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The antecedents of customer loyalty: A moderated mediation

model of customer relationship management

quality and brand image
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5.2. Managerial implications

Our findings have important practical implications for practitioners, particularly those in
service firmssuchasautomotiveretailers.First,by empirically testing the key drivers of
customer loyalty, this research seeks to provide managers with strategic tools that drive both
beha-vioral and attitudinal loyalty. Both anecdotal and empirical evidence attests to the
nature and complexity of managing customer loyalty in retail firms such as car dealerships.
As discussed above, this is mainly due to the intense competition and the commoditization
of services in such industries. Therefore, our findings seek to inform managers re-garding
what factors to prioritize to generate higher levels of loyalty, hence helping them to
strategically position their customer retention investments.
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