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Abstract

The study aimed to identify the impact of psychological engineering in its dimensions (sensory
awareness, thinking outcomes, behavioral flexibility, and rapport) on E-customer satisfaction in
its dimensions (website quality, mental image, perceived value, evaluation, and privacy) and
moderating role of digital customer experience for five-star hotel customers in Jordan, to achieve
the study objectives, descriptive analytical approach and questionnaire were adopted to collect
data electronically from a facilitated sample that included (384) customers in these hotels, to
process the data, structural equation modeling with partial least squares (PLS-SEM) was used.

The study found that the relative importance of all study variables was high, and that there was a
statistically significant impact of psychological engineering in its dimensions on E-customer
satisfaction, however, digital Customer experience did not enhance this Impact from perspective
of customers of five-star hotels in Jordan.

The study recommended focusing on the digital customer experience to create a seamless and
integrated user experience, this could include designing a 3D display feature on the booking
website that enables customers to examine the dimensions and specifications of hotel rooms, and
using chatbots to interact with customers and respond quickly, ensuring online satisfaction and
loyalty.

Keywords: Psychological engineering, E-customer satisfaction, Digital customer experience,
Online booking sites, Five-Star Hotels in Jordan.
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