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1. Activist
2. Erdogmus and Tatar

3. Osei-Frimpong and McLean




AD m e AL e 8 Lo slockoly 3 Bookis sy (61t (gobrus Joko Ky drasg?

Lousy Liey

[543,
ojlw

J (B i

(235k

e bl = RSU e
ol sl wol_eb|
43[9'5?‘)5_..: LJ}_.m
A.Jl.:?ud—] I—flﬁ 5o
L e jo s
(Celopy a

Splbos lis ®

St g bl e slaos
ool _wla b es %
(b)) slags,5lé
;.;Yj_.am S ) )l
5o algros—
—p s
Js—aze 0By (o) p
G S g >ge
(Jyaxe

L b, b—slse
9 g «ledbl a 5Ls
Sy tleiz 394
T W) J)o L_,,_i:l_.<>.‘\> > |
(i Lo S5y
i394y 5L
JL99) liwge slass
(( Baus

dosiome ay s (5,50)
6)‘L_.ak5)L_>.d (ORI At
e el B el
K-S ‘|°L—‘-’ OQ}__.I
G

szl L oal ),
9 00— S )0 (GAiedg—w)

1. Follower
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1. Bowden

2. Busalim et al.
3. Participation
4. Bilro et al.
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1. Jahn and Kunz
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1. Solem

2. Carvalho and Fernandes
3. Flow experience

4. Gémez et al.

5. Leckie et al.

6. Loureiro et al.
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1. Martinez-Lépez

2. Mollen and Wilson

3. Verhagen
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1. Wu et al.

2. Vohra and Bhardwaj
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1. Escapism
2. Harrigan

3. Self-Brand Connection

4. Yesiloglu et al.
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1. Exploratory Sequential Mixed Method
2. Creswell and Creswell
3. WeAreSocial
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1. Braun and Clarke
2. Basic Theme

3. Organizing Theme
4. Global Theme
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1. Exploratory Factor Analysis
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1. Confirmatory Factor Analysis
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1. Squared Multiple Correlation
2. Average Variance Extracted
3. Construct Reliability



VEoY bl oY §yod (o> 593 ek S y3h0 dolidiad m A

0I5 G puan b L yo uzs 35 CFA  EFA & bgs yo gulis ¥ Jso

M=\FY) [EED)
CFA EFA
.Y .Y T . ’ .
CR | AVE | SMC | 23 | X5 | W b ouilojl 3 LY
<IOAY NEF | NN Monl
SVEY | WY [ Y[ VY | GAYS | IME Mon2 solo slaes S
VY [ BAY [ AN Mon3 Sleop S
AR Infl i 33 ¢
G | Y BN | A | Y | e Inf2 "i’;;; 3
Al <NO- <IAF- Inf3 3
NY | AYA | A Nov_V1 2
<AV~ A [ efY [ eNvEe | LAY | eMaA [ Varl V2 slbgss 3
V| A | Ve Var2_V3 r
N RS INY Timepl | fses loor S #}
NAY | e [ | e | AW | M- | Timep2 5 “i’j, k|
N T Timep3 S 7 °
SV | A | A% Invi _
DWE | Y [T | WA | Ae | -AYE Inv2 e
Caeadlie
Bitat 2N AT Inv3
P | AR Usefl ) (Sl 05
-A-Y - IVO® <AV <00 | <IAVE | -/AY- Usef2 Wals )
-I55% SNV | VEE Usef3 (o9 o 3
TPAR | - | NAY Seffpol | Yowsr | T | 3
MY | A [ RE | We | MR | aY [ Seffpo2 S 5 2
WY [ AR | oYY Selfpo3 (g5 & Zoed 3
< JOAY SNFE | AV Expl rd
P78 i YA 'Z W IS S I e T X 2 IRY/VA ¢ Exp2 ot ,;L
ey | evas | -Ave Exp3 Y ‘3
N2 RS 7 Lml F1 | oSy °
<NV - [6Y N R R RS Lm2:F2 Rzt
T | e | Ao Rem3_F3 s
SNYA | CJASA | Y Cogl
< IAFA -50) COVY | NOY [ NV | c/AYE Cog2 b
<158 AV [ Cog3
NN NEY | -NOE Affl
SNYD | ABY | VY Aff2 . SIS o S yliino
A I e e e IR AT ikl 55k o
SN0 | -IAF. NVF Aff4
50 | YA | VA Behl
JAVA | eNes | eso0 | Aed | ey | cAYVE Beh2 s,
JADA | eAYY [ evey Beh3

Bartlett’s test: KMO=0.791; y*= 2623.926; df=666; Sig=0.000
CMIN/df = 1.360; CFI =0.936; RMSEA = 0.051; SRMR=0.0531

1. Self-Competence

2. Self-Liking
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1. Self-presentation
2. Status consumption
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ABSTRACT

1. Introduction

In today's world, the real mission of organizations is fulfilling the needs
and demands of customers and providing solutions that lead to their
loyalty (Yavas, 2009). Brand loyalty is an important business strategy to
achieve long-term success and a deep psychological commitment for
repurchasing and patronage of one or more items (Gdrska-Warsewicz
and Kulykovets, 2020). Interactive marketing of products and services is
considered as one of the significant and influential factors in the
formation of customer loyalty and also an important concept in
marketing to maintain and develop customer loyalty that its main goal is
developing relationships with them (Jahanzaib, Niazi, Hamid, and
Ghaffar, 2018). Interactive marketing can influence brand fascination.

Brand fascination is a basic emotional and completely positive attitude
toward a specific brand that translates into emotional attachment and
related behavioral factors (Qorbanzadeh et al. 2020). Besides, brand
loyalty in the long term leads to institutional reputation and attracting
customers. Organizational reputation is important for attracting new

customers. This shows loyalty to organizations that have better economic
performance and reputation (Mahmood and Haider, 2020). Accordingly
the purpose of this research is answering this question that, what is the
mediating role of brand fascination and organizational reputation on
brand loyalty in Lorestan Post Bank?
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2. MATERIALS AND METHODS

The research method is applicable in terms of purpose and it is a
descriptive survey research in terms of nature. The statistical
population of this study is customers who have used the services of
Post Bank in the branches of Lorestan province for at least one year,
which are assumed to be unlimited due to their uncountability. The
sample size was set at 384 people for an unlimited community. Also,
Non-Probability Sampling Method was used. Four standard questions
were used to collect data about demographic characteristics and 44
questions were related to research variables. Data were analyzed in
two parts; descriptive statistics using SPSS23 software and inferential
statistics using structural equation modeling and Lisrel software. The
guestionnaires related to interactive part were taken from; John, Janda
and Mosley (2011), brand fascination from Batra, Ahoya and Bagozzi
(2012), organizational reputation from Loma-Aho (2008) and brand
loyalty from Koster and Lim (2003).

3. RESULTS AND DISCUSSION

Tablel. Description, Reliability, and Validity Role of research variables

, Cronbach's | Elongation | skewmess | 2 -

AVE alpha coefficient | coefficient Average Veriable

44 5 542 -230 3.79 Trust

47 .69 -438 -.103 375 commitment

48 64 -138 -377 3.69 | Communications | [nferactive
— ared val marketing

48 70 -223 -.184 3.84 Shared value components

65 62 -474 -.183 385 Empathy

49 64 -.042 -397 372 interrelationship

12 90 021 357 3.78 interactive marketing

76 92 -.190 -200 381 brand fascination

61 87 700 -762 391 Institutional reputation

.68 91 533 -433 3.99 brand loyalty
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According to the tablel, results indicate that the medium observed
(experienced) average is more than 3. The values show the normality of
data distribution for all variables. The value of Cronbach's alpha is
greater than 0.7 and the value of extracted variance (AVE) is greater
than 0.5.

Table2. The final values (fitting) of the research

F | e | cm | wwm | NE | AcE | om | ewmr | MSE | g | P
A indices
96 90 96 96 91 83 31 73| 015 | ves Amt”““
Confir | Confir | Confir | Confir | Confir | Acceptabl | Confir | Confir | Confir | Confir Result
m m m m m e m m m m

According to the results of Table 2, the final research model has a good fit.

Table 3. The results of research hypotheses

The result S
of the Slgulflrcauce Pi.“.h Hypothese Row
q level coefficients -
hypothesis
Confirm Direct 7/92 Direct 0.53 Interactive marketing on brand loyalty with the 1
Indirect 6/17 Indirect 0.46 mediating role of brand fascination
Confirm Direct 81/10 Direct 0.77 Interactive marketing on brand loyalty with the 5
Indirect 95/3 Indirect 0.75 mediating role of organizational reputation N

The results of this research indicated that if Post Bank makes an effort
to quickly solve the problems and dissatisfaction of customers and
provides suitable solutions to deal with customer complaints, it will
make customers loyal to the Post Bank brand. The customers' positive
mentality of Post Bank's personnel makes them able to trust them, and
also the reliance of the customers on the employees in important
matters and the establishment of long-term relationships with the
employees makes the customers feel pleasant and belong to Post
Bank. Employees should create mutual respect in interaction with
customers and actively solve customers' issues and problems, be
friendly and respect the customers' dignity, so that they would be
encouraged to use the bank's services and the services offered by the
bank would be attractive to customers. Employees regularly and
continuously introduce the new services of the bank to the customers
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and provide them correct, up-to-date and timely information, so that
the customers understand the Post Bank services and take the lead in
using them. Post Bank's environment should be in a way that
customers feel safe in interactions with employees and establish
intimate, friendly and respectful relationships with them, which will
increase loyalty to Post Bank among customers.

Keywords: brand loyalty, interactive marketing, brand fascination,
organizational reputation, Postbank.
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ABSTRACT

1. INTRODUCTION

In the realm of brand culture, customer management is silent and it is
generalized to identify the progress of a brand among the target
community. Unfortunately, today most brands in Iran have forgotten
the impact of their brand culture on customers, and this has caused
stagnation in their sales. In order to deal with this issue, spreading the
brand culture will be the solution to this issue. This research, by
determining and studying the factors influencing the formation of
brand culture in the field of agriculture and industry of Iranian
customers, trys to find a set of values and beliefs that the brand is
surrounded and can establish proper communication with customers
and identify them.

2. MATERIALS AND METHODS

This research is an exploratory mixed research method in terms of
research approach. In the first stage or the stage of "recognition and
explanation of the research plan", the preparation of the research plan,
the preliminary study of the theoretical foundations related to the
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2.Payam Noor University, Public Administration and Political Science;
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research in the field of identifying the influencing factors in the
formation of the brand culture were examined. In the second stage,
that is, the stage of identifying the components and designing the
model (qualitative research), according to the findings of the first stage
of the research, the interview questions were compiled at the
beginning. In the third stage, which is called the development of
research tools and model testing, first the identified components were
examined in order to confirm or reject them using the confirmatory
factor analysis method. The statistical population of the research
includes Moghan agricultural and industrial units in Parsabad, Moghan.
The statistical population in the qualitative section includes experts
from Moghan agriculture and industry units in Parsabad, Moghan, and
the sampling method was purposeful and snowball. According to the
Cochran formula, 289 experts and employees of Moghan Agriculture
Company were selected as the statistical sample of the research. In this
research, according to the application of exploratory combined
methods, qualitative and quantitative data analysis methods have been
used. The method of data analysis in the qualitative part is the
theoretical coding method (taken from the theme analysis method). To
analyze the quantitative data in this research, confirmatory factor
analysis was used to determine the validity of the instrument, and path
analysis and structural equation model were used to test the model.
SPSS 23 and Lisrel 8.3 software were used for data analysis.

3. RESULTS AND DISCUSSION

Factors affecting the formation of brand culture in Moghan Agriculture
and Industry are presented based on the conditions of the units of
Moghan Agriculture and Industry Co. that fix it. In this research, the
dimensions of "product features, customer relationship management,
market orientation, organizational capabilities, and human resource
competencies" are considered effective factors in the formation of
brand culture in Moghan agriculture and industry. The findings in the
guantitative section show that the correlation coefficient between
research variables is positive and significant at the level of 0.01. The
tested model was determined to investigate the factors influencing the
formation of brand culture along with the standardized values on each
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path. The findings show that the path coefficient of factors affecting the
formation of brand culture is positive and significant at the level of 0.01.
The path coefficients of product features, customer relationship
management, market orientation, organizational capability and human
resource competence have a positive and significant effect on the
formation of brand culture, and 78% of the variance of brand culture
formation is explained by the research model. Also, the fit indices
obtained for the tested model in Table 29-4 show that the RMSEA index
in the estimated model has an acceptable level of 0.064 and other fit
indices such as CFl, GFI, NFI and AGFI are respectively equal to 0.98,
0.94, 0.96 and 0.92 that are all at a suitable level. It shows that the data
of this research has a good fit with the factor included in the structure
of this model.

4. CONCLUSION

Research findings on factors influencing the formation of brand culture
in Moghan agriculture and industry is consistent with the results of
Bentviser and Lapsanasky (2008), Yang (2010), Brenser and Eppler
(2010), Lund Madsen (2010), Leslie (2011) ), Zhang Jiyun (2013), Maden
et al. (2013), Haley and McDang (2013), Korshad Tefakchi et al. (2014),
Whitmer (2015), Schroeder et al. (2015), Azizi et al. (2011), Ebrahimi
and Mansouri (2013), Hosni et al. (2013) and Hamidizadeh et al. (2013).
In their research, these researchers have proven the effect of variables
of product characteristics, customer relationship management, market
orientation, organizational capabilities and human resource
competencies on the formation of brand culture.

Keywords: Brand Culture, Moghan Agriculture, Human Resources,
Marketing.
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ABSTRACT

1. INTRODUCTION

Clothing brand relies more on marketing for sales in comparison with
other brands and today's consumers are more influenced by clothing
brand values. Therefore, marketing professionals in this industry
struggle to describe the right image (Gazzola et al., 2020, p. 3). It should
be mentioned that customers' attitudes toward the marketing mix
(price, product, distribution, and promotion) are different in their
behavior and styles of buying clothes. In addition, it can be said that
clothing is one of the most important non-verbal signs affecting the
interactions between buyer and seller, which creates dignity for the
working person and his job (Morris et al., 2021, p. 259). It is interesting
to know how each generation has a different attitude towards the
marketing mix. Marketers often segment consumers by age. The basic
point is that people of the same age have similar life experiences and
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therefore share many common norms, political, historical and
economic environment regardless of country (Hoyer & Maclnnis, 2007,
p. 124). In this regard, the main purpose of this study is to identify
generations regarding consumer behavior and explain it with the
emphasis on the marketing mix.

2. MATERIALS AND METHODS

This research is in the category of applied and developmental research
and in terms of nature, it is in the category of descriptive-survey
research. In terms of data certainty, it is considered mixed
(quantitative-qualitative) and its strategy is the Q method. The
statistical population in the qualitative part includes identified
individuals from each different generation and in the quantitative part
are all consumers of the clothing market. The sample size was
determined to be 253 people through the multi-stage cluster random
sampling method. First, a questionnaire related to the generations was
developed and distributed in 7 provinces of the country, and after
collecting data, its analysis was performed through Spss software, using
a cluster analysis test. Then, after extracting the generations, to find the
mentalities of each generation, 75 in-depth interviews were used by
purposive sampling method. In addition, 47 Q cards were selected and
provided to the participants using the Q method. Finally, Q factor
analysis was examined to extract the mental patterns of each
generation.

3. RESULTS AND DISCUSSION

Findings showed that the first generation has a mental model of
idealists and expectant, the second generation; Value-based, realists
and reliabilism, the third generation; satisfaction, friendly appearance,
quality orientation, convenience and personalism, and generation, and
the fourth; traditionalists, perfectionists, and complainants. In the
section of interviewing with the experts in the field of marketing, two
mental models (achievement and specialists) emerged. It is worth
noting that people with an achievement mindset are looking for the
right choice and focus all their thoughts and attention on their own
choice to make the best choice. Finally, specialists are the most careful
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and strict in purchases that are related to their expertise. Usually, they
act very carefully and obsessively in shopping.

4. CONCLUSION

It can be concluded that gaining a better understanding of the styles of
the fashion world among different generations is very important;
Because by recognizing the attitude of these generations regarding
marketing mix and shopping behaviour, the players of the clothing
market can compile and implement the strategies of the clothing
manufacturing companies and by giving importance to the factors of
marketing mix and consumer buying behaviour, seek more benefits as
they are useful. Also, this research will mainly help recognizing different
generations including their growth time as well as their characteristics,
lifestyle, and attitude of the group and finally it will affect their
marketing mix pattern. On the other hand, the findings showed that,
clothing manufacturing companies should be aware of the effect of
marketing mix factors of each generational groups; expand the product
market, be able to compete with other manufacturing companies; and
finally gain more profit and market share.

Keywords: Generations Variation, Consumer Behavior, Marketing Mix,
clothing Brand
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Developing a Three-Dimensional Model of Antecedents
and Outcomes of Consumer-Brand Engagement on Social
Networking Sites: A Mixed-Method Approach

Fereshte Rastyl, Seyed Mohammad Tabataba'i—Nasab*z, Seyed Mahdi
Alhosseini AImodarresiS, Saeid Saeida Ardekani“, Mojtaba Poorrezaei’

ABSTRACT

1.INTRODUCTION

Nowadays, social media has become a relevant tool for communication
between consumers and brands. On the one hand, the brand can
generate and post its content in these media and attract the attention
of consumers, and on the other hand, consumers can communicate
with the brand and even generate brand-related content and share it
with others (Buratti et al., 2018).

One of the behaviors that consumers show in the online environment is
engagement. Engagement occurs in two forms, passive and active.
Passive behavior occurs when the user only consumes information and
content and does not create interactive content. But active behavior
occurs when the consumer contributes to brand-generated content, or
creates brand-related content. Brand Pages provide a platform for
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consumers to engage with brands through consumption (e.g., reading
or watching), contribution (e.g., liking, commenting, ...) and creation
(e.g., posting a story including brand-related content) (Mantinga et al.,
2011).

In previous studies, several antecedents and outcomes for online
consumer-brand engagement have been investigated. But so far,
according to Barger et al. (2016), no consistent framework has been
presented to categorize these antecedents and outcomes empirically.
In addition, few studies have addressed the issue of consumer brand
engagement in the restaurant industry (e.g., Kim and Stepchenkova,
2021). Therefore, this study aims to identify the antecedents and
outcomes of consumer engagement with brands on SNSs in the
restaurant industry in three dimensions of consumer, society, and
brand. It is accomplished in the qualitative phase, and then in the
guantitative phase, the proposed model is examined. Such
categorization can help businesses identify different consumers and
provide strategies to involve them in content creation and value co-
creation.

2.MATERIALS AND METHODS

In the qualitative phase, a semi-structured interview was conducted
with 46 Instagram users who were followers of restaurant and coffee
shop brand pages, and then via thematic analysis and with the help of
four marketing experts, basic themes were divided into organized and
global themes in three dimensions of consumer, society and brand, and
then, they were categorized as the antecedents and outcomes of
engagement.

In the quantitative phase, based on the organized themes obtained
from the qualitative phase, a questionnaire containing 127 questions
with a 5-point Likert scale was designed and then examined by four
marketing experts. After conducting the pilot and EFA, a total of 241
data were collected and a CFA test was conducted to check the validity
of the questionnaire, and then, path analysis was performed to
examine the model through which the causal relationships between
engagement and its antecedents and outcomes were confirmed.
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3.RESULTS AND DISCUSSION

According to the results of qualitative and quantitative research, the
antecedents and outcomes of the consumer dimension are functional
motives, hedonic motives, self-esteem, and consumer knowledge. The
antecedents and outcomes of the society dimension are status-seeking,
social influence, need for affiliation, altruism, susceptibility to social
influence, and social interaction. The antecedents and outcomes of the
brand dimension include brand satisfaction, brand trust, brand
evangelism, and brand co-development. Besides, with regard to the
results of path analysis, some other relationships were proposed to
increase the model fit indices.

4.CONCLUSION

At the consumer dimension, hedonic and functional motives,
respectively, influence engagement. Therefore, brands should provide
entertaining and interesting content as well as informational and
remunerative content to stimulate consumers’ hedonic and functional
motives. With regard to the outcomes, the higher the engagement, the
greater the consumer knowledge and self-esteem. In addition,
consumer knowledge can influence self-esteem as well. At the society
dimension, since status-seeking and social influence have higher
impacts on engagement than other items, companies should benefit
from celebrities and also ask their followers to invite their friends to
interact with the page. With regard to the outcomes, engagement has a
positive effect on social interaction and susceptibility to social influence.
In addition, this susceptibility can influence social interaction as well.

At the brand dimension, brand satisfaction and brand trust affect
engagement respectively, which can lead to brand evangelism and
brand co-development. Besides, brand evangelism can influence co-
development as well. Since brand satisfaction has a higher impact on
engagement, brands should focus on satisfying consumers either by
offering high-quality food/services or by posting real, interesting, and
informative content on their pages.

Keywords: Consumer-Brand Engagement, Social networking sites,
Mixed-method Approach.
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INVESTIGATING THE MEDIATING ROLE OF BRAND EQUITY
IN THE IMPACT OF SOCIAL MEDIA MARKETING ACTIVITIES

ON CUSTOMER RESPONSE
(Case study: Dorsa luxury brand)

Hossein norouzi*", Soheila khoddami’, Seyed sajjad jaIaIi3
ABSTRACT

1.INTRODUCTION

The development of social media has made business owners think
about these media as a tool to communicate more with customers and
introduce their products and services. One of the major challenges in
this area is measuring the impact of social media marketing activities on
a brand's success (Alam & Khan, 2015). Therefore, institutions and
organizations must believe that any action to maintain customers is a
useful and beneficial action; Because most of the research shows that
the cost of attracting new customers is much higher than maintaining
current customers; Customers are considered a big challenge for
companies that are concerned about maintaining and developing their
competitive position in the market (Norouzi & Beigi, 2020). In order to
have a market share, luxury brands intend to create special value for
customers by conducting marketing activities in social media because it
paves the marketing path for specific customers; Therefore, the factors
that can create value for the brand of the organization should be
identified. According to the above explanations and the increasing
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importance of using social media in businesses as well as the
importance of brand equity, the purpose of othe present research is to
investigate the effect of social media marketing on customer response
considering the mediating role of brand equity in luxury brands.

2. MATRIALS AND METHODS

The present research is an applied research based on the purpose.
Because it examines the mediating role of brand equity in the effect of
social media marketing activities on customer response in luxury
brands, the results of which can be used for companies producing
luxury products. The statistical population of this research includes
social media users who follow the official Darsa brand pages in these
media. In this research, in order to determine the sample size, the
number of statistical samples required for the research has been
calculated based on Klein's method. Klein believes that in exploratory
factor analysis, 10 or 20 samples are necessary for each variable. In this
research, the sample size is equal to 200, and the selection of research
samples has been done by available sampling. A questionnaire was
used to collect data. Composite reliability was used to measure the
reliability of the questionnaire, and convergent validity with the
Average Variance Extracted (AVE) test was used to measure the
validity. In this research, the structural equation model has been used
to check the hypotheses of the research and Smart PLS software was
used for data analysis.

3.RESULTS AND DISCUSSION

Based on the results of significant value and path coefficients, social
media marketing has a positive and significant effect on customer
response and brand equity. Also, brand equity has a positive and
significant effect on customer response. Because the significance value
of all direct hypotheses of the research is greater than 95% at 95%
confidence level. Also in this study to test the fourth hypothesis of the
study, the Variance Accounted For (VAF) index or the inclusion of
variance has been used. According to the obtained numbers, it can be
concluded that brand equity has a full mediating role in the impact of
social media marketing activities on customer response in luxury
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brands. It means that the presence of the mediating variable has an
effect on the relationship between the independent variable and the
dependent variable.

4.CONCLUSION

In today's competitive markets, luxury brands intend to create special
value for customers by conducting marketing activities in social media
in order to have a market share because it paves the marketing path for
specific customers; Therefore, the factors that can create value for the
organization's brand should be identified. According to the above
explanations and the increasing importance of using social media in
businesses as well as the importance of brand equity, the effect of
social media marketing on customer response has been investigated
considering the mediating role of brand equity in luxury brands.
According to the results of the research, it is suggested that companies
and organizations should introduce their own products and services by
using these media and influence and advertise through social media
such as Instagram, Facebook and other Iranian platforms. Because in
these medias it is possible to share opinions and views and people can
use this possibility to use the experiences of other people. Also,
companies and organizations are advised to use social media to
introduce the brand and its different aspects to customers. Because
when customers understand the brand better, they will be able to
create a common meaning with it in their minds and will be more loyal
to it, and as a result, the value of that brand will increase. As a result of
these activities and presence in these medias, organizations can create
more trust in the minds of customers and establish a better relationship
with their brand and organization.

Keywords: Brand Equity, Customer Response, Luxury brands, Social
Media Marketing.
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PATTERN OF FACTORS AFFECTING CUSTOMER
RESISTANCE IN INDUSTRIAL MARKETS

Vahid Nasehifarl*, Mahnaz Lari®
ABSTRACT

1-INTRPDUCTION

Today, all businesses need to consider several factors to achieve
success and gain a favorable market share against competitors in
competitive markets. Also, the needs and expectations of customers

have increased. So, companies should pay more attention to the factors

that influence the purchase decision of customers through satisfying
the needs of the customers and creating loyal customers for their
organizations. (Heidenrich, 2013).

As a result, due to the increasing number of competitors as well as the
presence of different products and services, suppliers must try to
maintain their customers through increasing commitment and long-
term relationships. They should also attract other competitors'
customers who resist about their offers (Rusta and Akhlaghi, 2017).
Customer resistance is a combination of various factors that cause
customers to show resistance to change (Linqvist, 2019). Resistance to
change is based on people's perceptions about the new situation.
Factors such as commitment, dependence, and loyalty are considered
factors that reduce a person's resistance to change (Pick and Eisend,
2013). In another definition, resistance occurs when a person does not
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have sufficient awareness of the perceived value of the new situation
(Lingvist 2019).

This research aims to examine the theoretical foundations of customer
resistance in industrial markets and collect the factors affecting
customer resistance. Considering the research gap and the lack of
sufficient number of researches in this field, studying the problem of
customer resistance is theoretically essential.

2-MATERIALS AND METHODS

In this article, Meta Synthesis method is used. So, the results of
previous documents and researches have been categorized and
combined, and a new model and framework has been presented in the
field of industrial resistant customer management. The purpose of the
meta-combination method is to create a new interpretation of the
findings. During the analysis, the researchers search for the factors and
findings related to the research topic to achieve a new model through
the classification and combination of the results of different articles.
After determining and identifying the factors of each article, the
researchers classify the findings in specific and similar categories. The
classification of concepts in similar categories is called coding.
Therefore, in order to combine the results, the coding method was
used, which is explained below. Coding is done in three stages,
including open coding, focus coding and selective coding (Danaeifar and
Emami, 2016).

Table 1 - Three Level of Coding In Meta Synthesis

Open coding Focus coding Selective coding

Financial Cost of Change

Cost of Change

The Cost of Losing the Current

Relationship Cost Of Change Financial Factors

The Cost of Searching for
Information

Company Brand Image

Trust in Supplier or Brand Supplier Brand

Credibility

Perceived Brand Value Perceived Factors

Credit of The Supplier Loyalty To The Supplier

Loyalty to the Current Supplier
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Open coding Focus coding Selective coding

Technical Risk

Flexibility of Offers

Perceived Technical Complexity Ease Of Use

of Use Technical Factors
Product Innovation .

New Technology New Innovation

Technical Risk

3-RESULTS AND DISCUSSION

After three level of coding, we find three main factors that affect the
industrial customer resistance that includes

1: Economic factors: A set of factors are related to cost factors. These
factors indicate the costs incurred by customers in case of accepting the
supplier's offer or changing their supplier, and as a result, they resist the
new company's offers due to the incurred costs.

2: Perceptual factors: A set of factors that are defined as perceptual
factors in this research are related to factors such as brand, supplier
credit, brand value, etc.,, which affect the relationship between
customers and suppliers and cause customer resistance. For example, if
customers feel that the reputation of the supplier's brand is not
favorable, they will resist the companies' proposals or choose new
suppliers.

3: Technical factors: Sometimes customers resist the company's products
and services because of lacking enough expertise and knowledge to
use the products.

Technical
Factors

Perceived
Factors

Industrial
Customer
Resistance

Financial
factors

Figure 1. Model of Research
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4-CONCLUSION

According to this research, customer resistance is one of the
challenges facing B2B and B2C companies, but because of the
importance  of  organizational purchases, larger purchase
volumes, higher amounts, and also the strong communication in
industrial markets, industrial companies should pay more
attention to customer resistance in the industrial market.
Nowadays, due to the intense competition and the existence of
various brands, the effort to attract and maintain new
customers is one of the critical factors affecting the success of
industrial companies.

According to the mentioned materials, the factors found from
previous researches based on Meta Synthesis method provided
a model of factors including economic, perceptual and technical
factors that should be managed to reduce industrial customer
resistance.

Due to the novelty of the subject, there were not enough
sources in domestic and foreign databases, and most of the
existing researches were about customers' resistance to new
innovations. Therefore, this research has been done only as a
basis for further research. Also, in order to conduct future
research, it is suggested to investigate the factors affecting
customer  resistance  through  in-depth  interviews  with
customers and industrial business managers and experts in this
field. For this purpose, it is suggested to use the Grounded
Theory method with the aim of finding a practical model based
on new factors that affect the customers' resistance.

Keywords: Industrial Customers, Customer Resistance, Resistant
Customer Management.
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