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Abstract

This study aimed to examine the impact of social media marketing on customer loyalty in the
Saudi market through five main dimensions: customer interaction, marketing content quality, credibility,
response speed, and continuous communication. The research problem focused on determining the
extent to which the marketing practices implemented by online stores through social media contribute

to strengthening customer loyalty and continued patronage.

The study adopted a descriptive-analytical approach and a quantitative cross-sectional design.
The study population consisted of customers of online stores in the Saudi market who used social media
and had previously been exposed to online-store marketing content. A non-probability convenience
sample of 100 participants who had previously purchased from an online store and followed its
marketing content through social media was selected. Data were collected using an electronic
questionnaire comprising 25 items measuring social media marketing and nine retained items measuring

customer loyalty.

The data were analyzed using frequencies, percentages, means, standard deviations, Cronbach’s
alpha for reliability assessment, Pearson’s correlation coefficient to determine the strength and direction

of relationships, and linear regression analysis to measure the statistical effect of the study variables.

The findings showed that the overall level of social media marketing was high, with a mean score
of 4.28 out of 5, while the overall mean of customer loyalty was 4.27. Customer interaction and
marketing content quality jointly ranked first among the social media marketing dimensions, followed
by response speed, continuous communication, and credibility. The findings also revealed a very strong
positive relationship between overall social media marketing and customer loyalty, with a correlation
coefficient of 0.962. Regression analysis indicated a positive statistical effect of social media marketing
on customer loyalty, with a coefficient of determination of 0.926. The results also supported the main

hypothesis and all sub-hypotheses of the study.

Keywords: Social media marketing, customer loyalty, customer interaction, marketing content

quality, credibility, response speed, continuous communication, Saudi market.
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