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Investigating the relationship between social media analysis methods and
business performance with respect to the mediating role of customer
participation
Yousef Ramezani™
Assistant Professor, Department of Management, Faculty of Humanities, Gonabad University, Gonabad, Iran.

Jaber Nabavi?
M.Sc., Business Management, Institute of Higher Education of Motahar Rationalists, Mashhad, Iran.

Abstract

Today, social networks have found a special place in the business environment and they have become a
new tool in the field of business. Therefore, organizations are trying to improve their business performance
among the competitors through attractiveness in their social networks and providing appropriate content,
as well as developing an information exchange environment between the organization and customers and
encouraging customers to provide feedback and develop cooperation and interaction among the customers.
The present research was conducted in order to investigate the relationship between the social media
analysis methods and the business performance with respect to the mediating role of the customer
participation in Bank Shahr in Mashhad.In terms of nature and method, this study was descriptive-survey
and was conducted with an applied purpose.The statistical population of the study includes all of the
employees of Bank Shahr branches in Mashhad, which consists of 200 individuals. The statistical sample
was determined as 127 people using Morgan Table and the sampling method was convenience non-
probability sampling. The data collection tool is a questionnaire and for measuring the Research variables,

1 Email of the Corresponding author: y.ramezani@gonabad.ac.ir
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the Garg et al standard questionnaire (2020) was used. Content-face validity and construct validity
(confirmatory factor analysis) were the research tools and its reliability were measured using Cronbach'’s
alpha coefficient test and composite reliability. In order to analyze the data, the descriptive and inferential
statistics, as well as structural equation modeling in Smart PLS software were used. The results of the
present study demonstrated that the social network analysis has positive and significant impacts on the
business performance and customer participation and also customer participation has positive and
significant impacts on the business performance of Bank Shahr. Furthermore, customer participation
mediates the relationship between the social network analysis and the business performance of Bank Shahr.
Key words: Social Media Analysis Practices, Business Performance, Customer Engagement.
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