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Abstract 

Purpose of the study: The current study aims to understand the need for developing customer loyalty with the 

influence of Satisfaction and trust in private label brands. 

Methodology: Descriptive research design was used to evaluate the developed model and test the importance of 

Satisfaction and trust in developing customer loyalty. The influence of trust between Satisfaction and customer loyalty 

was tested using the Baron Method of mediation and validated using the Sobel test for mediation. The research 

included 92 respondents from Peshawar city using the snowball sampling method. The study used simple linear 

regression analysis to find the influence of variables on each other. 

Main Findings: The results found that Satisfaction positively and significantly influences customer loyalty. In 

addition, the outcomes indicated that trust partially mediates the association between Satisfaction and trust. 

Applications of the study: The managers/retailers can work on developing trust among the customers for their private 

label brands. The strategies can be created for the same by incorporating the output of Satisfaction to gain customers' 

loyalty. Trust can be an added advantage for any business, and Satisfaction is reddened to the customers through 

products and services. 

Novelty/Originality of the study: This is the first study that has measured customer satisfaction and customer loyalty 

with the mediating role of trust with such rich variables in a developing economy like Pakistan. 

Keywords: Private Label Brands, Satisfaction, Trust, Customers Loyalty. 

INTRODUCTION 

Customer loyalty for any brand can be measured through different sources like Satisfaction and trust, which can be 

measured directly as the impact on customer loyalty. Satisfaction is an important variable that will help in getting loyal 

customers (Nichay & shiplap, 2014). Loyalty to the brand will help the company hold the customers, which will be a 

barrier to switching behavior (Reichheld, 2019). To develop sustainable growth for any business, Satisfaction and 

customer loyalty plays an important role and will affect customers' loyalty (Dilek et al., 2016). Satisfaction has a robust 

correlation with customer loyalty in the purchase intention of the products (Khan & Ullah, 2021). 

(Ullah et al., 2020) found that Satisfaction with the brand impacts customers' loyalty to products and services offered. 

(Kwat et al., 2019) the brand generating Satisfaction will influence loyalty to the brand. (Ismail et al., 2016) developing 

Satisfaction is essential for business because it is necessary to create a positive relationship between the customer and the 

brand to become loyal. The brand plays a role in building trust and will be a sign of quality and assurance building trust 

(Keller, 1993). Companies can build customer trust through strong relationships with their brands (Chaudhuri and 

Holbrook, 2019). Many researchers have shown that trust builds relationships and positively relates to loyalty. 

LITERATURE REVIEW 

Dhiranty et al (2017) conducted the research in Jakarta and Bogor by considering 2011 respondents to analyze customer 

Satisfaction and trust towards the online shopping customers 

loyalty for Tokopedia.com. The result found that the variables were influencing Satisfaction and trust and that 

Satisfaction has an influence on trust. And all variables having a relationship with the loyalty are mediated by the 

Satisfaction and trust in one way or another. 

 Sabiote et al (2016) research aimed at knowing the effect of multichannel retailers with this concept for building the 

relationship with customers. The effect of the same on Satisfaction and trust out of the survey conducted for 302 

customers in financial firms found that Satisfaction influence the customers' relationship more in traditional channels 

and also the strong impact with e-channel and the influence of the trust on the relationship exist. 

 Hanaysha & Abdullah (2015) researched the impact of Innovation on products and perceived quality in Malaysia's 

automotive industry, focusing on Satisfaction, trust, and commitment to the brand. The result of the study indicated 
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that he was a significant effect of Satisfaction on the trust of the brand in the selected study area. 

 Gul  (2014) conducted research to know the relationship between reputation, Satisfaction, trust, and loyalty in the 

Islamic university, Bahawalpur, towards the bank around the study area. The result of 150 samples was found a 

significant relationship among all the variables like reputation, Satisfaction, trust and loyalty were influencing each 

other. 

 Adji et al (2014) the research was conducted to know the growth of coffee shops in Indonesia and its survival with 

particular reference to Starbucks in the United States. I maintain Satisfaction and trust among the coffee customers in 

the study area. The research was done to know the impact of the Satisfaction and trust on the purchase intention, 

which is out of the customer's loyalty. The result of the study found that Satisfaction and trust significantly impact 

purchase intention, which is one of the outputs of customer loyalty to the brands. 

 Pezhman et al (2013) investigated the relationship between ethical sales practice, Satisfaction, trust, and customer 

loyalty in an Iran insurance company. The result showed that there was an influence of the variable as sales ethical 

practice and on customer loyalty but it is mediated by the Satisfaction and trust. This is the sign of a variable like 

Satisfaction, and trust also plays a role in developing loyalty. 

 Sahin et al (2011) the research conducted on understanding the relationship between brand experience, Satisfaction, 

trust and the customers loyalty in automobile sector by considering around 258 respondents in Istanbul. Random 

sampling was considered, and the result found that he there was a relationship and the variables considered for the 

study were having influence on each other i.e. the variable used in the study, like brand experience, Satisfaction, trust 

and customers loyalty. 

 Suki (2019) the study was conducted to know the influence of the trust and Satisfaction among the m-commerce 

vendors in Lubuna, Malaysia. The result found that to generate trust in vendors of m-commerce there is the necessity 

of creating Satisfaction that is the Satisfaction will be influencing the trust among the vendor's i.e. the value of trust in 

generated by the influence of Satisfaction in m-commerce. 

 Martin et al (2018) the study aimed at understanding the importance of customer's involvement in online shopping at 

the time of explaining the web site effect on the Satisfaction and trust. The result of the study concluded that there is 

the relationship between the Satisfaction and trust and both of them have a positive relationship were the Satisfaction 

will be influencing the trust positively. By this the evidence of trust generated which is evolved by developing 

Satisfaction towards online shopping and satisfied customers will have a trust in the online sites. 

 Omer et al (2017) the study conducted on card holders in Malaysia towards customers retail loyalty programs. This 

was analyzed in terms of perceived quality, satisfaction, trust and store loyalty programs by considering 400 samples. 

The result found that Satisfaction and trust has been influence by the perceived quality and value. And the program 

trust has a positive influence of the loyalty towards the store. 

 Akbar & Parvez (2019) the study conducted on the private telecom service companies providers in Bangladesh with 

samples of 304 in selected study area. The aim of the study was to know the effect of perceived service quality, trust 

and Satisfaction on customer's loyalty towards telecom services. The result found that the Satisfaction and the trust are 

positively correlated to the customer's loyalty and the Satisfaction play major role in developing the relationship 

between  he perceived quality and the customer's loyalty. 

 Payan & McFarland (2015) studied the influence of the channel strategies in building the relationship with customers 

by using the Satisfaction and trust. The research also aimed at finding mediation of Satisfaction and trust between the 

variables selected for the study. The result showed that trust mediates between the strategies and the Satisfaction along 

with the high positive impact of trust in t h e  relationship. 

The companies will be more benefited by loyal customers who are willing to by the products and services frequently from 

the same company and also will be wishing to spend more on the company's products and services associated with it.  

The above literature review found that very little research has been done on private label brands/stores' own brands. The 

research geographical is as customers' loyalty has been ill-defined based on Satisfaction and trust for private label brands. 

The below word counts are based on research articles selected for the study i.e. a sentiment analysis showing the absence 

of the private label brands used much in the research article selected for the study. 

Objectives 

1. To analyze the relationship between Satisfaction and customer's loyalty in private label brands. 

2. To analyze the relationship between Satisfaction and customer's trust in private label brands. 

3. To examine mediating effect of trust on the relationship between Satisfaction and customer's loyalty.  
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Hypotheses 

Ho1: There is no association between customer's Satisfaction and customer's loyalty. 

Ha1: There is a positive association between customer's Satisfaction and customer's loyalty.  

Ho2: There is no association between customer's Satisfaction and customer's trust. 

Ha2: There is a positive association between customer's Satisfaction and customer's trust 

Ho3: There is no mediating effect of trust in the association between customer's Satisfaction and 

customer's loyalty 

Ha3: Trust mediates the association between customer's Satisfaction and customer's loyalty 

 

 

 

 

 

 

 

Figuer 1: Research Frame 

RESEARCH METHODOLOGY 

On the basis of the study requirement, the descriptive research design was adopted. The aim was to understand the 

relationship between Satisfaction, trust, and customer loyalty for private label brands in Peshawar city of KP province. 

Primary data was collected through a structured questionnaire from 100 respondents, out of which 08 were rejected due to 

an incomplete questionnaire, and snowball sampling was used due to the Covid-19 pandemic situation. Secondary data 

was elicited from different websites and journals for the study. The questionnaire was extracted from research articles 

selected for the review of the literature. The modified and suitable items for Satisfaction were selected from Castaldo et 

al. (2016), items for trust from Baser et al. (1992), and items for customer loyalty from Sirdeshmukh et al. (2002). 

The data were analyzed by use of SPSS 20 statistical software. The Cronbach alpha reliability test was conducted to test 

reliability. The analysis evaluated the relationship between Satisfaction as the independent variable and customer loyalty 

as the dependent variable, mediating the effect of trust between Satisfaction and customer's loyalty for this simple linear 

regression method. Baron and Kenny's (1986) method of mediation was used to test the model (Samaan & Abdullah, 

2016; Shaikh et al., 2021; Ullah, 2020). 

RESULT AND DISCUSSION 

Reliability Test: To arrive at elicited data Cronbach's alpha reliability test was applied to check the reliability of all the 

items in the questionnaire. The internal consistency of items for any variable is excepted if it is above 0.70 Cronbach's 

alpha is good. 

Table 1: Reliability Test 

Variable Items Cronbach's alpha 

Satisfaction 3 0.791 

Trust 3 0.767 

Customers Loyalty 4 0.760 

To know the adequacy of the sample Kaiser Meyer Olkin (1997) is used, and the value which falls between 

0.8 to 0.9 can be considered great, and the value above showed 0.867, which is acceptable. Bartlett's test for Sphericity 

(1954) for knowing the multivariate normality of the set of distribution showed significance below 0.05 and can be 

considered for further study analysis. 

ANALYSIS & DISCUSSION 

The relationship and influence of Satisfaction as an independent variable on customer loyalty as a dependent variable was 

tested using the linear regression method. The value of Beta for Satisfaction as an independent variable is 0.612 and was 

significant at a 0.05% significance level. The model summary adjusted R square value for Satisfaction as an independent 

variable was found 0.377, indicating Satisfaction in having 37.7% variation in the dependent variable customer's loyalty. 

H2 

H1 

Trust 

H3 
Satisfaction 

Figuer 1: Research Frame 
Work 

Customer’s 

Loyalty 
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To test the goodness of fit for the model ANOVA test is used and the value of F for Satisfaction was found to be 54.506 

and was significant. This shows that Satisfaction significantly contributes to customer loyalty.  

Table 2: Impact of Satisfaction on Customer Loyalty  

 

 

Model 

 

Unstandardized Coefficients 

Standardized 

Coefficients 

 

 

T 

 

 

Sig. B Std. Error Beta 

1 (Constant) 

ST 

1.271 

.612 

.312 

.083 

 

.614 

4.074 

7.383 

.000 

.000 

a. Dependent Variable: CL 

b. R Square: 0.377 

c. F: 54.506 

Table 3: Impact of Satisfaction on Customer's Trust 

 

 

Model 

 

Unstandardized Coefficients 

Standardized 

Coefficients 

 

 

T 

 

 

Sig. B Std. Error Beta 

1 (Constant) 

ST 

1.439 

.622 

.334 

.089 

 

   .594 

4.307 

7.007 

.000 

.000 

a. Dependent Variable: TR 

b. R Square: 35.3% 

c. F: 49.096 

The relationship and influence of Satisfaction as an independent variable on customer's trust as a dependent variable was 

tested by use of liner regression method. The value of Beta for Satisfaction as an independent variable is 0.622and was 

significant at 0.05% level of significance. The model summery adjusted R square value for Satisfaction as an 

independent variable found 0.353, indicating Satisfaction in having 35.3% variation in the dependent variable customer's 

trust. To test the goodness of fit for the model ANOVA test is used and the value of F for Satisfaction found  to be 

49.096 and was significant. This shows that Satisfaction significantly contributes to customer's trust. 

Table 4: Mediation Analysis 

 

 

Model 

 

Unstandardized Coefficients 

Standardized 

Coefficients 

 

 

T 

 

 

Sig. B Std. Error Beta 

1 (Constant) .658 .307  2.145 .035 

ST .347 .092    .348 3.762 .000 

TR .426 .088    .448 4.840 .000 

a. Dependent Variable: CL 

b. R Square: 50.7% 

c. F: 45.757 

The Beta value for independent variable Satisfaction was found to be 0.347, which was tested through t-value and found 

to be 3.762 which is significant at 0.00% level of significance and the Beta value for independent trust was found to be 

0.426, which was tested through t-value which was found to be 4.840 which is significant at 0.000% level of significance. 

This shows that both Satisfaction and trust significantly contribute to customers loyalty but Satisfaction is still significant 

after introduction of trust so then there exist partial mediation as per the procedure adopted for Baron and Kenny (1986). 

 

Figure 2: Sobel Test  
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The total effect of the Satisfaction on customer's loyalty with the Beta value was 0.614 and was significant at 0.05% level 

of significance and the same relationship of Satisfaction was test with the mediating variable trust in the form of indirect 

effect of Satisfaction over customer's loyalty the Beta value was 0.348 which was reduced. This reduction in the beta 

value indicates there is a mediation of trust between the relationship of Satisfaction and customer's loyalty towards private 

label brands in Peshawar city. To validate the mediation of trust between satisfaction and customer's loyalty Sobel test 

(1982) for mediation was used using web calculator show in bellow table. Per the Sobel test calculator, the test statistics 

3.97948227 found to be significant at 0.05% significance. This validates the mediation effect of trust between Satisfaction 

and customer loyalty. 

The hypotheses tested were accepted for the research framework selected for the study. The alternative hypotheses Ha1 

and Ha2 i.e., the influence of Satisfaction and trust on customers loyalty is significant, and Ha3i.e. the mediation of the 

trust in developing of influencing the relationship of Satisfaction and customer loyalty found to be accepted (Adji et al., 

2014; Dhiranty et al., 2017; Pezhman et al., 2013; Ullah et al., 2021). The influence of trust is partial, and the influence of 

Satisfaction on customer loyalty is still stronger after the introduction of trust in the relationships. This means trust can be 

an added advantage to the retailers in private label brands if it is added to the customer's confidence in the brands and the 

stores Payan & McFarland (2005). 

CONCLUSION 

To conclude, the study results showed a relationship between variables like Satisfaction, trust and customer loyalty for 

private label brands in Peshawar city of KP province. Satisfaction directly influences the customer's loyalty to private 

label brands of retailers in Peshawar city. Due to partial mediation of trust between customer's Satisfaction and loyalty, 

the retailers and the concerned marketing professional need to work on building the same and along with building 

Satisfaction for the customers towards private label brands. The strategies for building trust can lead to added advantage 

for the retailers and to compete with the national brands in market. The successfully executed strategies for developing 

loyalty among the customers by the use of satisfaction and trust concepts will give a competitive advantage to retailers for 

their private label bands. 

MANAGERIAL IMPLICATIONS 

The managers/retailers can work on developing trust among the customers for their private label brands. The strategies 

can be developed for the same by incorporating the output of Satisfaction in gaining customer loyalty. The trust can be an 

added advantage for any business along with the Satisfaction reddened to the customers through products and services. 

FUTURE LINE OF WORK 

The research can be added by testing the trust with the customer's loyalty. The present research also indicates the 

relationship that may exist between Satisfaction and trust by influencing each others. The same study can be used to test 

for other products and services in different categories and study areas. 

 REFERENCES 

1. Adji, J. (2014). Pengaruh Satisfaction dan Trust Terhadap Minat Pembelian di Starbucks the Square Surabaya. 

Jurnal Strategi Pemasaran, 2(1), 1-10. 

2. Baron, R. M., & Kenny, D. A. (1986). The moderator–mediator variable distinction in social psychological 

research: Conceptual, strategic, and statistical considerations. Journal of personality and social psychology, 

51(6), 1173-1193. https://doi.org/10.1037/0022-3514.51.6.1173 

3. Baser,I. U., Cintamur, I. G., & Arslan, F. M. (2015). Examining the effect of brand experience on consumer 

satisfaction, brand trust and brand loyalty. Marmara University Journal of Economic & Administrative Sciences, 

37(2), 238-244. https://doi.org/10.14780/iibd.51125 

4. Castaldo, S., Grosso, M., Mallarini, E., & Rindone, M. (2016). The missing path to gain customers loyalty in 

pharmacy retail: The role of the  store  in  developing Satisfaction and trust. Research in Social and 

Administrative Pharmacy, 12(5), 699-712. https://doi.org/10.1016/j.sapharm.2015.10.001 

5. Dhiranty, A., Suharjo, B., & Suprayitno, G. (2017). An analysis on customer satisfaction, trust and loyalty 

toward online shop (a case study of tokopedia. com). Indonesian Journal Of Business And Entrepreneurship, 

3(2), 102-115. https://doi.org/10.17358/ijbe.3.2.102 

6. Dilek ceti, Ash Kuscu, DilekOzcam & Yusuf Can Erdem (2016). Brand Image, Satisfaction and brand loyalty- 

How effective are they in the automotive industry market share. International journal of Innovation, creativity 

and change,  8(7), 234-255. 

7. Forozia, A., Zadeh, M. S., & Gilani, M. H. (2013). Customer satisfaction in hospitality industry: Middle East 

tourists at 3 star hotels in Malaysia. Research Journal of Applied Sciences, Engineering and Technology, 5(17), 

4329-4335. https://doi.org/10.19026/rjaset.5.4425 

8. Gul, R. (2014). The  relationship  between  reputation,  customer  satisfaction,  trust,  and loyalty. Journal of 

Public Administration and Governance, 4(3), 368-387. ttps://doi.org/10.5296/jpag.v4i3.6678 

9. Hajnal, J., & Bartlett, M. S. (1956, January). The ergodic properties of non-homogeneous finite Markov chains. 

In Mathematical Proceedings of the Cambridge Philosophical Society (Vol. 52, No. 1, pp. 67-77). Cambridge 

https://doi.org/10.1037/0022-3514.51.6.1173
https://doi.org/10.14780/iibd.51125
https://doi.org/10.1016/j.sapharm.2015.10.001
https://doi.org/10.17358/ijbe.3.2.102
https://doi.org/10.19026/rjaset.5.4425
https://doi.org/10.5296/jpag.v4i3.6678


 Humanities & Social Sciences Reviews 
 eISSN: 2395-6518, Vol 9, No 2, 2021, pp 704-709 

https://doi.org/10.18510/hssr.2021.9267 

709|https://giapjournals.com/hssr/index                                                                                                           © Iqbal et al. 

University Press. https://doi.org/10.1017/S0305004100030991 

10. Hanaysha, J., & Abdullah, H. H. (2015). The impact of product innovation on relationship quality in automotive 

industry: Strategic focus on brand satisfaction, brand trust, and brand commitment. Asian Social Science, 11(10), 

94-104. https://doi.org/10.5539/ass.v11n10p94 

11. Khan, K. M., Ullah M. (2021). Mediating Role of Ethical Leadership Between Employees Empowerment and 

Competitive Edge: A Case of Commercial Banks in Pakistan. Humanities & Social Sciences Reviews, 9(2), 

219-231. https://doi.org/10.18510/hssr.2021.9223 

12. Nishay Kumar & Shilpa Sanpal (2014). Effect of brand image on customer satisfaction and loyalty intention and 

role customer. Research Gate Journal, 2(6), 543-576. 

13. Omar, N. A., Alam, S. S., Aziz, N. A., & Nazri, M. A. (2011). Retail loyalty programs in Malaysia: The 

relationship of equity, value, Satisfaction,  trust,  and  loyalty  among  cardholders. Journal of Business 

Economics and Management, 12(2), 332-352. https://doi.org/10.3846/16111699.2011.573297 

14. Pezhman, R., Javadi, M. H. M., & Shahin, A. (2013). Analyzing the influence of ethical sales behavior on 

customers  loyalty  through  customer  satisfaction  and  trust  in  insurance company. International Journal of 

Academic Research in Business and Social Sciences, 3(9), 754-766. https://doi.org/10.6007/IJARBSS/v3-i9/266 

15. Sahin, A., Zehir, C., & Kitapçı, H. (2011). The effects of brand experiences, trust and Satisfaction on building 

brand loyalty; an empirical research on global brands. Procedia-Social and Behavioral Sciences, 24, 1288-1301. 

https://doi.org/10.1016/j.sbspro.2011.09.143 

16. Samaan & Abdullah (2016) Customer satisfaction and loyalty in Hotel industry: the meadiating role of 

relationship marketing, Quest Journal of Research in Business Management, 4(5),32-42. 

17. Shaikh, S., Channar, P., Shaikh, M., &, Ullah, M., (2021). Financial constraints and listed sugar mills on 

Pakistan Stock Exchange. International Journal of Management, 12(3), 70-76. https://doi.org/10.29270/JBS.12.2 

(2018).0118 

18. Sobel, M. E. (1982). Asymptotic intervals for indirect effects in structural equations models. In Leinhart (Ed.), 

Sociological methodology 1982 (pp.290-312). San Francisco: Jossey-Bass. 

19. Suki, Norazah Mohd (2011).A structural model of customer satisfaction and trust in vendors involved in mobile 

commerce. International Journal of Business Science & Applied Management, 6(2),18-30. 

20. Sulibhavi, B., & Shivashankar, K. (2017). The impact of brand image on customers' loyalty towards private label 

brands: The mediating effect of Satisfaction. International Journal of Marketing & Financial Management, 5(8), 

43-50. 

21. Ullah, M. (2020). Women Empowerment and Social Development in Afghanistan through Micro Finance. 

International Journal of Academic Research in business and Social Sciences, 10(12), 377-389. https://doi.or 

g/10.6007/IJARBSS/v10-i12/8324 

22. Xinshu, John & Qimei (2010). Reconsidering Baron and Kenny: Myths and Truths about mediation Analysis. 

Journal of Consumer Research,  37(2), 137-145. https://doi.org/10.1086/651257 

23. Yu-Te, Wang T.C & H C. Chang (2012). Corporate brand image and customers satisfaction on Loyalty: An 

Empirical study of starbucks coffee in Taiwan. Journal of Social and Development Science. 24-32, 198-201. 

https://doi.org/10.22610/jsds.v3i1.682 

https://doi.org/10.1017/S0305004100030991
https://doi.org/10.5539/ass.v11n10p94
https://doi.org/10.18510/hssr.2021.9223
https://doi.org/10.3846/16111699.2011.573297
https://doi.org/10.6007/IJARBSS/v3-i9/266
https://doi.org/10.1016/j.sbspro.2011.09.143
https://doi.org/10.29270/JBS.12.2%20(2018).0118
https://doi.org/10.29270/JBS.12.2%20(2018).0118
https://doi.org/10.1086/651257
https://doi.org/10.22610/jsds.v3i1.682

