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Abstract

The current study aimed to design a model to explain the
intermediation role of perceived benefit between customer
participation in service customization and customer satisfaction. It
also aimed to identify the role of this mediation as an influence on
customer retention by applying it to customers of
telecommunications companies in Egypt. In order to reach the
objectives of the study, this research follows the descriptive and
analytical approach in processing and reading the results of the study.
Data was collected from customers of telecommunications
companies in Egypt through an electronic questionnaire that was
directed to customers via the Internet. The statistical analysis was
based on SPSS V 22, AMOS V 26, and Data-Tab. Structural
equation modeling was used to test the study hypotheses. The study
indicated the significance of the positive effect of the customer’s
participation in customizing the service on customer satisfaction, and
the significance of the positive effect of the customer’s participation
in customizing the service on perceived benefit, in addition to the
significance of the positive effect of perceived benefit on customer
satisfaction, leading to the presence of a total interactive mediation
of perceived benefit between customer participation. In service
customization and customer satisfaction, in addition to a positive
.moral effect of customer satisfaction on customer retention
Keywords: customer engagement, perceived benefit, customer
satisfaction, customer retention, and Telecommunications companies in

Egypt
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CFA Indices:
Chi square= 134.859 , df =71 , P-value= .000 , Chi square/df= 1.899
CFl =.983 , GFI =.952 , AGFI| = .928
RMSEA= .049, TLI =.978, NFI=.965
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