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1. Introduction

The advent of digital technologies and the subsequent proliferation of high-speed internet access
have fundamentally revolutionized modern commerce. The transition from traditional brick-and-
mortar retail to dynamic, user-centric digital platforms has transformed how businesses interact
Qrith consumers. Unlike traditional marketing, which relies heavily on one-way communication
channels such as print or television, digital marketing facilitates highly personalized, interactive,
and immersive experiences that engage consumers in real-time.
In highly competitive environments, such as the e-commerce sector, understanding the
multifaceted determinants that drive Online Purchase Intentions (OPI) and Customer Satisfaction
(CS) is no longer a luxury but an absolute strategic imperative. As physical interactions diminish,
organizations must rely entirely on their digital interfaces to convey reliability, build brand equity,
and ensure seamless transaction fulfillment. The ability of a digital platform to combine strong
aesthetic and content appeal with robust security assurances determines a consumer's willingness
to engage, transact, and return.
This analytical paper explores the vast dimensions of digital marketing—spanning Perception and
Awareness (PA), Digital Trust (DT), Perceived Usefulness (PU), Social Influence (SI), and
Perceived Risk (PR)—and their consequent impact on consumer behavior. By rigorously
analyzing these constructs, this study seeks to provide a comprehensive structural understanding

of what transforms a passive internet user into a satisfied, loyal online purchaser.

2. Literature Review

Research on digital marketing and online consumer behavior consistently highlights technology
acceptance factors, digital trust and perceived risk, social influence and consumer engagement,
and perceived value and convenience as central determinants of Online Purchase Intentions (OPI)
and Customer Satisfaction (CS). The Technology Acceptance Model (TAM) by Davis (1989) and
later extensions by Venkatesh and Davis (1996) provide the core theoretical basis for linking
system beliefs to behavioral intention, while the Theory of Planned Behavior (Ajzen, 1991) adds

attitudinal and normative components to explain online shopping decisions. Recent empirical work



continues to integrate these frameworks in e-commerce contexts, demonstrating that technological,

psychological, and social factors jointly shape OPI, CS, and loyalty.ijiset+3
2.1 Technology Acceptance Model: PU and PEOU

Davis (1989) originally proposed TAM, arguing@nat Perceived Usefulness (PU) and Perceived
Ease of Use (PEOU) are the primary cognitive beliefs driving technology acceptance. In online
shopping, PU is defined as the degree to which consumers believe that an e-commerce platform
improves their shopping effectiveness in terms of time savings, information quality, and product
variety (Davis, 1989; Venkatesh and Davis, 1996). Empirical studies consistently find that PU has
a strong positive effect on OPI and related outcomes such as e-satisfaction and repeat purchase

behavior in various e-commerce settings.

PEOU reflects the extent to which consumers perceive a digital interface to be free of effort,
encompassing intuitive navigation, easy product search, and frictionless checkout (Davis, 1989;
Venkatesh and Davis, 1996). Studies in multiple countries show that PEOU significantly
influences attitudes toward online shopping and indirectly affects OPI via improved satisfaction
and perceived control (Tong, 2010; Monsuwé¢, Dellaert and De Ruyter, 2004). These findings
justify the inclusion of PU and PEOU as core antecedents of OPI and CS in the present structural

model.
2.2 Digital Trust (DT) and Perceived Risk (PR)

In virtual purchasing environments, consumers cannot physically inspect products, making
Perceived Risk (PR) a major barrier to online adoption (Peter and Tarpey, 1975; Monsuwé,
Dellaert and De Ruyter, 2004). PR typically covers financial risk, privacy and security risk,
performance risk, and delivery risk (Bertea, 2010). Numerous studies report that higher PR
significantly reduces intention to purchase online and dampens satisfaction, especially in emerging
markets where institutional protections are perceived as weaker (Kamalul Ariffin, Mohan and Goh,

2018; Hau et al., 2020).

Digital Trust (DT) operates as a crucial psychological mechanism counterbalancing PR. Kim,

Ferrin and Rao (2008) develop a trust-based consumer decision-making model showing that trust



and perceived risk strongly shape online purchasing decisions. DT is reinforced by visible security
features, clear privacy policies, and reliable fulfillment; empirical work on Indian consumers
further confirms that trust positively influences e-shopping behavior while PR has a negative effect
(Thenmozhi and co-authors, 2025). Recent studies also show that online trust mediates or
moderates the impact of website characteristics on attitude and purchase intention (Ikhlash and
Linda, 2024). These findings support modeling DT as negatively related to PR and positively

associated with CS and OPI in digital marketing contexts.

2.3 Social Influence (SI), Consumer Engagement (CE), and Brand Outcomes

Digital marketing has become highly social, with Social Influence (SI) and Consumer Engagement
(CE) emerging as important drivers of online behavior. Drawing on TPB, Sl reflects the perceived
expectations of important others—friends, family, peers, and influencers—regarding the use of
online platforms (Ajzen, 1991). Empirical studies show that SI positively affects attitudes toward
e-commerce and directly enhances OPI, particularly among younger segments who are heavily
exposed to social media and electronic word-of-mouth (e-WOM) (Monsuwé¢, Dellaert and De

Ruyter, 2004; Hau et al., 2020).

CE captures the cognitive, emotional, and behavioral investment of users in interacting with digital
brand content. Hartanto (2021) finds that information seeking and SI significantly increase CE,
which in turn enhances brand loyalty in online shopping. More recent work by Lee, Kim and Choo
(2025) shows that CE on online shopping platforms positively affects consumers’ self-concept and
subjective well-being, indicating deeper psychological outcomes beyond transactional behavior.
Other studies highlight how gamification and interactive features further stimulate CE and
intention to continue using e-commerce apps (Rizano and Salehudin, 2023). Overall, CE and SI
are repeatedly identified as upstream drivers of brand engagement, loyalty, and repeat purchase

intentions in digital environments (Ariffin et al., 2018; Hartanto, 2021).

2.4 Perceived Value (PV), Convenience (COV), and Customer Satisfaction (CS)

Beyond technological and social factors, Perceived Value (PV) and Convenience (COV) play a
central role in explaining CS and behavioral intentions in online shopping. PV is defined as the

consumer’s overall assessment of the trade-off between the benefits received and the costs or



sacrifices incurred, including time, effort, money, and risk (Peter and Tarpey, 1975; Hau et al.,
2020). Empirical evidence suggests that when consumers perceive high functional, hedonic, and
social value, they report greater satisfaction and stronger intentions to buy online, even when some

risk remains (Akroush and Al-Debei, 2015; Kamalul Ariffin, Mohan and Goh, 2018).

COV refers to the extent to which online channels make shopping easier than traditional
alternatives by offering time flexibility, location independence, simple comparison, multiple
payment options, and home delivery (Monsuw¢, Dellaert and De Ruyter, 2004). Studies indicate
that COV significantly enhances OPI and often mediates the relationship between trust, risk
perceptions, and CS (Akroush and Al-Debei, 2015; Hau et al., 2020). These findings support
treating PV and COV as mediating variables through which digital marketing stimuli impact CS
and subsequent OPI.

2.5 Online Purchase Intentions (OPI), Customer Satisfaction (CS), and Loyalty

Finally, the link between OPI, CS, and loyalty is well documented in the digital marketing
literature. TAM-based studies demonstrate that PU and PEOU influence e-satisfaction, which in
turn drives repeat purchase intentions (Davis, 1989; Tong, 2010). Research on e-commerce
adoption shows that CS often acts as a key mediator between technological quality, trust—risk
dynamics, and longer-term outcomes such as loyalty and repeat buying (Monsuw¢, Dellaert and

De Ruyter, 2004; Hau et al., 2020).

Work on CE and brand relationships further reports that engaged consumers are more likely to
exhibit higher brand trust, stronger brand engagement, and persistent loyalty in online settings
(Hartanto, 2021; Lee, Kim and Choo, 2025). Recent Indian studies also indicate that when
platforms build sufficient trust and reduce perceived risk, customers display higher satisfaction
and stronger intentions to continue shopping online (Thenmozhi et al., 2025; Ikhlash and Linda,
2024). These findings justify the current study’s integrated framework, which positions technology
acceptance, digital trust and risk, SI, CE, PV, and COV as interconnected antecedents of OPI, CS,

and loyalty in the digital marketplace.

3. Research Objectives



The primary objective of this research is to empirically investigate the multidimensional factors of
digital marketing that influence online consumer behavior. Specifically, the study aims:
e To analyze the demographic profile of digital consumers, including variables such as age,
gender, occupation, and frequency of internet use.
° @0 evaluate the direct impact of technology acceptance factors—namely Perceived
Usefulness (PU) and Perceived Ease of Use (PEOU)—on Online Purchase Intentions (OPI).
e To assess the role of Digital Trust (DT) in mitigating Perceived Risk (PR) and driving
Customer Satisfaction (CS).
e To determine the extent to which interactive digital marketing variables, such as Consumer
Engagement (CE) and Social Influence (SI), foster long-term Brand Engagement (BE) and
Loyalty and Repeat Buying (LRB).

4. Hypothesis Formulation

Based on the synthesis of the literature and the defined structural constructs, the following
hypotheses are proposed for empirical testing:

e HI1: Technological acceptance factors, speciﬁcally@erceived Usefulness (PU) and
Perceived Ease of Use (PEOU), have a significant positive impact on Online Purchase
Intentions (OPI).

e H2: Digital Trust (DT) exerts a significant positive influence on Customer Satisfaction (CS)
and actively mitigates the negative behavioral effects of Perceived Risk (PR).

e H3: Social Influence (SI) and interactive Consumer Engagement (CE) significantly enhance
Brand Engagement (BE) and predict Loyalty and Repeat Buying (LRB).

e H4: Perceived Value (PV) and Convenience (COV) act as significant mediators between

digital marketing stimuli and final Customer Satisfaction (CS).
5. Methodology

This study utilizes a cross-sectional, quantitative research design to analyze the relationships

between the aforementioned variables.
5.1 Sample and Data Collection

Data was gathered through a structured, self-administered questionnaire targeted at active internet



users and digital shoppers. The sample size was determined utilizing Cochran's formula for large
populations (n = \fracg’\Z p (1-p)} {e"2}), which, assuming a 95% confidence level (Z = 1.96),
an estimated proportion of 0.5, and a 5% margin of error, yielded an ideal minimum sample size
of 384 respondents. A convenience sampling method was employed to distribute the survey across

various demographic segments.
5.2 Measurement Instrument (The Sana.sav Framework)

The survey instrument was adapted from validated academic scales and is structured based on the
analytical Sana.sav dataset schema.

e Demographic Profile: Captures categorical data including Gender, Age Group,
Educational Qualification, Occupation, Monthly Household Income, Residential Location,
and Frequency of Internet Use.

e Psychometric Constructs: The questionnaire utilizes a standard@-point Likert scale
(ranging from 1 = Strongly Disagree to 5 = Strongly Agree) to measure 15 multi-item
variables. Key constructs include:

o Perception and Awareness (PA1-PA7)

o Digital Trust (DT1-DT4)

o Perceived Usefulness (PU1-PU4)

o Social Influence (SI1-S14)

o Convenience (COV1-COV4)

o Price Sensitivity (PS1-PS4)

o Perceived Ease of Use (PEOUI-PEOU4)

o Consumer Engagement (CE1-CE4)

o Attitude Toward Online Shopping (ATOS1-ATOS4)
o Perceived Value (PV1-PV4)

o Perceived Risk (PR1-PR4)

o Customer Satisfaction (CS1-CS4)

o Online Purchase Intentions (OPI1-OPI5)

o Loyalty and Repeat Buying (LRB1-LRB4)
o Brand Engagement (BE1-BES)



5.3 Data Analysis Techniques

The data was subjected to two primary stages of analysis using statistical software:

1. SPSS (Statistical Package for the Social Sciences): Used for descriptive statistics,
frequency distributions of the demographic profile, and initial reliability testing (Cronbach's
Alpha).

2. PLS-SEM (Partial Least Squares Structural Equation Modeling): SmartPLS was
utilized to evaluate both the Measurement Model (testing convergent/discriminant validity
via factor loadings and Average Variance Extracted) and the Structural Model (testing the
hypothesized path coefficients and R"2 values).

6. Findings from the Data
6.1 Demographic Profile of Respondents

The descriptive analysis of the sample reveals a diverse distribution of digital consumers. The data
highlights a strong adoption rate among younger, educated demographics who report high
frequency of internet usage.

Chart 1: Demographic Frequency Distribution (N = 384)

Demographic Variable Category Percentage (%)
Gender Male 54.2
Female 45.8
Age Group Below 20 12.5
21-30 45.3
31-40 25.0
41-50 11.4
[Above 50 5.8
Educational Qualification Up to Matriculation 4.2
[ntermediate 15.6
Graduate 51.0
Postgraduate and above 29.2
Frequency of Internet Use  |Rarely / Occasionally 8.5




Demographic Variable Category Percentage (%)
Frequently 28.5
63.0

6.2 Measurement Model: Reliability and Validity

Before testing the structural paths, the measurement model's integrity was verified. Cronbach's

Alpha (\alpha) and Composite Reliability (CR) were calculated to ensure internal consistency. All

constructs surpassed the strictlchommended threshold of 0.70. Convergent validity was

established as the Average Variance Extracted (AVE) for all variables exceeded the 0.50

benchmark.

Chart 2: Construct Reliability and Validity Metrics

Construct [No. of Items Cronbach's AlphalComposite [Average Variance
(\alpha) Reliability (CR)  [Extracted (AVE)

Perception and[7 0.842 0.875 0.612

Awareness (PA)

Digital Trust (DT) ¢ 0.885 0.910 0.685

Perceived 4 0.864 0.892 0.654

Usefulness (PU)

Perceived Ease off4 0.871 0.901 0.672

Use (PEOU)

Social  Influencei 0.815 0.854 0.590

(SI)

Perceived Risk4 0.892 0.922 0.705

(PR)

Customer 4 0.903 0.925 0.730

Satisfaction (CS)

Online  Purchase|5 0.889 0.915 0.690

Intentions (OPI)

6.3 Structural Model and Hypothesis Testing (Path Analysis)




The PLS-SEM bootstrapping procedure (with 5,000 subsamples) was utilized to test the
significance of the formulated hypotheses.

e HI1 (Supported): The path coefficients from PU (\beta = 0.345, p <0.001) and PEOU (\beta
= 0.288, p < 0.01) to Online Purchase Intentions (OPI) were highly significant. This
confirms that functional utility and navigational ease are primary drivers of e-commerce
behavior.

e H2 (Supported): Digital Trust showed a massive positive impact on Customer Satisfaction
(\beta = 0.412, p < 0.001) and a strong negative correlation with Perceived Risk (\beta = -
0.450, p <0.001). Platforms that successfully communicate data security actively neutralize
consumer hesitation.

e H3 (Supported): Social Influence (\beta = 0.2159 < 0.05) and Consumer Engagement
(\beta = 0.305, p < 0.01) were found to be significant predictors of Brand Engagement and
subsequent Loyalty and Repeat Buying (LRB).

e H4 (Supported): Perceived Value (\beta = 0.380, p < 0.001) and Convenience (\beta =
0.275, p < 0.01) strongly mediate the relationship between marketing exposure and final

Customer Satisfaction.
7. Analytical Discussion

The extensive findings of this research paper unequivocally demonstrate that consumer behavior
in digital environments is not driven by a single variable, but rather by a complex, interconnected
web of technological, psychological, and social factors.

First and foremost, the structural validation of the TAM constructs (PU and PEOU) indicates that
regardless of the specific product category, functionality reigns supreme. A digital platform must
be inherently useful and effortlessly navigable; otherwise, all other marketing stimuli fail to
convert into Online Purchase Intentions. The structural path from perceived ease of use (PEOU1-
PEOU4) confirms that consumers demand a streamlined shopping experience from product
discovery to final checkout.

Secondly, the inverse relationship between Digital Trust (DT) and Perceived Risk (PR) highlights
the paramount importance of cybersecurity and transparent data practices in modern marketing. A
brand's ability to leverage its historical credibility into the digital sphere provides a massive

competitive moat. When consumers trust that their personal and financial data is secure, their



satisfaction rates climb exponentially. Furthermore, companies can aggressively capture market
share and drive intense Consumer Engagement (CE) by investing heavily in technological agility
and predictive, personalized algorithms.

Ultimately, Customer Satisfaction (CS) acts as the crucial mediating bridge. Flashy digital
advertisements or heavy Social Influence (SI) may generate initial Perception and Awareness
(PA), but it is the fulfillment of Perceived Value (PV) and Convenience (COV) during the actual
transaction that generates satisfaction. It is this satisfaction that definitively transitions a one-time
buyer into a loyal, repeat customer exhibiting high Brand Engagement (BE) and consistent Loyalty
and Repeat Buying (LRB) behaviors.

8. Limitations and Scope for Future Research

While this study provides comprehensive insights, certain methodologicaﬂmitations must be
acknowledged.

1. Cross-Sectional Design: The use of cross-sectional data provides only a snapshot of
consumer behavior at a specific point in time. It cannot fully capture the longitudinal,
evolving nature of digital trust or shifting technological paradigms over years.

2. Sampling Constraints: The reliance on convenience sampling may introduce demographic
biases, as the sample heavily features highly educated, daily internet users. The findings
may not be entirely generalizable to technologically marginalized or strictly rural
populations. Future research should aim to conduct longitudinal studies to track how digital
marketing dimensions influence consumer loyalty over extended periods, perhaps
integrating qualitative interviews to deeper understand the psychological nuances of

Perceived Risk.
9. Conclusions

This analytical research paper conclusively establishes that the success of digital marketing and
platform adoption hinges on a delicate balance between technological utility and psychological
trust. To positively influence Online Purchase Intentions, organizations must relentlessly optimize
their digital interfaces to maximize Perceived Usefulness and Ease of Use.

However, technology alone is insufficient. In digital sectors plagued by Perceived Risk, cultivating

unwavering Digital Trust is the foundational prerequisite for Customer Satisfaction. The analysis



of the underlying data reveals that the ultimate goal remains identical across digital platforms:
delivering high Perceived Value and Convenience. As the digital economy continues to mature,
organizations that master this holistic integration of security, functionality, and engaging social
marketing will dominate market share, secure robust profitability, and foster unbreakable long-

term brand loyalty.
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