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Investigating the Effect of Customer Relationship Management on

Customer Benefit with the Mediating Role of Customer Satisfaction

and Brand Image Moderation (Case Study: Car Dealerships)
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Abstract

The present study aims to investigate the effect of customer relationship management (CRM) on customer
utility with an emphasis on the mediating role of customer satisfaction and the moderating role of brand im-
age. This study is applied in terms of its purpose and has a quantitative approach, using a survey method and
a structured questionnaire. The statistical population includes customers of car dealerships with experience in
purchasing or receiving after-sales services, and a sample of 384 people was selected using the Morgan table
using the available random sampling method. Confirmatory factor analysis and expert opinions were used to
assess the validity of the questionnaire, and Cronbach's alpha coefficient was used to examine the reliability,
with values above 0.70 reported for all research variables. The data were analyzed using descriptive statistics,
inferential statistics, and structural equation modeling (SEM). SPSS26 and LISRELS.5 software were used
to analyze the data. Also, hierarchical regression and Seville test were used to examine the moderating and
mediating roles, respectively. Finally, the results of the study showed that CRM has a significant impact on
customer benefit and this impact is strengthened through customer satisfaction and brand image. Finally, a

.practical suggestion was presented based on the results obtained
Keywords: : Customer Relationship Management (CRM), Customer Benefit, Customer Satisfaction, Brand Image,

.Automotive Industry
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