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Investigation the Mediator role of gratitude and commitment between
relationship marketing and customer loyalty

(Case of: Five Star Hotels in Tabriz)
Abstract:

Today, the use of tourism potential is important for all countries. Meanwhile, behavioral issues are
very important with tourists who have different cultures. Gratitude, the length of customer shopping is
one of the most important and vital elements in dealing with tourists. The purpose of this research is
Investigation the Mediator role of gratitude and commitment between relationship marketing and
customer loyalty. Data collection was done through 390 questionnaires among tourists residing in five
star hotels in Tabriz. The relationship between variables was investigated through structural equation
modeling with AMOS software. The research results show that Relationship marketing on gratitude,
commitment and loyalty of tourists has a positive impact. Gratitude and commitment has a positive
impact on customer loyalty. Also, the role of mediation of gratitude and commitment was confirmed
in the relationship between relationship marketing and customer loyalty.

Key words: relationship marketing, gratitude, commitment, customer loyalty
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