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Abstract

This study deals with explaining the mediating role of customer
switching cost and its impact on the relationship between digital marketing
tools and customer retention enhancement, applied to commercial bank
customers in Dakahlia Governorate. It also reveals the nature of the
relationship between digital marketing tools, switching cost, and customer
retention dimensions, as well as determining the direct effects among digital
marketing tools, switching cost, and customer retention. Finally, it identifies
the indirect effect of digital marketing tools on customer retention through
the mediating role of switching cost among commercial bank customers

under study.

The researcher employed a descriptive analytical approach and
survey as the main data collection tool. The study population includes
customers of commercial banks operating in Dakahlia Governorate, which
represents 40 banks, and the sample size is 384, distributed according to the
number of customers visiting those banks and the number of branches in the

governorate.

The study found a significant correlation between digital marketing
tools and switching cost, and customer retention dimensions. There is also a
significant direct effect of digital marketing tools on switching cost, a
significant direct effect of digital marketing tools on customer retention, but
partially, and a significant direct effect of switching cost on customer
retention among the commercial bank customers under study. Furthermore,
the significant effect of digital marketing tools on improving customer
retention increases through the mediation of switching cost among the
commercial bank customers under study.

key words:
Digital marketing tools, customer retention, switching cost, commercial

banks.
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