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Model Summary

Adjusted R Std. Error of the
Model R R Square  Square Estimate
1 7718 .594 .586 .408

a. Predictors: (Constant), ¢l Jiiall il

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 11.941 1 11.941 71.678 <.001°
Residual 8.163 49 .167
Total 20.105 50

a. Dependent Variable: ssiall il e¥ 5 ¢Sleedl
b. Predictors: (Constant), el Jiiual G el

Coefficients?

Standardized
Unstandardized Coefficients Coefficients 95.0% Confidence Interval for B
Model B Std. Error Beta t Sig. Lower Bound Upper Bound
1 (Constant) .620 223 2.782 .008 172 1.067
swdall Jiiall (@ gudl) .803 .095 771 8.466 <.001 .613 .994
a. Dependent Variable: sidl_ ol oY odaall
R=0.771
eMaall ¢¥ g . B gl
R? = 0.594
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Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 7922 .627 .595 404

a. Predictors: (Constant), d«all, L)l 380 L) 53

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 12.605 4 3.151 19.327 <.001°
Residual 7.500 46 .163
Total 20.105 50

a. Dependent Variable: ssiall il e¥ 5 ¢Slendl
b. Predictors: (Constant), d«all, Laall, 4all, o) 1Y)

Coefficients?

Standardized
Unstandardized Coefficients Coefficients 95.0% Confidence Interval for B
Model B Std. Error Beta t Sig. Lower Bound Upper Bound
1 (Constant) .580 222 2.617 .012 134 1.026
L))l -.068- 141 -.076- -.487- .628 -.351- 214
a1y .184 .165 .188 1.113 271 -.148- 516
aal) .207 .148 224 1.406 167 -.090- .504
Aol .489 177 .500 2.756 .008 132 .846
a. Dependent Variable: ssiall sl e¥ 5 oSleedl
e La )
Hb e\jﬂ‘ﬁn
R =0.792<R? = 0.627 ‘
edanll oY

| HC -~ "t ‘

Hd - ‘

VA (e OV daiall



DY) 3 o e Ju e «0.01 oo JBi(sig) Al O I(F) DAY 4 sinall (5 sivna
0.01 5 siuse die 4, 5ima AV 53 Lapadll adl)

ad O s (e B asas (R = 0.792) Blis¥) delae dad ol

oaall oY 5 s Aalldilea) Y la )

ol (S D) ¢ 5 8 Jualadl Gl (0 62.7% O () (R?) Jamall dpasill Jalas iy
(sl adl (5 siie B ol A

o gmnall AV (5 g o Cun ((B) Ly 1asi¥) Jalae 4 gine J(T-Value) () e i
0.02 (e B (&) JLsay

) ol e 2Ly

AV 05 Al L) B 3m 5 I g o i el (591 (il a5 o

ANV Cld dplag) i ) ABMe 5 g g peilinl) ol G AN 5 AL Cpite B (tiaa jil) g
5 S o Dlaall Y 5 e <l yuriaS Ay el D3 5yl 5 AED 5 Aall) (p dilias)

PO ES{IRY

Aplaa ) bl Jidas e 385 Gl jall 3 ulud) sl sl ol )1 Jacadl) a2
dsa s Pluan ) dalacl) i & jedal Aplaall digel)l Sl (e daaliiall gl L8l g

O G By 31 A8 58 o Dlaad) 6V 55 (3 guail) Clyandl i G Ailan) AV 0l dylay) 4dle
Ol 8 daila 15) 0l sl ciliadl) dall 5 AEN cal 3V cliall e i ) By sasil) Sl
el eV 5 (6 slsa Ao

A 535 Lae AS il aghali )l (e jmy e Dkandl Liay (5 siuse 33l 3 o A ) il =Y
el Ly (34 & s 3 ga g oo olill i€ cdlld pag o)l ) S5 ¥ ara (gl
£ 5 (sl 4y sllaall lad gil) 53 I3 Le Ll (5 siase O i 5all < pedal Eum s laall
Al sk

o5l () W) aledl Jal gl (ge aed oDl 5 AS ) (e Jabiall ol NI of gl o yedal (s 6
Ot B9 e ) nd 138 Aagdl) o 4S8 Jie 5 al dalgrn 458 13 san0 S e Daall oY 5 e
A4S il alaial 5 2aY) Al sl il jobie IS (pe ageal 3301 39 35 o Dland) ae il sl il 538
£ kall mlliaay

VA e OA daiall



Cilatiall 53 ga 4 A8 KV e Daall of (s Cam coDaall 6 553l 5 ok 0 A& IS G
Gyt asa g Alla 3 i dlgre e Jelall L) o sl 303 4S5 (e dediiall cilanall
(lleall ddlaly alaia ¥ daddd) 53 g (peend A e A8 3y 328 (S Naga s A e

(oY 5 (5 e 2aa3 81550 Y Ll gall aaf el e Slaadl U8 (e A jaall Al ciidl (il
31y 48 58 ae Jalaill Ao diia, Ailiae daidy O 9 ey (dll e Slanll (G il & il Cum
Aol il ae o)) Jeliill 5 Ly ol 30U 5T 13lanin) ¢ 5o

(558l gl g Ay ymaal) A5 jall Jie Al il e il e Al Jall g€ eelld cails )

) a5 3 g ab ) A8l pe ) il 13lantiusl ST 0SBy jeas A g e 5 ey ) £ Dlenlld
Ll el i il eDlanll o ilast g0 i 55 ey Lo ¥l 3
Jals agidlSie da () O sy Omaliall ¢Dlaall ol gl Cana gl a8 o5 S & gl Dl
s ASA DL Alad 58 skt Baal 1o 3 3m0 Laa ccppmiliall ) a5 (ge Y 38,20
Ae o Lgiallaa

il eaie 58y dngs i dles 2 e e G seiil) () Uil (S0 i) o2 e 2Ly
o i) sda allall Al 52,850 5 dapenald a3 La 1) ¢ Sland) ae A8Dlall Aalins) (33 430y
Aliae A way Jald JSa plaia ) aa cday )Y G guiil) Slagl 3y a8 e 58 il iy S 55
Skl oY 5 (5 siia o Gilag) (et Lae s sall ddle ciland

el Gaiat) ALl 5 AlalSia Ay gt Apngie gLl Apaal o Sl Juadll 13a il 2e8 calial)
Claati) il g ghali g Dilaua 8 apafil 4 48 3ac B Ll o0 i) (S bt Gy Al (§ g A

ahtiaal) il (3as 8 aaliy Lee dlgiDlas 5 a1 AS 3 G ABMad) (e ) a5 A gudd

VA e 09 daiiall



VA e 1 daial



Al all dgas A,

SN 5ol Sl 5y calads Agda 3l agand) ¥ gl Ay dladd 320 & Aulal) 3 gaa 3aa3
(b il Alall 3 gaad) (il Lelilas g i) aaad 1883 Gie ) 1 5Ua) Jigy Lae (Y0 Y€ Lo (e
QS lee 5alai€ 500 4858 e 38 5 e e smaad) Ay jall ASLaally e Sall 48 ilaie
Cladd ae ¢ Dlanll Jeldi €ay Le ¢dSa dilaia 50 AS )3 o Dlae (e die il 4y pdi) 3 gaad)
o Grsmtl) lagl il 5l A j0 e S & guda gall 2gaad) oy Leilaia s 48,50
Bk AS Hh 8 e Dlaall oY

i) Ll all ALY

GBacl agd sk (8 agadi O Sy Al Adiiaad) il Hall ) slacall (2any Al jal) s 8l

il & guia gal

Ot 3 2 Sl oy sal 1500 ceDlanll oY 5 Ao a8 By sail) 80 Al jy aash V1 68
s Saadl e ClE])

il 238 ) el ) S co Y 5l 3 5Sihae iyl i sla ¢ Slandl o sl Jalas oSy L5
RISV

Ao yiie Ll iy B 2V 5l 3 3a8 A Ay el gl )50 o 5 il st a5

Al Al Alua g3 ALY

e Slanll &Y 5 3 el Cilua Gl e Ao game A Hall Cradd

B Gy lad o dleall w3 46 g el i e 5SS a0 e a1 A

JUail) Sl 51 e 5 ALl ) jind 35 YA (e Fediall el 3 g Cppuend iy (5 2
Leisoady (Al all 5 o Slardl aa

s and) G 48Rl i Apadd lad ol gl Apaal) Ln S 3 LT (e s) ) a5
Al Aatall

VA G 1 daiall



:;\.AS&\ A g

8B AS Hd e Gadailly e Dlaall ¢ 5 3 5a8 3 Gasutll 50 Jol s Cand) 138 S8 B
Calaal gaiad 8 Al 538 ) Jia (G gmsill Cila) il () gl (e i gmasdl Ay yall ASLadl)
IS il eSlaall 65 o ) Al ol clia 88 Lt e 2031 Al gla clidle el g ClS )
Ay il Ladlall ge L sy Sl A adiall ciladdll e aalia ) Jie Lpust ) Jal smy i

L sy (Al Al 4 il Ao ad g ey (gll ol 3V

18 Canly Cam dlgDlas 5 AS AN G ABA (ppaind B (o)) (33 puail) Asaa Al ) i jelif LS
Cilalind i faiia 4y a3 5585 aiasal) Jelil 5t 315 sma 1553 (G pnl (00 il
Al il Lgma AS ) oo 5 o Nanl (5 5L Amy yuadl a5 (o (i el L)) il 6 lanl
A el Aedlal) 5.8 a3 ms e a5 (5 sinmo 5303 5 o hanll Ly (e 8 € IS pgu
RETT P

Al Y 51 el s JMA (e o Danl Ailiiaa Fad i Fpanl piliil) oS AT daa e
Jalall b 1 paiud 13laaiad ST e Shaadl Jaas Jalsall o3 o Caam cillall 33 5all il cilaadll
Giiady olaal) 52218 3y 5a5 b ablosy o5 138 0 AU Lew e sl ) agad 5 S, e

ol ieall gl

L) i) ddee oy elagall 804 31 Als s 3 sae Gl G gl O ey ¢ L e 2L
SSLA o iag el Giail ag] 8 e dad iy coSlaall L) 3t AR oLy o 38
s LS 5 el ¢ Dlaad) ilaliad 5 (3 gl Q) odat e olati 3 )Silae A g il 33
i Alald 4y gt Clbyati) il odai g a8 1) Gy susil) el 1 3 a8 (A 2 sall e Lgle
okl o aall & sld e agd o
cladll Aalxial e 8 Gl a5 e Dleall G AR agali (21 sall dpanl Canill 5 alia
1Y) Jasha i) 58 s ecsaall mal haa (sl oSlaall ¥ 5 a3 0 Apeadliil) () sus)
& B (S Bl Bady bl Clpaadll dga) 5o o Lt pa 5 4S80 A8 e ) e
ol

e Sl g a3l 5 s sl (il e eyl il s elall Bla 5 e s s Ll A b aaalls
vie Cangl) (G A Jlal g oLy (e 4gisy 4 Juad Gl Jlad ) 4s o) aladl 128 calla Laild desa L

VA G 1Y daiall



) _sal) daild
4yl gl sall

o) S Sla m alal ikl g ey ya 1y seil) Cilpadid (Yo Y4) o caaal B

Al Al 3 1Ll 5 Asns sl A8 el (B el Gogul) 550 (Y00 ) L e Sl S
.(Usimale Alu ) SARL PETRODJAZ) Sl 5 _yin 53 sasall Zal g gunall ld s 54l

a5 Sl daaa ) gy o Aara Al 50 1o Dl oY g 4y 5k (1999) il

Qs s O oAl ikl g Sl Y i Grsadl) (A eV (Yoo ) 7ol B

(YA Qe W1 303 Al ZL Y1 835 (Ao yeas eDaall &Y 5 (Y4IV) & s S
N Y-AA

s Al 5 1050 - A5l ABe Jpii 8 el Gasutll 550 (Y00Y) 7 g cisliisy B
(sl Al ) e 52 7 o Al i g Sl 5 45 IV Cladiall ) 505 € A 3a

sl s @y sa s oY sl Gaia g e Daall BB 1) (Y40 V) L4 el

Al )3 10sa 3l oY 5 (a3 (8 DIl G padill Hsa (YY) O dle 50 & .0 Al s #
o ) 0 aaal daala i el VLAt Al A ) Al

aslall s eDaall oW g5 o) il S Lo daadll saga Ll (Y010) o iglall #
OAEY (F)YY iy ,lay)

1on gl ai Gagall Ciy pad (Y1) snll A 5V Apmaall 4
https://www.ama.org/

roal A jladll iladlall alalall g Soludl oY sl (Yo)v) el & L) isn B
zulisy

Ay pull) ) A o Dlandl oY 5 o la 5l 5 SN 310 (Y 0V 1) & qaall
eo£0 ((Y)VA

ol pall Aae e Saal) oY 5 Ao W il 4l il (oISl (Y0 0) o caall £
Ve-00 ((£)) 4 cdpalaidy)

Aba®By) o glall ddaa o Dlaall ¥ 5 4nddl) B3 g G A8D2ll (1999) (S el B
Y.o00 ‘(\)h

Aaa A ki A )3 reDlead) ¢¥ 5 eSS gl Claagl yind 1 (Y4Y4) o caaall &
N ee00 ((E)1A (Jlae Y155y

VA e 1Y daaall



LB 5 5 )oY Alae o Dlandl £V 5 30 5a3 8 Jsead) 4 i dpaal (Y41 0) & ccubadll
19200 (Y))4

aslall s | cadaiill oY) o o yilis o Saall ¥ 5 aseia (Y01 €) 7 o i
AT (V)Y £ ey

coli pe A ge Ala Al 53 10 0 0 &V 5 T (2 8Ll Gt Hea (YY) Ly e
OoAll a5 I 1 Byl B0) 3 eV sl aalia (Yoo Y) T o0 i€y

asball Aae A Hlail) il sall (& eDlandl £Y 5 3 3a3 Claadl il (Yo Y 0) La ¢ oaal
Je-g0 ((V)Yo gy lay)

ol jall Al e Mead) 6V 5 Ao celaia¥) Jual il Jilug ils (Vo) o) Low cod )l
AYVY (Y)Y A el

Osmon i Ol ik g @ sl Qs Gasadill 5} (Y01 0) LG i sy

@) Ane Ayl S Al Aalal) 8l e Gy saaill 5 (Yo Y 0) o csan i)
A0 ((T)YY (el

Una Lipki 4ol o 1eDleall oY 5 o A8 jaall dagd@ll L3l (YY) L ol 3l
MOV ((YIVA (o sul) 5 SLaiaY)

Una oDlanll oY 5 Lo la 5iliy (s ) (anadd Gl siul (YVA) a2 a 3l
0.8 (Y)Y ¢ )l slaidy)

Grsndll Aaa eDanll £¥ 5 3 Sige JalaS elaia¥ o 5l (Y019) & ¢ onnull

N AN (Y)Y G laYl

Aoy Gl Alae ISyl dalrind e eSleall oY g A1 (Y4 YY) o and)
AT ()Y

£ sl e a5 3l s Aga sall (3 gl Cllaagl sl (Y0 9) 2 cgand)
A0-A (V)Y ¢ guill A sall Alsall | 5 5 50

3 1aY1 s ALY Alaa Al Ll 50 1elandl £ 55 &y pradl D pall (Y4 VA) ) ¢ alud
Ao Y ((£)Y)

e Ak A ) te el oW 5 e W il g Gy sedtll Cllaal i) (YY) T Dl
em£0 ((Y)VY oY) aslell Al (5 Sl S i)

33 5al) 5l Alaa e Sleall Liay 3 5a3 (& dag yud) Baia¥) 550 (Y4)71) & cg il
V00 ((Y)VA

VA e 18 daiall



ceeddll g Uadll & e Slaadl 6 5 5 el Alus oS (5 g 3,13 (Y01 9) s ¢ By shall
Va0 (Y)Y syl g5 laY) dlas

Al Syl 8 oY gl el Alad i (Y0¥ 0) G cspelall

Usa ooondl Boudl A eDlanll ¥ 5 o ) Gyl 5 (YoY0) & il ae &
o800 (V)0 ¢ guall 9 5 HlaY)

Gl 8 (3 gl Claasi) yind o o yilig o Daad) &gl agd (YY) o calanmll #
LE0=Y0 (Y)Y o b yladl Ay jall sl (63 grd)

Ve (Y)A Ay Gl A e Daxdl 6Y 5 5 ji5all Jalsall (V499) (il
€9

aslall Alaa 4 jlacll Aadlall ¢V ol 335 e Daadl Lia ) 50 (Y01 0) L 0s calunnll
Slea£0 ((Y)YY g lay)

sl 50 Alae 40 srd) (31 s 8 2) i) ) S5 Jom Al 3 (Y0 Y) Lo eyl B
Y200 ((V)VY ¢y gull

Gl (8 Gl oY 5 e 8 Gasadll 50 (YY) 7 callus o5 caaal (o sslall #
LYo (V) o (Jlae ¥ s )y dsa o yal)

Una L5 glad 8 ellgivall & gla e 2y gl @ )l 3l (VoY 0) F qpadlsll
N e0iAd (Y)Y el Elay)

(Jae ¥ Gl pa o A 2l 3 9] 8 eDlanll oY 5 0 sgia (VAAA) Lo csalall 2
XYANY (Y)Ve

A g aSle ) g g Ll g oY) 1eDlaall oY 5 el (Y00 0) iz by 2 B

e Aglaall 3 su¥) o Ala Gl )3 1eDlaadl ¥ 5 el yy (Y2 YY) L ¢ Slaadll
VXY (V)Y il 5y il

e laia¥) aslall dae oDleall 6V 5 30308 & o sSEll glu H50 (YY) Lo Jlasdll &
AYVY (V)Y

sl (8 e Danll 6N 5 3 3a3 8650y ibalall ol NI (Y4 YA) o ¢ Allaadll £
YooY oY ((V)Yo (Jle ¥ 3 ) dlae 4o gad)

8 e Seall al oY a0 A la )95 Ay sutll Claadl 1Y) (Y0 VA) 4 oKDl
O0aY0 (M) v iy gl Gl DU Ay jall Al Ay jl) S )

s 1ol (10 Aadall) Gy guitll 5 lal (Y4)7) @l QLS & (a6

VA e 10 daiall



Gasmil) Alna | 8 peaall gl e dgadai 4l 50 tedlaall ¥ 5 (Yo o)) T e iad) #
FAYY ((E)Y (el

@u\)(pMBQK Guide) @ liall 30aY 48 yrall Jada (Y2 1Y) aajliiall 3 )la) 2gza @
okl 3ol agaa thildlaty ¢ o oS (55 g (sl

=00 (M) v skl g SV Alaa oY 5l el o Gend (B ISEY) 0 (Y1) bl B
g

e anll @l ghus agh 8 La 535 (G smtll 8 Al = 3lail) Capad (YoYY) o o anitll
VST (V) b iy gl il jall Ay el dladl)

Al o 105l oY s (iad (A QAL Gy gudll Hsn (VoY 0 ) 0 dle 0 & .m0 Ay B
el aylasy a el A Al

ol s 10 A e yealeall LY 8 3y gl Clpulad (YOVA) ) cpuila B

LB 5 (51 guill Alae e Daall oV 5 Ao W pili g daadll 8aga (Y019) L o JAagll
AV -AY ((2)YY

Ol ) s Gkl g A Bl Sl el (Y4)9) L edsp B

s 1ol (a8l Gaguill Gl (Y0 VR) 0n cass B

VA e 11 daiall



4y g sl
Aaker, D. A. (1991). Managing brand equity: Capitalizing on the value of
a brand name. Free Press.
Al-Mutawa, N., & Mubaideen, S. (2020). Factors affecting customer
loyalty in the retail industry in Saudi Arabia. Journal of Business and
Retail Management Research, 14(2), 120-133.
https://doi.org/10.24052/JBRMR/V141S02/FACAL

Chaffey, D., & Ellis-Chadwick, F. (2019). Digital Marketing: Strategy,
Implementation and Practice (7th ed.). Pearson.

Chaudhuri, A., & Holbrook, M. B. (2001). The chain of effects from
brand trust and brand affect to brand performance: The role of brand
loyalty. Journal of Marketing, 65(2), 81-93.
https://doi.org/10.1509/jmkg.65.2.81.18255

Chaudhuri, A., & Holbrook, M. B. (2001). The chain of effects from
brand trust and brand affect to brand performance: The role of brand
loyalty. Journal of Marketing, 65(2), 81-93.
https://doi.org/10.1509/jmkg.65.2.81.18255

Creswell, J. W. (Y+)£). Research design: Qualitative, quantitative, and
mixed methods approaches (£th ed.). Sage Publications.

Davidow, M. (2003). Organizational responses to customer complaints:
What works and what doesn’t. Journal of Service Research, 5(3), 225-
250.

Day, R. L. (1984). Modeling choices among alternative responses to
dissatisfaction. Advances in Consumer Research, 11, 496-499.

Day, R. L. (1984). Modeling choices among alternative responses to

dissatisfaction. Advances in Consumer Research, 11, 496-499.

VA G TV daiall



i)

#

e

Dick, A. S., & Basu, K. (1994). Customer loyalty: Toward an integrated
conceptual framework. Journal of the Academy of Marketing Science,

22(2), 99-113. https://doi.org/10.1177/0092070394222001

Dick, A. S., & Basu, K. (1994). Customer loyalty: Toward an integrated
conceptual framework. Journal of the Academy of Marketing Science,
22(2), 99-113.

Dowling, G. R., & Uncles, M. (1997). Do customer loyalty programs

really work? Sloan Management Review, 38(4), 71-82.

# Fornell, C. (1992). A national customer satisfaction barometer: The

e

#

Swedish experience. Journal of Marketing, 56(1), 6-21.

Grewal, D., & Levy, M. (2020). Marketing (7th ed.). McGraw-Hill
Education

Homburg, C., Koschate, N., & Hoyer, W. D. (2005). Do satisfied
customers really pay more? A study of the relationship between
customer satisfaction and willingness to pay. Journal of Marketing,
69(2), 84-96.

Homburg, C., Koschate, N., & Hoyer, W. D. (2005). Do satisfied
customers really pay more? A study of the relationship between
customer satisfaction and willingness to pay. Journal of Marketing,
69(2), 84-96.

Khan, M. (2014). Price elasticity of demand and its impact on sales.

Journal of Marketing, 78(5), 45-56.

# Kotler, P. (2017). Marketing Management (15th ed.). Pearson.

# Kotler, P., & Armstrong, G. (2018). Principles of Marketing (17th ed.).

Pearson Education.

VA e 1A daiall



)

Kotler, P., & Keller, K. L. (2016). Marketing management (15th ed.).
Pearson Education.

Kotler, P., & Keller, K. L. (2016). Marketing management (15th ed.).
Pearson.

Kotler, P., & Keller, K. L. (2016). Marketing management (15th ed.).
Pearson.

Kumar, V., & Shah, D. (2004). Building and sustaining profitable
customer loyalty for the 21st century. Journal of Retailing, 80(4), 317-
330.

Kumar, V., & Shah, D. (2004). Building and sustaining profitable
customer loyalty for the 21st century. Journal of Retailing, 80(4), 317-
330.

Lamb, C. W,, Hair, J. F., & McDaniel, C. (2017). MKTG (11th ed.).
Cengage Learning.

Meyer, J. P., & Allen, N. J. (1991). A three-component conceptualization
of organizational commitment. Human Resource Management Review,
1(1), 61-89.

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of
relationship marketing. Journal of Marketing, 58(3), 20-38.

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of
relationship marketing. Journal of Marketing, 58(3), 20-38.
Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of
relationship marketing. Journal of Marketing, 58(3), 20-38.
Morgan, R. M., & Hunt, S. D. (1994). The Commitment-Trust Theory of
Relationship Marketing. Journal of Marketing, 58(3), 20-38.

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing,
63, 33-44.

VA e 18 daiall



Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing, 63,
33-44.

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing, 63,
33-44.

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing,
63(4), 33-44. https://doi.org/10.2307/1252099

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing,
63(4), 33-44. https://doi.org/10.2307/1252099

Oliver, R. L. (1999). Whence consumer loyalty? Journal of Marketing,
63(4), 33-44.

Oliver, R. L. (1999). Whence customer loyalty? Journal of Marketing,
63(4), 33-44.

Oliver, R. L. (1999). Whence customer loyalty? Journal of Marketing, 63,
33-44.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A
multiple-item scale for measuring consumer perceptions of service
quality. Journal of Retailing, 64(1), 12-40.

PMO BOOK. (2020). Marketing Evolution. In Project Management Office
(pp. 15-30). Publisher Name

PMO BOOK. (2020). Marketing in Project Management. In Project
Management Office (pp. 45-60). Publisher Name.

Prahalad, C. K., & Ramaswamy, V. (2004). Co-creating unique value
with customers. Strategy & Leadership, 32(3), 4-9.

Reichheld, F. F. (2003). The one number you need to grow. Harvard
Business Review, 81(12), 46-54.

Reichheld, F. F., & Schefter, P. (2000). E-loyalty: Your secret weapon on
the web. Harvard Business Review, 78(4), 105-113.

W\UAV~ dadall



# Reichheld, F. F., & Schefter, P. (2000). E-Loyalty: Your secret weapon on
the web. Harvard Business Review, 78(4), 105-113.

# Robson, C. (Y+))). Real world research (Yrd ed.). Wiley.

# Rust, R. T., Moorman, C., & Bhalla, G. (2010). Rethinking marketing.
Harvard Business Review, 88(1), 94-101.

% Schmitt, B. (1999). Experiential marketing. Journal of Marketing
Management, 15(1-3), 53-6

# Solomon, M. R. (2018). Consumer behavior: Buying, having, and being
(12th ed.). Pearson.

# Woodruff, R. B. (1997). Customer value: The next source for competitive
advantage. Journal of the Academy of Marketing Science, 25(2), 139-
153.Woodruff, R. B. (1997). Customer Value: The Next Source for
Competitive Advantage. Journal of the Academy of Marketing Science,
25(2), 139-15

# Zeithaml, V. A. (1988). Consumer perceptions of price, quality, and value:
A means-end model and synthesis of evidence. Journal of Marketing,
52(3), 2-22.

# Zeithaml, V. A. (1988). Consumer perceptions of price, quality, and value:
A means-end model and synthesis of evidence. Journal of Marketing,

52(3), 2-22.

128 gall
45 jaill oaiy S 535 - Cauls gill 45 jaill oaiy S 55 a8 g 2

https://careers.panda.com.sa/ar/

VA G VY daiall



VA e VY daial



01,.\,\:\“\
(a5 dpda dpas

sl () Cangt ALals 288 a3 S ) o Sleall dad 101 3 jma 4368 (53 suil) Apaa] ) glai
Jazy s cal 3V 5 A&y 138ne Mol ey (5o gutll | Jrandl 5 35810 (0 daily B
o Laxie Apaal) 4y jladll i labeall 2 g0n 5 lati o Dlanll ae Aifia Jail g oy e

e 2aiad Aalite Tl 5 A 5 oDl £V 5 3 5a) Ay 8 801 iy ey (B saal) JDlacil
Al 5 ol yia Y

coSanll £Y 5 a0 8 AAA) 5y patl) Cilms) i) Ll Al o e LtV s S
3ac (liu¥) Jlihy 40 gead) Ayl ASlaal) 830 AS H5 4 a3 o ¢ suall Ll pa
o2 ili 48 s Cangy col a1 Sy cal 3V) AR (o) Liay Jie dala la
AS 53l ae 2aY) AL sha agiBle 5 e Dlaall Y 5 e Jal sl

il aladiul aiu s dl jall Zladl s S Al IS Gliuy) s 8 G i o
AS Al we pglalad ) S35 o Sleall SLAN e (G gudll lal jind il 41 Geel agdl
o ead) sl o sl i ) Ay guiil) MRl Juzal agd skt A aelus Judail 13a

Canll ial e Y dah axdiuins Cua i Al il laal) asen Ay o o 2S5 () 5l
Al pall o388 Al liaalise sl 5 e o S alall

VA G VY daiall



Laddd) bl JaY) & 5l

osiadl )

O O s

eal) (Y

O G3s8 Lddiw 00 (e Odiwor Y 4 ¥r e

Lalall M 3l 0¥

I PPEES Oest [0 Lo 5 O Al

Ligall A -

O acliia O Jhle O3 Jlacl [0 ks 5 O s

el Jaall se

Bt LT v s Evven a Yoeoe CIY oo o Bl
0 Oteee Ot

"Bl AS yh aw Jaladll 324 10

Oisiuo g ST Oisiu o ) opiiu o O it e Bl

VA (o VE daiall



By (3d

sObiay) ) glasa g..l:d\ s adl

"Eall AR cal FIY) Lo " (G paudl) JEiaall uriall 1Y) gaall

y A &é\y e o - . -t B - - -
Lo Llaa dﬂ\}A MUL) M‘}(}Luu U LA_\B 4.5.);.»5\ ) o Mardl i lalad b
a!}‘ S. B -

Oaally e Maall s &5 ) slaal
L) danlia J3la syl e
AS ) (pe Wil ) Classll Gilida e il Ul
381 55 Cilaiie s cilaral AS,80
eSlaal) cilalsial 5 Cilad i aa

drexS (Jlade 5 prany 4S i) o i
Lclaial o sa laliials e ) Juadl 48 ) g
e Bial 13 s Ryl i po Jig
giala) 5 o Maall o agiile
Leilagais Lol il Lgilaad 82 sa (paeay A8 53N i

AS 5l sl dpaddll e sles Ao GlaiiY] aodaid
Allad 5 3oLaSy Ciladd g Dlatia il e Jaall
Jilady jaad (50 Adlady 4S HA) g8l oo Alalaa

480 3 pas AS Al Gl jlee s il

Jasd JraaS Gl 5 Ll el J0S 5 5t AS 0N () el
doclaial) cluwlidl 4als

A8yl o la e b Alalaa g plaial e Jiaal Lo Lol

LeiDlaal JzadY gadat] 4 a1 Ly s
) 2 Lo cilads A0 a0

VA (o VO daiall

A

)

\
AR
V'Y

'Y

A4

1
AR

Ll

ol i)

el



"5 SN gl eyl Ay yall col il S Sranll £¥ g alil el 1 Y ) gaall

Y g al Al Js¥1 el Jia a5 AS il ey il |
B 1 e @ B
e X

Shllaiay by Loy aae Y 4S8 aa Jalsill aglal Y

ot Cilide (e A8l Baski Lay i el o) y )
Gl AN T, S Sl o)
el &l Busa g e il ¢
A5l ae Jalaall oyl ¢ laal s e Jac °
Sie JS3 AS LAl cilead Jaxiad 1
Jilia e ol pdal ey daal) (e ) (s siasall \
La g L) Ly yall
leae dae) 1 AS 3l yuas e 28V e A 4 el
La e LAY Gy 4,80 Gilaad e Ja5) Y q
lela dlay Al Tigal 5 130 4S50 Lakh e ) Suil Y
13 o jlaall g Alla) o s Al Al Ji V)
I\s)ﬂ\ams@dsméze\, & ol
llalad (e Jlay 48 a0 e Wil cligal 5 cUad¥) 5l S5 VY Sl
lexa

oAl DAl Jomdl Sl asay Jla B AS,A0 pel Y

VA e VY daiall



Abstract

# Purpose: In this study, the focus was on analyzing the impact of marketing

strategies on customer loyalty at Panda in Saudi Arabia. The aim of the
research is to understand how customer loyalty can be enhanced through a set
of key factors, such as satisfaction, commitment, trust, and perceived value,
all of which form the cornerstone of a sustainable relationship between the
company and its customers.

Methodology: The study adopted a positivist deductive approach to achieve
its objectives. Data was collected using various tools, including
questionnaires, which were administered to the study population comprising
Panda customers in the Makkah region. Statistical analysis included validity
and reliability testing, along with descriptive analysis and hypothesis testing
using correlation coefficients and linear regression to understand the
relationships between variables.

# Findings: The study concluded that there is a statistically significant

positive relationship between the marketing strategies employed and the
level of customer loyalty. Among the elements that directly influenced
customer loyalty were satisfaction, commitment, and perceived value.
Additionally, digital marketing programs demonstrated clear effectiveness in
enhancing customer satisfaction and increasing their loyalty. Furthermore, it
was found that promptly and effectively addressing customer complaints
improves the relationship with customers and strengthens mutual trust.

#  Applications and Significance:

Theoretical Significance: This study contributes to enriching the scientific
literature on the relationship between marketing and customer loyalty, with a
focus on the Saudi market as a unique study area.

Practical Significance: The study provides practical recommendations that
companies can adopt to improve their marketing strategies, such as enhancing
service quality, offering added value to customers, and improving effective
communication channels with them.

Keywords: Marketing, Customer Loyalty, Panda Company, Marketing
Strategies, Satisfaction, Commitment, Perceived Value, Loyalty Programs.
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