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Abstract

Corporate social responsibility is a concept that has recently found a place in today's world,
especially in large organizations. Corporate social responsibility is related to the company's
responsibility to society, people and the environment in which the company operates, and this
responsibility goes beyond economic and financial goals. As a result of the present study, The
impact of corporate social responsibility on customer loyalty in banking industry (customers of
Bank Mellat, Tehran branches) has been investigated. This research is descriptive-correlative
in terms of purpose, application and research method. The statistical population was customers
based in Tehran in 1400. The sample size of 384 people was selected by available and easy
sampling method. The data collection tool of the research variables was a standard
questionnaire that in order to assess its validity, confirmatory factor analysis was used and to
assess the reliability, Cronbach's alpha and combined reliability were used. Data were analyzed
using structural equation modeling method using SPSS and PLS software. The results of the
research "express"” the positive effect of the company's social responsibility on the loyalty of
Bank Mellat customers. The results also show that the trust and quality of e-services is
mediated by variability, which plays a role in the relationship between corporate social
responsibility and customer loyalty.
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