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Integration of cause and effect of digital DNA in enhancing digital satisfaction
and loyalty - A case study in the leading vehicle company - Jordan

Prepared by: Naji Marwan Naji Dababneh
Supervised by: Professor Dr. Ahmed Ali Salih
Abstract

This study aimed to investigate the mediating role of digital satisfaction in the impact
of digital DNA on digital loyalty in the leading machinery company - Jordan, from the
point of view of the company’s customers. By verifying the integration of cause- effect
between the three aforementioned variables.

The community’s study consisted of (10000) a customer of the maintenance
department of the company, the private sector, the public sector, retirees, freelancers,
housewives, and industrial sector agents. Because of the large size of the community’s
study, it was taken from a simple random sample using tables of random. Its size was
(370) clients. The questionnaire was used as a main tool for collecting information, in
addition to the initial exploratory interview. The number of suitable returned
questionnaires for analysis was (362), represented a percentage of (98%).

In this study, descriptive and inferential statistics methods were used to analyze this
data, represented by the arithmetic mean.

In this study, standard deviation, confirmatory factor analysis, and structured
equation model (SEM) software is used (AMOS.23) to choose hypotheses. The study
found that the level of application of DNA practices was (average) and the level of digital
loyalty was (average) and the digital satisfaction was (moderate). As it was shown, there
is a direct statistically significant effect of digital DNA on digital loyalty and a mediating
role for digital satisfaction as variable in the effect of digital DNA on digital loyalty, and
it was a partial mediation.

According to these results, the study presented the most important recommendations set:
Working to develop innovative tools and cooperation techniques that help to facilitate
digital interaction with customers. And during that, these tools can be improved so that
they are more integrated with changing customer needs and providing more information
to customers on how to protect their digital rights. Which enhance confidence in the
successful mark. The development of customer relationship management programs that
are concerned with building and developing sustainable and strong relationship with
customers.

Keywords: Digital DNA, Digital Satisfaction, Digital Loyalty, Leading Vehicles
Company-Jordan
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