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The current research was conducted with the aim of designing and validating the
social marketing model with the role of social responsibility and customers' attitude
towards the brand with a mixed approach in the social security organization. This
research is a mixed research and it is an applied-developmental in terms of goal. The
statistical population in the qualitative part includes the managers of the social security
organization, and in the quantitative part includes the customers of the organization,
including the insured, employers, and pensioners. The data collection tool in the
qualitative part is semi-structured interview and in the quantitative part, it is a
researcher-made questionnaire. In order to analyze the expert interviews, the grounded
theory method was used and the quantitative data were analyzed with the structural
equation model method. In the open coding stage, 236 codes were identified, which
were classified into 6 paradigms, 9 main categories and 39 indicators. According to
the results, the central phenomenon in this study is social marketing, and customers'
attitude towards the brand is the causal conditions. Social responsibility is considered
as background factor; and organizational change management is seen as an
intervening condition. Finally, customer experience management, service development
and empowerment are considered as strategiec factors through which achievements
such as brand value creation and customer satisfaction can be achieved.
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