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2. Corbin
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1. Principle Component
2. Varimax Rotation
3. Kaiser Normalization
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Designing A Weight Model Of Brand Value Pricing
Indicators In The Automotive Industry

Mahsa Karbalaei Hassanl, Hossein Vazifedust*z, Karim Hamdi®
ABSTRACT

The present study was conducted with the aim of providing a weight
model for pricing indicators of brand value in the automotive
industry of Iran. This research is applied in terms of purpose and
exploratory-survey in terms of approach. The statistical population
was a group of academic and executive experts who were
completely familiar with the issues of branding and brand valuation
as well as the automotive industry of Iran. Based on this and using
judgmental sampling method, 35 people were selected as a team of
research experts. In the process of identifying brand value pricing
indicators, the interview was used in the screening and classification
stages of the indicators and closed questionnaires were used to
achieve the weight model of brand value pricing indicators. In this
research, in different phases, different methods and software were
used. In the screening and classification of indicators, descriptive
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and inferential analysis methods such as mean, Kolmogorov-
Smirnov test, one-sample t-test and factor analysis were used to
perform calculations (Excel and SPSS software). In the stage of
achieving the weight model, the method of fuzzy hierarchical
analysis process (FUZZY AHP) and SuperDecision software was used.
Finally, the results of the study led to the identification of 9
dimensions (distinction, credibility, awareness, belonging, trust,
quality, loyalty, social responsibility and association) and 28 sub-
indicators and their final weight was determined.

Keywords: Brand Value, Pricing, Loyalty, Trust, Automotive Industry,
Social Responsibility.



271 ||| Abstracts of Papers in English

&>
..o s
Journal of Brand Management Alzahra University
Vol 11, Issue 2 Date of Received: 06 December 2023
Summer 2024 Date of Acceptance: 15 April 2024
Page: 191 - 230 Website: http://bmr.alzahra.ac.ir

How to Form Brand Tribalism with Interpretative-
structural Modeling Method
Ali Shariatnejadl*, Elahe Maneshdavi’, Seyedeh Maryam Mousavi Zadeh®

ABSTRACT

1. INTRODUCTION

Considering the increasing expansion of the Internet and virtual
networks, one of the most effective strategies to influence the
consumer is to present marketing messages on the Internet and
virtual space. Since social media and the online space have created a
low-cost and high-speed interactive platform for communication
between companies and consumers, it is a suitable platform for
showing customer feedback and for this reason, it can easily cause a
lot of damage to a business by using electronic word-of-mouth
advertising. Therefore, considering the undeniable power of virtual

space and social networks in sharing the experiences and opinions of
consumers, one of the important challenges that have arisen for
businesses is the issue of electronic revenge. Electronic revenge
means retaliatory behaviors of customers in order to cause damage
or loss to businesses. Since such behaviors can be very costly for
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companies, today paying attention to the phenomenon of customer
revenge has become very important. It is noteworthy that an
unsatisfied customer used to convey the negative message of her
dissatisfaction by word of mouth to ten people in a traditional way,
while in the cyber space, this negative message can be spread to
thousands of people. By mentioning the reason for their
dissatisfaction on Facebook and other social media, customers show
their desire to harm the respective company. This tendency to hurt in
response to the loss suffered is an example of the phenomenon of
revenge on the Internet, in which the message is not only visible to
other Internet users, but also easily spread. Therefore, such vindictive
messages can be considered very dangerous and considered as
weapons against the reputation and brand image of companies.
Therefore, according to the importance of the investigated
phenomenon in the success and failure of companies and brands, the
main question of the current research is, what are the reasons for the
formation of the phenomenon of customer's electronic revenge? And
based on what pattern does the phenomenon of customer's
electronic revenge appear?

2. MATERIALS AND METHODS

The current research is based on mixed research and qualitative and
guantitative in the comparative inductive paradigm, which is applied
in terms of purpose and is included in exploratory research. The
statistical population of the current research is experts including
sales and marketing managers of online stores along with
customers, and 27 of them were selected as sample members using
the purposeful sampling method based on the principle of
theoretical saturation. The data collection tool in the qualitative part
is a semi-structured interview, part of which was conducted in
person and the other part was conducted through phone call. Also,
the data collection tool in the quantitative section is the fuzzy TISM
guestionnaire. Regarding the questionnaire, it is necessary to
explain that this questionnaire was designed in the form of a matrix
[15x15], whose rows and columns are the components of the
customers' electronic revenge.
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To check the validity and reliability of the data collection tool in
the qualitative part, content method and theoretical validity and
intra-coder-inter-coder reliability were used, and its reliability was
confirmed with an agreement coefficient of 0.76 for the intra-
coder method and 0.83 for the inter-coder reliability. Also, the
validity and reliability of the data collection tool in the quantitative
part was content validity and retest reliability, the coefficient of
0.88 showing the reliability of the questionnaire. In this research,
content analysis method and coding with Atlas software were used
to analyze the data in the qualitative part. Also, for quantitative
analysis, the structural-interpretive modeling method of the whole
fuzzy has been used.

3. RESULTS AND DISCUSSION

The components of electronic revenge were identified in the
qualitative part and the pattern of the emergence of electronic
revenge was designed in the quantitative part. The findings of the
qualitative part of the research show that the disruption in product
distribution and presentation, back breaking of brand promises, brand
fraud and violation, indifference to customers' demands and
criticisms are the reasons for the emergence of electronic revenge.
Also, the results of this section indicate that the necessary platforms
for the emergence of electronic revenge are: the company's website
and social networks, virtual space and social networks, and
competitors' websites. In addition, the findings showed that negative
customer testimonials, negative electronic  word-of-mouth
advertising, negative brand storytelling, and indirect revenge and
incitement of other customers are considered different forms of
electronic revenge. Finally, the findings of the qualitative section
showed that the brand change, the spread of brand hatred, the
reduction of the power of brand conversation and brand paranoia are
among the consequences that appear as a result of the emergence of
electronic revenge.
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4. CONCLUSION

The results of the quantitative section indicate the emergence pattern
of electronic revenge in four levels. The research model is based on
four levels, including: reasons for electronic revenge, platforms for
electronic revenge, forms of electronic revenge, and consequences of
electronic revenge. Regarding the compiled model, it should be
mentioned that the reasons for the emergence of electronic revenge
should be ascertained first. After the reasons are known, the
platforms in which the phenomenon of electronic revenge occurs
should be identified. According to the various platforms for the
phenomenon of electronic revenge, such as: the company's website
and social networks, virtual space and social networks, and
competitors' websites, the phenomenon of electronic revenge may
take various forms, such as negative customer testimonials, negative
word-of-mouth advertising electronics, negative storytelling of the
brand and indirect revenge and incitement of other customers
appear. In the end, the emergence of electronic revenge in different
platforms and forms causes consequences such as brand change,
spread of brand hatred, reduction of brand discourse power, and
brand paranoia, which make the target brand and the company face
losses.

Keywords: Customer Revenge, Electronic Revenge, Online
Consumer Behavior, Fuzzy TISM.
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Identifying the Discourse Framework of Sustainable
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ABSTRACT

1. INTRODUCTION

Sustainability is rapidly becoming a viable ideology in
business (Erdil, 2013), becoming one of the most important
criteria for customer choice and stakeholder attitudes toward
brands (Vesal et al., 2021; Sheth & Sinha, 2015). There is a
tendency to use sustainability for symbolic purposes (to
increase reputation or create a public image), but does not
necessarily involve fundamental changes in the organization
(Gond et al., 2012). Even if companies have sustainability
certificates and regular sustainability reports, it may not
penetrate the organization and remain on the surface (Jaber
& Oftedal, 2020). Therefore, actions that were once seen as
justified can now be considered as unsustainable actions and
are no longer legitimate. Therefore, legitimacy is necessary as
a central role in an ecosystem, and as a process, it starts from
the individual level and expands to groups, communities and
networks (Haack & Sieweke, 2018; Haack et al, 2021;
Gustafson & Pomirleanu, 2021).
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Past research focusing on consumer markets showed that adopting
environmental sustainability practices, such as pollution prevention
and reducing energy and natural resource consumption, forces
companies to strengthen their brand equity (Chen, 2010; Chen,
2015; Olsen et al., 2014). But compared to consumer markets, the
dominant marketing activities and the economic value of marketing
activities occur in industrial markets, and the operation of industrial
companies also requires significant resource consumption and
imposes a greater burden on the environment (Kapitan et al., 2019).
Therefore, sustainability is a vital input to create a positive brand
image for industrial companies; However, despite its importance,
sustainable branding has been particularly neglected in industrial
marketing research (Vesal et al., 2021). Especially in developing
countries, where the role of branding is crucial for taking advantage
of market opportunities and gaining competitive advantages, but
the dominant frame of reference for research on industrial branding
still emphasizes developed countries (Nyadzayo et al.,, 2018).
Therefore, it is surprising that there is little research on industrial
markets focusing on the relationship between sustainability and
brand in developing countries. Because insufficient infrastructure
and socioeconomic conditions in developing countries place more
responsibility on companies for market and regional development
(Sheth & Sinha, 2015). Therefore, it is necessary to understand how
industrial companies operating in developing countries (such as
Iran) can build legitimate brands and increase market presence
through sustainable investment.

However, research that has investigated the legitimacy of B2B
sustainable brands is rare, so the present study seeks to fill the
research gap related to the legitimacy, sustainability and branding of
B2B companies in the marketing literature. On the other hand, due
to the fact that legitimacy in its current environment is evaluated by
the influence of social beliefs ,and cultural values (Suddaby et al.,
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2017), it should be evaluated differently in environments that have
different laws or religions. Also, considering the problems of climate
change related to B2B businesses in the country; it is very important
to pay attention and act to legitimize a sustainable brand. Therefore,
this research identifies the discourse framework of B2B sustainable
brand legitimacy in Iran. The purpose of this study is to show how
industrial companies can legitimize their sustainable brands for their
B2B customers.

2. MATERIALS AND METHODS

In the current research, the philosophical framework of the
positivist interpretive paradigm (Q method) was used to investigate
the concept of sustainable B2B brand legitimacy. The Q method is a
technique that enables the researcher to first identify and classify
individual perceptions and opinions and secondly to categorize
groups of people based on their perceptions (McKeown & Thomas,
2013). The main purpose of this technique is to reveal different
thinking patterns, not to count the number of people who have
different thinking.

The current research is practical in terms of its purpose, and in
terms of collecting information, it has been done with the Q
method. The statistical population of the research includes
managers of B2B businesses. Considering that in Q studies, the
sample size can be from 8 to 40 people (Khoshgooyan Fard, 2007).
In this research, 12 people who were directly related to the subject
were selected purposefully. the criteria for participants to enter the
research; There are managers of B2B industries with more than ten
years of work experience who have expertise and work experience
in B2B industries where sustainability plays an essential role.
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3. RESULTS AND DISCUSSION

Through the calculation of the score arrays of the five groups
(mental patterns), identified and also by sorting the factor arrays in
each factor (mental group), propositions that are more agreed or
disagreed in each mental group were determined. The findings of
the study indicate five mentalities; External legitimacy, pragmatic
legitimacy, normative legitimacy, instrumental legitimacy ,and
catalyst legitimacy are stable in relation to brand legitimacy.

4. CONCLUSION

The results of the present study indicate that legitimation process is
a process that includes not only the marketing function, but also the
entire organization. Therefore, B2B businesses should pay attention
to the use of employees in customer relations, because they are
basically the faces of the brand. Also, sustainable B2B brands should
be associated with positive associations; Create value for both
suppliers and customers. Branding and legitimization are actions
that can be done simultaneously.

Keywords: B2B Business, Brand legitimacy, Sustainable Branding, Q
Method.
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Pathology of Revival of Old Brands with Grounded
Theory Approach

Nastaran Ehghaghil, Sajad Naghdiz*, Alireza Fazlzadeh® ,Vahid Ahmadian®
ABSTRACT

1. INTRODUCTION
Consumers' perception of brand superiority and nostalgia plays

crucial roles in driving the purchase of revived brand products.
According to Thomas and Kohli (2009), dormant brands often retain
strong brand equity by maintaining brand awareness and a positive
brand image. Brand residual value reflects a level of passive brand
equity that influences customers' perception of the brand, allowing
marketers to appeal to a broader audience and boost company
sales. These brands continue to hold significant importance for
consumers, address brand awareness and maintain a level of
affection that many current brands cannot match (Davari et al.,
2017).
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This is attributed to the fact that many of these brands were
discontinued due to mismatches between brands and
endorsers, ineffective advertising, and poor marketing strategies
within organizations, rather than customer rejection. In today's
business landscape, companies are increasingly reviving old
brands by reintroducing updated versions of iconic brands,
either revitalizing their own struggling brands or acquired brands
from other companies (Gilal et al., 2020b). The present study
delves into the process of reviving old brands using a grounded
theory approach. It explores the key challenges in revitalizing old
brands in Iran and offers fundamental solutions for them.

2. Matterials and Methods

The current research is goal-oriented and utilizes a qualitative analysis
method, specifically employing the grounded theory approach. This
method allows researchers to explore a specific phenomenon or
process and develop new theories based on real-world data collection
and analysis. The study involved selecting and examining a statistical
sample of experts from the branding industry, focusing on individuals
with expertise in top brand product companies. Experts were chosen
using a non-probability, purposeful sampling method, which continued
until theoretical saturation was achieved through snowball sampling.
Interviews were conducted with 12 individuals, and theoretical
saturation reached by the 10th interviewee. Qualitative data analysis
was conducted using Maxqda software, involving three stages: open
coding, axial coding, and selective coding.

3. RESULTS AND DISCUSSION

According to research findings on brand revival, 120 primary codes
were identified based on frequency. Subsequently, the initial codes
underwent analysis and review, with different codes categorized
according to common features. During this process, incomplete or
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irrelevant codes were eliminated, resulting in the classification of 73
codes into 2 main categories by frequency. Ultimately, after multiple
cycles of coding and revisions, 9 subcategories were derived. The
main categories consist of effective factors in brand revival and
effective factors in brand decline. Subcategories under effective
factors in brand revival encompass management measures, drivers,
production growth, and environmental initiatives. Conversely,
subcategories under effective factors in brand decline involve
economic barriers, legal and policy constraints, structural issues,
technical challenges, and managerial hindrances. Management
measures entail practices in brand management, cost control, and
structural management. By focusing on enhancing these practices,
improvements in reviving old brands can be anticipated. Providing
conducive conditions for drivers, both internal and external, aids the
revitalization of old brands. Furthermore, fostering production
prosperity through economic growth enhancements can expedite
progress in brand revival. Implementing environmental measures to
update product and market conditions can also accelerate brand
revival. Conversely, obstacles such as laws, economic barriers,
structural challenges, technical hurdles, and managerial issues should
be addressed in relation to brand revival. If these obstacles can be
identified and removed, we can expect to improve the conditions for
brand revival.

4. Conclusion

We are all familiar with brands that were once popular but have
disappeared from the market. Previously renowned trademarks have
been replaced and vanished from the scene. Sometimes the decline
of a brand occurs gradually over many years, while other times it is
the outcome of a catastrophic event or series of events. The decline
of a brand can be due to various reasons, but most brands can be
rescued and rejuvenated. Rescuing an existing brand is not only
feasible, but at times it is a superior and more profitable strategy than
creating and launching a new brand. Based on the research test
results, it can be concluded that there are numerous obstacles and
challenges in brand revival that need to be anticipated, assessed, and
addressed with the appropriate solution before taking any action by
implementing the correct management approach.

Keywords: Brand Pathology, Brand Revival, Old Brands, Grounded
Theory Approach.
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ABSTRACT

1.INTRODUCTION

The hotel industry stands out from other service sectors due to the
frequent and extensive interaction between staff and guests. Hotel
employees are assessed based on their efficiency and performance
quality while juggling multiple responsibilities, and they are usually
young and inexperienced. As a result, brand citizenship behavior in a
hotel should be recognized as a crucial factor that influences the
customer's perception of the brand (Kim et al., 2020).

Branding requires high levels of employee motivation, innovation, and
collaboration with colleagues as well as customers (Zhang & Bai,
2018), so self-leadership is highly compatible with internal branding
requirements.
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Self-leadership promotes employees' intrinsic motivation and
stimulates their role identity as brand champions. Another issue to be
investigated in this research is the factors that mediate the
relationship between role identity and self-leadership with brand
citizenship behavior. One of these factors is brand trust. Zhang and
Bai (2018) concluded that for employees to become brand
champions, they must understand the brand, develop emotional
commitment to the brand, and display brand-consistent behavior. In
other words, the cognitive, emotional, and solidarity relationships of
employees with the brand collectively contribute to the successful
outcomes of internal branding. The research findings on employee
typology indicate that if employees lack appropriate brand
knowledge, high-level brand commitment, and positive brand
behaviors, they may become brand disruptors with low performance
and brand-inconsistent behaviors, or even brand saboteurs that
actively work against the brand. It is important to note that the hotel
industry differs from other service industries due to the regular and
extensive interaction between employees and customers. Therefore,
in a hotel setting, brand citizenship behavior should be considered as
a crucial factor in the customer's brand experience. Thus, this
research aims to explore the impact of self-leadership and role
identity on brand citizenship behavior by emphasizing knowledge,
commitment, and brand trust.

Brand citizenship

self leadership behavior

A 4

Brand knowledge

[

Roleidentity » brand commitment > Brand trust

Figure 1. Conceptual model of research
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2. MATERIALS AND METHODS

The current research is applied for the purpose and descriptive-
correlation in terms of method. The statistical population of this
study includes the employees of three and four-star hotels in
Tehran, which totals 384 individuals. The sampling method
employed in this study is systematic random.

Since this research is descriptive, a questionnaire, like many similar
studies, was utilized to gather the necessary information for
hypothesis testing. The questionnaires utilized in this study consist
of Zhang et al.'s standard self-leadership questionnaire (2021) with
14 items, Zhang et al.'s standard role identity questionnaire (2021)
with 3 items, Zhang et al's standard citizenship behavior
guestionnaire (2021) with 9 items, and the standard questionnaire
of brand knowledge, brand commitment, and brand trust by Erkman
and Hanser (2015) with 4, 4, and 6 items, respectively. The
relationships between variables were examined using SMART PLS
software and structural equation modeling. Unlike other available
software, normal distribution is not required (Klein, 2014).

3. RESULTS AND DISCUSSION

Table 1. Descriptive analysis

Standard

Al 4.206 4 1 5 1.011 2.835 -1.534
A2 4.206 5 1 5 1.078 1.228 -2.396
A3 4.206 5 1 5 0.962 2.237 -1.552
A4 4.206 5 1 5 1.036 2.01 -1.566
Ab 4.206 5 1 5 1.03 2.632 -1.47
A6 4.206 5 1 5 1.012 1.946 -2.536
A7 4.206 5 1 5 1.008 1.987 -2.54
A8 4.206 5 1 5 0.931 2.214 -1.54
A9 4.206 5 1 5 0.976 2.151 -1.56
Al10 4.206 4 1 5 1.02 1.652 -1.47
All 4.206 5 1 5 1.066 1.283 -2.386
Al2 4.206 4 1 5 1.067 2.132 -1.434
Al3 4.206 4 1 5 1.045 2.125 -1.44
Al4 4.206 4 1 5 1.096 2.003 -1.39
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Table 2. Convergent validity

. . Cronbach’ Composite | Average Variance

(IR sAlpha | MO-A | Reliablity | Extracted (AVE)
self-leadership 0.826 0.836 0.898 0.746
Role identity 0.859 0.908 0.927 0.679
Citizenship behavior 0.776 0.808 0.887 0.761
Brand knowledge 0.86 0.887 0.913 0.779
brand commitment 0.748 0.791 0.898 0.669
Brand trust 0.795 0.863 0.881 0.739

b2 0.794

b3

et

Figure 2.

Partial least squares test
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Table 3. internal model index results VIF
Citizens
uestionnaire Brand brand Brand Role hip
q trust commitment knowledge identity behavi
or
Brand trust 1.443
brand 1.011 1.837
commitment
self- 2.009 2.008 1.032
leadership
Brand 1.003 1.223
knowledge
Role identity 2.010 2.008 1.128

Figure 3. Fitting the structural part
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Table 4. Summary of path coefficients and structural fit

Relation a0 el;fa}tct} . t value Apferjoe\éf or
ﬁ?a{;_éeligg\r;rei ggkéés a significant effect on 309/0 113/3 Approve
rSOeIIg-ilgggtei;;hip has a significant effect on 709/0 05/24 Approve
greélla-éeggg]r:mﬁq gﬁ? no significant effect on 087/0 2111 reject
Eélﬁdi%g%i%tﬁ:nat 'significant effect on 233/0 91/3 Approve
bRr(?iIr?di?(%r(‘)t\i/\tXeggsé .no significant effect on 04/0 59/0 reject
Er:at?rir?grt?&itt.ment has a significant effect 51/0 84/10 Approve
Er:acni(tji chﬂrgm;)trg:#;vl}??sr:a significant effect 425/0 815 Approve
B e e | a0 | s | o

4. Conclusion

Self-leadership has a significant positive impact on brand
knowledge. Self-leadership also has a significant positive impact on
role identity. However, self-leadership does not have a significant
impact on brand commitment. On the other hand, role identity has
a significant positive impact on brand commitment. Role identity,
however, does not have a significant impact on brand knowledge
or citizenship behavior. Moving on, brand knowledge has a
significant positive impact on brand commitment but no significant
impact on citizenship behavior. Furthermore, brand commitment
has a significant positive impact on both brand trust and
citizenship behavior. Lastly, brand trust has a significant positive
impact on citizenship behavior.

Keywords: Self-Leadership, Role Identity, Brand Citizenship
Behavior, Brand Knowledge And Commitment, Brand Trust.
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ABSTRACT

1.INTRODUCTION

Today, insurance as an industry plays an important and influential
role in the sustainable economic growth and development of
countries, which is inevitable in various commercial, service and
economic sectors. Life and investment insurance is one of the
important and prominent branches of the insurance industry that is
surveyed in the present study. Regarding the importance of the
insurance industry in the economy of developing countries, the
multiplicity and variety of insurance services and the level of
customer confusion, this research aims to provide a customer
confusion management model in a way that is able to secure and
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maintain the interests of customers and insurance companies and
also provide an effective solution for the trustees to manage the
confusion of customers in the country's life insurance industry.

2.MATERIALS AND METHODS:

This research is a fundamental research in terms of its purpose, and
according to the method of data collection, it is considered a field
research. The data was collected from the experts in the field of
insurance, including managers and experts of insurance companies,
as well as marketing experts and professors who have executive
records in the field of study and have had sufficient experience in
the field of customer confusion management. The semi-structured
interviews was conducted based on the principle of sufficiency and
theoretical saturation of data, including 21 interviews, using non-
probability, judgmental and snowball sampling methods. In order to
analyze the data and provide a model of the foundation's qualitative
approach and data theorizing method during open, central and
selective coding stages, all independent ideas were identified and
categorized in the form of concepts. This was done for each of the
interviews and then the concepts in more general classifications led
to the identification of categories. The categories, obtained from
open coding, were classified under the title of axial coding in the
form of six dimensions of causal factors, main category, intervening
factors, background and context, strategies and consequences, and
finally the final result of the research was called selective coding to
present the theory of customer confusion management in life
insurance and provision services. Validity and reliability of the
research data based on Guba and Linkel's concept of trustworthiness
have been used in four separate criteria, credibility, reliability,
verifiability and also transferability. The reliability of the interview,
regarding the percentage of thematic agreement as a reliability index,
conducted according to the Holstein formula that was 0.93.
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Considering that the calculated reliability is more than 0.70, the
reliability of the codings (the assumption of agreement between the
researcher and the second coder) is approved.

3.RESULTS AND DISCUSSION

The results of data coding led to the identification of 17 main
categories, which were classified into 6 categories. In this model, the
management of customer confusion was extracted as a central
phenomenon, and the causes and factors that cause this issue have
also been identified. The background conditions and influential
intervention in this issue have also been identified, and at the end of
the research, strategies and consequences have been presented.The
results of the coding process of the qualitative part of the research
indicate the identification of the foundation's data theorizing
dimensions including; causes (including: organizational factors, social
factors, economic factors), central phenomenon (customer confusion
management), intervening factors (government support policies,
economic conditions, mass media, culture), contextual factors
(dynamic and holistic planning in the industry, internal marketing
(internal business), interactive space (structured interaction with the
external environment)), strategies (customer-oriented, marketing
strategies, providing a complete package of high-quality services) and
results and consequences (industry development, reduction of social
damages, reduction of economic damages).

4CONCLUSION

The variables obtained from the paradigm model derived from the
foundation's data theorizing provides valuable information to the
trustees of the life insurance industry in Iran, because according to
the variables presented, it can be said which factors will directly or
indirectly play a role in managing customer confusion. Paying
attention to the factors mentioned in the model will effectively focus
the minds and views of the trustees on the upcoming issues in the life
insurance industry, including the customers, who, taking into account
the conditions, will identify the factors that cause confusion, prioritize
and determine the importance of each factor and reduce and eliminate
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the negative effects of confusion by planning carefully and create a
comprehensive view of the industry, society and customers, and take
positive and valuable measures to manage customer confusion.

Keywords:Consumer Behavior, Customer Confusion, Life Insurance,
Grounded Theory

JEL Classification: G2,G22,M39
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