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Mediating Electronic Trust in the relationship between
Content Marketing and Customer Retention

“An applied study on users of online shopping sites”

Dr. Sania Mohamed Ahmed Soliman Sabaa
Abstract:

The aim of this research is to show the direct and indirect effect of the
content marketing dimensions (relevance, credibility, value, attractiveness,
passion) on customer retention by mediating electronic trust in its
dimensions (interest, merit, integrity), through its application on e-
shopping sites in Egypt, especially on flight booking sites and hotel
booking sites. To achieve the researcher's goal, the researcher followed the
descriptive analytical approach. A questionnaire was relied on using the
Internet sample, (433) questionnaires valid forms for statistical analysis
were collected using SPSS V.25 and Amos V.23 software programs.

The results of the research concluded that there is a direct, significant,
positive effect of the dimensions of content marketing, except for the
dimensions (credibility, value) on customer retention. The results also
showed a direct, positive, significant effect of credibility and attractiveness
on interest, while there was a positive, significant effect of content
marketing dimensions, except relevance on merit, while there was a
positive significant effect of the dimensions (credibility, attractiveness, and
emotion) on integrity. The results also found a significant effect of
electronic trust on customer retention. Regarding the indirect effect,
electronic trust mediated the relationship between all dimensions of
content marketing except value and customer retention. Also, there were
no significant differences between the opinions of the research sample
about the research variables according to sex, while there were significant
differences between the opinions of the sample according to the field of
the site and the significant differences were in favor of the hotel
reservation sites.

Keywords: Marketing Content, Electronic Trust, Customer Retention.
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