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Chapter One: General Framework of the Study




Introduction
The cost of a delivery service: is the amount of money paid to a delivery company or shipping

company to transport goods or packages from one place to another. The cost of the delivery
service depends on several factors such as distance, weight, and speed of delivery

Attracting customers: is crucial in achieving the company's goals, as it greatly contributes to
increasing sales and profits. By attracting new customers and retaining current ones, the
company's reputation is enhanced and relationships with customers are improved.
During the emergence of the COVID-19 pandemic, business owners were significantly
impacted, leading to notable changes in how they operate. One of the prominent shifts was
towards digital transformation, as many turned to online platforms and applications to deliver
their products and services in response to health restrictions and social distancing measures.
Consequently, delivery services gained prominence, highlighting the importance of delivery
service costs in attracting customers.

"The cost of delivery service plays a crucial role in customers' decision-making processes,

particularly in the retail sector such as Noon, where convenience and accessibility are key
factors. This scientific study aims to explore the direct relationship between delivery service

cost and customer attraction.”

Chiang and Dholakia (2003)demonstrate in their study that consumers particularly value
higher convenience in terms of the lower search costs in online shopping. The overview of
Wolfinbarger and Gilly (2003) reveals that most studies investigating satisfaction with online
shopping only include online aspects, such as how easy it is for the consumer to use the web

site,the consumer’s perceived control on the web site, and the speed of the web site.
However, in making the decision of whether to utilize the internet or to shop at the nearest
retailer,the entire process will be evaluated, meaning that a consumer assesses the trade-off

between the potentially lower transaction costs for searching and ordering online (Chiang and




Dholakia, 2003) and the expected effort for receiving the product. Only a few studies such as

Novak et al. (2000) include the aspect of quick delivery and show that over half of the
consumers regard it as important for the overall experience of online shopping
The retail sector faces numerous challenges regarding the cost of delivery service, which can
significantly impact customer attraction.and increasing competitive pressure to determine
how best to deliver products purchased online to the end customer(, F., & Martins,2024).

This research aims to analyze the obstacles encountered by retail companies regarding the
cost of delivery service and how they affect these companies' ability to attract and retain

customers.

Impact on Customer Attraction:

Reducing the cost of delivery service can increase customer attractiveness and encourage
them to purchase from the company.
Improvement in the delivery experience, including speed and accuracy, can enhance
customer satisfaction and increase their loyalty to the company.
This study sheds light on the obstacles faced by the retail sector in the cost of delivery service
and their potential impact on customer attraction. By understanding these obstacles and
working to overcome them, companies in this sector can improve the quality of their services

and increase their attractiveness to customers in the fiercely competitive market.




Research Problem

The retail sector faces numerous challenges regarding the cost of delivery service, which can
significantly impact customer attraction.

0 Theoretical gaps
The impact of delivery service cost on attracting customers lies in several aspects. Firstly, the
cost of delivery service can be a key factor in influencing the customer's decision to make a
purchase or not, as it can significantly increase the price of the product or service, reducing
the customer's ability to buy it.
Secondly, customers nowadays are more knowledgeable and aware of the prices of goods and
services, so they may resist paying a high delivery cost and prefer to search for reasonable or
even free delivery costs.
Lastly, the cost of delivery service can affect the customer's repeat purchase behavior, as the
customer may avoid purchasing from the same store in the future if the delivery cost is too high

[0 Empirical gaps

» 1-High Operating Costs: Increased operating costs, including labor, fuel, and
maintenance costs, can lead to higher delivery service costs and reduce their
attractiveness to customers.

« 2- Technological Challenges: Modern delivery technologies such as drones and
artificial intelligence may face technical obstacles such as regulations and outdated
technologies used in some areas.

» 3- Logistical Challenges: Weather conditions, traffic congestion, and other
logistical constraints can affect the efficiency and cost of delivery operations.

» 4- Service Expansion: Expanding the service range and providing delivery services
to new areas can increase challenges and affect the overall cost of the service.

« Main research question
How can the cost of delivery service affect customer attraction?




Research significant

This study sheds light on the obstacles faced by the retail sector in the cost of delivery service
and their potential impact on customer attraction. By understanding these obstacles and
working to overcome them, companies in this sector can improve the quality of their services

and increase their attractiveness to customers in the fiercely competitive market.

0 Theoretical gaps

delivery service cost in attracting customers is crucial for the success of any business that
relies on delivery to its customers. Through scientific research, companies can identify
customer needs and develop delivery services that better meet those needs in a more efficient

manner.

0 Empirical gaps

Help the retail sector to Understand how costs affect strategies to attract and retain
customers and analyze data related to them and Determine the ideal price that suits the
operational cost of the delivery process, starting from receiving the order to the delivery stage
to the customer and achieving profits for the company and helping the retail sector develop
an emergency plan to reduce the consequences of losses during crises. Additionally,
scientific research can also help companies identify new trends and innovations that can

make delivery service more attractive to customers.




The main research question
How can the cost of delivery service impact customer attraction?

the sub questions:

1- What is the impact of distance on the cost of delivery service in attracting customers?
2- What is the impact of time on the cost of delivery service in attracting customers?
3- What is the impact of technology on the cost of delivery service in attracting customers?
4- What is the impact of insurance on the cost of delivery service in attracting customers?

5- What is the impact of order volume on the cost of delivery service in attracting customers?

General objective
To explore the relationship between the cost of delivery service and customer attraction.

Sub objectives:
e - Determine the impact of distance on the cost of delivery service in attracting

customers.

e - Determine the impact of time on the cost of delivery service in attracting customers

e - Determine the impact of technology on the cost of delivery service in attracting
customers.

e - Determine the impact of insurance on the cost of delivery service in attracting
customers.

e - Determine the impact of order volume on the cost of delivery service in attracting
customers.




Main hypothesis H1

There is a statistically significant relationship between the cost of delivery service and
customer attraction.

Sub hypotheses:

Sup hypothesis Ha: There is a statistically significant relationship between the distance
pattern in the cost of delivery service and customer attraction.

Sup hypothesis Hb: There is a statistically significant relationship between the time pattern in
the cost of delivery service and customer attraction.

Sup hypothesis Hc: There is a statistically significant relationship between the technology
pattern in the cost of delivery service and customer attraction.

Sup hypothesis Hd: There is a statistically significant relationship between the insurance
pattern in the cost of delivery service and customer attraction.

Sup hypothesis Hf: There is a statistically significant relationship between the order volume
pattern in the cost of delivery service and customer attraction

Research Model
The following figure shows the relationship between the

research variables and the research hypotheses as follows:

Independent variables Dependent variable
Delivery service cost Customer attraction
e Distance e Customer experience
e Time e Special offers
e Technology e Loyalty programs
e Insurance H1,Ha, Hb, Hc, Hd, Hf e Digital marketing
e Order volume e Product quality

Figurel Designed by student
Usman Magi Yasing
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Research methodology

e Research philosophy: positivism
e Research approach : Deductive
e Research strategy: Case study
e Research choice: Quantitative
e Time horizon: Cross-sectional
e Data collection and analysis techniques: Questionnaires and statistical analysis

Questionnaires L . L.
and statistical Cross-sectional Quantitative = Case study Deductive POSItIVISm

analysis

Figure2 Designed by student Usman Magi Yasing
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Empirical study

About noon

noon is an easy and secure platform for people to discover and shop the products they love.
With fast delivery, easy payment and return options and a 24-hour customer service, find
everything you need at competitive prices. All our products are backed by our authenticity
promise and noon warranty

https://help.noon.com/hc/ar/articles/115002237274--%D9%85%D9%86-
%D9%86%D8%AD%D9%86
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Chapter 2: theoretical framework
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Introduction

the cost of delivery service plays a crucial role in customers' decision-making processes,
particularly in the retail sector such as Noon, where convenience and accessibility are key
factors. This scientific study aims to explore the direct relationship between delivery service
cost and customer attraction.

The importance of conducting previous studies lies in several key aspects:

1. Building on previous knowledge: Previous studies provide the foundation upon which
new research can be built. They offer insights, theories, and results that researchers
can use to formulate hypotheses, design experiments, and interpret results.

2. Avoiding duplication: By reviewing previous literature, researchers can identify gaps
in knowledge and avoid duplicating studies that have already been conducted. This
ensures efficient use of resources and meaningful contributions to the field.

3. Guiding methodologies: Previous studies often provide methodologies that have been
successfully or unsuccessfully tested in addressing research questions. Researchers
can benefit from these experiences to refine their own methodologies and improve the
accuracy and reliability of their results.

4. Clarifying results: Understanding the context in which previous studies were
conducted helps researchers interpret their results within a broader framework. It
allows for comparison, contrast, and identification of patterns or trends across
different studies.

An overview of research variables includes examining concepts such as
""delivery service cost™ and "‘customer attraction."

e Delivery Service Cost: This refers to the monetary amount paid by consumers.
Delivery service is offered by many companies and stores to deliver orders to
customers' homes or offices. It is a key service that facilitates the purchasing process,
saves time and effort for customers, and makes the shopping experience smoother.

e Customer Attraction: This process involves attracting the attention of potential
customers and making them interested in your product or service. This can be
achieved through marketing strategies such as advertising, social media, promotional
offers, providing excellent customer service, and reducing delivery service costs. One
of the secrets to success is providing comfort and convenience to customers.

14




This first topic "'Delivery Service Cost.""

Definition: Cost, in economic terms, refers to the sum of money an establishment pays for
the value of materials, labor, and indirect expenses to produce a specific commodity. In other
words, it is the price the establishment or company incurs for materials, labor wages, and
other expenses in producing goods and services.

Many authors have discussed the concept of service and provided different definitions. Some
of the important definitions presented are:

Service is defined as intangible activities aimed at satisfying the needs and desires of the end
consumer or industrial buyer in exchange for a certain amount of money, without associating
the provision of these services with the sale of other goods. SKINNER in 1991 stated that a
service is an intangible product that directly benefits the consumer as a result of human or
mechanical efforts of individuals and things.

PH.Kotler and Armstrong in 1991 defined it as a non-tangible activity or benefit that one
party can offer to another, leading to the transfer of ownership from the producer to the
customer. They also defined it as activities or benefits provided by one party to another,
inherently intangible and not resulting in the transfer of ownership of anything tangible, and
its production and provision may or may not be associated with a tangible physical product.
Stanton defined it as intangible activities that benefit the customer or client and are not
necessarily linked to the sale of another commodity or service, meaning that the production
and delivery of a certain service do not require the use of a tangible physical item.

Adrian and Palmer defined service by saying that a service is the process of producing
intangible benefits primarily as an essential element of a product, whereby through any form
of exchange, it satisfies a specific need or desire of the client or beneficiary.

From a marketing perspective, service has been defined as actions, activities, or tools
provided from one party to another, and these activities are considered intangible and do not
result in the transfer of ownership of anything. The provision of the service may or may not
be associated with a tangible physical product.

Service is an intangible activity or benefit aimed at satisfying a need or desire of the customer
or beneficiary without resulting in a transfer of ownership, and this service may be associated
or not associated with a tangible physical product.

The researcher Schroeder in 1989 embodied the term "service" within a concept known as the
""Service Triangle," consisting of four elements:

Strategies: This represents the vision or philosophy that guides the organization in all aspects
of delivering service to the customer.

Customer: This is the center of the triangle, and the service should be focused on the
customer and their needs.

System: This is the physical system and procedures used by the organization in producing the
service.

Employees: These are the individuals involved in producing the service in a service industry
organization.

15
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Definition and meaning of "Delivery" according to Al-Maany Al-Jaam:

"Delivery” (noun) plural: Connections - Source: Arrive

Connecting electrical wires: linking them to their central unit.

Delivering trust to its rightful owners: informing them of it.

Delivery (verb): delivering or informing someone about something, bringing it to them, or
conveying it to them.

Based on these definitions, we can derive the following definition:

Delivery service cost is the amount paid by the customer or consumer to obtain the service of
delivering goods or orders to a specific address. The cost of delivery service usually depends
on several factors such as distance, time taken, weight of the shipment, and the chosen
shipping method.

Evolution: The world is witnessing profound and significant changes resulting from rapid
technological advancements and changes in known individual and societal requirements.
Considering that economic institutions are the heart of the work environment and the main
driver of a country's economy, they have found themselves facing new challenges imposed
by all these factors. This has led them to reconsider their goals and devise new strategies to
keep up with all the developments, especially in the face of competition among institutions
for survival and leadership on one hand, and achieving profits and market expansion on the
other.

16




The global economy has seen the growing role and importance of the service sector, which
has become an essential part of national economies and a sensitive part of global changes that
affect and are affected by them. Among these changes is the global crisis of the spread of the
COVID-19 coronavirus, which imposed a package of precautionary measures and
procedures, including isolation, quarantine, and social distancing. Travel bans and complete
closure of all public and private institutions negatively impacted the economies of these
countries, forcing them to rely on alternative methods in trade, such as delivery services.

At the beginning of its emergence, delivery services were limited to restaurants only.
However, currently and with the widespread adoption of e-commerce, several commercial
institutions and restaurants have included delivery services as part of their offerings. This has
led to a significant flourishing of this sector, transforming it into a standalone industry. Many
investors have established specialized companies in this field, which have benefited society
in several ways and transformed delivery from a service into a profession, providing
employment opportunities for many unemployed youth.

As institutions strive to improve their performance amidst increasing consumer demands,
they are compelled to search for mechanisms and approaches that allow them to remain
competitive and sustainable in the market. Most of them have turned to various methods to
identify the needs and desires of customers in order to enhance societal well-being, gain
public trust, and satisfy customers.

Dimensions:
e Delivery service cost
e Distance
e Time
e Order size
e Technology
e Insurance
Delivery service | Insurance | Technology Order size Time Distance
cost
These fees vary The cost | The costs of | Large orders can | Labor costs can You need to
depending on the | of insuring | developing | lead to additional | vary based on calculate the
delivery vehicles and costs in terms of | the time of day, | cost of fuel and
company, and maintaining | labor and vehicles. | meaning that maintenance
location, weight, | employees | automated delivery during based on the
and size.. must be delivery peak demand distance that
taken into | systems can times may be needs to be
account impact the more covered.
overall expensive.

[Figure4 Designed by student Usman Magi Yasing]
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How to calculate direct delivery fees in the kingdom of Saudi Arabia at noon company

.1Direct delivery fees

We must charge the direct delivery fee shown below based on the dimensions of the shipment
and the volumetric or physical weight of the shipment, whichever is higher than ever

Follow the instructions below to determine the direct delivery fee for each of your items:
1-First, start by determining the rating (standard or extra-large package) of the package that
will hold your product based on the dimensions of your product using the rating table.

.2Next, calculate the shipping weight and volumetric weight of your shipment using the
formulas below.

-Shipping weight = physical weight of the shipment + package weight for a specific
classification

-Volumetric weight = length * width * height / 5000

Now round these weights to the nearest 50 g. Select the highest weight as a base.

.3Make sure that the shipping weight of the product does not exceed the maximum shipping
weight of the rating associated with the dimensions of your product. If the cargo weight is
higher, the following classification category will be applied.

4Finally, determine the FBP direct delivery fee that will be applied to your product based on

the package classification, list the weight that is equivalent to the weight of your shipment

Classification table

Classification e Maximum
Average Luxor : shippin
longest 9 Packaging p.p 9
(CM™M) (CM™M) material (G) weight
(CM)
(kg) *
Standard
<=45 <=34 <=26 100 12
package
Too big >45 >34 >26

[ Figure5 : Source: noon company Website]
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A fee applies to each shipment shipped to the customer. The value of the direct delivery fee

depends on the set of dimensions and the shipping weight of the product.

Volume charges

Receipt fees

Delivery fees

: : for each per shipment
gt et shipment (in (in Saudi
Saudi riyals) riyals)
Standard package <=0.25 kg 19.0 17.0
>0.25 kg &
<=0.50 kg 195 17.5
>0.50 kg &
<=1.0 kg 20.5 18.5
>1.0kg &
<=1.5 kg 21.5 19.5
>1.5kg &
<=2.0 kg 22.5 20.5
>2.0kg &
<=3.0 kg 29.5 27.0
Each additional 1 Extra SR per 1 Extra SR per
lkgupto 12 K K
kg g g
Large-sized parcel <=1.0 kg 28.5 26.5
>1.0kg &
<=2.0 kg 29.5 27.5
Each additional 1 Extra SR per 1 Extra SR per
1l kgupto 10 K K
kg g g
>10 kg & <=15 41.0 390
kg
>15 kgkg <=20 45.0 43.0

[ Figure6:Source: noon company website ]
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Direct delivery Receint fees for Delivery
: : b : fees per
fees Weight list each shipment (in shipment (in
Saudi riyals) pme
Saudi riyals)
Standard
package >0.25 kg & <=0.50 kg 19.5 17.5

[ Figure7:Source: noon company website ]

An example of calculating the direct delivery fee in FBP:
Dimensions: 17.4 x 8.81 x 2.8 cm
Physical weight of the unit: 0.32 kg

Based on the dimensions, this is a standard package with 0.10 kg of package weight. The
corresponding shipping weight is:

Shipping weight = actual weight of the shipment + package weight = (0.32 + 0.10) kg = 0.42
kg (approx 0.5 kg)

Volumetric weight: length * width * height / 5000 = 17.4 * 8.81 * 2.8 / 5000 = 0.086 kg.
Since the shipping weight is higher, we take that as a rule.

Therefore, this is less than 500g for the maximum shipping weight of a standard package

Theory

The delivery service cost theory is one of the economic theories that deals with calculating the
total cost of providing a delivery service, these costs include labor costs, fuel costs, maintenance
costs, and other costs necessary to operate the delivery service.

From a firm's perspective, price theory guides businesses in setting optimal prices for their
products or services. Firms need to consider factors such as production costs, competition,
and consumer demand when determining the appropriate price level. Price theory provides
firms with insights into pricing strategies that maximize profits while remaining competitive
in the market. For instance, firms may use price discrimination techniques to charge different
prices to different customer segments based on their willingness to pay.

To delve deeper into the significance of price theory, here are some key points:

20




.1Market Equilibrium: Price theory explains how markets reach equilibrium where demand

equals supply. This equilibrium price reflects the value consumers place on a good or service
and determines the quantity that will be produced and consumed.

.2Price Elasticity: price theory examines the responsiveness of demand and supply to changes
in price. understanding price elasticity helps firms predict how changes in price will impact
their revenue and adjust their pricing strategies accordingly.

.3Market Power: Price theory explores the effects of market power, such as monopolies or
oligopolies, on prices and resource allocation. It analyzes how firms with market power can
manipulate prices and restrict competition.

.4Consumer Surplus: Price theory highlights the concept of consumer surplus, which
represents the difference between what consumers are willing to pay for a good or service and
what they actually pay

Understanding the Significance of Price Theory

Market Price Elasticity Market Power Consumer
Equilibrium Surplus

Figure 8

Understanding the Significance of Price Theory - Price theory: Price Theory Unraveled: John R: Hicks:
Contributions
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The second topic: attracting customers

Definition:
The concept of the client:

The client is defined as the person or organizational unit that plays a specific role in
completing transactions or transactions with the market or any other entity ad=ill jla .4, ,xSuYl)
«s24211(.104:2013 The ultimate goal of public or private organizations can be in satisfying
the needs and desires of their customers in order to ensure survival, growth and achievement
of their final goals, and that the customer represents every individual the organization deals

with, customers are those who want to buy the organization's products or deal with it in
providing its Services .)«szelall adeill s 14y iy (44-43 : 2013,

The electronic client: The consumer or buyer who practices online purchases has become
called an electronic customer, and in order to become an electronic buyer, he must be
provided with sufficient and basic information on an electronic marketing website, including
information about the product description, price, delivery, warranty and technical support.
most people need this information before making a purchase decision. shopping sites must
include additional information about the product specifications, function, methods of Use and
maintenance, while displaying the information in an easy-to-understand and readable way
Electronic Buyers practice online purchases and they expect better services from sellers on the
internet than is prevalent in traditional regular sales processes, so they expect lower prices,
faster and better delivery systems, all data and information related to the product have died,
and it is expected that payment methods for products will pass through secure channels with
the elimination of electronic hacks that cause thefts from buyers ' accounts

(New Yourk Champan &Hall, 2006, p323.)

Customer relations:

Relationship with customers is the advanced knowledge of customers, which means
relationship marketing, i.e. building and maintaining relationships with customers, where
relationship marketing is defined as the knowledge and formation of relationships with
customers and other stakeholders, maintaining, improving and ending them if necessary
(Management Decision, Vol 34, No. 3, p 5-). Customer Relationship Management is a
methodology to understand and also influence the customer's behavior through
communication with him in order to improve the process of customer acquisition, customer
retention, customer loyalty and profit15..= 2006 < I3l jed 1¢ aal) il slaal) ) (,

Attracting customers:
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The task of attracting and retaining customers is a difficult task faced by the organization and

its marketing apparatus as a result of the intense competition between organizations to
provide the best for the customer and the presence of multiple options and alternatives in the
market and the customer has become more aware of the price and less tolerant of any mistake
committed by any organization or public relations dssls | Js¥1 asall | daadall & gall & )3y o slall dlas )
LY e 2 212006 (

Organizations should work on analyzing and identifying the needs and desires of the client
and knowing the change in his tastes in order to be able to satisfy those desires and needs in a
way that exceeds his expectations and exceeds what competitors offer

Attracting customers:

The efforts exerted by the Websites are aimed at Electronic consumers, where goods and
services are offered that satisfy the needs, desires and tastes of these consumers, resulting in
achieving the goals of

organizations represented in the influx of large numbers of customers to their websites and to
attract new customers to the website, the following methods must be followed

Classify the website in a place that is easily accessible quickly and identify the properties of
search words that lead to the site easily and quickly

-1pay attention to advertising tapes among other sites because they lead customers to the
website

-2sending an e-mail to specialized mailing lists, which are lists that customers join voluntarily

Customer retention :

These organizations have recently become aware of the importance of customer satisfaction
and maintaining it because it represents the real value of the continuation of organizations and
their success, and one of the main steps of the strategy aimed at retaining customers is the
following

-1definition of the concept of loyalty

-2definition of goals

-3definition of customer needs

-4curriculum development

.Sability to meet customer needs

-6conducting evaluations and selection processes
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Customer loyalty :

Organizations strive to achieve customer satisfaction by achieving their expectations, but
customer satisfaction does not mean repeat purchase, but the real measure of repeat purchase
is customer loyalty and also maintaining the customer requires building his loyalty

The organization must provide offers that match the needs of customers and pay attention to
aspects that can be used efficiently and effectively to develop the concept of loyalty among
customers and strengthen the relationship with them, if the product that meets the needs of
customers is not provided, their hesitation does not continue to the organization and customer
loyalty is a set of trends, beliefs and tendencies that

The definition of customer attraction can be summarized as the process of attracting the
attention of potential customers and making them interested in your products or services.
Attracting customers can be achieved through various marketing strategies such as social
media marketing, electronic advertising, offering attractive offers and discounts, and
providing a distinctive customer experience

What is lead generation and why is it important for businesses?

Lead generation is the process of identifying and attracting potential customers for a
business's products or services. It involves capturing the interest of these individuals and
converting them into leads, which are potential customers who have expressed some level of
interest in what the business has to offer. lead generation is an important aspect of any
business as it helps to drive growth and increase sales. Here are several reasons why lead
generation is crucial for businesses:

.1Increased sales opportunities: Lead generation creates a pool of potential customers who
have shown interest in a business's products or services. By generating leads, businesses are
able to increase their sales opportunities and ultimately close more deals. Having a steady
stream of leads ensures that sales teams always have prospects to engage with, increasing the
chances of converting them into paying customers.

.2Targeted marketing: Through lead generation, businesses are able to gather valuable
information about their target audience. By understanding the needs, preferences, and
demographics of potential customers, businesses can create targeted marketing campaigns
that resonate with their audience. This enables businesses to deliver personalized messages

and offers, resulting in higher conversion rates and improved customer satisfaction.
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.3Cost-effective marketing: Lead generation is a cost-effective marketing strategy compared

to traditional advertising methods. By focusing on attracting interested individuals and
nurturing them into leads, businesses can avoid wasting resources on uninterested or
unqualified prospects. This targeted approach helps to optimize marketing efforts and reduce
costs associated with reaching a broad audience.

.4building brand awareness: lead generation activities, such as content marketing and social
media engagement, help businesses build brand awareness. By consistently providing
valuable and relevant content to potential customers, businesses can position themselves as
industry experts and gain trust and credibility. This not only generates leads but also enhances
the overall brand reputation.

.Slong-term customer relationships: Lead generation is not just about acquiring new
customers; it also focuses on building long-term relationships with them. By nurturing leads
through personalized communication and providing ongoing support, businesses can establish
trust and loyalty. This can result in repeat business, referrals, and positive word-of-mouth,

driving sustained growth and success.

.6data-driven decision making: Lead generation provides businesses with valuable data and
insights about their target audience. By tracking and analyzing lead generation metrics, such
as conversion rates and lead quality, businesses can make data-driven decisions to optimize

their marketing strategies. This allows businesses to continuously improve their lead

generation efforts and generate higher quality leads over time.

.7Competitive advantage: In today's competitive business landscape, lead generation is
essential for staying ahead of the competition. By effectively generating and converting leads,
businesses are able to build a strong customer base and gain a competitive advantage. This

enables them to outperform competitors, secure market share, and grow their business.
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Evolution :

The wide development witnessed by the world in the field of business as well as the growing
network of communication has led to a change in the desires and needs of customers and to a
significant change in the level of marketing activities of the organization, and the customer
has become a starting point for the implementation of the strategy of the organization that
wants to survive and continuity, which was achieved by it has these With the increasing
awareness of companies of the importance of putting the customer at the center of their
attention in today's highly competitive world, their awareness of the importance of meeting
customer requirements is increasing, as the success of enterprises depends on the efficiency of
managing their relationships with customers, enabling those enterprises to attract more
customers and consolidate their relationships with them, ensuring the preservation of existing
customers and increasing their satisfaction

The evolution of customer attraction over the years has undergone significant changes as a
result of technological development and changes in consumer behaviors. Previously,
companies mainly relied on traditional advertising such as television commercials and

advertisements in newspapers and magazines to attract customers. But with the development
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of the internet and social media, companies are using new customer acquisition strategies

such as digital marketing and social media marketing.

dimensions
e Customer experience
e Special Offers
e Loyalty programs
e Digital marketing
e Quality of products

Quality of Digital Loyalty Special Customer
products marketing programs Offers experience
High-quality Using social Loyalty Providing The quality of
products contribute | media and digital programs attractive Service and
to building a brand | marketing can that offer offers and shopping
reputation and make it easier to rewards discounts can experience can
attracting reach and attract and encourage significantly
customers potential benefitsto | customers to affect the
customers loyal buy customer's
customers attractiveness for
can the brand
motivate
customers
to come
back again
and again.

Figure 10 Designed by student Usman Magi Yasing

27




How can lead generation strategies help businesses increase their customer base?

Generation Strategies Lead generation strategies

lead generation strategies are crucial for businesses looking to expand their customer base.
These strategies involve various tactics and techniques aimed at attracting potential customers
and converting them into leads individuals who have shown interest in a product or service
and are likely to become customers. By implementing effective lead generation strategies,
businesses can grow their customer base and ultimately increase their revenue. Here are some

ways in which lead generation strategies can help businesses achieve this:

.1Targeted Marketing: One of the key benefits of lead generation strategies is the ability to
target specific segments of the market. By identifying the demographics, interests, and needs
of their ideal customers, businesses can create targeted marketing campaigns that resonate
with their audience. This increases the chances of attracting qualified leads who are more

likely to convert into customers.

.2increased Brand awareness: Lead generation strategies often involve creating valuable
content and distributing it through various channels such as social media, blogs, and email
marketing. This helps businesses increase their brand awareness and establish themselves as
industry experts. When potential customers come across this content and find it helpful and

informative, they are more likely to trust the brand and consider becoming customers.

.3Building Relationships: Lead generation strategies focus on nurturing relationships with
potential customers rather than just pushing for a sale. By providing valuable content,
engaging with prospects through social media, and offering personalized experiences,
businesses can build trust and credibility. This relationship-building approach increases the
chances of converting leads into loyal customers who are more likely to advocate for the
brand.

.4Qualifying Leads: lead generation strategies often involve using lead scoring and
qualification techniques to determine which leads are most likely to convert. By tracking and
analyzing various metrics such as engagement levels, website behavior, and demographics,
businesses can prioritize their efforts on leads that are more likely to become customers. This

saves time and resources by focusing on leads that have a higher chance of converting.
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.SDiversifying Lead Sources: Lead generation strategies allow businesses to explore multiple

channels and sources for generating leads. This reduces reliance on a single source and
increases the likelihood of attracting a diverse range of customers. By leveraging social
media, search engine optimization, content marketing, and other channels, businesses can tap
into different segments of the market and expand their customer base.

.6improving Conversion rates: Lead generation strategies often involve optimizing landing
pages, forms, and call-to-action buttons to increase conversion rates. By making these
elements more user-friendly and persuasive, businesses can encourage visitors to take the
desired action and become leads. This ultimately leads to a higher conversion rate and an

increased customer bhase.

.7Measuring and Analyzing Results: Lead generation strategies rely on data and analytics to
measure the effectiveness of various tactics and campaigns. By tracking key performance
indicators (KPIs) such as conversion rates, cost per lead, and return on investment, businesses
can identify what is working and what needs improvement. This allows for continuous
optimization of lead generation efforts and ensures a higher success rate in growing the
customer base.

In conclusion, lead generation strategies play a vital role in helping businesses increase their
customer base. By implementing targeted marketing, building relationships, qualifying leads,
diversifying lead sources, improving conversion rates, and measuring results, businesses can
attract more potential customers and convert them into loyal customers. These strategies not
only expand the customer base but also drive revenue growth and establish the brand as a

trusted industry leader.
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What are the best practices for lead generation in the digital age?

Practices that Lead

In the digital age, lead generation has become a crucial aspect of any business's marketing
strategy. With the rise of online platforms and social media, businesses now have numerous
opportunities to reach potential customers and convert them into leads. However, with
increased competition and constantly evolving technology, it is important to stay up-to-date

with the best practices for lead generation. Here are some key strategies to implement:

.1Create engaging and relevant content: Content marketing plays a vital role in attracting and
retaining leads. By producing high-quality, informative, and engaging content, businesses can
establish their expertise and build trust with their target audience. This content can take

various forms, such as blog posts, videos, infographics, and ebooks.

.2optimize your website for lead capture: Your website serves as the hub for lead generation.

Make sure it is user-friendly, visually appealing, and mobile responsive. Implement lead
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capture forms strategically throughout your website, offering valuable incentives such as free

guides, discounts, or consultations in exchange for contact information.

.3Utilize landing pages: Landing pages are standalone pages dedicated to a specific offer or
campaign. By driving traffic to a landing page, you can capture leads more effectively.
optimize your landing pages with persuasive copy, clear call-to-action buttons, and a simple
form to capture relevant lead information.

.4Leverage social media: social media platforms are powerful tools for lead generation.
Identify the platforms where your target audience is most active and create a strong presence
there. Regularly post engaging content, interact with your audience, and use social media
advertising to reach a wider audience and drive them to your lead capture pages.

.SImplement email marketing: Email marketing remains a highly effective lead generation
strategy. build an email list by offering valuable content and incentives. segment your email
list based on demographics, interests, or previous interactions to send targeted and
personalized messages. Utilize automation tools to send automated follow-ups and nurture
leads over time.

.6Use search engine optimization (SEO) techniques: Appearing at the top of search engine
results is crucial for lead generation. optimize your website and content for relevant
keywords, create high-quality backlinks, and regularly update your website to improve its
search engine ranking. Consider hiring an SEO expert to ensure your website is fully
optimized.

.7Utilize paid advertising: Paid advertising can be a highly effective lead generation strategy
when done right. Invest in platforms like Google Ads, Facebook Ads, or LinkedIn ads to
reach your target audience effectively. Use targeting options like demographics, interests, and

behaviors to ensure your ads are shown to the right people.

.80ffer live chat support: Implementing live chat on your website allows you to engage with
visitors in real-time and capture leads more effectively. Train your support team to provide

prompt and helpful responses, guiding visitors towards becoming leads.
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.9Track and analyze your results: Regularly monitor key metrics like website traffic,

conversion rates, and lead quality. Analyze the data to identify areas for improvement and
optimize your lead generation strategy accordingly. Use tools like Google analytics or

marketing automation platforms to track and measure your results.

.10Continuously test and optimize: Lead generation is an ongoing process, and it's important
to constantly test and optimize your strategies. Split test different landing pages, headlines,
offers, and ad copy to identify what works best for your target audience. stay up-to-date with
the latest trends and technologies to ensure your lead generation efforts remain effective.

By implementing these best practices for lead generation in the digital age, businesses can
attract high-quality leads, nurture them effectively, and ultimately increase their sales and
revenue. Stay proactive, adapt to changes, and consistently provide value to your target

audience to achieve long-term success in lead generation
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What are the key metrics to track when measuring the success of a lead generation campaign?

Key metrics you need to track Success with Lead Measuring the success of lead Success of
their lead generation Measuring the Success of Your Lead Generation

When measuring the success of a lead generation campaign, it is important to track several
key metrics to evaluate its effectiveness and make informed decisions. Here are some of the

most important metrics to monitor:

.1conversion rate: The conversion rate is the percentage of website visitors who complete a
desired action, such as filling out a form or making a purchase. This metric helps measure
how effective the campaign is at turning visitors into leads.

.2Cost per Lead (CPL): This metric calculates how much it costs to acquire a single lead
through the campaign. It is calculated by dividing the total cost of the campaign by the
number of leads generated. A low CPL indicates an efficient campaign, while a high CPL

may suggest that adjustments are needed.

.3Return on Investment (ROI): ROI measures the profitability of the lead generation
campaign. It is calculated by subtracting the total cost of the campaign from the total revenue
generated, and then dividing that number by the total cost. Tracking ROI helps determine

whether the campaign is generating enough revenue to justify the expenses.

4Lead Quality: It is crucial to assess the quality of the leads generated by the campaign. This
can be done by analyzing factors like lead source, lead qualification criteria, and lead
conversion rates. Tracking lead quality helps identify opportunities for improvement and

ensures that the campaign is attracting the right audience.

.5Time to Conversion: This metric measures the average time it takes for a lead to convert
into a customer. By tracking the time to conversion, you can identify bottlenecks or delays in
the lead nurturing process and optimize your campaign to reduce the time it takes to convert

leads into customers.

.6Lead Engagement: Monitoring lead engagement metrics, such as click-through rates, open

rates, and engagement with email campaigns or social media posts, provides insights into the
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level of interest and interaction from leads. higher engagement rates indicate a more receptive

audience and can help guide future marketing efforts.

.7Cost per Acquisition (CPA): Similar to CPL, CPA measures the cost of acquiring a single
customer through the lead generation campaign. It takes into account not only the cost of
generating leads but also the conversion rate from leads to customers. This metric helps

evaluate the campaign's overall effectiveness in generating revenue.

.8Customer Lifetime Value (CLV): CLV measures the total revenue a customer is expected
to generate over their lifetime as a customer. By tracking CLV, you can determine whether
the leads generated by the campaign are likely to become profitable customers in the long run.
This metric helps assess the campaign'’s impact on the long-term growth and profitability of

the business.

.9Channel-specific Metrics: If your lead generation campaign involves multiple channels, it
is important to track metrics specific to each channel. For example, if you are using paid
advertising, tracking metrics like click-through rate, cost per click, and conversion rate for
each ad or platform can help optimize your ad spend and identify the most effective channels

for generating leads.

.10Lead-to-Sales Ratio: This metric measures the percentage of leads that eventually convert
into customers. Tracking the lead-to-sales ratio helps evaluate the effectiveness of the lead
nurturing process and the alignment between marketing and sales efforts. A low ratio may
indicate a need for better lead qualification or improved communication between marketing

and sales teams
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By monitoring these key metrics, you can assess the success of your lead generation

campaign, identify areas for improvement, and make data-driven decisions to optimize your

marketing efforts and drive business growth

What are the key metrics to track when measuring the success of a lead
generation campaign

Conversion Rate 'Lead Engagement

1 06

Cost per Lead (CPL)

Return on Investment ' j Customer Lifetime Value

V.VY V¥

(ROI) 03— (CLV)

Lead Quality [ 04 [ .~ |Channel-specific Metrics
| ;

Time to Conversion Lead-to-Sales Ratio

Figure 13

What are the key metrics to track when measuring the success of a lead generation campaign - Ultimate
FAQ:Lead Generation, What, How, Why, When

Cost per Acquisition (CPA)

How can businesses leverage influencer marketing for lead generation purposes?

Leverage Influencer Marketing Influencer marketing for lead Marketing on Lead Generation
Influencer Marketing on Lead Generation

Influencer marketing has become an incredibly effective strategy for businesses looking to
generate leads and increase brand awareness. By collaborating with influential individuals
who have a large online following, businesses can tap into their audience and leverage their
influence to reach new potential customers. Here are several ways businesses can leverage

influencer marketing for lead generation purposes:

.11dentify the right influencers: The first step in leveraging influencer marketing for lead
generation is to identify the right influencers to collaborate with. Look for influencers who

have a high level of engagement with their audience and whose values align with your brand.
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Consider the influencer's niche, demographics, and the level of influence they have within

their community.

.2set clear goals and objectives: Before starting an influencer marketing campaign, it's
important to define your goals and objectives. Are you looking to increase brand awareness,
drive traffic to your website, or generate leads? setting clear objectives will help you measure
the success of your campaign and ensure that you're targeting the right audience.

.3Develop a mutually beneficial partnership: When approaching influencers, it's essential to
create a mutually beneficial partnership. Provide value to the influencer by offering exclusive
access to your products or services, free samples, or even monetary compensation. In return,
the influencer can promote your brand to their audience and drive traffic to your website,
ultimately generating leads.

.4Collaborate on engaging content: In order to capture the attention of the influencer's
audience and generate leads, it's important to collaborate on engaging and authentic content.
This could include sponsored blog posts, social media collaborations, or even video content.
The key is to create content that resonates with the influencer's audience and showcases the

benefits of your products or services.

.SIncorporate trackable links and codes: To accurately measure the success of your influencer
marketing campaign and track the leads generated, it's important to incorporate trackable links
and codes. These can be unique discount codes or referral links that can be used by the

influencer's audience. By monitoring the usage of these codes or links, you can attribute leads

directly to your influencer marketing efforts.

.6Engage with the influencer's audience: One of the most powerful aspects of influencer
marketing is the ability to engage directly with the influencer's audience. Respond to
comments and questions on social media, engage in conversations, and provide valuable
information. By building a relationship with the influencer's audience, you can establish trust

and credibility, ultimately driving more leads to your business.

.70ffer exclusive promotions or giveaways: To incentivize the influencer's audience to

become leads, consider offering exclusive promotions or giveaways. This could include
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discounts, free trials, or even a chance to win a prize. By offering something of value, you can

encourage the influencer's audience to take action and provide their contact information,

ultimately generating leads for your business.

.8measure and analyze campaign performance: Finally, it's crucial to measure and analyze
the performance of your influencer marketing campaign. Use analytics tools to track website
traffic, conversion rates, and lead generation. This data will provide valuable insights into the
effectiveness of your campaign and help you optimize future influencer collaborations
In conclusion, influencer marketing can be a powerful tool for businesses looking to generate
leads and increase brand awareness. By identifying the right influencers, setting clear goals,
developing a mutually beneficial partnership, creating engaging content, incorporating
trackable links and codes, engaging with the influencer’s audience, offering exclusive
promotions, and measuring campaign performance, businesses can successfully leverage
influencer marketing for lead generation purposes
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How can businesses leverage customer reviews and testimonials for lead generation purposes¢

Customer Reviews and Testimonials

Businesses can leverage customer reviews and testimonials for lead generation purposes in a
variety of ways. These reviews and testimonials act as social proof, building trust and
credibility for potential customers. By showcasing positive feedback from satisfied
customers, businesses can attract new leads and convert them into paying customers. Here are
several strategies for using customer reviews and testimonials to generate leads:

.1display customer reviews prominently on your website: Place customer reviews and
testimonials prominently on your website, preferably on your homepage or product pages.
This will provide visitors with immediate proof of your product or service's quality and
reliability. Include the customer's name, photo (if available), and any relevant details about
their experience to increase authenticity.

.2Create dedicated review pages: Create dedicated pages on your website where customers
can leave reviews and testimonials. This can be done through a review platform or by
integrating with popular review sites like Google My Business, Yelp, or Trustpilot.
Encourage customers to leave reviews by offering incentives such as discounts or exclusive
content.

.3Share reviews on social media: share positive reviews and testimonials on your social
media platforms, such as Facebook, Twitter, and Instagram. Create visually appealing
graphics with quotes from satisfied customers and link back to the full review on your
website. This will not only showcase your happy customers but also drive traffic back to your
website.

.4Use reviews in email marketing campaigns: Incorporate snippets of customer reviews and
testimonials in your email marketing campaigns. Include quotes that highlight the benefits
and positive experiences customers have had with your product or service. This will help
build trust and encourage potential leads to take the next step in the customer journey.

.SUtilize video testimonials: Video testimonials can be a powerful tool for lead generation.
Ask satisfied customers if they would be willing to record a short video sharing their positive
experience with your business. These videos can be shared on your website, social media
channels, or included in email campaigns. Seeing and hearing real customers speak about
their experience can have a significant impact on potential leads.

.6Leverage reviews in advertising: Reviews and testimonials can be incorporated into your

advertising efforts to generate leads. Include snippets of positive customer feedback in your
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online ads, such as Google ads or social media ads. This can help capture the attention of your

target audience and increase the likelihood of them clicking on your ad and becoming a lead.

.7encourage customers to refer others: Satisfied customers are more likely to refer their
friends and colleagues to your business. Incentivize referrals by offering discounts, referral
programs, or other rewards. When a referred lead converts into a customer, ask them to leave
a review or testimonial to further strengthen your social proof.

.8Respond to reviews and engage with customers: Showcasing your commitment to customer
satisfaction can help build trust and attract new leads. Respond to both positive and negative
reviews in a timely and professional manner. Address any concerns or issues raised in
negative reviews and highlight positive experiences in your responses. This demonstrates that
you value customer feedback and are dedicated to providing excellent service
In conclusion, leveraging customer reviews and testimonials is an effective strategy for lead
generation. By showcasing social proof and building trust, businesses can attract new leads
and convert them into paying customers. Implementing the strategies outlined above can help
businesses maximize the impact of customer reviews and testimonials on their lead generation
efforts
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Theory :

From a consumer point of view, they help individuals make rational choices based on their
preferences and budget constraints. For example, when faced with multiple options for
purchasing a product or service, consumers can assess the relative value and benefit derived
from each option. By comparing prices and considering their preferences, consumers can
make informed decisions about which goods or services to purchase.

The relationship between the cost of delivery service and attracting
customers
Patterns :

There are several common delivery service cost patterns, including fixed fees, basic fees plus
additional fees based on distance or time, and variable fees based on demand and supply.
There are several patterns of the relationship between the cost of delivery service and
attracting customers in the market. Some of the aspects that can affect this relationship are:

.1Attractive pricing: the cost of delivery service may be low or free to attract more
customers.

.2Quality and service: if the delivery service is fast and reliable, it may have a positive effect
on motivating customers to make further purchases.

.3Promotion and marketing: the delivery service can be used as part of a marketing strategy
to attract more customers.

.4Competition in the market: the cost of delivery service can be a pivotal factor in
competition with other companies.

.5Customer satisfaction: if the delivery service is satisfactory to customers in terms of cost
and quality, this may lead to building strong relationships with customers and attracting more
of them
Conflicts :

, The cost of delivery service may cause some conflicts when trying to attract customers.
Some of the conflicts that may occur include:

A Affordability: the cost of providing a delivery service may be high for the company,
which causes it to be difficult to provide it at an appropriate cost to customers.

2 Customer expectations: customers may expect delivery service to be provided at a low
price or free of charge, and this may make it difficult to attract them without providing this

service.
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3 Market competition: other companies may be able to offer a delivery service at a

lower cost, which increases the pressure on the company to provide a service at a competitive
cost.

4 Sustainability of the business process: the cost of the delivery service should be
reasonable so that it does not adversely affect the profitability and sustainability of the
company in the long run.

5 Striking a balance: attracting customers and providing a good delivery service requires
achieving an ideal balance between providing service with high quality and at an affordable
cost.

It is important for companies to carefully study these conflicts and find the appropriate
solutions that will help them successfully attract customers and provide a cost-effective
delivery service

Gaps:

Cost vs. service value: there may be a gap between what the delivery service costs the
customer and the value that the customer considers for this service. The value can include
such items as convenience, speed, quality of service, payment options, and others. When the
customer feels that the value he gets exceeds the cost, he will be more likely to use the
delivery service.

Discrimination in service:. This gap may be represented by factors such as the speed of
delivery, the quality of Service, and the customer experience in general.

The cost of marketing and promotion: there can be a gap between the cost invested in
marketing and promotion of the service and the number of customers attracted. He may need
to improve marketing strategies to attract more customers at a lower cost.

Saving offers and discounts: special offers and discounts can be effective in attracting
customers, but you should also take into account The Associated cost and make sure that it
does not significantly negatively affect profit

Delivery and tracking technology: delivery and tracking technology can help enhance
customer experience and increase trust in service. There may be a gap between the order

tracking and delivery technology used and the one that customers expect.
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Conclusion

We conclude from previous studies that attracting a potential client to my project requires
correct and accurate strategies because the main component of the success of any project
based on the customer base is attracting the client
Future research implications
Better direct investments: by understanding how the cost of delivery service affects customer
attraction in the future, companies can better direct their investments. For example, if the
study indicates that reducing the cost of delivery by a certain percentage leads to an increase
in the number of customers, the company can allocate more resources to reduce the cost of
delivery.
Developing future customer attraction strategies: a deep understanding of the impact of the
cost of delivery service on customer attraction can help develop future strategies to attract
customers more effectively. These strategies may include making special offers, improving
the quality of service, or targeting specific customer categories.
Improve customer experience: by understanding how the cost of delivery service affects
customer attraction, companies can improve the overall customer experience. For example, if
the low cost of delivery is considered an important factor for attracting customers, providing
low-cost delivery options may improve the customer experience and increase loyalty.
R & D guidance: understanding how the cost of a delivery service affects customer attraction
may Guide R & D in this area. For example, a deep understanding of the effects of delivery
cost on customer preferences may prompt companies to look for new technologies to reduce
the cost of delivery without negatively affecting the quality of Service

Contribution
Identify influencing factors, direct the marketing strategy ,improve operational processes,

develop innovative services.
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