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ARTICLE INFO ABSTRACT
Article Type: The purpose of this study was to investigate the factors affecting customers'
Original Research stickiness to DigiKala online store based on the role of their perceived value.

In this research, an attempt was made to investigate the effect of customers'
perceived value on their stickiness and their purchase intention in DigiKala
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Perceived Value this study revealed that the perceived value of customers affected their
E-commerce satisfaction and trust. In addition, satisfaction and trust had a positive and
Digikala significant effect on user’s stickiness to online stores. Finally, the findings

demonstrated that stickiness had a significant effect on customers purchase

. intention from DigiKala online store.
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EXTENDED ABSTRACT

Introduction

Online businesses are developed around the world and every business is trying to take
advantage of the merits of the virtual environment. In recent years, all retailers have been
moving towards online selling because it offers numerous benefits such as cost savings, time
savings, and shopping from anywhere. In the field of online shopping, creating deep and
stable relationships with customers is essential for online stores. In this regard, increasing
the stickiness, satisfaction, and flexibility of customers is very important. Based on this, the
key to the success of online retail is trying to attract and retain customers. In order to attract
and retain customers, it is necessary to identify factors affecting their loyalty. In the online
environment, retailers are seriously focusing on repeat customer visits and purchases.
Website stickiness is defined as the ability of the website to keep customers online and
increase the duration of the visit. A website is sticky when customers visit it repeatedly and
spend more time than a regular user on a website. Stickiness is defined as the amount of
time that a user spends on an electronic retail website, whether in one visit or several visits.
Stickiness is defined as the ability of a website to motivate online customers to stay or return
to the website. A longer visit can increase customer engagement and gives users more time
to complete purchase transactions. Thus, the purpose of this study was to investigate the
factors affecting customers' stickiness to DigiKala online store according to the role of their
perceived value.

Methodology

In terms of purpose, the research method was applied and, in its method, it was
descriptive research. In this paper, the data-collection tool was a researcher-developed
questionnaire that was developed based on the review of the literature. The reliability of the
questionnaire was evaluated and confirmed based on Cronbach's alpha coefficient and
combined reliability. In order to evaluate the validity of the questionnaire, the questions
factor load and the Average Variance Extracted (AVE) were calculated, which indicated the
validity of the research. The statistical population of this study consisted of customers of
DigiKala in Yazd and using available sampling methods, 327 acceptable samples were
collected. Structural equation modeling was used to analyze the data. In this regard, the
collected data was analyzed using SPSS 19.0 and Smart PLS 2 software.

Results and discussion

Today, many websites and online stores are competing with each other. To win this
competition they must focus on repeat visits, visit duration and repeat purchases of
customers. While consumers visit hundreds of pages, they typically stay on the site for 15
seconds to 1 minute before exiting to a new website. Therefore, one of the most important
factors that should be taken into account when creating an online store is designing the
website in such a way that it attracts the attention of consumers so that they spend more
time on the site. Attempting to keep the consumer to stay on the website involves creative
and strategic thinking. This study attempted to investigate the online consumer's stickiness
to DigiKala's website with an emphasis on their perceived value. The results show that the
user's desire to stick to a website plays an important role in influencing online purchase
intention. In this way, the user's stickiness to the DigiKala website is strategically important.

574



Journal of Technical and Vocational University Special Issue 2022, Vol. 19, p. 573-595

According to the findings, it can be said that perceived value had a significant effect on
customer satisfaction (f = 0.79, t = 36.54). In fact, the perceived value of shoppers can
increase customer satisfaction in online retailing. The results also showed a positive and
significant impact of perceived value on customer trust ( = 0.63, t = 17.42). The results
illustrated that satisfaction and trust had a significant and positive impact on customer
stickiness (8 = 0.65, t = 14.53), (B = 0.16, t = 3.57). Finally, the results showed a positive and
significant impact of customer stickiness on purchase intention (8 = 0.83, t = 40.45).

Conclusion

User’s stickiness to online stores was the main focus of this research. In three main steps,
the issue of customer stickiness to the website was addressed. In the first step, the impact
of customers' perceived value and its dimensions such as monetary value, service
performance value, social value, convenience value, and emotional value on customer
satisfaction were investigated. In the second step, a look at the effect of the customers'
perceived value and its dimensions on the customers' trust in the website, and in the third
step, the effectiveness of the customers' satisfaction and their trust on the customers'
stickiness to the website were investigated. Finally, the effectiveness of the customers'
stickiness to the website on the buyers' intentions was investigated. To carry out the above
steps, the research objectives were determined first, and then the hypotheses were
formulated. Based on previous related research, the conceptual model of the research was
drawn .The results indicated that the user's stickiness to a website plays an important role
in online purchase intention. In this way, the user's stickiness to the DigiKala website was
strategically important. The findings of this study revealed that the perceived value of
customers affected their satisfaction and trust. In addition, satisfaction and trust had a
positive and significant effect on users’ stickiness to online stores. Finally, the findings
showed that stickiness had a significant impact on customers’ purchase intention from
DigiKala's online store.
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