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Abstract

This study aimed to investigate the direct effect of Customer retention strategy (Fair
pricing, Online marketing, Frequent communication) on Electronic loyalty
(Attitudinal loyalty, Behavioral loyalty), as well as discovering the moderating role of
online company response in the relationship between customer retention strategy
on electronic loyalty. Data were collected from 383 Egyptian Telecom Company
customers. Path analysis is employed to test the research hypotheses using Warp

PLS version 7.

The study results showed that there were direct positive significant effects of
Customer retention strategy (Fair pricing, Online marketing, Frequent
communication) on Electronic loyalty (Attitudinal loyalty, Behavioral loyalty). Also,
the results significantly support the moderating role online company response in the
relationship between customer retention strategy and electronic loyalty. The results
contributed to providing some recommendations to the management of Telecom

Egypt, including the continuous improvement of the quality of service by expanding
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the network infrastructure and improving coverage in new areas that can help reach
more customers, in addition to activating loyalty and reward programs for loyal
customers in the form of discounts or rewards, which encourages customers to
continue dealing with the company for long periods and attract new customers.
Keywords. Customer retention strategy, Electronic loyalty, online company
responses
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