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This study aimed to develop an integrated strategic brand management model based on customer
knowledge management in the home appliance industry and to explain how knowledge
generated through customer interactions can be transformed into strategic brand decisions and
actions. This applied qualitative study employed systematic thematic analysis based on Braun
and Clarke’s approach. The study population consisted of academic and industry experts with
expertise in strategic brand management and customer knowledge management in the Iranian
home appliance industry. Participants were selected purposively, and sampling continued until
theoretical saturation was achieved. Fifteen in-depth semi-structured interviews were ultimately
conducted with eight senior industry managers and seven university faculty members. The data
were analyzed through six stages: familiarization with the data, generation of initial codes,
searching for themes, reviewing themes, defining and naming themes, and producing the final
report. Trustworthiness was enhanced through attention to credibility, transferability,
dependability, and confirmability. The thematic analysis yielded 10 overarching themes, 39
organizing themes, and 184 basic themes. The final model comprised four interconnected layers:
a central core of customer knowledge management; strategic foundations encompassing
branding strategy, brand image and identity, and product innovation and development; value-
creation pillars comprising brand communication and interaction, perceived quality, and
sustainability and social responsibility; and final outcomes consisting of customer loyalty and
commitment, customer value, and brand awareness and recognition. The findings indicated that
systematic acquisition, sharing, analysis, and application of customer knowledge provide an
essential basis for developing and continuously refining strategic brand decisions. The proposed
model positions customer knowledge management as a central infrastructure for strategic brand
management. By converting customer data, experiences, preferences, and feedback into
actionable insights, organizations can strengthen brand identity, enhance perceived quality,
support innovation, improve brand interactions, and create sustainable customer value. The
model can therefore serve as a practical roadmap for managers in the home appliance industry
seeking to develop and revise customer-oriented brand strategies.

Keywords: Strategic Brand Management, Customer Knowledge Management, Customer Knowledge,
Thematic Analysis, Customer Value, Brand Loyalty, Home Appliance Industry.
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Extended Abstract

Introduction

In contemporary competitive markets, strategic brand management has evolved from a primarily
promotional activity into a multidimensional organizational capability that integrates market intelligence,
customer experience, technological resources, innovation, and knowledge-based decision-making. The
increasing similarity of competing products, rapid technological changes, the proliferation of digital
communication channels, and customers’ growing ability to compare alternatives have made it
increasingly difficult for firms to achieve differentiation solely through product specifications or price. In
such conditions, sustainable brand advantage depends on the organization’s capacity to understand
customers, translate their experiences and expectations into organizational knowledge, and use that
knowledge consistently in strategic decisions. Strategic coherence is particularly important because
effective strategies require alignment among organizational knowledge, capabilities, strategic priorities,
and implementation mechanisms (Bagrationi & Tunkevichus, 2025). From this perspective, knowledge
management provides an infrastructure through which fragmented information can be transformed into
actionable organizational intelligence. Prior research has shown that knowledge management can
contribute to organizational performance and quality improvement (Soleimani & Bazyar, 2025), while
organizational assessments of knowledge-management maturity indicate that organizations vary
considerably in their ability to create, distribute, and exploit knowledge (Siahsarani Kojouri & Cheraghali,
2024). Knowledge-based governance models similarly emphasize the institutionalization of knowledge in
decision-making structures rather than treating knowledge merely as an operational resource (Voshkaei
Nejad et al., 2024). Accordingly, the strategic value of knowledge emerges when it becomes embedded in
processes through which organizations interpret environmental changes, recognize emerging
opportunities, and continuously revise their competitive positions.

Customer knowledge represents one of the most strategically important forms of organizational
knowledge because customers are not merely recipients of products and services but active sources of
information concerning product performance, unmet needs, service deficiencies, purchase motivations,
expectations, and emerging preferences. Customer knowledge management therefore involves systematic
processes for acquiring, sharing, analyzing, and applying knowledge about, for, and from customers. The
expansion of digital technologies has substantially increased organizations’ capacity to collect such
knowledge through websites, social media, customer relationship management systems, online
transactions, service records, smart products, and other digital touchpoints. Artificial intelligence
technologies can further improve customer engagement by enabling more responsive and personalized
interactions in online markets (Parsakia et al., 2023). Similarly, data-driven marketing strategies
increasingly depend on transforming customer-generated data into actionable insights that can support
segmentation, communication, positioning, and strategic marketing decisions (Moghaddaspour et al., 2026).
However, technology alone does not create strategic value. Strategic technology management requires
organizations to connect technological capabilities with organizational knowledge and decision-making
processes (Parsakia & Jafari, 2023). Consequently, customer knowledge becomes strategically meaningful
only when it is integrated across organizational functions and translated into decisions concerning brand
identity, product development, customer experience, communication, and competitive positioning.

The organizational circulation of knowledge is therefore a critical prerequisite for customer-
centered strategic brand management. Much valuable knowledge remains tacit and dispersed among
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employees, sales units, service personnel, distributors, marketing teams, and managers. Research on tacit
knowledge sharing demonstrates that organizational mechanisms are needed to convert individual
knowledge into a collective resource (Ariani et al., 2025). Knowledge sharing has also been shown to play
an important mediating role in the relationship between strategic management practices, innovation, and
digital transformation (Negarandeh & Rajabpour, 2026). These findings are particularly relevant to the home
appliance industry, where valuable customer information may originate from warranty registrations, after-
sales services, complaints, retail channels, digital platforms, and product-use data. Unless these sources
are integrated, organizations may possess considerable amounts of information while lacking a coherent
understanding of their customers. Knowledge management may also mediate the transformation of
leadership and organizational capabilities into organizational value (Mubarakh et al., 2025). Furthermore,
organizational agility can be strengthened through the interaction of information-system capabilities,
absorptive capacity, collaborative knowledge creation, and strategic flexibility (Khasmafkan-Nezam, 2025).
These perspectives suggest that the competitive value of customer knowledge depends not simply on its
availability but on the organization’s ability to absorb, interpret, disseminate, and operationalize it.

The relationship between customer knowledge and strategic brand management is also closely
connected with innovation and long-term organizational development. Knowledge derived from
customers can reveal latent needs, emerging technological preferences, dissatisfaction with current
offerings, and new opportunities for product and service development. Entrepreneurial orientation in
knowledge-based organizations highlights the importance of opportunity recognition, innovation,
proactiveness, and strategic responsiveness (Mohtasham et al., 2026). Likewise, entrepreneurial leadership
based on strategic knowledge management emphasizes the organizational conditions required for
knowledge exploitation, learning, and innovation (Heidari et al., 2025). From a broader competitive
perspective, sustainable advantage in knowledge-based economies is increasingly understood as the
outcome of strategically configuring complementary resources and capabilities rather than relying on a
single organizational strength (Chen et al., 2026). This is particularly important for home appliance firms,
which compete simultaneously on technological features, perceived quality, energy efficiency, design,
after-sales service, digital connectivity, reliability, and brand meaning. In addition, knowledge
management has been associated with business sustainability and long-term development (Mehrabi et al.,
2025), while the integration of knowledge management with sustainability-oriented strategies has been
identified as an important pathway toward sustainable development (Lomachinska et al., 2025).
Organizational implementation, however, may be constrained by organizational inertia, accountability
structures, and corporate culture (Darbandi Farahani et al., 2025). Strategic information systems can assist
organizations in responding to environmental drivers (Khalilpour et al., 2025), while structured risk-
management approaches are also necessary in knowledge-intensive and uncertain environments (Bagheri
et al., 2025). Despite these developments, an integrated explanation of how customer knowledge
management can form the central basis of strategic brand management in the home appliance industry
remains insufficiently developed. Therefore, the present study aimed to design a strategic brand
management model for the home appliance industry based on customer knowledge management.

Methods and Materials

This study was applied in purpose and qualitative in terms of the nature of the data and analytical
approach. Because the research sought to explore the underlying dimensions of strategic brand
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management based on customer knowledge management and to construct an integrated conceptual model,
systematic thematic analysis was adopted. The study population consisted of experts possessing
theoretical or practical expertise in strategic brand management, customer knowledge management, and
the Iranian home appliance industry. Participants were selected purposively, with snowball sampling also
used to identify additional information-rich experts. Eligibility criteria included substantial managerial,
consulting, academic, or research experience related to the study domains and sufficient familiarity with
both brand strategy and customer knowledge. Sampling continued until theoretical saturation was reached.
A total of 15 experts participated, including eight senior industry managers and seven university faculty
members. Data were collected through in-depth semi-structured interviews lasting approximately 45 to 85
minutes. The interview protocol focused on three broad areas: experiences and challenges associated with
customer knowledge management, processes and determinants of strategic brand management, and
mechanisms for integrating customer knowledge management with brand strategy. Interviews were
recorded with participants’ consent and transcribed for analysis. The analysis followed a six-stage process
consisting of familiarization with the data, generation of initial codes, searching for themes, reviewing
themes, defining and naming themes, and producing the final analytical report. Coding was performed
iteratively, and related codes were grouped into basic, organizing, and overarching themes.
Trustworthiness was strengthened through prolonged engagement with the research context, rich
description, peer review of coding and analytical procedures, and member checking with selected
interviewees.

Findings

The final qualitative analysis produced 10 overarching themes, 39 organizing themes, and 184
basic themes, which were synthesized into an integrated paradigmatic model of strategic brand
management based on customer knowledge management. The model comprised four interconnected
layers. The first and central layer was customer knowledge management, which functioned as the core
mechanism of the model. This theme incorporated the acquisition, sharing, analysis, and application of
customer knowledge. Sources of customer knowledge included warranty-registration information, post-
purchase surveys, smart-device data, online customer comments and ratings, service and repair contacts,
customer relationship management systems, and other digital and physical touchpoints. Analytical
activities included sentiment analysis, customer clustering, churn prediction, identification of latent needs,
purchase-path analysis, and monitoring of customer satisfaction. The application of customer knowledge
involved using these insights in product development, personalized campaigns, predictive services,
technician training, logistics improvement, and other managerial decisions.

The second layer consisted of strategic foundations, including branding strategy, brand image and
identity, and product innovation and development. Branding strategy incorporated competitive
positioning, brand extension, sustainability-oriented branding, digital strategy, and hybrid brand
architecture. Competitive positioning was associated with alternatives such as superior quality, smart-
home positioning, green branding, and value-for-money positioning. Brand image and identity
incorporated visual identity, symbolic elements, brand values, perceived image, and differentiation in the
marketplace. Product innovation and development reflected the use of customer knowledge in identifying
market needs, improving existing products, and designing offerings that were technologically and
experientially aligned with customer expectations. The third layer represented value-creation pillars and
included brand communication and interaction, perceived quality, and sustainability and social
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responsibility. Perceived quality encompassed product performance, technical characteristics, design,
reliability, and conformity with industry standards, whereas communication and interaction included
integrated communications, digital engagement, customer responsiveness, and crisis management.
Sustainability and social responsibility involved environmentally responsible production, recycling,
repairability, social initiatives, and broader corporate responsibility. The fourth layer comprised final
outcomes: customer loyalty and commitment, customer value, and brand awareness and recognition.
Customer value emerged as a multidimensional concept incorporating functional, economic, emotional,
social-symbolic, and personalized or experiential value, while loyalty included both behavioral and
affective dimensions such as repurchase, recommendation, resistance to competitors, trust, attachment,
and advocacy.

Discussion and Conclusion

The findings indicate that customer knowledge management should be understood as the central
infrastructure of strategic brand management rather than as a peripheral information-support activity. The
positioning of customer knowledge management at the core of the model demonstrates that brand strategy
becomes more responsive and coherent when organizations systematically transform customer-related
data into actionable knowledge. The proposed model suggests a continuous cycle in which customer
interactions generate knowledge, knowledge informs strategic decisions, strategic actions influence
customer experiences, and new experiences generate further knowledge. This cyclical relationship enables
the brand to function as a learning system rather than as a static identity or communication construct.

The strategic foundations identified in the model demonstrate that customer knowledge has
implications far beyond promotional decision-making. Customer insights can inform competitive
positioning, brand architecture, identity development, innovation, and product development. This is
particularly important in the home appliance industry because customers evaluate brands through a
combination of tangible and intangible criteria, including technical performance, reliability, design,
technology, service quality, energy consumption, symbolism, and social responsibility. The findings
therefore imply that firms should not separate product strategy from brand strategy or customer knowledge
from innovation. Instead, these functions should be integrated through cross-functional knowledge flows.

The value-creation layer further demonstrates that strategic brand strength depends on the quality
of the customer’s total experience. Integrated communication, perceived product quality, sustainability,
and social responsibility jointly shape the meanings attached to the brand. Customer knowledge
management can help firms recognize which aspects of quality are most salient to customers, which
communication channels are most effective, which service failures require immediate intervention, and
which environmental or social expectations are becoming strategically important. The identification of
both behavioral and emotional dimensions of loyalty also indicates that repeated purchase alone is
insufficient as an indicator of strong brand relationships. Sustainable loyalty requires trust, attachment,
positive experience, perceived value, and willingness to advocate for the brand.

Overall, the model provides an integrated framework in which customer knowledge management
connects organizational learning with brand strategy and customer-related outcomes. Its central
implication is that organizations in the home appliance industry should move from fragmented customer-
data collection toward an integrated knowledge architecture in which customer information is
continuously acquired, interpreted, shared, and applied across marketing, product development, sales,
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after-sales service, digital operations, and senior management. The proposed framework can serve as a
strategic roadmap for firms seeking to strengthen brand awareness, customer value, loyalty, and
competitive differentiation. By institutionalizing customer knowledge as a strategic resource, home
appliance companies can improve the alignment between brand identity and customer perceptions,
respond more effectively to changing market expectations, support innovation, and develop more
sustainable and customer-centered brand strategies.
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