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Abstract: The present study aims to design a consumer behavior model based
on user-generated content (UGC) in social networks based on mixed research
and with a descriptive-exploratory approach. The statistical population to
create user-generated content in social networks to explain the elements of the
model includes all customers of Bank Sepah in Tehran who have been actively
present in social networks. Also, the statistical population for the structural-
interpretive modeling stage includes experts from the banking system and
academia active in the field of content marketing. The statistical sample of
experts was 15 people and was selected using a purposeful judgmental method.
The data collection tool includes user-generated content by Bank Sepah
customers on social networks and the bank's website to identify themes and
categories related to consumer behavior and an expert-based questionnaire to
level the themes and present the model. The validity of the measurement tools
has been confirmed by the content method and its reliability by the consensus
percentage coding method. Data analysis was performed in the qualitative part
using thematic analysis method and in the quantitative part using the
structural-interpretive modeling (ISM) method. The results of the thematic
analysis resulted in the identification of themes and categories related to
consumer behavior in the banking industry. Also, in the second part, based on
the identified themes and categories and using the structural-interpretive
modeling method, a consumer behavior model based on the analysis of user-
generated content in social networks was designed, which was presented at six
levels, including themes such as "Development of brand marketing processes”,
"Social development of the brand", "Customer actions on the brand", "Customer
actions on other customers”, "Customer feelings and negative attitudes”,
"Customer feelings and positive attitudes", "Customer expectations based on
user-generated content”, and "Requirements and conditions for producing user-
generated content”.
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Extended Abstract

Introduction

Research over the past decade has shown that having a proper analysis of consumer behavior can
be a critical factor in the success of companies’ marketing programs (Taghikhah et al., 2020). For
marketing strategies to persuade customers to purchase a product or service, they must first create
a correct understanding of consumer behavior. Therefore, in recent years, marketing experts have
emphasized the cognitive theory of emotions to describe consumer behavior (Sohrabi & Aghighi,
2018), because, with better insight into understanding consumer needs, it is possible to provide
them with higher quality services and products and create sustainable relationships between
customers and the company (Bahreinizadeh & Hosseini, 2018). Therefore, accurate identification
of factors that influence consumer behavior can create a deep understanding of the needs,
emotions, norms, and values of consumers, and marketers will then be able to offer products or
services that are more in line with consumers' needs and desires, and in fact, offer a product or
service that is the result of factors affecting consumer behavior and provides maximum satisfaction
to them (Kheiri & Fathali, 2015).

In the present study, an attempt has been made to present a model of consumer behavior in the
country's banking system based on user-generated content (UGC) in social networks. In this
regard, first, various dimensions of the issue related to consumer behavior in the banking system
and the role of user-generated content in social networks are addressed to better understand the
positive and negative feelings and perceptions of customers towards the bank, explain their
expectations from the banking system, explain customer actions and indicators of bank brand
promotion based on user-generated content analysis, and then a model of consumer behavior in
the country's banking system based on user-generated content (UGC) in social networks is
presented.

Theoretical framework

In 1990, Salmon defined consumer behavior as the process by which consumers make purchasing
decisions and use purchased goods or services. He expressed his opinion as follows: Consumer
behavior includes the processes that influence the selection, purchase, and use of products,
services, ideas, and experiences that aim to satisfy the needs and wants of individuals and groups
of consumers (Taqdeemi et al., 2019). These consumers differ from each other in terms of age,
income, education, taste, personality, and other factors. Consumer behavior is influenced by
individual characteristics and their decision-making process (Do Paco et al., 2019). Individual
characteristics include four main cultural, social, personal, and psychological factors. In other
words, consumer behavior is a set of psychological and physical processes that include pre-
purchase to post-consumption behaviors, which include the knowledge and emotions that people
experience and the actions they take in the consumption process (Nelson, 2016). It also includes
components of the environment that affect this knowledge, emotions, and behavior. According to
the above definitions, consumer behavior is dynamic because the knowledge, thoughts emotions,
and behavior of consumers and consumer groups of the target society and society as a whole are
constantly changing. This dynamic nature affects marketing strategies in the field of development
and causes problems (Kostadinova, 2016).

In general, the consumer behavior process includes three related stages pre-purchase activities, in-
purchase activities, and post-purchase activities, which can be analyzed in terms of time and
complexity (Ho, 2015). Complexity refers to the number of activities and the difficulty of a
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decision. Holding other factors constant, the more complex a decision is, the more time it will take
to make it, and the two are directly related (Pourkiyani et al., 2014). Consumer behavior is largely
influenced by external forces such as culture, tradition, custom, reference groups, family, etc.
Different people exhibit different consumption behaviors due to individual differences (Lin et al.,
2010).

Methodology

The present study is applied in terms of its purpose and descriptive in terms of its research
implementation strategy. At the same time, this study has been conducted in two forms library and
field studies (using customer-generated content and a questionnaire) in terms of data collection
methods. In terms of data type, the present study is categorized in the field of mixed research
(qualitative-quantitative). In terms of the period of the research implementation, this study is
single-section research in both qualitative and quantitative parts. Also, given the non-experimental
nature of the research, the amount of researcher intervention in the research implementation
process is minimal.

The statistical population of the study in order to create user-generated content on social networks
to explain the elements of the model includes all customers of Sepah Bank in Tehran who are
actively present on social networks such as WhatsApp, Telegram, Instagram, bank websites,
virtual banking networks, etc. and create content on those networks.

Discussion and Results

Thematic analysis was used to analyze qualitative data from Sepah Bank customers' user-
generated content. In this regard, the thematic analysis process presented by Clark et al. (2015)
was used, which includes six implementation steps. Themes related to the category of consumer
behavior based on the analysis of user-generated content on social networks in the banking
industry are presented in the form of 5 overarching themes (including; user-generated content on
social networks, customer feelings and attitudes based on user-generated content, customer
expectations based on user-generated content, customer actions towards user-generated content,
and bank brand development based on user-generated content). In total, these themes consist of 9
organizing themes, 49 basic themes, and 164 selective expressive phrases based on user-generated
content.

In this study, after using the content analysis method to identify and extract themes and categories
related to consumer behavior based on the analysis of user-generated content in social networks
in the banking industry, in the second stage of the research, an expert-based questionnaire specific
to the structural-interpretive modeling method was distributed among experts to level the elements
and present the model. Using the structural-interpretive modeling (ISM) method, a consumer
behavior model based on the analysis of user-generated content in social networks in the banking
industry was designed.

Conclusion

This research aims to present a consumer behavior model based on user-generated content
in the context of social networks in the banking industry through a mixed study. The
results of the qualitative part of the research, using a thematic analysis approach, resulted
in themes and categories related to consumer behavior based on user-generated content,
which were presented in the form of 5 comprehensive themes (including user-generated
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content in social networks, customer feelings and attitudes based on user-generated
content, customer expectations based on user-generated content, customer actions towards
user-generated content, and bank brand development based on user-generated content). At
the same time, in the quantitative part, an attempt was made to distribute an expert-based
questionnaire among experts and use the structural-interpretive soft modeling (ISM)
method to determine the consumer behavior model based on user-generated content in the
context of social networks in the banking industry.
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