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Abstract

This study aimed to analyze the impact of digital marketing tools namely the
website, search engines, social media platforms, email, and smartphones on improving
customer experience at Mobilis. The study adopted a descriptive approach by conducting
a field study using an online questionnaire distributed to a sample of 386 Mobilis
customers. Data were analyzed using the Structural Equation Modeling method based on
Partial Least Squares (PLS-SEM) with the SmartPLS4 software.

The findings revealed a positive effect of all digital marketing tools on enhancing
customer experience, with email and smartphones emerging as the most influential tools.
The results also showed that the integration of various digital marketing tools significantly
contributes to improving the quality of customer experience. In light of these findings, the
study recommends adopting an integrated digital marketing strategy that ensures the
coordinated use of different digital tools, in order to enhance customer experience and
strengthen customer satisfaction and loyalty toward Mobilis.

Keywords : Digital marketing Digital marketing Tools. Customer experience

ATM Mobilis company.
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lalia) pe i dasial) 4ud)l) gyl o e

36

sl Lelsi e eml Byl e s alige o nd

37

s¢ally gl g Gulngdd duddyl) cilendl) o (o

38

il dupas it L)l ilardll plasiad of el

39

dadd)ll gl e Guluge ga s e Loyl il

40

Slads b Gulusal Dbl clendl) o o

41

Sis Gulise ilard aladil A haa) Jeadl

42

43

dupal) zigad cilajia i3 Galdl

Outer loadings

CX1

0.694

CX2

0.736

CX3

0.692

CX4

0.715

CX5

0.806

CX6

0.819

CX7

0.850

CX8

0.771

CX9

0.803

CX10

0.800

CX11

0.789
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(adlal)
CX12 0.850
EM1 0.794
EM2 0.809
EM3 0.811
EM4 0.831
EM5 0.718
EM6 0.715
MM1 0.754
MM2 0.729
MM3 0.785
MM4 0.772
MM5 0.843
MM6 0.832
MM7 0.699
SE1 0.705
SE2 0.867
SE3 0.891
SE4 0.851
SM1 0.681
SM2 0.738
SM3 0.827
SM4 0.834
SM5 0.852
WS1 0.785
WS2 0.797
WS3 0.788
WS4 0.816
WS5 0.718
WS6 0.744
WS7 0.764
Cronbach's Compo_s_ite Compo_s_ite \g\ﬁgﬁgg
alpha reliability reliability extracted
(rho_a) (rho_c) (AVE)
A b 0.871 0.874 0.903 0.610
HIASN) a8 gl 0.875 0.875 0.903 0.571
S gl 0.888 0.891 0.913 0.601
eSS 0.940 0.942 0.949 0.607
gl @il aa 0.848 0.848 0.899 0.692
Sy Jual gl ad) ga 0.846 0.851 0.891 0.623
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Gadall

-

s | | S s | |
9 A Cad) Selaay) IR | S| g
SIS adsal) 0.781
Gagll cls aa 0.693 0.756
Sy Jual gl ad) ga 0.750 | 0.662 0.809
SIAN 0.691 0.625 0.775 0.779
S gl 0.699 0.695 0.679 0.633 | 0.832
O A 0.716 0.696 0.688 0.668 | 0.743 | 0.789
Original sample Sample
() mean (M) P values| 2.5% | 97.5%
sl Lai<- e AN 0.889 0.888 0.000| 0.857 0.914
Osl &ad <o A adgal 0.863 0.864 0.000| 0.831 | 0.892
Osl Aad <o SM g 0.881 0.882 0.000| 0.850 | 0.908
sl Lai<- dayll s aa 0.856 0.856 0.000] 0.822 0.886
Os) dad <o Jual gil) adl ga 0.000
eyl 0.870 0.869 0.836 0.897
R-square R-square adjusted
Os ) 4 0.629 0.628
f-square
O3l i< Ag AN 3 0.375
Gl i< g adsall 0.292
Osl Lad <o SN gl 0.348
OnHA Aadice dagll als aa 0.274
05 Lt <o elday) Jual gill ad) ga 0.310
Q?predict RMSE MAE
Gs) 4 0.352 0.518 0,402
Original | Sample | Standard -
sample mean | deviation ( O-I;SS:[lii[t)IISEt\Iz; valuez
(O) (M) | (STDEV)
Gl Adad< S AN al 0.889 0.301 0.087 4,943 | 0.000
Osl dad <o Je AN ad gl 0.863 0.162 0.079 5.276 | 0.000
Osl) Ayt SY) g 0.881 0.176 0.091 4.832 | 0.000
sl Lad<- Gyl clSjaa 0.856 0.318 0.092 4.218 | 0.000
Ol Aai<e Jual il ) ga
Sy 0.870 0.301 0.087 3.705 | 0.000
Original Sample 22?/?;?;2 T statistics P
sample (O) mean (M) (STDEV) (|O/ISTDEV)) values
> 0s & ad
) g 0.793 0.794 0.026 6.115 0.000
Pyl
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