.03462, RM3IEA=Q.Q036

+£35 09,5 S5 Sl pie r B! YU Jobe Aol gl -1 Y JS&
Figure 12- Results of validation of the final model of the relationship
between the variables of the second group of hypotheses.
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Figure 13- T-value statistic of the final model validation results of the relationship
between the variables of the second group of hypotheses.
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Table 9- Goodness of fit indices of the structural model of the second group of hypotheses.
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Figure 14- Results of validation of the final model of the relationship between
the variables of the third group of hypotheses.

ol ol bl VO K5 55 55 Jde slanesls (5 lslis romi ) ool ]




b
[0

L)
a

m
P

7 _=0

Chi—Sguare=1514 .40,

e B e 5 g Al g bl ) (o)) b sl sl (i ] gy s,y

A%

B
B

o
w

N
w

N
o

w
L3

=P T \
et = -
55 3%
=
=

dfF=5%32, P—valu=e=0.05157, RMSER=0.035

9w 89S S Sla ke o by U e il S t-value oylel -10 S
Figure 15- T-value statistic of the final model validation results of the relationship
between the variables of the third group of hypotheses.
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Table 10- Goodness of fit indices of the structural model of the third group of hypotheses.
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Figure 16- Results of validation of the final model of the relationship between
the variables of the fourth group of hypotheses.
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Figure 17- T-value statistic of the final model validation results of the relationship
between the variables of the fourth group of hypotheses.
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Table 11- Goodness of fit indices of the structural model of the fourth group of hypotheses.
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