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Abstract:

The present study aims to explain the post-purchase behavior model with the objective of enhancing profitability, using the Importance—
Performance Analysis (IPA) approach. This research is applied in nature, employs an exploratory-explanatory approach, and is conducted
using qualitative methods. The statistical population consists of experts and professionals active in the home appliance industry, and a
purposive snowball sampling technique was employed to select 10 participants for the study. To analyze the qualitative data obtained from
interviews, content analysis and grounded theory methodology based on the Strauss and Corbin approach were applied, including open
coding, axial coding, and selective coding. Based on this process, 25 components were identified and categorized under 9 main dimensions
affecting the post-purchase behavior pattern of consumers of Iranian products aimed at improving profitability. The findings indicated that
pre-purchase expectations and the perceived image of Iranian brands have a significant impact on post-purchase behavior, which in turn
plays a key role in fostering loyalty to domestic brands. Furthermore, brand loyalty—mediated by contextual and intervening conditions
such as social media and customer support—leads to both customer and corporate profitability. The Importance—Performance matrix
analysis also revealed that variables such as social media and customer support services are in a favorable position in terms of both
importance and performance. However, the variable "perceived image of Iranian brands," despite its high importance, shows relatively
weak performance and requires strategic revision. Accordingly, reconfiguring the marketing system of domestic brands—by focusing on
enhancing customer support services, redefining brand image, effectively managing social media, and adjusting consumer expectations—
can pave the way for long-term and sustainable profitability in Iran’s competitive home appliance industry.
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Extended Abstract

Introduction

In the contemporary global market, understanding and managing post-purchase consumer behavior has become a central
pillar in developing sustainable profitability strategies for firms operating in competitive environments. Unlike the traditional
marketing approaches that emphasized pre-purchase and point-of-sale engagement, recent studies have highlighted the
critical role of post-purchase experiences—including satisfaction, cognitive reactions, emotional responses, and brand
loyalty—as determinants of long-term profitability and brand equity (Ebrahim et al., 2021; Kotler et al., 2021). Particularly in
industries characterized by high involvement, durability, and after-sales dependencies—such as the home appliance sector—
post-purchase behaviors have proven to be a strategic gateway for sustaining customer retention and enhancing customer
lifetime value (Amininejad et al., 2021; Bigmoradi et al., 2020).

The home appliance market in Iran represents a highly strategic and sensitive consumption space, where economic
conditions, consumer sentiment, and perceptions of domestic brands play a vital role in shaping purchasing decisions.
Consumers typically engage in lengthy deliberations before purchase and carry a high level of expectation regarding quality,
after-sales services, and brand authenticity (Bagheri Gharehbolagh et al., 2021). This makes the post-purchase phase
particularly critical in driving repurchase intention and fostering brand loyalty. Existing literature underscores that variables
such as pre-purchase expectations, perceived quality, after-sales service, cognitive dissonance, and brand image significantly
influence consumer behavior after the purchase event (Philp & Nepomuceno, 2024; Sun et al., 2022).

Despite the growing recognition of this behavioral phase, the majority of empirical research in Iran remains focused on
consumer satisfaction or loyalty measurement, without adopting an integrated analytical framework for understanding how
specific dimensions of post-purchase behavior translate into profitability. The Importance—Performance Analysis (IPA),
originally developed by Martilla and James, offers a robust dual-dimensional tool to simultaneously assess the importance
and performance of critical variables from the consumer’s perspective (Kim et al., 2025; Ravazzoli et al., 2025). Recent
applications of IPA in urban planning, public health, and retail banking have demonstrated its utility in strategic resource
allocation and service optimization (Boley et al., 2025; Slack et al., 2020; Wei et al., 2025). However, the deployment of IPA
in post-purchase behavior modeling, especially with the intent of linking it to profitability in Iranian consumer markets,
remains underexplored.

Furthermore, the shifting dynamics of consumer engagement through digital platforms, the influence of social media on
brand image, and the increasing importance of customer support systems necessitate a multi-dimensional evaluation of
consumer behavior that goes beyond transactional indicators (Dankwah et al., 2024; Li & Yuan, 2024). In light of these gaps,
the present study aims to construct and explain a comprehensive model of post-purchase behavior using qualitative methods
and IPA, contextualized within the Iranian home appliance industry. This approach enables a nuanced understanding of which
behavioral components—ranging from emotional response to brand trust—are most impactful in determining brand
profitability and where strategic improvements must be directed.

Methods and Materials

This research adopts an applied, exploratory—explanatory qualitative approach. The study population comprises experts

and professionals active in the Iranian home appliance sector. Data were gathered through semi-structured interviews using
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purposive snowball sampling, resulting in a final sample of 10 respondents. Interview transcripts were analyzed through
Strauss and Corbin’s grounded theory methodology, consisting of open, axial, and selective coding.

A total of 25 components were identified and grouped into 9 main dimensions influencing post-purchase behavior: pre-
purchase expectations, brand image, post-purchase experience, brand loyalty, consumer socio-cultural characteristics,
environmental factors, social media engagement, customer support services, and profitability. Subsequently, IPA was applied
to assess the relative importance and perceived performance of these variables, enabling their strategic categorization and
interpretation.

Findings

The analysis revealed that four key variables—customer support services, pre-purchase expectations, Iranian brand image,
and domestic brand loyalty—exhibited high importance but only moderate performance, placing them in the first quadrant
of the IPA matrix. These variables were identified as critical leverage points for strategic improvement. The social media
engagement variable stood out with both high importance and high performance, positioning it in the second quadrant and
indicating it as a current strategic asset. In contrast, variables such as consumer socio-cultural traits were found to have low
importance and moderate performance, placing them in the third quadrant with lower strategic priority. Environmental
factors demonstrated high performance but moderate importance, suggesting they are less influential in driving profitability
despite operational efficacy.

Within the dimension of post-purchase behavior, several sub-components were recognized: overall satisfaction, cognitive
evaluation, emotional response, and brand image modification. These reactions were found to mediate the relationship
between pre-purchase expectations and loyalty outcomes. Notably, consumers who reported alignment between
expectations and real product performance showed stronger tendencies toward repeat purchase and brand advocacy.

The final conceptual model structured these dimensions into causal, contextual, intervening, strategic, and outcome-
related components. Post-purchase behavior was identified as the core category that mediates the pathway from expectation
formation to profitability. Strategic variables such as brand loyalty and social media interaction serve as the operational
mechanisms translating consumer satisfaction into economic return. In sum, the model highlighted the interdependency of
psychological, contextual, and organizational variables in shaping behavior and financial outcomes.

Discussion and Conclusion

The results of this study underscore the multifaceted and systemic nature of post-purchase consumer behavior in the
Iranian home appliance market. Post-purchase behavior emerges not as an isolated phase, but as a dynamic and integrative
process influenced by cognitive expectations, emotional responses, brand image, and customer support mechanisms. The
identification of pre-purchase expectations and brand image as key antecedents confirms earlier theoretical models
emphasizing the role of consumer perception and cognitive consistency in post-purchase evaluations. The moderate
performance of these high-importance variables suggests an evident performance gap that organizations must address
through targeted service enhancement, expectation management, and consistent brand communication.

The prominence of brand loyalty in mediating the relationship between post-purchase behavior and profitability aligns
with strategic marketing literature, which positions loyalty as a key driver of customer retention, revenue predictability, and

cost efficiency. Behavioral and attitudinal loyalty were both found to reinforce repeat purchase behavior and reduce
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consumer vulnerability to competitor influence. The data also emphasized that loyalty is not merely a function of satisfaction,
but a composite outcome shaped by trust, emotional engagement, and social signaling.

The role of social media as a high-performing variable confirms the rising strategic value of digital engagement platforms
in building consumer trust and disseminating positive experiences. The ability of brands to foster open, interactive, and
authentic communication across social channels was found to enhance brand credibility and emotional affinity. This finding
encourages further investment in digital experience design and user-generated content strategies.

Conversely, the low strategic value of socio-cultural traits in this study suggests a context-specific marginalization of these
factors—possibly due to overriding economic pressures or the dominance of product-based decision heuristics. Meanwhile,
the limited contribution of macro-level environmental variables to profitability—despite acceptable operational
performance—calls for a rebalancing of strategic focus from external dependence (e.g., government policies, tariffs) to
internal competencies such as brand experience design and service agility.

Ultimately, the integrated model proposed by this study offers both academic and practical contributions. Theoretically,
it extends the literature on post-purchase behavior by incorporating grounded insights within a holistic framework that
connects consumer psychology to strategic outcomes. Practically, the IPA-based prioritization provides actionable guidance
for managers to allocate resources toward areas of high impact. Enhancing the perceived value and actual performance of
customer support, aligning brand image with market expectations, and leveraging social media as an experiential amplifier

are among the critical pathways toward long-term profitability in the Iranian home appliance industry.
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1 Importance — Performance Analysis (IPA)
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