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Objective: The aim of this study is to propose a model to determine and
explain the antecedents and consequences of online customer experience in
social media. Methodology: This research was conducted using a mixed-
methods approach. In the qualitative section, data were collected through
semi-structured interviews with 20 experts in the field of digital marketing
and analyzed using content analysis and MAXQDA software. In the
guantitative section, a questionnaire based on the qualitative model was
distributed among 384 social media users who were customers of online
stores. The quantitative data were analyzed using SPSS 24 and Smart PLS 3
software.

Findings: The results showed that environmental factors, customer retention,
product purchase, customer-centricity, and product significantly impacted the
online customer experience, while ease-of-use did not have a significant
effect. Additionally, the model developed in the qualitative section
successfully explained the relationships between the variables and was
deemed suitable for practical application in digital businesses. Conclusion:
This study demonstrated that various factors such as environment, customer-
centricity, and purchase processes play a crucial role in enhancing the online
customer experience. Organizations can improve customer experience by
focusing on these factors and refining their digital strategies, which in turn
can increase customer satisfaction and loyalty. The findings also highlight the
importance of personalized services and engagement with customers in
digital platforms.

Keywords: Online customer experience, social media, structural equation
modeling, digital marketing, customer-centricity.
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EXTENDED ABSTRACT
Introduction

The rapid digital transformation across industries has profoundly impacted customer experiences,
especially in the context of social media. Organizations increasingly use digital platforms such as
Instagram, Telegram, Twitter, and WhatsApp to interact with customers, offering them new ways to
engage with products and services (Alrawashedh, 2024). Social media has become a key element in shaping
customer experiences, allowing for direct communication between brands and consumers and creating
environments where customers can share feedback, receive personalized services, and develop stronger
brand loyalty (Amrullah, 2023).

Customer experience (CX) has emerged as a critical competitive differentiator in the digital age.
Studies have shown that enhancing customer experiences through digital platforms can lead to higher
satisfaction, retention, and loyalty (Andino, 2022). The effectiveness of customer experience management
depends largely on understanding the factors that influence it in digital environments. For example,
environmental factors, ease of use, customer-centric approaches, and product-related factors have been
identified as key determinants of a positive digital customer experience (Bajeja, 2024). Moreover,
organizations that adapt their customer engagement strategies to incorporate these factors are better
positioned to thrive in competitive markets (Fayed, 2022).

Given the increasing importance of digital customer experiences, this study aims to develop a
model that identifies the antecedents and consequences of online customer experiences within the context
of social media. The research is motivated by the need to better understand how specific factors, including
environmental and product-related variables, influence customer experiences in digital settings. While
numerous studies have examined CX in general, few have focused specifically on social media platforms,
which play a unique role in shaping customer perceptions and interactions (Bolton et al., 2018).

This study employs a mixed-methods approach, incorporating both qualitative and quantitative
analyses, to develop a comprehensive model of online customer experiences. The qualitative phase
explores expert insights into key factors affecting CX in digital platforms, while the quantitative phase
tests the model across a broad sample of social media users. By integrating these methods, the study aims
to provide a robust framework for understanding and improving customer experiences in social media

settings.

Methodology

The research followed a mixed-methods approach. In the qualitative phase, semi-structured
interviews were conducted with 20 digital marketing experts. These experts were selected through
snowball sampling, and interviews continued until data saturation was reached. The interviews were
analyzed using content analysis, with the aid of MAXQDA software to identify key themes and factors
influencing online customer experiences.
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In the quantitative phase, a questionnaire was developed based on the results of the qualitative
phase. The questionnaire was distributed to a sample of 384 social media users who were customers of
online stores. These participants were selected using simple random sampling. The data were analyzed
using structural equation modeling (SEM) through SPSS 24 and Smart PLS 3 software to validate the
relationships identified in the qualitative phase. Key variables included environmental factors, customer
retention, ease of use, product purchase, customer-centricity, and product-related factors.

Findings

The study's quantitative phase revealed several significant findings based on the analysis of data
from 384 social media users. Structural Equation Modeling (SEM) was utilized to assess the relationships
between key variables. The model demonstrated a strong overall fit, with a goodness-of-fit (GOF) index
of 0.652, indicating robust predictive power.

1. Environmental Factors: These factors, such as platform usability and visual appeal, had a
significant and positive effect on online customer experience, with a path coefficient of 0.356 and
a t-value of 4.366, confirming its strong predictive influence (p < 0.001).

2. Customer Retention: The retention strategies, including personalized marketing and after-sales
support, had a significant positive impact on customer experience, with a path coefficient of 0.278
and a t-value of 2.892 (p < 0.05). This indicates the importance of customer retention efforts in
enhancing online experiences.

3. Product Purchase Factors: The ease and process of purchasing products in the digital environment
were another strong predictor of customer experience, with a path coefficient of 0.265 and a t-
value of 3.283 (p < 0.01).

4. Customer-Centricity: The customer-focused approaches, including personalized services,
contributed significantly to improving customer experience, with a path coefficient of 0.253 and a
t-value of 2.366 (p < 0.05).

5. Product Quality: Product-related factors, such as quality and availability, were critical in shaping
the online customer experience, with a path coefficient of 0.278 and a t-value of 2.892 (p < 0.01).

6. Ease of Use: Contrary to expectations, ease of use did not significantly affect the overall online
customer experience, with a path coefficient of 0.119 and a t-value of 1.538 (p > 0.05). This result
suggests that other factors, such as personalization and product quality, may hold more weight in
influencing customer perceptions in digital environments.

Discussion and Conclusion

The results of this study offer important insights into the factors that shape online customer
experiences in social media. The findings support previous research that emphasizes the importance of
environmental factors and product quality in enhancing customer experiences (Bolton et al., 2018; Chiang,
2022). Social media platforms that are easy to navigate and visually appealing tend to create more positive
experiences for customers, which in turn can lead to higher levels of satisfaction and loyalty (Fayed, 2022).

The significant impact of customer retention strategies on customer experience aligns with
previous studies that highlight the role of personalized engagement in fostering long-term relationships
with customers (Costa, 2023). Retention strategies that include personalized recommendations, timely
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customer support, and follow-up communication can significantly enhance the perceived value of the
customer experience. This finding is consistent with research by Bajeja (2024), who demonstrated that
organizations that prioritize customer retention through tailored digital marketing strategies tend to
achieve higher levels of customer satisfaction and loyalty (Bajeja, 2024).

Interestingly, the lack of a significant relationship between ease-of-use and customer experience
contrasts with some previous studies that have found ease-of-use to be a critical factor in digital
environments (Andino, 2022). One possible explanation for this result is that customers in social media
environments may prioritize other factors, such as the availability of high-quality products and
personalized interactions, over ease-of-use. This finding suggests that organizations should not focus
solely on simplifying user interfaces but should also invest in other aspects of customer experience, such
as product offerings and customer engagement strategies (Bolton et al., 2018).

Product-related factors also emerged as a key determinant of customer experience in this study.
Customers who were satisfied with the quality and availability of products were more likely to have
positive experiences overall. This finding supports previous research indicating that product quality is a
critical component of customer satisfaction in digital environments (Chiang, 2022). Organizations that offer
high-quality products through their digital platforms are more likely to create positive customer
experiences, which can lead to increased sales and customer loyalty (Andranurviza et al., 2022).

Overall, the results of this study contribute to the growing body of literature on digital customer
experience by providing a comprehensive model of the factors that influence customer satisfaction in
social media. The findings highlight the importance of environmental factors, customer retention
strategies, and product quality in shaping online customer experiences. While ease-of-use may not be as
significant in social media settings, organizations should still consider it alongside other key factors when
designing their digital platforms (Fayed, 2022).

In conclusion, this study provides valuable insights into the drivers of online customer experience
in social media environments. By focusing on factors such as environmental design, customer retention
strategies, and product offerings, organizations can significantly enhance customer satisfaction and
loyalty. Future research should explore the role of ease-of-use in more detail, particularly in different
digital contexts, to better understand its impact on customer experience. Additionally, further studies could
investigate the cultural and demographic factors that may influence customer perceptions in digital
environments (Bajeja, 2024).
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