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The objective of this applied-developmental research was to design a
communication model to foster customer loyalty based on digital
communications. From the perspective of data collection methods, this study
is categorized as a survey, employing an exploratory mixed-methods research
approach (qualitative-quantitative). The data collection tools included semi-
structured interviews in the qualitative phase and a researcher-made
guestionnaire in the quantitative phase. The qualitative population consisted of
loyal customers of Parsian Electronic Commerce Company (organizations),
and theoretical and purposive sampling methods were used until data
saturation, which was achieved after 18 semi-structured interviews. The
guantitative population included all employees of these organizations. The
sample size was estimated using Cochran's formula, and ultimately, 393
individuals participated in the study through stratified random sampling.
Grounded theory was used to analyze the specialized interviews in the
gualitative section, and partial least squares (PLS) method was employed to
validate the final model in the quantitative section. After open and axial coding,
6 selective codes, 8 axial codes, and 60 open codes were extracted. The results
indicated that customer experience management, digital customer voice, and
digital infrastructure are causal factors influencing digital communications,
which in turn affects digital marketing strategy. The quality of digital services
provides the context, and the intensity of industry competition is an intervening
factor that impacts digital marketing strategy. Ultimately, the digital marketing
strategy leads to customer loyalty.

Keywords: communication model, digital communications, customer loyalty,
digital marketing, digital loyalty.
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EXTENDED ABSTRACT

Introduction

In today’s highly competitive business environment, customer loyalty has become a critical factor
for organizational success and longevity. Companies with a strong base of loyal customers benefit from
consistent revenue streams and increased lifetime value, enabling them to withstand market fluctuations
and external challenges (Berry, 1983). As markets evolve and digital transformations redefine business
landscapes, fostering customer loyalty has become increasingly complex. Customers now have access to
a broader range of options and digital touchpoints, making loyalty both harder to secure and more valuable
to maintain (Lotfi-Ashtiani et al., 2023). Furthermore, loyal customers tend to make repeated purchases,
engage in positive word-of-mouth, and serve as brand advocates (Nejati & Hashemian, 2023).

In the digital age, companies must leverage innovative communication strategies to enhance
customer loyalty. Digital communications, encompassing tools such as social media, email, and mobile
applications, offer businesses new ways to engage with their customers (Haudi et al., 2022). However, the
abundance of information and choices available in the digital marketplace means that companies must
work even harder to stand out and earn customer loyalty (Sudirjo et al., 2023). Digital communications play
a crucial role in shaping customer experiences and developing long-lasting relationships (Gholipour, 2022).

Integrated marketing communications are pivotal for companies aiming to deliver clear and
consistent messages to their target audience across multiple platforms (Peymanfar et al., 2023). This
involves ensuring that all communication channels, from social media to search engines, work
harmoniously to deliver a cohesive customer experience. In doing so, businesses can foster deeper
connections with their customers and build loyalty in a competitive marketplace (Pimentel et al., 2023). As
companies strive to adapt to these new digital realities, a deeper understanding of how digital
communications influence customer loyalty is necessary.

The current study addresses a gap in existing literature by examining the relationship between
digital communications and customer loyalty within the context of business-to-business (B2B)
relationships. Specifically, it aims to develop a communication model that incorporates digital
communication strategies to foster customer loyalty in a highly competitive environment. The research
question guiding this study is: How can digital communications be leveraged to foster customer loyalty in
business-to-business settings?

Methods and Materials

This study utilized a mixed-methods approach, combining qualitative and quantitative
methodologies. In the qualitative phase, semi-structured interviews were conducted with loyal customers
from a major electronic commerce company. The participants were selected using theoretical and
purposive sampling until data saturation was reached after 18 interviews. The interviews were analyzed
using grounded theory, which allowed for the identification of open, axial, and selective codes.

In the quantitative phase, the population consisted of employees from the same organizations, and
a researcher-made questionnaire was distributed to 393 participants selected through stratified random
sampling. The data collected was analyzed using partial least squares (PLS) modeling to validate the
proposed communication model. Key variables included digital customer voice, digital infrastructure, and
digital marketing strategy, with customer loyalty serving as the primary outcome variable.
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Findings

In the qualitative analysis, interviews with 18 participants revealed several key drivers for
fostering customer loyalty through digital communication strategies. From these interviews, 60
open codes were identified, which were then categorized into 8 axial codes and 6 selective codes.
Key themes included effective customer experience management, digital customer feedback, and
the importance of robust digital infrastructure.

In the quantitative phase, data were gathered from 393 employees using a structured
questionnaire. Of the participants, 63% (247 individuals) were male, and 37% (146 individuals)
were female. Most respondents, 63% (247 individuals), were aged between 30 and 40 years, while
26% (104 individuals) were between 40 and 50 years. The educational breakdown indicated that
48% (188 participants) held a bachelor’s degree, 41% (163 participants) had a master’s degree,
and 8% (30 participants) possessed a doctorate.

The PLS analysis demonstrated a strong relationship between digital communications and
customer loyalty. The model explained 86.5% of the variance in digital communications (R? =
0.865), 83.2% of the variance in digital marketing strategy (R2 = 0.832), and 77.2% of the variance
in customer loyalty (R? = 0.772). The path coefficient from digital communications to customer
loyalty was 0.878, indicating a strong positive relationship (t-value = 51.76, p < 0.001). Similarly,
the relationship between digital infrastructure and digital communications had a path coefficient
of 0.377 (t-value = 6.528, p < 0.001), confirming the importance of a solid digital infrastructure in
fostering effective communications.

The study also found that 305% of the variation in customer loyalty could be attributed to
digital customer voice, with a path coefficient of 0.305 (t-value = 5.656, p < 0.001). Additionally,
the intensity of industry competition was found to significantly moderate the relationship between
digital marketing strategy and customer loyalty, with a path coefficient of 0.282 (t-value = 4.167,
p <0.001).

The AVE (Average Variance Extracted) for all constructs exceeded the recommended
threshold of 0.5, confirming the convergent validity of the model. Specifically, the AVE for
customer loyalty was 0.531, for digital marketing strategy was 0.523, and for digital
communications was 0.520.

Discussion and Conclusion

The findings of this study underscore the importance of a comprehensive digital communication
strategy for fostering customer loyalty, particularly in B2B contexts. Digital communications, including
the management of customer feedback and the provision of seamless digital experiences, play a pivotal
role in shaping customer perceptions and ensuring continued loyalty (Dumais et al., 2023). This aligns with
previous studies that highlight the growing importance of digital touchpoints in customer relationship
management (llyas et al., 2021; Nasiri & Bagheri, 2024).

Moreover, the study confirms that the quality of digital services provided by a company
significantly affects customer loyalty, as customers increasingly expect fast, personalized, and reliable
services in the digital age (Haudi et al., 2022). This finding is consistent with previous research on the



relationship between service quality and customer retention in digital contexts (Yousefi Chermehini et al.,
2023). The competitive landscape also plays a critical role in shaping these strategies, as companies in
highly competitive industries must continuously innovate their digital communication strategies to retain
customers (Nasiri & Bagheri, 2024).

The study’s model provides a valuable framework for businesses seeking to develop or enhance
their digital communication strategies. By focusing on customer experience management, digital customer
voice, and robust digital infrastructure, companies can build stronger relationships with their customers
and foster loyalty in an increasingly digital marketplace.

In conclusion, this study highlights the critical role of digital communications in fostering
customer loyalty. As businesses continue to transition from traditional to digital communication models,
those that successfully integrate digital tools and strategies into their customer relationship management
processes will be better positioned to thrive in the competitive digital marketplace. Future research should
explore the applicability of this model across different industries and geographic contexts to further refine
its generalizability and effectiveness.
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