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Abstract
Objective

While most sales and marketing teams believe there is a significant correlation between
introducing products through social media channels and improving sales and profit margins,
the success process model of social media in attracting customers and increasing sales has
not been comprehensively identified. Social media and digital tools have transformed the
business environment and business interactions. Understanding the factors affecting the
success of these media in attracting customers and increasing sales, and understanding the
interaction process of these factors, can lead to agility in the sales structure within today's
technology-based context. This article examines this issue, analyzes the results of past
research with a content analysis strategy, and through semi-structured interviews with
experts, tries to present a multifaceted model for the success of social media in attracting
customers and increasing sales for organizations using a grounded theory strategy. For this
purpose, 14 in-depth and semi-structured interviews were conducted with experts on the
research subject, who were selected through purposive and snowball sampling. The results of
the interviews were analyzed using the structured grounded theory method. Then, combined
with the model obtained from the content analysis stage, the process model of social media
success in attracting customers and increasing sales was presented.
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The Internet, social media, mobile applications, and other digital communication
technologies have become part of the daily lives of billions of people around the world.
According to recent statistics, in January 2020, 4.54 billion people were active Internet users,
which comprised 59% of the world's population (Statistica a, 2020). The use of social media
has become an integral part of the lives of many people worldwide. Social media
technologies have changed people's daily work and personal lives and have transformed the
business environment by providing organizations with more attractive opportunities to
communicate with customers in a more effective way. In 2019, there were 2.95 billion active
social media users worldwide. It is predicted that this figure will increase to 3.43 billion by
2024 (Statistica b, 2020). Digital marketing and social media allow companies to achieve
their marketing goals at a relatively low cost (Ajina, 2019). People spend an increasing
amount of time online searching for information, products, and services, connecting with
other consumers about their experiences, and engaging with companies. Organizations have
responded to this shift in consumer behavior by making digital and social media an essential
and integral part of their business marketing plans (Stephen, 2016), significantly moving
away from social media marketing becoming a separate element that is unable to profit from
their business strategy (Dwivedi, 2021). Online media has changed the rules of the game,
including purchasing practices for some companies (Singh, 2021). Social media enables
companies to communicate with their customers, improve brand awareness, influence
consumer attitudes, receive feedback, help improve current products and services, increase
sales (Lal, 2020), and use it as a platform to run online campaigns in which marketing
actions are carried out (Khang et al, 2012). Also, social media has increased the power of
consumers and made them more aware of cultural and social norms, which has created
serious challenges for organizations in formulating their social media strategies and plans
(Kietzmann et al, 2011). A key goal for managers is to find ways to shape these discussions.
However, while most sales and marketing teams believe that there is a strong correlation
between introducing products through social media channels and improving sales and profit
margins (Kim & Ko, 2012), the process model of social media success in attracting
customers and increasing sales has not been comprehensively recognized. In this study, the
researchers aim to analyze the role of social media in the purchasing behavior of customers
of industrial products. By examining previous studies in this field, they seek to present a
success model of social media in attracting and selling to customers, thereby making
suggestions for improving strategies and enabling organizations to achieve more favorable
results in this regard. Therefore, the purpose of this research is to identify the factors
affecting the success of social media in attracting customers and increasing the sales of
companies and to present its process model.

Research Methodology

Based on the purpose of this study, it is classified as applied research. It was conducted using
a qualitative method and a grounded theory strategy. Data were collected through library
research and semi-structured interviews with 14 experts. The resulting data were analyzed
using the systematic approach of Strauss and Corbin. In the meta-synthesis stage, a
theoretical-comparative analysis, which is the first step of multi-grounded theory, was done
to determine valid, reliable, and relevant documents within an appropriate time frame.
Finally, 136 related studies were identified, and in the next step, the found documents were
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qualitatively reviewed. After examining the selected texts, the codes were identified and
presented in the form of codes, concepts, and categories after categorization. By extracting
the factors affecting the success of social media from the meta-synthesis stage, these factors
and concepts were incorporated into the interviews in a zigzag manner, and the interviews
were conducted in a semi-structured format. Considering that the meta-synthesis stage
focused on identifying factors affecting the success of social media in attracting customers
and increasing sales, fewer causal factors, strategies, and consequences were found; after the
grounded theory stage, these concepts were identified and the past research was reviewed
again for confirmation. In the grounded theory part, the statistical population of this research
included all specialists and experts in the field of digital marketing, online sales
management, social media management, digital sales assistants, activists in the field of
advertising and sales in social media, and university faculty members and professors in the
field of business management, who were selected through purposive sampling.

Findings

After extracting the factors affecting the success of social media in attracting customers and
increasing sales, these factors were categorized into a model. In the next stage, during
interviews with the experts, the research strategy of grounded theory with Strauss and
Corbin's approach (structured approach) was used. The structured approach is a systematic
and qualitative method to create a theory that, on a broad level, explains the process, action,
or interaction of a subject with a specific identity. In the first stage, the data obtained from
each interview were analyzed, and the concepts related to the research were identified. The
concepts obtained in the next step were placed in more general categories.

Discussion & Conclusion

Factors such as increasing customer engagement, improving customer relationship
management, improving after-sales services, increasing profits, increasing customer
satisfaction, increasing customer commitment, increasing customer loyalty, monitoring
changes in customer tastes, developing competitive intelligence, increasing word-of-mouth
advertising, dealing with negative word-of-mouth and destructive rumors, discovering
market opportunities, developing branding activities, improving customer experience, and
changing customer buying habits shape the consequences of implementing social media
strategies to attract customers and increase sales.

Keywords: Social media success; Attracting customers; Selling in social media; Paradigmatic
model; Multi-grounded theory.



S0 10 30 Sloi! Gailuy s 5 )1 551519 e Suaatdlyl Juo 9 &1

V9.9 9 (S yuwo

Syer e

14 bbly Loyl ehhaSile o awbl claS5ke sty gyl 5 (s3laidl po e 0uSily ( SLT )il o a0 05, S (5S>
a.pourang@stu.umz.ac.ir

(JSM 3.}..1.».393) WFLIC VL

mo.safari @UMz.aC.ir :asblly . 4l wl ¢ ylyijle « bl <3355k olKils ¢ gyl 5 (galasl pole 0aSiild ¢ S8 )50 o o 09,5 ¢ Lokl

oS>

Gl g Gagyd hall g elonl sl Sl oolatul (e pSade (Stues 4 LIk 5 Gie slas 5518 slitel sg2g b 1 B0
San L adlio ol 2)l5 3929 (89,8 5 Shes Cugii g (byiie o > ile) cpl 355 905 S (slp (el il B 698l g
(S Jelge oy d dbmplojlas (hgd Gialjdl g by Qo (slar] Gladils) 3dg sl o S B g ool

im0 o 5 b clasely g byl o o Molss

sladilo, 3js> 3 (Ld Slalllas wunss Ao po 43 .l 03,5 odlil (351,35 o) iy sledls (ol 5| Gimgss ol 199,
Ly L5y L abljlibbodess 9 Baoe dliae V¥ (pgd dl>po )3 05 JSUb pulie &gl Gl U iad Julod (89,8 9 (oloa]
S0A (6508 g hilo s ey ls L sliesly Jdodiads jo5 gy b dnbias (slaosld .ai plosl (3 gl ¢ diedin hg)d) Cuino
ol Ao 4 Sy el (oSN Sy b 5 5l g oo 51 il (581 L lndislins | fuols (gladibly g

e Lol ) sl ole s ds (3b o «ybayb Lialsil g s yiie ol 5 elais] slodil, cabge 45 ol L gl (AL
Luly 3 ¥ fy9ome0dlsy slacudsl 5 6)sld Slojlu sl Joli) (slaiaj Lulyd Y (il sboglw 5 (08) slaylid asle)
o a8 amd oo JSB ) eadS ladpaly (ol pgots Jule cul () S g RS e cdaaly Sy i) Sl
Wy go e o Slajls (2B) Shg dag g (syiie 425 gm0 ol i Jlb S ke i3

5 Symdo oy (olaa] cladile) Cudbse  S3sSe 45 amd o Sl 1) (rolr gaal 8 (s Ol s (sl lie (] 36 S Aol
2 0Lk by 48 aind e (L bl 0 oy Salblia g slaine) (e Jolge b1 Jals b 311y a6 ol
ol Lo Uy S5 5 jgommnnls Sl lojlus 5 ls (S, p e aSLy il Sto sl (glacSuiS5 & s «elazal sloailus,

oiepllss psboas g 4S5 (SLb b (H8ly Lalpd (bl 1) 395 slag el B a8 a8 ob)l3L 5 (39,2 olpe 4 Slgoo oI 0
S lodinre ) )18 @l 4 (slotal el oo

815 e (Saasil)ly (665t sloint ladiloy 13 (Bgy b it Co pte il o e 05195

Srde Sy > (wlal glaails) G S 6olly can Seabll Juo S SV F) dozme (00 5 o« S)gy 23U
YAN Y0 (V) el Coppto ooy s yb g

VXY il )b YAV YD .o oY ojlad o 0)53 V¥ cibs) ko gl gmsyyt
VEF/ YN s il g )b Olyrg oy g pe 5SSl 1L
AR 7R VAR SOR TP gy gty - ol tdllds £o5
VO FN e sl ) Bty ©

doi: https://doi.org/10.22059/MMR.2025.394309.1174



Yb)‘»»&‘i b)sb‘\i0£c45l~v)%ﬂéa‘5lhuw)ﬁ Y<a

400
5355 5 (i a Jlioms Gyl slacsyglis 505 g olyen (0355 slaplaSubl (eloinl sladils) iy
ol Jub )l olass ¥ e a5 3 8l glalel ol prailons s plaa el 53 45 B llio 05059,
i linl) 395 e ol |y ylas Cgmon 5l aiioyd OF lisi sl 45 Casl 039y 435 gueo OF g 3Lkie ¥
oab Joas e plp 53 2350 5l 6ol (S0j pdliole yaie 4 (el gladls, ) ool (VY-
o B DL g ol i 1) gl 0yej) (pased 5 ()5 (SUj &5 s 2boig)sld (slain] sladils) ol
2ly) 2load IS g ST (LA i s 5o (loged 4 Gl b L) 6585 (sl Laplojle 4 yolix
a el JLb )l s ¥ Jlo bl b 85 am e (s Il (VY o 5 JIgS 5Ll
A e yiawd iol3 8l g 0o )d V¥ 290 VL dd)y oniad s a8 s aled 185 yadis OF 5 3 Lbo O D50
a bzl Loty 5 JLased Lol (VVF & J600)3) Conl ctmogs Sl 5 3blia > o52ge syl
e g pl) dil s 395 I3k Slanl &) 8 pot g e shizzn b b wad e |y oISl ul bnylS g
U amd oo polaid] Slesd g ¥ gamo «leMbl p Ml o gims 4 1) 365 loj slosnljd joboas 31,31 (Y- YF
(Bsly olida) 48 )18 (65835 L) e 58 b g a8 Jols g3 Slopad o)y (BMiS Spae Ko L
3 RABSSE 5 Gl i plpsa sl g Jiows ladiluy pleal bbbl (Vo3 &g ple 5 11ol5Ls
9 (Y T gaigt) 5 oY () losls (s (20Sly IS pma 5185 )3 Jgo ol 0 93 byl slos il
e dg 395 ) gcanS (o3l piilolie paie 4 elarl gladils) L)L b ) g pSeds 5k
s LS 5 5l (S sl 1y 203 slooged dlos 3l ecsil aslgd oM (sloasly (YY) o 5 (s0992)
|y 555 slo s 5l ST i 0 bls)) g bt b b 55l oo 2B 1, o 1 Lelais] gladilu, sl o3l
S8 b Dload g OV guaste gy S LD 355 5b o)A )ub 0SS B yunn o 45,55y cdiuidy dgubo
G55 &l gy Glgisdny (ol 319 (VoY C5nlsS g 63990 oLl (JY) aind (2l ]y (g8 caisS
(YWY Sy g S S8 S ool g oo plosl b3 Slelsdl T )5 45 T (sl oS

S5 s Hial 3 )3 ¥ gane 4 boyje CleMbl dagi BB o (o) Jedsa bl sbad 03 (g9 |l
L oledbl Jobs oSl g (98 2al)3 3900 slp & 25550 o)l S 5 008 5 06, oLl ys som jl )5

(555,55 Y VY iy g LS (ol5g0 Sl ecs 5oreST) Mgl 59y (5 slaspld ) odlizl 4 (ol yuiie

1. Statistica

2. Rapp, Beitelspacher, Grewal & Hughes

3. DataReportal

4. 1slam & Sheikh

5. Bashar, Wasiq, Nyagadza & Maziriri

6. Li, Larimo & Leonidou

7. Dwivedi et al.

8. Lal, Ismagilova, Dwivedi & Kwayu

9. Khang, Ki & Ye

10. Agnihoatri, Chaker, Dugan, Galvan & Nowlin



Yo. S 9 Syt | e Eloin] Gorailuy 513,515 5ol Ty Caa Saoalslyl Joo Sy &l

sbab clles 4 el lS31 5 o (Lol sl JBST (2l (V¥ lawgsT G g (uinly [55] 3ag5 LS
slaalo, 5 Jliond @bk bl jlosliisl boed cp yine Juida )l geuns o5 18 oo Sl (S5
(YoVF G g pMl) Bl il o el 31 g Lot (gl ol
lail g (Kb claloxin | U1 2 (26T 5 (BUSByme €08 [l o ¢ slaia] ol
53,5 ol 355 elainl slaailu, (sloaclyy o e 5ilmal (905 o baplejle gy i sl ills a8 cawl 00l
sy 55 Ui yslen 41 159 ol g |y 00S'Ch pune LISS 0 pol (Y TF I Myps o libis o oyl My ) el
(Siygla) 2l 4l abgyye LS oS slp (e ladely Wilgi e (Kon o (ke Gladapley Slidds)
o el Caslaion cpl 4y b JSS el obely 8l (e sl (IS Ban K (YoY ( yesS g (g pulid
9 U9 S 9 (sleil Gladile; (UK &b jl Y game (Byee (e o5 Waiine b1k g (29,8 o
Lol 3-d55 (sal oS Ll Y VY TSy 5 5S35 (L) 35 3929 (055 (Siaed 23 duils
Jlooa polbs ddllas ) o, Rimgs sl 00 (Lol gole ©jg0h (D98 Gl 5 lyide o )5 (slo]
0=l 3 Oy Sl gy b G sitens giaio SV g (b jtidie 5 513) )3 elol slaals, (i85 55T
5 Lodpaly Soe Ca ) pledleidy (oo u)3 5 o 3 (eleinl sbaale; 355 6N Al s i
= Foe Jsle pllid ol iagh Ban ulul pl Sl ksl (ol )3 aglejle Sioglhe bt oS

ool o] gald oS @l g S y5 hgy8 il 5 obyiie s slan] ladils) 3ds5

o33 S e
2 satls o o eoeS) o3, Loyl oIS e 3,Shas &y (S 3 oliol ok _o55,1) (glbo M) i3S ams Aty
il Lolazn] eail) bl 5 Colugy dwss ol 45 Sig i o )3 o lojls (4,88 dglo oo (Y- 15
5 o3lital Ly DT Lales ay 1005 sL31 1 )3 a8 Lelazal bamo 4 55520 (sla by Jil gl | olacus,b g
9 &b yg ol VN fﬁ\;lpda 9 lwgyge daar) sl oald i3l 1y I ylo sl 5, Slas i W g )
|y ey g 0led,S bt |y Kig yiSUl ylo65 (elbculls (cdiodgu i coams ysad 4 (V4 oy las
o b S e (slol sladilo) b)lib ol (g bl oloj g Jg 0 390 slo)lS eSSl ()b
=leizl sladile; lacolo dac s jl b Jlo sl (V¥ 35,58 5 og2) 3l cawd 395 (55 Slaal

1. Guerola-Navarro, Gil-Gomez, Oltra-Badenes & Soto-Acosta
2. Bryta, Chatterjee & Ciabiada-Bryta

3. Javornik, Filieri & Gumann

4. Liadeli, Sotgiu & Verlegh

5. Kim, Li & Brymer

6. Hua, Morosan & DeFranco

7. Boone & Kurtz



Yb)w‘i b)sb‘\i0£c45l~v)%ﬂ.&o‘5lhuw)ﬁ Yoy

YN ST g S g (53) W Sgute |y ooyt il (imen 5 (sjlodiy 503l 5 nd Ll
Sl B lp S 10 4 S8 sl 00518 bty sloial sladils) ((Slils G 5w il 5l (S Ol
(85) 8525 o0 51,8 oalatal 3550 )il 3 Cute lmdar ey Slads Bl 5 38 05l g e b yide | paditene bLS)|
S L ool (sl 1) eleinl sladiloy )8 Cgone slaply glsil wili o S 1 (Y08 () lSen
LSy (YWY Ty 5 S158) 25,5 )3 Jolas 13 595 (5SS pma L (55550 ot 9 A8 a8 5 dualie
S (o 03litul > Jgase (SUE)] g dmg dinej ) Gyt b pafits (6)Sen 5 Jolss sl (eloia] slaaibes,
(VN F S 5 ly) 1S e S ledMbl iyl Jgmmo cslooss) g5 gl o] Lzl Logas
sl Jlized DLl GeSuss 0538555 51 (S gl eloi] sladiloy ob)l3b «rsiS das
5 ieme VY eleS) ol oud 43,5 LS ciliske losd 5 ¥ guae By duye > Jlb slaeS i
o ) 9 alSte () ¢ sl sladil (slop ity 1 odb oolitl g ol s iod (WY (g puudg) iy
sl S (ol S 1 Gisuplel) 45 45 o ealh Ban oy b Jolas 5 b3l sl o)) bans o
L JBIS 31 o3lizl b 8 5 (535l gy 5 39500 ] (Yo g 5 ) ol gl loznl (slaails
RSl (YO 50l 5 ol gl elsS) 3, s s 2oy 55 B o] Jlo & b e sloin! claails,
g a5 6l s elan] sladile, &l o 0nimd s S 15 Lausgs Jlo dyloyes ¢ gulio 3 03,58
L aimd o ojlal ey 4y slaial sladils) aboad Joas baplojls lp lbyiie (55800 5 <8 )lie Jogus
L bl slaccdled 3o,k ) riomen 9 a8 it cilisee ol jiio gl 1y M1 oMl 5l 3L o
P pbysie el claail) slapjisly cculpogdle (V4IV (o355 ¥5) ansly ails Jalod 395 byniia
(o7 oS 5 g e o) 55 Joe 0 slaply "l laieas 5 S0 1550 oy b VLS b 35l e
s 5 ok ploul Slllas sy pag) ok 7ok (slbus b o Lelais] (cloaile, bl 4 colic |
izzen o LacS b (bl sloply 4 guly liee 5 S B pmo )15, 2 ailes) ) (6,138 185 5 Jolos 0o
ponl S Lo, 5 Ly oy L pglis 5 (a8 Gtal3dl )3 Watils) (ol s 2 IS0 Ll g Joloe
Sldlas (Sla ghaw > (elaial Glaale) 95 5 (1SS (loj )3 Cuwpd g p3 dnd (b el Jloye 0 Slgl 5
adox ol Jlams e Gl ) o Sitmgl (sloabl 55505 5 o jtmgdy o Sllllas (] g Cusl 48,5 plodl (goaate

Lo ;o )35, o Lelossl cladiloy (ob)lil slaculled (29 b (VYY) " olgurgS Jings 4 oo

1. De Vries, Gender & Leeflang
2. Xieeta.

3. Kwok & Yu

4, Roberts & Candi

5. Quach

6. Fischer & Reuber

7. Quach, Shao, Ross & Thaichon
8. Dolan & Goodman

9. co-creator

10. Ham, Lee, Yoon & Kim

11. Goswami



Yoy G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

Lol 55 oles i (slacalld am3 gn G5 85 55 ol prbsg sy o 3 st 1 e
Colish g lgimn (ilu od)lio Coodl py (gh 295 o0 poxie (lLbbre (sla)ld) g s (65 S 4 slosa]
sleap,ady a S il o) Sl sl o)l ST el g g dleel Dol o (sudS Jolse laisay wlbls)
D9 o sloinl Jood sl gyt 4 (55)lie 3505, b Wil e Sl

Gyan yd ISy an 55 o eloinl cladilo, obyl5L w5l ladlie ) (VYY) oKan 5 Moy
O ol VoVY B YV gla Jlo oy 00 piiio ()55 dlio Ve jgy0 Jols a8 jimgly cpl 55,8 wyp |y Slub
g (GBS g wutS ( b > Cuslie ol L) Hbolize (glgie sl ‘)li\f)ﬁfb' Sl sl slaylpl &8 sas e
OB NS A pae clBy (puzmad idd oo il 2398 jo5 50 jebay |y (BASGpns (605 )0 da > geu] I ooliiu]
Sloas aslis Hlub ERY S =957 Sy gl an; O‘?""‘\'? 0G5 B puae - Wy dlaly Cuas 9

23y 5 elans] sladiloy b3k e o Sl lyie b lllia )3 (Y-YY) 'olSen 5 Sila
53 2 elein] sladily b3k slacullad 136 & oloj ;36 L drge 95 adlls 1 EAUS G o (55 )
Oblis yobay beeuld pl oS ol L imeh cpl guls (0,8 awyp drwgi by glayeuiS o 1) HBAS G yuas
S e o |y aaly o) el sladily )3 (g8 G 9 3.5 e il A By (6153 1 2y
(elozl glaails) L)L clacyls bols))

am s )Lty o elanl slaailny Ll 3L glsie L ladlia > (V+¥Y) "l ST 5 (S g
1y Olowemad yo 3l g BaS G ae STl 4 ol IS 53 eloin] claailsy Couenl ) & 50 G yas
ol L)k sl 4 b (lis Giags ol 63,8 48T Giliso b1l slagslil b 5l gl
VI SR VRESIA T PR )»b Sy gy oy %0 c)l.xf)ub Ml o)Sed g Gl (glgize Mgi alas cu_chﬂ.}l

G 2 ol 8 5 el slaaiboy Jlb Jolas gy lyte b shaslllan 3 (Vo¥Y) T2 5 G5 sl

oili8l Gyl 8 s 0 Shee ol s clan] gladilo, slaces a5 ol oL €55l lege Cato
35 (B yme 1y ogllas Sk g Cung 55 (pizrad vy LT Gloj 5 )6 cpite o] s o ) 393
: . . el wt e 5.y i
Ml S Brae sBYE L plyiie (3)5 150 (Nse 355 (gl 5 (V7)) skeghlinMew 5 659l o]
el popdle 45 183 5o (il () ol 03,8 (g |y seloz] (slaail 51 5o kit 31l J ssebss
sloinl Ly uisuyil o 50 clan! gladiloy golfodly | ol caodly oo o cloin] gladil, p)écd
.J\;)b ‘SM/ :’..‘ )JJL

1. Shang

2. social media sales intensity
3. Varghese & Agrawal

4. Yost, Zhang & Qi

5. Aydin, Uray & Silahtaroglu



Yb)w‘i b)sb‘\i0£c45l~v)%ﬂ.&o‘5lhuw)ﬁ Yoy

“a s . N & - ) . & . o enl

Sl Cuise ln os Ghin glsis boss Giagh 53 (VTY) pengd 5 el cslals et ¢
plyl 4 Al )y g Ay (99,8 g9y oMb e ilwadly il oy p 4 (B9 69585 (M
g8 b (s yide g olainl By I Cules (5ilore g (5o b Jolss olistl oo ilojl 2ok o e
5 sl oo slogys sy iz sladely byl Gizmen 2l (58 plojl (1 Jioms Cuddge
Sy yolis (655,540 5 (sleinl Bl Copte 3 Sk 3,505, Sl (elainl Sl (60 o SluiS]
sl )l3)95 1 2l Sl S (59,3 ) (sleial (slaail; (654 )3 Cuibge bais gl Slejl

il sy 2gins 33 alS (a3 Jalge lulis o glasdlan 3 (VYY) ot 5 9 ols S
= s CS g lgiome CbeS 58T (g8 g bl a8 cpl )3 09,5 Jd (A (g2 9 A B e
LM ¢ gy ool s 45 amd oo L5 s 33,5 sy |y osboin] (sl 3 5 JUos &y
9 =2 (gjlwdnd OleMbl dgaBgeds g guw S 1 Sloinl Lluy cloe 09 (dolai 9 (D90 (6900 ¢ Sko
5 Obyde @i Ghlidl eel ;X0 gow | slaal Bloy 3 ol ploxil 5l byl (g9 5l 00l S > g
Dgd oo Ay Aab 5ol

.. . .. . L. ¥ P

OLS e 4 3 2o o a8 el ololid Bua b gy ) (V1)) eyl gl g (e ol
el 95, Sdas 4 dnal (oL ¢ inly 48wl > 5,138 o il eleinl (cladiloy B,k 5l olyen il cla boS
J=B a5 plsl glge plgsar (kLT y S 5 s @ sl yitie STl gl ol oS iges Gl
Cowl oamliie

. . Sl e . vt £y & \c . .

sbaalo, LL)lib pliwl culdge Jelgs (odngh 3 (VVV) (2 nlie dljdges 5 03ljcme ol

M8l g 0 Shas (oluj)l dgize (5)5ld il B sl il Jold (g )hmosiz aniiz oyl b QB ) (eloia]
a Do % . venn P o “w & <&

(S (e > el g pie ol 45wl > (g )3 (Vo) TlysS 9 Sigylo (s (29l
ol ol ) (elel gladil, Sl oinl cutdge Sl Jalge cp ke 1By U8 9 (292 dp0 & (980
it S Cario D umb 03455 5

ar T s . R . I

oy (gl Shaal > (elenl saailo) (k@S Jolge 39 adllas 3 (VN) 7 530k g 1259

5 3l sl (BLS slabjgal asl)) g cleMbl (gy5lis (BLS plio g coluop ople Glutdy g 13,5

L3)S (Byme Jelge cpl p pate |y (elainl By gy slp Sloptd (Byxe g S aS W)

1. Zoltners, Sinha, Sahay, Shastri & Lorimer

2. Cuevas, Lyu & Lim

3. Saprikis & Avlogiaris

4. Jami Pour, Hosseinzadeh & Amoozad Mahdirgji
5. Orji, Kusi-Sarpong & Gupta

6. Murire & Cilliers



Yof G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

S lapasls elan] (ladlo, codige o Jalse (o b (Y03) cand 5 1S5 o Jyala
Jelse 9 )l closs oS @)l o dgie o pte ol dge iy 3 1) (sloial sbaails) 3id93 (sl | Cuidge
W33,S &3] 0aiS e

A3 g ezl slaailoy Cutbga (oadS Jalse olulid & gl 3 (Y+1F) Tod 5 5 S
Pl (2o Jign dgime Bpme (slata] Cllad (DleMbl (gon gt wile ol Jolge & sd 0 LS @S
Db )l petee Jled sl ()5 5 g Bl olus] @S

il 5 (63,8 25 men g Glojls (93,8 (sla Kol 45 o oLt 395 (iagy 53 (V15) EYLagS
Hgdise slol glaailo) 1> (B9 G155 lojle Culbge odliS el (598 3 (sloin] sl JUS 5

|y ain (5,503,533 (slannl (slaailny cogibge Jolse 353 (imgs )3 (Y+12) s 5 (33155
gy slodey Jolge ol (s jl Caling 5 (659l «Sin 3 DleMB] (gg2guns Cubll & 238 olulis

sloalo) 1) sl glaalo) Llib slyme cobge (sulS” Jolgs 395 ingsy 3 (Y+15)°J
bl 5 Sl elail (6,138 b zolaw 13 1) ab)lib slgoe Bime cpl ol 41,3 o 3)90 (e Sloz]
gt 3,31 1l oLy (Kl 0,08 i |y )il Slsime CudBge LIS Jole [ 5 03, (sainatiod
ol 03)5 lais (S > GleMbl g (0)5 1o g 3 wire Sl

Wil (g sabo o 3 (oloz] slacilo; Cuibge Jolse (sladllas 53 (VIY) S0 5 Lol j3g0
Slozme CieS (LS slajls S daaily Sla)sg) 4 g g gl Sl @l 5 loj 092 s 3,
13,5 lie ¥ g glod Slos b wss (6585l 5 olplS a8Me i (gl LB cla by, 5l eolitsl daply

Slyee wasial |y elainl (sLadiloy Cuibyn p 5e Jalse 395 Limgly 53 (V4IV) Lo jdesme 5 (hitescs
W pa - Jole o o ol

|y elen] clatily (bl slacmpe Cutdyn (SisSa 5 Culbge pin Jalge (slaallha 3 (V1) "ol
Bl pgeS pleal i gl Shy cbbre Cla gl (slonl ladils) 51 5m0l 452l Glis 3,8 ()
(sloinl lo) Giloding (Ban Cumex 4 m2ly 9 43l (ol Sl lojlo (2b)ljL IS o3l )5 eloa]
Sl (JLsd Jolas dgizeo (392 040352 o 9 03U o] g Igime Mg 53 S jlie (sl iyl (oo dnsla dlx]
5 sloial Blu) (M Bl el ()8 4 2y g8 e S0l ) siadsl 5 ooy <8 e
Sl Jlss dncs b (so il Jooloe ol S5 5 Cdptiy 25y 5 550318l slaig) e <ol 31l

At L)L slayeeS 3 eloinl gladile) cuddge

1. Hammerl, Schwaiger & Leist

2. Guo, Liu & Liu

3. Guesdlaga

4. Venkatesh & Suresh

5.Li

6. Bermldez- Tamayo

7. Mohammadian & Mohammadreza
8. Heckadon



Yb)w‘i b)sb‘\i0£c45l~v)%ﬂ.&o‘5lhuw)ﬁ Yoo

Sl g Laply (S-S sla (o Shy 4 o o daiaghy (nl 45 mabis0)d 00 plsl Clallas (g L

sladilu) ilworly slaills Glaid)se Cato 5 g wils) Gle cwls cole) dgie Gl o il
348 gl otimgy plol poi) g laashay g ol (slacsl il 5 plojls (M Blaial (g, lojl ) elezz]
LS plelid | laglojl (59,8 sl 5 plyite o ) (slanl ladile; cuddse » S5e Jolse il sLlo)
o il ol > hRiingy 9y cnl Sl fcal Guguone (598 sboar cad BT Jelge ol Jobss 1 sanlé (25501
el 3 elel glaala) caidge S50 bolse jl @ole (295 @l L wlod )87 (a9 4y oo ] plox]
S @l ], oS e Gun 3 | canlito (sla S0l 4 03,8 dlllas |y 1l oyl aial sl o Ltlsdl g ol yiie

Do o dinly yy dslllas oyl pldl (g dsldl o

P9 by 5
Sl g ol & g b g pbyidie oy (elatrl (slodils; 35 » She Jelge ol jols imgy IS Ban
S P9y LS 0,5 o0 58 )8 lagiagh 09,5 53 Ban bl cadllae pl sl Jlaide (a8 o5N!
2l 3 ST (55055 8905 sl 4285 plol (301,5 lle) iy Slitpools &y s gy (sl 2 (e
4SS ol 039 igi E9dge (L5, 5l 3 VW L adl ks ludes slraslas  clabols” Gldlas ¢ jiag}
Hlod Jelotigds 155 (98 9 oglyidl dapllas 3,509, L ol slaosls

Sl (yasd B b el (65955 3051)8  Alo Cowss pB &S wld ()l lodiads o0 ay S 518 dlsyo o
osize Sbglejle lacols g LOLS dadllis als yo cpl )0 a3l caslio (Sloj ojl 53 basye 5 Fge prine
adlyel (SLmol ol ulin Ay ol (Sl 0B oy gy E90sn b baye (slaodls (55135 sglatec,
pLS 53 5 b olwlis ladye (il WWF laad Cole 53 5 grgcams g S pedl {8l il feussS g
S slaadlie 5l 35 ©)le oadedl mlio (b)) loadls ad ) (&S a0l el <ol sl (sin
Cibge (Sl Josloe (sloial slaaln, cise Jolse slaojlpaals b aS s Ve e Jlo jl o it
3 g2guna 3)90 g (sloil ladil) g (b yide Gla (459)8 3 (slual ladils) (slonl claails,
boaS i Ggte gy o b ulie gl Sl dls o 3)lg dllie YV sl dadllie (6L ye (b )3 28,5
A5 &l Y ghe g publae iSO ygods (gAbdod | s g odd  ololid

Ol SR ©pgmots b Jols oS lb dls o )3 oS elainl sladil) 355 0 30 Jolse el b
ads o 0 a4 ang bl plogl Ladslas 4l lidlodes &)jgods g 15 aslas 3)ly eunlio g Jolge

delse g (8908 SRl s plyide Qo > (slenl glaaile) 3857 2 S50 Jelos (alolid 2 38503 oS yil8

1. Emerald insight
2. Proquest
3. Science direct

4. Springer



You G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

25 kg a8 plelid palie (ol )9 31,5 als o ) g &5 D CBL (508 Sladaly 5 sladyaly g e
295 30l B €8S 18 ) )90 41335 slayimgh

JUiomd dej )3 0y g paasete ddl 4 S Jols Gimgdy ol (o)lel dnalr 5 (555 3101,5 el >
039> YL (JLizwd by Ciglas ojg> (llgie celoinl (sladilu) Co e ( pMl o9, o e « SiiS Lo
aS Bog S5l Copie 0 50 oSl wlul 5 ole can glacl ( clan] gladle, s 0 beyd 5 Clads
5 ol oSty ols ciin slasl 1 185 o3l Jold o5l 3131 (st jsbdy it ] Labin bs
0958 057 IS Culs dBCS b 4 bgsje lino g eloinl sladil; olpe lids g (T o9y (glae
Sllllas absyo 51y g3l 53 39 990 b ey S (ki izmen g CS )0 50 Sl g Ml
ey 9 Cladl jlebed halidl g plyide Gia 5 (slanl slaaile) 3855 L ladye (sl e (slailuls
ad> yo 53 b olonl bodly pl bl (ol (6501 <SG g 0 gl el 5 (olulid lgiee Jlos (39, b Giag
Ubgy 4o &5 gl padge 4 bl (5 8 b il b le des (sladinlae doyo I Jols @l ] pSope b x
Cleg 53 b glpnl (Bigdaslas dlug 4 ol gikae Joloe pololp (05Xl (5 pSiges (B dglS
el 003 ) 5N 53 S 5 bl e (Sl

4 N

ol — gl o g 4o

A
v

el =025 Wl 9 45

A4

o5 5 o S48 Al
(S S5)

v
oeleiz] ladile) Gdgi Jelge Semabilily (55 )

iz plodl wialyd s o5 L) IS

5 4tind 4z gl cuty )0 Sl G lodds wBlid j1eS & plaedsy Sl (1B, 03 (e (&S slahs)

3 S digb o 4B LS4 @) 325 gl o)l (2T 51 lie 8 alagir (T o)l 9 (IS S
5 gl Sl 35 cngh gy o gt dlodly 4yl bl e dlinedld (gl 8S whe slaisby,
Db (yre VAPV )5 uglyidl g )3l5 b )l (gl sl g 2ok VAP and 3 dngy (slaodlsy Jilosiga s
csonkw g (o3l sl ¢ Boo dluel) Mil o sl § pblae dasS Zlscl opals 4 ylas Lol aglli
5 olyide iz ) eleia] sladils; b aulp Sy el oo )] Jlisay ol iagly 45 Lol j1L(VWAY

w0 SLul (693 g s edlawl sloodls (g3 pan a5 13 oysS g gl il diepllas 5,00, 5 fala )] 4y 459,



Yb)w‘i b)sb‘\i0£c45l~v)%ﬂéa‘5lhuw)ﬁ Yoy

L alaedly gy 50 Laodly (6)lA 508" .l oaid gl yscinl sl o Waadie 5l g 00 Koy oppd didlyyy g aidleo
9% 4 393 (3Lt ()15 als o 5)lai (IS (ool (IS S (o0 Cjgo aAls e 93 55 ()5S 5,505,
cotlio o] b 5l 48 sl Lo szl 3l (6 ISIS 13088 o posns 5651 (6 )ISIS g 5 (s lISIS als e
Clnagio S0y g (il by wld 5l (IS (YWY uglyzil 5 55) ol (ladlgio (sl Sg
oS L g 5550 sl Lol Dgie lgiear b sboaS  (Sudlspo cpl )3 (VoA L uglyzil g s9)
SIS b 51V AV ¢ wslyidl g y38) acil basye o b L acsly Ll Die o WSy sl Sme ook
35 b ol Jae L 2g-de ol )5 slagys g bl yow b ond badye (50080 L Lndlgie o))

g3 Slaist Culils

oS 5y ol aglaen b plojon Wmooly Julows dmodls pglie sy 3l e gy )3 aodls sl (s yslateny
5 S G0 ol Sdmgfy Sl (05 53 L Ledls Jlotign 15 Ky (g AT S Lo Lo 0 Sl
5, S5gy sl b osly (g pdyjliel iliol gl uols Jimg 50 .o oolaiwl edls b i SYeb 5 palie (654550
as L pLogl 5 Laosls bl e cglite gdlia 5 WolSiys | g cilisen olaisisd 51 garlye colis 5 ulSo S
Pingh & Casl y2le inghs 53 s pdylisl Gl Sl g, 5l S5 (S g8 JeSe @lie Sl ekl b oslinl
Jlsel Ghal381 g losls (glis @ (hagly godge (igalim 29290 Ciliee LS g Wle 5 (cole Cliiow 4 dzlya L
Oz 5 )50 ol Sdimgly 05 Cilises (slaanlas ;3 0nd gl sl malie (o b Sidmgly (nizmen 938l o]
sloosls jlasl jlg 03,8 Gl |y 293 Jlaisl glags S g 505 o SKinghy bawg adslas (o (o) p Cuslgs >
axbias plocl b e o n 3 (gl cnl 53 sl 038 Jols (liebol badlgde 5 punlio gl Sl g loaslas
2 BBy banliae by dols pualio il Cusd amlio 4 ol Jlod s g odly (6905,5 5 al> sy )
il o3l 5 ladlgio 00l 55 Cales 53 5 00 518 (g 350 BT Sy Sl 055 (slacutlsyy cono 5 o3l e
25 Jles! (BT (oMol ol jlas g osiloy b 4 B uigdanlas o8 lie )b 11,

29 H sLadl
o glaaslias plodl jl (gl (oled oSl b (lgie (gl (owlid by Caond )3 &5 465 (Lo
>hb ol wlodl I Jols oS L S (ol oS 5 g baslas ) ol o0l gl el § (5 5 L 4l lisle

Amd o Ui 1) (Bgyd ialisl g b yiie la > clen] sladils, by

1. Glaser & Strauss
2. Corbin & Strauss



YoA

SAuo 5 g0 | e eloia] (il (513,55 9Ty Caa Swoulally Juo S &1,

Sssd I3 3 ol yido Din 3 Slein] Gl Gibyi 1 e Jolss ) Jgsa

FLY)

Jalge

Luo et al, 2025; Abtahi et al, 2023; Chen et al, 2023;
Onofrei et al, 2022; J et a, 2022; Baaban &
Szambolics, 2022 Yost et a, 2021; Oncioiu et al,
2021; Aydin et al, 2021; Cuevas et a, 2021; Vrontis
et d, 2021; Saprikis & Avlogiaris, 2021;
Mohammadian & Mohammadreza, 2012; Bermidez
et a, 2013; Guo et a, 2016; Heckadon, 2010;
Hammerl et al, 2019; Li, 2016; Andzulis et al, 2012;
Agnihotri et al, 2012; Fraccastoro et al, 2021,
Lindsey & Borin, 2017; Kaplan & Haenlein, 2010;
Loanid et al, 2015; Marshall et al, 2012; Luo €t al,
2021; Kietzmann et a, 2011; Lee et a, 2013; Stocker
& Tochtermann, 2011; Ainin et a, 2015; Larson &
Watson, 2011,

9= oM Sy bl (390 (Jolss) (LS ) Bgand Jalge
(S e (mated Cyom ol B 00t Sily (b))
(& ytio Coludy 55 pa8 (g o (lym SleMb 048 1300

(slosel slog) oS yita Mo o 35 po5 g CatS

Shoukat et a, 2025; Luo et al, 2025; Dass et dl,
2024; Xiaet al, 2024; Hanaysha, 2022; Ji et a, 2022;
Yost et a, 2021; Aydin et al, 2021; Vrontis et a,
2021; Saprikis & Avlogiaris, 2021; Mohammadian &
Mohammadreza, 2012; Guo et a, 2016; Heckadon,
2010; Venkatesh & Suresh, 2016; Li, 2016; Li et al,
2021; Lindsey & Borin, 2017; Kaplan & Haenlein,
2010; Lipidinen (2015); Lashgari et al. (2018);
Karjaluoto et a. (2015); Hanna et a, 2011;
Kietzmann et a, 2011; Lee et a, 2013; Campbell,
2013; Orji et a, 2020; BermUdez et a, 2013; Cuevas
et a, 2021; Jones et a, 2015;

(&ilwdSs Culld g pipdlaiel) by Sluogas Jolgs
(P9 Mo )8 ((opad > (il (ages (gl
aip by b Joobs 5l olyp)ls oas STl cdgpus a ppis
b o yiwd g5 g S S il il I oolaol
slen! el e Ll woleMbl (gam i culild S

(c\JLu:) ul» ).QUo ‘\Jg)a D)S.LQ.C L d)lf)‘.w “‘\‘;‘”’f-)‘-’)ls

Karahan, 2025; Garg & Bakshi, 2024; Koay et d,
2024; Ashraf et a, 2023; Mirbabaie et al, 2023;
Sheng et a, 2022; Taher et a, 2022; Zhang & Erturk,
2022; Sondhi, 2021; Oncioiu et a, 2021; Aydin et al,
2021; Zoltners et a, 2021; Murire & Cilliers, 2019;
Heckadon, 2010; Hammerl et al, 2019; Jami Pour et
al, 2021; Li, 2016; Andzulis et al, 2012; Andzulis et
a, 2012; Li et a, 2021; Agnihotri et al, 2012;
Fraccastoro et al, 2021; Lindsey & Borin, 2017;
Andersson & Wikstrom, 2017; Kaplan & Haenlein,
2010; Loanid et a, 2015; Marshal et a, 2012;
Bocconcelli et al. (2017); Lashgari et a. (2018);
Karjaluoto et a. (2015); Jarvinen and Taiminen
(2016); Kietzmann et da, 2011; Stocker &
Tochtermann, 2011; Lee et al, 2013; Koch, 2008;
Larson & Watson, 2011; Guo et al, 2016;

O S5 bl e LSy b)) Olbls,l g 551 skl Jolge
9 Sluld JS (glyide slajls S (byide pled b SO
iSupladl (il g Slegdge 2yb (e (lad Cllls
5 )L s liSlgizme i gloj p)lS g lpine s
Sl g Jyae 095 bLi 5 48T (ol yda b i Slon
SLoul oS b g a2 pe (sLmog, S 5l slaeil o)lsel
Sk Sy slaply Sl cales (silome sla el
298> o Seig pSIl Glader ey Sl jl cyles (slosnlin
yize Glodas b diluy dorto Slads Jols w0 iud clais]
g iy VU cJld Voo 4 STy e poo scanlite

(s> s anslio oy o dncd e (3

Isibor et al, 2025; Nguyen et al, 2025; Celestin et a,
2024; Julaeha, 2024; Alqurashi et al, 2023; Yost et
a, 2021; Aydin et a, 2021; Cuevas et al, 2021;
Vrontis et a, 2021; Saprikis & Avlogiaris, 2021;
Mohammadian & Mohammadreza, 2012; Bermudez
et a 2013; Guo et a, 2016; Heckadon, 2010;
Hammerl et al, 2019: Jami Pour et a, 2021; Li, 2016;
Andzulis et al, 2012; Li et al, 2021; Fraccastoro et al,
2021; Andersson & Wikstrém, 2017; Bocconcelli et
a. (2017); Karjaluoto et al. (2015); Jérvinen &

wdd (gilopazed Slye b)) Igme (351wl Jolgs
5 Bk slaceus @lslo (glyme dgime 3 Clis
Slyio ((y39-2 3,54t a1 10T (glytme L3l
lge wbijgal (glyime @ALS Cud 5 g 550 bun ¢ gl
Slagby) oyl 5 joyd Glpie cinasle 5 oo

(g g Slome Ll Gl L Jsl g Qi 4B




A b)w & b)gb‘\i0£ ‘dﬂ»)) Co o duw))f

Yod

FLY)

Jolge

Taiminen (2016); Lee et a, 2013; Stocker &
Tochtermann, 2011; Kaplan & Haenlein, 2010;
Kietzmann et a, 2011; Koch, 2008; Granitzer &
Tochtermann, 2009; Zeiller & Schauer, 2011; Larson
& Watson, 2011; Campbell, 2013; orji

9 J_Jy; S ‘5.‘:.)_:9 ‘)ng_.a.; )l oala_uw! i)JAJ)ﬁlJ ‘_5]54.’790

(S 505 sjlodund gpes csgine oo culey dgine

Katyayan & Singh, 2025; Elshaer et a, 2025;
Stadelmann, 2025; Chaudhuri et al, 2024; Odionu et
a, 2024; Leso et a, 2023; More, 2023; Mirzoyan &
Tovmasyan, 2022; Guping et a, 2021; Ahmad et al,
2021; Guesdlaga, 2016; Bermldez et a 2013;
Heckadon, 2010: Jami Pour €t a, 2021; Venkatesh &
Suresh, 2016; Mousavi & Demirkan, 2013; Andzulis
et a, 2012; Li et a, 2021; Agnihotri et al, 2012;
Jones et a, 2015; Bocconcelli et al. (2017);
Karjauoto et a. (2015); Jarvinen and Taiminen
(2016); Kietzmann et a, 2011; Stocker &
Tochtermann, 2011; Lee et a, 2013; Granitzer &
Tochtermann, 2009; Mauroner & Fauck, 2014;
Campbell, 2013; Guo et al, 2016;

9S ald) Slojlow (Sl Sl g LWLl Jolge
il 3, Shos L)) sloaial b gy gljls @ (3,8
5 Siteliy gl 2l Sludl plie Bgples 55ty
1l 8 e sl byt (slbosSil bt Al da]
9 @y pidh el Bl bwg gbde b Jlb Jols
o8 yia Ly iy ol i < sloin! Slsy sloasl
Sim b e yide slaylid, g Loy, S5 o Sy (650L
S5 3l () Ghen celoinl o (85 Slojle
Sy wlel g pigdgime (gpide Closs 5 gy
Cape Slojles 9 (63,8 (sl Kol ¢ Slojlu 9 (633 45

(s o b bL3)|

Kaushik et al, 2025; Goswami, 2024; Chatterjee et
a, 2024; Melo et a, 2023; Jamil et al, 2022; Zoltners
et al, 2021; Appio et al, 2021; Vrontis et a, 2021;
Aydin et al, 2021; Luo et a, 2021; Yost et al, 2021;
Qalati et al, 2021; Stocker & Tochtermann, 2011;
Lee et al, 2013; Mohammadian & Mohammadreza,
2012; Granitzer & Tochtermann, 2009; Zeiller &
Schauer, 2011; Blankenship, 2011; Mauroner &
Fauck, 2014; Campbell, 2013; Jami Pour et al, 2021;
Murire & Cilliers, 2019; Hammerl et al, 2019:
Heckadon, 2010; Fraccastoro €t al, 2021; Jarvinen &
Taiminen (2016); Karjaluoto et a. (2015); Lashgari
et al. (2018); Lipidinen (2015); Gilfoil et al, 2015;
Bocconcelli et a. (2017); Marshall et al, 2012;
Kaplan & Haenlein, 2010; Andersson & Wikstrom,
2017; Lindsey & Borin, 2017; Andzulis et al, 2012;
Agnihotri et a, 2012.

LS 5l pped bds g 3lonl) (R e Jolgs
dooloas o Lo i coppie cala )il 5 (Slsidy 29,3
slaal, (gjluwas by ol yiie b plie gjloaz LSy
woodls elazsl Blu, JUI bl wslitul 5,90 elazs!
Ol st sladiloy 5 (oloia] ladilo; (gjlud LS
il degs ¢ Jomarme (pilow pdsy i pglivs
Sleidy GraSid dnwgs g 3bml (B oo (slatdg oy
wslazel oty oy )Us5 By 4 SaS (5l
il gl is ole (Sialen dbul dacygins iy
laceplial clal g et bbb b oles il iy o
bl ¢ Jgpaze (lyon 5 Cato b culin slaia] &,
By Lol lapeS 09 Cupde b Josllygiws o
daslaxiwl Copis il s5liwl gl g pas o clas]
owlio IS 56 Olsal ( Jious ooy lojle ok

(o5l5 oo

Mossagi et al, 2025; Bodhi, 2024; Bodhi €t al, 2024;
Olfat, 2024; Zoltners et a, 2021; Jami Pour et al,
2021; Cuevas et a, 2021; Hammerl et al, 2019;
Kietzmann et al, 2011; Stocker & Tochtermann,
2011; Lee et a, 2013; Kaplan & Haenlein, 2010;
Blankenship, 2011; Mauroner & Fauck, 2014; Guo et
al, 2016; Karjaluoto et al. 2015; Gilfoil et a, 2015;
Bocconcelli et al. 2017; Marshall et a, 2012;
Andzulis et a, 2012; Agnihotri et al, 2012.

d=loy L el (glgime 4yl 5 udgs) US55, Sdes
gy S2iSTy e SLeMbl STb I GLiblbes sl
ol 1550 g hjemal codn (lbbre slacculys )
il 51 oalit el ¢ elaial Bluy y> ool ,ld) o ilogp

(csrom U9 (oo 6)S0d (s3)8




Y

SAuo 5 g0 | e eloia] (il (513,55 9Ty Caa Swoulally Juo S &1,

FLY)

Jolge

3,

Mohammed et a, 2024; lbrahim & Aljarah, 2024;
Bilal et al, 2023; Dogan et al, 2022; Aydin et a,
2021; Saprikis & Avlogiaris, 2021; Mohammadian &
Mohammadreza, 2012; Murire & Cilliers, 2019;
Hammerl et a, 2019: Jami Pour et a, 2021;
Venkatesh & Suresh, 2016; Andzulis et al, 2012;
Agnihotri et al, 2012; Fraccastoro et al, 2021; Kaplan
& Haenlein, 2010; Marshall et al, 2012; Karjaluoto et
al. (2015); Yost et a, 2021;

CRM lac  LB) csleMbl g,9lad gl,l5! Jolge
(2Ll Gamologil piww «@Sud sl lacubl ( clais]
‘uslnqu S, dalfo)la oy Cogw 9 Jlo wufl)) g
9 PL.&.)I uw 6)9‘—*‘5 wleMb 9 odl> JLML?%L{_
9 Lol coslatwl 5y50 eloin] ladlu, gjlwa LS
(oleial &loy )3 Glble (2b) 9 colin (ololid ()5l

(Olblre (23jltel e

A

Bayhan & Ozbiik, 2025; Kaushik et al, 2025; Han et
a, 2024; Buzeta et a, 2024; Li et a, 2024
Muthuswamy & Basri, 2023; Zimu, 2023; Liu &
Luo, 2023; Jung et a, 2022; Fraccastoro et al, 2021;
Guo et a, 2016; Hammerl et al, 2019: Venkatesh &
Suresh, 2016; Fraccastoro et al, 2021; Lin et a,
2017, Karjaluoto et a. (2015); Mohammadian &
Mohammadreza, 2012;

Bl do ohylS asels 5, 55) sloial Ka,d Jolge
drol> yliebl pae o« odddy [aeolisS Sinyd

(ol s Yh dioj b S

Tran, 2024; Chaker et al, 2022; Borah et al, 2022;
Marolt et al, 2022; Fraccastoro et al, 2021; Aydin et
a, 2021; Zoltners et al, 2021; Heckadon, 2010;
Hammerl et a, 2019: Jami Pour et a, 2021;
Agnihotri et al, 2012; Fraccastoro et al, 2021,
Andersson & Wikstrom, 2017; Kaplan & Haenlein,
2010; Marshall et a, 2012; Luo et a, 2021; Gilfail et
al, 2015; Bocconcelli et al. (2017); Lipidinen (2015);
Lashgari et al. (2018); Karjaluoto et a. (2015);
Jérvinen and Taiminen (2016); Kietzmann et al,
2011; Orji et al, 2020;

5 los (Blais Glanl o5 ¢ Sl ) S5 ! Cowls
Bloy 31yl Gl Sgy0 (loinl Bl glyy oy B
Conl o)l (slolime 5 Lo adld (pgas o sloizl
Olysd Gildae Y guamo )3 ysd Jlosl ¢4yt G351l
sicodyl g olulis ) lohdl (L (byde M
il o bkl (iloguen o slonl slaaily, Glaal
Gloas (So)LSe @lbie S50 5 ity parass (Slojle
st 9 (Sl ($iaely (Slidy 5 2Lk (9,8

(Olejlo sloize e (93 )Slas

Tanarto et al, 2024; Jain, 2024; Zahrah et al, 2024;
Chang et a, 2023; Davcik et al, 2022; Hague et a,
2022; Mathur et al, 2022; Priya & Annapoorni, 2022;
Li et al, 2021; Guo et a, 2016; Andzulis et a, 2012;

dgizen Slom] (o8 lie wchpno g oanliie) (5 yiuie (SWo0 3551
(Jgame 15 5 5L o8,

AN

Jeolse ol hays Gl 5 ol wix 53 (elain] sladils) 35 1 S50 Jelse il 5| o

5, S0gy Loluesls & la3  Limgfy (o]l B8 b dslas j0 g dm dls o 10 .00 gabaiwd (ooXl O)jqody
G Gl (5 g Sepllss oy M)l 3509, 1085 )15 ekl 390 (Aieylid b 3)S59)) (yeS 9 ol il
))‘J)_:‘_;_A RS Cygh L LEPo9e J)lﬁa«ﬂ uwS L uwS ‘Jle)B Od & 40.))1’»5 L;%Ja.w 0 oS Cawl Lg‘d.))]as
gt L g ye penlie g 50 oo anlas o jl sl cusdy gboodls Jol als po 3 YAV ' Sgy 5 g )S)

33 eday dls o )3 ol Canddy mudlio .ol 0as 03> U Y Jgdn 3 43S sl Lo 1 gldiges a5 Md asuiie

55,5 )5 ledlgie ol b (65 (slasid

1. Creswell & Poth



A D)vas & b)gb‘\i0£ chLw, Co o dlhuw)f

Y

pedlie 5] g Baslao algl (5,13505 51 gldiges .Y Jaua

Porde A5 LR 3 LIV POVAT N o 03y asliao oy
C11 .u_cloi?l Gloyw = | aloyw slool gy glatesMe J-6 g u_cLo.ol sladls,
c12 i g lgze A g — | A1 9 lgixe e g pleal g St g 5ok I (olez]
C13 uﬁ:u'lb 6‘);;.13\ e IXY 9% ‘_;I)g «OJIJ u.:; )\)'{l» Py L'ad'l 35,0 O]ﬁ)lf ooy
e el ool 0lad had b e Julodgd 20
Cc14 (GBI B pae g plid] - e . .
5 S o0 w2l )f (2B g S el |y syt ot b
Cyin Lo 565 Julyé — . " R

c1s ibe & 08 B AT el sl Gy el g5 fSaiie)d 1B, ise
C16 By ot |l Al Gl S ele] laails) ol eloza]
c17 sslain] Bl slaceplmal - | 5 Lo e il 33l 0yl ) (lite clajls b )b
by | caslio 6 S sl Cugi (slp (sals boply
cls R e S il ¢ ErS el Cuoli sl (ol boply
g (o)lbw (anly (gl ) H 4 il

C19 Jgize (g3l objlaw -
H12 stols bli)l = | (glee Sl g Laaiwlgs dajls dn ang Ly il e s
H13 S e (lgima Slasy oV ame b)s 4 ol yde ) cud i dbol 4 b ke
By aisled pladl b 3 oaiSCus 5 (bl beud 4 ax g Gk

H14 Mg )5 Slgiee -
ol jglatedsy b olbyidio b Jolbs (sl (ool (oloz]

Al dlozel bl -
Ais T - Bl Gy )5 Cogad (Sl <S8 L )l paulis
H16 O BB el s 5 s e et ) (S Al slezel bl
H17 .Olﬁ)lf u”’" ool — u_'BM>‘ Cudal O C)%‘ 5wl L'j 4 k_ié.))) 9 u—’bd)““’
Sladdy ey Sluds cuw &S cwol K b oL i 5 g alw
syl il - QRd e Ol o 2 b obyide Jolss g il
H1o byt lwgs UL 5Lisyge cleMbl g s sl

20,5 o

anlas jl g 0 oanline 8Ly SleMbl )3 )LS5 wa 4 pylas anlas jl GleMbl (¢ )glaes 1l

b oy gl jl laabl (gly daaslias sl bl ) (o)l gladl 4 g 091 (615 MolS Lol Wy dy pdjlgd

sl sladley 585 » S50 Jolge» dy50 10 SVNow i b Gaes srdslas .ol aobl vad)lhs dolas

o..\;HML.m LgLZbC_wL’ L)"'“")’ ey Lglibuw).’ 9 KW )Lci «Lzz,‘j 4 )a.w.u 0“5)'9 Oed g ul;)a.wp uJ.> 2

i romed ad plodl adgl slaS 5l (S Jo> badlgie 390 9 (it ) LS o5 (5l (6135987 018 )5 b b
ol 005 S ¥ Jas 5 slsesls (6,508 a8 5l ols IS ases



vy G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

ol g (£ 58 DYoo ot lio 3L (513505 o Laslas glgw Julod oo diges .V Jous

LSS

EEE PR KR

(ouwd &1 yBvimn! o) ol s digod

=3 sladsho

ol laalgie

L) lso oals¥hom Sl s st (sLndilay olyan 4 elazs] &) § o2lizad
sledlo; 65,54 L iy o cowle Blial . i gladils) 5 slor]
Sl iy )] S 5 lwlid g pidio a5l 4l a5 eleza]
b olymde lajls b5l 5l a2 LSy il S @ eloial sloail) g e
9 S b Olbls)l by b ages bulyy wlils Clblsyl (Ko )by ales 039l

DSl oy e & ol gly

4L ol

sl lacus fid5 9 Spmd el Slut] w5le (loial ladile) lap it
Slealo) 5 el gladligg) 4 a5k 5l Glyude S 4 Sy ()5 15,
g Laaiulgs dajls Sy an pbyide L SO 4 SO b1yl o palp S iie
L)l SFll (g g 03900 S8 S 18 (g9 5 by (ole (slo 5
L )3 b e plhyiie (obod sy Collas (oot 1)) Bl g <8y
sleimiing 25)) )] (sl Syt SESE slasls g oSl S5 el ol
Coonl I plyidie L waeridy blojl i (sl jlul (08 cuje sbml g gllas

dwg gl slan] glaalo, jladlg o 5y Glolo cwl j)es n YL

bl 5ol 5 b5 (bl 28 )5 oyt )5 153 b 5l) Jgeanes
Wiled oalitnl SO 4 S G yao 4 b e 5L

plas |y (S5 4 S5 b))

Olide

U 0,850 Byl 5l byt slajls S caa elail slaaile) 1 ply Lo
sl Soals LT slajls S coge (lyidio slaply Jelodgnios 5 pgleen
G 51yt slnjls Gt jglatoas Leleisl glatilu, 5 ol (slaodls
Sl ol oS 3 plesiee o)lS shoo @ (955 855 5 (sleial &by (g
b Jole g ot bl (claainlgs g bajls g by 51 (eiod)) coleMbl yog,8
GiS 4y e Lol lajls S5 ogdle Kl e (Bt e g olyiiie
20055 ghyie Ly pSoslas alaly 5 spiie g il glaiy OYlgw Gl
5 S 4 RS b )en Bkl wlgie s 5 0858 (elaial slaail,

Hgd JU ales b)) 1))

oo (slajly cass

2lgy e ablT a1 i 3,500 g At 03\l gus Axiane Szl slaailo,
Sl ) @B g3l Gl Lacs , b aslad sbul by l |y Slglé sl
IS S enly 8 eleinl Sl yiw ) (ite (lad Sllls 5 Clols JpuS
5k e Shg ol ol 2 g s I g gl & (wloia] Bl i 3 Slals
5 (& yidio bCuwlgd > & Fwly > Sialeal Cuol Joyesy  Sol 3 caenl I sl
Bl yiam 2 (o Glals 5 Glold 305 o Llg 0 68 (a8 CleMb
oyl 3l 5l o gazme 5l duilgy oo ¢ stio (Bl Glads joebs Cjgo )0 235 cloin]
528 olial Sl e g b3l Sl Lages ol yde 5 < pb a0b ]

sl Logases) Lolats] sladlu) (slocum jI oo odlitul 4 (b yide 31985
Ol il y 4y Cosl San 1) i blist (Cysn b basye 5 uSs) &Y guanee

Slids g oluls J s

olbls)l 3yl

1. social audit



Ta,L«J}‘i b)gb‘\i0£ cdw)%ﬂéadhuw)ﬁ Yy
3 6, iSas S 5,18 aS
(05 21 ycis] adlio) €L Aigod 5 SBasio ol glalsio

lacsyglss 5 3y sladjshis g Jols @l b el iiS b bsye claply Jlo))
Sub il gyrde Slois g Jgame ooyl > sl (glacky: axusg 5 dbxl ¢ o>
b SgedS o8 lp (sla] glaails; p lacuny sbxl oglas <Yl 2 )b

ol g Clegdse )b

. il
Joly s a8 legbge gyb L isupladl Liol oS jadaiea; con
S SaS Sy by e (gges ) oS b pe
Slojsg O g ame gy d Cowlsd 3 B2B L B2C 1)lS L it (slgioe 43l
g (gl el aply g oy VIP (b yide (ol (slor] sladils) 5,0
28 g lgizee cusls

b b ol by a0y JLSa cilisee ()b uie (sow I cawlio (6 S mrenal

o B Oygo 4 atin Byl g3 claan] claaSus 5l oslitul e &8 bl
o ol JUd s byl s ol b clize (48150 gutyloj el oo i3]
Sl jaas o8l gl Cusal Bl slanl sadle) (0 by Glvs
s eyl Joolss a5 Jboys wiyls pbsslaw gl g g |y eloinl (sladilo, p
1S l5me 1o 4 sl Sl b JobS 2 b (el bleise I
SleMbl sl g Joles 5 (5188 Tgme (sanlej 5T 0905 plidl laadl opl b cawlie
s lelo Mo ciiwn Jlb ol 45 03l sadobul Sloj 5 (elais] &lu)

2 939 0y iy oyl 43 o &l Cllae &S 5 3929 (g yiitin Jlain] (cled)
Al oy 65V ol domss

SIS Igze ganlej

obyiie b (5)8en (898 lacueS s gk ) 5)Sen sl plbyiie b 559
obpie b 5)lSen . slarl ladils) )3 5,8 Clods 5 SV gz (Byme Cqx
obyde Ly o)l San o ()bl 5 <858 Sless 5 SV gamo 4] opal )5
3y Shos 35t gl (U1 3o 5 by €3l g anie (i (Byme sl
slasleiniy g b (B9)d S e dawgi (e 4 (S S9IF 5 (b e

0ol Slegoge zibo )bl By 8 g (b yie bawg (55

bl 5 o)Son

Ol yde

slaabi) » clals (Sl claShy L 2 lS) Jeae o Sh ol
PSSl an dea )l islojl g coud g €8, @Y game 3yg0 45 closal
Sl slonl Eecly & 01 p 5y (slacudled 5 dnols 5 Lite 3,90 3 (plagylils
2 035 C).LG JjL.wo L C.wl; )9.‘4».@4; @me JL»)I J.J).: )LA:-GI .)L’?U‘ 9 e

Ny )L.J—I bas 9 Olods 9 Q\jm uepa>

g8 bl asT

5 A LSH oy ny il glod S €S o (5ol 331 5] 5,8 S
aSen sy U (ool 51 el yls 1y ,30n sLdl b bl bls,l g wds bl
SLaeSd ) comlie (LS pizmen 5 ol L (b)) ¥ lail @08 5 Y
YLl 5,5 51 o3l s prg (a3l 6oy 5> Bols ;1 slinl . eloza]

bl glaails; 3 s gl 2 @2 ye sloog)S g 331 (bl

fed dLmbg)f )l Sldesawl

oS st




b G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

LS

] C 5 B RUR Y

(ouwd &1 yBiimn! e lie) ol ylis digod

=3 sladsho

ol glaalgie

2 Cavo > o 2ol gl elan] ladils) )5 (gbre layel dnwgi g sl

Y guazee ¢ybg,8 Shial pMel (gl (pbacuny drwgi g bml dadye Clegdge )90
WYy (Jluwo (gwyp sk I S )8 Jgae panss glacoy sbol g >
Gow jl a8 sloinl gladilny iz sl yezdl 1 oddlo Olyos o b SIS
J wlgi e baglojl ST canS” (3l 5 Mimd (S5 (b yidie 4 950 Ole ()
5 Sl Ml (gl o 5o o St sloog 5 | (ol slaaSds (sl yars]
5 o LS Brot 5 SLISS (sla o) il g SV s (slacs gl g ool

les ozl b siie b (5Kt

ilme slayesl sl

e g eloain! glaailo, b ol yuie Jobs il cow (slodnlin (¢S5l
6yl Syme slaply jl coles b iy g WS i g o0 S b Jolas iol33l
u.GLm>l dl_mdul.m) ..\:9»)&0 )1043)9.4 .)5).3 L: ul)).muo JAL!; u.ul)_‘il o dlb.\&:l...wo
Slos s 9 uY9_Aa.>m d)9—0 ) Dmd)‘m uo)yj dl)) l) ol) U")‘Qf .))lyo u.’>).‘ BEl
Gk 5l asy A S o bl g shsalin oSl JSG 4 1) 8y (gow jl oasal))
A6 Ol ps kb b w s iy eloil 53k S e slaply i g 1y
Bl 3 ooyl 5Ly dlaaMo b ()5 g (9,3 3895 9o 9 aIS
aidyge gLy A lis g (glosnlio (63 §ojb 5 S ,8b g ol
9 Jold 38l carge oS iad o (LS 393 1y o) slaglejle > (BALSg )3
Ay bl asl)l g Cgllae (ooSFwl g Coles b e b .l (59,8 Clunl 3as
loanlio 653k slayld) 2 ars BB b 115 o (ol )lS ol clalsie

bl ansly 2g8 b yide

S e slaply l coles
L;Ia.\mL;';p d):‘.be.’.

b Cannd BUS B pan jl8) o b 15,5 i )0 Slo il Glasayylas clads
8 Colas 3ys 0 Lacs 1 lawy gl oplpls 008 o Wl Glosd 5 &Y guame
5 Jomame 0,00 S yh bhwg Jlo ) GleMbl 4 s ladaylad clals 5,5
IV )35 b oo g bige Jite 5 55 50 ot 5 sloply b oS 5
03505 Jurawd |y (S9SN lada ylad clils cloin] sladilu; jorls s
JLS 3 0s5 1y oy asllbgly (ol 8ST sl 5,k 5l HBUESG pas sl
ST 1) o Sg S lmnanslms SLils g 5 b wile ols ased cleML)
p glele g o)l K00 ladl )3 Ky paad S Cage g WIS o0
Sl g (wony 2Ll Gk ) Slids Gl sleal laails, 5l alys o

WS ool by 40 yids (3897 jelaiedy yladdy D

liks | ealos
SS9l eyl

i |y 395 bl sl 3,55 il 395 SlS L slan o sl s
iy logas Uy lale sl ash b OT Sl g slonl sladle, 4
5395 ol dudle 555 5 ol oS 815 5 o 4 il Al
elanl Sl epliwl peas & pldl cpl b cuslize g atily CBlyil Calise bla

X9 ©pbe

s S sl 55
el Sl

2 3lgi e 3,8 0)lil g (g s (315 )15 B b (Molln (sla)lil 3 bk
2 by Al Cusd gy Olidy 4 clan! Sluy Mol 0 1558 slain s
Slacay Lo s (b )18 Saa b (lalloge clajlil 0 15 zer (laSin 8

Aol Cuwd (gl Slideys 4 Jlg5 oo (eloin] laaile,

@S g 5558

9 S Jelgs




Yb)w‘i b)gb‘\i0£c45l~v)%ﬂéa‘5uuw)ﬁ Y20
3b g lisas ] C 5 B RUR Y
(o0ws z) ! M.bla.o) Ol be digos S8 sdgis ol salsis
il o abd,laSy albls)l jl ol oy )i 8 dold b slaKin g )
adybbgy byl 5l e o yieS a8 Alold b lacSin,d ) D505 odliiwl elois] &y88 5l Aol

Dged odlawl u.clo.ol L;LQMJL.:) Pl

= OlFe el S iar b glacSia )b lp (slanl Gbaals) glacuy »
Oy leril (g pScua b Sin g )3 900 1S 505 (b e g )8 Cuge
Loy colia g 3908 35505 (63)Shee CleMbl p (slota] sladils) o )

Dged baas |

S Sinp oS

Sdedids /e

el glaal; 3 )8 L Jolas Cuge )3 Wil oo dnoly (lsebl pis s
pie nl 4 olacn 5l g YL lisebl pae b sacSanb o il IS,k
Dged o3l i 350 CMolad 4y sliwd (gl didd o ialS )y Ll

e (8 pieS (e maiiame Cdla b slaply YL dlej b caKinyd o iy
WS o pibitin (£ pudin ppaimne Sl by 30l diee; b clacXin )8 0 sy S o
Al il gy 6))35,86 b

4 slalgse iy Wy 4 boyye dins 005 Jbd dacuw 5 balgioe oiles
8 35 Lawgi o 4235 5123l

(slain! slaalug o Jolie bLs ) 1 we Jolsd dacun dyg0 40 ol Jlas
SSILEl g coygmn b (eloinl sladilo) yim )3 Ky b buie Jlite o5 gcaS
ssloan! cladiloy )3 365 SMolss (> )l ytie (slao 1Sl 5 (So 4SSl ) e s
Ui_a..ul.: Ltb.\_i)g 3 el OL&.M.;QU:,.) ‘_;:b)l)b clacdls 9 19’.‘9@0 AJy Bhl C,S)Li:.o
Jyaze slaog g clele )l Gl L gbyiie (wgpg bk cdld sl |y bulys

ialed wal8 ()55 4

G Ol lawss i dbogl 05,551 .8 b By g0 o))y bawgs giee W5
4 s SLEbE opSIL Gl 5l il 505 Gl g 85 b e ol sl
o olainyge Ny @l b A8 oo (g 4l (eleinl ladile) )3 lgee Ay

ikl oisucase ol L

Igize Sl

A (0 9 (HBlg Sl S 9 093 SVlgw Fuly 8l Ll (e ol )8
0551 L plbbre (gl lgimme algs Bum il 355 53 88, 5 Jgare o igllae
sl 2855 Jgame 35 sl o] (9,5 aslite Jyame 15 5 5l &)

Jyaxe 15 95l &)

(S yuino Lgl.tbo)'.,,iil

OB xie

-y

ot bl

Sl Oldala Shg 9 Ladb I (clacgoomo Lulyd (pl gd o (6y9om0 b b ooty (6 S S8 el (e Ll
ol g add Coldy Jolis oS 0, (slaylid (Yo oA paglydl g (my8) a3 oo )8 b o |y ol dlgio a5
;9"39’ u.l.c Lu‘).w OL&SdS L QUoLS)l APWIE LS“"“'\'G«) dl.mo])yq ‘st.pm «::lnl)'” o|)A.m 4 D9 o0 2590 dLmJUlf



b G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

o Gl g b (5 eleinl slaail)y iy oo JSiT |y (0958 GRaljEl g (b i Gl 3 (elaia] sladile,
shol sladilo) 018 5l g oo onl 2 ogde WS (oo Jiens ©rasily 6)bx5 Lalg) 9 (39,8 slp 1y b yide
(S yidie 8y sy gln s oly 4l oam b polie Mol o b 51 g yitio s 5 Slael ocsylolby Ltlsdl clys
25 iy Loyl 4 s e Sl (YT oiSen 5 (5 500ST) 358 oslial pladicsd g oS
DS o ) gy pRalEl g plyide o ) aile (ol 3395 (il i 5 (sleinl slaail) jl ekl pyj)
Sl | K05 (g 55 w9 o 1Lb g8 g (65 dan b Sl Jlo aiz o aol s tdlige slag) e
sobatedny asly b yide Ly bl sbml (gl ks & eloa] (slaail; s oo Lt 1) igls )3 (5y97ee By
Sl s 1 ;505 (53l laiisd plyieds oy Mslees § GEMIS @55 (LS el (U b S50 bl

A3 o Wi 65,k S ]y eloin] cladils) 805 pojl a7 ALS 0 u~°b y olejl

(9S> sam) (glino; dasl g
by o ol St o Lulys gl lad g 390 4685 s 35 ool W3l 2 45 ool Ll o
sbapiio | (glasgorme (o Lulypd Jlio ) cimd oo S5 laise) (slopiio b il qeanlia I (glacgacns |
A8 (o sl oSb py (S5 )i bLSIL (obsiite g (e laulpd (b3 ) by jlonn (sl psite sl JUa
bl )8 SleMbl 5)5l8 sball 5 aloy Sluogas (bl e (Slojl lacelils (Ve oA (puglizil 5 (1)55)
wolyd ) Lol ay (hgd aliél y e Gl o (sletal slasils) Cuidse sl pual) sl sl ) sl
Sl gl cBgples (0957wl ailuy 3)Shos (b)) slasial B g yidio Glajls & (3,5 (065 Aul8 bjlo s
g it b Jlb Jols ]88 )Lt gl byt slooSil colis als ol g (siaptelin gl 2oL,
5 Loy o (S iy 6350k st b GBI S i sloinl Bl sladaliyy 5 0y (31 - eloial Gl
5o SlosS g gy 5 (S al o HlE) Shgn oloia) apleps 85 Sl Sin i s jite (slo S,
s yio L bl g pie (Slojlo 5 (938 sl (St . Slajles 9 (63,8 3w 2835 (eloinl (g pdudgins
02iSp S o L)l (39 (Jols g Wil o @rl8 ol S50 (sl jglateas | Slojlo (slo Sl 5 el
mated Copgn yoli B ol Sl (bl bgd 1S3l ol bLS)Ip92 Jub s (S50 L) (092
slesel slonl S jiie 3oy 39505 g S s pha Colid 8 pa (s yite (sl oMbl oS a5 e
ASd Cial glac bl - elainl CRM (sl ehl S o oal)8 w51y )3 1) Collae ()l g0 Jolgs
Sl Ml g 03l (laolly - selainl &by (golSosls oy 3 Sgpew 9 (Jlo (315 St - 2l l3k Gglogs it
2y 9 el olwlid ()5lid o balnl oslatul 3550 (cloial glaail) (siluda )LSe g pleal gl (555l
bl s pdpolosel g CLeMbl (6)glid sba)lpl (lsieas Ll (el piug . eloa] Sl 53 Glbbre

L Jolas 51 ol p)l8" 0 Syl g (o (9392 Sy )8 o (pogiad > Castel L cogos (o puod (5 jlodSs

1. Agnihotri, Kothandaraman, Kashyap & Singh



Yb)‘»»&‘i b)sb‘\i0£c45l~v)%ﬂ.&o‘5lhuw)ﬁ vy

CablB . SleMbl (g5 g culblB S L 4w yiwd g )5 5 cunS 5 5SS Sl il 5l edlatel 4 e Al
3 eleil Bls) Collae Cliogad lyisd alu) Clix b Yoy 3)Slee b (6) 5l iy )57 (slaia] colld

il ol ails) cpl 3895 sadjaly She il sl | laiej Ll s S0

Sl so Lyl
5 e (sla it I (slasgazee |y Ll ool g oo flie ol ) o punly o8 it lal s Salslae byl
9 OomgS) 5 (rges g (e Ao 5 1S (0 g b St ) Jelge plu aldlie &5 aimd oo JSI5 Lalg
a8 gl Aol . ol S aen [ ()S0)8 . elanl Bl @ )8 asels (5,55 iy ol )3 (Ve A ¢ ol il
else Oloean mly 5 Yo aiej b S b el Gliebl pis gaw .donily [seolisS (Sin b gy e
L i o e (ablil g (Slestdy (sB9,8 QLS (33010 i g 2brl HUS ) (eloial (Sin b Salblse
Sl JUU clsalolicul 3)50 eloial gladlu, il LIS ol yide b @l (gjlodr LS aolas
Jgazme i3l ploy e ple (higel s slatile) g (oloin] ot (gjlude ) lSs ogllas eloza]
ponla . Baie,d 4 SoS gy Sluidy (lbaSus dnwgi g dbul . (il Co e . glaadbg o (lads] )8 drwes
bbb Ly polas ailiwl iy poi e (sla oy e (Sinlon bl lacudgiune Ciypoi . sloa] claail,
Co e o Jeall)gind 5 bl (Jpame lyone 5 Coio b culite (elaial Sl bl il lzl 5 cng0
B98 plejlw (b sl Cy pie ail) Bl Gl g cngh slaial Slo)y bk saimeS 0590
L clite (lgime a5l 5 4l 5 Lpie aloe loicds (syslsi e wcanlin o3 b sl . o
5 5 el andn bl laceuld o 4y gy (2STy SN]SO ) bl (2l 5l LBy
slel Bl 5 bbb )Lis) 5 Sl Ly colie Jlol glsime (il pased . bk glags yo oyl
ol e 4y 255 (0 )1y 8 QLSS 3 Shes Jolgs 0)0) 13 &5 (rex (B9 (o (5) S 3 )18 il I ealatu
byl g oo Jgmamme s b 5 5l @) dgims sboml S jlie (Bpae 5 oanline Joli & (b yite (sloe sl
Ay e JS ) ol 4y (B9 (alEl g (e Gl elan] ol 3dg oo pal) (g2l o Salilis

(CHoles g b 4isS) s pal,
ol oSl iy g ,Salilie bl b cou oS wiun olaun Mol ¢ acaadly da kb, Sy s yal,
Slyzee gz ()39 Clin foad (gl pased lgie (L)L Giagn cul 13 (VoA cugl i3l 5 (1)s5) Ngdis
5 55510 Lo o wlun] (gly oo €39 3y By uamin fouiiS Al (glyime (L3l ¢ B wle (glacn wlsls
g 4B (sl by ) by g jg)r (Slsime timgasle g oo (lgime todijgal lgine fouiS ud
u_:l.C) ‘]9_,090 9 A gu S ‘9§A_:9 ‘)J5La) )1 ool ‘)J..\J)sl; d‘y&u S99 dls&u dﬁ])l ‘u‘);)lf L JA[S)
4 S5 byl )l ©lbls )l JUS )3 e s 3lpaml Jelos plgiear 28 (203 (giluand Cgpe fsgine cuSlle

Uil g Clegbge pyb f hie o Olald g luls S b e clajlo s )l e plod b ST



YA G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

@5 bl 5 4 ST epbyiiin L (o 8len g (6)lKen £ 38150 (gaigloj )18 lgizme cuslis £ jisupledl
S pmo Sloply 5] el fislms szl bl (IS b 5 g2y (slaog S Sl Slsotul el bl g Jpares
L ail)y asis Olals Jols 00,8 sloin] jaas ¢ Sig xSl laday ey Glald | coles ¢ slodalin (5,50
o ol oy Lo gty 5 iy YL Clad (Y o0 4y iiSTly sy fcnliio g puine Cilis
By Gl oy BB g oe «Blas Slaal 095 £ Slgden ol yon 4 Slols)] 3Tl Jolos plpieds (gt
8 yidio Syl gl Cenl o)) lajline g el (g5 felaial Gl sTyl (giloS9)3 fslos]
Slaal gancodsl 5 olwlis (L8, cloladl il <ol e M w Ol sllae Y gaxe 3 s Jlos!
Slodd (Kol falie e g e parass (Gljle laaild g b)lidle logues fclaial glaals,
ol Jalge - glojlw laiso s (03, Sdos (oguen 5 (S)lie (2020l (Sl 5 aL)ljL (B9

imd e JSb 1y gl 4 (hayd (I3l g ol ytde wla 3 eloin] gladil; Cudbge sladpualy (Sl

Laoly
8 o il s elge ind e i 3 peal, 3561 Slas g gl & Attn Sl 5 loalgie datolyy
(lhyide el Ghal8l g (Rl (89,8 Iy Slodd dgmy s yitie b bLS)| o e dgae (b yidie
Gl (B (hgn dawg (ol e 3V > Slyeis (93,5 Moy (b e (5B I3l (b e Mg 58]
(Sjlwdip slcdld drwgi il lacus 8 iSO e Cluls g i 2lad Oluls b ablie o alas olids
elezl slaailo) 3855 oyl gl slassly plysd (i 15 )8, Shle 10 g (5 puie 425 350

iy S5 1) bl 4 98 G35 plyide Gl

P29 H S SN Gl 3 Sl el Sl
Ladlsio (5)m0 (6150 )3 da STl (655 331,55 ] ()35 gk s e ks 35 5T s e
Sy St el Cnnly e Alsio ) Jl ) L 50 0315 Siges badlgo o) b g Al 3gupy iopllas &g &
s sl 0ddy By iogs &5 ol 4,15 A5 (55 (6 HSST J) Bam g a2 LS 550 (k5 )]
i g ol il pan el (ol als jo a5 2558 bg e S0uS6 4 plate jsbas (ol badl wylas & o filos
el ) 15l 5l syt dagi 9 350 4 oS (lally) g 03y Loy laadl S0 &y siepllss JSUb 41y (g p97e
ygmoda ) bl Jae orole L adlas 3550 o0ty (5t jl 595 008 canssp Ky dloyo (] )5 08 o
9 232h) o (Ui 1) (2l )l (o Cygods 935050 wr ) bl Jio b WS (e adie ()
g mealie B )3 (gaaiind 5 (IS Sl pSl Giagh laaslae pl (slaodls ol (VA (oMl
g obyde Oiz 3 (sleial glaal; 385 (n Giagh (ol snd b latus dlgie S gl Sl 4 dadgde
e (Sbily )3 Ab (e LB (ygeuie (] & B Ngdanlas & (5lod S AST ol csbg 2 L3l

5800 g rs 3 b 4 YUK 53 00 1) 50 (IS (el cimgy ol e



Yb)wi b)sb‘\i0£c5W)%ﬂMduw)ﬁ Y4

/ e "’-11)-"-‘\ / (oS ann) (51t -h-z'r:‘\

& gl Ul cwd (2B, ;L -

s lelll - lejlo glaclle -
il oy - bl egsd =
diL.JJ GL:AOQAQ} -

g3 b bl )l sgs op9 0 —
SleMo! g5k oo 3 -

\ / / :Lﬂ.\a‘.‘y_\
y - ot S ie Sl

g PEIHRENPORMV

o il ey e 350 —

/ L il dgw 38l —
(539700 alub) ol asy I e Sbde gianlay il3El—
. B uis s g Obymie M ol 3l —

? ezl slosl, 5 ol 51yl - e
1380 g oyl sie Obte ()bl 15—

o2 g Ol e > _;_,3_)1)“” sl ) B .

Y G 53 Clpdd (13900 Moy —
) Jhon dawgi —

\_ J alas Slals Al —
O e alid il b ablie —
Db slecus B ass —

Silosip glaclld dewg —

glalilae bay !yt
(S e 4200 dgnte

N N e
. Qe Ay )R8, bl pu
L‘Jl_;_):.;’.n‘_gl.m}ﬁial =
e Bl —
e )\ )

09928 il g Ol fde e )3 sloial Gadile) e Sueulslly 5951 .Y S

Lo lgiinn § 5 5 400 omy
la p elenl gladil) b5 oyl 3850 sl sl yiar pre Jolse | (o Slojls slacalls &5 Ll |l
il lmaioog ) 065 Slac b sl b g lojlo 45 355 00 drog uslagl & Jgd Sl 5 olyide
oo clize ol (ol yiie slas$lyil o Glial Llite o5, elazs] clatlu, (5Sosls i aile
Peales anlp g)lose g s piio Ly Joold aiald gLyl g cpg5 o USH slastul oo (09,8 9 (2b)l3L
lasl) Copto 1 Sl 3,809, 3551 eloin] (sladiloy pny o (Bigel 9 63554 (eloiz] slatila,
o) g P98 53 (sleial sladilu, jl 33ge 3latul polis (sl Slojlu Sty yolis (65 e 5 (olosa]

S wal8 1) jsSde slad pual) Cudbye
5 Olyide i ) slanl glaalo, 555 oyl 3390 2]y ilodien] 3 503 pre Jolo
Ol G Cr 3 9y cnl Sl e Gl g lyitie b plojle (oLl g g by Clusgad (59,8 il
prdily Sliogas S dng Slegdge nl 4 slairl claails) CLl ) g lojls o 355 0 loidy ote



Y. G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

Slaiel syl 5 S e Mo 5 i g S (s yide jLidyge SleMbl (ol wlblsyl )3 (¢ yiiie

slaz] gaails) 3855 cbodpaly Cubge (giloyim 53 ;500 BaS e ol 55 SleMbl (65l (sla) 3l
Sydio L LS Copie (slayl il Coods 9 abul b il o o ylojle &5 cunl 35,8 (iol38] g )by s 5>
903> (gLl ol e B Sgrw 9 Jlo STy St (2b)lil Ggmlog] i aSud el ) g5l ¢ o loia]
P8l L s gl cul 5 osllas (6l ot g 59 ool (3 jktel i 5 olaizl Dby 13 blo b3

by slmdaly 5dgs cslyal 3 Sallie Jolge alas (ol st (slooyl 5 elainl - Sin b Jolse
OS5 35505 b Wl e alojls 9y ol ) scenla] 4 B9, (Bl g (e Gl 3 eleia] sladile
Olee 0 0wl b YL &) L Kiny8 g drols liebl pas pdas ¢yl o sosily b deolisS” S p3 (65 s
S )l B yns g odaliine yu et oyl yide (sl20 1SSl 4 dn gl g ddlllas (3 g gw S 3l Ban 5L b e
TS SaS y5S ko sladyal 53350 sll 4t S 25 5 3l ) dsime don

G395y Ladyaly ol elal ol cowlio g bl o djly s o Ml o ki & ol co pae
Sl Salslae Laly (6,8 US55 oSl ls (i e 38 I3 5 oloie Dl sl slaal slaaile,
5 Lo Capds bl o (Slidy (b8 QU (35Sl e e bais g 0bml 3250 5l g e ol Sl
(i) e gliael g G polae Sajasl (i (sladili) 5 eloinl gladils) (gjlodz LS, ol
Sl Slaiiy baSils arwgs g dbul (i Co pie (slarbig i (sas])8 drwgs (Jaaste bl ply o piwd
Gz sla sy le (Saled dlogl dacusine (i o o clan! gladiley p o)l (Baiiy s & oS
L cmslize laza) &y slacs il (sl g s (bobo b olos Bl Gy ] (5] 85 9 olojls
9 o985 selainl Bly oLl lagumeS 059 o pde dadadllgind 5 riuwlw (Jpame (lyze § Catio
Cu e g cmbio )8 13T Clsal ¢ Jlious (598 olojl (b dadliatal o pie wiluy 5]l lyl

QLSS 3,5k o938 Gul3El g oyt Ll sl sloia] gaailu; by 30 3 Ko Selshio s
Syl by b cuslite (glgze &l g adgi can )0 355 LS, 5 Slas pudais b ailer o o ylo b oS ol



Yb)‘»»&‘i b)sb‘\i0£c45l~v)%ﬂéa‘5uuw)ﬁ Yvy

Slagsyw Lo 555 5 (el codn (bl laculss s 4 g (iSly (SleMbl b 5l bl
il 31 oslial o elas] (gLl ;5 cblio )15, o by b cslito Lo (glyioee (gl o obyljb
A3l 3890 bulyd ol el 53 cmen on (65,54 5 o8 (6)lSam (2,08

et LIl gl wla o slenl ladils) 3355 p oo Jelse lulid Ban b pobs gl
Cr 5y glime (imgiy dglecansd Ulgi e ol @l 5 Cdpndy plnl ol sanl g5 )] g oSy
L 358 pimgi o=l 53 oad il ol sladlgio )3 5 Sloe (g8 slapadls 5 Cudbge (0lS Jaloe gl Sl
45 Cul ily daailuy ol jlslo)ly (o piod )3 39250 lacudgione g (sloinl sbaals) (gl 6 g9 4 a2y
pogmad > oS i oMbl (65l5, 5 g 53 yols ddlllas o) Sitimgdy A (225 (sloodly (ggler 5
Olalllas ¢ yimgh olanl Cuomd )0 Lol tiul by plodl jauiS wlow o (oldlyas dalaie )3 wyiwd o sladile,
o=l iy Jalge 5 (BAiiSByan jLid) o slaial gladils) B ogad )3 Sla 8ywS )0 0ld plosl
L ptmgiy ol @l gy onl jlical oid gyglaan 5 o aplolo Uagp8 Galil g by Gl )3 il
2,0 ggllae Ll ()l oS byl

S il
e Ols 3 A5 lolial 5 e eyl tionia sl (o5 plo 51 & Al m 395 Ay yilo Galllan o Kaing,

S S g a8 dlesens widly 8 laEse HLis] 51y 58 Sloyd g Gloglee g g5

&b

9 Sbbos (63)50g) ool k5 Sl o3l b g Julod (WWAY) Ao gorkr g dms c(5)y0 jlaed e By dlaely
Ve =00 (A) ¥ o pinio g pudo lellao . (oS 35 () 5> (98

el gladils) (5,05 gl b))l gancagyl 5 olulis (VF+)) albx) (b)las §8laasetiw (g yae> Lo )9 col>

FYY YN (YY) A py clodile, bl Sonpllss (6950 lawgio g So o8 sl 9cws

(V) ) cCo o il dlisodls (o3l las  JLobiz a8 gy (sbasilymal (DYAS) iomodp ¢ solol oy 2,3 bl
av -4

slsedls &5 5yl 5l eolatul b (28 b cunS s (g3 yly JyiS (ol (s (WWAF) dilsllac (g5 yb ¢y o oo ylos

2 elean] gladilo, (i 4 6,880 )5 Glas HBaisas o o805 (WWAY) destodiw (6 pwdgy bl o £ alains ¢ glaze



VY G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

References

Abtahi, A., Shafique, T., Hague, T., Siam, S. A. J. & Rahman, A. (2023). Exploring consumer
preferences: The significance of personalization in e-commerce. Malaysian E Commerce
Journal (MECJ), 8(1), 01-07.

Agnihotri, R., Chaker, N. N., Dugan, R., Galvan, J. M. & Nowlin, E. (2023). Sales technology
research: a review and future research agenda. Journal of Personal selling & sales
Management, 43(4), 307-335.

Agnihotri, R., Kothandaraman, P., Kashyap, R. & Singh, R. (2012). Bringing “social” into
sales: The impact of salespeople’s social media use on service behaviors and value
creation. Journal of Personal Selling & Sales Management, 32(3), 333-348.

Ahmad, N., Scholz, M., Ullah, Z., Arshad, M. Z., Sabir, R. I. & Khan, W. A. (2021). The nexus
of CSR and co-creation: A roadmap towards consumer loyalty. Sustainability, 13(2), 523.

Ajina, A. S. (2019). The perceived value of social media marketing: an empirical study of
online word-of-mouth in Saudi Arabian context. Entrepreneurship and Sustainability
Issues, 6(3), 1512.

Alqurashi, D. R., Alkhaffaf, M., Daoud, M. K., Al-Gasawneh, J. A. & Alghizzawi, M. (2023).
Exploring the impact of artificial intelligence in personalized content marketing: a
contemporary digital marketing. Migration Letters, 20(S8), 548-560.

Andzulis, J. M., Panagopoulos, N. G. & Rapp, A. (2012). A review of socia media and
implications for the sales process. Journal of personal selling & sales management,
32(3), 305-316.

Appio, F. P., Frattini, F., Petruzzelli, A. M. & Neirotti, P. (2021). Digital transformation and
innovation management: A synthesis of existing research and an agenda for future
studies. Journal of Product Innovation Management, 38(1), 4-20.

Ashraf, A., Hameed, |. & Saeed, S. A. (2023). How do socia media influencers inspire
consumers purchase decisions? The mediating role of parasocia relationships.
International Journal of Consumer Studies, 47(4), 1416-1433.

Aydin, G., Uray, N. & Silahtaroglu, G. (2021). How to Engage Consumers through Effective
Social Media Use—Guidelines for Consumer Goods Companies from an Emerging arket.
Journal of theoretical and applied electronic commerce research, 16(4), 768-790.

Balaban, D. C. & Szambolics, J. (2022). A proposed model of self-perceived authenticity of
social mediainfluencers. Media and Communication, 10(1), 235-246.

Bamdad Sufl, J., Shahbaz Moradi, S. & Salimi, M. (2005). Attitude Assessment in Management
Studies by Likert Scale. Industrial Management Sudies, 3(8), 55-70. (in Persian)

Bashar, A., Wasig, M., Nyagadza, B. & Maziriri, E. T. (2024). Emerging trends in social media
marketing: a retrospective review using data mining and Bibliometric analysis. Future
Business Journal, 10(1), 23.

Bayhan, B. O. & Ozbik, R. M. Y. (2025). A systematic review of cultural effects on brands
communication styles across diverse socia media channels. Journal of Cultural
Marketing Strategy, 9(2), 102-118.



Tb)w‘i b)sb‘\i’i Ldb&,%ﬂd&duw)ﬁ Yvy

Bermldez-Tamayo, C., Alba-Ruiz, R., Jiménez-Pernett, J., Garcia Gutiérrez, J. F., Traver-
Salcedo, V. & Yubraham-Sanchez, D. (2013). Use of social media by Spanish hospitals:
Perceptions, difficulties, and success factors. Telemedicine and e-Health, 19(2), 137-145.

Bilal, A., Siddique, M. & Shafig, M. A. (2023). An analysis of social media marketing in
developing customer engagement and customer loyalty: The moderating role of brand
Trust. Journal of Namibian Sudies: History Palitics Culture, 33, 5640-5664.

Bodhi, R. (2024). How does enterprise social media use affect employees psychological well-
being and innovative work performance? Findings from hybrid approaches. |nformation
Technology & People.

Bodhi, R., Joshi, Y. & Singh, A. (2024). How does social media use enhance employee's well-
being and advocacy behaviour? Findings from PLS-SEM and fsSQCA.. Acta Psychologica,
251, 104586.

Boone, L. E. & Kurtz, D. L. (2007). Contemporary marketing (13" ed.). Mason, OH:
Thomson/South-Western.

Borah, P. S, Igbal, S. & Akhtar, S. (2022). Linking social media usage and SME's sustainable
performance: The role of digital leadership and innovation capabilities. Technology in
Society, 68, 101900.

Bryia, P., Chatterjee, S. & Ciabiada-Bryta, B. (2022). The impact of social media marketing on
consumer engagement in sustainable consumption: A systematic literature review.
International Journal of Environmental Research and Public Health, 19(24), 16637.

Buzeta, C., De Keyzer, F., Dens, N. & De Pelsmacker, P. (2024). Branded content and
motivations for social media use as drivers of brand outcomes on social media: a cross-
cultural study. International Journal of Advertising, 43(4), 637-671.

Celestin, M., Sujatha, S., Kumar, A. D. & Vasuki, M. (2024). Leveraging digital channels for
customer engagement and sales: Evaluating SEO, content marketing, and social mediafor
brand growth. International Journal of Engineering Research and Modern Education,
9(2), 32-40.

Chaker, N. N., Nowlin, E. L., Pivonka, M. T., Itani, O. S. & Agnihotri, R. (2022). Inside sales
sociad media use and its strategic implications for salesperson-customer digital
engagement and performance. Industrial Marketing Management, 100, 127-144.

Chang, Y. W., Hsu, P. Y., Chen, J.,, Shiau, W. L. & Xu, N. (2023). Utilitarian and/or hedonic
shopping—consumer motivation to purchase in smart stores. Industrial Management &
Data Systems, 123(3), 821-842.

Chatterjee, S., Chaudhuri, R. & Vrontis, D. (2024). Does data-driven culture impact innovation
and performance of a firm? An empirical examination. Annals of Operations Research,
333(2), 601-626.

Chaudhuri, R., Chatterjee, S., Mariani, M. M. & Wamba, S. F. (2024). Assessing the influence
of emerging technologies on organizational data driven culture and innovation
capabilities: A sustainability performance perspective. Technological forecasting and
social change, 200, 123165.



8% G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

Chen, W. K., Ling, C. J. & Chen, C. W. (2023). What affects users to click social media ads and
purchase intention? The roles of advertising value, emotional appeal and credibility. Asia
Pacific journal of marketing and logistics, 35(8), 1900-1916.

Corbin, J. & Strauss, A. (2008). Strategies for qualitative data analysis. Basics of Qualitative
Research. Techniques and procedures for developing grounded theory, 3(10.4135),
9781452230153.

Creswell, J. W. & Poth, C. N. (2017). Qualitative inquiry and research design: Choosing among
five approaches. Sage publications.

Cuevas, L., Lyu, J. & Lim, H. (2021). Flow matters. antecedents and outcomes of flow
experience in socia search on Instagram. Journal of Research in Interactive Marketing,
15(1), 49-67.

Danaeifard, H. & Emami, S. M. (2007). Strategies of Qualitative Research: A Reflection on
Grounded Theory. Srategic Management Thought, 1(2), 69-97. doi:
10.30497/smt.2007.104. (in Persian)

Dass, J., Yeravdekar, R. & Singh, A. (2024). The effect of social media engagement on
telemedicine adoption: an empirical study. International Journal of Pharmaceutical and
Healthcare Marketing.

DataReportal, We Are Social & Meltwater. (2024, October 23). Number of internet and social
media users worldwide as of October 2024 (in billions) [Graph]. In Satista. Retrieved
January 7, 2025, from https.//www.statista.com/statistics/617136/digital-population-
worldwide/.

Davcik, N. S., Langaro, D., Jevons, C. & Nascimento, R. (2022). Non-sponsored brand-related
user-generated content: effects and mechanisms of consumer engagement. Journal of
Product & Brand Management, 31(1), 163-174.

De Vries, L., Gender, S. & Leeflang, P. S. (2017). Effects of traditional advertising and social
messages on brand-building metrics and customer acquisition. Journal of Marketing,
81(5), 1-15.

Dogan-Sudas, H., Ali, K. A. R. A., Cabuk, S. & Kaya, K. (2022). Socia media customer
relationship management and business performance: Empirical evidence from an
emerging market. Sudiesin Business and Economics, 17(2), 90-107.

Dolan, R. & Goodman, S. (2017). Succeeding on social media: Exploring communication
strategies for wine marketing. Journal of Hospitality and Tourism Management, 33, 23-
30.

Dwivedi, Y. K., Ismagilova, E., Hughes, D. L., Carlson, J., Filieri, R., Jacobson, J., ... & Wang,
Y. (2021). Setting the future of digital and social media marketing research: Perspectives
and research propositions. International Journal of Information Management, 59,
102168.

Elshaer, I. A., Azazz, A., Fayyad, S., Mohamed, S. A., Fouad, A. M. & Fathy, E. A. (2025).
From data to delight: Leveraging social customer relationship management to elevate
customer satisfaction and market effectiveness. Information (2078-2489), 16(1).



Tb)w‘i 5)9.3‘\502 Ldb&,%ﬂd&duw)ﬁ Yvo

Fischer, E. & Reuber, A. R. (2011). Socia interaction via new socia media: (How) can
interactions on Twitter affect effectual thinking and behavior? Journal of business
venturing, 26(1), 1-18.

Garg, M. & Bakshi, A. (2024). Exploring the impact of beauty vlioggers credible attributes,
parasocial interaction, and trust on consumer purchase intention in influencer marketing.
Humanities and Social Sciences Communications, 11(1), 1-14.

Glaser, B. G. & Strauss, A. L. (2017). The discovery of grounded theory: Strategies for
gualitative research. Routledge.

Goswami, S. (2024). Role of social media marketing activities in influencing customer
intentions: A Perspective of a new emerging era.

Guerola-Navarro, V., Gil-Gomez, H., Oltra-Badenes, R. & Soto-Acosta, P. (2024). Customer
relationship management and its impact on entrepreneurial marketing: A literature
review. International Entrepreneurship and Management Journal, 20(2), 507-547.

Guesalaga, R. (2016). The use of socid media in sales. Individual and organizational
antecedents, and the role of customer engagement in social media. Industrial Marketing
Management, 54, 71-79.

Guo, J., Liu, Z. & Liu, Y. (2016). Key success factors for the launch of government social
media platform: ldentifying the formation mechanism of continuance intention.
Computersin Human Behavior, 55, 750-763.

Ham, S, Lee, S, Yoon, H. & Kim, C. (2020). Linking creating shared value to customer
behaviors in the food service context. Journal of Hospitality and Tourism Management,
43, 199-208.

Hammerl, T., Schwaiger, J. M. & Lesdt, S. (2019). Measuring the success of social media:
Matching identified success factorsto social media KPIs.

Han, Y., Nguyen, H. D. & Kim, T. H. (2024). Addressing user engagement in social media
platforms with cultural differences based on Hofstede's dimensions. Association for
Information Systems.

Hanaysha, J. R. (2022). Impact of socia media marketing features on consumer's purchase
decision in the fast-food industry: Brand trust as a mediator. International Journal of
I nformation Management Data Insights, 2(2), 100102.

Hague, M. Z., Qian, A., Islam, M. S. & Lucky, S. A. (2022). Hedonic vs. utilitarian value:
influencing on social networking sites adoption of institutional investors. International
Journal of Business Information Systems, 41(4), 525-547.

Heckadon, D. (2010). Critical success factors for creating and implementing effective social
media marketing campaigns. Available at SSRN 1734586.

Hua, N. (2016). E-commerce performance in hospitality and tourism. International Journal of
Contemporary Hospitality Management, 28(9), 2052—2097.

Hua, N., Morosan, C. & DeFranco, A. (2015). The other side of technology adoption:
Examining the relationships between e-commerce expenses and hotel performance.
International Journal of Hospitality Management, 45, 109-120.



™1 G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

Ibrahim, B. & Aljarah, A. (2024). The role of social media marketing activities in driving self—
brand connection and user engagement behavior on Instagram: a moderation—mediation
approach. European Journal of Innovation Management, 27(5), 1723-1742.

Isibor, N. J., Attipoe, V., Oyeyipo, |., Ayodgji, D. C., Apiyo, B., Alonge, E. & Onwuzulike, O.
C. (2025). Anayzing Successful Content Marketing Strategies That Enhance Online
Engagement and Sales for Digital Brands. International Journal of Advanced
Multidisciplinary Research and Sudies, 5(2), 842-851.

Isslam, M. & Sheikh, S. A. (2024). Are socia media-based marketing strategies the new
mechanisms for attracting consumers? A quantitative method-based approach. Journal of
Theoretical and Applied Electronic Commerce Research, 19(4), 3571-3583.

Jain, S. (2024). An analysis of the influence of user generated content (UGC) on brand
perception and consumer engagement in digital marketing strategies. Available at SSRN
4781464.

Jami Pour, M., Jafari, S. M. & Assarian, R. (2022). Identifying and prioritizing social media
business values in small and medium-sized businesses: A systematic review. New Media
Sudies, 8(31), 332-301. doi: 10.22054/nms.2021.52041.970. (in Persian)

Jami Pour, M., Hosseinzadeh, M. & Amoozad Mahdirgji, H. (2021). Exploring and evaluating
success factors of social media marketing strategy: a multi-dimensional-multi-criteria
framework. Foresight, 23(6), 655-678.

Jamil, K., Dunnan, L., Gul, R. F., Shehzad, M. U,, Gillani, S. H. M. & Awan, F. H. (2022). Role
of social media marketing activities in influencing customer intentions: a perspective of a
new emerging era. Frontiersin psychology, 12, 808525.

Javornik, A., Filieri, R. & Gumann, R. (2020). “Don't forget that others are watching, too!” the
effect of conversational human voice and reply length on observers perceptions of
complaint handling in social media. Journal of Interactive Marketing, 50, 100-119.

Ji, C., Mieiro, S. & Huang, G. (2022). How socia media advertising features influence
consumption and sharing intentions: the mediation of customer engagement. Journal of
Research in Interactive Marketing, 16(1), 137-153.

Julaeha, L. S. (2024). The Role of Content Marketing in Brand Loyalty: An Empirical Analysis.
MASMAN Master Manajemen, 2(2), 117-132.

Jung, J. M., Min, K. S, Schiele, K. R., Kim, A., Hu, J, Liu, X., ... & Kdlaris, J. J. (2022).
Cross-Cultural Differences in Social Media Use: Implications for International Social
Media Marketing Strategy. In The SAGE Handbook of Social Media Marketing (pp. 30-
57). SAGE Publications Ltd.

Karahan, M. O. (2025). How Socia Media Influencers Shape Online Impulsive Buying: The
Mediating Role of Parasocial Interaction. Tourism & Management Studies, 21(1), 113-
125.

Katyayan, S. S. & Singh, S. P. (2025). Optimizing Consumer Retention Strategies Through
Data-Driven Insights in Digital Marketplaces. International Journal of Research in All
Subjectsin Multi Languages, 13(1), 153.



Tb)w‘i b)sb‘\i’i Ldb&,%ﬂd&duw)ﬁ Yvvy

Kaushik, S., Sharma, T., Yu, Y., Ali, A., Knijnenburg, B. P., Wang, Y. & Zou, Y. (2025).
Privacy Perceptions and Behaviors Towards Targeted Advertising on Social Media: A
Cross-Country Study on the Effect of Culture and Religion. Proceedings on Privacy
Enhancing Technologies.

Khang, H., Ki, E. J. & Ye, L. (2012). Social media research in advertising, communication,
marketing, and public relations, 1997-2010. Journalism & Mass Communication
Quarterly, 89(2), 279-298.

Kietzmann, J. H., Hermkens, K., McCarthy, I. P. & Silvestre, B. S. (2011). Socia media? Get
serious! Understanding the functional building blocks of social media. Business horizons,
54(3), 241-251.

Kim, A. J. & Ko, E. (2012). Do socia media marketing activities enhance customer equity? An
empirical study of luxury fashion brand. Journal of Business research, 65(10), 1480-
1486.

Kim, W. G,, Li, J. J. & Brymer, R. A. (2016). The impact of social media reviews on restaurant
performance: The moderating role of excellence certificate. International Journal of
Hospitality Management, 55, 41-51.

Koay, K. Y., Cheah, C. W. & Yap, J Y. (2024). Sdf-influencer congruence, parasocia
relationships, credibility, and purchase intentions: a sequential mediation model. Journal
of relationship marketing, 23(1), 1-20.

Kwok, L. & Yu, B. (2013). Spreading social media messages on Facebook: An analysis of
restaurant business-to-consumer communications. Cornell Hospitality Quarterly, 54(1),
84-94.

Lal, B., Ismagilova, E., Dwivedi, Y. K. & Kwayu, S. (2020). Return on investment in social
media marketing: Literature review and suggestions for future research. Digital and
social media marketing, 3-17.

Leso, B. H., Cortimiglia, M. N. & Ghezzi, A. (2023). The contribution of organizational culture,
structure, and leadership factors in the digital transformation of SMEs: a mixed-methods
approach. Cognition, Technology & Work, 25(1), 151-179.

Li, F., Larimo, J. & Leonidou, L. C. (2021). Social media marketing strategy: definition,
conceptualization, taxonomy, validation, and future agenda. Journal of the Academy of
Marketing Science, 49(1), 51-70.

Li, F., Larimo, J. & Leonidou, L. C. (2023). Social media in marketing research: Theoretical
bases, methodological aspects, and thematic focus. Psychology & Marketing, 40(1), 124-
145.

Li, F.,, Silva, S. C. & Larimo, J. (2024). Understanding the influencing factors on firms social
media marketing strategies development: a cross-country investigation. International
Marketing Review, 41(6), 1487-1520.

Li, Z. (2016). The critical success factors of social media marketing contents in China.
University of London.



YYA G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

Liaddi, G., Sotgiu, F. & Verlegh, P. W. J. (2023). A meta-analysis of the effects of brands
owned social media on social media engagement and sales. Journal of Marketing, 87(3),
406-427.

Liu, Q. & Luo, M. (2023). Cross-cultural examination of music sharing intentions on socia
media: a comparative study in China and the United States. International Journal of
Human—Computer Interaction, 39(6), 1303-1313.

Luo, C.,, Hasan, N. A. M., Zamri bin Ahmad, A. M. T. & Lei, G. (2025). Influence of short
video content on consumers purchase intentions on social media platforms with trust as a
mediator. Scientific Reports, 15(1), 1-16.

Marolt, M., Zimmermann, H. D. & Pucihar, A. (2022). Socia media use and business
performance in SMEs: The mediating roles of relational social commerce capability and
competitive advantage. Sustainability, 14(22), 15029.

Marshall, G. W., Moncrief, W. C., Rudd, J. M. & Lee, N. (2012). Revolution in sales: The
impact of social media and related technology on the selling environment. Journal of
Personal Selling & Sales Management, 32(3), 349-363.

Mathur, S., Tewari, A. & Singh, A. (2022). Modeling the factors affecting online purchase
intention: the mediating effect of consumer’s attitude towards user-generated content.
Journal of Marketing Communications, 28(7), 725-744.

Melo, I. C., Queiroz, G. A., Junior, P. N. A., de Sousa, T. B., Yushimito, W. F. & Pereira, J.
(2023). Sustainable digital transformation in small and medium enterprises (SMESs): A
review on performance. Heliyon, 9(3).

Mirbabaie, M., Stieglitz, S. & Marx, J. (2023). Negative Word of Mouth On Socia Media: A
Case Study of Deutsche Bahn's Accountability Management. Schmalenbach Journal of
Business Research, 75(1), 99-117.

Mirzoyan, S. & Tovmasyan, G. (2022). The role and necessity of change management in
organizationdl Investing CRM as an effective system to manage customer relations.

Mohammadi, M. and Mirtaghian Rudsari, S. M. (2019). Attitude of Tourism Service Supplier
on the Role of Social Media in the Destination of Tourism. New Media Studies, 4(16),
235-262. doi: 10.22054/nms.2019.25757.324. [In Persian].

Mohammadian, M. & Mohammadreza, M. (2012). Identify the success factors of social media
(marketing perspective). International Business and Management, 4(2), 58-66.

Mohammed, F., Ahmad, R. B., Hassan, S. B., Fazea, Y. & Alzahrani, A. I. (2024). An empirical
evidence on the impact of social customer relationship management on the small and
medium enterprises performance. International Journal of Information Management Data
Insights, 4(2), 100248.

More, A. B. (2023). Implementing digital age experience marketing to make customer relations
more sustainable. In New Horizons for Industry 4.0 in modern business (pp. 99-119).
Cham: Springer International Publishing.

Mossaei, N., Reshadi, M. & Hair, J. F. (2025). The impact of employees work-related social
media engagement on customer-firm relationships. Journal of Marketing Theory and
Practice, 1-23.



Tb)w‘i b)sb‘\i’i Ldb&,%ﬂd&duw)ﬁ Yva

Murire, O. & Cilliers, L. (2019). Critical Success Factors to Improve the Adoption of socia
mediain Teaching and Learning: A Case Study at a Traditional University. International
Journal of Interactive Mobile Technologies (iJIM), 13(3).

Muthuswamy, V. V. & Basri, W. S. (2023). Effects of Cultural Sensitivity, Cultural Identity,
and Social Media Usage on Customer Purchase Intention and Loyalty. How is Confucian
Culture Moderate?. Cultura: International Journal of Philosophy of Culture and
Axiology, 20(3).

Nguyen, K. M., Nguyen, N. T., Pham, T. T. X., Tran, N. H. M., Cap, N. C. B. & Nguyen, V. K.
(2025). How ephemeral content marketing fosters brand love and customer engagement.
Spanish Journal of Marketing-ESIC.

Odionu, C. S, Bristol-Alagbariya, B. & Okon, R. (2024). Big data anaytics for customer
relationship management: Enhancing engagement and retention strategies. International
Journal of Scholarly Research in Science and Technology, 5(2), 050-067.

Olfat, M. (2024). The influence of employees’ work-related use of socia media on their service
innovation behavior: the SOR paradigm. Digital Transformation and Society, (ahead-of-
print).

Onofrel, G., Filieri, R. & Kennedy, L. (2022). Social mediainteractions, purchase intention, and
behavioural engagement: The mediating role of source and content factors. Journal of
Business Research, 142, 100-112.

Orji, I. J,, Kusi-Sarpong, S. & Gupta, H. (2020). The critical success factors of using social
media for supply chain social sustainability in the freight logistics industry. International
Journal of Production Research, 58(5), 1522-1539.

Pham, T. (2022). Individualism and Collectivism in Advertising—an Overview. Journal of
English Language Teaching and Applied Linguistics, 4(1), 30-36.

Priya, D. V. & Annapoorni, M. (2022). Impact of use & gratification theory and user generated
content on purchase intention. International Journal of Health Sciences, (111), 1274-1282.

Qalati, S. A., Vela, E. G, Li, W., Dakhan, S. A., Hong Thuy, T. T. & Merani, S. H. (2021).
Effects of perceived service quality, website quality, and reputation on purchase
intention: The mediating and moderating roles of trust and perceived risk in online
shopping. Cogent Business & Management, 8(1), 1869363.

Quach, J. (2017). Socia media marketing in the hotel industry: trends and opportunities in
2017. HVS Global Hospitality Report, 13-19.

Quach, S., Shao, W., Ross, M. & Thaichon, P. (2019). Customer engagement and co-created
valuein social media. Marketing Intelligence & Planning.

Rahmanseresht, H. and Harandi, A. (2017). Designing Corporate Governance Strategic Control
Mode with using Classic Grounded Theory Strategy. Public Management Researches,
10(37), 29-58. doi: 10.22111/jmr.2017.3677. [In Persian].

Rapp, A., Beitelspacher, L. S., Grewal, D. & Hughes, D. E. (2013). Understanding social media
effects across seller, retailer, and consumer interactions. Journal of the Academy of
Marketing Science, 41(5), 547-566.



YA G0 5 Sygy | e seloin] il 513,515 5ol5Ty Caa Suolsl)y Juto Sy &1,

Roberts, D. L. & Candi, M. (2014). Leveraging socia network sites in new product
development: Opportunity or hype? Journal of Product Innovation Management, 31, 105-
117.

Rodriguez, M., Ajjan, H. & Peterson, R. M. (2016). Socia media in large sales forces. An
empirical study of the impact of sales process capability and relationship performance.
Journal of Marketing Theory and Practice, 24(3), 365-379.

Rodriguez, M., Peterson, R. M. & Krishnan, V. (2012). Social media s influence on business-to-
business sales performance. Journal of Personal Selling & Sales Management, 32(3),
365-378.

Saprikis, V. & Avlogiaris, G. (2021). Factors That Determine the Adoption Intention of Direct
Mobile Purchases through Social Media Apps. Information, 12(11), 449.

Schultz, D. E. & Peltier, J. J. (2013). Socia medias slippery sope: challenges, opportunities
and future research directions. Journal of research in interactive marketing.

Shang, Y., Rehman, H., Mehmood, K., Xu, A., Iftikhar, Y., Wang, Y. & Sharma, R. (2022).
The nexuses between socia media marketing activities and consumers engagement
behaviour: atwo-wave time-lagged study. Frontiers in Psychology, 13, 811282.

Sheng, X., Zeng, Z., Zhang, W. & Hu, Y. (2022). Vlogger's persuasive strategy and
consumers purchase intention: The dual mediating role of para-social interactions
and perceived value. Frontiersin psychology, 13, 1080507.

Shoukat, M. H., Elgammal, |., Selem, K. M. & Shehata, A. E. (2025). Fostering social
media user intentions. Al-enabled privacy and intrusiveness concerns. Spanish
Journal of Marketing-ESC, 29(2), 253-269.

Stadelmann, M. (2025). The CRM Competence Model: The Basis of Consistently
Customer-Oriented Company Design. In CRM Goes Digital: Design and Use of
Digital Customer Interface in Marketing, Sales and Service (pp. 3-22). Wiesbaden:
Springer Fachmedien Wiesbaden.

Statista. https://www stati sta.com/stati stics/272014/gl obal -social -networks-ranked-by-
number-ofusers/.

Statistica. (2020a). Global digital population as of January 2020. Available at https.//www.
stati sta.com/stati stics/617136/digital -popul ation-worldwide/. Accessed on 9 April 2020.

Statistica. (2020b). Number of social network users worldwide from 2010 to 2023. Available at:
https.//www.stati sta.com/stati stics/278414/number-of -worldwide-social-netwo  rk-users/.
Accessed on 9 April 2020.

Stephen, A. T. (2016). The role of digital and socia media marketing in consumer behavior.
Current opinion in Psychology, 10, 17-21.

Taher, S. S, Chan, T. J, Zolkepli, I. A. & Sharipudin, M. N. S. (2022). Mediating role of
parasocia relationships on socia media influencers reputation signals and purchase
intention of beauty products. Romanian journal of communication and public relations,
24(3), 45-66.



Tb)w‘i b)sb‘\i’i Ldb&,%ﬂd&duw)ﬁ YA

Tanarto, G. M. M., Al Mujanandi, Y. A. |I. & Manaf, P. A. (2024). Examining digital
influencers’ impact on customer's hedonic motivation, utilitarian motivation and purchase
intention. Indonesian Journal of Multidisciplinary Science, 3(6).

Tran, H. (2024). The integration of social media data into Customer Relationship Management
(CRM) strategies-Impact on customer engagement and loyalty in the digital age.

Varghese, S. & Agrawal, M. (2021). Impact of social media on Consumer Buying Behavior.
Saudi Journal of Business and Management Sudies, 6(3), 51-55.

Venkatesh, A. B. & Suresh, M. (2016, December). Factors influencing Indian tourism
promotion in socia media. In 2016 |IEEE international conference on computational
intelligence and computing research (ICCIC) (pp. 1-5). IEEE.

Xia, Y., Liu, Z., Wang, S., Huang, C. & Zhao, W. (2024). Unlocking the impact of user
experience on Al-powered mobile advertising engagement. Journal of the Knowledge
Economy, 1-37.

Xie, H., Li, X., Wang, T., Chen, L., Li, K., Wang, F. L., ... & Min, H. (2016). Personalized
search for social media via dominating verbal context. Neurocomputing, 172, 27-37.

Yogt, E., Zhang, T. & Qi, R. (2021). The power of engagement: Understanding active social
media engagement and the impact on sales in the hospitality industry. Journal of
Hospitality and Tourism Management, 46, 83-95.

Zahrah, N., Ruzain, M. F., Sengorou, J. A. & Mat Sdleh, N. S. (2024). The impact of
usergenerated content and electronic word-of-mouth on consumer purchase intention:
Consumer engagement as a mediator. International Journal of Academic Research in
Business and Social Sciences, 14(7), 2159-2174.

Zhang, L. & Erturk, E. (2022). Potential lessons from Chinese businesses and platforms for
online networking and marketing: An exploratory study. Social Sciences & Humanities
Open, 6(1), 100274.

Zimu, F. (2023). Exploring the impact of cultural factors on consumer behavior in E-commerce:
A cross-cultural analysis. Journal of Digitainability, Realism & Mastery (DREAM),
2(03), 31-36.

Zoltners, A. A., Sinha, P., Sahay, D., Shastri, A. & Lorimer, S. E. (2021). Practical insights for
sales force digitalization success. Journal of Personal Selling & Sales Management,
41(2), 87-102.





