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The effect of Competencies of frontline workers on brand
promotion with the mediating role of brand image and the
moderating role of customers' perceived social responsibility
(Case study: Ayandeh Bank customers)

Seyed Alireza Mosaviyon *
Shahram Dilmagani 2

Abstract

The increasing competition between companies and brands operating in various industries has
made it essential to pay attention to the brand-building behaviors of employees. Companies
and organizations operating in competitive environments must pay close attention to how their
employees interact with customers. Given the importance of this issue, the present study
examines the effect of Competencies of frontline workers on brand promotion with a mediating
role in brand image and a moderating role in perceived social responsibility of Ayandeh
customers. The research method is descriptive-survey. A questionnaire was used to investigate
the research topic. The questionnaire was distributed among 384 customers of Ayandeh Bank
by simple random method and the data was analyzed using Smart PLS statistical software. The
results show that the competencies of frontline employees have a positive and significant effect
on brand promotion with a mediating role in brand image and a moderating role in perceived
social responsibility of future customers.

Keywords

Characteristics of frontline employees - Brand promotion - Brand image - Customers'
perceived social responsibility

1. Master of Business Administration, Marketing Major, Islamic Azad University, Central Tehran
Branch ,Iran ("Corresponding Author: Mosaviyon@gmail.com).

2. Master of Technology Management, R&D Major, Islamic Azad University, South Tehran Branch
JIran (Dilmagani20@gmail.com).


mailto:Mosaviyon@gmail.com

