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The Role of Customer Participation in service as
Mediator Variable in Relationship between
Opinion leaders and Loyalty
“A Field study on Volunteers in Charities”
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Abstract

The reason of conducting the study is to examine the relationship between
opinion leaders and customer participation at three levels (personal interaction,
customer inputs required for providing the service, and customer participation in
producing product) as well as to understand the influence of customers’ participation
on their loyalty.

The study has mainly shed light on discussing the impact of customer
participation on both aspects; opinion leaders and customers’ loyalty.

The study tackled several obstacles, such as: some charity organizations in Egypt are
unaware of the role and importance of opinion leaders in promoting them and their
impact on the customer participation as well as their loyalty.

The study found a moral relationship between opinion leaders and customer
participation on carious levels (personal interaction, customer inputs required for
establishing the service and customer participation in introducing the product) and a
relationship between customer participation and loyalty (attitudinal loyalty and
behavioral loyalty).

The study recommended that the process of selecting opinion leaders must be
done carefully and cautiously, in a certain criteria with the necessary experience,
appeal and confidence. The study also encouraged to the adoption of the principle of
transparency between charities and volunteers as well as the provision of a positive
and psychologically comfortable working environment for the volunteers.

Key words : Opinion leaders , Trustworthiness , Experience , Attractiveness ,
Customer participation , Personal interaction , Customer inputs required for service
creation , Customer participation in product introduction , Customer Loyalty ,
Attitudinal Loyalty , Behavioral Loyalty
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