
https://review.e-siber.org/SIJDB,                                         Vol. 3, No. 2, October - December 2025 

97 | P a g e  

 
DOI:  https://doi.org/10.38035/sijdb.v3i2 

https://creativecommons.org/licenses/by/4.0/ 
 

The Impact of Digital Marketing on Customer Satisfaction and 
Loyalty in Digital Marketplaces: A Conceptual Study 

 
 
Muhammad Rajab1, Andri Yandi2, M. Ridho Mahaputra3 
1Universiti Malaysia Terengganu, Malaysia, email: p4498@pps.umt.edu.my 

2Universitas Batanghari, Jambi, Indonesia, email: andriyandi.ali@gmail.com 
3Universitas Bina Nusantara, Indonesia, email: ridhomahaputra26@gmail.com 
 
Corresponding Author: p4498@pps.umt.edu.my1 
  
Abstract: The development of digital technology has changed the interaction patterns 
between companies and customers, particularly through the increasingly widespread 
implementation of digital marketing in digital marketplace platforms. This study aims to 
analyze the impact of digital marketing on customer satisfaction and loyalty by highlighting 
how digital marketing strategies play a role in building long-term relationships between 
customers and brands. This research uses a qualitative approach based on conceptual studies, 
conducted through a systematic review of various scientific literature and relevant previous 
research results. The analysis process is carried out by examining the relationships between 
variables and the strategic implications of digital marketing on customer behavior in the 
digital marketplace environment. The results of the study indicate that the implementation of 
effective digital marketing strategies can increase customer satisfaction through easier, faster, 
and more personalized interaction experiences. High customer satisfaction subsequently 
strengthens loyalty to the digital platform used. This study provides a conceptual contribution 
to the development of digital marketing theory and offers practical insights for business 
actors to optimize digital marketing strategies to maintain customer loyalty in an era of 
increasingly dynamic digital competition. 
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INTRODUCTION 
The development of digital technology has revolutionized the way companies interact 

with customers, shifting the traditional marketing paradigm toward an entirely online system. 
Digital marketing has now become a key pillar of modern business strategy, especially in the 
era of the dominance of digital marketplaces such as Tokopedia, Shopee, and Lazada. 
Through digital marketing, companies can reach a wider audience, deliver personalized 
marketing messages, and improve communication efficiency with customers (Chaffey & 
Ellis-Chadwick, 2019). This transformation not only influences consumer consumption 
patterns but also determines long-term customer satisfaction and loyalty. 

The urgency of this study arises from the increasing level of competition between 
marketplace platforms, which demands businesses to continuously innovate in their digital 
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strategies. Previous research shows that digital marketing plays a significant role in shaping 
customer satisfaction through increased value, ease of access, and speed of service (Bilro et 
al., 2018). Customer satisfaction is a crucial aspect because it forms the basis for loyalty, 
namely the tendency of customers to make repeat purchases and recommend products or 
services to others (Kotler & Keller, 2016). Thus, digital marketing functions not only as a 
promotional tool but also as a strategic mechanism for building long-term relationships 
between customers and brands. 

However, despite the widespread adoption of digital marketing, differences in its 
effectiveness in influencing customer satisfaction and loyalty across various digital 
marketplace contexts remain. Several studies have shown that digital marketing effectiveness 
is highly dependent on the quality of digital interactions, the consistency of brand 
communications, and the level of customer trust in the platform (Rather & Sharma, 2017; 
Sanny et al., 2020). This indicates a conceptual gap, requiring a deeper understanding of how 
digital marketing directly impacts customer satisfaction and loyalty in the dynamic context of 
digital marketplaces. 

Based on these phenomena and gaps, this study aims to conceptually analyze the 
impact of digital marketing on customer satisfaction and loyalty in digital marketplaces. This 
study is expected to enrich the literature on digital marketing by providing theoretical 
perspectives and practical implications for businesses in designing more effective, customer-
centric digital strategies. 

 
METHOD 

This study uses a qualitative approach with a conceptual study method that focuses on a 
theoretical analysis of the relationship between digital marketing, customer satisfaction, and 
customer loyalty in the context of a digital marketplace. The conceptual study method was 
chosen because this research does not collect empirical data, but rather examines, 
synthesizes, and analyzes findings from various relevant previous studies to build a 
comprehensive conceptual understanding (Jaakkola, 2020). 

The research process was conducted through a systematic literature review covering 
scientific journals, textbooks, and academic publications from the last five years (2018–2024) 
related to the topics of digital marketing, customer satisfaction, and customer loyalty. 
Literature sources were collected from academic databases such as Scopus, ScienceDirect, 
and Google Scholar using the keywords: digital marketing, customer satisfaction, customer 
loyalty, and digital marketplace. 

The analysis was conducted using thematic descriptive analysis techniques, which 
grouped findings from various studies into main themes that describe the relationships 
between variables. This approach allows researchers to identify relationship patterns, research 
gaps, and potential future research directions (Snyder, 2019). 

The results of this conceptual analysis are then presented in the form of a framework of 
relationships between variables that illustrates the impact of digital marketing on customer 
satisfaction and loyalty. Thus, this method contributes to the development of digital 
marketing theory and practice in an era of technology-driven business transformation. 

 
RESULTS AND DISCUSSION 
Digital Marketing 

Digital marketing is a marketing strategy that utilizes digital technology to reach, 
engage, and provide value to customers through various online channels such as websites, 
social media, search engines, email, and mobile applications. In the context of digital 
marketplaces, the implementation of digital marketing serves not only as a promotional tool 
but also as a strategy to build sustainable interactive relationships between companies and 
customers. Chaffey and Ellis-Chadwick (2019) state that the success of digital marketing is 
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determined by a company's ability to integrate technology, content, and user experience to 
create customer value and trust. Thus, digital marketing is a crucial element in shaping 
customer perception, satisfaction, and loyalty on e-commerce platforms. 

Conceptually, digital marketing is based on several theories that explain user behavior 
towards technology and online brand interactions. First, the Technology Acceptance Model 
(TAM) explains that consumer acceptance of digital media is influenced by perceived ease 
and usefulness of use (Davis, 1989). Second, Relationship Marketing theory emphasizes the 
importance of trust and commitment built through digital communication and interaction 
(Morgan & Hunt, 1994). Furthermore, the Stimulus Organism Response (SOR) approach is 
also relevant to explain how digital marketing elements such as content, interactivity, and 
platform design (stimulus) influence customer emotions and perceptions (organism), which 
then determine satisfaction and loyalty (response) (Mehrabian & Russell, 1974). These three 
theories provide a strong framework for understanding how digital marketing strategies 
influence customer behavior in the digital age. 

Empirically, digital marketing encompasses several key dimensions that serve as 
benchmarks for its effectiveness. The first dimension is content quality, which refers to the 
extent to which a company's digital content provides relevance, clarity, and informational 
value to customers. The second dimension is interactivity, which emphasizes the ability of 
digital channels to facilitate two-way communication between companies and customers. 
Furthermore, personalization is an important dimension because it allows companies to 
provide recommendations or messages tailored to individual customer preferences. Other 
dimensions that influence digital marketing effectiveness are usability, or the platform's ease 
of use, and trust and security, which reflect the reliability of the transaction system and 
customer data protection (Parasuraman et al., 2005). In practice, the combination of these 
dimensions creates a comprehensive experience and contributes to customer satisfaction and 
loyalty. 

Various studies have shown that effective digital marketing implementation can 
increase customer engagement, satisfaction, and loyalty. Kannan and Li (2017) found that the 
interactivity and quality of digital content significantly influence perceived value and 
customer experience. Similar findings were also found by Bilro, Loureiro, and Ali (2018), 
who emphasized that website interactivity plays a crucial role in strengthening customer-
company relationships. Recent research by Dwivedi et al. (2021) adds that digital marketing 
strategies that leverage customer data to personalize messages can enhance long-term brand-
consumer relationships. Therefore, it can be concluded that digital marketing plays a crucial 
role in building customer satisfaction and loyalty through the quality of interactions, message 
relevance, and trust in the digital systems used. 

In the context of digital marketplaces, the implications of this study suggest that 
companies need to prioritize platform ease of use, speed of service response, and transaction 
security as foundations for building customer trust. Furthermore, using data analytics to 
personalize the shopping experience can also increase customer engagement and the 
likelihood of repeat purchases. By combining technical and emotional aspects in digital 
marketing strategies, companies can build stronger relationships with customers while 
increasing their competitiveness in the digital economy. 
 
Customer Satisfaction 

Customer satisfaction is a central element in the success of digital marketing because it 
reflects the extent to which customer expectations are met after interacting with a product, 
service, or digital platform. Conceptually, customer satisfaction is defined as a post-purchase 
evaluation that compares expectations with the actual performance of a product or service 
(Kotler & Keller, 2016). When customers perceive that the experience they received meets or 
exceeds expectations, satisfaction is formed and has a positive impact on future purchasing 
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behavior. In the context of digital marketplaces, satisfaction is determined not only by 
product quality but also by the speed of service, ease of transactions, and the reliability of the 
digital system used (Anderson & Srinivasan, 2003). 

Theoretically, the concept of customer satisfaction is largely explained through the 
Expectation–Disconfirmation Theory (EDT) developed by Oliver (1980). This theory states 
that satisfaction arises when perceived performance meets or exceeds customer expectations. 
In the context of digital marketing, this theory is relevant because customers in marketplaces 
often assess satisfaction based on digital interaction experiences such as ease of site 
navigation, speed of customer service response, and security of online transactions. If the 
system is able to provide convenience and a sense of security, customers tend to feel highly 
satisfied. Conversely, dissatisfaction arises when there are delays, system errors, or poor 
information quality. 

Several empirical studies support the role of digital marketing in creating customer 
satisfaction. According to Rahman et al. (2020), good quality digital interactions, including 
content personalization and ease of transactions, significantly influence customer satisfaction 
levels in the e-commerce sector. Another study by Rather et al. (2019) confirmed that 
customer engagement through digital media can enhance positive experiences, leading to 
satisfaction and repurchase intentions. Furthermore, research by Chen and Lin (2019) found 
that perceived ease of use and trust in digital payment systems are key factors in determining 
customer satisfaction in the marketplace. These results demonstrate that effective digital 
marketing can enhance customer perception and emotional value, ultimately strengthening 
loyalty. 

Thus, customer satisfaction can be viewed as the result of a synergy between effective 
digital marketing strategies and a positive user experience. Digital marketplaces need to 
consider various aspects such as user-friendly interface design, transparency of product 
information, and speed and security of service to maintain customer satisfaction. Consistent 
satisfaction not only increases the likelihood of repeat purchases but also encourages 
customers to recommend the platform to others through electronic word of mouth (e-WOM). 
Therefore, in an era of increasingly fierce digital competition, building and maintaining 
customer satisfaction is a key strategy for maintaining long-term business sustainability. 
 
Customer Loyalty 

Customer loyalty is one of the main objectives of digital marketing strategies, as it 
reflects a customer's commitment to continue using or repurchasing a brand's products and 
services. Conceptually, customer loyalty is defined as a customer's tendency to consistently 
repurchase and recommend a brand to others based on positive experiences (Oliver, 1999). In 
the context of digital marketplaces, loyalty is measured not only by transaction frequency but 
also by customer engagement in digital activities such as positive reviews, social media 
participation, and contributions to a brand's online reputation. Digital loyalty is becoming 
increasingly important because the cost of acquiring new customers is much higher than 
retaining existing ones (Reichheld & Schefter, 2000). 

The Commitment–Trust Theory by Morgan and Hunt (1994) explains that loyalty is 
formed through two main elements: trust and commitment. In digital marketing, trust arises 
when customers perceive that online transactions are secure, transparent, and meet 
expectations. Meanwhile, commitment is created when customers have an emotional 
connection and feel that the brand provides ongoing value to them. Furthermore, the Theory 
of Planned Behavior (TPB) can also be used to explain customer loyalty in the digital realm, 
where repurchase intentions are influenced by attitudes toward the brand, subjective norms, 
and perceived behavioral control (Ajzen, 1991). Both theories emphasize that loyalty is not 
solely determined by satisfaction, but also by psychological factors and trust built through 
consistent digital experiences. 
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Empirically, various studies have shown that digital marketing plays a significant role 
in building customer loyalty. According to Islam et al. (2021), the interactivity, 
personalization, and emotional value offered by digital marketing strategies increase 
customer commitment to a brand. Similar results were presented by Algharabat et al. (2020), 
who found that a pleasant digital shopping experience and information transparency 
strengthen trust and increase customer repurchase intentions. Furthermore, a study by Wang 
et al. (2022) confirmed that customer satisfaction is a strong predictor of loyalty, especially in 
highly competitive marketplace platforms. Overall, customer loyalty in the digital era no 
longer depends solely on product quality but also on the digital experience created by 
technology-based marketing strategies. 

The implications of this discussion suggest that companies operating in digital 
marketplaces need to prioritize customer loyalty as a key focus in their marketing strategies. 
This can be achieved through improving system reliability, providing incentives for loyal 
customers, and optimizing technologies such as data-driven customer relationship 
management (CRM) to deeply understand customer behavior. By maintaining trust, providing 
a consistent experience, and cultivating emotional brand value, customer loyalty can be built 
sustainably and provide companies with a competitive advantage in the increasingly dynamic 
digital marketplace. 

 
Discussion 
Digital Marketing Impact on Customer Satisfaction 

The relationship between digital marketing and customer satisfaction has become an 
increasingly important topic in the era of digital transformation, as technology-based 
marketing strategies not only serve to attract consumers but also to create satisfying 
experiences throughout the purchasing process. Conceptually, digital marketing influences 
customer satisfaction through its ability to provide personalized, responsive, and relevant 
interactions tailored to user needs. Kotler and Keller (2016) state that customer satisfaction 
arises when the value received from a product or service exceeds customer expectations. In 
the digital context, this value is largely determined by how companies utilize digital 
technology to improve convenience, ease, and speed of service on marketplace platforms. 

Digital marketing significantly impacts customer satisfaction through several key 
mechanisms. First, digital marketing enables personalized content and offers, making 
customers feel more cared for and understood. Second, easy access to information and two-
way communication strengthens positive brand perceptions, as customers can receive quick 
and relevant responses to their questions or complaints (Kannan & Li, 2017). Third, digital 
marketing strategies that emphasize system reliability, transaction security, and intuitive 
interfaces create a sense of security and comfort for customers in online transactions 
(Parasuraman et al., 2005). These factors collectively contribute to increased customer 
satisfaction with digital marketplace services. 

Empirical research supports a positive relationship between digital marketing and 
customer satisfaction. Chen and Lin (2019) found that engaging and interactive digital 
marketing activities can significantly increase perceived value and customer satisfaction. 
Similar findings were also presented by Rather et al. (2019), who showed that enjoyable 
digital experiences contribute to increased customer satisfaction, especially when customers 
feel emotionally engaged through digital media. Furthermore, research by Dwivedi et al. 
(2021) confirmed that data-driven personalization in digital marketing strategies improves the 
quality of customer relationships, which in turn directly impacts customer satisfaction. 

Thus, it can be concluded that the better the implementation of a digital marketing 
strategy, the higher the level of customer satisfaction. In the context of a digital marketplace, 
customer satisfaction is not only an indicator of short-term interaction success but also the 
basis for building long-term loyalty. Therefore, businesses need to develop a digital 
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marketing strategy that focuses on increasing customer value through personalization, 
transparency, and the reliability of the technology used. 

 
Digital Marketing and Its Impact on Customer Loyalty 

Digital marketing plays a crucial role in shaping customer loyalty, particularly in the 
context of digital marketplaces where interactions between companies and customers take 
place online. Customer loyalty refers to a customer's deep commitment to continue 
purchasing or using a particular brand's products or services, despite the availability of 
attractive alternatives (Oliver, 1999). In the digital ecosystem, loyalty is measured not only 
by purchase frequency but also by customer engagement with the brand across various online 
platforms. Therefore, an effective digital marketing strategy can create a lasting emotional 
and functional relationship between customers and the company. 

One way digital marketing influences customer loyalty is by improving the quality of 
digital interactions and experiences. When customers experience ease of navigation, speed of 
service, and reliability of information on a marketplace website or app, they are more likely 
to feel satisfied and motivated to make repeat purchases. Furthermore, two-way 
communication through social media, email marketing, or chatbots increases customer 
engagement and reinforces positive brand perceptions (Hollebeek et al., 2021). Implementing 
data-driven marketing strategies and content personalization also strengthens loyalty, as 
customers perceive the services provided as relevant to their needs and preferences (Chaffey 
& Ellis-Chadwick, 2019). 

Several empirical studies have shown a positive relationship between digital marketing 
and customer loyalty. Research by Algharabat et al. (2020) found that social media-based 
digital marketing activities significantly influence customer loyalty by increasing trust and 
emotional engagement. Similar findings were presented by Islam et al. (2021), who stated 
that interactive and responsive digital experiences can strengthen customer commitment to a 
brand. Furthermore, a study by Dwivedi et al. (2021) confirmed that the effectiveness of 
digital marketing in creating long-term relationships depends on the consistency of brand 
messaging and the integration of digital communication channels used by a company. 

Thus, it can be concluded that effective digital marketing implementation not only 
impacts short-term customer satisfaction but also fosters long-term loyalty. Customer loyalty 
in digital marketplaces can grow when customers experience consistent emotional and 
functional benefits through every digital interaction. Therefore, companies need to ensure 
that their digital marketing strategies focus on transparency, brand credibility, and a 
sustainable digital experience to maintain long-term customer relationships. 

Overall, the results of this conceptual study indicate that digital marketing plays a 
strategic role, influencing two important aspects of consumer behavior in the digital 
marketplace era: customer satisfaction and loyalty. Through the implementation of integrated 
digital marketing strategies, such as the use of social media, interactive content, personalized 
messaging, and customer data analytics, companies can build closer and more sustainable 
relationships with their consumers. 

The relationship between digital marketing and customer satisfaction shows that a good 
digital experience will increase positive perceptions of service quality and value received by 
customers. This satisfaction is not only shaped by a successful transaction, but also by ease of 
access, speed of response, transparency of information, and the relevance of promotional 
messages received. The higher the perceived satisfaction, the greater the likelihood that 
customers will maintain their relationship with the company and make repeat purchases in the 
future. 

Furthermore, digital marketing also has a significant impact on customer loyalty, which 
in the context of digital marketplaces is an indicator of a brand's long-term success. A 
consistent, value-driven digital marketing strategy can create emotional attachment, 
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strengthen trust, and foster customer commitment to remain loyal to a particular brand despite 
facing numerous competitors. Thus, loyalty is not simply the result of momentary 
gratification, but rather the accumulation of positive experiences and repeated digital 
interactions over time. 

Based on the relationships between the variables discussed, it can be concluded that 
digital marketing is a crucial foundation for building customer satisfaction and driving 
customer loyalty in digital marketplaces. Therefore, the conceptual model in this study 
logically illustrates that digital marketing directly influences customer satisfaction and 
loyalty, with both variables interconnected in strengthening the sustainability of the 
customer-company relationship. 

The conceptual framework presented in the following section illustrates the causal 
relationships between these three main variables, which also serves as a basis for future 
empirical research to examine the influence of digital marketing on customer satisfaction and 
loyalty in more depth. 

 
 
 

 
 
 

Figure 1. Conceptual Framework 
 

This relationship pattern illustrates that digital marketing is a primary driver in 
simultaneously shaping customer satisfaction and loyalty. Future research could expand this 
relationship by considering the potential mediating or moderating role of factors, such as 
customer experience or trust, that can strengthen or weaken the influence of digital marketing 
on customer satisfaction and loyalty. 

 
CONCLUSION 

This conceptual study confirms that digital marketing plays a strategic role in shaping 
customer satisfaction and loyalty in the digital economy. Through technology-based 
marketing strategies such as social media, content personalization, and interactive two-way 
communication, companies can create positive customer experiences and increase perceived 
brand value. Customer satisfaction, fostered by consistent digital experiences, then becomes a 
crucial foundation for long-term customer loyalty. Thus, digital marketing serves not only as 
a promotional tool but also as a relationship mechanism that strengthens the emotional and 
rational bonds between customers and companies in the digital marketplace. 

While this study provides a comprehensive conceptual overview, several limitations 
warrant consideration. First, this discussion is theoretical and has not been empirically tested 
through primary data collection, so the relationships between variables remain conceptual. 
Second, this study does not consider intermediary variables such as customer trust or 
customer engagement, which have been shown in several previous studies to play a role in 
strengthening the relationship between digital marketing, customer satisfaction, and loyalty. 
Furthermore, the research's limited focus on the digital marketplace context also opens up 
opportunities for exploration in other sectors such as financial services, tourism, or digital 
education. 

Based on these limitations, further research is recommended to conduct empirical 
testing of this conceptual model by directly involving marketplace user respondents. Using a 
quantitative approach with the Structural Equation Modeling (SEM) method can help 
measure the magnitude of the influence between variables more accurately. Furthermore, 
researchers can also expand the model by adding mediating variables such as trust, 
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engagement, or brand image to gain a deeper understanding of the mechanisms that shape 
customer loyalty. From a practical perspective, companies are expected to continue 
strengthening their digital marketing strategies that focus on customer value, maintain 
consistent brand communications, and improve the quality of digital experiences to 
sustainably maintain customer satisfaction and loyalty. 
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