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Abstract

“The impact of electronic communication on customer loyalty to bank

brands: the mediating role of customer satisfaction and trust”

Sarah Khaled Al-Adaileh
Mutah University, 2020

This study aimed to test the effect of the electronic communication on
the customer loyalty to the bank brands of the banks and put the customer
satisfaction and trust as a mediating role in the relationship between the
electronic communication and the customer loyalty to determine which is
stronger, the effect of the electronic communication on the loyalty with the
satisfaction and trust Existence or not, To achieve the aims of the study
electronic questionnaires were distributed and 156 questionnaires were
answered. The data were analyzed using the Statistical Package for Social
Sciences (SPSS.22) by using statistical methods (frequencies and
percentages to describe the characteristics of the sample, simple regression
analysis) , and The pathway was analyzed using (AMOS, 22). The results
of the analysis showed the acceptance of all assumptions, meaning that
there is a positive impact of electronic communication on customer
satisfaction and on the customer trust, In addition to a positive impact of
customer trust on customer satisfaction and on the customer loyalty, and a
positive impact of customer satisfaction on customer loyalty, The results of
the study also demonstrated that customer satisfaction and the customer
trust play a partial mediating role in the impact between electronic
communication and customer loyalty. The study presented many
recommendations that were summarized in the need to pay more attention
to the electronic communication by the banks.
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