bugll jgall :agljillg Jagell Ala) Abyia Ju Adllell
Auigyisilll Aijxill yalig Ll Asilagg Awulys Jagell dpal

pngs ((gjlol)
alac|
Ulotlusgalall aie Jui agal glodl
Jlee¥ 5y15) s o

8yalall slidl gy8 / a3 daals /8Ll 408

Ayl palell Adgall Ayly Ailag
AgSag Augle Ajgyga
0 plia-(Ir) aasell_(€) alagll
https://www.rijcs.org/

ax1nall blgay Anylall 4)ladllg 4jla il el Aily aneg

Awsll yng Aygmg T - 1A pgiGirr Ayl 149 - péy el paleiill yijg jlyds Livigll



https://ijdar.srtaeg.org/

-0 pliy-(17) aasll_(g) alagll Aylaill pglell Augall Ayly Alag

apal bhuugll jgall :agljillg Jagell 4l dbygs Ju Adllell
(OgjloD) AigiiaIl Aijaill jalip e Atilagg Al Jugell
p0g)

alac|

Ulgaln galall aie Jui agal lodl
JLA&M BJ‘J‘ P—wj—j Y
Ll il £,9 / a1 Anals /5,lal| 46

Al ass Jawhadl ug

Jeaadl By Aasys o 28Il § Jeandl 8560 Lapasl
imall jolie § b adneS Juoall alls  Jatun paneS W»
raas (095061) 29 ASTY!
UL posed slimiiinl 2ails qrasas @3s « helamtll imsll il e Byl ciezels
198 Zaxlie P> (a9 Lelids Lo oo ASTHN 39 (B350 (TAL) Lealsd e o0 2l5Y1
Aails (YAO) Jiluas ¥ Jultld Anlally ALexSll @1y all sue il 537l sLimiad]
Gsira 3l 2929 Laal ZLdl (pe Aegazme JI &yl cilingis (%VE.YY) &l Ly
By goime il 3529 i LaS e aall alilly 8y (e IS e Jaall 2l 3y 5
O Ml e Jpeadl a3 Jap sy A5 3520 il oy dal LeS el (le Jpenll
ole 2Ly oyl Gany 181 (039 Aalyll e § sl 3 dally Jaad] Aony Ay
il sda
93l Jrandl al5i] « drandl 55 ¢ drand] Al Al s s il | cLalSCI

[yyanl
VY 4A




Juoell dpal buglljgall aglfillg Jsgell la) by Gy Adllell

Abstract:

The study aims to determine the mediating effect of customer experience on the
relationship between the customer journey map as an independent variable, and
customer commitment as a dependent variable in e-retail stores (Amazon) in Egypt.
The study relied on the descriptive analytical approach, and a questionnaire was
designed to collect primary data from a sample of (285) individuals, and its validity
and reliability were verified. The study reached a set of results, the most important
of which is the existence of a significant effect of the customer journey map on both
customer experience and commitment. It was also proven that there is a significant
effect of customer experience on commitment. The results also showed the
existence of a mediating effect of customer experience on the relationship between
the customer journey map and commitment in the sector under study. Some
recommendations were proposed based on these results.
Keywords: customer journey map, customer experience, customer
commitment, Amazon.
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