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Abstract

Customer loyalty, their retention and the effective factors to them are strategic challenges for
companies to deal with in the competitive marketplace and require them to expense for
comprehend and cognition issues and finding applicable remedies to reinforce the customer
loyalty and their retention. Because the more rivalry and getting closer to quantity and quality
services which can attract customers' intention and make them as permanent customers, the
more essential and vital would be presenting such services. Branding is one of the important
items which have a great effect on customer loyalty. Brand reputation and validity has been a
significant context in marketing since 1980, which is a value added for companies and
organizations created by the brands.

This research has focused on the effect of brand validity on bank customers' loyalty in Guilan
province. The purpose of this research is the application. The control variables, the type of
non-experimental research and branches of descriptive solidarity. population in this study are
customers of Melli banks in the province.

Required information has been gathered with the questionnaires by software (i.e.. SPSS,
LISREL 8.54 and Statistics17) and then has been analyzed. The results confirmed hypotheses
numbers 1,3,4,5 and 7 but hypotheses 2, 6 and 8 rejected the results are as follows:

Brand validity does not have a direct impact on loyalty commitment. Brand validity has a
direct impact on customer satisfaction and continuous commitment. Satisfaction has a direct
impact on oral recommendation and an adversely impact on tending to change the brand.
Loyalty commitment has a negative impact on tending to change the brand and has no impact
on oral recommendation. Satisfaction has no impact on loyalty commitment and also on
continuous commitment

Keywords:

Brand validity, Brand Loyalty, Customer Satisfaction and Commitment.
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