s iy 11 o IS td o i 9 b 5y 5193500 1 5 o b Bl y] g ko 9 o jls Aot o 53 o pr ko i
et 9 Pl sugo

Impact of knowledge management, organizational commitment, and
customer relationship management on customer profitability,
examining the moderating role of brand image

Seyyed Mehdi Jalali!| Seyyed Reza Jalalzadeh? | Maryam Niaziazad®

Article Info
Article type:

Research Article

Article history:

Received 4 April 2026
Received in revised form 15
June 2026

Accepted 19 July2026
Published online 9 September
2026

Keywords:

Customer Relationship
Management, Organizational
Commitment, Knowledge
Management, Customer

Satisfaction.

ABSTRACT

This study analyzes the internal organizational factors
and customer-centric strategies in the Iranian insurance
industry, showing that three core pillars—knowledge
management, organizational commitment, and customer
relationship management—can influence customer
satisfaction, loyalty, and the profitability of insurance
companies both directly and indirectly. Customer
satisfaction acts as a mediator among these three factors,
and brand image functions as a moderating factor in the
relationships between these factors and loyalty and
profitability. The study population consists of purchasers
of Pasargad Insurance Company policies in Tehran
Province, and a stratified random sampling method was
used with a sample of 384 respondents. The research
design is descriptive-survey with a quantitative approach,
and data were collected using a standard questionnaire.
The structural equation model was analyzed with the
PLS-4 software to examine the complex relationships
among the variables. The results ultimately indicate a
positive and significant relationship between knowledge
management, organizational commitment, and customer
relationship management and customer satisfaction,
loyalty, and profitability. These findings present a
comprehensive model that addresses gaps in the literature
and offers practical implications for managers in the
insurance industry. For Pasargad Company, investing in
knowledge management, strengthening employee
commitment, and developing customer relationship
management systems can increase customer satisfaction
and lead to higher loyalty and profitability.Note:
Separate the keywords with a comma, and initials should
not be capital. Keywords can be listed in any order. Write
the label “Keywords:” (in italic) one line below the
abstract, indented 0.5 inch like a regular paragraph,
followed by the keywords in lowercase (but capitalize
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Impact of knowledge management, organizational commitment, and
customer relationship management on customer profitability,
examining the moderating role of brand image

Extended ABSTRACT

Background and Obijective: According to researchers, Customer Relationship
Management (CRM) is one of the key variables that may be considered a
solution to address these problems. In fact, many authors have written about the
numerous benefits of Customer Relationship Management. Some of these
benefits include improved loyalty, customer satisfaction, profitability, and
corporate success. The main goal of CRM procedures is to improve how they
are applied, which in turn affects how companies communicate with their
customers. Despite the fact that many studies have been conducted on the impact
of CRM, few studies have examined the moderating effect of brand image.
Furthermore, interaction with customers may lead to their satisfaction, but
customer satisfaction alone is not sufficient to guarantee loyalty, profitability, or
retention. A strong brand image can help companies enhance brand success and
protect the brand from competitors. Given the issues mentioned, this study
develops and evaluates a composite framework that addresses the simultaneous
effects of service evaluation factors (knowledge management and organizational
commitment) on CRM and the impact of CRM on profitability and customer
loyalty, with customer satisfaction as a mediating factor and brand image as a
moderating factor. Therefore, the main research question is: How do knowledge
management, organizational commitment, and CRM affect customer loyalty and
profitability, considering the mediating role of customer satisfaction and the
moderating role of brand image?Research
Methodology: This study is pragmatic in its objective and may be useful for
managers and policymakers of Pasargad Insurance Company. The research
method is descriptive-survey-based, and data are collected via a questionnaire
and analyzed with statistical methods using structural equation modeling to test
the hypotheses. The statistical population comprises Pasargad customers in
Tehran Province, and through cluster random sampling from the company’s
branches, 10 branches were selected in a clustered manner in the north, south,
east, and west of the province to provide centralized data. In this study, G*Power
software was used to determine the sample size, and with multiple regression
assumptions and a 0.05 alpha level, 0.832 power, and 3 predictor variables, a
sample size of 384 people was estimated. Data were collected through a survey
research with a questionnaire, and the item design was based on the foundational
article by Qazi et al. (2024) with a five-point Likert scale; the questionnaire has
two parts: respondents’ demographic information and 35 items across 7
dimensions, drawing on library and field sources to analyze survey responses.
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Findings: Finally, the validity and reliability of the study were examined.
Validity indicates the extent to which the instrument measures the intended
construct and prevents the transmission of unnecessary data so that the research
reality is accurately reflected. Validity is categorized into types such as face,
content, construct, convergent, and discriminant validity. In this study, the
guestionnaire was prepared as a draft after translation and was revised based on
the supervisor’s feedback to confirm face validity; for content validity, industry
managers as experts provided judgments. To test the relationships among the
research variables, structural equation modeling with software 4PLS was used,
and despite the presence of a moderator variable, after data preprocessing with
SPSS, the data were entered into PLS-4 to conduct both the covariance-based
modeling and the analysis of moderator effects.

Conclusion: The conclusion of this study indicates that knowledge management
and organizational commitment, as leading factors in improving CRM
processes, have a meaningful impact on customer profitability and, ultimately,
on organizational profitability. Specifically, knowledge management, by
enhancing the explicit and implicit capabilities of the organization in analyzing
customer needs and delivering customized solutions, increases customer
satisfaction and repeat purchasing behaviors, thereby improving Customer
Lifetime Value (CLV). On the other hand, organizational commitment, by
strengthening employees’ motivation to provide high-quality services and
maintain ongoing communications with customers, enhances customer trust and
loyalty, which, under the influence of CRM, leads to higher customer
profitability.

Moreover, the study’s findings show that brand image plays a significant
moderating role in this process. In other words, the positive effects of knowledge
management, organizational commitment, and CRM on customer profitability
are stronger when the company’s brand image is well established in customers’
minds. When a strong brand image exists, customer loyalty and its conversion
into sustainable profitability are facilitated; conversely, when the brand image is
weak or unclear, the positive effects of CRM processes are largely
overshadowed. Therefore, to optimally leverage CRM investments,
organizations should pay close attention to strengthening brand image through
coherent communication programs, an excellent customer experience, and
careful brand management.

Keywords: Customer Relationship Management, Organizational Commitment, Knowledge

Management, Customer Satisfaction
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