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Abstract:

This study examined the effect of perceived justice of complaint handling
on the customer's relationship to the brand represented in brand trust, brand
commitment and brand attachment, also the mediation role of satisfaction
of complaint handling, applied to the customers of mobile companies in
Egypt. Data collected based on a survey that distributed to 384 customers,
and the researcher relied on the structural equation modeling (SEM) to test
study hypotheses. The results showed a positive effect of the dimensions of
perceived justice of complaint handling on the customer's relationship to
the brand except procedural justice. Satisfaction of complaint handling play
a mediation role on the relationship between perceived justice and
customer's relationship to the brand.
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