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Abstract: The present research was conducted with the aim of investigating the
relationship between the management and use of the potential of the content
produced by users and the social involvement of the brand, taking into account
the mediating role of trust in the brand and interaction with users. In terms of
the purpose of this research, it is of the type of applied studies, in terms of the
nature of descriptive-correlation, and it has tried to achieve the goals of the
research by using structural equations. The statistical population of the research
was all the users of sales sites and social media and communication networks
of Iran, Asia, Novin, Alborz, Pasargad and Parsian insurance companies (4500
people), from which 305 users were selected as the final sample by cluster
sampling method. Data were analyzed by partial least squares method using
PLS-3 software. The findings of the research showed that the management of
user-generated content and the use of the potential of user-generated content
have a positive effect on brand social engagement, and building trust and
increasing interaction with users through user-generated content plays a
mediating role in the positive impact of user-generated content management.
By users and using its potential on the social involvement of the brand. Also,
the findings showed that advertising stimulation, corporate responsibility,
consumer value perception and product assignment have a positive
relationship with brand social involvement.

Keywords: User-generated Content, Brand Social Engagement, Insurance
Industry.

Extended Abstract

Introduction

The insurance industry is one of the industries that is ready for
transformation. Brand-based user-generated content refers to content
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that is generated with reference to the brand and its purpose is to draw the attention of other users
to that brand (Tang, 2017). User-generated content has the ability to engage audiences and
influence brand engagement in various ways (Mohammad et al., 2020). Brand engagement is
defined as a level of motivational state related to the concept and related to the brand and its main
focus is on the interactions between a specific person (customer) and a fundamental goal (brand)
(Malciute, 2012). Thus, user-generated content on social media platforms has become a new tool
for these content creators, offering them a global audience and earning potential (Jin & Phua,
2016). However, the investigation of customer engagement in the insurance industry is lagging
behind other sectors (Camp, 2024) and subsequently in the Iranian insurance industry also the
opinion of users in the virtual space about insurance brands is ignored completely. While statistics
shows that 95% of customers read and consider social media comments before decide to buy
(Statista., 2024) and consumers consider "authentic user-generated content" to be the most reliable
form of content (Ramirez, 2023), the important issue which has been completely ignored in Iran's
insurance industry. Therefore, the need to clearly understand the impact of the content generated
in social networks on insurance brand engagement, this research has tried to answer the question
that if managing the content produced by users and using its potential has an effect on the social
engagement of the brand, taking into account the mediating role of trust in the brand and user
interaction?

Theoretical framework

The theoretical framework of the research can be based on the fact that the theory of social
influence in relation to user-generated content states that each of the major changes occurs in the
individual's states, as a result of the real presence, implied or it is an image of the actions of other
people (Latane, 1981) and the influence of people on each other leads to the prediction of people's
performance (Mir & Zaheer, 2022). Social proof in marketing is reflected in the purchases people
make. Before making a decision to buy, people check the recommendations and opinions of others
about that product, and in many cases, they make their purchases under the influence of these
reviews and opinions (Zhang et al., 2018). Use and satisfaction theory is related to what people
want from the media and choose to do with the media and its content. The main premise of the
usage and satisfaction model is that audience members are more or less actively looking for content
that provides the most satisfaction. The degree of this satisfaction depends on people's needs and
interests, and the more people feel that the real content meets their needs, the more likely they are
to choose that content (Metani & Farhangi, 2014).

Methodology

This research is applied studies objectively, a descriptive-correlational in nature, and it has tried
to achieve its goals by using structural equations. The population of this research was all the users
of sales sites and social media and communication networks of Iran, Asia, Novin, Alborz, Pasargad
and Parsian insurance corporates (third party insurance, medical insurance, life insurance) (4500)
that among them 305 users were selected as a sample using the cluster sampling method. The
sample size was determined based on Morgan's table. The data was collected using a researcher-
made questionnaire, which has 48 items and its scoring is based on the Likert scale. The validity
of the questionnaire was obtained based on the opinion of experts, and the reliability of it was
calculated using Cronbach's alpha coefficient test and it was confirmed. Smart-PLS-3 software
was used to perform structural transactions.
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Discussion and Results

The results show that there was a relationship between managing content generated by users
(B=0.572, t=11.036) and using the potential of it (f=0.200, t=3.595) and brand engagement. The
analysis of the mediating role of trust building and interaction with users showed that trust building
(Z=3.069) and interaction with users (Z=2.815) have a mediating role and trust building 19.9%
and interaction with users 19.8% can explain the relationship between content management
generated by users and brand social engagement. The analysis of the mediating role of trust-
building and interaction with users in the relationship between the use of the potential of the
content generated by users and the social engagement of the brand also showed that trust-building
(Z=2.870) and interaction with users (Z=3.127) play a mediating role and trust building 15.4%
and interaction with users 25.2% can explain the relationship between using the potential of the
content generated by users and the social engagement of the brand. The results showed that
building trust and increasing interaction with users through content generated by the users play a
mediating role on the positive impact of management and using the potential of it on the social
engagement of the brand. To explain, it can be said that when the content generated by the user is
accompanied by an increase in the value of the authenticity certificate of the product, building
trust and arousing a social sense, it can lead to more and more engagement of consumers with the
social brand. Then consumers will enter into a positive or negative advertising process without
cost and completely free about the brand by creating new content related to the brand. Therefore,
by reading the content generated by users about a brand, other consumers are influenced by it and
interaction is created. In other words, the level of users' trust in the content generated by the users
themselves is more than the content generated by the corporates, because the users consider the
content generated by the brand as an advertising tool, while they consider the content generated
by the users as the real point of view of the consumer. Therefore, the content generated by the user
without using the corporate’s advertising tools creates value for the brand, which while engaging
the customer, increases the credibility of the brand and improves the level of trust in the brand.
Conclusion

User-generated content on social media is so powerful that corporates have changed their
approach in recent years to provide marketing goals on social media. Therefore, recently,
the engagement of the customer with the brand in the insurance industry and the content
generated by the audience in social media are considered as the most important indicators
in the marketing field of companies.
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