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Due to increased competition among banks, marketing strategies that focus on
customer retention in the long term and cannot be easily copied by competitors is
very important. Promoting customer loyalty is one of the most important customer
retention strategies. Research literature shows that a variety of factors can affect the
customer loyalty in bank, which the services quality, corporate image and customer
satisfaction are among the most important factors. The main purpose of this study is
to investigate the effect of service quality on customer loyalty, with considering the
mediating role of the corporate image and customer satisfaction in the branches of
the Melli Bank in Guilan province. This research is applied type in terms of purpose
and it is descriptive in terms of the research nature. It is a survey based on the
method of data gathering, and in terms of data nature, is a quantitative research. The
statistical population of this research includes all customers of the Melli Bank in
Guilan province. For sampling, non-random and Convenience sampling method is
used. The data were collected through a survey method and using a questionnaire
328 people. Validity of the research questionnaire was evaluated and by content
validity and factor validity and Confirmed. Also, its reliability was calculated and
approved by Cronbach's alpha coefficient. To test the research hypothesis, structural
equation modeling was used by LISREL software. The findings of the research
hypothesis test indicate that the services quality of bank directly has a positive and
significant effect on customer loyalty. Also, the service quality can lead to bank's
customer loyalty by influencing the corporate image and customer satisfaction. In
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other words, it can be concluded that the corporate image and customer satisfaction
play a mediating role in the relationship between service quality and customer
loyalty. Keywords: Service Quality, Customer Loyalty, Corporate Image, Customer
Satisfaction, Structural Equation Modeling.
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