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Abstract
The study developed a model to examine the factors influencing
customer loyalty and positive word of mouth in the context of
electronic payment applications, by integrating both the
(Cognitive - Affective — Conative) framework and cost-benefit
theory. A total 332 valid questionnaires for data analysis were
gathered from users of electronic payment applications in
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Egypt. The study found that perceived value is positively
affected by convenience and service compatibility and
negatively affected by security risks, and that satisfaction is
affected by perceived value and influences loyalty and word of
mouth. The results also show that satisfaction mediates the
relationship between value and both loyalty and word of mouth,
and that switching cost weakens the relationship between
satisfaction and both loyalty and word of mouth. The findings of
the study help providers of electronic payment applications to
innovate and develop effective strategies to enhance
competitiveness in the market and retain current customers.
Keywords :Electronic payment applications, perceived value,
satisfaction, loyalty, word of mouth
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