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Objective: In order to understand the strategic importance of reputation, measuring
corporate reputation has gained particular importance; although researchers have
proposed several dimensions for measuring corporate reputation, the relationship between
these dimensions and antecedents and consequences is not clearly defined, and in this
study, researchers seek to achieve this in the banking industry, and specifically in retail
banking.

Method: The statistical population of the study is the customers of Sepah, Tose Tawon,
Tejarat, Mellat, Saderat, Pasargad, Parsian, Saman and Eqtesad Novin banks in Tehran,
which were evaluated based on the cluster sampling method in Tehran, in which the
stratified sampling method was used in each cluster and the non-probability sampling
method was used in each of the classes. Finally, 318 questionnaires were collected. In
order to analyze the data, considering the non-normality of the data, the structural equation
modeling method and Smart PLS software were used.

Results: The results show that in the antecedents, satisfaction has a positive and
significant effect on trust, and trust has a positive and significant effect on the 5
dimensions that constitute reputation. Also, in the consequences, only 2 variables,
customer orientation and service quality, have a positive and significant effect on loyalty,
and loyalty has a positive and significant effect on word-of-mouth advertising. According
to the results, the antecedent variables have the greatest impact on the service quality
dimension of the reputation variable, and in the consequences section, the customer
orientation dimension of the reputation variable has the greatest impact on the
consequences variables.

Conclusions: According to the results of the present study, bank reputation includes two
dimensions of service quality and customer orientation, which, relying on the source-
based and signaling theory, can be a basis for a formative/reflective approach to this
phenomenon in future research, because the identification of this approach can contribute

significantly to the development of theoretical literature in this field.
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Introduction

Corporate reputation is shaped by stakeholders' direct and indirect experiences with a company,
serving as cues that influence specific behavioral responses. In the service industry, reputation
plays a crucial strategic role because the pre-purchase evaluation of service quality is often
ambiguous and incomplete. Recognizing the strategic importance of reputation, measuring
corporate reputation has become increasingly essential. A company can have multiple
reputations, each differing among various groups and dependent on the specific context. For
instance, a company may have a reputation related to customer service, product quality,
innovation, employer branding, leadership, government relations, social responsibility, or
financial health. Additionally, there can be an overarching global reputation based on the
cumulative perception of these various attributes. This reputation may vary among different
stakeholders, as their interests and expectations of the company also differ. One of the dynamic
industries in the country is banking. Maintaining and expanding market share is crucial for a
bank's survival and growth. Reputation is a key variable in this arena; it is an intangible asset
that significantly contributes to gaining a competitive advantage. Given the importance of this
subject and the rising competition among banks, along with the influential role of reputation in
attracting financial resources and important customers, researchers have examined the
antecedents and consequences of reputation within the micro-banking sector.

Method

The study's statistical population consists of customers from the Sepah, Tose Tawon, Tejarat,
Mellat, Saderat, Pasargad, Parsian, Saman, and Egtdes Novin banks in Tehran. A cluster
sampling method was employed to evaluate the customers in Tehran. Within each cluster, a
stratified sampling approach was utilized, and for each class within the clusters, a non-
probability sampling method was applied. Ultimately, a total of 318 questionnaires were
collected. To ensure the validity of the questionnaire, content or face validity was applied. An
initial draft was created and reviewed by academic experts, and their feedback was incorporated
to develop the final version of the questionnaire. Reliability was assessed using Cronbach's
alpha, Average Variance Extracted (AVE), and Composite Reliability (CR) methods.
According to Cronbach (1951), a Cronbach's alpha value above 0.7 is considered acceptable;
in this study, the total reliability was found to be 0.971. Bagozzi and Yi (1988) suggested that
a CR value above 0.6 is satisfactory, while Fornell and Larcker (1981) recommended a

minimum AVE value of 0.5. The results indicated that all latent variables in the research
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exhibited a very good level of reliability. To test the research hypotheses, structural equation
modeling and Smart PLS software were employed.

Results

In analyzing the hypothesis regarding the effect of customer satisfaction on trust, the path
coefficient was found to be 0.680, with a t-statistic of 9.961. This value exceeds the critical
threshold of 1.96 for a 95% confidence level. Therefore, we can confidently state that customer
satisfaction positively affects trust. For the hypothesis concerning the impact of customer trust
on bank customer orientation, the path coefficient is 0.695, and the t-statistic is 10.380, which
is also greater than 1.96 for a 95% confidence level. Hence, we can affirm with 95% confidence
that customer trust influences bank customer orientation. Regarding the hypothesis that
examines the effect of trust on being a good employer, the beta coefficient was recorded at
0.657, confirmed with an error level of 9.039. For the hypothesis related to the connection
between trust and financial strength, the impact coefficient stood at 0.688, with a t-statistic of
10.555, which is significant at the 5% level. Additionally, the hypothesis assessing the effect of
trust on service quality revealed a beta coefficient of 0.718, confirming its significance with an
error level of 874.11, making it the most influential among the reputation variables. Lastly, the
effect of trust on social responsibility yielded a beta of 0.591, which was significant at the 5%
error level, with a t-statistic of 8.553. The influence of the relationship between the dimensions
of reputation and customer loyalty varied across different conditions. Among the five
dimensions of reputation studied, two had significant effects: customer orientation (with a beta
of 0.314 and a t-statistic of 2.755) and service quality (with a beta of 0.302 and a t-statistic of
2.469). In contrast, the relationships regarding being a good employer (beta of 0.074, t-statistic
of 0.584), financial strength (beta of 0.114, t-statistic of 0.827), and social and environmental
responsibility (beta of 0.063, t-statistic of 0.389) were not significant. Additionally, the
hypothesis concerning the connection between loyalty and recommendation advertising was

confirmed, with a beta of 0.685 and a t-statistic of 10.258.

Conclusions
The recent surge in the number of banks and financial institutions has increased competition

within the banking industry, making it essential for banks to establish a positive reputation. This

is a critical focus for any active enterprise. To achieve a favorable reputation, a bank must
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operate effectively at multiple levels and engage with various stakeholders. When discussing
customer orientation and the quality of services provided, it's important to consider the nature
of the services and the manner in which customers are communicated with. To enhance
customer orientation and service quality, banks should recognize that employees are the
primary point of contact for customers. Therefore, it is crucial to address the needs and
expectations of employees. By doing so, banks can cultivate greater customer satisfaction,
which can lead to increased capital accumulation. Additionally, the relationship a bank
maintains with its employees, viewed as valuable human assets, is vital. Factors such as
reliability and financial strength contribute to the assurance and confidence of customers and
shareholders, who entrust their assets to the bank. Lastly, a bank's approach to social and

environmental responsibility reflects its relationship with the broader community.
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