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The impact of customer engagement on achieving
behavioral loyalty to anthropomorphic brands on
social mediain Egypt

A field study
Prepared By: Nahla Zidan EIHourani

Abstract:

The customer is engaged in the anthropomorphism brand
activities on social media, including multiple functions and tasks
that this engagement includes. Therefore, the current study aimed
to recognize the impact of this Engagement on achieving the
customer's behavioral loyalty. The study took both the dialog
communication theory and the customer engagement cycle model
as a theoretical framework. It relied on a survey approach and
collected its data using a questionnaire distributed to 420 Egyptian
adults who are exposed to engaging customers via social media of
the anthropomorphic brand. The study found that the respondents
are exposed to a relatively high intensity of the anthropomorphic
brands, but this density was not statistically related to their
behavioral loyalty towards it. The brands of (National Bank,
Almarai, Sheln) came at the first in the anthropomorphic brands
that respondents expose to. The morphological dimension of the
brand under study took precedence over others among the
respondents, and their cognitive responses took precedence over
those of others also. It was proven that there is a statistically
relation between the dimensions of embodying human
characteristics in the anthropomorphic brands and the behavioral
loyalty of customers towards its products. Also the total stages of
the customer engagement cycle among the respondents
statistically related to behavioral loyalty to the brands.

Key Words:

Customer engagement, behavioral loyalty, Anthropomorphism
brand, social media, marketing.
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