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ABSTRACT

A Study on the Effect of Public Brand Engagement on Brand

Experience

Park, Myeong Cheol
Advised by Prof. Hwang, Yoon Yong Ph. D.
Department of Business Administration

Graduate School of Chosun University

Recently, many companies have made efforts to maximize assets and
value through strategic efforts in brand management. Activities are
increasing to share the feeling and value of brands with customers and
establish positive interactions, not limited to the private sector but even the
public sector. In today’s competitive society, brand survival cannot be
determined by simply producing a brand awareness or positive image.
Therefore, customers need to actively intervene in the brand and build a
lasting relationship to 1it. That 1is, customers must acquire brand
information and build intimacy through a number of interfaces, and
contribute to ongoing brand management to enhance customer identity and
build effective relationships through the brand. This is changing from a
traditional marketing approach to a pool that values the overall consumer
experience through engagement(HS Adzine, 2013). It also emphasizes the
importance of brand experience that customers can remember and feel
vividly.

In this study, we looked at the level of customer solidarity and
confidence with the brand in the field of public enterprises, and saw if it

provides positive value to the brand experience. To this end, the concept of
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public brand engagement was applied.

Specifically, the success of a brand goes beyond satisfaction to reach a
customer’s true enthralling of the brand, that is, engagement(Lae
Joon-sang, 2015). Therefore, it was expected that public brand
commitments would provide a significant impact on customers’ brand
experience and memory. This 1s because increasing the level of individuals
and relationships associated with the brand will have a positive impact on
the brand experience by increasing the level of the customer’s brand
commitment. Brand experience refers to direct and indirect experiences in a
variety of aspects such as feeling, sensibility, perception, behavior,
relationships, etc. and is presented as a wuseful criterion for corporate
branding activities (Schmitt, 1999). Brand experience was also expected to
have a favorable effect on brands such as brand satisfaction and brand
loyalty. Therefore, after looking at the impact of public brand commitments
on the brand experience, the impact of brand commitments on brand
satisfaction and brand loyalty was verified.

The survey was conducted for about 2 months on the public brand
engagement, brand experience, brand satisfaction, brand loyalty, and
demographic variables for customers using the facilities and services of
Gwangju Metropolitan City for over 1 year.The final analysis was
conducted using the questionnaire. The analysis was conducted using the
SPSS 12.0 program to analyze the reliability and validity and finally to
verify the proposed hypothesis.

The results of the study are as follows.

First, public brand engagements have a positive effect on brand
experience. The brand experience was examined in four aspects: sensory,
emotional, behavioral, and intellectual. Therefore, the public corporation
should clearly recognize the engagement of its own brand to the customer,
and increase the trust in the mutual relationship with the customer. The
public brand engagement is a very important factor that can positively
recognize customers’ direct and indirect experience.

Second, brand experience has a positive effect on brand satisfaction. In

particular, sensory, behavioral, and intellectual brand experience proved to
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be a factor in enhancing brand satisfaction. Therefore, it is suggested that
companies should provide various experience factors that customers can
experience with their five senses.

Third, brand experience has a positive effect on brand loyalty. Similar
to the relationship between brand experience and brand satisfaction,
sensory, behavioral, and intellectual brand experience has proven to be a
factor in enhancing brand loyalty. Therefore, it is suggested that brand
experience can induce positive behaviors of the customers’ brand.

Public companies also need to enhance their brand identity to raise the
level of public brand commitment that customers recognize, interact with
customers to create shared value between brands, and provide experience
elements that are suitable for public companies that customers can

naturally recognize.
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