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Abstract

The purpose of this study is to present a customer coaching model and its impact on customer
citizenship behavior. The method of the present research is qualitative and Grounded theory
type. In order to understanding the most important components and the relationships between
them, in-depth interview method and secondary data have been used. The results of data
analysis are in 15 main dimensions that have been analyzed by Maxqda software and finally,
by extracting the relationships between them, a model has been presented to achieve a correct
understanding of customer coaching.

The results show that several factors define the customer coaching model. Each of these factors
is divided into several sub-categories, including causal conditions (components, characteristics
and tasks of coaching), contextual conditions (Barriers and constraints, Individual
characteristics of the client), and strategy (Marketing coaching, social learning, Team
coaching, Multidisciplinary coach, appropriate model with the audience, environment and
types of phenomena). The moderator (indirect trainers), the central phenomenon (customer
coaching) and the consequence (customer citizenship behavior, valuation and value creation,
growth and prosperity).

The findings of this study indicate that by creating a culture and providing cultural contexts, it
is possible to employ (from inside or outside), train and employ business coaches, as well as by
training employees who have a direct relationship with customers and turn them into The title
of customer consultants, not just salespeople, and the implementation of programs that
consider their customers not as mere customers but as citizens of this store, helped to further
advance this store towards customer orientation.
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