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Abstract

With the proliferation of interactive digital platforms, the creation and management of online brand
communities has been recognized as a key strategy in intelligent strategic management that allows
organizations to increase customer engagement and strengthen brand loyalty. This study examines the
impact of various characteristics of online brand advocate communities (including information quality,
system quality, virtual interaction, and rewards) on customer engagement and ultimately brand loyalty.
Using structural equation modeling (SEM) and analyzing data collected from 430 active Facebook users,
the results show that each of the examined characteristics has a positive and significant effect on customer
engagement, with information quality and virtual interaction having the greatest effect. Also, customer
engagement has a positive and significant effect on brand loyalty. In addition, the mediating role of gender
in this relationship was examined and it was shown that the effect of online brand community characteristics
on customer engagement is constant and invariant across genders. This study, emphasizing smart strategic
management, shows that the optimal design and management of online brand communities can be used as
a strategic tool to increase customer engagement and loyalty, and thus improve organizational performance.
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