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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



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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