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The Impact of Corporate Social Responsibility Practices
on Customer Loyalty in the E-Commerce Sector:
ALMane20230@gmail.com A Field Study on GCC Platforms

Kingdom of Saudi Arabia

Abstract

This study aimed to analyze the impact of Corporate Social Responsibility
(CSR) practices on customer loyalty in the e-commerce sector across the Gulf
Cooperation Council (GCC) countries, while uncovering the mediating roles
of customer trust, customer satisfaction, and corporate reputation in this
relationship. The study comes in the context of the rapid growth of the GCC
e-commerce sector, which reached USD 584.8 billion in 2025 and is expected to
reach USD 2,081 billion by 2034 at a compound annual growth rate of 15.15%,
making understanding the determinants of customer loyalty a strategic priority
for platforms operating in this competitive sector.

The study employed a descriptive-analytical approach with a quantitative
method, collecting data through an electronic questionnaire distributed to
a sample of 1,248 customers using major e-commerce platforms in six Gulf
countries (Saudi Arabia, UAE, Qatar, Kuwait, Bahrain, Oman). CSR was measured
through four main dimensions: the economic dimension, the legal dimension,
the ethical dimension, and the philanthropic/humanitarian dimension, based
on Carroll’'s model. Data were analyzed using Partial Least Squares Structural
Equation Modeling (PLS-SEM) via SmartPLS 4, in addition to SPSS 28.

Results showed a statistically significant positive impact of CSR practices
on customer loyalty (B = 0.347, p < 0.001), and revealed significant partial
mediating effects of customer trust (B = 0.218), customer satisfaction (B =
0.196), and corporate reputation (B = 0.173). At the dimensional level, the
ethical dimension was most influential on loyalty (B = 0.284), followed by the
philanthropic/humanitarian dimension (B = 0.241), the economic dimension
(B = 0.198), and finally the legal dimension (B = 0.142). The results showed
that the overall model explains 62.4% of the variance in customer loyalty (R? =
0.624), a high explanatory power.

The study also revealed statistically significant differences in the perception
of CSR practices attributable to demographic variables (age, educational
level, income), where younger customers (18-34 years) and more educated
customers showed greater sensitivity towards CSR practices. The results did
not show substantial differences attributable to gender. The comparison
between countries showed that Emirati and Saudi customers were the most
affected by CSR practices in their purchasing decisions.

The study concluded with a set of recommendations, most notably: the
need for GCC e-commerce platforms to adopt integrated and authentic CSR
strategies that go beyond cosmetic activities, to focus on the ethical and
humanitarian dimensions as the most influential, and to invest in building trust
and corporate reputation as the main channels for converting CSR into loyalty.
It also recommended developing transparent disclosure mechanisms for CSR
practices and linking them to the values and cultural and religious identity of
Gulf society.

Keywords: Corporate Social Responsibility; Customer Loyalty; E-Commerce;
Customer Trust; Customer Satisfaction; Corporate Reputation; Gulf Cooperation

Council; Structural Equation Modeling.
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