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Abstract

This study investigates the impact of digital marketing mix strategies on enhancing
customer loyalty toward the Bank of Palestine from the customers’ perspective, with a
focus on the moderating role of brand image. To address this objective, a descriptive—
analytical methodology was employed, and the research instruments were administered to
a convenience sample of 383 customers of the Bank of Palestine located in the
governorates of Nablus, Salfit, and Ramallah & Al-Bireh. The researcher utilized a
structured questionnaire composed of three main scales: digital marketing mix strategies,
customer loyalty, and brand image. Data were analyzed using SPSS and SmartPLS 4
software.

The findings indicated that the overall implementation level of digital marketing mix
strategies, as perceived by customers, was high, with a mean score of 3.96 and a relative
importance of 79.2%. Among the dimensions, the digital product dimension ranked
highest (mean = 4.10; relative importance = 81.9%), while the digital promotion
dimension recorded the lowest mean (3.80; relative importance = 76%), though still within
the high range. Results also revealed a high level of customer loyalty toward the Bank of
Palestine (mean = 3.90; relative importance = 78.1%) and a similarly high level of brand
image (mean = 3.97; relative importance = 79.4%).

Furthermore, the study found a positive and statistically significant effect of digital
marketing mix strategies, across all dimensions combined, on customer loyalty. The brand
image variable also demonstrated a positive and statistically significant direct effect on
customer loyalty. However, the results indicated that brand image does not play a
moderating role in the relationship between digital marketing mix strategies and customer
loyalty at the Bank of Palestine.

Based on these findings, the study recommends that the Bank of Palestine continue to
develop innovative digital banking solutions and strengthen its values of credibility and



social responsibility. Such efforts are essential for sustaining a strong brand image and
further enhancing customer loyalty.

Keywords: digital marketing mix strategies, customer loyalty, brand image, Bank of
Palestine.
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ol & chasall Gl ae sl (Convergent Validity) ol Gaall aadiod
gy hlod) B ate Gaaill (S g Liany lgians ae Lgdail i (S5 canlgll yuaial)
JS b)) (o0 anit ] HLoaY) 138 Caagy (Factor Loadings): dalalal) calaniall (b . ]
Cangiondl) apghall JA & Clydipall 283 (520 3 Lan cdal] et 531 il i
(Hulland, 1999). duall &
BlaaY! (sie a1l Aaidll oda 2233l (Composite Reliability): 4.yl 4 gisall .2
s e Adaal) Ghasnall (bl (8 Leag Wbl (g3 Sa3 5 caldigall s
(Hair Jretal., 2019) . 3siga
sasall 138 Luly (Average Variance Extracted - AVE): zAdwall cplill Jaugia .3
el Lea ¢ Slgdall il &)lie GalSY yanall 8 e el (A il danss
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(Fornell & Larcher, 1981). Jisall aladiudl lgiadlay (bl gl Baga (e Sl

G ol Ay Luhall clsdl Adgise Glaal Uygpia el Chloa¥) sda Gudai e

Jod el sadinal) daalall ulaall Gliw (12.4) Jeaally sl zdsally ¢ ledl) Jeagil

gl Z3sal) yalic

bl z3sail) yealic Jodg anil sacinall daalall uladl) (12.4) o3 Joaa

Saainall asdl) o) i)
eal claadal) Aad 06 of e & Y LIS 13 dam Jaalt | FACTON AR Gy
(Hulland, 1999) J s clidg 0.5 oa ) Al Loadings
Bl (33831 0.7 (e ST CR 4pal) Adgigal) aud <5 o Y .
. CR 4xyal) 4840 gal) i
(Hair Jretal., 2019) _scal) cpdiga Cos Adlal) Ul Gaal)
On ST el il ad 098 o G QLIRYY 138 A !
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(Fornell & Larcher, 1981) 4ulady 43a,
JS Jaaatl) Jale dad Op&i of JLOAY) 138 Ao Jod Gallaly
. . ) The Cross
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Larcker, 1981)
<l (AVE) g oaiuual) (abiil) Janugial ansil) Jiall 05 of
On sls el A G BLIY) Chlalas o Aol Gl it Skl Gaal)
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1981)

Fronell & Larcker

Ga sl @ om 0.90 ¢ S HTMT dad 00 of caan

(Henseler et al., 2015) <jial)
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AR Glay) jLas)
MU ALY Cleais Qs SMArtPLS  gelin aladials g 3gaill AN LY L8

Glanitl) ad of bl 7 3gall il jeliig LSle [asa (56) o slacVl llis clgasan

85




S bl @hdsa) blo) 58 e Ju e ¢(0.50) Jsiall aall e el cilS LK
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(Composite Reliability) 4aSyall 4.8 g gal) : A3
i gall de ganal %gsm\ Bl (s2e (Composite Reliability - CR) 4.5 yall 418 g gall (puSas
) asghall  (ald 3 clydigall oda dalfi (s ani A de by Lee (BalS Daitie (e A
idgisall o Y]« (Cronbach’s Alpha)Wll &g S Jales pe leglin (o a)ll oy dusts
ol byl (e Yy yealiall Al ) lae¥) & 3B LY ¢ day sl b Al
(Hair Jr et al., 2019). L5l
Lae ¢(0.7) sial) (51 aall cijslas (CR) LS5all Adgigall ad o Loa¥l il <o jelil
Allady 383 (Say 13 Aeddioadl) el Gn AN BLEY) (e dle sine ) el
(4.13) 8y Jgaall measn -(Hair et al., 2019) duhall 3 LaalSl) culpiall Jiias & cydigall
Y il Jualis
(Average Variance Extracted - AVE) jwall (lil) Ja gia GG

Cppaiall )l Gacall audil ardivy Gilas) Llia (AVE) uiall cplal) Jac sie 3a
Alie el uanalls ddadiyal) Clpisall opuads 3 Cplill dgial) daill o s 5 (Al
AVE a8 25 ¢(Fornell & Larcker, 1981) lixal g 4)sdall sUadl e malill cplally
o) chai e Ja Y Lo ek el i) o () el Lee ¢ ST 0.5 iy 1) Algika
Sl i gSall dgunal) AVE oy Al L gigall (13.4) pd) Jgaall rage> , dilydiga
Do ot lgraen piail Jales i of (413) Jsanll e iy LS eyl (s K50
Laall e ) (VIF) adail) dalae @il g ¢(VIF < 5) Glaas] Jssall (sl
idgige e ) Lea o5 ol aall will) e (5 Gelai ol 5 el il G dudadl
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-(Hair etal., 2019) JAlas) o)))fiuly ardiual)

Gl oSall A gunlAVE il clall sy «4Spall digigall (13.4) Joanl)

Ragedl | delea | gelas i
(AVE) juial) eyt LSal) Fligs | skl | claa sSal
(rho_a) 1] (VIF)
1.317 | 0638
2.076 0.765 5,0 s
0.863 0.817 0804 [ 1573 | 0765 ada
. . b))
2223 | 0.79 o
1579 | 0773 >
3217 | 0.667 Al
1.32 0.687 . Rgail)
{ &
0.501 0.695 0701 [ aeor | o076 | < )
1.34 0.648 i
1217 | 0582
1.208 | 0576
1373 | 0.657 S
\ .
0.505 0.772 0753 | 1534 | 0.749 ol
1.9 0.762
1.785 | 0.788
1301 | 0659
13 0.693
0.502 0.776 0739 | 1181 | 0479 | b sl
1.926 | 0.836
1771 | 0791
2715 | 084
2024 | 0806 | .. .
0.587 0.857 0.858 | 1.869 | 0.762 "*‘h"f‘ ulss
1558 | 0.725 A
1741 | 0767
1459 | 0688
1649 | 0747
. 746
0.538 0.829 0.7 |12 | O T &
1881 | O7gg | = ke
426 | 0694
1567 | 0738
1646 | 0.682
0.621 0.805 0792 | 3136 | 0702 | el il
199 | 00916 S
3.233 0.764 i
1731 | 0754 S ¥
0.506 0.895 0801 1694 | 0659
1.905 | 0614
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2089 | 0614
1962 | 0731
2015 | 0735
2297 | 0.699
2.054 | 0.766
2703 | 0776
275 | 0.749
2202 | 0.608
166 | 0813
3171 | 0.789 .
2384 | 0.797 il g gal
2713 | 0.733
0.555 0.919 0910 | 2294 | 0675
1721 | 0.783
2436 | 0813
2053 | 0.762
2431 | 0.647
1937 | 0638

(Discriminant Validity) gplaill Gaall @jjlisl) 4.3.1.2

(Cross Loading) adaliiall Jaeail) (asd 1Yl

S el il e (ol Ll iy s85e OS of ash ) Leay) Ve Gaag,

.(Henseler et al., 2015) (§AY) Al cilyxiall pe 4dalis) (gicans 43jlhe dusily

(Cross Loading) ahaliidl Jaesill jlod) =il (14.4) o35 Joaall

|| || o |
Al | oo | T | day U R TPV S YU

0.277 0.338 0.435 0.359 0.288 0.25 0.235 0.349 0.638 1
0.434 0.329 0.423 0.336 0.302 0.35 0.403 0.486 0.765 2
0.511 0.548 0.466 0.536 0.385 0.436 0.49 0.524 0.765 3
0.399 0.326 0.39 0.34 0.309 0.373 | 0.298 0.448 0.79 4
0.56 0.606 0.514 0.567 0.468 0.605 | 0.468 0.611 0.773 5
0.607 0.459 0.459 0.47 0.373 0.491 | 0.399 0.667 0.443 6
0.533 0.461 0.536 0.413 0.342 0.499 0.41 0.687 0.424 7
0.404 0.527 0.447 0.63 0.613 0.62 0.376 0.756 0.448 8
0.407 0.473 0.371 0.475 0.465 0.596 | 0.696 0.648 0.391 9
0.367 0.316 0.492 0.485 0.375 0.466 | 0.473 0.582 0.517 10
0.321 0.245 0.489 0.295 0.175 0.288 | 0.576 0.36 0.263 11
0.503 0.467 0.314 0.298 0.329 0.449 | 0.657 0.494 0.34 12
0.426 0.419 0.479 0.419 0.384 0.523 | 0.749 0.6 0.414 13
0.334 0.377 0.288 0.356 0.194 0.407 | 0.762 0.445 0.299 14
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Jalat)

el I IR vt et Ko el et PP
Raad | oo | T R | bl | sl | i [ [ €

0.507 0.547 0.537 0.512 0.417 0.55 0.788 0.553 0.489 15
0.474 0.359 0.36 0.45 0.448 0.659 | 0.341 0.571 0.375 16
0.494 0.519 0.555 0.548 0.57 0.693 | 0.476 0.598 0.431 17
0.172 0.236 0.077 0.193 0.33 0.479 | 0.119 0.306 0.062 18
0.558 0.654 0.532 0.629 0.573 0.836 | 0.526 0.648 0.454 19
0.475 0.572 0.478 0.58 0.566 0.791 0.62 0.618 0.493 20
0.238 0.475 0.42 0.595 0.84 0.422 | 0.199 0.425 0.262 21
0.233 0.429 0.481 0.565 0.806 0.504 | 0.251 0.428 0.232 22
0.311 0.458 0.53 0.57 0.762 0.507 | 0.342 0.494 0.419 23
0.521 0.538 0.561 0.542 0.725 0.692 | 0.488 0.619 0.397 24
0.421 0.59 0.505 0.605 0.767 0.665 0.36 0.552 0.397 25
0.394 0.585 0.572 0.575 0.688 0.476 | 0.338 0.459 0.468 26
0.558 0.6 0.515 0.747 0.483 0.605 0.44 0.669 0.462 27
0.4 0.614 0.546 0.746 0.582 0.525 | 0.389 0.478 0.505 28
0.344 0.496 0.508 0.788 0.654 0.545 | 0.371 0.641 0.428 29
0.363 0.545 0.453 0.694 0.527 0.544 | 0.401 0.426 0.356 30
0.34 0.558 0.539 0.738 0.618 0.386 0.32 0.481 0.335 31
0.536 0.513 0.483 0.682 0.453 0.564 | 0.467 0.559 0.494 32
0.484 0.416 0.702 0.507 0.51 0.521 | 0.369 0.485 0.452 33
0.652 0.596 0.916 0.623 0.537 0.556 | 0.581 0.62 0.56 34
0.511 0.59 0.764 0.558 0.536 0.372 | 0.444 0.442 0.354 35
0.488 0.604 0.754 0.49 0.548 0.491 | 0.481 0.592 0.509 36
0.596 0.659 0.553 0.573 0.416 0.464 | 0.383 0.534 0.547 37
0.586 0.614 0.503 0.577 0.537 0.526 | 0.516 0.634 0.511 38
0.484 0.749 0.603 0.577 0.447 0.51 0.487 0.524 0.424 39
0.368 0.614 0.36 0.357 0.468 0.339 | 0.143 0.196 0.189 40
0.525 0.731 0.435 0.509 0.548 0.557 | 0.429 0.49 0.371 41
0.458 0.735 0.464 0.563 0.477 0.509 | 0.467 0.466 0.385 42
0.443 0.699 0.35 0.498 0.304 0.39 0.355 0.357 0.162 43
0.529 0.766 0.491 0.465 0.534 0.571 | 0.449 0.45 0.5 44
0.607 0.776 0.509 0.612 0.533 0.568 | 0.449 0.492 0.534 45
0.668 0.749 0.627 0.564 0.497 0.472 | 0.431 0.489 0.449 46
0.608 0.361 0.434 0.339 0.246 0.381 | 0.324 0.457 0.367 47
0.813 0.536 0.609 0.499 0.371 0.503 | 0.402 0.572 0.463 48
0.789 0.613 0.503 0.47 0.428 0.574 | 0.475 0.543 0.535 49
0.797 0.696 0.622 0.589 0.427 0.525 | 0.517 0.53 0.484 50
0.733 0.552 0.416 0.432 0.277 0.473 | 0.483 0.533 0.292 51
0.675 0.578 0.516 0.363 0.352 0.369 | 0.521 0.477 0.463 52
0.783 0.617 0.446 0.455 0.386 0.545 0.5 0.568 0.513 53
0.813 0.575 0.566 0.423 0.357 0.513 | 0451 0.465 0.422 54
0.762 0.594 0.522 0.401 0.331 0.497 | 0.385 0.558 0.507 55
0.647 0.379 0.417 0.256 0.284 0.424 | 0.322 0.378 0.398 56

S ise IS Qaantl) Jalas A o (14.4) 8y Joaall 8 alaliiall Jaaaill jlid) il <jelf
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Ll Ll (i il L 5831 cariall ge Bl V) yslat Ly Adag pall A0l o puiial)

2250l Al Genlie daa cufi ) Jagpal Cdgiul 38 bl sda 8 deddieall il

-

il Janl) ani

Fornell & Larcker jbaa :Lili

ol 3 (Guall Gaall sl axiid ddlas) dallee Fornell & Larcker e o)

iy aly cAulid) aada A asgiall Gty alS juiie S G e SBI J Caagy 5 (AUIS

Gl Baall Gaaly ¢ jlaall 13gl Ggs .z 3saill 3 (A ALK il e LDl

CBlelae (o ST 3al€ juxie J (AVE) gadesall cplal) Jassial ans il j3all (6 Lesie

gy e uadll e clyaniall 5538 o0 ) Gang AT al€ juiia (6 (g aiy Jali,Y|

z=ass (Fornell & Larcker, 1981). djuall dalill (o 7350l Andlia aeny las ¢ Lian

cJradilly Al 028 (15.4) o8y Joaal

Fornell & Larcker jbse zitu (15.4) a8, Jgaal)

Jalas Jalal)
| g | E | S Beal ] [ e ossal
Sl | T | bl | A | Al | ekl | T | bl | el
S e T ) @A | o
0.703 sl g A
0711 | 0.64 N gus
0.788 | 0.601 | 0.619 ) galall Judall
0.67 | 0.664 | 0.652 | 0.663 e )
0.745 | 0.651 | 0.682 | 0.597 | 0.649 Aall) & guall
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Oy il o e Lae Bas A Sy aiat Chiiall of sy (15.4) a8y Jsanll
sl b a1 il G uan 4y casis of G L
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Saail) 3auall il Allad A8lan) 512 Heterotrait-Monotrait Ratio (HTMT) )l aadicd
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Smart PLS4 maliy aladiuly clibd) Jdad e 2l dald) dlae) e
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o Liany lgan (e 35S0 i) e S5 daml) oda (AalSH clyaiall G Aoyl
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(Esposito Vinzi et al., 2010) (< &gs\a e JS
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