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ARTICLE INFO ABSTRACT
Article Type: The world has not experienced exceptional conditions like the
Original Research Coronavirus since the Second World War. Most economic crises in

recent decades have been caused by an economic or financial crisis,
but the coronavirus pandemic was a widespread health event that has

Received: 04.16.2023 affected the social, economic life, and consumer behaviour patterns of
Revised: 09.12.2023 many people. Therefore, given the importance of this issue, this
Accepted: 11.13.2023 research identified the components of changes in business in line with

consumer behaviour during the Coronavirus era with a mixed method
interpretive structural equation approach and using theme analysis.
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marketing managers of the necessity of learning this branch of
marketing knowledge. It can also identify specific target markets for a
product family with a specific product through a marketing strategy
and an appropriate program of marketing mix elements, creating
motivation for the consumer, competitive advantage and synergy.
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EXTENDED ABSTRACT

Introduction

During the Coronavirus epidemic, e-commerce and online sales services played an
essential role in people's lives. This epidemic increased the need for e-commerce and the
possibility of online shopping. Although the decrease in customer flow following the
outbreak of the Coronavirus was in line with the forecasts, it retailers did not suffer a
severe economic decline in this crisis as in previous epidemics. Covid-19 may have
challenged brands and retailers around the world, but it also created new needs and
opportunities for brands to build digital capabilities, and those who had invested in
developing digital capabilities were in the best position to emerge from the current crisis.
Today, with online and offline marketplaces around the world, overall consumer demand
remains almost the same across most categories. While offline sales channels may have
suffered during this epidemic, online sales grew rapidly as a replacement component.
Therefore, those businesses that prioritized their digital transformation were more
successful in facing this pandemic.

Due to the fact that Covid-19 was a new disease causing a great deal of harm to businesses,
especially their customers, there is no extensive research in this regard, and this is clearly
evident in the research. Changes in consumer behaviour during the epidemic of Covid-19
epidemic have been neglected by scientific researchers. The present research aimed to
identify the components of consumer behaviour change in the Coronavirus era with the
interpretive structural equation approach.

Methodology

Based on the research objectives, the present study was applied and exploratory, using
both qualitative and quantitative methodologies. In the qualitative part, the research used
theme analysis. In this stage, in-depth semi-structured interviews were conducted with
experts to obtain overarching, organizing and basic themes. In the quantitative part, a
survey was conducted using a structural and interpretive approach.

Result and discussion

Using qualitative analysis, overarching, organizing and basic themes were identified. Then,
the relationships between the factors affecting the change in consumer behaviour during
the Covid-19 era were analyzed two by two, by applying structural interpretive modelling
and using the conceptual relationship "leads to". Then, the position of all the factors was
shown in the diagram of the power of penetration - the degree of dependence. The
classification of factors based on their power of influence and degree of dependence
showed that there was no stimulus in area 1 or the region of independence, that is, with
low power of influence and low degree of dependence. Supervision and monitoring were
placed in area 2. Any changes in the factors placed in area 3 led to changes in other factors.
Factors with little dependence on other factors were placed in area 4.

Conclusion

The present study aimed to identify the components of consumer behaviour change in the
era of Coronavirus epidemic with the interpretive structural equations approach. In the
qualitative part and referring to the results, 10 main components and 54 sub-components
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were identified as follows: website quality (technical training of users, legality and validity
of the website, quick access, ease of use, up-to-date website and users' information
security), expert human resources (use of consultants, recruitment of human resources
specialized in electronic marketing, provision of in-service training, experience and skill-
oriented, learning and technical knowledge and up-to-date technology), interaction with
customers (paying attention to customer interests, online responsiveness, creating a sense
of belonging in customers, customer satisfaction, creating a positive mindset towards
products and sharing views), marketing research (expanding marketing activities, creating
research and development units, identifying market requirements, exchanging information
with customers and gathering up-to-date and effective information), distribution channels
(evaluation and correction of distribution processes, timely delivery of products,
development of distribution channels, prioritization of product delivery, online support for
distribution, free distribution of products and creation of dispersion geographic in
distribution channels), online advertising (attractive advertisements, promotional teasers,
using celebrities, timely information, producing attractive content), digital branding
(presenting top brands, brand identity, alliance with brand business partners) perceived
value), competitive pricing (offering fair prices, offering seasonal and periodic discounts,
offering quantitative discounts, flexibility in pricing and reducing overhead costs),
marketing strategy (introducing products with full details, product warranty , product
standardization, electronic word-of-mouth marketing and creating value for customers),
and customer motivation (product quality, after-sales service, paying attention to customer
preferences, creating a positive shopping experience, building trust in customers and
paying attention to material benefits and spiritual customer). In the quantitative part, the
classification of the factors based on their power of influence and degree of dependence
showed that there was no stimulus in area 1 or the region of independence, that is, with low
power of influence and low degree of dependence. Supervision and monitoring were placed
in area 2, any changes in factors placed in area 3 led to changes in other factors. In area 4,
factors had little dependence on other factors.
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