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The effect of brand sensory experience on brand equity according
to the moderating role of employee empathy

Parvane nohekhan Modabber !

Abstract

This research has investigated the effect of brand sensory experience on brand equity with regard to
the moderating role of employee empathy. Therefore, the current research is an applied research in
terms of its purpose, and it uses a descriptive-survey method in terms of data collection. The statistical
population of the current research is the customers of Day insurance in Gilan province. According to
the statistics obtained from the total number of branches and agencies in Gilan province, there are
approximately 11,000 (eleven thousand) people living in Gilan. The number of samples was
determined to be 374 according to the table of Karjesi and Morgan. In order to distribute the
guestionnaire among the sample members, the available method has been used. The data collection
tool is a standard questionnaire, which is taken from the reference article of Iglesias et al. (2019). In
order to measure the validity of the questionnaire, form and content validity were used, and
Cronbach's alpha coefficient was used to measure reliability. Also, due to the non-normality of the
data, Smart PLS2 software based on the method of structural equation modeling based on partial least
squares has been used to test hypotheses and measure relationships. According to the analysis of the
research data, it can be stated that the emotional experience of the brand has an effect on the effective
customer commitment and customer satisfaction. Also, customer satisfaction has a significant positive
effect on effective customer commitment and brand equity. Also, the moderating role of employee
empathy in the effect of brand emotional experience on effective customer commitment and in the
effect of brand emotional experience on customer satisfaction is rejected

Keywords

Brand sensory experience, brand equity, customer satisfaction, effective customer commitment,
employee empathy
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