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2.1 Customer Loyalty 

2.2 Relational Norms and Relationship Quality 
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2.3 Relationship Quality and Customer Loyalty

4.1 Response rate and demographic profile
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4.2 Confirmatory Factor Analysis

4.2.1 Measurement Model 

4.2.2 Structural Model 
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4.2.3 Testing for Mediating Effect of Relationship Quality  
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