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Abstract 

Customer retention has emerged as a strategic imperative in contemporary marketing, offering significant advantages in 

cost efficiency, profitability, and long-term brand equity. This study presents a systematic literature review of 42 

quantitative, peer-reviewed studies published over the past decade, aiming to identify the key determinants that drive 

customer retention across various sectors and digital platforms. The findings reveal that customer retention is influenced 

by a combination of cognitive (e.g., satisfaction, perceived value), affective (e.g., trust, emotional engagement), and 

technological (e.g., platform usability, personalization) factors. Traditional constructs such as service quality and 

customer satisfaction remain foundational, while digital-era determinants like flow experience, e-service quality, and 

social influence are increasingly relevant. The review also highlights critical gaps, including a lack of longitudinal 

research, underrepresentation of non-Western contexts, and limited integration of emerging technologies like AI and 

omnichannel systems. By synthesizing these themes, the study provides a comprehensive framework for understanding 

customer retention and offers directions for future research and managerial practice. The insights support a 

multidimensional and dynamic perspective of customer loyalty, underscoring the need for integrated strategies that align 

relational, experiential, and technological components. 

Keywords: Customer Retention, Customer Satisfaction, Service Quality, Customer Engagement, Loyalty Intention. 

1. INTRODUCTION 

In today’s hypercompetitive, digitally transformed marketplace, customer retention is no longer just a 

marketing objective, it is a strategic imperative. Organizations across industries recognize that retaining 

existing customers is more cost-effective and profitable than acquiring new ones, especially given rising 

customer acquisition costs and diminishing brand loyalty in an increasingly choice-saturated environment 

(Ascarza et al., 2018; Alkitbi et al., 2020). The long-term value of a retained customer extends beyond 

repeated purchases; it includes higher customer lifetime value, reduced marketing spend, increased cross-

selling potential, and stronger word-of-mouth promotion (Alnaim et al., 2022; Alshamsi et al., 2021). The 

emergence of digital technologies and omnichannel service platforms has redefined the way customers 

interact with businesses, making retention a complex and multidimensional construct. Customers today 

expect seamless experiences across physical and digital touchpoints, ranging from mobile apps to AI-

powered service bots, which shape their perceptions of service quality, convenience, and trust (Chauhan et 

al., 2022; Almobarak, 2022; Guerola-Navarro et al., 2024). These interactions are no longer limited to 

transactional exchanges; they are deeply embedded in emotional, behavioral, and contextual variables such 

as engagement, satisfaction, and perceived value (Bilro et al., 2023; Dovaliene et al., 2015). As a result, 

understanding the determinants of customer retention now requires a holistic, empirically grounded 

perspective that integrates psychological, technological, and service-related factors. 

Despite the growing relevance of retention in both academic and managerial contexts, the literature 

remains fragmented. Numerous studies investigate specific antecedents like satisfaction (Fernandes, 2018), 

trust (Chahal & Rani, 2017), service quality (Hapsari et al., 2017), or e-loyalty (Herrando et al., 2018), but 

they are often limited by sector-specific, region-specific, or concept-specific scopes. Additionally, many of 

these studies fail to distinguish retention as a unique construct from loyalty, advocacy, or engagement, 

leading to conceptual ambiguity (Arrigo, 2018; Lim & Rasul, 2022). This fragmentation poses significant 
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challenges for theory development and makes it difficult for practitioners to extract actionable insights. To 

address these challenges, this study conducts a systematic literature review (SLR) of quantitative research 

published between 2015 and 2024 that empirically examines the determinants of customer retention. By 

focusing exclusively on quantitative studies, the review ensures that the findings are statistically validated, 

generalizable, and methodologically rigorous (Snyder, 2019). Drawing on structured screening and coding 

processes, the study identifies 43 core retention themes derived from an initial sample of 115 peer-reviewed 

journal articles, spanning diverse sectors including e-commerce, banking, education, healthcare, hospitality, 

and telecommunications. 

This review is guided by three key research questions, what are the primary determinants of customer 

retention identified in recent empirical studies? How can these determinants be categorized into 

meaningful theoretical and practical frameworks? What are the dominant research models and 

methodologies employed in studying customer retention? The study aims to make several important 

contributions to the field. First, it presents an integrative taxonomy of retention drivers, classifying them 

into stimulus-driven (e.g., service interface, sensory cues), consumer-driven (e.g., trust, satisfaction, 

motivation), and contextual/environmental factors (e.g., switching costs, social norms, digital channel 

design). Second, it identifies gaps and underexplored areas in the literature, such as the impact of emerging 

technologies (AI, personalization), socio-cultural influences, and long-term customer behavior dynamics 

(Ngai & Wu, 2022; Rosário & Dias, 2023). Third, it provides actionable insights for practitioners, helping 

businesses understand how to optimize their digital touchpoints, enhance relational quality, and foster 

long-term loyalty (Kumar & Pansari, 2016; Rosado-Pinto & Loureiro, 2020). 

In an age where customer expectations are dynamic, technology is ubiquitous, and competition is fierce, 

understanding what truly drives retention is essential for both academic theory and practical success. This 

review not only contributes to consolidating fragmented knowledge but also lays the groundwork for future 

research that can better align with the realities of the digital and post-pandemic consumer landscape. 

2. METHODOLOGY 

This study applied a systematic literature review (SLR) methodology to comprehensively examine and 

synthesize empirical findings on the determinants of customer retention. The SLR approach is a structured, 

transparent, and replicable process that enables scholars to consolidate fragmented knowledge, identify 

theoretical patterns, and highlight research gaps (Snyder, 2019). To ensure empirical rigor, the present 

review was limited exclusively to quantitative studies, thereby focusing on statistically validated insights that 

can support theory development and practical application across industries. A multi-database search strategy 

was employed to identify relevant literature. The search was conducted across Scopus, Web of Science, 

ScienceDirect, Emerald Insight, and Google Scholar, ensuring comprehensive coverage of high-quality, peer-

reviewed research in marketing and customer relationship management. Keywords included Boolean 

combinations such as “customer retention,” “customer loyalty,” “e-service quality,” “customer satisfaction,” 

“trust,” “digital engagement,” and “brand commitment.” The search was restricted to articles published 

between 2015 and 2024, reflecting recent developments in consumer behavior, digital service ecosystems, 

and customer relationship strategies. 

The inclusion criteria were narrowly defined to ensure conceptual focus and methodological consistency. 

Only quantitative studies that employed empirical techniques, such as survey research, regression analysis, 

structural equation modeling (SEM), or path analysis, were considered. The selected studies needed to 

examine customer retention as either the primary dependent variable or as part of a broader loyalty or 

relationship model (Alnaim et al., 2022; Almobarak, 2022). Studies were excluded if they were qualitative, 

conceptual, editorial, case-based without statistical analysis, or did not address retention directly. 
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Additionally, studies focused solely on customer acquisition or unrelated marketing constructs were 

removed (Alkitbi et al., 2020; Alshamsi et al., 2021). 

Following the PRISMA framework, the study adopted a four-stage screening process. The initial database 

search retrieved 526 records. After the removal of 87 duplicates, 439 articles were retained for title and 

abstract screening. During this phase, 283 studies were excluded based on thematic irrelevance or failure to 

meet the methodological criteria. A full-text review was conducted for the remaining 156 articles, of which 

114 were further excluded due to conceptual ambiguity, weak empirical focus, or lack of retention-related 

variables. Ultimately, 42 peer-reviewed quantitative articles were included in the final dataset for thematic 

synthesis. Following the identification and selection of the final 42 quantitative studies, a systematic data 

extraction process was conducted to capture critical metadata and analytical content from each article. The 

information extracted included the publication year, authorship, geographical focus, industry context, 

research design, sample size, statistical methods employed, theoretical frameworks, and, most importantly, 

the specific variables or constructs identified as determinants of customer retention. This standardized 

approach facilitated consistent comparison across studies and enabled the subsequent thematic 

consolidation process (Snyder, 2019). 

Each study was carefully reviewed and coded using a structured template to document the operational 

definitions, measurement tools, and statistical relationships related to customer retention. Many studies 

relied on established models such as the Technology Acceptance Model (TAM), SERVQUAL, or 

relationship marketing frameworks, offering insights into key constructs like e-service quality, customer 

satisfaction, and trust (Alnaim et al., 2022; Özkan et al., 2020; Fernandes, 2018). Others employed unique 

models tailored to specific sectors such as mobile commerce, higher education, or digital banking, 

illustrating the diversity and contextual specificity of retention research (Alshamsi et al., 2021; Chauhan et 

al., 2022). The initial coding yielded over 80 unique variables across the 42 articles, reflecting the broad 

conceptual range of the field. These included factors such as emotional loyalty, switching costs, system 

usability, brand trust, customer engagement, service personalization, and social media influence. To reduce 

redundancy and improve clarity, these constructs were grouped into thematic clusters through a two-phase 

coding process: an inductive open-coding phase, followed by a deductive axial-coding phase that linked 

recurring constructs under broader thematic umbrellas (Banyte & Dovaliene, 2014; Bilro et al., 2023). 

This thematic synthesis resulted in the identification of 43 consolidated determinants, which were then 

classified into three major categories based on their conceptual orientation and locus of influence. The first 

category, stimulus-driven factors, includes external and perceptual elements such as interface design, 

responsiveness, sensory appeal, and omnichannel service delivery (Herrando et al., 2018; Özkan et al., 

2020). The second, consumer-driven factors, encompasses internal psychological constructs such as 

satisfaction, trust, engagement, loyalty intention, and emotional commitment (Almobarak, 2022; Fernandes 

& Esteves, 2016; Chahal & Rani, 2017). Finally, contextual and environmental factors refer to broader 

market conditions, digital platform types, cultural settings, and peer or social influence dynamics (Chauhan 

et al., 2022; Kumar & Pansari, 2016). 

This methodical categorization not only enhances the interpretability of the findings but also lays the 

groundwork for the conceptual framework presented later in the study. The rigor and transparency of the 

data extraction and thematic analysis process ensure that the results reflect both the empirical frequency 

and the theoretical significance of each retention determinant, thereby offering valuable insights for both 

academic inquiry and managerial application. All included studies underwent a methodological quality 

assessment based on criteria adapted from Snyder (2019). Studies were evaluated for theoretical clarity, data 

integrity, sampling rigor, and statistical transparency. Only those that demonstrated methodological 
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robustness and provided clear, interpretable findings on retention were included. The remaining 42 studies 

represent a high-quality, cross-disciplinary evidence base that informs the framework of determinants 

developed in this review (Chauhan et al., 2022; Fernandes & Esteves, 2016; Kumar & Pansari, 2016). 

Through this rigorous process, the methodology ensures that the insights generated from this review are 

both empirically valid and relevant to advancing academic theory and informing real-world customer 

retention strategies. 
 

 

 

 

Figure 1: The Systematic Review Process 
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3. DETERMINANTS OF CUSTOMER RETENTION 

An analysis of the 42 quantitative studies included in the systematic literature review reveals a multifaceted 

landscape of determinants that influence customer retention. These determinants fall into four thematic 

categories: (1) satisfaction and service-related constructs, (2) trust and value perceptions, (3) customer 

engagement and emotional drivers, and (4) technological and contextual factors. The distribution of these 

themes reflects the prominence and complexity of retention strategies across various industries and 

platforms. 

Table 1: Literature Review Matrix 
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1 Alnaim et 

al. (2022) 
✓ ✓   ✓ ✓ ✓          

2 Almobarak 

(2022) 
✓    ✓ ✓ ✓          

3 Özkan et al. 

(2020) 
✓  ✓  ✓  ✓          

4 Herrando 

et al. (2018) 
✓ ✓     ✓   ✓ ✓      

5 Bilro & 

Loureiro 

(2020) 

   ✓ ✓  ✓  ✓   ✓ ✓ ✓   

6 Kumar & 

Pansari 

(2016) 

   ✓   ✓ ✓ ✓    ✓    

7 Chahal & 

Rani (2017) 
✓ ✓  ✓   ✓  ✓        

8 Fernandes 

(2018) 
✓  ✓  ✓  ✓   ✓       

9 Chauhan et 

al. (2022) 
✓  ✓    ✓    ✓     ✓ 

10 Alshamsi et 

al. (2021) 
✓  ✓    ✓   ✓       

11 Alkitbi et 

al. (2020) 
✓     ✓ ✓          
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12 Arrigo 

(2018) 

   ✓   ✓  ✓        

13 Ascarza et 

al. (2018) 

  ✓     ✓         

14 Banyte & 

Dovaliene 

(2014) 

   ✓ ✓    ✓    ✓    

15 Bilro et al. 

(2023) 

 ✓  ✓        ✓     

16 Haleem et 

al. (2022) 

   ✓          ✓   

17 Hapsari et 

al. (2017) 
✓  ✓ ✓             

18 Hong et al. 

(2023) 

      ✓ ✓         

19 Khosravi & 

Hussin 

(2018) 

 ✓               

20 Kowalkows 

ki et al. 

(2024) 

  ✓              

21 Lee & 

Wong 

(2016) 

✓ ✓ ✓    ✓          

22 Lim & 

Rasul 

(2022) 

   ✓        ✓     

23 Moretta 

Tartaglione 

et al. (2019) 

   ✓             

24 Ngai & Wu 

(2022) 

             ✓   

25 Özkan et al. 

(2020) 
✓  ✓  ✓  ✓          

26 Pandey et 

al. (2020) 

              ✓  

27 Rasool et 

al. (2020) 

   ✓             

28 Rosado-

Pinto & 

Loureiro 

(2020) 

   ✓             
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29 Rosário & 

Dias (2023) 

    ✓         ✓   

30 Rosário & 

Raimundo 

(2021) 

  ✓   ✓           

31 Roth & 

Bösener 

(2015) 

✓                

32 Shokouhyar 

et al. (2020) 
✓  ✓              

33 So et al. 

(2020) 

   ✓ ✓        ✓    

34 Srivastava 

et al. (2025) 

   ✓            ✓ 

35 Torkzadeh 

et al. (2022) 

   ✓   ✓      ✓    

36 Vinerean & 

Opreana 

(2021) 

   ✓        ✓     

37 Wibowo et 

al. (2020) 

   ✓        ✓     

38 Youssef et 

al. (2018) 

   ✓             

39 Chauhan et 

al. (2022) 
✓  ✓    ✓    ✓     ✓ 

40 Hapsari et 

al. (2017) 
✓  ✓ ✓             

41 Bilro & 

Loureiro 

(2020) 

   ✓ ✓  ✓  ✓   ✓ ✓ ✓   

42 Kumar & 

Pansari 

(2016) 

   ✓   ✓ ✓ ✓    ✓    

3.1. Satisfaction and Service-Related Constructs 

Customer satisfaction is widely recognized as a cornerstone of customer retention strategies and has been 

featured in the majority of the reviewed studies (e.g., Almobarak, 2022; Özkan et al., 2020). Satisfaction is 

typically defined as the outcome of a positive discrepancy between customer expectations and the actual 
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performance of a product or service. When customers perceive that their needs have been met or exceeded, 

they are more likely to continue their relationship with the service provider (Alkitbi et al., 2020; Fernandes, 

2018). Furthermore, satisfaction often mediates the relationship between other constructs such as service 

quality and loyalty intention, reinforcing its critical position in retention frameworks (Alshamsi et al., 

2021). Closely related to satisfaction is the concept of service quality, which encompasses a customer's 

judgment about the overall excellence or superiority of a service (Parasuraman et al., 1988, as cited in 

Özkan et al., 2020). In traditional and digital environments alike, high service quality contributes directly to 

satisfaction and indirectly to loyalty. In the context of digital platforms, this concept evolves into e-service 

quality, which includes elements like website usability, transaction efficiency, and security features (Alnaim 

et al., 2022; Almobarak, 2022). For example, Almobarak (2022) found that attributes such as ease of 

navigation and prompt service response significantly enhance e-satisfaction, which, in turn, boosts 

retention. 

In addition to perceived quality, expectation confirmation plays a key role in satisfaction-driven retention 

models. When service outcomes meet or exceed initial expectations, customers are more likely to renew 

their engagement with the service provider (Alshamsi et al., 2021; Fernandes, 2018). This phenomenon 

aligns with the Expectation Confirmation Theory (ECT), which posits that the confirmation of expectations 

enhances satisfaction, thereby influencing repurchase intentions and long-term loyalty. Another factor 

under this theme is the perceived value of the service, which combines both utilitarian and hedonic 

benefits. Studies such as Dovaliene et al. (2015) and Özkan et al. (2020) confirm that perceived value acts as 

a mediator between service quality and customer satisfaction, thus contributing to loyalty outcomes. When 

customers feel that the benefits of a service outweigh the associated costs, they are more likely to remain 

loyal. Together, these constructs, satisfaction, service quality, e-service quality, expectation confirmation, 

and perceived value, form a coherent framework for understanding the fundamental drivers of customer 

retention. Their widespread presence in the reviewed literature underscores their relevance across sectors 

and reinforces the need for firms to maintain consistently high service standards in order to foster long-

term customer relationships. 

3.2. Trust and Perceived Value 

Trust is a fundamental component of long-term customer relationships and was identified as a key 

determinant of customer retention in multiple studies, particularly within digital and service-dominant 

contexts (Alnaim et al., 2022; Chahal & Rani, 2017). Trust reflects a customer's confidence in the reliability 

and integrity of a service provider and reduces the perceived risk associated with continued patronage. In e-

commerce and online service environments, trust becomes even more critical due to the absence of face-to-

face interaction and the heightened concern over data security and service reliability (Almobarak, 2022). 

The presence of trust in retention models is often coupled with loyalty intention, as customers who trust a 

provider are more likely to exhibit behavioral and attitudinal loyalty (Bilro & Loureiro, 2020; Lee & Wong, 

2016). Trust also serves as a mediator between service quality and loyalty, facilitating the transition from a 

single transaction to an ongoing customer relationship. For instance, Chahal and Rani (2017) found that 

trust significantly moderated the effect of brand engagement on equity and retention, emphasizing its role 

as a stabilizing force in the customer-firm relationship. 

Closely aligned with trust is the construct of perceived value, which integrates both economic and 

psychological dimensions of customer experience. It encapsulates a consumer’s evaluation of the utility of a 

service based on what is received (benefits) versus what is given up (costs) (Dovaliene et al., 2015; Özkan et 

al., 2020). Studies show that perceived value not only enhances satisfaction but also strengthens the 

intention to remain with the provider (Fernandes, 2018; Bilro et al., 2023). For example, Alnaim et al. 

(2022) demonstrated that perceived value significantly mediates the relationship between e-service quality 
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and e-loyalty, particularly in digital service environments. Furthermore, the strategic management of value 

perception is crucial in competitive markets where switching costs are low. When customers consistently 

perceive high value, their likelihood of exploring alternatives decreases. This highlights the dual importance 

of both rational (economic) and emotional (trust-based) considerations in the formation of customer 

retention strategies. 

3.3. Engagement and Emotional Drivers 

Customer engagement has emerged as a prominent determinant of retention, particularly in service 

industries and digital platforms. Defined as a multidimensional construct involving cognitive, emotional, 

and behavioral components, engagement captures the depth of a customer’s interaction and psychological 

investment in a brand (Kumar & Pansari, 2016; Bilro & Loureiro, 2020). Engaged customers are more 

likely to form strong emotional connections, demonstrate brand advocacy, and exhibit repeat purchase 

behavior, all of which contribute significantly to long-term retention. The review highlights that emotional 

engagement, as opposed to purely transactional interactions, plays a pivotal role in fostering affective 

loyalty. Herrando et al. (2018) found that emotional responses such as enjoyment and flow significantly 

predict users’ intention to return to a website, emphasizing that customer retention is often driven by the 

emotional quality of the experience. Similarly, studies by Bilro et al. (2023) and Banyte and Dovaliene 

(2014) suggest that emotional engagement enhances perceived value and trust, creating a feedback loop that 

deepens loyalty. 

Another critical construct in this domain is brand commitment, which represents a customer’s 

psychological attachment and long-term orientation toward a brand. This attachment often translates into 

customer resistance to switching, even in the face of more attractive alternatives (Chahal & Rani, 2017). 

Brand commitment is frequently influenced by repeated positive experiences and reinforced through 

personalized communication and consistent brand messaging. 

The reviewed studies also emphasize the importance of expectation confirmation in supporting engagement 

and retention. When a brand consistently meets or exceeds expectations, it reinforces trust and emotional 

attachment, thereby reducing churn (Alshamsi et al., 2021; Fernandes, 2018). This is particularly relevant in 

digital settings where customer expectations are shaped by convenience, speed, and user interface quality. 

Additionally, flow experience, a state of optimal immersion and enjoyment during digital interactions, was 

found to enhance engagement in e-service contexts (Chauhan et al., 2022). When users experience flow, 

they are more likely to revisit platforms, recommend services, and develop habitual usage patterns that 

reinforce loyalty. Overall, emotional and engagement-based constructs play a crucial role in sustaining 

customer retention. Firms that prioritize customer-centric experiences, encourage interaction, and foster 

emotional connections are better positioned to build durable relationships. These insights underscore the 

transition from transactional to relational paradigms in contemporary marketing practice. 

3.4. Technological and Contextual Influences 

The evolution of digital platforms has significantly reshaped how businesses approach customer retention. 

Technological and contextual factors, ranging from the type of platform used to personalization algorithms, 

are now central to understanding customer behavior, particularly in online and hybrid service 

environments. One of the most salient constructs under this theme is flow experience, which refers to a 

state of deep immersion and enjoyment that users experience during their interactions with a digital 

interface. Studies such as Herrando et al. (2018) and Chauhan et al. (2022) emphasize that platforms 

facilitating seamless navigation, engaging design, and minimal cognitive effort are more likely to retain users 
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over time. Flow enhances emotional engagement and builds habitual usage, both of which are precursors to 

long-term loyalty. 

Another technological determinant is personalization, which enhances perceived value by delivering 

customized experiences that match individual preferences and behaviors (Bilro et al., 2023; Vinerean & 

Opreana, 2021). Personalized services can range from product recommendations and dynamic pricing to 

tailored content, all of which reinforce the customer’s sense of being understood and valued. When 

effectively implemented, personalization increases customer satisfaction and strengthens emotional bonds, 

thereby promoting retention. Digital platform type also influences retention, as seen in studies comparing 

mobile apps, web portals, and hybrid interfaces (Chauhan et al., 2022). Mobile platforms, in particular, 

have been associated with higher levels of engagement and repeat usage due to their accessibility and 

integration into users’ daily routines. Contextual factors such as usability, loading speed, and multi-device 

compatibility directly affect perceived service quality and loyalty intention. 

In addition to technology-driven factors, social influence and peer reviews have become increasingly 

relevant in digital commerce. Customer decisions are frequently shaped by user-generated content, 

community interactions, and online reputation systems (Wibowo et al., 2020; Bilro et al., 2023). Positive 

peer reviews and visible customer satisfaction indicators (e.g., ratings, testimonials) serve as social proof that 

reduces perceived risk and reinforces trust, thereby aiding in retention. Lastly, switching costs act as a 

deterrent to customer churn, particularly when customers have invested time, effort, or data into a platform 

(Hong et al., 2023). These costs may be financial (e.g., subscription termination fees), procedural (e.g., effort 

to migrate accounts), or relational (e.g., loss of personalized service), and their presence often enhances the 

effectiveness of retention strategies. Collectively, these technological and contextual factors reflect the 

digitalization of customer retention dynamics. As firms continue to leverage digital tools and platforms, 

attention to usability, customization, and community engagement will be essential to maintaining customer 

loyalty in an increasingly competitive marketplace. 

4. DISCUSSION 

This systematic literature review identified 42 quantitative studies that collectively offer a robust 

understanding of the multifaceted determinants of customer retention. A critical analysis of these studies 

reveals recurring patterns in theoretical approaches, empirical findings, and contextual applications. The 

review underscores the need to integrate traditional relational marketing constructs with modern digital 

engagement and technological enablers. 

4.1. Key Patterns and Themes 

Among the most dominant themes is the consistent presence of customer satisfaction and service quality as 

foundational drivers of retention. These constructs are widely studied across industries and consistently 

demonstrate positive impacts on customer loyalty and repeat purchase behavior (Alnaim et al., 2022; 

Almobarak, 2022). Satisfaction emerges not only as a direct antecedent to retention but also as a mediating 

variable between service attributes and loyalty outcomes (Özkan et al., 2020). This finding supports classical 

marketing models such as the SERVQUAL and Expectation Confirmation Theory (ECT), where service 

performance aligning with or exceeding expectations directly enhances satisfaction and subsequent loyalty 

intentions (Fernandes, 2018; Alshamsi et al., 2021). Equally important is the construct of trust, particularly 

in digital and high-risk service environments where customers must rely on intangible service cues (Chahal 

& Rani, 2017; Alnaim et al., 2022). Trust has been found to mediate or moderate the effect of perceived 

quality on retention and is vital in contexts involving data sharing and online transactions. In many 

reviewed studies, trust is linked with perceived value, suggesting that when customers believe that the 
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service provider is competent and ethical, their assessment of received value increases, enhancing retention 

likelihood (Dovaliene et al., 2015; Özkan et al., 2020). 

A third dominant theme is the increasing attention to customer engagement and emotional drivers such as 

emotional attachment, brand commitment, and affective loyalty. These constructs are reflective of a broader 

shift in retention models, from transactional logic to relationship marketing and experiential branding 

(Kumar & Pansari, 2016; Herrando et al., 2018). Emotional engagement creates deep psychological bonds 

that foster resistance to competitive switching and promote customer advocacy. Studies show that 

emotionally engaged customers are more likely to overlook minor service failures and maintain loyalty based 

on their attachment to the brand or its values (Bilro et al., 2023; Banyte & Dovaliene, 2014). The role of 

technology and contextual factors such as platform usability, personalization, and flow experience also 

emerged strongly. Digital constructs like e-service quality, usability, and personalization are increasingly 

relevant in influencing retention, especially in mobile and e-commerce contexts (Chauhan et al., 2022; 

Wibowo et al., 2020). Flow experience, a state of immersive satisfaction during user interaction, enhances 

digital loyalty by making engagement pleasurable and habitual (Herrando et al., 2018). This shows that 

retention in digital contexts hinges not only on utility but also on the hedonic and experiential aspects of 

interaction. 

4.2. Gaps in the Literature 

Despite the richness of the findings, significant gaps remain in the customer retention literature. One major 

limitation is the lack of longitudinal studies, with most research relying on cross-sectional designs. This 

limits insights into how retention evolves over time and under different life-cycle stages of the customer 

journey. Longitudinal research would allow scholars to capture the dynamic interplay between satisfaction, 

trust, and engagement across time, potentially revealing more nuanced retention mechanisms (Snyder, 

2019). Another gap is the narrow contextual focus of many studies. While the e-commerce, education, and 

banking sectors are well represented, there is limited research in sectors like healthcare, public services, and 

industrial B2B markets (Youssef et al., 2018; Guerola-Navarro et al., 2024). Similarly, many studies are 

based in Western or developed Asian economies, with few examining under-researched regions such as 

Africa or the Middle East beyond Saudi Arabia. This limits the generalizability of findings across cultural 

and institutional settings. 

Moreover, there is limited integration of emerging constructs such as artificial intelligence (AI), 

gamification, and omnichannel engagement. Given the increasing use of AI-driven personalization in 

customer interfaces, future studies should explore how algorithmic recommendations affect perceptions of 

fairness, trust, and satisfaction (Haleem et al., 2022; Ngai & Wu, 2022). The psychological impact of 

interacting with intelligent systems, and its consequences for long-term retention, remains an 

underdeveloped area of research. Finally, while many studies mention moderators such as switching costs, 

few explore interaction effects between constructs like emotional engagement and technological usability. 

There is also a lack of attention to individual-level differences such as personality traits, digital literacy, and 

generational cohorts, which can significantly influence the formation and strength of retention drivers. 

4.3. Implications for Theory and Practice 

The findings of this review contribute to both theoretical refinement and practical application. From a 

theoretical standpoint, the results support a multidimensional model of customer retention that integrates 

cognitive (satisfaction, value), affective (engagement, trust), and technological (platform usability, 

personalization) elements. This hybrid model reflects the realities of customer behavior in digitally 

mediated, competitive markets and provides a richer explanatory framework than traditional satisfaction-

loyalty paradigms (Kumar & Pansari, 2016). For practitioners, the results emphasize the need to go beyond 

https://www.theaspd.com/ijes.php


International Journal of Environmental Sciences 

ISSN: 2229-7359 

Vol. 10 No. 4, 2024 

https://www.theaspd.com/ijes.php 

 

1334  

transactional marketing and invest in relationship-building capabilities. Firms should enhance service 

quality through staff training, automate service touchpoints without losing the human touch, and design 

interfaces that foster emotional engagement. Personalization through CRM and AI systems can significantly 

improve perceived value, while trust-building mechanisms, such as transparent data use policies and 

responsive support, are essential for reducing churn (Guerola-Navarro et al., 2024; Vinerean & Opreana, 

2021). Furthermore, firms must recognize that retention strategies are context-dependent and should be 

tailored to platform type, customer segment, and industry. For instance, mobile-first strategies may prioritize 

usability and flow, while B2B retention might focus on relational trust and CRM integration. Finally, 

retention should not be viewed as a static goal but as a dynamic, lifecycle-oriented strategy that evolves with 

customer needs, technologies, and market conditions. 

5. CONCLUSION AND FUTURE RESEARCH 

This systematic literature review examined 42 quantitative studies to identify and synthesize the 

determinants of customer retention across diverse industries and platforms. The review revealed that 

customer retention is a multifaceted phenomenon influenced by an array of cognitive, affective, relational, 

and technological constructs. Prominent among these are customer satisfaction, service quality, trust, 

perceived value, and customer engagement, which collectively underpin most retention models. Emerging 

factors such as personalization, flow experience, and digital usability were found to be increasingly 

influential in online and mobile contexts (Alnaim et al., 2022; Herrando et al., 2018; Chauhan et al., 

2022). The findings highlight a significant convergence in the literature around the importance of both 

rational and emotional drivers of retention. While traditional constructs like satisfaction and service quality 

continue to play a central role, the integration of emotional engagement, platform experience, and social 

influence points to a broader shift toward relationship-centric and digitally responsive retention strategies 

(Kumar & Pansari, 2016; Bilro & Loureiro, 2020). Furthermore, the study underscores the increasing 

relevance of technological factors, particularly in e-commerce and service-dominant platforms, where user 

experience and personalization are key differentiators. 

However, the review also uncovered notable gaps and limitations within the current body of research. A 

significant proportion of studies were cross-sectional, limiting the ability to draw conclusions about the 

long-term dynamics of customer retention. Additionally, much of the research was conducted in well-

developed markets and digital settings, with fewer studies addressing underrepresented sectors and cultural 

contexts. The limited use of longitudinal data, control for individual-level variables, and integration of 

emerging technologies such as AI and omnichannel platforms suggest areas where the literature remains 

underdeveloped. Based on these insights, several directions for future research are proposed. First, scholars 

should consider employing longitudinal and experimental designs to capture the evolving nature of 

customer retention over time. This would help uncover causal relationships and better understand lifecycle 

effects in customer-firm relationships. Second, more attention should be given to sectoral and regional 

diversity. Studies in public services, healthcare, and developing economies can expand the applicability of 

current retention models and uncover context-specific determinants. Third, researchers should explore the 

interaction effects and moderating roles of constructs such as personality traits, brand attachment, and 

channel type. These could reveal more nuanced mechanisms of retention and enhance model precision. 

Finally, future research should integrate emerging technologies such as artificial intelligence, machine 

learning, and real-time personalization to understand their impact on customer trust, satisfaction, and 

behavioral loyalty (Haleem et al., 2022; Ngai & Wu, 2022). As digital transformation accelerates, 

understanding how customers perceive and respond to algorithmic interactions will be critical for 

developing effective retention strategies in the years ahead. 
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