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Abstract

Due to the increasing competition among insurance companies, online relational marketing is considered as a
very suitable method to create and maintain a long-term relationship with customers; Because the services that
can be provided in insurance companies are relatively uniform and it is difficult for most insurance companies to
differentiate their services from competitors. Meanwhile, knowing how customer satisfaction is influenced by key
variables still needs more studies. Considering this importance, the current study has been conducted with the
aim of investigating the relationship between online relational marketing and satisfaction through online trust. The
research method is applied in terms of purpose and descriptive-correlation in terms of implementation method.
The statistical population of the research is the customers who refer to Razi insurance branches in Mashhad, and
considering the unlimited number of customers based on the rule of thumb of ten times the structural equations,
the minimum sample size required for this research was 320 people. In this research, available non-random sampling
method was used. The main tool for collecting information in this research is a questionnaire that was measured
based on the model and questionnaire of Luvia Boateng (2019) with 20 questions. In order to determine the validity
of the questionnaires, the questionnaires were placed at the disposal of respected professors and advisors and experts
and knowledgeable people in the matter of research issues and their validity was confirmed. The reliability of the
questionnaires was obtained using Cronbach’s alpha coefficient higher than 0.7, which means that the tool has
adequate reliability. In this research, SPSS 18.0 statistical analysis software and smart pls software were used to
analyze the collected data. The results of the research showed that online trust affects the effect of online relational
marketing on customer satisfaction. Mediates. Also, there was a relationship between attachment and interaction and
trust, and there was also a relationship between attachment and customer satisfaction. Also, there was a relationship
between interaction and online trust, and between online trust and customer satisfaction, and the existence of a
relationship between online relational marketing dimensions and customer satisfaction was confirmed. Finally, online

trust mediated the effect of attachment on customer satisfaction
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