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The development of brand-customer relationship is at the center of marketing
activities, which is now much more important thanks to the growth of online tools and
internet platforms. The current research was conducted with the aim of providing
a model of brand-customer relationship analysis on Instagram in the cosmetics
industry. From the point of view of the purpose of this research, it is a fundamental
researchthathasbeenconducted withamixedresearchmethodbasedondeductive-
inductive reasoning. In this study, qualitative and quantitative methods were used for
data analysis. The statistical population in the qualitative section includes brand
marketing experts who were selected according to qualitative criteria, and in the
quantitative section, they are the customers of the cosmetic-sanitary industry.
Sampling in the qualitative part has been done in a non-probable and purposeful
way. Sampling in the quantitative part has been done using Cochran's formula
and randomly. Data collection tools are interviews and questionnaires. In order to
analyze the expert interviews, the method of content analysis has been used. Also,
the identified indicators have been validated by the Delphi method. Then, using the
structural-interpretive method, the initial model was designed, and finally, using the
partial least squares method, the final research model was presented.

The analysis of the research data has been done in the qualitative phase with MaxQDA
software and in the quantitative phase with Smart PLS software. In order to achieve the
research objectives by analyzing interviews with experts, a set of practical indicators of
brand-customer communication on Instagram were identified. The findings show that
the performance of the brand has an effect on its positioning on Instagram and creating
its value. Brand awareness and brand personality are among the indicators that affect
its performance. And finally, marketing strategy affects the quality of services.
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