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The purpose of this study is to investigate the mediating role of multichannel integration
quality and customer satisfaction in the relationship between service quality and customer
loyalty within the banking sector. This research is applied in terms of objective and
descriptive-survey in terms of data collection. The statistical population includes all
customers of Bank Saderat in Mazandaran Province. Based on Cochran's formula, a sample
of 385 customers was selected using convenience sampling. The data collection tool was
the standardized questionnaire by Alziedi (2023), whose content validity was confirmed by
academic advisors. Data were analyzed using SPSS and SmartPL.S4 software to test the
hypotheses through structural equation modeling. The results indicated that service quality
has a positive and significant impact on customer loyalty, multichannel integration quality,
and customer satisfaction. Additionally, both multichannel integration quality and customer
satisfaction have a positive and significant effect on customer loyalty. Ultimately,
multichannel integration quality and customer satisfaction play a significant mediating role
in the relationship between service quality and customer loyalty in Bank Saderat. Based on
the findings, banks can create a seamless and consistent experience for customers by
enhancing service quality and integrating physical and digital communication channels.
This omnichannel approach leads to increased customer satisfaction and ultimately secures
long-term customer loyalty in the competitive banking industry environment.
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