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The Mediating Role of Congruence between Brand and
Customer in the relationship between Customer Empowerment
and Positive Word of Mouth applied on Mobile Phone
Customers in Egypt
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Abstract:

This study aimed to investigate the direct and indirect effect of
customer empowerment on positive word of mouth through congruence
between brand and customer. Data were collected from 413 mobile
phone customers in Egypt. Path analysis was employed to test the
hypotheses using WarpPLS6.

The research results showed that there were direct positive
significant effects of customer empowerment on both positive word of
mouth and congruence between brand and customer. Moreover, the
findings confirmed that congruence between brand and customer
significantly influenced positive word of mouth. Finally, the findings
indicated that congruence between brand and customer mediated the
relationship between customer empowerment and positive word of
mouth.

Keywords: Customer empowerment, Congruence between Brand and
Customer, Positive Word of Mouth.
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