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Abstract:

The study aimed to investigate the impact of personalized marketing
tools (targeted email, personalized video ads, product recommendations,
customized offers, and personalized social media marketing) on the
dimensions of customer experience (cognitive, emotional, sensory, and
behavioral), as well as on brand engagement (cognitive, emotional, and
behavioral), while examining the mediating role of customer experience in
this relationship.An online questionnaire was employed to collect primary
data from a non-probability internet sample of 438 respondents who use e-
commerce platforms. The data were analyzed using Partial Least Squares
Structural Equation Modeling (PLS-SEM) through WarpPLS 8.

The results revealed significant positive effects of personalized
marketing tools on both customer experience and brand engagement
dimensions. The findings also confirmed the partial mediating role of
customer experience in the relationship between personalized marketing and
brand engagement. Additionally, the study found statistically significant
differences in customers’ responses based on demographic variables such as
age, education level, and average monthly online spending, while gender
showed no significant effect.

This study contributes to the Arabic marketing literature by offering
practical insights for e-commerce platforms to enhance customer experience
and brand loyalty through effective personalized marketing strategies.It
recommends expanding the use of personalized marketing via social media
platforms and focusing on the cognitive and behavioral dimensions of
customer experience due to their strong impact on brand engagement.

Keywords: Personalized Marketing - Customer Experience - Brand
Engagement.
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