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role of corporate image”
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“Corporate social responsibility (CSR) and customer loyalty in the hotel

industry: A cross—country study”
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Abstract

This study aimed to explore the impact of Corporate Social Responsibility (CSR) on consumer
loyalty towards brands, focusing on the analysis of various dimensions of CSR, including the
economic, social, ethical and legal, environmental, and companies' commitment to human and
labor rights. The study was designed to assess how these dimensions enhance customer loyalty
towards brands that adopt socially responsible practices.

The study relied on a quantitative methodology using a questionnaire to collect data from a sample
of 300 participants. Data analysis was conducted by calculating means and standard deviations for
each statement within the different dimensions. The results indicated that all dimensions studied
had a high positive impact on consumer loyalty, with each dimension recording high means
reflecting the importance of CSR in shaping consumer behavior.

The economic dimension showed that consumers prefer brands that support education and
vocational training, and adopt fair trade practices. The social dimension showed that consumers
feel greater loyalty towards brands that contribute to solving social problems and support
marginalized groups. Meanwhile, the ethical and legal dimension emphasized the importance of
adhering to ethical values, transparency, and accountability for errors in building trust and loyalty.
The environmental dimension also revealed that consumers prefer brands that encourage
responsible consumption and commit to reducing carbon emissions. Finally, the company's
commitment to human and labor rights showed that providing a fair working environment and
supporting workers' rights enhances consumer engagement with the brand.

The study concluded that Corporate Social Responsibility plays a pivotal role in enhancing
consumer loyalty, with customers paying increasing attention to the ethical, social, and
environmental values and practices of companies. Based on these results, the study recommends
that companies adopt comprehensive CSR strategies that include commitment to ethical values,
support for social and environmental causes, investment in employee skills development, and
enhanced transparency and communication with consumers about their efforts in this field. The
study emphasizes that companies that commit to genuine and sustainable CSR practices will be
able to build long-term relationships with their customers and enhance their reputation in the
market.

Keywords: Corporate Social Responsibility, Consumer Loyalty, Ethical Dimensions, Sustainable
Development, Human Rights
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