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f_ j Introduction \
Keywords:

Customer Satisfaction, Green Achieving a high level of customer loyalty is considered a vital objective in the branding

Human Resource process. Loyal customers are recognized as the most valuable assets for organizations
Management, Corporate because attracting new customers is more costly than retaining existing ones. Brands play
Social Responsibility, a crucial role in fostering loyalty by creating personalized and lasting experiences
Customer Loyalty. throughout the purchasing process. Customer loyalty is examined from a relational

perspective, aiming to answer questions about the reasons and ways in which consumers
gradually become committed to a specific brand. In this context, customer satisfaction is
one of the most fundamental marketing constructs; therefore, investigating the factors that
influence customer satisfaction is a key concern for marketers, especially in an era where
consumers perceive seemingly different brands as similar. On the other hand, customers,
as potential stakeholders of a company, not only consider the economic value of
consumption but also take into account the social performance of the company. As a result,
customers are likely to experience higher satisfaction with products and services offered
by companies that implement corporate social responsibility (CSR) initiatives and
demonstrate socially responsible behavior. Given these conditions, examining factors such
as CSR that can influence customer loyalty through customer satisfaction and moderated
by green human resource management (GHRM) highlights the necessity of the present
study.

Previous research has addressed numerous issues and questions related to this study. The
impact of CSR on customer loyalty and satisfaction has been examined and confirmed.
Similarly, the mediating role of customer satisfaction in the relationship between CSR and
customer loyalty has been validated. Furthermore, the moderating effect of GHRM on the
relationship between CSR and customer satisfaction, as well as between CSR and customer
loyalty, has also been confirmed. The definitions of the variables are as follows:

o Corporate Social Responsibility (CSR): The set of actions and policies undertaken by
organizations to enhance social, environmental, and ethical values.
e Customer Satisfaction: The positive perception of customers regarding a company’s
products or services, reflecting the extent to which expectations are met.
Received: e Customer Loyalty: The tendency of customers to repurchase, recommend the brand to
22/Mar/2024 others, and maintain a long-term relationship with the brand.
e Green Human Resource Management (GHRM): HRM practices aimed at promoting

Revised: environmentally responsible behavior among employees and reducing the organization’s
22/Mar/2024  peoative impact on the environment.
Methodolo
Accepted: gy
C2 B 2 This study is quantitative in  nature, applied in  terms of its  objectives,
k -J and descriptive-correlational in terms of data collection. The statistical population

consisted of customers of Zafaran and Khoshkbar Tokli Company, from which 384
customers were selected using Morgan’s table. The sampling method was convenience
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sampling. The data collection instrument was the standardized questionnaire developed by Wang et al. To test the reliability
of the questionnaire items, Cronbach’s alpha and composite reliability were used. For assessing validity,
both convergent and discriminant validity were employed. Data analysis was conducted using structural equation
modeling with the partial least squares (PLS) approach, utilizing Smart PLS 3 software.

Findings

The results of data analysis indicated that: CSR has a positive and significant effect on customer satisfaction. Customer
satisfaction has a positive and significant effect on customer loyalty. CSR significantly influences customer loyalty through
the mediating role of customer satisfaction. GHRM significantly moderates the effect of CSR on customer satisfaction.
GHRM significantly moderates the effect of CSR on customer loyalty. These findings, consistent with previous research,
confirm the key role of CSR and GHRM in enhancing customer satisfaction and loyalty.

Discussion and Conclusion \

The present study aimed to examine the impact of CSR on customer loyalty, considering the mediating role of customer
satisfaction and the moderating role of GHRM. The findings emphasize that companies should focus on social responsibilities
and adopt green HRM practices to enhance customer satisfaction and loyalty. Attention to the social and environmental
aspects of organizational activities can serve as a strategic tool for strengthening long-term customer relationships and
improving organizational performance. In other words, companies that pay attention to society and the environment in
addition to profitability can expect to have more satisfied and loyal customers. Moreover, the presence of GHRM intensifies
this effect; that is, when employees feel responsible for environmental behaviors, they can better convey the values of social
responsibility to customers. Companies can strengthen their CSR programs by focusing on environmental and social aspects
to increase customer satisfaction and loyalty. Implementing GHRM practices can amplify the effect of CSR on customer
satisfaction and loyalty; therefore, it is recommended to incorporate these practices into company HR policies. Organizing
training programs for employees on CSR and environmentally responsible behaviors can enhance positive engagement and
interactions with customers. Organizations can establish effective communication channels with customers to collect and
analyze feedback regarding CSR initiatives, thereby optimizing their programs.

Recommendations for Future Research: Examining how different types of CSR (social, environmental, ethical) separately

affect customer satisfaction and loyalty. Conducting similar research in other industries to increase the generalizability of the
findings. Investigating the role of other moderating variables such as brand trust or customer brand image.
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