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Abstract

The purpose of the present study was to investigate the effect of social support on
customer satisfaction and citizenship behavior in online brand communities. For this purpose,
5 hypotheses were designed. The statistical population of this study consisted of 384 of the
Snap customers; Zoo et al. (2016) questionnaire was used which according to the normalities
of the variables, factor analysis and path analysis were performed by the software of Emus.
The results showed that customer satisfaction has positive effect on providing feedback to the
company. Customer satisfaction on the company's customer offers It has a positive impact.
Customer satisfaction has a positive impact on helping other customers of the company.
Information support has a positive effect on customer satisfaction. Emergency support has a
positive effect on customer satisfaction.

Keywords: Citizenship Behavior, Assist to Other Customers, Customer Satisfaction,
Information Support, Emotional Suppor



P g
-.__-t‘
Takestan Higher Education Institute

Dissertation submitted to graduate studies office in partial Fulfillment of the
requirement for the degree of Master of Arts In Management

Title

TASIR HEMAYAT EJTEMAIY BAR REZAYAT MOSHTARI VA
RAFTAR SHAHRVANDI DAR JAVAME E BERANDE ONLINE

Supervisor
Arash haj karimi

Dr. Saeed mohammad lou

Advisor

Dr. Elyas shivanian

Writing

Hamidreza danesh

Summer 2018






