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Abstract:

In the context of continuous changes in the smartphone market, companies are
constantly striving to offer innovative products and services that evoke customer awe
and enhance their engagement with the brand. Understanding the various motivators
behind consumer innovativeness and effectively leveraging them helps build strong and
sustainable customer loyalty in an increasingly competitive market. This research aims
to study the direct and indirect relationships between motivated consumer
innovativeness—represented by social, functional, hedonic, and cognitive motivators—
and customer engagement by examining the mediating role of customer awe among
smartphone users.

The study relied on an online survey to collect data using a convenience sample,
resulting in 396 valid responses. The partial least squares structural equation modeling
(PLS-SEM) technique was applied using the WarpPLS 8.0 software to test the research
hypotheses. The results indicated a significant positive effect of motivated consumer
innovativeness—represented by social and functional motivators—on customer
engagement, as well as a significant positive effect of motivated consumer
innovativeness—represented by social, functional, and cognitive motivators—on
customer awe. The findings also confirmed a significant positive effect of customer awe
on customer engagement. Additionally, the results highlighted a significant indirect
positive effect of motivated consumer innovativeness—trepresented by social, hedonic,
and cognitive motivators—on customer engagement when mediated by customer awe.
Based on the research findings, the authors proposed several recommendations that
could contribute to enhancing customer engagement with smartphone brands by
developing strategies focused on understanding social, functional, hedonic, and
cognitive motivators and creating awe that fosters sustained loyalty and engagement in a
highly competitive market.
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