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Abstract

The aim of this research is to develop an intelligent strategic decision-making model based on
customers' emotional and behavioral interactions in social networks. In this regard, the effect
of the variable "empathy" as an emotional indicator on "purchase intention" has been examined
and the mediating role of the variables "customer participatory behavior", "customer citizenship
behavior" and "brand value" has been carefully analyzed. Also, the moderating role of "extra-
social relationships" as an influential factor on the occurrence of participatory and citizenship
behaviors has been evaluated. The statistical population of the research includes digital goods
customers in social networks, which were considered unlimited and, using the Cochran formula,
the sample size of 384 people was determined and collected using the available method. The
research method is applied in terms of purpose and descriptive-survey in terms of data
collection method. Data were collected through a questionnaire with a five-point Likert scale
and analyzed using SPSS.V24 and Smart PLS.V3 software in two parts of descriptive and
inferential statistics. The results of the study show that the variables of empathy on brand value
with the mediating role of customer participation behavior (0.147), empathy on brand value
with the mediating role of citizenship behavior (0.225), empathy on purchase intention with the
mediating role of citizenship behavior (0.298), empathy on purchase intention with the
mediating role of customer participation behavior (0.311), empathy on customer participation
behavior with the moderating role of extra-social relationships (0.264), empathy on citizenship
behavior with the moderating role of extra-social relationships (0.093), customer participation
behavior with the mediating role of brand value (0.120), and citizenship behavior with the
mediating role of brand value (0.251) have a significant effect among digital goods customers
on social networks.
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