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Abstract

The purpose of this research was to investigate the effect of emotional intelligence of employees on customer loyalty
from the online platform with regard to the mediating role of relationship quality in the banks of Gilan province. The
statistical population is 768 people all the customers and employees of banks who used the bank's online setvices in the
period of the autumn season of 2021. According to the research, this number was. In order to estimate the sample size,
the Cressy-Morgan table was used, based on which the number of people in the sample was determined to be 258
people. The results showed that emotional intelligence of employees affects the quality of relationships between
customers and service providers. Also, the results showed that the emotional intelligence of service workers affects the
quality of the relationship between customers and online platforms. The results indicate that the quality of the relationship
between the customer and the service provider affects customer loyalty to the online platform. The quality of the
relationship between customers and online platforms has a significant relationship on customer loyalty to online
platforms. The results indicate that the quality of the relationship between the customer and online platforms plays a
mediating role in the relationship between emotional intelligence of setvice employees and customer loyalty to online
platforms. The results showed that the quality of the relationship between the customer and the service provider plays a
mediating role between the emotional intelligence of service employees and customer loyalty to online platforms.
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Figure 1- The conceptual model of the research [1].
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o oz doliiow p OYlgw oyles g sadlge  pdie pb

[1] oL, e 5 55 1,2,3,4,5 s igm
° 6,789  clusgiitedbl,cois  adliiny

10,11,12,13 priih by oy abal) ol

14,15 ,16 RN

Sl oJﬂTMWﬂéuw)ﬂ LS‘J’CLJJJSLSL‘ST‘-“.,}*&@U’YJ-’A’:)b



i S pulado (512 EldgyS ST polie =Y Jguz
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Table 5- Variable description of emotional intelligence of employees.

obyly Gl Byl (o Sle (gt S ol greTy
0.34 0.5982 34512 5 1.76 258 oS olbms hea

Sloas pllaiesall g b ytde (o abal) CodeS jiie hrog -V-V-0

Sl <0 e 5t T Lzl o a8 (ghls Sleds plSazasal) 5 0l it alaily kS e T gk 3allas
1 il o uSle 31 3VL edalmwsty oSSl &Sl @ am 55 b .ol #1110 Ll ls 5 /VAOY Jlams Sl >l F/Y 10

.J)lb )\JB wﬂl‘\'a cla.u BE ol WL}- B Oleds U@M"Aﬁ‘)‘} QL.:')L:«A O A.E.ab %s

loas Buiasalyl g ol e (r alal) CodeS o pogs -F Jgu
Table 6- VVariable description of relationship quality between customers and service providers.

obyly Gl Bl (o Sle (e S ol pre sy
0.665 0.7852  3.3665 5 135 258 ©leas pBamoally obyiie o aaly cois

ol pyaaly g ol yitie o alail) CudS jaiie Chogs Y-V -0

FIEAVA S5l 0 Jldie o 5 e M AN lal &}ng‘JOiWTr%}QQJ&LAwU@\)%WVJJJ?&UQO
dasly CoiS 1 il oo 0l 5 5V sdeliimst (:Kle aS ol a5 b ool 11OA il ls 5 +/1AYY Sl O3l ool

J)l))\}wué«))dMWL})J“%"’?f;&‘jOLﬁ}:ﬁAu,:;

ot il 5 (3l yiten (o bl Condn o hogi -V Jgoiz
Table 7- Variable description of relationship quality between customers and the online platform.
oolboly Ll Syl il e peS Olus i
0.58 0.6921  3.4978 5 191 258 T pjhth g byt o alal, udS




Ml il 2o (g 2o Il uicie Cirogs -¥-V-0

Olpal FIOVY0  SKils 0 Hldds 5 A M ET Jlasl o S Syl JWTr%@LS%A Ssls e A J g las
GMls 1 il oo (1) 6k pSSls 5 VL odalasas o Sols aS el a5 b sl /TN L5l l5 5 1 TAEY Lo

213 513 (nlis pedaes 53 s anal 53 T p il 4 (g 2

W o ity 9 (g s (g 10y o Ciunogi -A Jgu

Table 8- Variable description of customer loyalty to the online platform. Ve
oololy Ll Syl il ey pkeS Olus o
0.610 0.6847 35135 5 1.46 258 ST o ezl a4y (g i 5,08y

SR Joo (il oy - Y0

JM.’D%UASJ}:&»)JAUJ;JA Q)MJISJ.UJL;)\:.—»L»JM ‘L;JSUU"\ d-l.duféuw)bd.uu:)\)v Sy
L;LAWﬁUj”JTJJ‘JJ‘m)l"‘&E’” ¢JJ.AU:-')‘J;.\:[U)‘J..:J)‘quLs)LATMJA;)‘ D-L:"d)jT@-?'dL‘h°>‘>\fu:~“j2
j)}bwﬁﬁ‘wsﬁjk&@ %) ‘Laﬁmmloy;o Lg\.&n)\bb‘)‘msmart PLS)L,;Q‘(J.’ .L’Z:Lw U:"aj:"-:
S AS oyl g)lsline ol Sl s Jue O KK 5 sl bl Colpio reds Sl 55 € KE O 0,5 0

S pden el b s 5 ol el aanlo 3 0503 5 S 5 ol 6,8l sadie 531 5 s ko salas

010 011 Q12 013
Q2 ogop 08%6 0870 ggg)
@
Q4 0459
Q5
Q
0901 0447

Q6 QL
ko o1 o5 "
R _-((]]88513;_’ =
0579 T
*__0.910/ . Q6
o S e S sy
i ol 24 e
g bl
Slead o Enzs

2000 ylusliw] cul o (oS Sl 5o g (2US Jow - F U
Figure 4- The final model of the research in the standardized coefficient estimation mode.
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Table 12- The results of the model’s divergent validity study based on Fornell and Larcker's matrix.
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Table 14- Path analysis results in the structural model.
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