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Short Communication

Strengthening Customer Bonds through Social Media Platforms
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DESCRIPTION

Brand engagement on social media has become a significant
factor in shaping the overall perception and value of a brand.
These interactions, when managed correctly, can influence how
customers view a brand, ultimately affecting its overall market
value [1]. When discussing brand engagement, it’s important to
recognize that it extends beyond simply gaining likes, shares and
comments. True engagement is about developing a relationship
with customers where they feel emotionally connected to the
brand. Social media enables brands to provide content that
resonates with their audience, whether it is through humour,
information, or emotional appeal. This content can take many
forms, including videos, blog posts and infographics, but it must
be relevant to the needs and interests of the target market [2]. By
ensuring that content aligns with consumer expectations, brands
can create memorable experiences that will lead to sustained
engagement. One of the most notable aspects of brand
engagement on social media is its impact on brand recognition.
Social media platforms offer a level of visibility that was
previously unattainable in traditional marketing channels [3].

The ability to generate positive conversations and buzz around a
brand is a powerful driver of brand equity. A strong online
presence, coupled with frequent and meaningful engagement,
can significantly impact a brand’s reputation. When customers
engage with a brand in an online setting, they form opinions
based on their experiences. Positive interactions can lead to
customers becoming brand advocates, sharing their experiences
with others and amplifying the brand's message [4]. As these
positive conversations grow, the brand’s perceived value also
increases, which is a direct contributor to brand equity. A
positive brand image on social media often translates into
increased consumer loyalty, trust and willingness to recommend
the brand to others. However, not all interactions on social
media are beneficial. Brands must also be cautious about
negative feedback and comments that could tarnish their image
[5]. Social media provides consumers with a platform to voice
their opinions, whether positive or negative. When a brand fails
to address concerns or responds inappropriately, it risks

damaging its reputation. On the other hand, brands that handle
criticism with grace, professionalism and a willingness to resolve
issues can turn negative situations into opportunities for
improvement. A quick, thoughtful response can help mitigate
damage and even strengthen the bond between the brand and its
customers [6].

Brand engagement on social media can also drive customer
loyalty, which is a key aspect of brand equity. Engaged customers
are more likely to return to a brand and make repeat purchases
[7]. By interacting with customers on a personal level, brands can
create a sense of community and belonging. Customers who feel
connected to a brand are more likely to continue supporting it
over time, even in the face of competition. Social media
platforms allow brands to communicate regularly with their
them
promotions and other relevant updates. When brands create

audience, keeping informed about new products,
content that resonates with their audience on a consistent basis,
they keep customers engaged, which ultimately strengthens
brand loyalty [8]. Moreover, the data collected from social media
interactions plays a significant role in enhancing brand equity.
Social media platforms offer detailed analytics that brands can
to understand behavior, preferences and

use customer

engagement patterns.

Another factor that contributes to the impact of brand
engagement on social media is the ability to create exclusivity [9].
By offering special promotions, limited-time offers, or exclusive
content to social media followers, brands can make their
audience feel valued. This sense of exclusivity can increase
consumer attachment and loyalty, which in turn strengthens the
brand’s position in the market. Consumers who feel like they are
part of a special group or community are more likely to engage
with the brand and make purchases, knowing that they are
receiving something unique or valuable. Finally, consistent
engagement and interaction on social media help to humanize a
brand, making it more relatable and approachable. Brand
engagement on social media plays a pivotal role in shaping a
brand’s market value and overall success. By consistently
providing content that resonates with consumers, handling
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feedback effectively and building strong emotional connections,

brands can enhance their reputation, increase customer loyalty
and improve brand equity. In an increasingly digital world, the
ability to engage with consumers through social media is no
longer optional it is essential for brands seeking to remain

competitive and relevant in the market [10].

REFERENCES

1.

Assiouras I, Skourtis G, Giannopoulos A, Buhalis D, Koniordos
M. Value co-creation and customer citizenship behavior. Ann Tour

Res. 2019;78:102742.

Brislin RW. Back-translation for cross-cultural research. J Cross-
Cult Psychol. 1970;1(3):185-216.

Davlembayeva D, Papagiannidis S, Alamanos E. Sharing economy
platforms: An equity theory perspective on reciprocity and
commitment. ] Bus Res. 2021;127:151-166.

Groth M. Customers as good soldiers: Examining citizenship
behaviors in internet service deliveries. ] Manag. 2005;31(1):7-27.
Zhou Z, Jin XL, Fang Y, Vogel D. Toward a theory of perceived
benefits, affective commitment, and continuance intention in

] Socialomics, Vol.13 Iss.4 No:1000256

10.

OPEN 6 ACCESS Freely available online

social virtual worlds: cultural values (indulgence and
individualism) matter. Eur ] Inf Syst. 2015;24(3):247-261.

Yi Y, Gong T. Customer value co-creation behavior: Scale
development and validation. ] Bus Res. 2013;66(9):1279-1284.
Sokolova K, Kefi H. Instagram and YouTube bloggers promote it,
why should 1 buy? How credibility and parasocial interaction
influence purchase intentions. ] Retail
2020;53:101742.

Ryu S, Park ]J. The effects of benefit-driven commitment on usage
of social media for shopping and positive word-of-mouth. ] Retail
Consum Serv. 2020;55:102094.

Qian TY, Seifried C. Virtual interactions and sports viewing on
social live streaming platforms: The role of co-creation experiences,
platform involvement, and follow status. ] Bus Res.
2023;162:113884.

Nambisan S, Baron RA. Virtual customer environments: testing a
model of voluntary participation in value co-creation activities. ]

Prod Innov Manage.2009;26(4):388-406.

Consum  Serv.


https://www.sciencedirect.com/science/article/abs/pii/S0160738319300933
https://journals.sagepub.com/doi/abs/10.1177/135910457000100301
https://www.sciencedirect.com/science/article/abs/pii/S0148296321000485
https://www.sciencedirect.com/science/article/abs/pii/S0148296321000485
https://www.sciencedirect.com/science/article/abs/pii/S0148296321000485
https://journals.sagepub.com/doi/abs/10.1177/0149206304271375
https://journals.sagepub.com/doi/abs/10.1177/0149206304271375
https://www.tandfonline.com/doi/abs/10.1057/ejis.2014.27
https://www.tandfonline.com/doi/abs/10.1057/ejis.2014.27
https://www.tandfonline.com/doi/abs/10.1057/ejis.2014.27
https://www.tandfonline.com/doi/abs/10.1057/ejis.2014.27
https://www.sciencedirect.com/science/article/abs/pii/S0148296312000586
https://www.sciencedirect.com/science/article/abs/pii/S0148296312000586
https://www.sciencedirect.com/science/article/abs/pii/S0969698918307963
https://www.sciencedirect.com/science/article/abs/pii/S0969698918307963
https://www.sciencedirect.com/science/article/abs/pii/S0969698918307963
https://www.sciencedirect.com/science/article/abs/pii/S096969891931330X
https://www.sciencedirect.com/science/article/abs/pii/S096969891931330X
https://www.sciencedirect.com/science/article/abs/pii/S0148296323002424
https://www.sciencedirect.com/science/article/abs/pii/S0148296323002424
https://www.sciencedirect.com/science/article/abs/pii/S0148296323002424
https://onlinelibrary.wiley.com/doi/abs/10.1111/j.1540-5885.2009.00667.x
https://onlinelibrary.wiley.com/doi/abs/10.1111/j.1540-5885.2009.00667.x

	Contents
	Strengthening Customer Bonds through Social Platforms
	DESCRIPTION
	REFERENCES


