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CrossMark

This study aimed to develop and validate a model of the antecedents influencing customers’
perception of an innovative brand on social media in the financial services industry. A sequential
exploratory mixed-methods design was employed. In the qualitative phase, data were collected
through semi-structured interviews with customers and users familiar with financial service
brands on Instagram and analyzed using reflexive thematic analysis and MAXQDA Analytics
Pro version 26. The resulting themes were used to develop the initial conceptual model. In the
quantitative phase, a researcher-developed questionnaire was constructed based on the
qualitative findings and evaluated for validity and reliability. Ultimately, data from 284 valid
questionnaires were analyzed using partial least squares structural equation modeling in
SmartPLS version 4. The significance of structural relationships was assessed through
bootstrapping with 5,000 resamples. Digital brand functional competence had a significant
positive effect on customers’ perception of an innovative brand (f = 0.47, t = 8.21, p < 0.001),
while innovative interactive experience also significantly predicted innovative brand perception
(B=10.39,t=6.74, p<0.001). Digital brand functional competence significantly predicted brand
innovation image (f = 0.52, t =9.10, p < 0.001), as did innovative interactive experience (f =
0.44,t =7.63, p < 0.001). Brand innovation image demonstrated the strongest direct effect on
customers’ perception of an innovative brand (f = 0.58, t = 10.32, p < 0.001). The model
explained 61% of the variance in brand innovation image and 68% of the variance in innovative
brand perception. Customers’ perception of an innovative financial brand is shaped by the
combined influence of digital functional competence, innovative interactive experience, and
brand innovation image; consequently, the coordinated enhancement of these dimensions can
strengthen the innovative positioning of financial brands in customers’ minds.

Keywords: Innovative Brand, Customer Perception, Social Media, Financial Services, Digital Brand
Functional Competence, Innovative Interactive Experience, Brand Innovation Image
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Extended Abstract

Introduction

The rapid digitalization of financial services has fundamentally transformed the way customers
interact with brands and construct judgments about their innovativeness. In contemporary markets,
perceptions of a brand are no longer formed solely through direct service encounters or traditional
advertising; rather, they are increasingly shaped through social media content, digital service experiences,
online interactions, electronic word of mouth, and the visible responses of brands to customer needs. Brand
perception therefore represents a multidimensional cognitive and affective evaluation that develops
through repeated exposure to brand-related signals and experiences. Such perceptions are important
because they influence customers’ judgments of credibility, value, differentiation, and long-term
relationship potential (Chakraborty, 2023; Pink et al., 2023). In social media environments, these processes
become more dynamic because customers are simultaneously recipients, interpreters, and producers of
brand-related information.

Social media marketing can influence customer behavior partly through the image and meaning
associated with the brand (Ali & Naushad, 2023). At the same time, customers’ reactions to online
advertising and brand communications depend not only on message content, but also on the extent to
which the brand’s digital presentation is compatible with consumers’ expectations and desired self-image
(Waterson et al., 2021). Consequently, the perception of an innovative brand is unlikely to arise from
technological novelty alone. Customers may interpret innovativeness through the quality of digital
content, creativity of marketing activities, consistency of brand communication, ease of using digital
services, responsiveness, personalization, security, and the value created through the overall relationship
with the brand.

Previous research has shown that communication strategies and innovative promotional
approaches can shape brand image and engagement (Jerab, 2025; Tanasyah et al., 2025). Moreover, brand
perceptions are affected by consistency across multiple communication channels and customer
touchpoints (Azemi et al., 2022). These findings are especially relevant in financial services, where a
customer may interact with a brand through mobile applications, websites, social media pages, call
centers, and physical branches. In such settings, customers are likely to evaluate innovation not only
through the availability of new technologies, but through the coherence and usefulness of the complete
digital experience.

Customer experience also plays a central role in transforming technological capabilities into
meaningful perceptions. A digital service may be technically advanced, yet fail to strengthen brand
innovativeness if it is difficult to use, slow, unreliable, or poorly adapted to customer needs. Prior research
has indicated that brand experience can mediate the relationship between customers’ perceptions of market
offerings and subsequent behavioral outcomes (Yasri et al., 2020). Similarly, strategies for revitalizing and
differentiating brands are more likely to succeed when they correspond with consumer perceptions and
expectations (Ma et al., 2022). This suggests that perceived innovativeness is fundamentally customer-
centered: innovation must be experienced, interpreted, and valued before it can become part of the brand
image.

Trust and credibility are particularly important in the financial services industry because customers
exchange sensitive information and make decisions involving financial risk. In such contexts, innovation
without security and transparency may increase perceived uncertainty rather than strengthen the brand.
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Evidence from banking research indicates that customers’ perceptions of banking practices and brand
honesty can influence trust through perceived value and satisfaction (Masoudipour & Sadeghi, 2025).
Broader research also demonstrates that perceptions of corporate responsibility may strengthen brand
credibility, reputation, and equity (Haji Babaei & Ghamari, 2025; Thompson & Davis, 2023; Vuong & Bui,
2023; P. Wang et al.,, 2021). Accordingly, an innovative financial brand must not only appear
technologically advanced, but also trustworthy, responsible, transparent, and dependable.

Customer participation represents another important aspect of social media branding. Interactive
platforms provide opportunities for two-way communication, feedback, co-creation, and voluntary
sharing behavior. Research has shown that social media marketing, innovativeness, and customer
engagement can jointly strengthen brand advocacy through brand reputation (Rachbini, 2023). Likewise,
brand reputation and self-expressive perceptions may influence customers’ willingness to share brand-
related information voluntarily (Choi & Burnham, 2021). Electronic word of mouth can also contribute to
the development of brand image (Haghighinasab et al., 2020). These findings imply that customers assess
innovativeness not only through what a brand says about itself, but also through how it communicates
with users and how other customers respond to it.

Perceived value further connects innovation to customer judgment. Consumers are more likely to
regard innovation positively when it produces functional, economic, social, or emotional benefits. Prior
studies have demonstrated the importance of perceived value in shaping behavioral intentions and brand
evaluation (S. Wang et al., 2021). Emotional attachment and responsible organizational behavior can also
reinforce favorable customer responses (Kafashpour et al., 2023), while emotional branding can contribute
to the development of positive brand perceptions (Kulkarni & Dang Longani, 2023). In this sense,
innovativeness is not merely a technological characteristic, but an evaluative perception resulting from
customers’ interpretation of creativity, relevance, usefulness, responsiveness, trustworthiness, and future
orientation. The present study therefore sought to develop and empirically validate a model of the
antecedents of customers’ perception of an innovative brand on social media in the financial services
industry.

Methods and Materials

A sequential exploratory mixed-methods design was employed. The qualitative phase was
conducted first to identify the antecedents, dimensions, and conceptual relationships associated with
customers’ perceptions of innovative financial brands on Instagram. Participants were purposively
selected from active Instagram users and customers who had experience with banking, insurance, or
fintech brands. Maximum variation sampling was used to capture diverse experiences in terms of age,
type of financial service, intensity of social media use, and level of brand interaction. Semi-structured
interviews were conducted until sufficient conceptual saturation was reached.

Qualitative data were analyzed using reflexive thematic analysis. Interview transcripts were
repeatedly reviewed, meaningful units were coded, conceptually similar codes were merged, and higher-
order themes were developed. MAXQDA Analytics Pro version 26 was used to organize and manage the
qualitative data. Code matrices and code-relations outputs were also examined to assess the distribution
and co-occurrence of codes across interviews.

Based on the qualitative findings, a researcher-developed questionnaire was constructed for the
quantitative phase. Items were rated on a five-point Likert scale. After screening the collected
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questionnaires, 284 usable responses were retained for final analysis. The quantitative model included
four higher-order constructs: digital brand functional competence, innovative interactive experience,
brand innovation image, and customer perception of an innovative brand. Partial least squares structural
equation modeling was performed using SmartPLS version 4. The measurement model was evaluated
through factor loadings, Cronbach’s alpha, composite reliability, average variance extracted, and
discriminant validity. The structural model was evaluated using path coefficients, R?, Q2 and
bootstrapping with 5,000 resamples.

Findings

The qualitative analysis initially generated 220 codes. After removing duplication and combining
conceptually similar codes, 50 concepts were retained and organized into 14 subthemes and 6 major
themes. The subthemes were digital content quality, marketing creativity, communication integration,
service innovation, digital experience, service personalization, interaction quality, customer participation,
continuous social media activity, trust building, social credibility, perceived value, customer orientation,
and brand image. These subthemes were grouped into six major dimensions: brand content characteristics,
service and technology innovation, customer interaction and communication, brand trust and credibility,
customer value creation, and perception of the innovative brand.

Further focused analysis identified 90 codes directly related to the antecedents of innovative brand
perception. These were concentrated around personalization of services and interactions, quality of digital
services and customer experience, service and technology innovation, social media content management,
customer interaction and participation, and trust and transparency. The qualitative findings showed that
customers did not perceive a brand as innovative because of technology alone. Rather, innovativeness
emerged through the combined effects of useful and creative content, advanced but usable digital services,
personalized offerings, continuous and responsive interaction, security and transparency, and the creation
of tangible value.

In the quantitative phase, the sample consisted of 284 respondents, including 154 women and 130
men. The largest age group was 30—39 years, and most respondents reported using Instagram between one
and three hours per day. All factor loadings exceeded 0.70. Cronbach’s alpha values ranged from 0.864
to 0.892, while composite reliability values ranged from 0.901 to 0.915. The AVE values ranged from
0.601 to 0.645, confirming convergent validity. The Fornell-Larcker criterion also supported discriminant
validity.

The structural model demonstrated satisfactory explanatory and predictive power. The R? value
for brand innovation image was 0.61, while the R2 value for customer perception of an innovative brand
was 0.68. The corresponding Q2 values were 0.41 and 0.45, respectively, indicating satisfactory predictive
relevance.

All five hypothesized structural relationships were statistically significant. Digital brand functional
competence had a positive effect on customer perception of an innovative brand, with a path coefficient
of 0.47 and a t-value of 8.21. Innovative interactive experience also positively affected innovative brand
perception, with a coefficient of 0.39 and a t-value of 6.74. Digital brand functional competence positively
influenced brand innovation image, with a coefficient of 0.52 and a t-value of 9.10. Innovative interactive
experience also had a positive effect on brand innovation image, with a coefficient of 0.44 and a t-value
of 7.63. The strongest direct relationship in the model was observed between brand innovation image and
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customer perception of an innovative brand, with a coefficient of 0.58 and a t-value of 10.32. All
relationships were significant at p < 0.001.

Discussion and Conclusion

The findings demonstrate that customers’ perception of an innovative financial brand is a
multidimensional outcome formed through the simultaneous interaction of functional, technological,
relational, communicative, and perceptual factors. The qualitative phase revealed that innovation is
interpreted broadly by customers. They evaluate not only whether a brand introduces new technologies,
but whether those technologies improve their experience, reduce effort, create value, support
personalization, and are delivered through secure and transparent processes.

The quantitative findings reinforced this interpretation. Digital brand functional competence
emerged as an important predictor of both brand innovation image and overall innovative brand
perception. This means that customers must experience concrete evidence of digital capability before they
develop a strong perception of innovativeness. Similarly, innovative interactive experience had
meaningful direct and indirect importance. Customers appear to interpret responsiveness, participation,
personalization, and active communication as signs that the brand is dynamic and adaptive.

The strongest structural relationship was the effect of brand innovation image on customer
perception of an innovative brand. This result suggests that customers integrate multiple experiences and
signals into a coherent mental representation of the brand. Once a brand is mentally associated with
modernity, differentiation, creativity, and future orientation, customers are more likely to evaluate it as
genuinely innovative. Thus, the perception of innovation is not produced by isolated organizational
actions; it is created through the accumulation and integration of consistent experiences across service
delivery, technology, content, interaction, trust, and value creation.

Overall, the study provides an integrated mixed-method model for understanding how innovative
brand perceptions are formed in social media environments within the financial services industry. The
results show that financial brands should treat innovation as a customer-perceived capability rather than
merely an internal technological achievement. A brand becomes innovative in the customer’s mind when
its digital competence, interactive experience, communication quality, trustworthiness, personalization,
and value creation are experienced as coherent and mutually reinforcing. The validated model therefore
offers both a conceptual framework for future research and a practical basis for designing social media
and digital branding strategies in banking, insurance, and fintech contexts.
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