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Abstract

In today's competitive environment, service quality and brand equity are two important
categories in marketing. Adoption of differentiation strategies, including standardization
and customization of services, is essential to survive in a competitive market and retain
customers. The present study, using the context and cognitive context obtained from basic
research, seeks to meet human needs and improve and optimize tools, patterns and objects
in order to develop comfort and improve the standard of living of individuals. According
to this the main purpose of the study is to investigate the effect of standardization and
customization of services on brand equity by considering the mediating role of service
quality in high-speed internet companies in Isfahan. Research is the category of basic
research and correlation in terms of applied purpose and descriptive nature. The statistical
population of the customer research is the companies providing high-speed Internet
service in the city of Isfahan, which through a randomized sampling method based on the
rules of structural equations, 230 customers have been selected for the study. The data
collection tool is a questionnaire. The validity of the questionnaire was confirmed by
convergent validity, divergent validity and reliability by Cronbach's alpha and combined
reliability. Smart-PLS software has been used in data analysis with partial least squares
approach. The results showed that standardization and customization of services have a
positive and significant effect on functional and technical quality and in terms of
functional and technical quality on brand equity in high-speed internet companies. The
results also confirm the mediating role of functional and technical quality in the
relationship between standardization, customization and brand equity.

Keywords: Brand equity, service standardization, service customization, functional quality,
technical quality.
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