%

Journal Website

Dynamic Management and Business
Analysis

Article history:

Received 03 October 2024
Revised 15 November 2024
Accepted 04 December 2024
Published online 07 Dec. 2024

Volume 4, Issue 1, pp 17-32

E-ISSN: 3041-8933

Explaining a Digital Marketing Model Based on a Customer Journey Approach
Using the Meta-Synthesis Method (In Brokerage Firms in the Capital Market)

Mahmoud Mohammadian'@®, Vahid Nasehifar?®", Mohammad Saleh Turkestani®*®, Nasim Kordestani*
1.Associate Professor, Department of Business Administration, Faculty of Management and Accounting, Allameh Tabatabaei University, Tehran, Iran
(Corresponding author).
2.Associate Professor, Department of Business Administration, Faculty of Management and Accounting, Allameh Tabatabaei University, Tehran, Iran .
3.Associate Professor, Department of Business Administration, Faculty of Management and Accounting, Allameh Tabatabaei University, Tehran, Iran.

4.PhD student, Department of Business Administration, Faculty of Management and Accounting, Allameh Tabatabaei University, Tehran, Iran.

* Corresponding author email address: mohammadian@tse.ac.ir

Article Info

ABSTRACT

Article type:
Original Research

How to cite this article:

Mohammadian M , Nasehifar V, Turkestani M,
Kordestani N. (2025). Explaining a Digital
Marketing Model Based on a Customer Journey
Approach Using the Meta-Synthesis Method (In
Brokerage Firms in the Capital Market). Dynamic
Management and Business Analysis, 4(1), 17-32.
https://doi.org/10.22034/dmbaj.2024.2047220.1202

Ul ©mom

© 2024 the author(s). Published by Knowledge
Management Scientific Association. This is an open
access article under the terms of the Creative
Commons Attribution 4.0 International (CC BY 4.0)
License.

Objective: this study aims to develop a model for digital marketing based
on the customer journey approach using the meta-synthesis method.
Methodology: By reviewing 241 related studies between 2000 and 2024,
40 studies with the most relevance to the research topic were selected for
final analysis. The research methodology in this study is applied in terms
of purpose and employs the meta-synthesis method.

Findings: The results indicate that components such as digital marketing
planning, customer engagement and participation, use of social media,
digital marketing performance, extent of online tool usage, ease of use of
digital marketing tools, usefulness of digital marketing tools, enjoyment of
using online tools, perceived risk, subjective norms, behavioral control,
anticipated regret, attitude toward digital marketing, intention toward
digital marketing, and acceptance of digital marketing were confirmed as
elements of the digital marketing model based on the customer journey
approach using the meta-synthesis method in the capital market.
Conclusion: Based on the findings, it is recommended that brokerage
firms in the capital market, which are the primary focus of this research,
utilize customer feedback and engage customers in adopting digital
marketing strategies.
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EXTENDED ABSTRACT
Introduction

Digital marketing has become a pivotal aspect of modern business practices, particularly with the
advent of the internet and information technology. From the early 1990s, the internet has reshaped
consumer behavior, leading to significant growth in e-commerce and the digital economy. The continuous
evolution of technology presents both opportunities and challenges for marketers (Karimi et al., 2023).
Digitalization has transformed consumer behavior by increasing information accessibility, which has
subsequently elevated consumer expectations (Kotler & Armstrong, 2018; Soleimani et al., 2024). The
widespread adoption of digital tools, smart devices, and social media platforms has necessitated that
marketers understand and adapt to emerging trends (Sheth, 2020).

Customer engagement and participation are recognized as crucial for gaining competitive
advantage and enhancing profitability (Shankar et al., 2023). Marketers now leverage digital tools to
influence consumer behavior, offering novel ways to interact and build meaningful relationships (Clarence
& Keni, 2023). This shift has necessitated the prioritization of strategies to optimize the customer journey,
aiming to enhance satisfaction, loyalty, and trust. Despite the advantages of digital marketing, its
implementation in specific sectors, such as the capital market, remains underexplored. The study addresses
this gap by developing a model for digital marketing based on the customer journey approach using the
meta-synthesis method.

Methodology

The study adopted an applied research approach, employing the meta-synthesis method to analyze
qualitative findings from previous studies. A systematic review of 241 studies published between 2000
and 2024 was conducted to identify relevant research. The inclusion criteria focused on studies addressing
digital marketing and customer journeys. After a rigorous screening process, 40 studies were selected for
final analysis. The analysis followed Sandelowski’s qualitative meta-synthesis approach, involving steps
like systematic literature review, data extraction, and synthesis of qualitative findings. Themes were
identified and coded, leading to the development of a comprehensive model.

Findings

The meta-synthesis identified 15 core themes underpinning the digital marketing model, which
were grouped into three categories: management, influential factors, and outcomes of digital marketing
based on the customer journey. The key findings include:

1. Management of Digital Marketing:
o Planning for digital marketing emerged as a critical component. Developing a roadmap to
leverage business capabilities and analyze market conditions was emphasized.
o Utilizing social media platforms and online tools was identified as essential for customer
engagement and improving marketing performance.
2. Influential Factors:



o Factors like ease of use, perceived utility, enjoyment, perceived risk, and behavioral control
were identified as pivotal in shaping attitudes and intentions toward digital marketing.

o The study highlighted the importance of addressing subjective norms and anticipated regret
in influencing customer behavior.

3. Outcomes:

o Enhanced customer participation and interaction were noted as significant outcomes of
effective digital marketing strategies.

o The findings underscore the role of digital marketing in reducing advertising costs,
increasing customer satisfaction, and improving brand perception.

Discussion and Conclusion

The findings underscore the transformative potential of digital marketing in enhancing customer
experiences and operational efficiency. By integrating advanced digital tools, brokerage firms can achieve
greater market penetration and foster customer loyalty. The ease of use and utility of digital tools emerged
as critical factors for adoption, aligning with the Technology Acceptance Model and the Theory of Planned
Behavior. Attitudes and perceived behavioral control were identified as antecedents to behavioral
intentions, ultimately influencing the acceptance of digital marketing practices.

The study recommends that brokerage firms prioritize customer feedback and engagement in their
digital marketing strategies. Establishing dedicated marketing units to implement tailored digital strategies
can enhance customer interaction and satisfaction. Additionally, promoting financial literacy and cultural
adaptation through social media can empower customers to utilize digital services effectively.

Future research should explore the applicability of the proposed model in other industries and
regions, considering the dynamic nature of digital technologies and consumer behavior.
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