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In electronic marketing, the fundamental and ultimate focus is human satisfaction, and
understanding consumer behavior contributes to comprehending market dynamics.
Therefore, identifying and evaluating the factors influencing consumer behavior
becomes a significant subject of study. Accordingly, this research aims to structure the
factors affecting consumer behavior in electronic marketing. The study follows the
seven-stage process of Soft Systems Methodology (SSM) and, in addition to literature
review and in-depth semi-structured interviews, employs Checkland’s CATWOE
checklist analysis, Interpretive Structural Modeling (ISM), and MICMAC analysis as
complementary validation tools. The research sample consists of 25 academic elites
and experts actively engaged in electronic market enterprises, selected through
purposive sampling. The findings reveal that the factors influencing consumer
behavior in an electronic market are categorized into five levels. The first level includes
perceptual-cognitive characteristics post-purchase, the number of followers of the
market on external social networks, and the creation of a digital wallet and its
application for future purchases. The second level consists of total costs, producers,
and suppliers based on performance evaluations. The third level encompasses
legitimacy, responsiveness, and accountability of the electronic market, reducing the
time required for recording customized behaviors and addressing consumer needs, as
well as feedback mechanisms. The fourth level involves brand popularity, visibility of
order placement points, and the ability to compare similar and homogeneous products.
The fifth level, which is the most influential, includes personal preferences and tastes,
along with the satisfaction of hierarchical needs and desires. It can be concluded that
five key levels influence consumer behavior in electronic marketing, and considering
these levels can contribute to the growth and prosperity of such markets.

Keywords: Influencing factors, consumer behavior, electronic marketing, Soft Systems
Methodology.



https://www.journaltesm.com/
http://creativecommons.org/licenses/by-nc/4.0
https://www.journaltesm.com
https://orcid.org/0009-0005-6883-8226
https://orcid.org/0009-0007-8844-2880
https://orcid.org/0000-0003-2787-4835
https://orcid.org/0000-0002-0103-6174
http://creativecommons.org/licenses/by-nc/4.0
https://portal.issn.org/resource/ISSN/3041-8585

Introduction

In the rapidly evolving digital landscape, electronic marketing has emerged as a dominant force,
reshaping consumer behavior and market dynamics (Mikalef et al., 2023). The increasing reliance on online
platforms has led to the need for businesses to understand the key factors influencing consumer behavior
in electronic markets. This understanding is essential for designing effective marketing strategies and
enhancing customer engagement (Shakouri Yadegari et al., 2023).

Consumer behavior in electronic marketing is driven by various psychological, cultural, and
economic factors. The proliferation of social media and digital communication channels has significantly
altered traditional purchasing patterns, enabling greater access to information, personalized experiences,
and real-time interactions (Malekian et al., 2024). Previous studies suggest that factors such as brand
credibility, perceived value, and emotional connections play a crucial role in shaping consumer choices
in digital environments (Ahangardavoodi et al., 2024). Additionally, the integration of artificial intelligence
(Al) and machine learning in marketing strategies has transformed how businesses predict and respond to
consumer preferences (Safinia & Ghavami, 2024).

A major shift in consumer engagement has been observed with the rise of personalized marketing
approaches. Al-driven analytics allow businesses to tailor recommendations based on individual
preferences, increasing conversion rates and brand loyalty (Mohammadi et al., 2020). Moreover, the
credibility of an e-commerce platform, including its security features, customer support, and product
reviews, significantly influences purchasing decisions (Sadeq et al., 2023). Given the complexity of
consumer behavior in digital environments, structuring these influencing factors can provide valuable
insights into developing more effective marketing strategies.

This study aims to identify and structure the key factors affecting consumer behavior in electronic
marketing using Soft Systems Methodology (SSM). By employing a structured framework, this research
seeks to offer a comprehensive understanding of how various elements interact to shape consumer
decisions in online marketplaces.

Methods and Materials

This study employed Soft Systems Methodology (SSM) to analyze the factors influencing
consumer behavior in electronic marketing. The research followed a seven-stage process, incorporating
both qualitative and quantitative approaches to ensure a comprehensive analysis.

The study sample consisted of 25 academic experts and industry professionals specializing in
electronic marketing. Participants were selected using purposive sampling to ensure the inclusion of
individuals with relevant expertise. Data collection was carried out through in-depth semi-structured
interviews, literature review, and expert evaluations.

The study utilized Checkland’s CATWOE checklist analysis, Interpretive Structural Modeling
(ISM), and MICMAC analysis as complementary validation tools. The ISM method was applied to
identify hierarchical relationships between factors, while MICMAC analysis was used to assess the degree
of influence and dependency among the variables.

Data analysis involved categorizing the identified factors into five levels based on their impact on
consumer behavior. These levels were determined through expert consensus and validated using ISM and
MICMAC methodologies.
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Findings and Results

The study identified five key levels of factors influencing consumer behavior in electronic
marketing:
1. First Level (Most Dependent Factors):
o Perceptual-cognitive characteristics post-purchase.
o Number of followers of the market on external social networks.
o Creation of a digital wallet and its application for future purchases.
2. Second Level (Cost and Performance Factors):
o Total costs incurred by consumers.
o Evaluation of producers and suppliers based on performance metrics.
3. Third Level (Market Legitimacy and Responsiveness):
o Legitimacy, accountability, and responsiveness of the electronic marketplace.
o Reduction in the time required for recording customized behaviors.
o Mechanisms for consumer feedback and response.
4. Fourth Level (Brand and Comparative Visibility):
o Brand popularity and recognition.
o Visibility of order placement points.
o Ability to compare similar and homogeneous products.
5. Fifth Level (Most Influential Factors):
o Personal preferences and tastes.
o Satisfaction of hierarchical needs and desires.

MICMAC analysis revealed that the most influential factor was the satisfaction of hierarchical
needs and desires, indicating that consumer behavior is primarily driven by intrinsic motivations.
Conversely, perceptual-cognitive characteristics post-purchase and digital wallet applications were found
to be highly dependent on other factors.

ISM analysis further established a structured hierarchy, showcasing interdependencies between
different factors. The findings emphasized that personal preferences and brand recognition serve as strong
motivators in purchasing decisions, while legitimacy and customer feedback mechanisms enhance
consumer trust in electronic markets.

Conclusion

The results of this study highlight the complexity of consumer behavior in electronic marketing,
demonstrating that purchasing decisions are influenced by multiple interrelated factors. The findings
suggest that businesses should prioritize strategies that cater to personal preferences and consumer needs,
as these factors have the highest impact on purchasing behavior.

Brand credibility and visibility play a crucial role in attracting and retaining customers. Businesses
that invest in strong brand positioning and ensure their visibility across digital platforms are more likely
to achieve sustained consumer engagement. Additionally, the integration of digital wallets and
personalized recommendations can enhance the overall consumer experience, increasing repeat purchases
and brand loyalty.
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Market legitimacy and accountability emerged as critical factors in influencing consumer trust.
Transparent business practices, secure payment gateways, and responsive customer support mechanisms
are essential for fostering long-term consumer relationships. Moreover, social proof, such as reviews and
testimonials, can significantly impact consumer perceptions and decision-making processes.

The findings also indicate that consumers are becoming increasingly tolerant of higher costs if the
perceived value and benefits justify the expense. Therefore, businesses should focus on delivering superior
value through differentiated offerings, seamless user experiences, and enhanced customer service.

From a strategic perspective, businesses should adopt a holistic approach that integrates marketing,
technology, and consumer psychology to optimize electronic marketing efforts. Al-driven analytics can
further refine marketing strategies by predicting consumer preferences and automating personalized
recommendations.

One of the study’s limitations was the relatively small sample size, which may limit the
generalizability of the findings. Future research should consider a larger sample size and explore
additional quantitative methodologies to strengthen the validity of the results. Additionally, integrating
real-time consumer behavior tracking through Al and machine learning could provide deeper insights into
dynamic purchasing patterns.

In conclusion, structuring the factors influencing consumer behavior in electronic marketing
enables businesses to design more effective marketing strategies. By understanding the hierarchical impact
of these factors, companies can optimize consumer engagement, build trust, and enhance their competitive
advantage in digital marketplaces.
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