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The Mediating Role of the Quality of Electronic Customer

Relations in the relationship between Brand Heritage and

Customer Retention: An Applied Study on Users of Online
Shopping Sites

Ahmed Soliman Elsaeed; Dr. Abdul Aziz Hassan; Dr. Mona Sami
Abstract:

The aim of this research is to examine the direct and indirect effects of
brand heritage in its various dimensions represented in brand stability,
length of time and adaptability on customer retention by mediating the
quality of electronic customer relationships in its various dimensions (e-
trust, e- satisfaction and electronic commitment) by applying on users of
online shopping sites in Egypt. To achieve the aim of the research, the
researchers followed the descriptive analytical approach. The sample size
was large than 384 individuals, while (437) valid forms were collected for
statistical analysis using Amos V.23 program to test the research
hypotheses.

The results indicated that there was a direct positive impact of brand
heritage on the quality of electronic customer relationships. Also, the
dimensions of the quality of electronic customer relationships except the
electronic commitment had a direct positive significant effect on customer
retention. The results also found a direct positive significant effect of the
dimensions of the brand heritage except the length of time on customer
retention. As for the indirect effects, the results showed that the dimensions
of the quality of electronic customer relationships mediate the relationship
between the dimensions of the brand heritage and customer retention
except for (electronic commitment does not mediate the relationship
between brand stability and customer retention, electronic commitment
does not mediate the relationship between adaptability and customer
retention, the relationship between adaptability and customer retention,
electronic trust does not mediate the relationship between length of time
and customer retention). According to the results of the research, the
research proposed that can contribute to strength relationships with
customers to retain them and not to turn them into competing
organizations.

Keywords: Brand Heritage, Quality of Electronic Customer
Relationships, Customer Retention.



