
Page | 
166 

Page | 166 

International Journal of                         ISSN: 3139-1249 

Sustainable Intelligent Technologies 
____________________________________________________________________________________IJSIT-22 

 
_________________________________________________________________________________________________________________________ 
© www. ijsit.org |  VOLUME-2  ISSUE-2 | APRIL -JUNE  2026  __________________________  
DOI : https://doi.org/10.5281/zenodo.20477642 

DIGITAL MARKETING STRATEGIES FOR CUSTOMER 

RETENTION IN A COMPETITIVE MARKET WITH 

REFERENCE TO AIRTEL 
 

 
#1

RAVALI VARSA, Dept of MBA, 
#2

Mr. T. RAMBABU, Assistant Professor, Dept of MBA, 

Mother Teresa Institute of Science and Technology, Sathupally, Khammam. 

 
ABSTRACT: Airtel recognizes that digital marketing alone is inadequate for establishing 

enduring relationships with customers. The company may be able to customize its offerings 

to foster more meaningful exchanges by conducting data analysis to gain a more 

comprehensive understanding of its customers' preferences. The objective of personalized 

email marketing, social media engagement, and customer loyalty programs is to establish 

enduring relationships with consumers. To ensure that products and services are both 

beneficial and satisfying for the average consumer, it is necessary to take into account 

customer feedback. The findings indicate that Airtel's digital strategy substantially enhances 

customer retention rates by emphasizing their requirements. In order to remain competitive 

and cultivate loyal consumers, Airtel must frequently evaluate and improve its marketing 

strategies. It is imperative that the organization prioritize the requirements of its consumers 

and adapt to their evolving requirements. 

Keywords: Airtel, digital marketing, customer engagement, personalization, consumer data 
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1. INTRODUCTION 

In the current competitive industry, maintaining client loyalty is one of the most difficult and 

critical objectives for firms. Currently, organizations prioritize the retention of their existing 

clientele over the acquisition of new ones. In contrast to new acquisitions, loyal consumers 

offer consistent income, efficiency, and reliability. Digital marketing is indispensable for 

retention strategies due to its capacity to leverage data and analytics to establish trust and 

recognition through personalized experiences.   

Effective strategies include targeted email marketing that is based on interests, customer 

loyalty programs that encourage repeat business, and social media participation that 

establishes communities. Clients can gain a genuine appreciation for the value of their 

relationship with the organization by employing these methods. One of the components of 

retention is the promotion of long-term loyalty by providing exceptional service and reducing 

client attrition. Faster service, customized solutions, and data-driven interactions all 

contribute to consumer satisfaction. Companies can improve their communication, problem-

solving, and relationship-building efforts by utilizing platforms such as Service Cloud. 

Customer satisfaction increases as churn decreases.  
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Statistical evidence substantiates the significance of these methodologies. In 2023, Statista 

discovered that 78% of consumers are cognizant of the factors that influence their loyalty to a 

company. Through the implementation of analytics, businesses can offer consumers 

predictive services, targeted discounts, and personalized experiences, thereby converting 

them into brand advocates. Speak up to enhance performance and growth in the long term.   

In order to maintain customer loyalty, businesses must prioritize client requirements while 

concurrently encouraging innovation and creativity. Businesses can increase their income and 

client lifetime value by consistently converting one-time clients into loyal followers. 

 

2. DIGITAL MARKETING STRATEGIES 

Search engine optimization (SEO) 

Search engine optimization (SEO) investments can improve the visibility of your website for 

industry-specific keywords and phrases. By increasing the quantity of keywords that you 

optimize for, you can increase the visibility of your website and business. 

Pay-per-click (PPC) advertising 

Paid search advertising implements the auction procedure. 

In order for your advertisements to be displayed in pay-per-click advertisements, you must 

bid on specific keywords. Your advertisements will be displayed to all individuals who 

conduct searches for the keywords you specify. When an individual conducts a web search, 

these advertisements are displayed prior to the search results.  

Content marketing 

The objective of digital content marketing is to entice and retain consumers by disseminating 

valuable information. Customers who desire additional information may access blog posts, 

infographics, and videos. 

If you operate a ski or snowboard business, you may wish to compose an essay that 

delineates the fundamentals for a novice skier or snowboarder. Another alternative is to write 

an essay that discusses the maintenance of snowboards and the requisite equipment to 

improve skiing skills. 

Email marketing 

Email marketing is a digital marketing strategy that can be employed to attract new 

consumers and retain existing ones. 

The primary objectives of email marketing are to acquire new consumers and retain existing 

ones. This approach is highly effective in encouraging consumers to return, as it enhances 

their awareness of the brand and facilitates their identification with it. 

Networking through Social Media 

The primary objective of social media advertisements is to enhance brand recognition and 

sales. A social media marketer's aspiration is to utilize these networks extensively. 

 Facebook 

 Professional connections  

 The Pinboard 

 Instagram is a photo-sharing application. 
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Voice search optimization 

Voice search capabilities have been enhanced and are now accessible on all of your 

organization's websites, irrespective of their age. The primary objective should be to achieve 

the top of the search results or to appear in the prominent sections of Google's search results. 

Siri and Amazon Echo are not the sole digital assistants that display pertinent content in 

response to voice inquiries. When Siri or Alexa is asked, "How can I eliminate odors from a 

dishwasher?" they will emphasize specific features. 

Video marketing 

A greater number of individuals will view your videos, resulting in increased brand exposure 

and increased revenue. The success of your business's video marketing campaigns will be 

contingent upon your ability to produce educational and engaging videos that resonate with 

your target audience. 

Account-based marketing (ABM) 

Account-based marketing (ABM) is an effective digital marketing strategy that enables you 

to interact with businesses that are complementary to your brand. This business-to-business 

(B2B) strategy can attract new consumers by advertising to significant accounts. 

Your company's marketing and sales departments can collaborate to develop more precise 

marketing materials for specific accounts. 

Web design 

Website design is frequently disregarded as a distinct component of digital marketing. The 

design of a website significantly influences numerous factors, including content marketing 

and site SEO. Nevertheless, we considered site design to be significant enough to include it in 

our list. 

 

3. LITERATURE SURVEY 

Pereira, M. de S., de Castro, B. S., Cordeiro, B. A., et al. (2025) : Pereira and colleagues 

conducted a review of 300 papers published between 2021 and 2024 to ascertain the methods 

by which contemporary companies cultivate client loyalty. The three most critical variables 

that significantly influence client retention are trust, fresh products, and personalization. 

Recent developments in artificial intelligence and big data have enabled the creation of 

immersive online experiences. The findings underscore the importance of omnichannel 

strategies in ensuring that consumers have a consistent experience across all channels.  

Romagia, R., Indrayani, I., & Damsar, D. (2025): According to Romagia and others, retention 

initiatives are centered on the perceived value of consumers. Researchers discovered that 

digital marketing substantially increases retention by utilizing quantitative approaches and 

structural equation modeling to improve consumers' perceptions of digital transactions. 

Research indicates that the utilization of focused contacts, rapid communication, and 

specialized knowledge can reduce attrition.  

Emma Richards  (2024): According to Romagia and others, retention initiatives are centered 

on the perceived value of consumers. Researchers discovered that digital marketing 

substantially increases retention by utilizing quantitative approaches and structural equation 
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modeling to improve consumers' perceptions of digital transactions. Research indicates that 

the utilization of focused contacts, rapid communication, and specialized knowledge can 

reduce attrition.  

David Smith 2024: Smith's retention strategy for email marketing is founded on automation, 

segmentation, and rapid distribution. Split testing and metric analysis are two straightforward 

methods for incrementally improving performance. The probability of consumers returning 

and making additional purchases is significantly increased by the receipt of interest-based, 

targeted emails and offers.. 

Sarah Thompson (2023): Thompson asserts that personalization is one of the most critical 

components of retention. Her personalized content, suggestions, and advertisements were 

developed through the integration of data analytics and audience segmentation. AI-powered 

personalization fosters long-term relationships and increases customer retention by 

establishing stronger emotional connections between businesses and their consumers. 

Emily Nguyen 2023: According to Emily Nguyen, effective retention campaigns are 

contingent upon the establishment of robust client relationships. She provided you with an 

overview of the ways in which the client's comments can assist you in determining their 

needs and desires. Organizations can identify issues and develop solutions by collecting 

information through surveys, focus groups, and feedback forms. By actively listening to and 

acting on consumer feedback, prominent companies can improve their products and services 

and retain a greater number of customers.  

James Carter (2022): James Carter promoted customer loyalty programs as a strategy for 

maintaining customers in highly competitive marketplaces. He stated that early access, 

discounts, or reward points are genuine incentives that enhance consumer loyalty and 

retention. Gamification elements and data-driven rewards enhance the excitement and 

enjoyment of shopping. Customers are elated when reward schemes are effectively 

communicated through digital media.  

Laura Kim  (2022): Laura Kim asserts that an omnichannel strategy is necessary to guarantee 

that clients receive the same experience across all channels. Providing exceptional service 

across all channels and maintaining consistent communication are the fundamental 

components of client retention, as she defined. The identification and implementation of 

solutions to issues are facilitated by the receipt of input from multiple sources, while the 

provision of immediate support across all platforms is facilitated by integrated customer 

service.  

 

4. STAGES OF DIGITAL MARKETING STRATEGY 

Plan 

The initial evaluations for digital marketing enhancement must be data-driven. Dashboards 

facilitate the monitoring of key performance indicators and the updating of data and insights. 

Conduct a comprehensive online investigation. Managers and marketers can achieve the 

organization's primary objectives by employing data-driven digital marketing strategies. 

Reach 
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The year 2022 may witness modifications to search engine results pages and structured data. 

Utilize cutting-edge strategies to promote your digital marketing strategy and attract a greater 

number of customers. Stay informed about the latest trends and enhance your EAT 

(Expertise, Authority, and Trustworthiness) to attract a greater number of followers. In order 

to attract local clients, it is necessary to modify your keyword strategy to accommodate the 

increase in local voice queries. 

Act 

The year 2022 may witness modifications to search engine results pages and structured data. 

Utilize cutting-edge strategies to promote your digital marketing strategy and attract a greater 

number of customers. Stay informed about the latest trends and enhance your EAT 

(Expertise, Authority, and Trustworthiness) to attract a greater number of followers. In order 

to attract local clients, it is necessary to modify your keyword strategy to accommodate the 

increase in local voice queries. 

Marketing content 

Four pillars are essential for effective content marketing: engagement, education, incentive, 

and conversion. 

UX/CX (user experience) 

To enhance client engagement with your website or social media, it is essential to remain 

informed about the most recent advancements in web design and graphical user interfaces. 

These methodologies have stimulated the subject's interest.  

Convert 

The primary goal of any digital marketing strategy should be to increase conversion rates. 

Regardless of whether a company is predominantly online or offline, nurturing and 

remarketing strategies can increase conversion rates and motivate customers to complete 

transactions. 

Engage 

Customer data from a variety of online, email, and social media platforms can be integrated 

into laser-focused marketing campaigns to deliver a more personalized experience. Currently, 

digital marketers have access to a multitude of tools that enable them to monitor user 

behavior. 

 

5. RESULTS 

1. Which digital marketing strategy is most effective in retaining Airtel consumers? 
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INTERPRETATION: The survey revealed that 20% of customers preferred display 

advertisements, while 65% preferred concentrated email marketing. Search engine 

optimization was prioritized by 5%, while social media advertising was only accentuated by 

10% of respondents. 

2. What is the extent to which Airtel can maintain customer loyalty through 

transparency? 

 

 
INTERPRETATION: According to the research, blog posts that offered valuable 

information were preferred by seventy percent of respondents. Customer comments (5% of 

the total attention) were given significantly less attention than product reviews (15%) and 

promotional offers (10%). 

3. What resources does Airtel have at its disposal to assess consumer behaviors and 

cultivate loyalty? 
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INTERPRETATION: Over 85% of respondents considered customer relationship 

management software to be indispensable. Out of the total number of respondents, only 10% 

identified themselves as specialists in Google Ads, 3% in CMSs, and 2% in social media tool 

scheduling. 

 

6. CONCLUSION 

Client retention can be significantly impacted by an effective digital marketing strategy in the 

current competitive business environment. Businesses can improve consumer engagement 

and loyalty by providing distinctive experiences through targeted communication and data 

analytics. The development of customer connections is facilitated by the integration of 

engaging content, implementing loyalty programs, and engaging with consumers on social 

media. Remarketing strategies, targeted customer service, and extensive feedback collection 

can be employed to resolve issues and satisfy customers' expectations. In crowded 

marketplaces, it is essential to optimize for mobile and establish communities to ensure that 

consumers feel appreciated on all platforms. Businesses can achieve success in both the short 

and long term by employing these strategies to cultivate a loyal customer base. 
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