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Extraction Method:

Principal Component Analysis.
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Abstract

The study aimed to investigate the relationship between interactive marketing and

customer satisfaction of hotels (five stars) in Damascus city.

During the study, the researcher distributed (350) questionnaire to customers' hotel

(five star) in Damascus city, and has been collecting and analyzing data and test

hypotheses by using statistical methods and statistical program (SPSS) and (AMOS).

The most important findings show that the interactive marketing contribute in build a
strong relationship between the customer and the hotel through pushing and attraction
technique that canceled the receiver customer idea and transfer it to real conversation
with customer (interaction). also, the interactive marketing offering the information
specially on evaluation stage where the customer can easy searching on the
electronic website of hotel, this feature allow the hotel to description them services

across attractive website with lower cost .

For dimension of trust, doing the service correctly at first time create the Reliability thus
the trust impact in the customer satisfaction through performance of service .also, the
commitment related on trust because support it and cause to satisfaction and loyalty.
For dimension of interaction and easy to use, the simple design, colors, interaction
content attract attention of costumer and this is appropriate for the nature of the
human person, which prefers to deal with the easiest things, not the most difficult or
complex ones. in addition, bidirectional communication affecting on customer
satisfaction through personalization the service(information from customer relationship
management, reverse feedback , statistics of web site..etc.) and send all offer that
relation with costumer interest also with last purchasing .

The researcher concluded the Study with a series of proposals and recommendations

based on the findings that: Hotels should be focusing on social networking sites and e-



mail because it consider the environment of very rich information specially in relation to
customer, and should be designing private web site and avoidance on ready models to

improve the relationship with their customer.

Keywords: interactive marketing, trust, commitment, loyalty, satisfaction,

communication bidirectional.
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