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Impact of Marketing Flexibility Dimensions in Light of Corona Pandemic
on Customer Citizenship Behaviors: The Mediating role of Corporate
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Abstract:

Aim of the paper: This study aimed at testing the direct and indirect effect of marketing
flexibility (MF) dimension in light of Corona pandemic on customer citizenship
behaviors (CCB) by analyzing the mediating role of corporate image (ClI).

Study Design: The study depended on descriptive analytical method. Path analysis was
used to determine direct and indirect relationships between variables and testing
hypothesis.

Sample and Data: The questionnaire was used to collect preliminary data from an
intercept sample of internet home services companies customers in Gharbia
Governorates (387 customers)

Results: The results showed direct significant relationships between (MF) dimensions
and (CI), (MF) dimensions and (CCB) toward organization, also between Cl and CCB,
Finally between some of (MF) dimensions (product planning flexibility-price policies
flexibility distribution flexibility) and (CCB) toward other customers. Results showed
also that there was a significant positive mediating impact of Cl in the relations between
MF dimensions and CCB in the light of Corona pandemic.

Conclusions: The study showed the importance of MF and ClI in the light of corona
pandemic (crisis times) in motivating customer citizenship behaviors which reflects on
organizations’ competitive position.

Key words: Marketing Flexibility. Corporate Image, Customer Citizenship Behaviors,
Corona Pandemic.
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