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Abstract: Financial science as a branch of the social sciences plays an invaluable role in the economic and business 

environment. Economic activity is not possible without relying on financial knowledge and managerial. The objective 

of this study is surveying the impact of ethics and professional conduct of employees on the customer loyalty. 

Statistical population of this study includes customers the various branches of Melli Bank in Hamedan (Iran). The 

questionnaire is used as instrument of data collection. Linear regression analysis was used to test the research 

hypotheses. Lateral purposes of research as well as is used t-test of independent groups and ANOVA to assess lateral 

results. Research results indicate that there is a significant relationship between ethics and professional conduct of 

employees on customer loyalty and the correlation between these two is high and positive. 
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I. INTRODUCTION 

Although concept of customer satisfaction the first by Peter Drucker in 1954 express direct and indirect in marketing 

and management literature but review of resources related to customer satisfaction shows that serious studies in field 

began in the mid-1970s, mainly in America and in 1980 by considerable development of researches, the basics of this 

subject is clear. 

The main effort in decades has been finding a comprehensive model for explaining and measuring customer 

satisfaction. Professional ethics is one of the main issues in all human societies. Now, unfortunately, in our society and 

in the workplace is less attention to professional ethics. While in the secular West, in knowledge related to management 

and organization exist professional ethics as a branch, but in our religious community in management don’t be enough 

attention to ethics [1]. 

Our society needs to define professional ethics features such as interest to work, spirit of cooperation and trust, creating 

and interact with each other ... and make Culture.  Nowadays most industrialized countries in the world have to believe 

that disregard for ethical issues and evade from social responsibility leads to the loss of business. For this reason, many 

successful companies have felt the need for an ethical strategy formulation and achieve to believed that every 

organization must exist a culture based on ethics. Thus, they tried to give a special status to research about professional 

ethics. When from field of individual and private move to business, the discussion of work ethic and job ethic emerge. 

Nowadays professional ethics has strategic role in business and strategic management experts, competent ethical 

principles in the organization know preconditions of good strategic management [2]. 

However, customers of enterprise are considered one of the greatest potential that ensures maintaining its durability and 

sustainability. The secret of maintaining customers is in 'customer loyalty' to the economic institution. Among all 

economic agencies, banks are only financial and economic institutions that will accelerate their death by losing their 

customers or at least lag from development cycle. This research intended to review a dimension of the management 

science in the field of the success of bank about customer loyalty conclusions. 
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II. LITERATURE REVIEW 

2.1. The Concept of Ethics 

The ethics means observing moral principles and values that govern a person's behavior, stating what is true and what is 

false and ethical values are determinant standards based on behavior and decision making, what is good or bad [3]. 

Ethics can be defined as the branch of philosophy about concern from the human behavior about the right and wrong of 

actions, good and evil, faith and the consequences of such actions [4]. Dating of ethics goes back to 2,500 years ago. 

For example, at the time of Socrates, Plato and Aristotle are presented behavioral theories for a set of principles of 

human behavior. For example Egoism Theory (Selfishness) stated that behavior and human practice when it would be 

desirable which consider the long-term interests of the individual. Utilitarian theory suggests, individual efforts should 

be in a direction which its benefits more than disadvantage it [5]. Socrates was the first who established a rationale for 

ethically and correct behavior and he know theory of ethics based on the knowledge [6]. 

Ethics in Islam emphasized and one of the main goals of Prophets in the Quran was ethics, because advancement and 

prosperity of human depends on adherence and adornment to divine ethics [7]. 

 
2.2. The Concept of Professional Ethics 
First, the concept of professional ethics was used in means work ethic and ethic in jobs. Today, some of the authors are 

used the first meaning of the concepts to define it [8]. 

Various definitions of professional ethics are presented: 

A) Professional ethics is one of the new branches of ethics which attempts to respond to ethical issues of various 

professions and as well as expected certain principles for it [9]. 

b) Professional ethics explored ethical issues and questions and ethical values and principles and it is monitoring ethics 

in professional environment [10]. 

c) Personal ethics is responsibility toward own personal behavior, merely conceived as a human person, and the work 

ethic. It is an individual responsibility toward professional conduct and his career as a business owner or organizational 

position [11]. 

D) Professional ethics is a branch of morality knowledge that deals with the study of moral obligations in professional 

and ethical issues and in definition of the professional; it is a certain activity that led to individual guidance to 

determined special status along with special ethics [12]. 

Also in definition of professional ethics is mentioned following items:  

1. Professional ethics, behavior is common among the people of a professional. 

2. Professional ethics is management and human behavior when doing professional work. 

3. Professional ethics is discipline of ethical knowledge that deals with the study of employment relations. 

4. Professional ethics is consists of a set of rules that at first glance obtain the nature of the profession [13]. 

As is considered, there are two characteristics of professional ethics in most definitions: 

A) Existence attitude of individualism, 

b) Limitation of responsibilities and ethical obligations in the job. 

It seems that this view of professional ethics is delivery approach and reducing professional ethics; because in careers 

institutions of collective identity and organizational in business is so many beyond the individual job of people. 

According to this view, nowadays raised the discussion of professional ethics in managerial resource and in the 

literature and issues related to human resource management [14]. 
 

III. RESEARCH HYPOTHESES 

3.1. Main Hypothesis 

Observing ethics and professional conduct of employees has impact on customer loyalty. 

 

3.2. Sub-hypothesis  

1- Observing rules and regulations of employees has impact on customer loyalty. 

2- Trusteeship of employees has impact on customer loyalty. 

3- Responsibility of employees has impact on customer loyalty. 

4- Attention to the common interests of employees has impact on customer loyalty. 

5- Protecting customers' personal information has impact on customer loyalty. 

6- Observing Islamic standards and office dignity by employees has impact on customer loyalty. 

7- Accuracy and speed in the affairs by employees has impact on customer loyalty. 
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IV. RESEARCH METHODOLOGY 

This research in term of time is cross sectional, according to purpose is applied, how to obtain the required data is 

descriptive (non-test) and a bunch of survey and in terms of the nature is the correlation. Statistical population of 

this study includes customers the various branches of Melli Bank in Hamedan (Iran) that based on the information 

and statistics of 26 bank branches have already been active in Hamadan. All the 26 branches are equipped with 

electronic systems include ATM, flash cards, credit cards, mobile banking, SMS banking, telephone banking, 

internet banking, Satna, point of sale and .... The sample size for this study was estimated by using Cochran formula. 

The sample size is determined 384. For sampling is used method of quota - simple random. Thus 400 questionnaires 

are distributed among customers. The questionnaire is used as instrument of data collection. Linear regression 

analysis was used to test the research hypotheses. Lateral purposes of Research as well as is used t-test of 

independent groups and ANOVA to assess lateral results. 

 

V. DATA ANALYSIS 

Research results indicate that there is a significant relationship between ethics and professional conduct of employees 

on customer loyalty and the correlation between these two is high and positive. The research findings are presented in 

Tables 1, 2 and 3. 

 
Table (1) Correlation Coefficient 

 

The results show that: 9% of the changes of customer loyalty in statistical sample of research were related to observing ethics 

and professional conduct of employees. In other words 9% of the changes of dependent variable can be explained by the 

independent variables. 

 

35/3% of the changes of customer loyalty in statistical sample of research were related to observing rules and regulations of 

employees. In other words 35/3% of the changes of dependent variable can be explained by the independent variables. 

 

2% of the changes of customer loyalty in statistical sample of research were related to trusteeship in Melli bank. In other words 

2% of the changes of dependent variable can be explained by the independent variables. 

 

14% of the changes of customer loyalty in statistical sample of research were related to responsibility of employees in Melli 

bank. In other words 14% of the changes of dependent variable can be explained by the independent variables. 

 

0/2% of the changes of customer loyalty in statistical sample of research were related to attention to the common interests of 

employees in Melli bank. In other words 0/2 % of the changes of dependent variable can be explained by the independent 

variables. 

 

9% of the changes of customer loyalty in statistical sample of research were related to protecting customers' personal information 

in Melli bank. In other words 9% of the changes of dependent variable can be explained by the independent variables. 

To determine impact  of The following factors on customer 

loyalty 

Multiple 

correlation 

coefficient 

R2 Adjusted 

R Square 

Std. Error of 

the Estimate 

Observing Ethics and professional conduct of employees 0/293 0/086 0/084 4/19 

Observing rules and regulations of employees  0/594 0/353 0/351 3/528 

 Trusteeship of employees 0/135 0/018 0/016 4/346 

Responsibility of employees 0/374 0/14 0/138 4/067 

Attention to the common interests of employees 0/041 0/002 -0/001 4/383 

Protecting customers' personal information 0/299 0/09 0/087 4/185 

Observing Islamic standards and  office dignity by employees 0/26 0/068 0/065 4/235 

Accuracy and speed in the affairs by employees 0/224 0/05 0/048 4/275 
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7% of the changes of customer loyalty in statistical sample of research were related to observing Islamic standards and office 

dignity by employees in Melli bank. In other words 7% of the changes of dependent variable can be explained by the 

independent variables. 

 

5% of the changes of customer loyalty in statistical sample of research were related to accuracy and speed in the affairs by 

employees in Melli bank. In other words 5% of the changes of dependent variable can be explained by the independent variables. 

 

Table (2) Regression test 

Regression model 
Unstandardized Coefficients 

Standardized 

coefficients t Sig 

B Std.Error Beta 

Constant  10/621 2/017 

0/293 

5/267 

0/001 Observing Ethics and professional 

conduct of employees 

0/086 0/014 5/997 

Constant  

Observing rules and regulations of 

employees 

-1/647 1/692 

0/594 

-0/973 0/331 
0/391 0/027 14/442 

0/001 

Constant 17/879 1/809 0/135 9/883 0/001 

Trusteeship 0/262 0/099 2/655 0/008 

Constant 11/785 1/392 0/374 8/467 
0/001 

Responsibility of employees 0/442 0/056 7/891 

Constant 21/707 1/187 

0/041 

18/286 0/001 
Attention to the common interests of 

employees 

0/036 0/045 0/805 0/421 

Constant 13/975 1/431 0/299 9/767 

0/001 Protecting Customers' Personal 

Information 

0/382 0/062 6/128 

Constant 12/995 1/844 

0/26 

7/047 

0/001 Observing Islamic standards and  office 

dignity by employees 

0/476 0/09 5/27 

Constant 15/25 1/662 

0/224 

9/176 

0/001 Accuracy and speed in the affairs by 

employees 

0/269 0/060 4/489 

 
 

Table 2 shows the final results of the regression and according to this table can be write equation of the regression line: 

1- Customer loyalty = 10/621+ 0/086(observing ethics and professional conduct) 

Variable of observing ethics and professional conduct has impact on customer loyalty. It means that for each one unit 

increase in observing ethics and professional conduct, customer loyalty is increased 29% by Bank. Thus it can say: 

 “Observing ethics and professional conduct has impact on customer loyalty” 

 

2- Customer loyalty = - 1/647+ 0/391(Observing rules and regulations of employees) 

Variable of observing rules and regulations of employees has impact on customer loyalty. It means that for each one 

unit increase in observing rules and regulations of employees, customer loyalty is increased 59% by Bank. Thus it can 

say: 

 “Observing rules and regulations of employees has impact on customer loyalty” 

 
3- Customer loyalty = 17/879+ 0/262(Trusteeship) 

Variable of trusteeship has impact on customer loyalty. It means that for each one unit increase in trusteeship, customer 

loyalty is increased 14% by Bank. Thus it can say:  

“Trusteeship has impact on customer loyalty” 
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4- Customer loyalty = 11/785+ 0/442(Responsibility of employees) 

Variable of responsibility of employees has impact on customer loyalty. It means that for each one unit increase in 

responsibility of employees, customer loyalty is increased 37% by Bank. Thus it can say:  

“Responsibility of employees has impact on customer loyalty”  
 

5- Customer loyalty = 21/707+ 0/036 (Attention to the common interests of employees)  

Variable of attention to the common interests doesn’t have impact on customer loyalty and this impact is not 

predictable. Thus it can say:  

“Attention to the common interests of employees doesn’t have impact on customer loyalty”  

 

6- Customer loyalty = 1/431+ 0/062 (Protecting Customers' Personal Information) 

Variable of protecting customers' personal information has impact on customer loyalty. It means that for each one unit 

increase in protecting customers' personal information, customer loyalty is increased 30% by Bank. Thus it can say:  

“Protecting customers' personal information has impact on customer loyalty”   
 

7- Customer loyalty = 12/995+ 0/476 (Observing Islamic standards and office dignity by employees) 

Variable of observing Islamic standards and office dignity by employees has impact on customer loyalty. It means that 

for each one unit increase in observing Islamic standards and office dignity by employees, customer loyalty is increased 

26% by Bank. Thus it can say:   

“Observing Islamic standards and office dignity by employees has impact on customer loyalty”   
 

8- Customer loyalty = 15/25+ 0/269 (Accuracy and speed in the affairs by employees) 

Variable of accuracy and speed in the affairs by employees has impact on customer loyalty. It means that for each one 

unit increase in accuracy and speed in the affairs by employees, customer loyalty is increased 22% by Bank. Thus it can 

say:    

“Accuracy and speed in the affairs by employees has impact on customer loyalty”   
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Table (3) - Data ANOVA 

Hypotheses Model  
Sum of 

squares  
df 

Mean 

square  
F Sig Result  

M
ai

n
  

h
y

p
o

th
es

is
  Regression 632/38 1 632/38 

35/961 0/001 

F is significant – H0 is 

rejected and the regression 

coefficient is verifiable. Remaining 6717/453 382 17/585 

Total  7349/833 383  

F
ir

st
  

 

h
y

p
o

th
es

is
  Regression 2595/725 1 2595/725 

2208/57 0/001 

F is significant – H0 is 

rejected and the regression 

coefficient is verifiable. Remaining 4754/108 382 12/445 

Total 7349/833 383  

S
ec

o
n

d
  
 

h
y

p
o

th
es

is
  Regression 133/202 1 133/202 

7/051 0/008 

F is significant – H0 is 

rejected and the regression 

coefficient is verifiable. Remaining 7216/631 382 18/892 

Total 7349/833 383  

T
h

ir
d
  

 

h
y

p
o

th
es

is
  Regression 1030/117 1 1030/117 

62/226 0/001 

F is significant – H0 is 

rejected and the regression 

coefficient is verifiable. Remaining 6319/716 382 16/544 

Total 7349/833 383  

F
o

u
rt

h
  
 

h
y

p
o

th
es

is
  Regression 12/456 1 12/456 

0/648 0/421 

F isn’t significant – H0 is 

confirmed and the regression 

coefficient isn’t verifiable. Remaining 7337/377 382 19/208 

Total 7349/833 383  

F
if

th
  
 

h
y

p
o

th
es

is
  Regression 657/911 1 657/911 

37/556 0/001 

F is significant – H0 is 

rejected and the regression 

coefficient is verifiable. Remaining 6691/922 382 17/518 

Total 7349/833 383  

si
x

th
  

h
y

p
o

th
es

is
  Regression 498/126 1 498/126 

27/77 0/001 

F is significant – H0 is 

rejected and the regression 

coefficient is verifiable. Remaining 6851/707 382 17/936 

Total 7349/833 383  

S
ev

en
th

  
 

h
y

p
o

th
es

is
  Regression 368/297 1 368/297 

20/152 0/001 

F is significant – H0 is 

rejected and the regression 

coefficient is verifiable. Remaining 6981/536 382 18/276 

 Total 7349/833 383  

 
VI. CONCLUSION 

In this study was attempted to assess the correlation between the seven dimensions from professional ethics of 

employees on customer loyalty in Melli Bank by using a questionnaire and statistical tests. The results showed that 

variable of observing ethics and professional conduct of employees has adequate powers on is customer loyalty in 

Melli bank and this impact is predictable; It means that for each one unit increase in observing ethics and professional 

conduct, customer loyalty is increased 29%. Findings from research showed that six dimension of the seven dimensions 

of professional ethics: observing rules and regulations, trusteeship, responsibility, protecting customers' personal, 

observing Islamic standards, accuracy and speed in the affairs can maintain customer and only variable of attention to 

the common interests of employees doesn’t effect on the dependent variable. Thus it can say that “Observing ethics and 
professional conduct of employees has impact on customer loyalty”. 
 



 

    ISSN: 2319-8753                     

 

International Journal of Innovative Research in Science,  

Engineering and Technology 

(An ISO 3297: 2007 Certified Organization) 

Vol.2, Issue 11, November 2013 

Copyright to IJIRSET                                               www.ijirset.com                                                                6411 

 

REFERENCES 
[1] Aryanpour Kashani,M, Aryanpour leading comprehensive dictionary, World of Computers, Iran, Tehran,2006. 

[2] Cadozier,V, The moral profession: A study of moral development and professional ethics. Retrieved from proquest.com,2002, 

p.137. 

[3] Reinartz, W; kumar, v, The Mismanagement of Customer Loyalty, Harvard business school publishing corporation,2002. 

[4] Smith, M. & K. H. Lee, Aspects of Accounting Code of Ethics in Canada ,Egypt,and Japan,2009. 

[5] Brickley James A, Clifford W. Smit and Jerold L., Zimmerman ,Business Ethics and organizational Architecture ,Simon 

Business School Working Paper ,No.FR00-14,2000. 

[6] Hassa Yeganeh, Y, Philosophy of Auditing, Tehran, Scientific and Cultural Publications,2008. 

[7] Haji Babaeian Amiri, M, Training methods of applied ethics in Islam, Soroush Press,2009. 

[8] Bagheri,kh,Foundations and ethics principles teaching based on Islamic ethical philosophy, in editing,2008. 

[9] Hosseinian, S, Ethics in counseling and psychology, Tehran:Doran,2008. 

[10] Hamidi,N;Bazargan,A;Jabari,F, Surveying effects of organizational citizenship behavior of employees on customer loyalty, 

Journal of Business Strategy, Vol 1, Issue 50,2011. 

 [11] Evans, Robert, J , Organizational Behavior in Education, Persian translation by slimi & foroughi, aeish,Tehran , iran,2008. 

 [12] Gharamaleki, A. F, Religious community, coordinator community, Iranian Journal of Philosophy and Theology, Islamic 

social research (Andisheh Hozeh), No. 56,2005,pp 38-29. 

[13] Gharamaleki,A.F, Professional ethics, Sahami press, Tehran (Iran),2002.  

[14] Gharamaleki,A.F, Methodology responsibility in organizations, Iranian Journal of Philosophy and Theology, Islamic social 

research (Andisheh Hozeh), No 49-50,2004,pp 225-236. 

  

 

 


