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Abstract:

This study aims to know the impact of digital loyalty programs
through the brand’s official website, which includes: the
characteristics of digital loyalty programs, the perceived benefits
of participating in these programs, and their impact on the
quality of the relationship with the customer (customer’s
satisfaction, trust in the brand and his emotional commitment to
it), in addition to testing the role of attitude toward the program
in influencing that relationship.

The researcher used the survey method by drawing a deliberate
sample of (440) individuals from members of the digital loyalty
programs of a retailer. The qualitative approach was also relied
upon using focus discussion groups by conducting two groups of
18 individuals.

The study reached several results, the most important of
which are:

The characteristics of digital loyalty programs and the perceived
benefits from them affect the public’s attitude towards these
programs. This result explained the results of the focus group
discussions, as it showed that the features of the program are an
incentive to subscribe to it and continue using it, and the most
prominent of these incentives are: free subscription, ease of
procedures, and exclusivity of offers. The results also confirmed
the respondents’ interest and focus on the economic benefits of
the program, and that they may stimulate or hinder the
customer’s participation in the program.

It has also been proven that the public’s trend towards digital
loyalty programs affects their relationship with the brand with its
three indicators (satisfaction, trust in the brand and their
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commitment to it); The results of the qualitative study explained
this result by saying that these programs increase customers’
experience with the brand, and reflect to them the extent to
which it can be trusted, and the benefits that the customer obtains
from the program constitute a strong motivation to continue
using the program, and thus continue dealing with the brand.

Key Words: Digital Loyalty Programs- Satisfaction -Trust -
Commitment
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