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Source in APA Style:

Khan, M. A., & Khan, M. T. (2019). The Impact of Ethical Behavior on Customer
Satisfaction: A Study of Retail Sector in Pakistan. *Journal of Business Ethics*,
154(1), 145-157. https://doi.org/10.1007/s10551-017-3451-3

Hi# DA
ol A SN e Dandl Limy s o3 Uo7 50 conly BN Ll o i) el

24
Dr. Mona Moustafa Elashry MIDOCEAI|

UUUUUU S\TYll


https://doi.org/10.1007/s10551-017-3451-3

Lealas & aalug Laa ¢ el oV 55 e Danll pa Jucal Jelii ) (5055 Ao & (3185 Jaall cildlaly
skl saall e,

-

=4l
530 a3 Gy esMNaall iy 3 5355 (0 At el sl (pm SAY LS Ly
LS sl Sl all 5 Ladie Lgidalad 3 48AY) oaluall 5 asilly S 30 o) 5l
LSl & 4 8 48 LlEdle oLy L“é eA\.u:t PR ce\)h\)_”j dal il cdndladl) Jia cu)\;\
s L.;‘ (S35 Laa ¢ laletl) J\)ﬁ@uz;\ B BT e anll c«YJ (e )Jz_a:&.aﬂ\ RS
s gall L) 21090,

dijq@goy@e@uwﬂumuumwﬂ #Sanll 2y elld o5 53
Sy AB3AY) LS sludl Clee ld (Jiaall (8 jlie V) (e 33 55 agilaladal 5 agilaliial
e el Lz 5 48 i) drans o Glos aSay Lae A8 laia ) 5250 O,

sos0ma sn Jr e b e G Jlee V1 (8 (AT S gladl 3 5 ) J sl (S oA
ot Al S AN ) Gandl 8 el 5 aliasall laill Gaiat b anlu Aol i
i sl & Wl aalid s e Daall Lia ) (a5 Y il ol o) A 3 (33AY)
Vac €I g Juzadl,

25
Dr. Mona Moustafa Elashry MIDOCEAI|

UUUUUU >\‘rv|l



raeal el Aaild
Jualss e, & dulys 1dleall Ldy e el Do) @Y1 gludl 566 (Y41 1) (B 0) dolas
22lall g ¢ ddumas Ul> (Doctoral dissertation, Joxe daslz).

& dadlun OB (30 dige e dulyd OB ASs> (§ sl 58001 &dlad i1 quuebb das)S
k=l (Doctoral dissertation).

d\}bd‘d.wu.’.ﬂ| C)L,a & s 4».9)*:-)’\ oal.o.o.l\_)go (T TT) £ de&h,a.n
Mb.}) ©g9laeg Luy | diud slacl doadaid| didolgadl (s (3 duansBYI ‘QLMB}" sl
YAO- \V‘\,(\Y)T'/\,(bw\) Mﬂ\wdlm (‘bw‘ daolon diluus.,

z dblz)\&ww.ﬂ\ C)L,o & s\ w}b;l\ solall y93 (Y- YY) . P ..\W.Lw&]a,,m
dwl)s) @gL9laeg uy il L slacl doadad! Aol gadl (s (3 duansBYI ‘al.w.e)Jl el
YAT-WVA,(VY)YA (b guanl) A1 &S doeo (o gusel danlom Al

dljbdl_xw Ol C)L,o & s\ 4.4.9)&>}’| soldll y93 (Y- YY) . P Hea oo &MG
Mba) ©489lany oyl i slacl doadad! &bl gadl (s (§ duaadBYI sameJ\ sl
YATAVA (VY)YA (dogauel) Gl &S dlome . (do gaua] dnolans &l

1. Kotler, P., & Keller, K. L. (2016). Marketing Management. Pearson Education.

2. Graafland, J., & Smid, H. (2018). The role of ethics in the corporate performance. Business
Ethics: A European Review, 27(1), 98-112.

3. McCuddy, M. K., & Michael, E. J. (2018). Ethical Behavior and Its Effect on Customer
Satisfaction. Journal of Business Ethics, 153(3), 743-758.

4.Rust, R. T., & F. I. A. (2020). Customer Satisfaction, Loyalty, and Market Share. Journal of
Marketing, 84(5), 89-1009.

26
Dr. Mona Moustafa Elashry MIDOCEAI\I

UNIVERSITY



1. " Sand) QE@%;" - G)R Asena D “—‘-‘ﬂ"
2. 1] u\ls s” wi" - Gu‘ Hlm ,J :u'dt.
3. ll‘;jw‘g‘ éw‘" - 413\ J:\Q O:‘ mi 2 :k_a:‘fu

;M\ L'AJ a.m\‘).ﬂ:

1. Kotler, P., & Keller, K. L. (2016). Marketing Management. Pearson.

2. Oliver, R. L. (1999). Whence Customer Loyalty? Journal of Marketing, 63, 33-44.

3. Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2018). Services Marketing: Integrating
Customer Service Across the Firm. McGraw-Hill.

- &< Baumrind, D. (1991). The Influence of Parenting Style on Adolescent
Competence and Substance Use.

- &+ Hofstede, G. (1980). Culture's Consequences: International Differences in
Work-Related Values.

- & Lickona, T. (1991). Educating for Character: How Our Schools Can Teach
Respect and Responsibility.

& Ng, K. Y., & Johnson, T. (2015). "Collaborative Trust: A Perspective from
the Trust-Leadership Nexus." *Journal of Business Ethics*.

& Wu, J. & Liu, R. (2017). "The Relationship between Corporate Moral
Responsibility and Financial Performance.” *Journal of Business Ethics*.

& 4: Turner, J. H. (2020). "The Sociology of Morality." *Sociological
Perspectives™*.

& Transparency International (2021). "Corruption Perceptions Index."

& 4: Rest, J. (1986). "Moral Development: Advances in Research and Theory."
*Praeger*.

& 4: Schein, E. H. (2010). "Organizational Culture and Leadership." *Jossey-

27
Dr. Mona Moustafa Elashry MIDOCEAI|

UUUUUU >\‘rv|l



1. LA dbaa:
- Trevifio, L. K., & Nelson, K. A. (2014). "Managing Business
Ethics: Straight Talk about How to Do It Right." Wiley.

2. Jues¥) & Y Jsa i
- Ferrell, O. C., & Fraedrich, J. (2015). "Business Ethics: Ethical
Decision Making & Cases." Cengage Learning.

3. a8 il a:

- Jones, T. M. (1991). "Ethical Decision Making by Individuals
in Organizations: An Issue-Contingent Model." Academy of
Management Review.

4. AYAY) & glud) Jga cia;

- Badaracco, J. L. (1997). "Defining Moments: When Managers
Must Choose between Right and Right." Harvard Business
Review.

1. o «crall ae (2018). "a)sdl s il 3 jpadl o Mkl 5 anliall 1o Dlaall ClEe 5 ),
2. a ¢ . (2016). " «dlac) il 50 Alae Ml Al 50 1o Dand) Liay e darall 325 i
V-0 (Y)Y,

3. & «adll (2019). " (a2 sl 95 oY) Alas "lS A e Slaall L) Caa Cilaadl yial)
VY)Y (()YA,

#h# A e L aal e

1. Kotler, P., & Keller, K. L. (2016). "Marketing Management". Pearson
Education Limited.

2. Oliver, R. L. (1999). "Whence Customer Loyalty?". Journal of Marketing, 63,
33-44.

3. Zeithaml, V. A., Bitner, M. J., & Gremler, D. D. (2013). "Services Marketing:
Integrating Customer Focus Across the Firm™. McGraw-Hill Education.

4. Reichheld, F. F., & Schefter, P. (2000). "E-Loyalty: Your Secret Weapon on
the Web". Harvard Business Review, 78(4), 105-113.

#itH 4dla) ) e

- Fornell, C. (1992). "A National Customer Satisfaction Barometer: The Swedish
Experience". Journal of Marketing, 56(1), 6-21.

- Heskett, J. L., Sasser, W. E., & Schlesinger, L. A. (1997). "The Service Profit

28
Dr. Mona Moustafa Elashry MIDOCEAN

\\\\\\\ >\‘rv|l



Chain: How Leading Companies Link Profit and Growth to Loyalty, Satisfaction,
and Value". Free Press.

Source in APA Style:

Khan, M. A., & Khan, M. T. (2019). The Impact of Ethical Behavior on Customer
Satisfaction: A Study of Retail Sector in Pakistan. *Journal of Business Ethics*,
154(1), 145-157

G sl g pladly cilbial) culbl aa

It" s Never Too Late to START. Just Begin!

Best of Luck @  Jx. Mowa Moustafa Ltushry

29
Dr. Mona Moustafa Elashry MIDOCEAI|

UUUUUU >\‘rv|l



