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Abstract

Customer loyalty is viewed as the strengths of the relationship between an individual’s relative attitude
and repeat patronage. Here an attempt has been made to probe into the behaviour of a customers’
willingness to buy a brand/product, of what are the related factors which influences his buying
behaviour and attitude towards the brand. An investigation is done to highlight a point of what are the
influencing factors which compels him to be a loyal for a brand. The theoretical study and the
conceptual model, here, envisages the concept of brand loyalty by passing through the concept of brand
personality. The study findings suggest a conceptual model that combines the theories of brand
personality with the necessary dispositional variables to explain the customer’s loyalty processes. This
model also rises to the marketing challenge of building long-term consumer relationships. Customer’s
loyalty, therefore, might be strengthened or retained by keeping in consideration various other factors
through communicating a good brand relationship by involving the concept of brand personality, thus,
enhancing the customer relationship building with social and resource exchanges and thus positively
affecting the satisfaction of the customer. The theoretical framework will help the researches to further
investigate into the concept of brand personality enhancing the customer loyalty.
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1. Introduction

In building a brand value ‘perception is more important than reality’ (Duncan and Moriarty, 1998), and
as brands only exist in the minds of customers then the management of brands is all about the
management of perceptions. The brand manager’s job is to see that satisfaction of the customer is
maintained, in terms of product performance as well as perception. In this regard, in the present
prevailing competitive scenario, brands are new business warriors and customer retention plays a vital
role so that the customers are glued to an offering on a long-term basis. Hence the success of any
strategy to attract consumers largely depends on its capability to maintain its customer retention and to
build protected enclaves of consumers.

Today brand loyalty has become a focal point of interest for marketing researchers and practitioners.
Few of the researches summarises that the loyal customers spend more than non-loyal customers, act as
advocates for a brand by engaging in positive word of mouth, and are therefore "at the heart of a
company's most valuable customer group™ (Ganesh et al., 2000, p. 65; Zeithaml et al.,1996). Moreover,
many studies reveal that brand loyal customers are willing pay any prices and are less price sensitive
(see e.g. Krishnamurthi and Raj, 1991). Perhaps the marketing cost is significantly less when the brand
enjoys a large group of loyal customers. However, the literature on brand loyalty is incomplete in
several important respects.

Many of the past researches reveal that it is more profitable to follow the strategy of customer retention
than to go for new customers. Capturing new customers is expensive because of advertising promotion
and sales cost, and start-up operating expenses (Reichheld, 1996). Also, promotion is also restrained in
the presence of brand loyalty there is less need of promotion. Brand loyal customers reduce the
marketing costs of the firm as the costs of attracting a new customer have been found to be about six
time higher than the costs of retaining an old one (Rosenberg and Czepiel, 1983).
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Firms with large groups of loyal customers have been shown to have large market shares, and market
share, in turn, has been shown to be associated with higher rates of return on investment (Buzzell et al.,
1975; Raj, 1985; Reichheld and Sasser, 1990). Hence a loyal customer allow marketers to reap the
advantage of customer retention. Loyal customers are less likely to engage in an information search
and exhibit less openness to information that extols rival offerings.

So it becomes inevitable for the brand mangers of today to probe into the context of appropriate
relationship between the constructs such as brand personality and customer loyalty. It costs less to
serve loyal customers because familiarity with the company’s products and services makes customers
less dependent on its employees for help and information. In this study we assess the relative
importance of various antecedents to customer loyalty, including brand personality. Only a few
researchers, such as Plummer (1985) and David Aaker (1996) have pointed out the importance of brand
personality in building a competitive advantage and brand loyalty. This paper presents a theoretical
framework for understanding any affect of the personality on the brand loyalty.

The conceptual study presented here will be in the interest of the academicians as well as businessmen.
Furthermore, the consequences and the research implications will help in understanding the concept of
brand personality and its role in building a positive attitude towards the brand and hence making the
brand driven customers loyal towards the brand. Beyond such identifications, this study, examines how
brand personality affects brand loyalty.

The research here has borrowed the methodology and concepts of Aaker (1997) and investigates the
importance of brand personality to customer loyalty of brand personality.

The motivation of this study is formed to:
1. To explore the concept of brand personality,
2. Tostudy the influence of brand personality on brand loyalty,
3. Toanalyse the factors leading to customer loyalty.

2. Literature Review
2.1 Studies of Brand Personality

In the business world of today, every company is trying to get the attention of the customers by
creating a distinctive brand image for their products. Pepsi is often perceived by consumers as more
“young,” Coke as more “real and honest,” Dr. Pepper as more “non-conformist and fun” (Aaker 1997,
p. 348). These kinds of human characteristics associated with the brand are called “brand personality”.
Brand personality mainly comes from three sources: the first one is the association consumers have
with a brand, secondly, the image a company tries hard to create. Aaker (1997) defines brand
personality as “a set of human characteristics associated to a brand.” Hence, brand personality offers
the functions of self symbolization and self-expression (Keller, 1993). Levy (1959) indicates that brand
personality contains demographic features, such as gender, age and social class, and they may be
directly influenced by the image of the brand users, personnel and product spokespersons, and
indirectly affected by product attributes as well.

The Brand Personality construct enjoys a certain consensus as an explanatory element for symbolic
consumption and the affective bonds that consumers establish with brands (Keller, 1993; J. Aaker &
Fournier, 1995; D. A. Aaker, 1996; J. Aaker, 1997; J. Aaker et al., 2004). Brand Personality is a
differentiating element in an environment of symbolic consumption (Lannon, 1993), which is presented
to the consumer as a vehicle of self expression and the expression of an ideal (Sirgy, 1982; Malhotra,
1988), and a source of personal and social meaning (Levy, 1959; Allen & Olson, 1995; J. Aaker, 1995,
1997). Brand Personality is thus a factor that influences consumer choice and preference (Biel, 1993)
and, as such, is an element that generates value for the consumer and for the company (D. A. Aaker,
1991, 1996).

Also a strong, favourable brand personality can provide consumers with emotional fulfilment, image
enhancement, an increased willingness to remain loyal to the brand, to try a new brand or brand
extension and to pay premium prices for a brand. BP can be the principle differentiation basis when
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there is little or no distinction other than the brand (Aaker 1997, Freling & Forbes 2005b, Venable et al
2005, Chang & Chieng 2006).

2.2 Studies of Brand Loyalty

Brand Loyalty is an important concept of today’s brand marketing world. Many definitions were being
proposed by many researchers, among which the most complete definition was being proposed by
Jacoby and Olson (1970). They defined brand loyalty as the result from non-random, long existence
behaviour response, and it was a mental purchase process formed by some certain decision units who
considered more than one brands. In early researches, researchers usually took the act of repurchase as
the method of measure brand loyalty. But some researchers indicate that to measure brand loyalty the
best way is to measure by affective loyalty (Bennett and Rundle-Thiele, 2000).

Brand loyalty, in marketing, consists of a consumer's commitment to repurchase or otherwise continue
using the brand and can be demonstrated by repeated buying of a product or service or other positive
behaviours. Jacoby and Chestnut (1978) defined the concept of brand loyalty as: “The (a) biased, (b)
behavioural response, (c) expressed over time, (d) by some decision-making unit, (e) with respect to
one or more alternative brands out of a set of such brands, and (f) is a function of psychological
(decision-making, evaluation) processes”. This definition identifies six requirements of brand loyalty.

According to the study conducted by Oliver (1999), the brand loyalty was classified into four parts:
cognitive loyalty, affective loyalty, conation loyalty and action loyalty. Day (1996) added two
indicators, action and affection for brand loyalty and divided brand loyalty into true brand loyalty and
spurious brand loyalty. The spurious brand loyalty consumers may make repeated purchases only
because the brand they purchase is the only one choice in the stores. On the other hand, true brand
loyalty consumers should show both psychological and affective commitments in addition to
repurchase consistency. As shown in Figure 1, Dick and Basu (1994) classified loyalty into:

1. True loyalty.

2. Spurious loyalty.
3. Latent loyalty.
4. No loyalty.

Figure 1: Model of Loyalty

Repeat Purchase Possibility
High Low

High True Loyalty Latent Loyalty
Related Attitude

Low
Spurious Loyalty No Loyalty

(Source: Dick and Basu (1994, p.101))

Customer loyalty is viewed as the strength of the relationship between an individual’s relative attitude
and their repeat patronage. Kotler and Keller (2005) indicated that “based on a 20-80 principle, the top
20% of customers may create 80% of profit for a company.” Thus, the longer relationship between a
company and its customers may create more profit and benefit for the company. Studies have shown
that small reductions in customer defections can produce significant increase in profits because:

e Loyal customers buy more products.

e Loyal customers are less-price sensitive and pay less attention to competitors’ advertising.
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e Servicing existing customers, who are familiar with the firm’s offerings and processes, is
cheaper.

e Loyal customers spread positive word-of-mouth and refer other customers (Reichheld and
Sasser, 1990).

2.3 Relationship between Brand Personality and Brand Loyalty

Many of the studies are conducted to show the relationship between the brand personality and the
brand loyalty of the customer and the consequences have being analysed. Additionally, it is found that
by involving the concept of brand personality, the brand loyalty can be enhanced.

Guo (2003) also explored that brand personality has significant influence on brand preference.

Because brands have their own particular personalities, consumers may treat brands as real human
beings. In this case, consumers will expect the people’s words, attitudes, behavior or thoughts and so
on to meet their respective personality traits (Aaker, 1996).

It might be that consumers like the brands having more distinct brand personality, and it is also likely
that consumers are more familiar with the brands they prefer. Consumers may likely use the brand and
products in line with their own personality traits, in other words, all the marketing activities are aimed
at having consumers believe and recognize a brand personality, and reinforcing the communication
between the brand and the consumer (Govers and Schoormans, 2005), in order to enhance the brand’s
loyalty and equity.

Mengxia (2007) investigated the Influence of brand personality on consumers’ brand preference,
affection, loyalty and purchasing intention. The results of his study shows that brand personality has a
positive influence on brand preference, affection, loyalty and purchase intention. A brand personality
should be shaped to be long-lasting and consistent. Besides, it should also be different from other
brands and meet consumer’s demands (Kumar et al., 2006). Also a study conducted by Kumar et al.
(2006) sorted out the connection between brand personality and brand loyalty, and separately used
durable goods (cars), and consumer goods (tooth-pastes) to explore the relationship between brand
personality and brand loyalty. The result shows that brand personality may influence consumers’ brand
loyalty to consumable goods.

3. Research Model

Brand loyalty is always developed post purchase. To develop brand loyalty, an organization should
know their niche market, target them, support their product, ensure easy access of their product,
provide customer satisfaction, bring constant innovation in their product and offer schemes on their
product so as to ensure that customers repeatedly purchase the product. It, therefore, creates the brand
trust in the minds of the customer towards the brand.

Fig. 2: Conceptual Model

Brand Satisfaction

Brand Personality
-Sincerity
Perceived Brand -Excitement Brand Loyalty
Quality -Competence
-Sophistication
-Ruggedness
It is proposet—rorooovermouerat thererswrmmagerrorrpereeived Brarmogooroy—omroagr—sustomer
satisfaction to create brand loyalty. Although the extant literature reports that customer satisfaction has
stronger impact on brand loyalty than perceived brand quality. With the specific brand personality
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(with dimensions of Sincerity, Excitement, Competence, Sophistication, Ruggedness), consumers of
varying personality traits will be attracted and their brand preference will then be further developed.
The customers go for a brand which ultimately suits his personality and once the concept of personality
matches with that of the choice of the consumer, the purchase intention takes place. The impact of
creation of brand personality in the minds of the customer is seen by the repetitive buying behaviour
and perceived brand satisfaction of the customer, wherein, he becomes loyal towards the perceived
brand quality.

Customer loyalty has been a major focus of strategic marketing planning (Kotler, 1984) and offers an
important basis for developing a sustainable competitive advantage — an advantage that can be realized
through marketing efforts. Although satisfaction measures seem to be an important barometer of how
customers are likely to behave in the future, there are two issues to consider:

e  Satisfaction measures are likely to be positively biased (Peterson & Wilson, 1992),
e Establishing the relationship between satisfaction and repurchase behavior has been elusive
for many firms (Mittal & Kamakura, 2001).

In addition, a company can maintain a good relationship with customers through its brand personality
(Aaker and Biel, 1993). The direct impact of perceived brand quality on brand loyalty is examined in
this study. Consequently, perceived brand quality exhibits both direct and indirect effects on brand
loyalty. The indirect effect of perceived brand quality on brand loyalty through customer satisfaction is
indicated by the dotted arrows, and its direct effect on service loyalty is indicated by the solid line.

4. Discussion and Conclusion
Brand personality not only plays a crucial role in customer retention, but also has profound influence
on a company’s performance. A successful brand requires the building of a distinct brand personality
(Doyle, 1990; Kumar et al., 2006). By using various marketing approaches, a company may convey
their brand personality to consumers and have the consumers of varying personality traits believe and
recognize the company’s brand personality; thus, consumers may develop some kind of relationship
with the brand, which will further influence their brand loyalty.

The relationship between satisfaction and loyalty seems almost intuitive, and several researchers have
attempted to confirm this in their research (Cronin & Taylor, 1992; Newman & Werbel, 1973;
Woodside, Frey, & Daley, 1989). Over their buying lifetimes, customers’ loyal to a given seller may be
worth up to 10 times as much as its average customer (Health, 1997; Newell, 1997). Without customer
loyalty, even the best-designed e-business model will soon fall apart. In their quest to develop a loyal
customer base, most companies try their best to continually satisfy their customers and develop long-
run relationships with them.

Brand loyalty in consumer contexts is well researched (e.g., Ajzen and Fishbein. 1991: Baldinger and
Rubinson, 1996; Day, 1969; East and Hammond 1996, Ehrenberg;-1-988; Guest, 1942: Jacoby. 1971
Oliver, 1999). Academically, this study has the following theoretical implications. Unlike previous
research, this study probed into the possible relationships between various dimensions of brand
personality thus influencing the brand loyalty. Most of these relationships are supported by the current
data. In short, careful management of brand personality helps consumers to develop a favorable image
of the company.

By the above loyalty model, we can demonstrate support for many of the relationships identified in
previous research, as well as a conceptualization of the overall loyalty construct. The encouraging news
from this study is that brand personality consistently appear as most influential in fostering loyalty.
These results have direct implications for industrial marketing practitioners. Marketing practitioners
might consider focusing beyond customer satisfaction toward integrated marketing strategies that foster
brand trust and quality in the customer base in support of customer loyalty programs.

References

Aaker JL (1997). Dimensions of Brand Personality. Journal of Marketing Research, 34(3), 347-356.
8|Page

www.iiste.org


http://www.iiste.org/
http://www.iiste.org/

New Media and Mass Communication WWW.iiste.org
ISSN 2224-3267 (Paper) ISSN 2224-3275 (Online) [J1H ] |
Vol 1, 2011 s’

Aaker, D.A. (1997), “Dimension of brand personality”, Journal of Marketing Research, Vol. 34, pp.
347-56.

Aaker, D.A. (1996), Building Strong Brand, Free Press, New York, NY.

Aaker, J.L. (1995), “Measuring the Human Characteristics of a Brand: A Personality Hierarchy”, in A
Brand as a Character, a Partner and a Person: Three Perspectives on the Question of Brand Personality,
J. Aaker and S. Fournier (editors), Advances in Consumer Research, Vol. 22, pp. 393-394.

Aaker, D.A. and Biel, A. (1993), Brand Equity and Advertising: Advertising’s Role in Building Strong
Brands, Lawrence Erlbaum Associates, Inc., Mahwah, NJ.

Aaker, J. and S. Fournier (1995), “A Brand as a Character, a Partner and a Person: Three Perspectives
on the Question of Brand Personality”, Advances in Consumer Research, Vol. 22, pp. 391-395.

Aaker, J., S. Fournier and S. A. Brasel (2004), “When Good Brands Do Bad”, Journal of Consumer
Research, Vol. 31, June, pp. 1-16.

Bennett, R. and Rundle-Thiele, S. (2000), “Attitudinal loyalty — personality trait or brand specific?”,
ANZMAC 2000 Visionary Marketing for the 21st Century: Facing the Challenge, Griffith University
School of Marketing and Management, pp. 97-101.

Biel, A. L. (1993), “Converting Image into Equity”, in Brand Equity and Advertising: Advertising’s
Role in Building Strong Brands, D. A. Aaker and A. Biel (editors), pp. 67-82, Hilsdale, NJ: Lawrence
Erlbaum Associates.

Buzzell, R.D., Gale, B.T. and Sultan, R.G.M. (1975), “Market share — a key to profitability”, Harvard
Business Review, Vol. 53, pp. 97-106. Cravens, D. (1994), Strategic Marketing, Richard D. Irwin, Inc.,
Boston, MA.

Chang P-L & Chieng M-H (2006). Building Consumer-Brand Relationship: A Cross-Cultural
Experiential View. Psychology & Marketing, 23(11), 927-959.

Day, G.S. (1996), “A two-dimensional concept to brand loyalty”, Journal of Advertising, Vol. 30 No.
9, pp. 29-35. Dick, A. and Basu, K. (1994), “Customer loyalty: towards an integrated framework”,
Journal of the Academy of Marketing Science, Vol. 22 No. 2, pp. 99-113.

Duncan, Tom and Moriarty, E. Sandra (1998). A Communication-Based Marketing Model for
Managing Relationships, Journal of Marketing, Vol. 62, No. 2, pp. 1-13.

Doyle, P. (1990), “Building successful brands: the strategic options”, Journal of Consumer Marketing,
Vol. 7 No. 2, pp. 5-20.

Freling TH & Forbes LP (2005b). An Examination of Brand Personality through Methodological
Triangulation. Journal of Brand Management, 13(2), 148-162.

Govers, P.C.M. and Schoormans, J.P.L. (2005), “Product personality and its influence on consumer
preference”, Journal of Consumer Marketing, Vol. 22 No. 4, pp. 189-97.

Guo, L.-J. (2003), The Effects of Personality Trait and Brand Personality on Brand Preference,
Graduate Institute of Management Science, National Chiao Tung University, Hsinchu.

Health, R. P. (1997) Loyalty for sale: Everybody’s doing frequency marketing-But only a few
companies are doing it well. Marketing Tools. Cowles Business Media Inc., 4, 6, 40.

Jacoby, J. and Olson, J.C. (1970), An Attitude Model of Brand Loyalty: Conceptual Underpinnings
and Instrumentation Research, John Wiley & Sons, New York, NY.

Keller, K. L. (1993), “Conceptualization, Measuring and Managing Customer-Based Brand Equity”,
Journal of Marketing, Vol. 57, N1, pp. 1-22.

Kotler, P. (1984), Marketing Management: Analysis, Planning, and Control, 5th ed., Prentice- Hall,
Englewood Cliffs, NJ.

Krishnamurthi, L. and Raj, S.P., 1991. An empirical Analysis of the Relationship between Brand
Loyalty and Customer Price Elasticity, Marketing Science_10, 2, 172-183.Kumar, R., Luthra, A. and
Datta, G. (2006), “Linkages between brand personality and brand loyalty: a qualitative study in

an emerging market in the Indian context”, South Asian Journal of Management, Vol. 13 No.

2, pp. 11-35.

Lannon, J. (1993), “Asking the Right Questions: What do People do with Advertising?”, in Brand
Equity and Advertising: Advertising’s Role in Building Strong Brands, D. A. Aaker and A. Biel
(editors), pp. 163-176, Hilsdale, NJ: Lawrence Erlbaum Associates.

Levy, S. J. (1959), “Symbols for Sales”, Harvard Business Review, Vol. 37, N° 4, pp. 117- 124.
Malhotra, N. K. (1988), “Self concept and product choice: an integrated perspective” Journal of
Economic Psychology, Vol. 9, N©L, pp. 1-28.

Mengxia, Z. (2007), “Impact of brand personality on PALI: a comparative research between two
different brands”, International Management Review, Vol. 3 No. 3, pp. 36-46.

Mittal, V., & Kamakura, W. A. (2001). Satisfaction, repurchase intent, and repurchase behavior:

9|Page
Www.iiste.org


http://www.iiste.org/
http://www.iiste.org/

New Media and Mass Communication WWW.iiste.org
ISSN 2224-3267 (Paper) ISSN 2224-3275 (Online) [J1H ] |
Vol 1, 2011 s’

Investigating the moderating effect of customer characteristics. Journal of Marketing Research, 38,
131-142.

Newell, F. (1997). The new rules of marketing: How to use one-to-one relationship marketing to be
the leader in your industry (10-32). New York: McGraw-Hill.

Newman, J. W., & Werbel, R. A. (1973). Multivariate analysis of brand loyalty for major household
appliances. Journal of Marketing Research, 10, 404— 4009,

Oliver, R.L. (1999), “Whence consumer loyalty?”, Journal of Marketing, Vol. 63 No. 4, pp. 33-44.
Peterson, R. A., & Wilson, W. R. (1992). Measuring customer satisfaction: Fact and artifact. Journal
of the Academy of Marketing Science, 20, 61-72.

Plummer, J. T. (1985). How personality makes a difference. Journal of Advertising Research, 24(6),
27-31.

Raj, S.P. (1985), “Striking a balance between brand ‘popularity’ and brand ‘loyalty’”, Journal of
Marketing, Vol. 49, pp. 53-9.

Reichheld, F.F. (1996). The Loyalty Effect, Harvard Business School Press, Boston, MA.
Reichheld, F. and Sasser, W.E. (1990), “Zero defections”, Harward Business Review, Vol. 68, pp.
105-11. Rosenberg, L. J. and Czepiel, J.A., 1983, A marketing Approach to Customer Retention,
Journal of consumer Marketing 2, 45-51.

Sirgy, J. (1982), “Self-concept in consumer behavior: a critical review”, Journal of Consumer
Research, Vol. 9, December, pp. 287-300.

Woodside, A. G., Frey, L. L., & Daly, R. T. (1989). Linking service quality, customer satisfaction,
and behavioral intention. Journal of Health Care Marketing, 9, 5-17.

10|Page
Www.iiste.org


http://www.iiste.org/
http://www.iiste.org/

This academic article was published by The International Institute for Science,
Technology and Education (IISTE). The IISTE is a pioneer in the Open Access
Publishing service based in the U.S. and Europe. The aim of the institute is
Accelerating Global Knowledge Sharing.

More information about the publisher can be found in the IISTE’s homepage:
http://www.iiste.org

The 1ISTE is currently hosting more than 30 peer-reviewed academic journals and
collaborating with academic institutions around the world. Prospective authors of
IISTE journals can find the submission instruction on the following page:
http://www.iiste.org/Journals/

The IISTE editorial team promises to the review and publish all the qualified
submissions in a fast manner. All the journals articles are available online to the
readers all over the world without financial, legal, or technical barriers other than
those inseparable from gaining access to the internet itself. Printed version of the
journals is also available upon request of readers and authors.

IISTE Knowledge Sharing Partners

EBSCO, Index Copernicus, Ulrich's Periodicals Directory, JournalITOCS, PKP Open
Archives Harvester, Bielefeld Academic Search Engine, Elektronische
Zeitschriftenbibliothek EZB, Open J-Gate, OCLC WorldCat, Universe Digtial
Library , NewJour, Google Scholar

m EB O INDEX (\@‘ COPERNICUS
I N T E RN A TTITIT ON AL

INFORMATION SERVICES
ULRICHSWES,  JournalTOCs @

N A ;
. E'z B Elektronische
lBAS(E T— Q0@ Zeitschriftenbibliothek O

open
> )
OCLC v)

The world’s libraries. — U cDigitalLibrary —
Connected. WorldCat e

Ny

'- ¥
GEORGETOWN UNIVERSITY
LIBRARY



http://www.iiste.org/
http://www.iiste.org/Journals/

