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Abstract

This study aimed to study the effect of e-marketing on customer loyalty in the Egyptian
Telecom Company WE, it was withdrawn from the research community, which consisted
of (385) items, and also aimed to examine the relationship between e-marketing and
customer satisfaction, as well as to identify the extent to which customer satisfaction
affects customer loyalty, as well as the role that customer satisfaction plays as a mediating
variable between e-marketing and customer loyalty. The research community consisted
of employees of the Egyptian telecom sector customers, customer loyalty in marketing
and electronic services and its dimensions (e-mail and its dimensions )-mail, social
networks, mobile applications, Internet advertisements), and customer loyalty in the
presence of satisfaction as a mediating variable. The study took samples from family
members from their families.

The study relied on the field approach to describe the phenomenon under study (the
role of customer satisfaction as a mediating variable on the relationship between e-
marketing and customer loyalty), analysing its data and showing the relationship between
its components. It also relied on the data collection tool, which was the electronic
guestionnaire. In analysing the data, the researcher relied on the statistical program (SPSS
Version, 21.0).

The results of the study showed that the first, second, and fourth main hypotheses were
partially accepted, and the third main hypothesis was fully accepted, and the sub-
hypotheses were proven correct.

The study recommended a set of recommendations represented in: Paying attention to
customer satisfaction according to fulfilling his requirements. Enhancing the analysis of
personal data to identify the expected desires to work towards fulfilling them. Telecom
Egypt, WE, should constantly contact customers in order to expand the database to know
the satisfaction of customers' needs and desires. The company should be keen to address
customer complaints to achieve a high level of customer satisfaction and loyalty. The
continued interest of telecommunications companies in following up on the needs and
desires of their customers. The company provides electronic services to the customer at
all times. The need to adopt clear strategies in applying, developing and improving e-
marketing on a regular basis. The need for those in charge of information technology in
the company to update the technical applications used in a timely manner, in order to
facilitate the use of these applications by customers easily and conveniently. Work on
developing and updating the software and applied technologies used and accelerating
them in a way that enables customers to increase the demand for dealing by customers.

key words: The satisfaction, Customer’s satisfaction, Loyalty, Customer loyalty,

Emarketing.
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