()
Consumer Behavior Studies (@)

‘ , . Journal N
Investigating Social Media Marketing Activities In Order To Measure
The Quality Of Communication And Its Effect On The Reaction Of

Customer Behavior

Mohammad Bashokouh”

Corresponding Author, Associate Professor, Department of Business Administration,
Faculty of Social Sciences, University of Mohaghegh Ardabili, Ardabil, Iran. Email:
m_bashekouh@uma.ac.ir

Tina Marzieh

Ph.D. Student, Department of Business Administration, Faculty of Social Sciences,
University of Mohaghegh Ardabili, Ardabil, Iran. Email: Tina.marzieh@gmail.com

Abstract

The growing importance of social media in influencing customer behavior and using
it to communicate and promote new or existing products and services cannot be
ignored in recent years. In the field of marketing strategy, social media has an
important role; Therefore, social media sites can be used by companies to establish
direct communication and good relationships with their customers. For this reason,
companies that use social media sites must adopt appropriate marketing content in
order to strengthen a strong relationship with customers in order to achieve a
competitive advantage and sustainable performance. In this research, it is intended
to investigate social media marketing activities to measure the quality of customer
communication and its effect on the results of customer behavior. The statistical
population of this research is the customers of several online stores active in the
beauty and health industry. In terms of its nature, the present research is a
descriptive-survey research and is of a quantitative type. The required data has been
collected using a standard questionnaire and the opinions of 318 people from the
target community. The obtained results confirmed the importance of social media
marketing activity on the quality of communication. Also, the results showed the
positive effect of communication quality on customer behavior, i.e. purchase
intention, loyalty intention and participation intention. Finally, the findings showed
that communication quality mediates social media marketing activity and customer
behavior response.
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