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"Digital marketing enhances e-service quality by increasing o-L#Y! -
customer interaction with the electronic platform, thereby improving user
experience and overall satisfaction” (Janita & Miranda, 2013). —
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"The use of digital marketing tools, such as email and social media, usL&Y!
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& Malhotra, 2005). —
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"High e-service quality leads to higher customer satisfaction and _-L.8Y)
loyalty, which in turn enhances the effectiveness of e-marketing strategies"
(Selim & Basha, 2018)
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(AT (B puull) Slag) RN

sda JueT Claal Giad e 45585 illad e i Apat ) dladf 530 ey (35 SV Gy susl
o3 ALl il ) b e Shaall e Jeliall s culdatl s cial il s il il sal Jads Syl
Analll s IV (o pul) lint i) B i Lgi OS50 G 5 e clamiy 2lay)

i ASIYI G sml) 5land a1 o gl ool o) ) ) (3la: ol ) e
(Ggnd) Jilaty Ay pudll Y pasd ey a2l 138 of ) 1 LEIChaffey (2020) sSmith
N G pmll il 5 e Jdis ALalSia oy g Jalak y 5had ) ALa Yy cibagiaall clidll a3
el il gl AT 5 3 ) gal) aneadty Aibeiall <ol i ) MAH Wl ol i) anll Jady
oseaadl () Jseasll

Cyanll iy ST G puill 8 35130 s e i)y Jalaill Ll el

dalid) dedall bl Jilady pes ey sl aaddl o) ) WS Kingsnorth (2019)
e JSE 408y gl O Maadl Cpraat aanll 12 MR e (S C'_u).u‘ﬁ\és Cpeddiial) & gl
Sy dile Gl 8 eyl aelod @O o Daal) Bl g cilaliial e 2l lgcanads

" fasiall Cleadil iaY) Aled 2087 5(ROI)

Claie I3 (e Ledde Bliall 5 e lead) o Bl ol 4 e el sl 580 el sl
daal sill By e oDl ae Jeliill Jady 2l 13 () ST Jones (2018) (s 5SIY (o sasl
oLy ac b +Slaall e Jladll Jeliil) a1 o Sanll Fadd ciliaia s ¢ g5 S 3l ¢ pelaia)
Jushall aall e e Dlaally Jaliia V1 Adlaial (e 3 55 4 jlaill Ladlall £

S AY) ygedl) BT LYY

bt Al by Hhail) (e de gana () ity Al A putl) il jlaall (e o 328 ¢ I By sasl)
sac Al clul ol sl o i) e uSlgiall o gl g 40a8 5l (31 su¥) (o 88 agd 8
Alad g SN (5 gt Clgadl vy shail Bagda il sal a3 il g cJlaall 13 3 Al iy jla

il 4 k5 223 (Technology Acceptance Model - TAM): (o~ oSl Al 45 plas 1
Davis Ji e b sk a5 SN G guall 318 g0l SISV il plaill (e sl 5 ol i€l
plasind U seud agagh o ot ) S aaing Lia o) S raaiiadll J 5 o X 535(1989)
OSlgionall i a0 il aadind 4kl o3 o ) e, Jones (2018) Ll s s o i<l
Je il 32y ) () aagd Ay gt il yiul gkl 4y 55 puda (A 5 clgrn agloldi s dpad Hl) Ciliaiall
i Y] e Ay jladll Aadledl £V Sl
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by e 4y kil o2 S 55 (Relationship Marketing Theory): <l Gy suill 4y )i 2
Hunt (1994) &. Morgan & dll i badl e 58 51l e Yay e Saall ge 2aY1 Al gla clidle
Ellis-Chadwick &. Chaffey Sl ge 48 Glie el A o) 5V 5 4388 Lpaal agdl | 5la) Lodd
Sl (S e paanll 8 dgaal ST ol clially G sl o ) 1LEI(2019)
LeDlee e Aaltinsa 5 Aifle By shail 35 ySIY) 3yl 5 olaia) Joal sil) il s alaiiiad

dslu o) e 4 kil 228 XS5 (Social Influence Theory): selaiay) il 4,k 3
gkl s2a 238, Kelman (1958) sl s> (e duelaia¥) il sall 5 o) YL LaS I3 il o 3Y)
il s O ) 1 i ¢85 IV Gy sl) A Lgikas J sliv*Kingsnorth (2019)** 5 3 e JsY

Sl il IR (e pSlginal) gl JS35 DA (e (S Aty i 228 e laia¥) Jal 5l
(il (e aaiall (5 ginall g Cileal yall

2 Rogers (1962) 3 (Diffusion of Innovations Theory): <Ky L) 4y jlas 4
Chaffey (2020) & Smith Claciaall e syaall <l KLY 5 SV 505 S jadl 44 i)
a1 L o pS31) LEEH) 4 agh o () i o5 ASIYY GG guatl B A plail) o3 (ks LS
e 2l e Dlandl (e Adbiall il il Chagid Ay g O ey shal (8 (8 gusall 2ol (O (S
RYREN G N g Pt PRI RPN
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4 g A ciladdd) Baga 1 AU Gagall LYY
Do LS lhaad) 138 Gl S g a sefe s (e Y Ay g STV Clardll B3 sa sgie ) s 8
43 g Sl Ciladdl) 3393 o g¢da YL

el (5 gl L e Anlu) alu) Hall = u'\_‘)aﬁ (e-Service Quality) A 5 I Claadld) 30 ga
ce\.la.wz‘X.\ :\Jjg_ud.\.qw‘) J\;u\ dAc ‘__Asa:u})ﬁ‘)ﬂ Sladll 53 g &yl ‘)Sﬁﬁ Claadl) oda
S5 ALl aniiveall 3y yad QS A agad Ml o2 (anadidll s Ailainl) g (s A i sall
Al A0y g g obia )y Ao il (0

Ll e A5 Sy cileasdl 5352 (58 = Parasuraman et al. (2005) «dball daws e
(leadll 5 claiiall Jladl) aglecill g ¢pe¥1 s Jladll o) il Jagasi (e sl 28 505 38 (500"

M3eliS 5 ey Alding JSLie (5f gl yind

53 o Ll e 40 pSIY) cleadll 3358 0 58 2y Zeithaml et al. (2002) «s Al dali (e

pes Al ailadll (e de sana o (3lati 4 5 I leasll 5358 o 5% Santos (2003) Wl
" o Sanll e Al ol 5 Al il pal) Sy i yiY) e ciladsll slal 35 b

A g ) claadd) 33 ga ) shat VLYY

g sl LG e Bl e Apen] o€y Vualiia Uliny Ylaa iy 45 511 ladall daga  sha

1aa 4g,Lal) bl jall CanSe 38 5 laddl) aundi & <y e alaie W) ) 359 daad HlI L ol giSall
sl Ll s 45 IV Clasall 33 ga Gpaend B ageat Ul Jal sl Calide Jalad YA (g skl
L L) e 2l A SV lendll Baga sl mse L Lad gl eDhaall Lia

Claaall 53 s daale paad e Sl @S dglall 8 4 Iy laadd) 535 0 5ede.1
ol lard i o g pSIY) GUail) 5 a8 Ll Blanad) 138 83 sal) iy et 3 A g yIY)
il & ) gl (Zeithaml et al., 2002). 4l 5 dllad 44 jlay (aeadiiadl Cilad 6 5 Cilaliial

A s cla¥) e A g SIS A patl) il g Calie Jail C I 5y 83 gal) 03 apii] deoiiosal)
(Parasuraman et al., 2005). 43V Ay 5 calaainy)

O 0o A SV Cleaal) 83 5o Gl Gunliall (o el dait o5 83 gl i GaplBa ka2
o Y e daddal) ilaadl) danla & és\yd cﬁ}i{j @l gﬁ.ﬂ\ E-S-QUAL CJ}M ¢ enlaall sl
(Parasuraman et dxa seadlly ¢ 5 gill 350 sl L) elil A ) dlasl A )i e S g
A5 Y Gleadll 33 a e Sy 63l E-RecS-QUAL s «elld ) ddlsylal,, 2005).
(Zeithaml et al., 2002).4185a g 58 5 a2y A2l Ao jisl ) glaia (e
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3ga Cpmdo B A dga g ) bl jall a8 o Daall Liay Ao A g IV cilaaddl 33 g 15 3
La 50b ) ) s 3asad) (s 0 a1 il o Dlanll Ly 5 43 5 5iSIY) il
cleadll Lkl 3352l (Yang & Fang, 2004). deasll agd¥ 5 dlaial (e 3 3 Lae ¢oSlanll

L A g Sale amy e 2 g (a5 A gl dilacial) G glaall (pe JI g A8 ) o 43 yiSIY)
(Gefen et al., 2003).<x yiY)

B ot G jeda b ) 3N ) sl i Ay g yISTY) laadll B3 g A ) IS5 ol 4
138 el Gl oz g da geadd) e ) Aalal) Jie i g ySIY1 Claadl) 33 gay (3la
cclpantl) oda e Claill g Laddll 83 sa Cppmentl 485 Ol S5 5 Jola =181 ) sl ada ) slall
(Rust & Kannan, Jwall 4 5255 acdiuall Jeldé uuad] clilaa¥) oSN s aladiul Jie
2003).

A g Y cilaadd) 53 g Al YLy

a2al) 333 (520 2083 Al ulaall s Jal sall (ge Ao sana & A iSIY) iladdll 83 5a slasl
Oy Al sl jall e el IS (e alagY) oda aaad S5 3| reddiisall desiall 43 5 SKIY)

Pl

s A s ST Claddll 53 ga 8 dagall alag¥) aal g oSl (0825 ey 1 IS janias -]
Laddll 56l (o a4 Lol aaall 138 ytiay | Jaall ddl) sy 3dasi yall Cay ) J5
Jolail 5 dalaind ST Lelany

alasil ¢l rersiveall Alall 5 Luad il) il sheall dlesy 224l 138 3l (Security): g - 2
¥l aalS Gl dsaal e @S] Aladwani & Palvia (2002) 4l 2 45 Sy claadl)
A g SIY) Clardl) 33 g b dagall

allaill &a (peddiasall Jeld Al sem (s2e 23l 122 ity (Ease of Use): plasiu¥) & 4l el - 3
ailadl s J55 (JE) Jos Ao Davis (1989) 4wl )y padiual) dgal 5 aranal Aol (524
Al J 8 laase 2alK MAS Haall alasiu¥) A geu & sgde Canl

A g VY claddl) Ba g iy s R

Algiosdl) s Lo 5355 A Jal sl (30 e siie A sana i yIY) ladal) 53 5o oy yhai J i
oo Baionall e il Ll Gl yaljaiad L Ly 51 e dadial) daxal) 53 al
:%:\JJ)BSJY\ Cilaaall [RRES d}; 3\.9.1\.».».“ L_lh.u\).ﬂ\
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oiia sk e 73 saill 138 aainy (E-SERVQUAL) 4 s ySIY) deaal) 83 ga 3503 -1
osball 138 Jaad o Al ) e A 8 deaall Ba g (Wl 8 axdiadl salilll SERVQUA
ua adll 5 3l E-SERVQUAL: 4 L )l <l sSall Jadis Cam i 31 A ae iyl
sasa Ll 8 Lo s 3Ll ST e 3 gail) 13 ind ) (lana g ccalaladll  cdglaiu)

Ay A Gleadl)

E-CJ}A.\S 13) el CJ}A.\&\ Jaa ‘).\M (E-ReCS-QUAL) &_La‘).uy‘ L= 4aall 33 9 CJ}AJ -2
sUaa Y] ol jinly Alaiall 45 SIY) laadll s sa e pals JSG S 5 Cus <SERVQUAL
ol ey e Vs 880 gl il 8 Gl (S0 g sl 138 jiiny (5 5\SA) e Jalaill
Apa el e cleaaldl s Jlac V) ae Jaladl

@})ﬁ‘}“éﬁ}d\bd};és:cd}qﬂ\ Y )5)51 (WebQuaI):\:\J}JSSSY\@\}A\EJ};CJ}M-3
a8 Tahe 3 gaill 138 ey Ale i) adall g ocila slaall B s 5 caladin] Al ggun clld 3 Loy s

i ST gl gl g YD (5 pul) e e a5 il g SSIY) il sl

S aodiuall 4y a3 B3 ga 3 gaill 138 Jslih (UX Quality) padiesedl 45 ja3 33 58 zisai - 4
Jeldi 48 agh o 73 gaill 138 aaiay Alaiu¥)y (Jeliill ¢ ulaasV) il sa Sl 4 Lay ((Jals
ol ) 5 siue o @l i 5 4l Laiall ae padivuall

A5 S cilasdd) aga 5 o0 Gagedl) Cp LB Y8
A 5 S claddd) a9 g (a8l (B gl (G i) Jalal] RN

Llail g clalail sac (e CaiS 38 45 ySIY) Cleadd) 83 sm g el N o gl G 80 Jalail Jolas
Al Il and (ml piad  Lad g ARbal) s V) ) i Ay
e SISl g e Dlaadl G Jelail) o ) Jaail) 138 08y (INteractive Pattern) el haaill -1
s s Jie ilaall Jelaill Jady o3 ol oy suaill A5 5iSIY1 Cilandll 53 ga ) Jay )l Ciliaiall
A5l Al J3A (e Aeddl) B3 s (a8 sl Bl Al il e laia¥) Jual il
Molina-Castillo, Lopez-Nicolas, - 4wl a: - duljall e Jhe agilidedy ¢ Seal) cilaliiaY
Aoyl e (a1 By guill O sl DA e e Dlard) ae Jeliill o) @ 4ekai& Bouwman (2008)
Ay S deadl) 33 ga e e Dhaall Lia ) (e 2 3 el 5 SV 5l 5 8 80l
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Gl Ganads of Il haadl 13 (Personalization Pattern) sasadill Ll - 2
Gasntlll A g SSIY) Claadd) 83 sa (et () (505 Gpeddiaall Gy e 2Ly e8]l (5 sl
Ay gudll Bl ) g a g pall (anadd 4iSay Gperdiuaall Uil aasiall sl e aaieg (sl a8 )l
Ho & Tam (2005) - au jar - A jall (e Ui A 1 3o il 82 a2 3 Lae 2 8 <
el Lia y (a8 agan (peddiinall Gl e 5l el (6 sinall Ganadd o & ekl
A5 SV deaall 33 gad a8 ) el i
B G gl ) 98 JWSS e Laadll 13 a2y (Omnichannel Pattern) (sl Lol - 3
A ya apail (cai i) e clDle Y s ¢ elaa¥l Jual sl Jil s o 25 S 2l Jie) dabisal)
5 JMA e A g STV Aaall 3 g Cpad ) QSN 138 (505 O Sy Lo Dlanll ALl 5 dlsia
Verhoef, J 4w - sl jall e Jle | dpad ) Juaiy) Ll aan oAb g Baa ge 4y 2l
ranll Ao 4 o (5ia g e ) (3 gl Ol 98 LSS o wxSIKannan, & Inman (2015)
oS JS5 Ay JEIY) deaall Ba g (e Hjma L e
L sl il aladsial il el Jaaill 14 (Technological Pattern) (sl siSill laadll - 4
Glaadl) 3o ga e Sl Ul Jlady e lidaa¥) oSO Jia a8 1) Gy suaill 8 Al
cJamdl JS5 o Manl) Calagianl 5 ol G goiil) 483 Gppuen (ge IS AN K5 L 5l 53N A ST
Huang & J Al - Al e JEa deaial) Ay g y K Chlaadd) 30 g st ) 3 Lae
KA Jia ¢ ) (5 gl Clyasi) yinl 8 dasiall L ol i€l aladinl of <o yelal Rust (2018)
A s S cleaall B3 s e me (il s e Dhandl Calagiand 483 (e Gy O Ky ¢ e lilaa)
JSp ) (B G setl il e Taail 138 aaiay (Value-driven Pattern) el el - 5
Aad )l ol gifl) e Ay s g e wa ) e 03 (5 sina i e ceDleall Ailias dad ol e
JA e - Aol e Jlie A IV Aaadl) 50 sad e Deall a8 (e 3y 3 Al e 35S 5l 13
Gsmill YA (g Al A a5 of axXIParasuraman, Zeithaml, & Malhotra (2005)
A 5 e 2 g A g STV Claadd) 83 gal e Blaall ) gl (3 ) Sy (8 )]

4 g S Ciladdd) Baga g (a8 )l (B guadl) A g i) e ) sl Y, 6LY
e ) puall 5 cilaaill (e 230 e iy Ay KNI Claaddl 83 5 5 bl (B guail) G A8Dal) Qs
O s Gaiadl IS 58l e Ladie Wi () oSy
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anadill 23 (Privacy vs. Personalization Conflict) saraaill s dua padll g1 ja -1
asaia (5 sine il dpad il UL aldiul 2 Cua o el )l G saill dpud Sl Calaal) aal

Glai o gl ) lill] CaiKall alaSiuY1 1as (5% 38 (Slld pa s Aluas addiie ey

Awad Jdaul ) glo | 4o ST Glaadl) 55 gl o Deadl Gl sl (e Bl jig las da padlly
g o Ladie aginm sad Jlan GBI 05 pmdn e Wle eSlaall ) < e l& Krishnan (2006)
Aediall dedall A agil Q8 ) (525 Lae ¢35 SSIYT (8 putll Ay a3 Ganaddl dpad il agilily

gy pual) a8 1) (33 guill 4 8 (Speed vs. Quality Conflict) 325l Jilie de yull g pa -2
Lo jaall 35l g2 Of (S el aa s Ll 15l cilanall 5 (5 simall apaii 8 Aoyl yiad ¢ il
Ol Aladall il glaall (i sl e Daad) acd Coraia Jia ¢dyig ySIY) daaall 33 ga Jili ) de jull e

e A o it aal ) ad ) IS8 of @ elsiRust & Oliver (2000) 4 4wl
PRENON| USSP N | PR} TR PV cﬁa)_g\&a&j\.c &ngshug\‘;agm%b:ﬁ@ﬂ‘g\
(Technology vs. Human Interaction Conflict) Sy Jeldll s ba o gi<ll ¢ pa -3
55 oY) Je il Qs ) 535 o) Sar (a8 B gnadl (8 Lin sl SN e ) i) slaie )

IS 13 Lzl ane ol Al e Bead) ey () Sy Aaddl) 80 g (Jlasia s 48 ely & auls jiaic
Gustafsson, Johnson, & 4wl i eliha¥) oS ciligg )l e | aiia Jelal
8aga Jalis ) oo o) Sy (a8 ) 3y saal) 8 A3V e da jaall 3853 of cain Roos (2005)
(el alall Lia yll g A5 ySIY) daaall 53 5a e Gl i Lae o) Jelal)

38 ¢ a8 g suall ) A (Quantity vs. Quality Conflict) due 6l il sl £ ja -4

o sl Dsean Al sl dpad ) Be ) ol (s sinall (a8 aS iS5 e lS il K
Lardll 33 ga 8 a5 Y gas e s sinall e 53 o oS el 18 S5 o) (S celld

355U of @ ekiDe Vries, Gensler, & Leeflang (2012) 4l 5o glé deaiall 43 5 <1y
o &l Jeliil) Q8 ) sa5 o (S elaia¥) Jual sill Jiluy (3 (oS (s sina i o daiall
. A NIV deadd) 33 s pralaadl Ul ¢(prendinall
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3 G el JS3 (Expectations vs. Resources Conflict) 20 sall g cilad gil) &) o -5
Ll S il S5 Y 08 el way A g STV Aaaad) 83 g Ly o Dlanll il 55 apdiaail 4y 8 Al
Ol ad8a) 5 a8 giall (5 smd ) (50 Las cclad il o8 (3iatl A 3 ) gall [anads e b 50l
Aabiall 3 ) sall 5 o Dlaall el 53 oy 3 5adll () & eliFassnacht & Koese (2006) - dul s
s Nanll L) (o Bla i) Lae ¢ 5 yiSIY) dandl) 50 5wl 55 () (058 28 48,80

4 g ASY) Ciladdd) 3393 g (a8 1 (8 guail) A g5 (Al <l gandl) Y, 6T
b e (i 5 IV Claadl 53 g 5 a1 (G guail) Gy A 511 Ol gl e 10 Sl 4l 8
Alall @ld aal jall g <l sl 038 (and al el
O Gl 8 el o3 Jiaii (Expectation-Experience Gap) 4l s cilad ¢ill 5 528 -]
el 1) Ay paatl) CMaal) IS (e Ll g 5l 5 LaS A g SIYT clanald) (L ¢ Dlanll Cilad 5
oalisi) a5 of Sy b sadll sda cileadll s2a aladinl die Lgde ) shoany l dyladl) 4 il
ol @ ekiParasuraman (1996) s «Berry «: - Zeithamliw sl (e Jlis edaall L
Jal A ) 5255 o oS Laaal) 8 Tilad aanai oty Loy (o8 ) Gagusll (8 A 755 Lo (o 3 )
La )l (5 giin (alddiil g ¢ Dlaall
dagy gl Bl ) G @il aae ) 5 gadll o2 085 (Consistency Gap) (el 6 sad -2
o oS Aladl) 2y el g Jila 1 gl pae daad )l &l gl yie deddal) ddadl) daaddl g duad )
;- Ladhari G all (e Jie 3l Aadtall & 4850, ) a5 deadll 53 ga 8 ol ) go
) el Ay gl LAl L Adudiall e il o o Sy G e Al o @l 4l55(2009)
A ladl) Aadlad) 8 4G Calaaia) g dedAd) B3 g (& (s
Jeléi e o 3 ,lL 3l 5 524l 238 (Digital Interaction Gap) (<31 Jelél) 5 s2d -3
A 8 Qs Al ol il | Jelill Aledll ¢Slaall dala 5 Al )l <l il e Leidlae ae S
Do Al e Jle | aadiea) & jad g deadll Basa b Uladd) aa) 8 o) Sy Jlad b Jelas
O OSay Jadll e a8l Jeliil) o A @ olilJohnson (1999) s <Soutar «<Sweeney
Aediall 45 5 yIY) Aaodll 30 5a (o Ula Sigy Lea caadiuall 4508 33508 ) (505
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P25 Aoy G il B sadll s28 Ji3 (Speed-Effectiveness Gap) 4lladll s e jull & 528 -4
@33 Lae daadll Allad b e Sk o) (S de pud) e 585l Lgillad g < YD e cileaall
O (Ray aS il - Santos (2003) Al (e Jlie gllaall (5 giall ()93 padiue 4 52 )
S gall 85508 315 Lea claddll llad Q5 L) < i) pe Ciladil) i 8 de judl g2
Meall L, e

s2a ;33 (Technology-Human Interaction Gap) Sbedy! Jeldll 5 Lia o 53<3l 3 gad -5
A8 Uil gy 5 puall Sl Jeliill y cileddll aais L 5l i e slaie W) o G0 ) 5 sadl)
Sy Jelall b gali ) gam of oSar ba sl e da jsall 38 5l deadll 3358 (lava

e bl i) ol s siMeuter (2000) s <Brown «- Bitner el 53 sal ¢ sldadl)
A s Y Aeodll B3 5a B 3528 ) (505 o) (S IS ) Jel s ()90 L sl i)
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2l (adli (Say gy Y cilaaddl 83 sa Ao el Gysadill 50 Jsa Canll 138 QA
DAl sl e Al clul all (e dalitig)

8 Ao Auliia il i Al a8l G sl Gl bl jall el A8l il Jall (e i) adle
520 JOA (e laddll 83 (et (A el oy guiil) g OF (S g (g0 A5 SSIY) el
(Parasuraman, sdwsll Lia ) 3 328 (A ages deanaie Colad yisiy e Deal) an Jelill
) 8 (B natll i) Ji) s 5255 3 ¢ Al 4ea (wZeithaml, & Malhotra, 2005).
8l Jelall 8 o gad g cladl) colanall g A8y paatl) Sl 1 Gy GBuliil) A eaddly Bl Cilans
daadll 33 5a e Ul Jisi a8 <l sadll s2a(Awad & Krishnan, 2006; Ladhari, 2009).
o G pml Sl i Allad (ye Jli 5 i yEY) e Aadial
O O 38T A8 Joa inall e 2 el Aalall ) i) iy Aaldiaal) Casall B A58
Jie sl clyml) il CalaSiny 5 5 g @llia o WS daa paddl e Blaall  Jladll jauaidl
Ul camgy L Bl (5 gl 5 43 3iSIY) laaall B0 g e aal 58V @81 l1 5 e lihaial) (1S3
Al g ALalSia addiee &y pat i Glaal el Jeldl) et S oS Al
80 3 gl G Bl ANl e ¢ gaall Jaglist 8 Can) 138 aalar Conll Allaay) Claa sl
oda Adlad o igi O (Say Al At V) Sl sadll Jsa (55 pdy i g STV ilandll B350
e A s I laadll B s (eaS A agdl au jlaall 13de 1 5] 85 LS ilaa) i)
¢33 sall g Ao yuall ) il Asaad ) Caal) LT eelly ) Adla) | a8 6y gl Cilaa) il
uma&g}dqg#\p\jau@wusﬁw\sojswiusﬁu;“;aﬂ\}@uy\ Jelal)
Ee
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-dadial) 3.1

8l G sl 5 Al 5o A laalaie) a3 ) Chal) Apngia anaii ) Jeadll 138 Congy
Aol iy el mana g o g, auaddl 4S50 8 A0y iKY cleaddl 535 e
Al ddail Yl g dagie s 4duld clld 8 Loy Canall Jualdi (i prin g Gl Gl il
Jia) Gy il aine bt LS il Qs s gen 8 Feddiall bl )
Al el 483N @l Hlic ) e sl o gl

sdual) ¢l purdial Al Ay cldy il 3.2

LA (e oy 1) Al e 54 (Digital Marketing) <80 G sedl i
Jia Ay Cilaia s <l ol aladinly cu i) e 45 Y cileadl] gy g il
Omend s ¢35 ST a5l 5 e shaall clidle Y s o e laia¥) Jual sill Jila
AUl pall DA e N By sasil) (il S5 (SEQ). anall IS jas

e Aeadll ) g slaay () g3l aaer (A g S a8 gall i L3l d3e e
(o8l Gy sl s
6 sinall pa (IS it clided (llac ) COle i) dua Joldal) S o
eeliny) Jual sill il s e a8l &y gul
i (Click-Through Rate - CTR): ksl e <l Al dgi o
(=8l G sl il o clidle) d dal gl e 095 Gl (alaiy)
ol & (g S adsall ) seda i i i) il jaa 8 adgal) quli S o

a3 2385 Al (5 iudll & (E-Service Quality) 4 A clardl) Sasa -
Al ) jipal) e 2y Ay g IV culaadl) 53 ga aniii oy Ay yiSIY)
Al oy g eclallall 2w g lacin D deaal) 48 jaind 3 S gl 1Y) g As yudle
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