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ABSTRACT

1.INTRODUCTION

Brands are vital assets for market-oriented companies, continuously
striving to safeguard and enhance their brand equity. Effective
market positioning plays a key role in preserving this equity.
However, brand crises pose a significant threat to brand value,
disrupting their position and diminishing equity. Despite the
prevalence of such crises, even the most cautious businesses often
fail to predict them accurately. Platform businesses, particularly
customer-to-customer (C2C) platforms, are especially vulnerable
due to their unique nature. These platforms operate by facilitating

1.Ph.D. candidate in media management, Faculty of Management, University
of Tehran, Iran.s.ghanbary@ut.ac.ir

2.Corresponding author: Associate Professor, Department of Media
Management and Business Communication, Faculty of Management,
University of Tehran, Iran. khajeheian@ut.ac.ir

3.Professor, Department of Media Management and Business
Communication, Faculty of Management, University of Tehran, Iran.
Arbatani@ut.ac.ir

4. Associate Professor, Department of Media Management, Faculty of
Communication and Media, IRIB University, Iran. salavatian@iribu.ac.ir
5.Associate Professor, Department of Media Management and Business
Communication, Faculty of Management, University of Tehran, Iran.
sharifee@ut.ac.ir

How to cite: ghanbary, S., Khajeheian, D. , Roshandel Arbatani, T., Salavatian, S. and
Sharifee, S. . M. (2025). Resilience framework of "C2C" platform brands in the face of
brand  crisis. Quarterly  Journal of Brand Management, 12(2), -. doi:
10.22051/bmr.2025.48384.2619


mailto:sharifee@ut.ac.ir
https://bmr.alzahra.ac.ir/article_8792.html?lang=en#ar_info_pnl_cite
http://bmr.alzahra.ac.ir/

value exchanges among stakeholders, including consumers, service
providers, and advertisers. A major challenge for C2C platforms is
maintaining the quality of exchanged values, which significantly
influences customer loyalty. However, the decentralized nature of
value exchanges complicates quality control. Additionally, the
openness of C2C platforms often results in less stringent
participation rules, increasing their reliance on value creators for
service quality. While platforms leverage the "network effect" to
create customer-based brand equity, they struggle with brand
management. This difficulty stems from the fragility of customer
relationships, "brand risk," and the "brand paradox," which
highlights the correlation between increased brand equity and
higher exposure to risks. A crisis can lead to diminished brand value,
reduced positive associations, and potential business closure. Brand
resilience is critical for platforms to navigate crises. Resilient brands
can withstand risks, recover, and even grow during challenging
times. Developing such resilience requires structured planning.
Despite its growing significance, brand resilience remains
underexplored in academic literature. There is an evident need for a
theoretical framework for resilient platform brands, addressing their
unigue characteristics. This study aims to establish a resilience
framework for C2C platform brands, identifying key factors
contributing to their ability to manage crises effectively.

2.MATERIALS AND METHODS

This research is based on an interpretive paradigm to deeply
understand the resilience of platform brands facing crises. It is an
applied, cross-sectional study adopting a qualitative methodology.
Instead of merely testing hypotheses, the research aims to analyze
the phenomenon and create a structured framework based on
qualitative data analysis. The target population comprises three groups:
platform users (both providers and consumers), platform operators,
and crisis and brand management experts. Participants were
selected using purposive and snowball sampling methods. Criteria
for user selection included significant platform use and impact of
crises on their perceptions. Operators were chosen for their



involvement in crisis management and brand development. Experts
were sampled based on accessibility. A total of 37 participants were
included, with sample size determined by theoretical saturation.
Data collection utilized interviews. Data analysis employed
conventional qualitative content analysis, enabling a comprehensive
understanding of explicit and implicit meanings. MAXQDA software
was used for coding, which involved initial open coding followed by
categorization into broader themes.

3.RESULTS AND DISCUSSION

This study identified four primary themes crucial to enhancing

the resilience of customer-to-customer (C2C) platform brands

during crises. Through the analysis of 280 initial codes, these
themes were developed into comprehensive insights on brand
resilience.

a) Resilient brand building: This theme focuses on creating a
strong brand identity that fosters resilience. Effective
resilient branding involves elements such as natural brand
growth, ethical considerations, brand architecture, and
leadership. Key insights highlight that establishing a robust
foundation during the brand's inception significantly aids in
future crisis management.

b) Resilient Brand Management: Successful management
requires strong internal communication, attention to
customer experience, and clear platform rules. Resilient
management emphasizes guiding the brand strategically to
maintain positive associations, even during crises. The study
identified critical components, including brand messaging,
crisis management perspectives, and internal cohesion.

c) Resilient brand Safeguarding: Protection and preservation of
the brand are pivotal. This theme includes strategies like
environmental monitoring, crisis response planning, social
responsibility, and post-crisis learning. By implementing such
measures, businesses can anticipate potential issues, address
them effectively, and extract lessons to prevent future
occurrences.



d) Brand Context: The external environment significantly influences
brand resilience. Factors such as market competition, legal
frameworks, and socio-cultural dynamics were found to shape
how brands navigate crises. A nuanced understanding of these
contexts allows brands to adapt and respond more effectively to
external pressures.

The findings reveal that resilience requires a multi-faceted

approach, integrating proactive branding, strategic management,

and external awareness.

4.CONCLUSION

The primary goal of this research was to develop a framework for
enhancing the resilience of customer-to-customer (C2C) platform
brands in the face of brand crises. The resulting model, termed the
"Triangle Framework of Brand Resilience," is inspired by the fire
triangle concept, highlighting three essential components for
sustaining brand resilience. The framework illustrates the intricate
interplay between various factors contributing to brand resilience,
creating a "protective synergy." This synergy enables brands not only
to weather crises but also to recover and grow stronger. Effective
integration of these elements can even transform crises into
opportunities for brand enhancement.The dynamic nature of
resilience, highlighted in this framework, stresses its ongoing
development before, during, and after crises. Timely crisis responses,
strategic decision-making, and adaptive market and societal
interactions significantly influence resilience outcomes.

The Triangle Framework provides a comprehensive and systematic
approach to analyzing brand resilience against crises. It emphasizes
managing the complex relationships between branding,
management, stewardship, and environmental factors. Platforms that
implement this framework effectively can navigate crises successfully,
strengthen their market position, and improve customer
relationships, turning challenges into strategic advantages.

Keywords: Brand, Brand Crisis, Brand Resilience, Brand C2C
Transaction Platforms, Platform’s Brand.



Resilience Framework of "C2C" Platform Brands in the
Face of Brand Crisis

Saeid Ghanabary', Datis khajeheian*?, Taher Roshandel Arbatani®, Siavash
Salavatian®, Seyyed Mahdi Sharifee’

Abstract

Customer-to-customer (C2C) platform brands, due to their unique
characteristics, are constantly threatened by various crises, making the concept
of "brand resilience" increasingly important. This study, recognizing the
significance of such a concept, aims to propose a framework for brand
resilience in C2C exchange platforms when facing brand crises. This research
was conducted using a qualitative methodology and inductive approach. The
target population includes platform manager and users on the one hand, and
experts in crisis communication and brand management on the other.
Sampling in each segment of the target population was done through various
strategies, including purposive, convenience, and snowball sampling. Based on
the principle of theoretical saturation, 37 participants formed the research
sample. Ethnographic interviews with users and expert interviews were
employed as data collection tools, and the data were analyzed using qualitative
content analysis. The data analysis revealed that brand resilience for C2C
platforms in the face of crises requires "resilient brand building," "resilient
brand management," and '"resilient brand Safeguarding." Additionally, the
market structure, legal framework, and socio-political-cultural context have
significant impacts on brand resilience and these factors are beyond the
platform's control. The proposed framework of this research entitled "C2C
Platform Brand Resilience Triangle" shows the necessity of resilient insight
throughout the brand's life cycle.
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