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ABSTRACT

The study aimed to highlight the impact of e-commerce on the accelerating changes in
customer satisfaction and loyalty by examining how e-commerce tools influence these
factors and their ability to continuously measure customer satisfaction and loyalty.
This is particularly important given the increasing adoption of e-commerce and the
growing competition in online sales channels, which necessitate a focus on customer
retention strategies. The significance of the study lies in the importance of achieving
customer satisfaction and loyalty, as this enhances their attachment and allegiance to
the offered products and services. Additionally, maintaining and regularly assessing
service quality is crucial. E-commerce tools play a vital role in measuring customer
satisfaction, as they are readily available on e-commerce platforms. To achieve the
study's objectives, a descriptive correlational approach was adopted, not only
collecting information but also analyzing the relationships between research variables.
A stratified random sample of 430 shoppers was selected, with a 5% margin of error
and a 9% confidence level, resulting in 425 valid responses. The study's findings
revealed that electronic payment options are perceived as easy and secure, facilitating
the purchasing process through e-commerce platforms. The availability of shipment
tracking tools provides customers with comfort and transparency. Promotional offers
on e-commerce platforms influence purchasing decisions. Effective communication
between e-commerce platforms and customers, through direct interactions or surveys
post-purchase, helps gather feedback that enhances service or product quality. E-
commerce contributes to saving time and effort, offering a variety of options
compared to traditional stores, and facilitates quick access to products. Product
information displayed on e-commerce platforms is clear and accurate, and detailed
invoices are provided post-purchase, ensuring fair and transparent return and
exchange policies, which builds customer trust in e-commerce platforms.

Keywords: E-commerce , Customer Satisfaction , Customer Loyalty.
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