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Brand relationship quality as a mediating variable
between Customer Experience and Customer
Citizenship behavior: Applied to Mobile Phone
Companies in Egypt

Abstract

This research aims to determine the nature of the relationship
between customer experience and his citizenship behavior toward
this brandin light of the mediating role of customer relationship
quality of mobile phone companies in Egypt, in addition to
determining the nature of the relationship between customer
experience and his citizenship behavior toward this brand. The
relationship between customer experience and his relationship
quality with this brand, as well as identifying the components of
each of (customer experience, brand relationship quality, and
customer citizenship behavior). The researcher relied on
questionnaireas a tool for collecting data, and it was distributed to
a stratified sample of 400 individual from the customers of mobile
phone companies in Egypt.

The research results concluded that there is a significant
relationship between customer experience and his brand
relationship quality with it, the existence of Significant
relationship between brand relationship quality and customer
citizenship behavior towards this brand ,It has also been
confirmed thatthe role of mediation of brand relationship quality
in the relationship between customer experience and his
citizenship behavior towards this brand was also confirmed, and
that this mediation is partial mediation and not full mediation.

Keywords: customer experience, Brand Relationship Quality,
customer citizenship behavior.
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