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Abstract:

The research aims to test the mediating role of customer citizenship
behavior in the relationship between customer experiences and
customer repurchase intention: the moderating role of corporate image
applied to customers of mobile phone companies — Beni-Suef
Governorate, numbered 350 individuals. The data has been collected
through survey lists, with a response rate of 91%. Based on structural
equation modeling, The Results indicate that the research sample has a
moderate to high awareness of the dimensions of the research variables
(customer experiences, customer citizenship behavior, repurchase
intention and corporate image). Moreover, the research results show the
existence of a direct positive significant effect relationship between
customer experiences and customer citizenship behavior; between
customer citizenship behavior and customer repurchase intention; and
customer experiences on customer repurchase intention, in addition to
the indirect effect relationship of customer experiences on customer
repurchase intention through the mediating role of customer citizenship
behavior, The results of the study also show that corporate image
contributes to modifying the relationships proposed for the research
model.

Keywords: customer experiences, customer citizenship behavior,
repurchase intention, corporate image and mobile phone companies.
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Source: Christopher Meyer and Andre Schwager (2007). Understanding Customer
Experience, Harvard Business Review,85 (2), 116-126.
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el Bale) & slad ()

Llgs syl A)Ss b JiaT spdl) sale) 4 slad of Ald) cilubal) (e pad) s
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