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The relationship between customer satisfaction and

oppositional loyalty towards competing brands
A field study for Samsung and iPhone customers

Dr: Mahmoud Fawzy Rashad

Abstract:

The study deals with the concept of customer satisfaction;
Within the framework of three dimensions: (product quality,
trust, attachment and association) they represent the main
factors for the formation of this concept among users of one of
the two brands (Samsung, iPhone) to examine the relationship
between these three variables and the formation of each of
emotional loyalty, behavioral loyalty, and reverse loyalty to me
clients.

The study was applied to a deliberate sample of 271
respondents who used one of the two brands Samsung and
iIPhone; Bearing in mind that the period of their use of either of
the two brands shall not be less than one year at least.

The results of the study revealed the emergence of the
hypothesis of reverse loyalty among respondents with a lower
educational level, as well as among females compared to
males, and the study revealed that the index of "attachment and
attachment to the preferred brand" is the most influential factor
in respondents’ feeling of satisfaction with the brand, as well as
emotional and behavioral loyalty to it. .

The index of "attachment and attachment to the preferred
brand" was the only factor - among the satisfaction indicators -
affecting the respondents' loyalty inversely to competing
brands.
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The study made a number of recommendations; Represented
by the focus of mobile phone marketers on emotional appeal to
customers; because it is the most influential factor in their
attitudes towards their preferred brand, and loyalty to it, as it is
the only factor - according to the study - affecting their reverse
loyalty towards competing brands.

The study also recommended the direction of public relations
efforts of mobile phone marketing companies towards focusing
on public loyalty programs; through promotions, organizing
special events, implementing social responsibility programs and
others

Keywords: customer satisfaction, oppositional loyalty,
competing brands
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