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Interactive Marketing Effect on Customer Relationship Quality Enhancement 
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SEM)-(PLS

 

Abstract: The aim of this study is to evaluate the interactive marketing (IM) effect on customer 
relationship quality (CRQ) including satisfaction, trust and commitment indicators. In order to 
determine direct and indirect effects among these latent variables, a data sample of 132 customers 

Squares Structural Equation Modeling (PLS-SEM) method in SmartPLS3 software.  
 
The analysis of structural model relationships, through estimated path coefficients, shows that 
interactive marketing has a positive direct impact on satisfaction (0,84), trust (0,26) and 
commitment (0,18). In addition, there is an indirect effect between IM and the two variables of 
trust (0,59) and commitment (0,26) via the mediating of satisfaction variable. Meanwhile, there is 
an indirect effect between IM and commitment (0,31) via the mediating of trust variable. The total 
effect (both direct and indirect combined) is quite pronounced (>0,80), indicating the relevance of 
IM in explaining relationship quality of ANB Bouzareah agency with their customers. 
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Loading Alpha CronbachCRAVE
Inter1 0,754 

0,920 0.9340.613

Inter20,818 
Inter30,786 
Inter40,828 
Inter50,825 
Inter60,748 
Inter70,804 
Inter80,677 
Inter90,794 
Sat1 0,833 

0.9460.9550.701

Sat20,737 
Sat30,820 
Sat40,821 
Sat50,870 
Sat60,842 
Sat70,867 
Sat80,871 
Sat90,867 
Con1 0,841

0.9480.9560.707

Con20,851 
Con30,830 
Con40,790 
Con50,883 
Con60,876 
Con70,866 
Con80,826 
Con90,798 
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Eng1 0,869 

0.9280.9420.700

Eng20,874 
Eng30,725 
Eng40,877 
Eng50,882 
Eng60,782 
Eng70,835 

Inter1 0,754 0,622 0,636 0,648 
Inter20,818 0,684 0,652 0,667 
Inter30,786 0,641 0,653 0,623 
Inter40,828 0,640 0,657 0,632 
Inter50,825 0,656 0,646 0,663 
Inter60,748 0,635 0,634 0,602 
Inter70,804 0,719 0,770 0,693 
Inter80,677 0,587 0,582 0,607 
Inter90,794 0,734 0,744 0,706 
Sat1 0,784 0,833 0,781 0,771 
Sat20,656 0,737 0,667 0,657 
Sat30,764 0,820 0,798 0,747 
Sat40,668 0,821 0,744 0,750 
Sat50,684 0,870 0,810 0,725 
Sat60,673 0,842 0,776 0,714 
Sat70,677 0,867 0,759 0,739 
Sat80,672 0,871 0,781 0,777 
Sat90,762 0,867 0,804 0,749 
Con1 0,748 0,764 0,841 0,750 
Con20,729 0,771 0,851 0,740 
Con30,643 0,719 0,830 0,717 
Con40,628 0,728 0,790 0,689 
Con50,743 0,801 0,883 0,778 
Con60,738 0,826 0,876 0,733 
Con70,795 0,852 0,866 0,816 
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Con80,691 0,757 0,826 0,744 
Con90,714 0,729 0,798 0,781 
Eng1 0,721 0,783 0,802 0,869 
Eng20,773 0,803 0,842 0,874 
Eng30,556 0,616 0,651 0,725 
Eng40,734 0,832 0,807 0,877 
Eng50,737 0,771 0,773 0,882 
Eng60,663 0,646 0,635 0,782 
Eng70,659 0,673 0,689 0,835 

 
H10,843 30,5330,000
H20,2643,7810,000
H30,1882,0660,039

 

H40,58810,2160,000
H50,2632,3000,022
H60,1182,8050,001
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0,843 29,1160,000
0,85231,9800,000
0,83131,8750,000 

2,4610,1500,052

1,0520,080

0,157
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