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Abdtract

The current study aims to measure the impact of digital transformation on customer
retention, with an examination of the mediating role of innovative marketing, applied
to telecom customers in Cairo Governorate.

The study relied on a survey questionnaire directed at a sample of (391) customers,
selected using a systematic random sampling method. Data analysis was conducted
using SPSS V26 and AMOS V26 to test the study hypotheses.

The findings revealed a significant correlation between the study variables, showing
that digital transformation has a positive and significant impact on customer
retention through its dimensions (enhancing user experience, response speed, digital
service quality, and service personalization). The results also indicated that digital
transformation significantly affects innovative marketing, contributing to the
introduction of creative marketing campaigns and improved customer engagement.
Additionally, the study confirmed that innovative marketing acts as a mediator in the
relationship between digital transformation and customer retention, strengthening
customer loyalty and increasing satisfaction with the provided services. The results
also revealed that there are no significant differences in customer perceptions of the
study variables based on demographic factors (gender, age, educational qualification,
and income level).

Based on these findings, the study recommended enhancing digital transformation
strategies by developing Al-based customer service systems, improving user
experience through digital applications, and adopting big data analytics to

understand customer behavior. It also emphasized the need to invest in innovative
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marketing by launching interactive digital campaigns, offering personalized
promotions based on customer preferences, and utilizing augmented reality
technologies to enhance user experience.
Keywords: Digital Transformation, Innovative Marketing, Customer Retention.
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