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Abstract

The purpose of this study is to determine the effect of innovation on customer value-creating
behaviors by considering the mediating role of customer interaction. In this regard, by
examining concepts such as innovation, customer value-creating behaviors and customer
interaction and using the structural equation modeling method, we examined the mediating
role of customer interaction in chain restaurants in Tehran province. The statistical population
of this study includes all employees and customers of selected chain restaurants in Tehran.
Based on this, the number of statistical samples according to Krejcie and Morgan table was
estimated to be 384 people who were selected by available random sampling method. A
questionnaire was used to collect data in this study. Its validity as content validity was
confirmed by experts and the construct validity was confirmed by confirmatory factor
analysis in SPSS software as well as Smart-PLS software and the reliability of the
questionnaire was checked and confirmed by Cronbach's alpha method. Kolmogorov-
Smirnov test was used to analyze the data for normality and path analysis test was used to
confirm the hypotheses. The result shows the impact of innovation on customer value
creation behaviors with the mediating role of customer interaction. The results also show the
impact of innovation on customer interaction and innovation on customer participation
behaviors and customer citizenship behaviors. Customer interaction also had an effect on
participation and citizenship behaviors and the effect of innovation on customer citizenship
behaviors with the mediating role of customer interaction was also confirmed.

Keyword

Innovation, customer interaction, customer value-creating behaviors, participation,
citizenship behaviors

1. Department of Business management, Payame Noor University, Karaj, Iran.



