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ABSTRACT

1. INTRODUCTION

Today, the global market is much more competitive than in the past
due to the progress and promotion of diversity in products and
services and the increase in the number of producers. Therefore, in
order to maintain their interests in this competitive market,
companies have a great desire to attract and retain customers, and
their main goal is to succeed in acquiring and maintaining the
intention of repurchasing customers. Despite all the efforts that have
been made to gain the opinion and satisfaction of customers, there is
still the possibility of errors, inadequacies and dissatisfactions. On the
other hand, errors and inadequacies in the provision of services and
violations on the part of the brand are inevitable, and this important
matter will create grounds for customers to turn away from
companies; Therefore, company managers should always try to
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identify, control and finally adjust strategies to prevent such issues
from occurring. One of the most important strategies is the strategy
of examining the possibility of forgiveness in brand-consumer
relationships. In fact, brand forgiveness is the same as renouncing
negative emotions related to brand violations, and it also includes
creating motivation to work towards relationships. The issue of how
to regain consumer trust is important and necessary for brands that
have been exposed to violations and negative advertisements. This
process is not a simple process for the company, because brand
forgiveness is a relatively complex process that is strongly related to
the psychological state of the consumer. Brand forgiveness is a
situation in which consumers can improve the situation after
experiencing a brand service failure by applying an appropriate
recovery strategy. And correcting the failure of a brand can also be
achieved. Therefore, the main goal of brand forgiveness is that the
consumers of a brand can forgive the mistakes and violations
committed by a brand, and the consumer will always continue their
activities after the failure in business relationships, so that the
customer intends to buy the company's products or services in the
future. Therefore, according to what has been said, the main goal of
this research is to know and understand the phenomenon of brand
loyalty and analyze its antecedents and consequences with the fuzzy
cognitive mapping method.

2. MATRIALS AND METHODS

The statistical population of this research is experts familiar with the
subject, which includes university professors in the field of
management, human resource managers, and marketing managers,
30 of whom were selected using the purposeful sampling method and
based on the principle of theoretical adequacy. In the qualitative part,
the data collection tool is a semi-structured interview, and in the
guantitative part, a questionnaire. The validity and reliability of the
tools are confirmed by using content validity and Cohen's kappa test,
respectively, and in the questionnaire part by using content validity
and retest reliability.



3. RESULTS AND DISCUSSION

In terms of method, the current research is mixed and based on
qualitative and quantitative research. In terms of its practical purpose
and in terms of gathering information, this research is classified as a
descriptive research of a survey type, and in terms of research
philosophy, it is a comparative inductive research. Also in the
qualitative part of this research, the data obtained from the
interviews were analyzed using Max-Q-D-A software and the coding
method, and the antecedents and consequences of brand forgiveness
were identified. In the quantitative part of the research, using the
fuzzy cognitive mapping method, the causal relationship model of
brand forgiveness was presented, and the most important antecedent
and consequent factors of brand forgiveness were identified.

4. CONCLUSION

One of the most important and vital steps in reviving damaged
relationships and conquering the hearts of customers is giving a
company's brand. The forgiveness of the brand comes from the
consumer's love for the brand, so that, in addition to the fact that the
consumer is willing to give the brand an opportunity to correct and
compensate for the mistakes and forgive it in case of a violation and
mistake by the brand supports and tends to encourage others to buy
the brand. In other words, when consumers rely on the brand, they
are more tolerant of the brand's shortcomings, and a kind of mental
tendency to forgive the brand is created. Brand forgiveness on the
part of the customer acts as a healing power on the negative
emotions and behavior of the customer, also brand forgiveness by the
consumer is a psychological change process based on which
consumers make decisions regarding mistakes or offensive behavior
by By letting go of their negative feelings, after experiencing the
company's mistakes and violations, the company tolerates it, so that
the desire to rebuild the consumer-brand relationship increases.
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collection tool is a semi-structured interview, the validity and
reliability of the tools were confirmed using content validity and
Cohen's kappa test, respectively, and the data collection tool in the
guantitative part is a questionnaire that uses content validity, and
retest reliability were confirmed. In the qualitative part of this
research, the data obtained from the interviews were identified using
the Max-QDA-E software and the analysis coding method, and the
antecedents and suffixes of brand forgiveness were identified. In the
guantitative part of the research, using the fuzzy cognitive mapping
method, the causal relationship model of brand loyalty was
presented. The results of the research show that love for the brand,
value-creating activities, and dependence on the brand are the factors
influencing brand loyalty, as well as increasing the probability of
repurchase, improving the social power of the brand, and reducing
complaints about the brand.
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