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Objective: The present study was conducted to investigate the effect of factors that affect
the intention of customers to use the cash gift loyalty program in the online purchases of
DigiKala company, and for this purpose, the integrated theory of acceptance and use of
technology 2 was used.

Method: This research will be practical in terms of survey data collection method and in
terms of how far the expected results can be extended in the field of marketing in the real
world. The collection of information in the current research was done by library and field
methods. The statistical population of this research includes the customers of the esteemed
company DigiKala in Tehran, and due to the lack of access to the list of DigiKala
customers, a simple random sampling method was used (from the audience of DigiKala
social networks). Finally, the sample size was calculated using Cochran's formula of 384
people.

Results: Based on the results of the research, out of the 14 hypotheses proposed in this
research, 9 hypotheses (according to the geographical location chosen for the distribution
of the questionnaire) have been confirmed.

Conclusions: The results show that performance expectation, effort expectation, social
variables, motivation, habits, ease of use, personal ability, perceived risk, behavioral
aspects and facility conditions affect customers' intention to use the cash refund program in
online purchases. Also, facility conditions, habits and intention to use are effective on
customers' behavior of using the cashback program in online purchases.
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Introduction

Today, information and communication technologies have transformed traditional commerce
at an ever-increasing pace. This has affected the strategies of sellers to promote their products
more quickly and has changed traditional marketing strategies to adapt them to the new
environment. At the same time, online shopping has become increasingly popular around the
world. The increase in Internet access and the growing popularity of online shopping, the
rapid growth of e-commerce, and the tendency of e-businesses to adopt different strategies
have brought about digital marketing. Since the acceptance of online stores in Iran is
increasing day by day due to the creation of suitable platforms, the present study studies the
digital goods online store, which is known as one of the most widespread online retailers in
Iran. The present study can help online retailers and online stores to understand the factors
affecting customers' behavior in using websites and services, and to engage customers by
adopting policies and taking appropriate actions to attract customers and achieve their long-
term and short-term goals. Accordingly, considering the importance and necessity of studying
this issue in online stores, the main objective of the present study is to investigate the factors
that affect customers' intention to use the cash gift loyalty program of Digikala Company in

online purchases.

Method

According to the mentioned purpose for this research, descriptive correlation method has been
used. Also, in terms of data collection method, the research is a survey type, and it will be
practical in terms of how far the expected results can be expanded in the field of marketing
products and services in the real world. The statistical population of this research is the
customers of Digikala Company who order their required products online. Conducting any
practical research requires spending money and time. For this reason, there is no possibility of
a complete survey of the society in the form of a census; Therefore, considering such a reality,
researchers try to associate probabilistic information with the original population through
sampling, using analysis of the data obtained about the sample. In this study, due to the
unavailability of the list of Digikala customers, a simple random sampling method was used
(from the audience of Digikala's Instagram and Telegram channels). Because the size of the
population of this study is unknown and most of its variables are qualitative, Cochran's
formula for unlimited populations was used to determine the required sample size, and the

sample size was calculated to be 384 people. To measure reliability, an index called the
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reliability coefficient is used, whose size is usually a variable between zero and one. A
reliability coefficient of zero indicates no reliability and a reliability coefficient of one
indicates complete reliability. In this study, Cronbach's alpha method was used to determine
the reliability of the instrument. Cronbach's alpha coefficient is used to measure the one-
dimensionality of attitudes, judgments, opinions and other categories that are not easy to

measure.

Results

The results of data analysis showed that performance expectations have a positive and
significant effect on customers' intention to use the cashback (gift) program in online
purchases from Digikala Company; therefore, this hypothesis has been confirmed. In fact, this
item shows that customers who use cashback programs believe that their use of these
programs is influenced by their perception of the benefits they obtain through shopping from
websites. The positive and significant effect of facility conditions on customers' intention to
use the cashback program in online purchases from Digikala Company is also consistent with
the results of the research of Mohammadian et al. (2010). In fact, by confirming this
hypothesis, it can be said that consumer participation in this field (online shopping and using
loyalty programs) is greatly influenced by infrastructure conditions, which can include
computers, internet, online customer support, and necessary knowledge and skills (Singh &
Matsui, 2017). It was also found that intention to use has a positive and significant effect on
the behavior of customers using the cash gift program in online purchases from Digikala, and
this hypothesis has been confirmed. Behavioral intention is the extent to which an individual
has made a plan to take or not take a specific action in the future, which by confirming this
hypothesis, it can be concluded that behavioral intention has also been used in many studies

as an indicator that stimulates motivation for actual future behavior.

Conclusions

According to the results of this study, it is suggested that marketers and advertising designers
focus on user- centered designs to promote the benefits of using such programs (cash gift).

Marketing campaigns to promote the benefits of using the cashback program (cash gift)
should also consider the daily activities of consumers in order to provide useful functions; so

that people find the use of such websites useful for their daily purchases. In addition, using
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this space leads to faster tasks and actions of users, and thus the effectiveness of such
programs in the online shopping space is clearly and transparently expressed to users.

Since the higher the expected effort, the more customers are willing to use the cash gift
program, it is suggested that the more people learn and evaluate the online shopping process,
the more they will be willing to shop online. Digikala website should pay more attention to its
site design and try to design it as simply as possible for shopping on its platforms so that more
customers can search for the product they want with a few simple clicks and easily purchase
it.
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