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Abstract

This study aims at identifying the direct, indirect and overall impact of corporate social
responsibility and advertising on customers’ loyalty, by analyzing the mediating role of corporate
reputation and trust. The study has been applied on customers of Mobile Phone Services.

Depending upon Resource-Based Theory & General Theory of Marketing and by analyzing the
previous studies and identifying research gab, ten main hypotheses have been formalized

The study population consisted of customers of mobile phone services companies (Vodafone,
Orange, Etisalat, We) in Gharbia Governorate. The data of the field study were obtained by make
the survey list available online via internet. The number of completed and valid questionnaires
suitable for statistical analysis reached 367. For the purposes of testing the study hypotheses and
the validity of its model, Structural Equations Model (SEM) was placed on using AMOS.20
package.Based on analyzing the results and testing the study hypotheses, it was concluded that
the direct impact of social responsibility on customers’ loyalty is significant, but the direct impact
of advertising on customers’ loyalty is insignificant. There is also a significant impact of both
social responsibility and advertising on the corporate reputation and trust, Results also revealed
a significant impact of corporate reputation and trust on achieving customers’ loyalty.Finally, the
results indicated that the indirect impact of social responsibility on customers’ loyalty through
corporate reputation and trust is significant, and the indirect impact of advertising on customers’
loyalty through the corporate reputation and trust is also significant at the level of ,05.

KEYWORDS

Corporate Social Responsibility¢ Advertisingt Corporate Reputationt Trust¢ Customers’
Loyalty.
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