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Abstract

Although Corporate Social Responsibility, Customer Value, Corporate Image and Marketing Performance have
become attractive research topics in the business literature, not much is known about their interrelationships.
Hence Prior research has examined the relationships within subsets of these concepts. Therefore, this study aims
to address this gap by developing a causal model incorporating these concepts to investigate the relationships
among them in the context of hospitals. However, main objective of the study is to investigate the mediating effect
of Customer Value and Corporate Image on the relationship between Corporate Social Responsibility and
Marketing Performance. The proposed model was tested on data were obtain through survey conducted on
managers and consultant physicians of private Jordanian hospitals in Amman. A structural equation model analysis
was conducted using AMOS 22.0 and PLS 7.0 to verify the reliability and validity of the multi-item scales and to
test the hypothesized relationships. However, the results indicate a positive direct effect of Corporate Social
Responsibility on Customer Value, Corporate Image and Marketing Performance. Result also indicates a positive
directs effect of Customer Value on Corporate Image as well as Marketing Performance. Findings also indicate
that Corporate Image has positive direct effects on Marketing Performance. Furthermore, result indicates a partial
mediation effect of corporate image and customer value. However, Findings indicate that Corporate Social
Responsibility did enhance hospital performance, yet this effect was direct and indirect .Thus, the result positions
customer value and corporate image as the primary mechanism through which the beneficial effects of Corporate
Social Responsibility are realized. The study concludes with a discussion of the research and managerial
implications of these findings.

Keywords: Corporate Social Responsibility (CSR), customer value, corporate image, marketing performance,
structural equation modeling (SEM)

1. Introduction

The marketplace today is very dynamic, vibrant and competitive. The customers are smarter, more informed, and
have an access to many channels and choices which they take little time to exercise. Customer can easily defect to
competitors who promise better offerings at lower prices (Bhardwaj, 2007). Present day business environments are
characterized by increasingly saturated markets, caused by changes in the nature of competition and an
ever-growing imperative to attain a comprehensive appreciation of customer needs. Matching the growing
complexity of the business environment has led to an ever-more diversified and demanding customer base (Barnes
et al., 2004). In an ever expanding and rapidly changing environment, companies cannot maintain attitudes
characterized by attracting customers or expanding in new markets. The key success factor to survive in mature
markets relies on sustaining long-term relationships with stakeholders (De madariaga & Valor, 2007). The
challenge all marketers face today is in finding ways of increasing customer loyalty and retention. Transforming
indifferent customers into loyal ones and establishing a long term relationship with customers is critical for
organizational success. (Bhardwaj, 2007; Alrubaiee & Al-Nazer, 2010). Nevertheless, in highly competitive
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environment, companies oriented their efforts to achieve corporate social responsibility to gain sustainable
development. It has been also found that companies aspire to achieve marketing performance by improving
deferent marketing strategies to create competitive advantage. However, according to Klink and Smith (2001)
corporate image create also a competitive advantage for the firm by successful differentiation from competitors
and thereby increase marketing performance. Likewise, Worcester (2009) found that corporate social
responsibility has been acknowledged as one of the most important factors in determining corporate reputation,
and an antecedent of corporate image. While, Narver and Slater (2000) posited that customer value has become
one of the main interests to scholars and managers, and considered as the next source of competitive advantage to
improve their performance. As well, Khalifa (2004) stated that Creating and delivering customer value is a
cornerstone of marketing and competitive strategy, in order to maximize marketing performance. Nowadays,
scholars acknowledged that health care organizations evolve in an environment characterized by the fast paced
changes (Mahadevappa, 2010). Also, it has become noticeable that there’s an increasing in the competition
between hospitals to get competitive advantages, which enable hospitals to create higher value for their patient.
However, Andaleeb (2001) pointed out, that patient satisfaction enhances hospital images, which in turn translates
into increased market share and marketing performance. On the other hand, Mattila (2009), found that CSR is
often referred to a good corporate image and reputation outside the organizations. Furthermore, Cretu and Brodie
(2007) indicated that the brand's image has a more specific influence on the customers' perceptions of product and
service quality while the company's reputation has a broader influence on perceptions of customer loyalty and
customer value. Nevertheless, despite what mentioned above, there is still a need for closer examination of the
hospital's corporate image.

Therefore, the lack of studies in this area has prompted the researcher to look closely at the antecedent of
corporate image and its effect on marketing performance. Therefore, this study aims to empirically investigate the
effect of corporate social responsibility on marketing performance. Moreover, the study aims to investigate the
mediating effect of customer value and corporate image on this relationship in Jordanian Private Hospitals. Hence,
such understanding could contribute to improving the corporate social responsibility that leads to improve hospital
performance. Therefore, this study will strengthen the existing body of knowledge by testing the relationships
between corporate social responsibility, customer value, corporate image and marketing performance in Jordanian
private hospitals. Furthermore, this study is of great value to the health service sector since it shows hospital
managers how to gain customer value, corporate image and enhance marketing performance of hospital through
the corporate social responsibility.

2. Theoretical Review
2.1 Conceptualization of Corporate Social Responsibility (CSR)

The concept of CSR is often used interchangeably with concepts such as: sustainable development, corporate
citizenship, corporate sustainability, corporate social performance, and corporate ethics (Vitezic et al., 2012).
Although, from a stakeholder perspective, CSR can be seen as a support to worthy causes, but it can also be seen
as a marketing practice with the purpose of increasing visibility rather than creating social impact. Stakeholders
always wondering if CSR is really selfless or it's just another marketing trick to maximize profits indirectly.
Nevertheless, corporate social responsibility has become an important topic, rising to a corporate priority in
management and marketing. Although, there has been growing concern by professionals and academia in the area
of Corporate social responsibility and the marketing ethics realizing the importance of conducting the business,
which takes care of the society’s interest by improving the quality of life; at the same time maximizing optimal
profit of their firms. However, McWilliams and Siegel (2001) described CSR as “actions that appear to further
some social good, beyond the interest of the firm and that is required by law”. Likewise, Labbai (2007) defined
corporate social responsibility as the continuing commitment by business to behave ethically and contribute to
economic development while improving the quality of life of the workforce and their families as well as of the
local community and society at substantial. Similarly, Vaaland et al., (2008), defined CSR as a "management of
stakeholder concern for responsible and irresponsible acts related to environmental, ethical and social phenomena
in a way that creates the corporate benefits". However, Dahlsrud (2008) views that corporate social responsibility
(CSR) presents five dimensions: social, environmental, stakeholders, economic and voluntary. Since Stakeholder
dimensions concern the way companies interact with their employees, suppliers and customers, therefore, CSR is
significant for the creation of a durable image, and has been recognized as an important factor in hospital's success.
CSR recently has been acknowledged as one of the most important factors in determining corporate Image; and
that explain a strong corporate Image can provide a competitive advantage, and stakeholders are becoming
skeptical about firms’ reasons for engaging in CSR, making it more difficult for researchers and practitioners
understand the specific consequences and effects of engaging in CSR activities (Mahadevappa, 2010). In any case,
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CSR can provide many benefits to companies: maximize sales and market share, strengthen corporate image,
attract and retain talented employees, reduce the cost, creating competitive advantage and improved customer
loyalty (Vitezic, et. al. (2012).

2.2 Customer Value

Customer value and customer perceived value are used reciprocally by marketers and scholars to refer to the value
that a customer is said to perceive and drive from product and service. However, customer value have been
defined as a consumer’s perception of net benefits gained in exchange for the costs incurred in obtaining the
desired benefits (Chen & Dubinsky, 2003).Therefore, the essence of consumer value well be as an interactive
relativistic preference experience (Holbrook, 2005). However, Paananen & Seppanen (2013) argued that the
centrality of the dynamics in the customer value literature is apparent from the various definitions of customer
value. Customer value may accumulate from terminal values through derived value until lifetime value. However,
Hult and Ketchen (2000) identified four capabilities that help the company to create superior value for customers
in: market orientation, entrepreneurship, innovativeness and organizational learning. Furthermore, it is important
to capabilities as they support companies in creating superior value in volatile markets (Narver & Slater,
1990).Although, Choi & Chu (2001) suggested that to be successful in the hospitality industry, the service
providers must provide superior customer value, and this must be done continuously and efficiently. On the other
side, from a managerial perspective, customer value has to be planned for, resources deployed to achieve the
desired level and personnel put in place to implement the plan (Ulaga, 2003). In this regard, Lindgreen and
Whynstra (2005) argued, that customer value has at least two dimensions: the total value of goods and services as
well as the relationship value, which is composed of direct and indirect functions of a customer relation. In
addition, Pihlstrom & Brush (2008) suggested that functional, convenience, emotional, social, conditional, and
epistemic value as the multiple dimensions of value. Likewise, Roig, et..al., (2009: 778) defined customer value as
a construct formed by two parts, one of benefits received (economic , rational and social) and the other of
sacrifices made (convenience, time, effort and price) by the customer. The study adopts the four value dimensions:
economic, emotional, social and functional value. However, economic value is related to perceived economic
benefits received in comparison to a monetary cost of the service. Hence, scholars found a significant role of
consumers’ perceived monetary value in satisfaction and future decisions (Chen & Dubinsky, 2003). On the other
hand, emotional value (psychological): benefits gained from intangibles, such as brand names, image, and other
associations with a certain brand. It also, refers to the utility derived from the feelings or affective states that a
service provider engenders (Sweeney & Soutar, 2001). This emotional value is expected to incorporate consumers’
affective responses to service stimuli in a cognitive-oriented means-end model. In a retailing context, Sweeney &
Soutar (2001) found that emotional value is the strongest predictor of consumers’ purchase intention in a particular
store. In addition, social value is related to enhancement of social self-concept (Sweeney & Soutar, 2001). In the
use of services, social image can be an important factor that affects consumers’ decision making. Hence, social
value is expected to play an important role in the context of medical service usage. Moreover, Functional value as
measurable functional or utilitarian benefits that accrue to customers from the performance features of a given
product. It also refers to how product/service are delivered (Gronroos, 2007). The functional value is therefore
conceptualized to include construct of ease of use (Ho and Ko,s, 2008).To this end, Edvardsson et.al. (2006) point
out that value cannot easily be linked to individual products, services, or customer solutions; rather, it is reliant on
service, corporate identity, and customers’ broader perceptions of the company.

2.3 Corporate Image

Corporate image of an organization is believed to be the most important factor in developing and maintaining
loyalty (Ishaq et al., 2014). However, corporate image of an organization refers to accumulating of consumption
experiences on multiple occasions with emotional and functional principles of the products (Ryu, Lee and Kim,
2012). The term Corporate Image has been defined as the actual perspectives that external people, or stakeholders,
hold about the organization (Alwi & Silva, 2008). Maclnnis and Price (1987) pointed out that corporate image
results from an evaluation process, which originates from thoughts, feelings, and previous consumption
experience in relation to a business entity, turning consumers’ memories into spiritual impression .Likewise, Gray
(1986) suggested that corporate image is the combination of consumers’ perception and attitude towards a
business entity.(Lin & Lu, 2010). Bromley (2001) defined corporate image as an “immediate mental perception of
the organization held by an individual, group or network.” That mental picture of an organization that can be
created quickly through communication programs (Gray & Balmer, 1998). However, the concepts identity and
image can be used to refer to the identity or image of a person, a product, an organization or a service (Brown et
al., 2006). Therefore, we will refer to the corporate identity and corporate image in this research. Nevertheless, the
image of an organization can be determined amongst different external groups which all have a different relation
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with the organization, such as customers, non-customers, the government, the media, investors or pressure groups.
In addition Howard (1998) has suggested that the corporate image communicates the organization’s mission, the
professionalism of its leadership, the caliber of its employees, and its roles within their marketing environment or
political landscape, and everything an organization does affects the perception of that organization and its
performance, products and services. Nonetheless, the corporate image is not fully manageable by the insiders of
an organization, however to a large extent it is affected by the choices and actions made by the management,
specifically by the communication managers (Brown et al., 2006). In another words, it’s the net result of the
interaction of a person’s belief, feelings and impressions of an object that is the net result of the interaction of a
person’s belief, feelings and impressions of an object. According to Robertson and Gatignon (1986) corporate
image helps consumers obtain a better understanding of the products offered by specific corporations and further
mitigate their uncertainty while making buying decisions. What's more, Balmer, (2008) realized that the corporate
image is very important as it determines the success of an organization. However, People rather buy products or
make use of services of an organization that has ‘a good name’ and is well known, than an organization they do
not know or that has a bad reputation. Likewise, Liou and Chuang (2008) argued that in the great competitive
industries it is essential to corporate image to be positive, because it has an impact on customer loyalty towards
the company. The same is true for the service industry; customer loyalty tends to be higher when the corporate
image is preferred (Nguyen & Leblanc, 2001). A positive corporate image also sets an organization apart from its
competitors and encourages purchases (Liou & Chuang, 2008). In this regard, the strategic role of corporate image
has become even more apparent, as managers have come to realize that every firm’s constituent holds an image of
it. To this end, companies use a number of strategies to modify the corporate images in the minds of consumers.
Among some of the popular ways in which companies are able to develop a positive image are through corporate
philanthropy (Smith, 1994, Simon, 1995), cause-related marketing and social environmental responsibility. And
because corporate image is the result of the communication process which the firm creates and transmits an
identity that reflected the value and essence of the service brand (Van Reil & Balmer, 1997). Moreover, customer
patronizing companies with good corporate image is likely to be psychologically satisfied because they believe
that such firms offer value for money. As a result, customers want to be associated with firms that have a good
image. Thus, we believe that customer satisfaction will enhance customer loyalty in firms that have a good
corporate image. Therefore, social pressure is expected to increase customer loyalty in firms that have a good
corporate image (Tarus & Rabach, 2013). Furthermore, Mastenbroek (2004) has suggested that the corporate
image exists of four components: visual aspects, cognitive aspect, affective aspect, and the judgments of the
organization. Therefore, it's thus argued that Positive corporate image is very necessary in highly competitive
sectors such as hospitals. Corporate image represents an asset which allows firms to differentiate and increase
their success chances in the markets. The crucial goal of all these corporate initiatives is to ensure that the
consumers hold a positive image of the company which would in turn lead to a positive image of the products
manufactured and marketed by the company which that help them to achieve the competitive advantage and
reinforce their market performance.

2.4 Marketing Performance

Performance is a fairly broad concept, and it’s meaning changes in accordance with user’s perspective and needs
(Lebas, 1995). Marketing performance operationalzed as: it is a dynamic process that has multiple dimensions
aiming at achieving organization’s marketing objectives (Morgan, et al, 2002). Traditionally, firm performance has
been viewed and measured in accounting terms (Avci, et al. 2011). An additional issue should be raised here; due
to confidentiality concerns, it is often challenging to obtain actual accounting data from organizations unless they
are publicly quoted companies. As a result, previous research studies looking into performance related issues used
self-reported financial and non-financial performance measures. However, Sink & Tuttle (1989) note that
performance should not be treated only as a financial concept. Thus, it is suggested that particularly in the service
sector, non-financial performance should receive serious consideration (Alrubaiee, 2013). Nevertheless,
Marketing performance has been defined as the ability to achieve the objectives of marketing (Solcansky &
Simberiova, 2010).Therefore, Marketing performance management goal is to achieve key outcomes and
objectives to optimize group, individual, or organizational performance. In this regard, performance criteria could
be divided into two categories,. The first group includes technical efficiency, operational efficiency and exchange
efficiency, while the second group includes innovation, equity, employment, and co-ordination efficiency.
However, Performance generally is controlled by many factors such as employee productivity, sales, market share,
shareholder value, profitability, and customer satisfaction. On the other hand, performance can be measured by
knowing how far actual performance is consistent with planned performance or with standards already established
(Kotler and Keller, 2012). Nevertheless, Anderson and Vincze (2000) argued that Standards of marketing
performance may be established on the basis of the company’s mission, company's vision for the future, company
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data and forecasts for future performance, or by benchmarking against key success factors in the industry.
MoreoveClark (2002) argued that marketing budgets should be treated as capital expenditure in building revenue
generating marketing assets rather than overhead expenditure; marketing resources ultimately drive long-term
marketing performance. Customer expectations about quality of services that should be offered and their
performance of these services have an enormous impact on the level of satisfaction or dissatisfaction felt with the
total purchase and sale experience. Therefore, the effectiveness and the efficiency of marketing activities well be
accomplished by concentrating on the alignment of marketing strategies, activities, and metrics with business
goals Solcansky et al, (2010) defined it as the ability to achieve the objectives of marketing. However, academic
interest in marketing performance measurement is largely based on the assumption that greater marketing
accountability enhances firm performance and marketing’s stature (e.g., Rust et al. 2004). One study to date
(O’Sullivan & Abela 2007) has demonstrated a positive relationship between the ability to measure marketing
performance, and actual firm performance (O’Sullivan et al.2009). Furthermore, Pertusa-Ortega et al. (2010)
defend the adequacy of subjective measures as opposed to objective ones (Alrubaiee, 2013). Therefore, the study
evaluates marketing performance using the subjective approach to measuring performance.

2.5 Relationship among Study Variables

It can be noted that corporate social responsibility is one of the most important factors that influence the image.
Therefore, effective communication of CSR activities should provide an understanding and recognition of the
value of the company, which in the final phase has an impact on corporate identity and subsequently on the
corporate image (Jurisova & Durkovd 2012). To this end, Mattila (2009) indicated, that CSR significantly and
positively related to Corporate Image.

Similarly, Pomering & Johnson (2009) study provided conceptual insights into reducing consumer skepticism
toward CSR-based corporate identity communicated via corporate image advertising. Likewise, Arendt and
Brettel (2010) study result showed that CSR triggers the corporate image building process. Similarly, Jurisova and
Durkova (2012) noted that corporate social responsibility is one of the most important factors that influence the
corporate image. Furthermore, Tarus and Rabach (2013) found that corporate image moderate the relationship
between service value, service quality, social pressure and customer loyalty. Therefore, firms should invest in
good corporate image in order to realize the benefits of customer loyalty. On the other hand, Blomback and
Scandelius (2013) Study results indicate that corporate heritage identity on its own does not influence positive
consumer perception on responsibility, unless it is linked to CSR communication. Furthermore, Kolade, et.al
(2014) found that hospital can increase performance through organizational citizenship behavior and beneficial
corporate image. Therefore, hospital management should develop an organizational climate that can promote
organizational citizenship behavior and enhance a positive corporate image and performance.

3. Conceptual Framework and Hypotheses Development
3.1 Conceptual Framework

It is now possible to develop an overall model summarizing the hypotheses and reflects a causal ordering derived
from the literature reviewed above. The proposed structural model guiding this research is depicted in Figurel. It
builds on core linkages between study variables: corporate social responsibility, customer value, corporate image
and marketing performance. As can be seen in the figure, the corporate image is proposed as mediator. The
research hypotheses are represented in the Figure 1. Corporate social responsibility is believed to have a positive
effect on customer value (H1). It is suggested also that the corporate social responsibility lead to enhance the
corporate image of the hospital (H2). Customer value is posited to have a positive direct effect on corporate image
(H3). Also corporate social responsibility is believed to have a positive effect on marketing performance (H4).
Likewise, customer value is suggested to have a positive direct effect on marketing performance (H5). In addition,
corporate image is proposed to have a positive effect on marketing performance (H6). Finally, as for indirect
effects, corporate image is proposed as the key mediator that connects the corporate social responsibility with the
marketing performance (H7) as well as customer value with the marketing performance (H8). The hypothesized
relationships of the proposed structural model guiding this research are illustrated in Figure 1.

3.2 Research Hypotheses

Therefore, to examine these relationships the following hypotheses are formulated:
H1: There is a direct effect of corporate social responsibility on customer value.
H2: There is a direct effect of corporate social responsibility on corporate Image.
H3: There is a direct effect of customer value on corporate Image.
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H4: There is a direct effect of corporate social responsibility on marketing performance.
H5: There is a direct effect of customer value on marketing performance.
H6: There is a direct effect of corporate image on marketing Performance.

H7: There is an indirect effect of corporate social responsibility on marketing performance through corporate
image as a mediator.

H8: There is an indirect effect of customer value on marketing performance through corporate image as a
mediator.

H9: There is an indirect effect of corporate social responsibility on corporate image through customer value as a
mediator.

H10: There is an indirect effect of corporate social responsibility on marketing performance through customer
value as a mediator.

Corporate Social
Responsibility

Marketing
Performance

—p Directeffect @ @ —==== » Indirect effect

Figure 1. The Conceptual Model
4. Research Methodology

This study is exploratory, quantitative in nature, aiming to develop a better understanding of the Relationship
between Corporate Social Responsibility, Customer value, Corporate Image and Marketing Performance. The
purpose of this research is to understand how Corporate Social Responsibility bridges Customer value, Corporate
Image, as well as how it can enhance Marketing performance. More specifically, the study intends to empirically
investigate the mediating effect of corporate image on the Relationship between Corporate social responsibilities,
as well, Customer value and marketing performance in Jordanian private hospitals.

4.1 Sampling and Respondents Demographics

The proposed research model is tested in the context of heath care service industry. The survey was restricted to
a list of all Jordanian Private Hospitals in Amman, which encompassed 40 hospitals. Samples were restricted to
21 hospitals, who willingness to participate in the research. Most of them were the largest hospitals in Amman.
Data was collected during the period of February — June 2015(Khater, 2016). Self-administered Questionnaires
were distributed to a total of (252) top managers and consultants -specialist physicians. However, the integrity of
collected data can be affected due to low willingness of respondents to participate. Therefore, only (210)
respondents returned surveys, who had willingness to participate in the research, of which (25) questionnaires
were rejected due to missing data. Thus, total of (185) valid questionnaires were finally obtained, giving
response rate of 73.4%. However, the questionnaire was administered in Arabic. Most of the respondents
represented mainly by female constituted 54.1%. Only 23% of the respondents were consultants -specialist
physicians. 43% of the respondents were ages 40 years and older Respondent’s level of education primarily
represented by 65.4% university graduate degree. However, 47% of the respondents have experience in this
position between 6 and 15 years.

4.2 Measurement of the Constructs
The conceptualization and items for measuring the constructs of the proposed model were drawn from the
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literature. These constructs were developed using multi-item scales adapted from prior research studies
previously validated in other contexts to ensure content validity. However, the items were slightly modified to fit
the context of the current study. The items used in this study were measured using a 5-point Likert-type scale
anchored by 5 (strongly agree) and 1 (strongly disagree). The respondents were asked to indicate their agreement
or disagreement with the statements provided. The 12 items used to measure Corporate Social Responsibility
were adapted from (Mahadevappa, 2010).However; Customer Value has been measured with 13 items using the
scale developed by Yang & Peterson, 2004. Also corporate image have been measured with five items using the
scale developed by Duarte et al., (2010). Marketing Performance, on the other hand, was assessed using six
subjective, self-assessment marketing measures rather than an objective approach. This subjective Scale of
marketing performance was derived from Kohli & Jaworski, (1990); Green Jr et al., (2006); Gray et al. (1998);
sin et al. (2002); O’Sullivan and Abela (2007); Alrubaiee (2013); Morgan (2012); Alrubaiee et al., (2015).
However, the measures of marketing performance were identified using judgmental measures based on managers
perceptions of how the marketing performed on multiple indicators of performance relative to its
competitors .Therefore, Marketing performance was assessed with items that asked respondents to evaluate their
hospital’s marketing performance relative to their competitor. Five -point scales with anchor points of 1 (“much
lower”) to 5 (“much better”) were used (Alrubaiee, 2013). By using a relative performance measure it was hoped
that unwillingness to divulge financial information and difficulties comparing different sizes of firm could be
minimized (Matear et al. 2004). According to Kumar et al. (1998) a potential problem with using managers’
perceptions of their firm’s performance is that respondents may be biased in their assessment (Alrubaiee, 2013).

b}

4.3 Data Analysis

The statistical package SPSS (version 22) was used for data analysis. The measurement properties of the
measures were examined using a sequential process of exploratory factor analysis (EFA) and confirmatory factor
analysis (CFA). The consistency of each measure was examined using Cronbach's alpha. A structural equation
model analysis was conducted using AMOS 22 to test the hypotheses of this study in order to assess the effect
and the significance level of each path in the research framework.

4.4 Measure Reliability and Validity

According to Anderson & Gerbing (1988), the validity of the structural model is assessed using three key
validity dimensions: nomological, discriminant and convergent. The nomological validity is the validity of the
entire model and indicates whether the model fits the data; the convergent validity verifies the homogeneity of
the indicators and their constructs; and the discriminant validity refers to the extent of separation between the
constructs, it means that each factor represents a separate dimension (Fornell & Larcker, 1981) . As the scales
used had already been validated in other studies, researchers have to verify their reliability for the sector being
studied. Therefore, all the measures discussed above were subjected to a purification process assessing their
dimensionality, reliability and validity. Specifically, following guidelines suggested by Gerbing and Hamilton
(1996), researchers obtained unidimensional measures using a sequential process of exploratory and
confirmatory factor analysis (see Alrubaiee, 2012; Alrubaiee et al., 2012; Alrubaiee, 2013). In order to verify the
factor structure and dimensionality of the refined scale, researchers need to collect a sufficient number of
responses. According to Hair et al. (1998), the sample size needed to conduct CFA is five observations per scale
item. Thus, the sample size for the validation stage of the study of 185 qualified responses exceeds the
requirements to achieve a high level of statistical power. In arriving at the final set of items for each construct,
some items were deleted based on item to total correlations and the standardized residual values (Byrne, 2009).

4.4.1 Exploratory Factor Analysis

Exploratory factor analysis (EFA) was performed to assess the underlying factor structures of the measurement
items of the study variables. The threshold employed for judging the significance of factor loadings based on
Kaiser's (1996) suggestions was 0.50 and eigenvalue greater than 1 after Varimax rotation (Hair et al. 1992;
Kerlinger 1986). After deleting a cross-loaded item, the remaining items for the study variables were loaded on
their postulated dimension. As shown in Table 1, results indicate that in all case a single factor emerged, i.e. there
is only one factor derived from each variable: corporate social responsibility, customer value, corporate image,
and marketing Performance. However, all of the items in the research model had factor loadings greater than 0.50
(0.54 — 0.91). Next, to assess the internal consistency of each construct, composite reliability (CR) and
Cronbach’s alpha were calculated. Most scholars suggest that the commonly acceptable threshold level is 0.7
(Chin, 1998; Fornell and larcker, 1981; George and Mallerly, 2003). As indicated in Table 1 all scales have
composite reliability (CR) ranging from (0.80) to (0.90) and Cronbach’s alpha coefficients ranging from (0.841)
to (0.898), indicating acceptable levels of reliability for all four constructs. Then, all reliability coefficients were
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above the commonly suggested threshold of 0.70 (Nunnally 1967; Nunnally, 1978; Hair et al. 1998), which
suggests a high internal consistency among the items in each construct.

Table 1. Confirmatory Factor Analysis (CFA) results of study measures

Squared 1 - Squared Average

Construct Factor Multiple Multiple Variance gzﬂ]a%()"si'te
Loadings  Correlations  Correlations Extracted (CR)*ty
(R) (R?) (AVE)*
o1 The hospital _has economic responsibility as a 0538 0.289 0711
measure of social responsibility
Q2 Thg hospital h'as' !egal responsibility as a measure of 0.712 0506 0.494
social responsibility
Q3 The hospital has dlscret_lo_n{iry responsibility as a 0.689 0475 0.525
measure of social responsibility
04 The hpspltal has ethical responsibility as a measure 0.768 0589 0.411 0.600 0.837
of social.
05 The'hospltal responsibility has reports on social 0613 0376 0.624
services
06 The hosp_ltal take into account social characteristics 0.664 0.442 0.558
of the patients
The hospital take into account financial
Q7 characteristics of the patients 0.564 0.318 0.682
Sum 4548 2.995 4.005 - -
Sum Squared Factor Loadings 20.6 - - - -
Corporate Social Responsibility (Cronbach’s alpha =
0.841)
Q1  The hospital provides comfort and Welfare 0.663 0.439 0.561
Q2 Patlent§ satlsfactlop for our service is high 0.859 0737 0.263
comparing to competitors
Patient satisfaction about the mechanism for
Q3 providing the service is high comparing to 0.868 0.754 0.246
competitors
; - . . ] 0.800 0.900
Q4 The hospltal prowfjes services, compatible with the 0.745 0.555 0.445
expectations of patients
05 The_hospltal offers a high quality and accurate 0.790 0.624 0.376
services
Q6  The hospitals offers a reliable services 0.714 0.510 0.490
Q7  The hospital classified as a “top quality hospital” 0.579 0.336 0.664
Sum 5.218 3.955 3.045 - -
Sum Squared Factor Loadings 27.23 - - - -
Customer Value (Cronbach’s alpha = 0.898)
o1 The h_ospltal hol'd physicians with a good 0.769 0591 0.409
professional reputation
Q2  The hospital provides a globally services 0.911 0.830 0.170 0.800 0.800
Q3  The hospital provides services known locally 0.858 0.736 0.264 ' '
Q4 Thg_h_ospltal has a sophisticated modern physical 0.652 0.425 0.575
facilities
Sum 3.190 2.582 1.418 - -
Sum Squared Factor Loadings 10.18 - - - -
Corporate Image (Cronbach’s alpha = 0.874)
Q1  Customer retention comparing to our competitors 0.619 0.383 0.617
Patient's loyalty for our service comparing to
Q2 competitors 0.589 0.347 0.653
Brand awareness comparing to our competitor’s 0.700 0.800
Q3 brand 0.797 0.636 0.364
Q4 Innovative services comparing to our competitors 0.834 0.695 0.305
Q5  Brand equity comparing to our competitors 0.810 0.656 0.344
Sum 3.649 2.717 2.283 - -
Sum Squared Factor Loadings 13.32 - - - -

Marketing Performance (Cronbach’s alpha = 0.854)

4.4.2 Confirmatory Factor Analysis

Subsequently, a confirmatory factor analysis (CFA), using structural equation modeling and applying the
maximum likelihood method by AMOS 22, was conducted to test the reliability and validity of the dimensions
suggested by the exploratory factor analysis (EFA) (Hair et al. 1998; Anderson & Gerbing, 1988). Result shows
that all remaining items load highly on their corresponding factors, confirming the unidimensionality of the
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constructs and providing strong empirical evidence of their validity. As can be seen in Table 1 and Table 2 as
well as figure 2 the CFA results revealed that the factor loadings of all constructs were significant (p 0.01) and
above .5, the minimum threshold value. According to Fornell & Larcker (1981), the internal validity of the
measurement model was also examined by calculating average variance extracted (AVE). The AVE represents
the amount of variance captured by the construct’s measures relative to measurement error and the correlations
among the latent variables. As shown in Table land Table 2 the Average Variance Extracted (AVE) for all
constructs within the measurement model greater than (0.50), it range from (0.60) to (0.90). As suggested
byFornell and larcker (1981) as well as Bagozzi & Yi (1988) it should be greater than (0.50) to demonstrate
reasonable internal validity of the measurement model. However, both of factor loadings and Average Variance
Extracted (AVE) values which are indicative of the convergent validity of measures (Hair and Anderson, 2010).
Thus, evidence of convergent validity was provided by the fact that all measurement items loaded on the
appropriate constructs. Moreover, the discriminant validity of the study constructs was tested as suggested by
Fornell and Larcker (1981). Thus, the square root of the AVE values presented in the upper diagonal of Table 2
for each construct, were greater than the constructs’ correlation coefficients with other constructs. This is
indicative of discriminant validity amongst constructs (Fornell and Larcker, 1981). Table 2 presents the mean,
standard deviation and correlations for the study constructs. The results reveal that all of the constructs are
significantly correlated with each other as correlation coefficients range from 0.43 to 0.89. However, all
correlations are less than .9, thus suggesting there is no multicollinearity between these constructs (Tabachnick
and Fidell, 2012). In addition to, following the argument of Gaski & Nevin (1985), discriminant validity for all
constructs were also assessed, The discriminant validity of these constructs is indicated because the correlation
between any pair of scales is lower than the alpha coefficient of both the scales as shown in Table 2 (see also
Gaski (1986) and Gaski (1984)). This additional test provides further indication that the study constructs exhibit
adequate discriminant validity. Further, nomological validity refer to the ability of a scale to behave as expected
with respect to some other constructs to which it is related (Churchill 1995). As mentioned above, corporate
social responsibility can improve corporate image, Customer Value and marketing performance. Therefore
nomological validity would be demonstrated if Corporate social responsibility were positively and significantly
correlated with corporate image, Customer Value and marketing performance. As stated in Table 2, all
correlation coefficients between corporate social responsibility, corporate image, Customer Value and marketing
performance are positive and significant (at p < 0.05). Thus nomological validity of the scale is demonstrated.
Consequently, it was concluded that all the scales used were acceptably reliable and valid. However, as can be
seen in figure 2 results of the CFA revealed that the measurement model indicated an acceptable fit with the data.
Hence ,all the fit indices as criteria to decide the models goodness- of-fit i.e. parsimonious fit indexes normed
chi-square (y%/df < 5.0), absolute fit indexes [goodness of fit (GFI > 0.90)], ,comparative fit index (CFI > 0.90)]
and the root mean square error of approximation (RMSEA < 0.08) were all in acceptable ranges (within the
recommended thresholds) and provided good indicators of fit. However, Models with cut-off values above 0.90
for CFI and GFI and below 0.08 for RMSEA are considered to have a good fit between the hypothesized model
and the observed data (Hu and Bentler, 1999). Nevertheless, Model fit determines the degree to which the
structural equation model fits the sample data (Hair et al., 2008; Hu and Bentler, 1999; Anderson & Gerbing
(1988); Bagozzi & Yi, 1988; Schumacker & Lomax, 2004). To summarize, the measures in the measurement
model have adequate reliability, convergent, discriminant and nomological validity.

Table 2. Descriptive statistic and correlation matrix (Discriminant Validity of the study constructs)

Mean | 8D Corporate Social Responsibility Customer Value Corporate Image Marketing Performance

3915 | 0308 | Corporwe Social Resgoaaibliy 0.774

3.754 | 0637 Camaames Value 0484 0.594

3.963 | 0.740 Corgorae I 0.373 0.373 0.594

3703 | 0692 | Mackesiog Pecfwemasae 0430 0681 0330 0.336

Cronbach’s alpha 0.841 0.898 0.874 0.854

Composite Reliability (CR) 0.837 0500 0.800 0.800

Average Vanance Extracted (AVE) 0.600 0.800 0.800 0.700

Note. The diagonal elements are the square-root of AVE values of construst
The off-diagonal elements are the inter-construct correlation
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A structural equation model analysis was conducted using AMOS 22 to test the Measurement model As shown in
fig. 2, the results consistently supported the factor structure for all four constructs: corporate social responsibility,
customer value, corporate image, and marketing Performance, respectively determined through the EFA.
However, figures also shown that the standardized loading for each latent variable are greater than 0.5, as
recommended by Janssens et al., (2008). Furthermore, all the fit indices as criteria to decide the models
goodness- of-fit i.e. parsimonious fit indexes [normed chi-square (y*df < 5.0) , absolute fit indexes [goodness of
fit (GFI > 0.90)], comparative fit index (CFI > 0.90)] and the root mean square error of approximation (RMSEA
< 0.08) were all in acceptable ranges (within the recommended thresholds ) and provided good indicators of fit.
However, Models with cut-off values above 0.90 for CFI and GFI and below 0.08 for RMSEA are considered to
have a good fit between the hypothesized model and the observed data (Hu and Bentler, 1999). Nevertheless,
Model fit determines the degree to which the structural equation model fits the sample data (Hair et al., 2008; Hu
and Bentler, 1999; Anderson & Gerbing, 1988; Bagozzi & Yi, 1988; Schumacker & Lomax, 2004).
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Figure 2. Confirmatory factor analyses (CFA) of the study conceptual model
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5. Hypotheses Tests

A structural equation modeling (SEM) was conducted to test the hypotheses in order to assess the effect and the
significance level of each path in the model. The model shown in Figure 1 was examined and tested using
AMOS 22.0. Model fit determines the degree to which the structural equation model fits the sample data.
However, the model was tested and provided good indicators of fit as shown in figure 3 as: Chi square/df = 2.308,
with the comparative fit index (CFI) was 0.918, the goodness-of-fit index (GFI) was 0.957,Tucker-Lewis
coefficient (TLI) was 0.902, incremental fit indexes [normed fit index ( NFI) was 0.920 and the root mean square
error of approximation (RMSEA) was 0.084, indicating a good fit between the theoretical model and the data
(Bagozzi & Yi, 1988; Bearden et al. 1982). The analysis then proceeded to examine the causal relationships
between these variables. The results were as expected and provided support for all hypotheses. The results of the
structural model showed that corporate social responsibility had significant direct effect on customer value (H1),
corporate social responsibility (CSR) had significant direct effect on corporate Image (H2) and customer value
had significant direct effect on corporate Image (CI) (H3). As can be seen in Figure 3, result also indicates that
corporate social responsibility, customer value and corporate Image are three powerful predictors of Marketing
Performance (H4), (H5) and (H6). Thus all the six hypotheses (H1) to (H6) are supported. Figure 2 shows the
Standardized direct path coefficients for the main paths based on structural equation modeling.
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Figure 3. Result of A structural equation modeling (SEM)

5.1 Testing the Mediating Effects of Customer Value and Corporate Image

To test the mediating effect of corporate image in the relationship between corporate social responsibility (CSR)
and Marketing Performance (MP) (H7) and between customer value and Marketing Performance (H8) as well as
the mediating effect of customer value in the relationship between corporate social responsibility (CSR) and
corporate image (H9), and between corporate social responsibility and Marketing Performance(H10), we applied
path analysis based on structural equation modeling to investigate the indirect effect. The results of the path
analysis for the sub models as shown in figures (4, 5, 6 and 7) indicate that the values of Standardized indirect
path coefficients for the four indirect paths are: (0.173), (0.106), (0.210) and (0.275) for (H7), (H8),(H9) and
(H10) respectively, which possess significant influence (p < 0.05). Additionally, in order to confirm the test of
the mediation relationships and indirect effects we examined and compared the results of full Model (Model 1)
(fig 1) with the reduced models (Model 2, 3,4 and 5)( fig 4,5,6,and 7) i.e. Model 2 (CSR - CI > MP) , Model 3
(CV > CI> MP) , model 4 (CSR - CV-> CI) and model 5 (CSR > C - -MP). The mediating effect
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according to Baron and Kenny (1986) exists under the following conditions:
1. X (Independent) is significantly related to M (Mediator)

2. M is significantly related to Y (Dependent)

3. The relationship of X to Y diminishes when M is in the model.

Therefore, we found that all the mediating conditions set by Baron and Kenny (1986) are satisfied for the four
hypotheses (H7, H8, H9, and H10) i.e. The relationship of X to Y must decrease substantially upon adding M as
a predictor of Y. As can be seen from figures (4, 5, 6, and 7) the standardized path coefficient after introducing
the mediators has been decrease. Specifically, we found that the standardized path coefficient of the reduced
models 2, 3, 4, and 5 have been decreased from (0.390 to 0.217) for (CSR ->MP), from (0.672 to 0.566) for (CV
- MP), from (0.415 to 0.205) for (CSR - ClI),and from (0.390 to 0.115) for (CSR >MP) .

R?=0.172

Corporate

e ~a X2=3149
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-t % X2 DF = 1574
s ¥ = N
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0.217 >
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—p [irect Effect

= = = = |ndirect Effect

Figure 4. The mediating effect of corporate image in the relationship between corporate social responsibility
(CSR) and Marketing Performance (MP) (H7)
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Figure 5. The mediating effect of corporate image in the relationship between customer value and Marketing
Performance (MP) (H8)
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Figure 6. The mediating effect of customer value in the relationship between corporate social responsibility and
corporate image (MP) (H9)
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Figure 7. The mediating effect of customer value in the relationship between corporate social responsibility and
marketing performance (MP) (H10)

However, according to Baron and Kenny (1986)" when the path reduced to zero, we have strong evidence for a
single dominants for mediator. If the residual path is not zero, these indicate the operation of multiple mediating
factors”. Also, the increased R2 value from (0.147) to (0.296) resulting from adding corporate image to the
relationship between CSR and MP.( model 4) .likewise, the increased R2 value from (0.448) to (0.475 resulting
from adding corporate image to the relationship between customer value and marketing performance( model 5) .
As well as the increased R2 value from (0.172) to (0.352) resulting from adding customer value to the
relationship between CSR and corporate image (model 6) .In addition, the increased R2 value from (0.147) to
(0.462) resulting from adding customer value to the relationship between CSR and marketing
performance( model 7). is significantly large, indicating mediating effect of customer value and corporate image
in linking corporate social responsibility (CSR) and Marketing Performance (MP).Thus result indicate a partial
mediation effect of corporate image and customer value (Baron and Kenny, 1986; Alrubaiee et al., 2015;
Alrubaiee and Alkaa'ida, 2011). Hence H7, H8, H9 and H10 are supported. The hypothesized relationships were
found to be significant in the proposed directions.
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Properties of the causal paths, including standardized path coefficients of the research model was shown in
figure 3. R2 for each dependent construct are also presented in this figure. However, , in terms of the predictive
power, corporate social responsibility explained 24 percent of the variance in customer value. Corporate social
responsibility and customer value together account for 36 percent of the variance in corporate image. Also, the
study model accounts for 50 percent of the variance in Marketing Performance .Nevertheless, the results were as
expected and provided support for all hypotheses. The results of the structural model showed that corporate
social responsibility had significant direct and indirect effect on Marketing Performance indicating the mediation
effect of corporate image and customer value on the relationship between corporate social responsibility and
Marketing Performance.

6. Discussion and Conclusions

The purpose of this study was to investigate the relationship between corporate social responsibility, customer
value, corporate image and Marketing Performance. More specifically the study aimed to explore the mediating
effect of customer value and corporate image on the relationship between corporate social responsibility and
Marketing Performance. In addition, our conceptual model highlights the mediating role of customer value in the
impact of corporate social responsibilities on corporate image. A structural equation modeling (SEM) was
conducted to test the hypotheses in order to assess the effect and the significance level of each path in the model.
The model shown in Figure 1 was examined and tested using AMOS 22 and provided good indicators of fit. The
results of the study indicate that corporate social responsibility of hospitals has a direct impact on their customer
value, corporate image and Marketing Performance of the hospitals. Consistent with Arendt and Brettel, (2010);
Qu (2009); Maignan et al. (1999); Luo and Bhattacharya, (2006); Quazi and O’Brien, (2000); Kolade et al.,
2014), we found that corporate social responsibility is a key antecedent to Marketing Performance. Corporate
social responsibility, however, was found to have a direct and indirect effect on Marketing Performance. Our
study indicated that the relationship between corporate social responsibility and Marketing Performance was
partially mediated by customer value and corporate image. Hence, corporate social responsibility was found to
have a significant influence on corporate image. This result is consistent with the findings of Mattila, (2009);
Haigh and Brubaker, (2010); Jurisova and Durkova, (2012) studies.

In addition, customer value has a direct effect on corporate image as well as Marketing Performance. To this end,
this result is in contrast with the studies finding of :Huang , (2009) and Tu et al.,(2013); Suhartanto et al., (2013);
Brodie et al., (2009); Lai et al., (2009) , which indicate that corporate image significantly affects the customer
perceived value. Accordingly, it can be conclude that there is a reciprocal effect between the two constructs:
corporate image and customer value, i.e. corporate image can drive customer value and customer value can drive
corporate image. Furthermore, our study found that corporate image, has appositive strong effect on Marketing
Performance. Result also indicates the mediating effect of customer value on the relationship between corporate
social responsibilities and corporate image. The finding seems to be of particular significance due to the fact that
our study was conducted in Jordan a setting significantly different from the US where Maignan et al., (1999)
study was conducted as well as Qu (2009) where study was conducted in China. Therefore, we believe that our
study has made a useful contribution to the debate about the benefits of CSR to businesses for companies in
emerging markets (Quazi and O’Brien, 2000; Qu, 2009).

7. Managerial Implications

The confirmation of the mediating role of customer value has an important implication to management. It
suggests that for the sake of corporate image, it is more essential for management to monitor changes in
customer value, since customer value directly affects corporate image and Marketing performance of the
hospitals. Therefore, it is important for hospital management to track changes in both the corporate social
responsibility and customer value, because customer value and corporate image partially mediate the impact of
corporate social responsibility on Marketing Performance of the hospitals. It appears that corporate image are
mainly driven by corporate social responsibility and customer value and their consequence in enhance the
marketing performance of the hospitals.

The result on the customer value- corporate image link suggests that to enhance corporate image a service
provider can spend its effort on improving the value perceived by customers. At same time spend more effort on
improving corporate social responsibility. Furthermore, top management may use this framework to develop
relevant and effective marketing strategies and tactics. Marketing managers can also use the framework to set
clear policies that develop and consider corporate social responsibility as a necessary and essential driver in
changing the corporate culture and accordingly reinforces customer value that consequently creates strong
corporate image, which enhance marketing performance. In addition Hospital management should develop an
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organizational climate that can promote organizational citizenship behavior and enhance a positive corporate
image. What's more, the study result indicates the mediating effect of customer value on the relationship between
corporate social responsibilities and Marketing Performance. In addition, our conceptual model highlights the
mediating role of corporate image in the impact of corporate social responsibilities on Marketing
Performance .Managers therefore need to keep assessing which CSR elements are critical to the sustainable
development of their organization. The findings indicate that CSR is a significant contributor to corporate image
indicating mediating effect of customer value and corporate image in linking corporate social responsibility
(CSR) and Marketing Performance (MP).Thus result indicate a partial mediation effect of corporate image and
customer value. Result also indicates the mediating effect of customer value on the relationship between
corporate social responsibilities and corporate image.

References

Alrubaiee, L. (2012). Exploring the Relationship between Ethical Sales Behavior, Relationship Quality, and
Customer Loyalty. International Journal of Marketing Studies, 4(1), 7-25.
https://doi.org/10.5539/ijms.v4nlp7

Alrubaiee, L. (2013). An investigation on the relationship between new service development, market orientation
and marketing performance. European Journal of Business and Management, 5(5), 11-27.

Alrubaiee, L., & Alkaa, I. F. (2011). The mediating effect of Patient satisfaction in the Patients' perceptions of
healthcare quality — Patient trust relationship. International Journal of Marketing Studies, 3(1), 103-127.
https://doi.org/10.5539/ijms.v3n1p103

Alrubaiee, L., & Al-Nazer, N. (2010). Investigate the Impact of Relationship Marketing Orientation on Customer
Loyalty: The Customer's Perspective. International Journal of Marketing Studies, 2(1), 155-174.
https://doi.org/10.5539/ijms.v2n1p155

Alrubaiee, L., AL Mahamid, S., Al-Adwan, S., & Al-Fadil. (2013). Investigating the Relationship between
Marketing Innovation, Marketing Knowledge and Marketing Performance. 2" World Conference on
Business, Economics and Management, 25-28, Antalya, Turkey.

Alrubaiee, L., Al Zuobi, H., & Abu-Alwafaa, R. (2013). Exploring the Relationship between Quality Orientation.
New Services Development and Organizational Performance American Academic & Scholarly Research
Journal, 5(3), 315- 329.

Alrubaiee, L., Al Zuobi, H., Hanandeh, R., & Ali, R. (2015). Investigating the Relationship between Knowledge

Management Processes and Organizational Performance: The Mediating Effect of Organizational
Innovation. International Review of Management and business research, 4(4), 989-10009.

Alrubaiee, L., Alshaibi, H., & Al-bayati, Y. (2012). Relationship between B2B E-Commerce Benefits,
E-Marketplace Usage and Supply Chain Management. Global Journal of Management and Business
Research, 12(9), 23-36.

Alwi, S., & Silva, R. (2008). Online corporate brand image, satisfaction and loyalty. Brand Management, 16(3),
119-144. https://doi.org/10.1057/palgrave.bm.2550137

Andaleeb, S. S. (2001). Service quality perceptions and patient satisfaction: a study of hospitals in a developing
country. Social Science & Medicine, 52, 1359-1370. https://doi.org/10.1016/S0277-9536(00)00235-5

Anderson, C. H., & Vincze, J. W. (2000). Strategic Marketing Management: Meeting the Global Challenge.
Boston: Houghton Mifflin Company.

Anderson, J. C., & Gerbing, D. W. (1988): Structural Equation Modeling in Practice: A Review and
Recommended Two - Step Approach. Psychological Bulletin, 103, 411-423.
https://doi.org/10.1037/0033-2909.103.3.411

Arendt, S., & Brettel, M. (2010). Understanding the Influence of CSR on Corporate Identity, Image, and Firm
Performance. Management Decision, 48(10), 1469-1492. https://doi.org/10.1108/00251741011090289

Avci, A. U., Madanoglu, M., & Okumus, F. (2011), Strategic orientation and performance of tourism firms:
Evidence from a developing country. Tourism Management, 32, 147-157.
https://doi.org/10.1016/j.tourman.2010.01.017

Bagozzi, R. P., &Youjae, Y. (1988). On the evaluation of structural equation models. Journal of the Academy of
Marketing Science, 16(1), 74-94. https://doi.org/10.1007/BF02723327

Balmer, J. M. T. (2008). Identity based views of the corporation: Insights from corporate identity, organizational

118


https://doi.org/10.5539/ijms.v4n1p7
https://doi.org/10.5539/ijms.v3n1p103
https://doi.org/10.5539/ijms.v2n1p155
https://doi.org/10.1057/palgrave.bm.2550137
https://doi.org/10.1016/S0277-9536%2800%2900235-5
https://doi.org/10.1037/0033-2909.103.3.411
https://doi.org/10.1108/00251741011090289
https://doi.org/10.1016/j.tourman.2010.01.017
https://doi.org/10.1007/BF02723327

http://ibr.ccsenet.org International Business Research \ol. 10, No. 2; 2017

identity, social identity, visual identity and corporate image. European Journal of Marketing, 42(9-10),
879-906. https://doi.org/10.1108/03090560810891055

Barnes, B. R., Fox, M. T., & Morris, D. S. (2004). Exploring the Linkage between Internal Marketing,
Relationship Marketing and Service Quality: a Case Study of a Consulting Organization. Total Quality
Management, 15(5-6), 593-601. https://doi.org/10.1080/14783360410001680080

Baron, R., & David, A. K. (1986). The Moderator-Mediator Variable Distinction in Social Psychological
Research: Conceptual, Strategic, and Statistical Considerations. Journal of Personality and Social
Psychology, 51(6), 1173-1182. https://doi.org/10.1037/0022-3514.51.6.1173

Bhardwaj, D. (2007). Relationship Marketing in Context to the IT Industry. VISION-The Journal of Business
Perspective, 11(2), 57-66. https://doi.org/10.1177/097226290701100207

Blomb&k, A., & Scandelius, C. (2013) Corporate heritage in CSR communication: a means to responsible brand
image? Corporate Communications: An International Journal, 18(3), 362-382.
https://doi.org/10.1108/CC1J-07-2012-0048

Brodie, R., Whittome, J., & Brush, G. (2009). Investigating the service brand: A customer value perspective.
Journal of Business Research, 62, 345-355. https://doi.org/10.1016/j.jbusres.2008.06.008

Bromley, D. B. (2001). Relationships between personal and corporate reputation. European Journal of
Marketing, 35(3/4), 316-334. https://doi.org/10.1108/03090560110382048

Brown, T. J., Dacin, P. A, Pratt, M. G., & Whetton, D. A. (2006). Identity, intended image, construed image and
reputation: An interdisciplinary framework and suggested terminology. Journal of the Academy of
Marketing Science, 34(2), 99-106. https://doi.org/10.1177/0092070305284969

Byrne, B. M. (2009). Structural Equation Modeling with AMOS: Basic Concepts, Applications, and
Programming, 2 ed. Taylor & Francis, New York.

Chen, Z., & Dubinsky, A. (2003). A Conceptual Model of Perceived Customer Value in E-Commerce: A
Preliminary Investigation. Psychology & Marketing, 20(4), 323-347. https://doi.org/10.1002/mar.10076

Chin, W. W. (1998). Commentary: Issues and opinion on structural equation modeling. MIS Quarterly, 22(1),
Vii-xvi.
Choi, T., & Chu, R. (2001). Determinants of hotel guests' satisfaction and repeat patronage in the Hong Kong

hotel industry. International Journal of Hospitality Management, 20, 277-297.
https://doi.org/10.1016/S0278-4319(01)00006-8

Churchill, G. A., Jr., (1995). Marketing Research: Methodological Foundations, 6th edition, The Dryden Press,
Chicago.

Cretu, A. E., & Brodie, R. J. (2007). The influence of brand image and company reputation where manufacturers
market to small firms: A customer value perspective. Industrial Marketing Management, 36, 230-240.
https://doi.org/10.1016/j.indmarman.2005.08.013

Dahlsrud, A. (2008). How corporate social responsibility is defined: an analysis of 37 definitions. Corporate
Social Responsibility and Environmental Management, 15(1), 1-13. https://doi.org/10.1002/csr.132

De Madariaga, G., & Valor, C. (2007). Stakeholders Management Systems: Empirical Insights from Relationship
Marketing and Market Orientation Perspectives. Journal of Business Ethics, 71, 425-439.
https://doi.org/10.1007/s10551-006-9149-7

Duarte, P., Alves, H., & Raposo, M. (2010). Understanding university image: a structural equation model
approach. International Review on Public and Nonprofit Marketing, 7(1), 21-36.
https://doi.org/10.1007/s12208-009-0042-9

Edvardsson, B., Gustafsson, A., Kristensson, P., Magnusson, P., & Matthing, J. (2006). Involving Customers in
New Service Development. London, Imperial College Press. https://doi.org/10.1142/p458

Fornell, C., & Larcker, D. (1981). Evaluating Structural Equation Models with Unobservable Variables and
Measurement Error. Journal of Marketing Research, 18(1), 39-50. https://doi.org/10.2307/3151312

Gaski, J. (1984). The theory of power and conflict in channels of distribution. Journal of Marketing, 48(3), 9-29.
https://doi.org/10.2307/1251326

Gaski, J. F. (1986): Interrelations among a Channel Entity’s Power Sources: Impact of the Exercise of Resard
and Coercion on Expert, Referent, and Legitimate Power Source. Journal of Marketing Research, XIII,

119


https://doi.org/10.1108/03090560810891055
https://doi.org/10.1080/14783360410001680080
https://doi.org/10.1037/0022-3514.51.6.1173
https://doi.org/10.1177/097226290701100207
https://doi.org/10.1108/CCIJ-07-2012-0048
https://doi.org/10.1016/j.jbusres.2008.06.008
https://doi.org/10.1108/03090560110382048
https://doi.org/10.1177/0092070305284969
https://doi.org/10.1002/mar.10076
https://doi.org/10.1016/S0278-4319%2801%2900006-8
https://doi.org/10.1016/j.indmarman.2005.08.013
https://doi.org/10.1002/csr.132
https://doi.org/10.1007/s10551-006-9149-7
http://link.springer.com/journal/12208
https://doi.org/10.1007/s12208-009-0042-9
https://doi.org/10.1142/p458
https://doi.org/10.2307/3151312
https://doi.org/10.2307/1251326

http://ibr.ccsenet.org International Business Research \ol. 10, No. 2; 2017

62-77. https://doi.org/10.2307/3151777

Gaski, J., & Nevin, J. (1985). The differential effects of exercised and unexercised power sources in marketing
channels. Journal of Marketing Research, 22(2), 130-142. https://doi.org/10.2307/3151359

George, D., & Mallery, P. (2003). SPSS for Windows step by step: A simple guide and reference. 11.0 update (4"
ed). Boston: Allyn & Bacon.

Gerbing, D. W., & Hamilton, J. G. (1996). Viability of exploratory factor analysis as a precursor to confirmatory
factor analysis. Structural Equation Modeling, 1(1), 62-72. https://doi.org/10.1080/10705519609540030

Gray, B., Matear, S., Boshoff, C., & Phil, M. (1998). Developing a better measure of market orientation.
European Journal of Marketing, 32(9/10), 884-903. https://doi.org/10.1108/03090569810232327

Gray, E. R., & Balmer, J. M. T. (1998). Managing corporate image and corporate reputation. Journal of Long
Range Planning, 31(5), 695-702. https://doi.org/10.1016/S0024-6301(98)00074-0

Gray, G. (1986). Interaction of learner control and prior understanding in computer-assisted video instruction.
Journal of Educational Psychology, 78(3), 325-327.

Green, Jr. K. W., McGaughey, R., & Michael, K. C. (2006). Does supply chain management strategy mediate the
association between market orientation and organizational performance? Supply Chain Management: An
International Journal, 11(5), 407-414. https://doi.org/10.1108/13598540610682426

Grénroos, C. (2007). Service Management and Marketing: Customer Management in Service Competition, 3™
Edition, John Wiley & Sons Ltd., England.

Haigh, M. M., & Brubaker, P. (2010). Examining how image restoration strategy impacts perceptions of corporate
social responsibility, organization-public relationships, and source credibility. Corporate Communications:
An International Journal, 15, 453-468. https://doi.org/10.1108/13563281011085538

Hair J. F., Anderson, R. E., Tatham, R. L., & Black, W. C. (1992). Multivariate Data Analysis with Readings, 3"
ed. Macmillan, New York.

Hair, J., Anderson, R., Tatham, R., & Black, W. (1998), Multivariate Data Analysis, Prentice-Hall International,
Upper Saddle River, NJ.

Hair, Jr., J. F., Black, W. C., Babin, B. J.,, & Anderson, R. E. (2010). Multivariate Data Analysis: A global
perspective (7" ed) Upper Saddle River, NJ: Pearson Prentice Hall.

Ho, S., & Ko, Y. (2008). Effects of self-service technology on customer value and customer readiness: The case
of Internet banking. Internet Research, 18(4), 427-446. https://doi.org/10.1108/10662240810897826

Holbrook, B. (2005). Customer value and autoethnography: subjective personal introspection and the meanings
of a photograph collection. Journal of Business Research, 58(1), 45-61.
https://doi.org/10.1016/S0148-2963(03)00079-1

Howard, S. (1998). Corporate Image Management. Butterworth-Heinemann, Singapore.

Hu, L., & Bentler, P. M. (1999). Cutoff criteria for fit indexes in covariance structure analysis, conventional
criteria versus new alternatives. Structural Equation Modeling, 6, 1-55.
https://doi.org/10.1080/10705519909540118

Huang, H. C. (2009). The Influence of Brand Image, Customer Perceived Value on Brand Loyalty: A
Comparative Study on Consumers between Market of Taiwan and Japan. Southern Taiwan University of
Science and Technology, Master Thesis.

Hult, G. T. M., & Ketchen, Jr, D. J. (2000). Does Market Orientation Matter? A Test of the Relationship between
Positional Advantage and Performance. Strategic Management Journal, 22(9), 899-906.
https://doi.org/10.1002/sm;j.197

Ishag, M. I., Mazhar, H., Bhutta, A. A. H., Rizwan, Q. D., & Nazia, M. H. (2014). Role of Corporate Image,
Product Quality and Customer Value in Customer Loyalty: Intervening Effect of Customer Satisfaction.
Journal of Basic and Applied Scientific Research, Basic. Appl. Sci. Res., 4(4), 89-97.

Jurisova, V., & Durkova, K. (2012). CSR communication and its impact on corporate image. Review of Applied
Socio- Economic Research, 4(2), 145-149.

Kaiser, C. P. (1996). Individual, social, and economic determinants of employee absence: An integrative analysis.
The Journal of Business and Economic Studies, 3(2), 1-21.

120


https://doi.org/10.2307/3151777
https://doi.org/10.2307/3151359
https://doi.org/10.1080/10705519609540030
https://doi.org/10.1108/03090569810232327
https://doi.org/10.1016/S0024-6301%2898%2900074-0
https://doi.org/10.1108/13598540610682426
https://doi.org/10.1108/13563281011085538
https://doi.org/10.1108/10662240810897826
http://www.sciencedirect.com/science/journal/01482963
https://doi.org/10.1016/S0148-2963%2803%2900079-1
https://doi.org/10.1080/10705519909540118
https://doi.org/10.1002/smj.197

http://ibr.ccsenet.org International Business Research \ol. 10, No. 2; 2017

Kerlinger, F. N. (1986). Foundations of behavioral research. 3" Ed., Philadelphia: Harcourt Brace College
Publishers.

Khalifa, A. (2004). Customer Value: a review of recent literature and an integrative configuration. Management
Decision, 32(5), 645-666. https://doi.org/10.1108/00251740410538497

Khater, S. (2016). The Effect of Corporate Social Responsibility on Marketing Performance via Customer Value
and Corporate Image: Analytical Study in Jordanian Private Hospital in Amman, unpublished thesis, Middle
East University .

Klink, R., & Smith, C. (2001). Threats to the external validity of brand extension research. Journal of Marketing
Research, 38(3), 326-335. https://doi.org/10.1509/jmkr.38.3.326.18864

Kohli, A. K., & Bernard, J. (1990). Market Orientation: The Construct. Research Propositions, and Managerial
Implications. Journal of Marketing, 54, 1-18. https://doi.org/10.2307/1251866

Kolade, J., Oluseye, O., & Omotayo, O. (2014). Organizational Citizenship Behaviour, Hospital Corporate
Image and Performance. Journal of Competitiveness, 6(1), 36-49. https://doi.org/10.7441/joc.2014.01.03

Kotler, P., & Keller. K. L. (2012). Marketing Management.14th Ed. New Jersey. Pearson: Prentice Hall.

Kumar, K., Subramanian, R., & Yauger, C. (1998). Examining the market orientation-performance relationship, a
context-specific study. Journal of Management, 24(2), 201-234.
https://doi.org/10.1177/014920639802400204

Labbai, M. (2007). Social Responsibility, Ethics & Marketing. International Marketing Conference on Marketing
& Society, 8-10 April, IIMK. http://dspace.iimk.ac.in/bitstream/2259/392/1/17-27 .pdf.

Lai, F., Griffin, M., & Babin, J. (2009). How quality, value, image, and satisfaction create loyalty at a Chinese
telecom. Journal of Business Research, 62(10), 980-986. https://doi.org/10.1016/j.jbusres.2008.10.015

Lebas, M. (1995). Performance measurement and performance management. International Journal of
Production Economics, 41(1-3), 23-35. https://doi.org/10.1016/0925-5273(95)00081-X

Lin, L. Y., & Lu, C. Y. (2010). The influence of corporate image, relationship marketing, and trust on purchase
intention: the moderating effects of word-of-mouth. Tourism Review, 65(3), 16-34.
https://doi.org/10.1108/16605371011083503

Lindgreen, A., & Wynstra, F. (2005). Value in business markets: What do we know? Where are we going?
Industrial Marketing Management, 34(7), 732-748. https://doi.org/10.1016/j.indmarman.2005.01.001

Liou, J., & Chuang, M. L. (2008). A hybrid MCDM model for evaluating the corporate image of the airline
industry. International Journal of Applied Management Science, 1(1), 41-54.
https://doi.org/10.1504/1JAMS.2008.020038

Luo, X., & Bhattacharya, C. B. (2006). Corporate social responsibility, customer satisfaction, and market value.
Journal of Marketing, 70, October, 1-18. https://doi.org/10.1509/jmkg.70.4.1

Maclnnis, J., & Price, L. (1987). The role of imagery in information processing: review and extensions. Journal of
Consumer Research, 13(4), 473-491. https://doi.org/10.1086/209082

Mahadevappa, R. B. R. (2010). Social responsibility of hospitals: an Indian context. Social Responsibility
Journal, 6(2), 68-285.

Maignan, 1., Ferrell, O. C., & Hult, G. T. M. (1999). Corporate citizenship: cultural antecedents and business
benefits. Journal of the Academy of Marketing Science, 27(4), 455-469.
https://doi.org/10.1177/0092070399274005

Mastenbroek, J. (2004). Public Relations: De communicatie van organizations. The communication of
organizations, Kluwer.

Matear, S., Brendan, J., & Gray, T. G. (2004). Market orientation, brand investment, new service development,
market position and performance for service organizations. International Journal of Service Industry
Management, 15(3), 284-301. https://doi.org/10.1108/09564230410540944

Mattila, M. (2009). Corporate social responsibility and image in organizations: for the insiders or the outsiders?
Social Responsibility Journal, 5(4), 540-549. https://doi.org/10.1108/17471110910995384

McWilliams, A., & Siegel, D. (2001). Corporate social responsibility: A theory of the firm perspective. Academy
of Management Review, 26(1), 117-127.

121


https://doi.org/10.1108/00251740410538497
https://doi.org/10.1509/jmkr.38.3.326.18864
https://doi.org/10.2307/1251866
https://doi.org/10.7441/joc.2014.01.03
https://doi.org/10.1177/014920639802400204
http://www.sciencedirect.com/science/journal/01482963
https://doi.org/10.1016/j.jbusres.2008.10.015
https://www.researchgate.net/journal/0925-5273_International_Journal_of_Production_Economics
https://www.researchgate.net/journal/0925-5273_International_Journal_of_Production_Economics
https://doi.org/10.1016/0925-5273%2895%2900081-X
https://doi.org/10.1108/16605371011083503
https://doi.org/10.1016/j.indmarman.2005.01.001
https://doi.org/10.1504/IJAMS.2008.020038
https://doi.org/10.1509/jmkg.70.4.1
https://doi.org/10.1086/209082
https://doi.org/10.1177/0092070399274005
https://doi.org/10.1108/09564230410540944
https://doi.org/10.1108/17471110910995384

http://ibr.ccsenet.org International Business Research \ol. 10, No. 2; 2017

Morgan, N. A. (2012). Marketing and Business Performance. Journal of the Academy of Marketing Science,
40(1), 102-119. https://doi.org/10.1007/s11747-011-0279-9

Morgan, N. A., Bruce, H. C., & Rich, G. (2002). Marketing Productivity, Marketing Audits, and Systems for
Marketing Performance Assessment: Integrating Multiple Perspectives. Journal of Business Research, 55(5),
363-375. https://doi.org/10.1016/S0148-2963(00)00162-4

Narver, J. C., & Slater, S. F. (1990). The effect of a market orientation on business profitability. Journal of
Marketing, 54, 20-35. https://doi.org/10.2307/1251757

Nguyen, N., & Leblanc, G. (2001) Corporate image and corporate reputation in consumers’ retention decisions in
services. Journal of Retailing and Consumer Services, 8(4), 227-236.
https://doi.org/10.1016/S0969-6989(00)00029-1

Nunnally, J. (1967). Psychometric Methods. New York: McGraw-Hill Book Co.
Nunnally, J. C. (1978). Psychometric theory (2nd ed.). New York: McGraw Hill.

O’Sullivan, D., & Andrew, V. A. (2007). Marketing Performance Measurement Ability and Firm Performance.
Journal of Marketing, 71(April), 79-93. https://doi.org/10.1509/jmkg.71.2.79

O’Sullivan, D., Abela, A. V., & Hutchinson, M. (2009). Marketing performance measurement and firm
Performance: Evidence from the European high technology sector. European Journal of Marketing, 43(5/6),
843-862. https://doi.org/10.1108/03090560910947070

Paananen, A., & Sepp&en, M. (2013). Reviewing customer value literature: Comparing and contrasting customer
values perspectives. Intangible Capital, 9(3), 708-729. https://doi.org/10.3926/ic.389

Pertusa-Ortega, M., Molina-Azor i, F., & Claver-Cortés, E. (2010). Competitive strategies and firm performance:
a comparative analysis of pure, hybrid and ‘stuck-in-the-middle’ strategies in Spanish firms. British Journal
of Management, 20(4), 508-523. https://doi.org/10.1111/j.1467-8551.2008.00597.x

Pihlstrom, M., & Brush, G. (2008). Comparing the Perceived Value of Information and Entertainment Mobile
Services. Psychology & Marketing, 25(8), 732-755. https://doi.org/10.1002/mar.20236

Pomering, A., & Johnson, W. (2009). Advertising corporate social responsibility initiatives to communicate
corporate image: inhibiting scepticism to enhance persuasion. Corporate Communications: An International
Journal, 14(4), 420-439. https://doi.org/10.1108/13563280910998763

Qu, R. (2009). The impact of market orientation and corporate social responsibility on firm performance
Evidence from China. Asia Pacific Journal of Marketing and Logistics, 21(4), 570-582.
https://doi.org/10.1108/13555850910997607

Quazi, A. M., & O’Brien, D. (2000). An empirical test of a cross-national model of corporate social
responsibility. Journal of Business Ethics, 25(1), 33-51. https://doi.org/10.1023/A:1006305111122

Robertson, T. S., & Gatignon, H. (1986). Competitive effects on technology diffusion. Journal of Marketing,
50(3), 1-12. https://doi.org/10.2307/1251581

Roig, F., Garcia, S., & Tena, M. (2009). Perceived value and customer loyalty in financial services. The Service
Industries Journal, 29(6), 775-789. https://doi.org/10.1080/02642060902749286

Rust, R. T., Tim, A., Gregory, S., Carpenter, V. K., & Rajendra, K. S. (2004). Measuring Marketing Productivity:
Current Knowledge and Future Directions. Journal of Marketing, 68(October), 76-89.
https://doi.org/10.1509/jmkg.68.4.76.42721

Ryu, K., Lee, R., & Kim, G. (2012). The influence of the quality of the physical environment, food, and service
on restaurant image, customer perceived value, customer satisfaction, and behavioral intentions.
International Journal of Contemporary Hospitality Management, 24(2), 200-223.
https://doi.org/10.1108/09596111211206141

Schumacker, E., & Lomax, G. (2004). A Beginner's Guide to Structural Equation Modeling, 2™ ed. Lawrence
Erlbaum Associates, Inc., Mahwah, NJ.

Simon, L. (1995). Global Corporate Philanthropy: a strategic framework. International Marketing Review, 12(4),
20-37. https://doi.org/10.1108/02651339510097711

Sin, Y. M. C. B,, Tse, H. M., Yau, R. C., & Lee, S. Y. (2002). The Effect of Relationship Marketing Orientation
on Business Performance in a Service-Oriented Economy. Journal of Services Marketing, 16(7), 656-676.
https://doi.org/10.1108/08876040210447360

122


https://doi.org/10.1007/s11747-011-0279-9
https://doi.org/10.1016/S0148-2963%2800%2900162-4
https://doi.org/10.2307/1251757
https://doi.org/10.1016/S0969-6989%2800%2900029-1
https://doi.org/10.1509/jmkg.71.2.79
https://doi.org/10.1108/03090560910947070
https://doi.org/10.3926/ic.389
https://doi.org/10.1111/j.1467-8551.2008.00597.x
https://doi.org/10.1002/mar.20236
https://doi.org/10.1108/13563280910998763
https://doi.org/10.1108/13555850910997607
https://doi.org/10.1023/A:1006305111122
https://doi.org/10.2307/1251581
https://doi.org/10.1080/02642060902749286
https://doi.org/10.1509/jmkg.68.4.76.42721
https://doi.org/10.1108/09596111211206141
https://doi.org/10.1108/02651339510097711
https://doi.org/10.1108/08876040210447360

http://ibr.ccsenet.org International Business Research \ol. 10, No. 2; 2017

Sink, D. S., & Tuttle, T. C. (1989), Planning and Measurement in Your Organization of the Future, IE Press:
Norcross, GA.

Smith, C. (1994). The new corporate philanthropy. Harvard Business Review, 72(3), 105-116.

Solcansky, M., & Simberiova, I. (2010) Measurement of marketing effectiveness. Ekonomika ir vadyba, 15,
755-759.

Suhartanto, D., Clames, M., & Dean, D. (2013). Analyzing the complex and Dynamic Nature of Brand Loyalty in
the Hotel Industry. Tourism Review International, 17(1), 47-61.
https://doi.org/10.3727/154427213X13649094288106

Sweeney, C., & Soutar, N. (2001). Consumer perceived value: The Development of a Multiple Item Scale. Journal
of Retailing, 77(2), 203-220. https://doi.org/10.1016/S0022-4359(01)00041-0

Tabachnick, G., & Fidell, S. (2012). Using Multivariate Statistics. 6 Ed; Pearson Education, Limited, New York.

Tarus, K., & Rabach, N. (2013). Determinants of customer loyalty in Kenya: does corporate image play a
moderating role? The TQM Journal, 25(5), 473-491. https://doi.org/10.1108/TQM-11-2012-0102

Tu, Y. T., Li, M. L., & Chih, H. C. (2013). The Effect of Service Quality, Customer Perceived Value and
Satisfaction on Loyalty. Journal of Economics & Behavioral Studies, 3(3), 198-212.

Ulaga, W. (2003). Capturing value creation in business relationships: A customer perspective. Industrial
Marketing Management, 32(8), 677-693. https://doi.org/10.1016/j.indmarman.2003.06.008

Vaaland, 1., Heide, M., & Grenhaug, K. (2008). Corporate social responsibility: investigating theory and research
in the marketing context. European Journal of Marketing, 42(9/10), 927-953.
https://doi.org/10.1108/03090560810891082

Van Riel, M., & Balmer, T. (1997). Corporate Identity: The Concept, Its Measurement and Management.
European Journal of Marketing, Bradford, 31(5/6), 255-340. https://doi.org/10.1108/03090569710167574

Vitezi¢, N., Vuko, T., & Morec, B. (2012). Does Financial Performance Have an Impact on Corporate
Sustainability and CSR Disclosure: A Case of Croatian Companies. Journal of Business Management, 5,
40-47.

Worcester, R. (2009). Reflections on Corporate Reputations. Management Decision, 47(4), 573-589.
https://doi.org/10.1108/00251740910959422

Yang, Z., & Peterson, R. T. (2004). Customer Value, Satisfaction, and Loyalty: The Role of switching Costs.
Psychology & Marketing, 21(10), 799-822. https://doi.org/10.1002/mar.20030

Copyrights
Copyright for this article is retained by the author(s), with first publication rights granted to the journal.

This is an open-access article distributed under the terms and conditions of the Creative Commons Attribution
license (http://creativecommons.org/licenses/by/4.0/).

123


https://doi.org/10.3727/154427213X13649094288106
https://doi.org/10.1016/S0022-4359%2801%2900041-0
https://doi.org/10.1108/TQM-11-2012-0102
https://doi.org/10.1016/j.indmarman.2003.06.008
https://doi.org/10.1108/03090560810891082
https://doi.org/10.1108/03090569710167574
https://doi.org/10.1108/00251740910959422
https://doi.org/10.1002/mar.20030

