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Relationship quality as an antecedent of customer relationship

proneness: A cross-cultural study between Spain and Mexico

!4.793

-

JolS ouds daz )5 dllie dpd Sl ddilun doz )3 )1 Glawd g5 L

dolé SIS ol cdlie owedSS) dsend b ol oy (iolg JB) 9y8 Ceyd b

ao,e wlul il 089 ,9



http://iranarze.ir/relationship+quality+antecedent+customer+relationship+proneness

()

% JTd UIJ__Il

539-L1> sLaULS ol5ig 43

7 Conclusions

Taking as a reference the context of the banking industry, this study
demonstrates the contribution of RQ to CRP in online channels. In
addition, it htshows that culture often matters: for example, while in
the Mexican context bo MO and KM have no influence over RQ, in
the Spanish case they do, and significantly. Furthermore, while the
impact of perceived investment influences both cases, its intensity
also differs depending on the country of reference. Finally, our data
suggest that we may consider RQ as an antecedent of CRP in both
countries, although its impact is stronger in Spain than in Mexico. The
different scores that Hofstede's (2001) framework ascribes to each
culture with of regard to the LTO dimension justify these results and
reinforce the importance considering the need to adapt to local
cultures, even in globalized business .contexts

35 A 7
Ol gl ol s e (las W1 gla JUES 52 1y CRP 4 RQ pge o SIL Comio dia 30 e 5 (tlaie 4y dallba ol
30 poll Wyl RQ o 5,305 2t KM pd 5 MO s o50iSa 32 45 o o altis s sagls Casatd] S i) o5 4o o
s 35 01 Gad oyl o ayg0 50 50 0 005 Sy IS alae 136 oS o 50 g aiyls gogl LB 36 LT Liked
53 3535 53y 0CRP didy Olaie 4 HRO il o la o5 1m0 o (5 Lo slis 0ol aZlgd 5o, Ced Ooslitia moryo jdS 40
L S o 4 Hofstede (2001) 5.5 o olina gl jlaal adly (o K3 51 5 68 Lilead 5o OF 16 a2 81,y s
3 by loa sl Simgd Uy Bl 4y 3L GBS s Coadl 3 U e dogi | pulth gal o e yelass LTO dsy s dogs

S o gl 33 i ol B3

D dgs

o g oS 0 da 3 o 4y 6l bligo doz 3 31 o 4 s 3
Aol SlS o) line LuadSS) dsend b ol o (Liolng L) oy9

ao,e Vbl il 0l8ing,9



http://iranarze.ir/%D8%AC%D8%B3%D8%AA%D8%AC%D9%88/
http://iranarze.ir/relationship+quality+antecedent+customer+relationship+proneness



