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Improving the return on investment in customer relationships the role
moderate of customer gratitude:
Analytical study of the opinions of a sample of customers of travel and
tourism companies in Iraq

Abstract:

The current research aims to investigate the role moderate of customer gratitude to improve
return on investments in customer relationships in the travel and tourism sector. Investment in
customer relationship (financial benefits, social benefits, and structural benefits) to customers. The
return on investment in customer relationship was measured (intention word of mouth, repurchase
intention, switching intention). The current research focused on the mediate role of customer
gratitude in the relationship between relationship investments and its returns. The data were
collected from the sample of the size of (220) customers of tourism companies and the scale was
built in the light of previous studies, It was tested the validity of the scale through the tools of
testing the scale was tested hypothesis of research based on some statistical tools and methods
(mean, standard deviation, correlation coefficient, Path analysis). The research concluded that the
research empirically demonstrates that gratitude plays an important role in understanding how
relationship investments increase customer intention to repurchase and word of mouth intention
and switching intention. The research recommended the importance of investments in customer
relationship and focus to intangible customer assets as they represent a sustainable competitive
advantage.
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Keywords: Return on investment in marketing relationships, customer gratitude, switching
intention, word of mouth.
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GRT (+)2>WOM 0.46* 2.54 Supported
The fit of the first structural model Note: 2 (122) = 132.44 (p<0.01); GF1 = 0.89; CFI = 0.92; NFI = 0.90; RMSEA = 0.05,

**p<0.01; *p <0.05
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(7)dsxall
andl S yikia oo Jages sl Ll il 3 )
Hypothesized path Sobel test Standardized coefficient
— Z-value
Direct Indirect Total Result
effect effect Effect
FNI (+)>SWI 2.56%* 33** 22%* S5x* Supported
FNI (+)2RPC 3.61* 31* 19* .50%* Supported
FNI () 2>WOM 2.33* 42% 19* .61* Supported
SOI (+)2>SWI 3.76* 39% 24* .63% Supported
SOI (+)2RPC 3.43%* 29% 26% S5% Supported
SOI (H)>WOM 2.42%%* 28%* 28%* S6** Supported
STI (+)2>SWI 2.11** 38* 24 %% .62%* Supported
STI (+)2RPC 3.43* 34* 23* ST Supported
STI (+)=> 2.33%* A41* 14%* S5** Supported
, NFI=.93, AGFI =937, RMSEA = .058.., ** p <0.01; * p < 94The fit of the first structural model x2 (824.11) =506, CF1=.
0.05 .
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