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Abstract

In today's world, where competition in the market is very intense, brands are looking for ways to
differentiate themselves and attract loyal customers. One of the effective ways to achieve this goal is to
combine brand theory and brand experience theory. Therefore, the aim of presenting a model combining
brand theory and brand experience theory and their impact on customer experience using thematic analysis
method. The present study was conducted with a qualitative approach and in terms of purpose, it is an
applied research and using thematic analysis method. The experts included faculty members and senior
sales managers, and the interviewees included 15 people who were selected through purposive sampling
until reaching theoretical saturation. The data were collected using semi-structured interviews. To ensure
validity and reliability, the findings were confirmed by the interviewees. In order to analyze the data, the
Brown and Clark method was used with the Max QDA qualitative data analysis software. The findings
from the interview analysis included 13 basic themes, 1 overarching theme, and 5 organizing themes
including brand values, brand clarity and exclusivity, brand identity factors, brand value-added experience,
and customer motivation and value experience. 13 basic themes were identified, and it can be concluded
that combining these two theories helps brands establish a deeper connection with customers by creating
experiences that are consistent with brand identity. This strong connection leads to increased customer
loyalty, improved brand reputation, and ultimately increased sales.
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