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Abstract

This study aimed to examine the role of digital marketing strategies in customer acquisition
and trust building within digital sourcing and e-procurement platforms, applied to MakeOrder,
a Saudi business-to-business sourcing platform that connects clients with verified suppliers.
The main objective was addressed through several sub-objectives: identifying the current level
of the platform's adoption of digital marketing strategies, measuring their role in customer
acquisition and trust building, analysing the mediating role of trust, examining differences
attributable to demographic and professional characteristics, and identifying the principal

implementation challenges from the perspective of the platform's employees.

The study adopted a descriptive-analytical approach using the sample survey method. An
electronic questionnaire served as the data collection instrument, comprising two forms: a
customer form of twenty-nine items distributed across three dimensions in addition to
demographic data, and a shorter employee form of eight items. Responses were measured on a
three-point scale. Valid responses totalled one hundred and nine from customers and twenty-
five from employees, and the data were analysed using the Statistical Package for the Social

Sciences (SPSS).

The findings revealed that the platform's adoption of digital marketing strategies was at a high
level, with a mean of 2.53 out of 3, while customer acquisition recorded a mean of 2.51 and
trust building 2.57. Statistically significant positive correlations were found between digital
marketing and both customer acquisition and trust building, with digital marketing explaining
31.9% of the variance in customer acquisition and 17.0% of the variance in trust building.
Mediation analysis indicated that trust partially mediates the relationship between digital
marketing and customer acquisition, accounting for 21.8% of the total effect. A sensitivity
analysis, however, revealed that these associations arise largely from the contrast between
prospective clients and actual customers, indicating that the role of digital marketing operates
primarily at the threshold of converting a prospective client into an actual customer rather
than as a linear gradient among existing customers. The results further showed no statistically
significant differences attributable to gender, age, educational level, or type of business activity,
whereas significant differences were attributable to the duration of dealing with the platform

and prior sourcing experience. Social media marketing emerged as the most influential



dimension of digital marketing on customer acquisition, while the employee sample reported a
high perception of implementation challenges, with a mean of 2.48, led by customers'

heightened sensitivity to quality, price, and delivery.

In light of these findings, the study recommends strengthening investment in social media
marketing as the most influential channel, developing a sustainable digital content programme
that clarifies service procedures and guarantee mechanisms, displaying institutional trust signals
at decision points within the platform, designing an onboarding programme for new clients
during their first year, and achieving greater integration between the marketing, operations,

and customer service teams.

Keywords: Digital marketing, Customer acquisition, Trust building, E-procurement platforms,

B2B e-commerce.
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