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Abstract: The present study aimed to investigate the role of social media
marketing activity and customer experience on loyalty intention and customer
participation intention by considering the mediating role of relationship quality.
This research is based on the applied purpose and in terms of data collection
method to test the hypotheses of descriptive-correlation type from the field
branch. The statistical population of the study is all customers of the BaniMode
online store in Isfahan. Due to the impossibility of access to the entire statistical
population, 380 people were selected as the statistical sample from the available
sampling method through Cochran's formula. To collect the data, standard
questionnaires were used, the validity of which was confirmed by calculating
the convergent and divergent validity and their reliability by Cronbach's alpha
index. In statistical analysis, the structural equation modeling approach and
SMART PLS and SPSS software have been used. Based on the results, social
media marketing has no significant effect on the quality of the relationship with
the customers of the BaniMode online store; But the customer experience has a
significant effect on the quality of the relationship with the customers of
BaniMode online store. Also, the quality of the relationship has a significant
effect on the intention of loyalty and participation of customers of BaniMode
online store. The results show that social media marketing has a significant
effect on loyalty intention and participation intention through the mediating
variable of relationship quality in BaniMode online store customers, and also
customer experience on loyalty intention and participation intention through
the mediating variable of relationship quality in online store customers. The
founder of fashion has had a significant impact.

Keywords: Social media marketing, customer experience, relationship quality,
loyalty intention, participation intention.
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Extended Abstract
Introduction

The present study aimed to investigate the role of social media marketing activity and
customer experience on loyalty intention and customer participation intention by
considering the mediating role of relationship quality. This research is based on the
applied purpose and in terms of data collection method to test the hypotheses of
descriptive-correlation type from the field branch. The statistical population of the study
is all customers of the BaniMode online store in Isfahan. Due to the impossibility of access
to the entire statistical population, 380 people were selected as the statistical sample from
the available sampling method through Cochran's formula. To collect the data, standard
questionnaires were used, the validity of which was confirmed by calculating the
convergent and divergent validity and their reliability by Cronbach's alpha index. In
statistical analysis, the structural equation modeling approach and SMART PLS and SPSS
software have been used. Based on the results, social media marketing has no significant
effect on the quality of the relationship with the customers of the BaniMode online store;
But the customer experience has a significant effect on the quality of the relationship with
the customers of BaniMode online store. Also, the quality of the relationship has a
significant effect on the intention of loyalty and participation of customers of BaniMode
online store. The results show that social media marketing has a significant effect on
loyalty intention and participation intention through the mediating variable of relationship
quality in BaniMode online store customers, and also customer experience on loyalty
intention and participation intention through the mediating variable of relationship quality
in online store customers. The founder of fashion has had a significant impact.

Introduction

The present study aimed to investigate the role of social media marketing activity and
customer experience on loyalty intention and customer participation intention by
considering the mediating role of relationship quality. This research is based on the
applied purpose and in terms of data collection method to test the hypotheses of
descriptive-correlation type from the field branch. Based on the results of social media
marketing, there is no significant effect on the quality of the relationship with the
customers of BaniMode online store, but the customer experience has a significant effect
on the quality of the relationship with the customers of Bani Mod online store. Also, the
quality of the relationship has a significant effect on the intention of loyalty and the
intention of customer participation in BaniMode online store. The results show that social
media marketing has a significant effect on loyalty and participation intention through the
mediating variable of relationship quality in customers of Bani Mod online store, and also
customer experience on the intention of loyalty and participation through the mediating
variable of relationship quality in online store customers. The founder of fashion has had
a significant impact.
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Case Study
The case study of this research is related to BaniMode online store in Isfahan.

Theoretical framework

Social media marketing is a new way to build profitable relationships with customers
(Sharma & Verma, 2018). The process of using social media to boost business and special
profits can be described at four levels as follows. Developing New Marketing Policies -
Monitoring and Managing Social Networking Activities - Results in Evaluation Period -
Modifying Plans as Necessary Due to the Growing Trend of Social Media, Organizations
and Companies to Increase Customer Attraction Towards More Social Media Presence.
Social media is mobile-based browsers or applications that allow users to easily create,
edit, access, and link to the content and other people (Cabiddu et al., 2014). With the
continuous development of social media, the role of consumers has changed from the
traditional role of passive recipients of information to information creators (Zhang et al.,
2017) due to changes in technology, advertising methods, changes in ordering methods,
etc. The context of social media marketing is becoming more and more pronounced.

Methodology

The statistical population of the study is all customers of Boniyamad online store in
Isfahan. Due to the impossibility of access to the entire statistical population, 380 people
were selected from the available sampling method through Cochran's formula for a
statistical sample. To collect data from standard questionnaires on customer experience
Chen and Lin (2015), Hsu and Su (2011); Social media marketing Chen and Lin (2019),
Kim and Ko (2012); The quality of the relationship between Oliveira et al., (2017);
Customer loyalty of Zhang et al., (2016) and customer participation intention of Chen and
Lin (2019) was used, the validity of which was confirmed by calculating the convergent
and divergent validity and its reliability by Cronbach's alpha index. In statistical analysis,
the structural equation modeling approach and SMART PLS. V2 and SPSS. V23 software
has been used.

Discussion and Results

In the new age, Organizations have come to the conclusion that they need to enhance their
customer experience and create positive, enjoyable, and excellent experiences for their
customers so that they are not excluded from the competitive market. In recent years, the
introduction of information and communication technology to businesses and the
subsequent introduction of social media has created many changes in lifestyle, and people
are experiencing new and comfortable communication compared to the past and have
changed their orientation from traditional to modern lifestyles. Growing technological
changes, information technology, and new business models have led organizations to seek
greater adaptation to the new environment in order to survive. One of the most important
uses of these media is that businesses and marketers use them to market their products.
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The benefits of using social media marketing tools include the following: First, companies
can get feedback on their products through online consumer discussions, so they can
quickly resolve brand issues. Second, social media identifies market trends and consumer
needs. Third, companies can see if their products fit their customers. On the other hand,
the importance of the quality of the brand relationship has a great impact on creating
loyalty among customers, and the quality of the brand relationship is in fact a strategy for
retaining loyal customers.

Conclusion

The results of this study show that social media marketing and customer experience have
a significant effect on customer loyalty and intention to participate, with the mediating
role of the quality of the relationship between customers of the BoniMode online store.
BoniMode online store managers are encouraged to use social media to understand the
improvement of customer retention strategies and their behaviors and to integrate their
needs and wants, and this is only possible through deep and reliable communication. In
the context of the components of social media marketing activities, continuous planning
should be done and the annual budget of this form of marketing should be estimated.
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