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Abstract: The main objective of this research is to explain the pattern of
customer engagement with brands in the context of social networks based on
cultural differences with a qualitative approach. The present study is a
qualitative study and the strategy used in this research in the qualitative part
was based on interviews and content analysis. The statistical population
included experts from the scientific community academic specialists and
experts from the top 500 Iranian companies based on the Industrial
Management Organization ranking, which were selected purposefully and the
number of experts in the qualitative part was 10. The results of the content
analysis showed that this research includes 14 dimensions and 30 components,
including designing a cultural program to survive in global markets (designing
a cultural program to enter global markets, using a marketing mix to sell based
on brand position), designing strategic behavioral programs to maintain market
position, promoting competitive advantage for company profitability
(improving the profitability process, promoting competitive advantage),
marketing strategy tailored to cultural differences, competitive strategy to
retain customers tailored to cultural differences, strategy for developing diverse
products tailored to cultural differences, using behavioral tools of individuals
to maintain brand position with customers, market attractiveness based on the
company's brand structure tailored to the culture of the society, marketing mix
tools, creating marketing motivation to start a business, marketing environment
platforms, utilizing information about the culture of the society in the field of
brand for strength and competitiveness in international arenas, improving
optimal brand market performance, understanding the market tailored to the
needs and culture of customers.
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Extended Abstract

Introduction

The issue of customer engagement with brands on social networks has attracted considerable
attention from marketing managers and researchers in this field in recent years. With the expansion
of social networks such as Instagram, Telegram, and LinkedIn, the role of customers as active
partners in developing and strengthening brands has increased. In the current competitive
environment, companies are faced with challenges such as changing consumer behavior, cultural
diversity, and intense competition These cases highlight the need to examine the factors that lead
to effective customer engagement with brands on these platforms. In this regard, one of the
challenging issues in the field of brand management is identifying cultural differences and their
impact on customer behavioral patterns on social networks. In Iran, despite the importance of
customer engagement for the survival of brands, limited research has been conducted on designing
a model for customer engagement on social networks emphasizing cultural differences. It is worth
mentioning that Iran's leading economic companies need strategies that take into account the
culture and needs of their target audiences to compete in global and domestic markets. Given that
active customer participation leads to increased loyalty, reduced price sensitivity, and enhanced
marketing performance, providing a comprehensive model in this area can help improve the
position of Iranian brands. Therefore, based on the aforementioned materials, the main goal of the
present study is to design a model of customer participation with brands in social networks, taking
into account cultural differences.

Theoretical framework

In this study, a conceptual framework based on customer engagement with brands on social media
is designed with an emphasis on cultural differences. Customer engagement, as a key marketing
strategy, emphasizes the promotion of long-term relationships between customers and brands and
can increase loyalty, brand equity, and continuous customer engagement (Weitzl & Abine, 2018).
In a globally competitive environment, understanding and exploiting cultural differences in
customer behavior, especially on social media, is of particular importance. These differences
include things such as consumer attitudes, values, and preferences that can have profound effects
on engagement patterns (Hofstede et al., 2010; Potdar et al., 2018). The conceptual framework of
this study is a combination of three main areas: 1) customer engagement and its behavioral patterns
on social networks that emphasize the active interaction of customers with brands (Hollebeek et
al., 2017), 2) cultural differences and how they affect customer behavior in digital platforms (Shao,
2019), and 3) marketing strategies tailored to these differences that help brands introduce and
strengthen themselves in culturally diverse markets (Kavala et al., 2019). This framework focuses
specifically on how to design cultural marketing strategies and how to apply them in online
environments so that brands can improve their performance in global and local markets by better
understanding customer needs and behaviors.

Methodology

This research is qualitative and based on the content analysis method. Semi-structured interviews
with experts in the field of marketing and branding were used to collect data. The statistical
population includes 10 academic experts and specialists from the top 500 Iranian companies based
on the Industrial Management Organization ranking, who were selected purposefully. These
individuals have extensive experience in brand management and marketing in the context of social
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networks. The data collection tool includes semi-structured interviews with open-ended questions
that allow for the collection of in-depth and extensive information about customer engagement
patterns with brands in social networks. Content analysis was used to analyze the data, in which
the information was converted into primary codes and then the main categories were extracted.
This data was examined through open, axial, and selective coding, and a conceptual model related
to cultural differences and marketing strategies for customer engagement with brands in social
networks was systematically developed.

Discussion and Results

The findings of this study show that customer engagement with brands on social media, with an
emphasis on cultural differences, includes several dimensions and components that help brands
compete in different markets and effectively communicate with their customers. These dimensions
include designing cultural programs to survive in global markets, using a marketing mix based on
brand positioning, and competitive strategies tailored to cultural differences. In this regard, the
results of the study showed that brands need marketing strategies tailored to customers' cultural
characteristics and behaviors to maintain their position in international markets. The results of the
study also clearly indicate that customers with high engagement are more likely to repurchase,
support the brand, and recommend it to others. In this regard, customers in culturally diverse
markets consider brands as part of their cultural identity by using social media platforms, which
increases customer loyalty and satisfaction. Based on these findings, companies should focus on
developing cultural strategies and exploiting customers’ cultural information to improve their
marketing and competitive processes. The research also emphasizes that cultural differences can
influence customers’ collaborative behaviors. In this regard, identifying and understanding
customers’ cultural needs and preferences allows brands to design customer-centric experiences
that are tailored to the specific needs of each culture.

Conclusion

The results of this study show that customer engagement with brands on social media is
influenced by cultural differences, and brands should design their marketing strategies
based on the cultural characteristics of each market. Important aspects of this engagement
include cultural programs for survival in global markets, competitive strategies tailored to
cultural differences, and the use of a marketing mix based on brand positioning. This study
emphasizes the need to pay attention to cultural differences to strengthen brand-customer
communication and increase customer loyalty and engagement.
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