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The Role of Customer Engagement in the Relationship Between
Customer Empowerment and Brand Loyalty: A Field Study

Abstract:

This study aimed to examine the role of Customer Empowerment
dimensions (informational empowerment and perceived control) on brand
loyalty (attitudinal and behavioral) and Customer engagement (cognitive,
emotional, and behavioral). Using Structural Equation Modeling (SEM) and
data from 408 commercial bank customers in Egypt, the Findings revealed
significant direct effects of Customer empowerment on Brand loyalty.
Additionally, Emotional and Behavioral Engagement partially mediated the
relationship between Customer Empowerment and Brand Loyalty, whereas
Cognitive Engagement showed no significant mediating effect. These
findings emphasize the strategic role of Customer Empowerment in
enhancing Customer Loyalty, highlighting the need for banks to adopt
engagement-based approaches to build lasting customer relationships.
Keywords: Customer Empowerment - Customer engagement — Brand

Loyalty
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