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Strategies for enhancing social capital within organizations and their
relationship with customer citizenship behaviors: A field study on a sample of
Egyptian business organizations

Abstract

This study aimed to increase the clarity of the meeting head within institutions and
its relationship with the behaviors of local customers, to some extent, on the basis of
the relationship between the meeting head and the behaviors of local customers. It
reached a survey approach in the study, relied on a scanning statement from the sample
data, and applied the study on its basis ( (460) individuals from the customer in
Vodafone and Etisalat Company, in addition to (100) employees within VVodafone and
Etisalat Company (Internal audience) in the governorates.

The study reached results, the most important of which are: the existence of a
statistically significant relationship between social capital strategies and customer
citizenship behaviors in the companies sampled by the study, and the results of the
study showed that there is a relationship between the dimensions of social capital (trust,
cooperation, camaraderie, commitment, strength of business networks) and the
dimensions of customer citizenship behaviors, It was also shown that there is an impact
of communication strategies on the relationship between social capital and customer
citizenship behaviors. It has also been shown that there is an impact of communication
strategies on the relationship between social capital and customer citizenship
behaviors, and it has also been shown that there is a relationship between the
dimensions of communication strategies (information, dialogue, consensus building,
persuasion and explanation) and the dimensions of customer citizenship behaviors
(positive word spoken, feedback, recommendation, display Belonging, cooperation
and tolerance, defense and advocacy).
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