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Introduction

The emergence of e-commerce—the exchange of goods and services through internet-
based systems—has been one of the most significant technological and commercial
transformations across social, scientific, industrial, and economic domains. This pivotal
shift in trade stems primarily from the rapid advancements in information technology,
which have given rise to a new form of transaction where buyers and sellers engage in
commercial exchanges without prior acquaintance or physical interaction (Taghavifard
etal., 2011, p. 14).

As online purchases of goods and services via the World Wide Web have surged, the
issue of trust in e-commerce has gained paramount importance. Internet-based
transactions carry inherent risks, the most critical of which is the lack of trust between
buyers and sellers. This stems from the absence of physical presence during
transactions, the inability to inspect products or their point of sale before purchase, and
the lack of immediate access to goods post-purchase (Ponte et al., 2018, p. 8).

Handicrafts represent a valuable national asset with significant potential for
entrepreneurship and revenue generation. Most artisans in this sector are local producers
who operate traditionally, often detached from competitive domestic and international
markets. In some cases, production workshops shut down due to insufficient demand or
economic unviability. Yet, Iranian handicrafts—with their diversity, authenticity,
cultural identity, and functional value—possess the inherent capacity for success and
could become a vital source of domestic and national production.

With the rise of digital marketing and e-businesses, the sale of handicrafts has become
a growing niche within these platforms. Establishing robust infrastructures for gathering
customer feedback and enhancing the marketing dimensions of handicrafts on these
sites is a critical factor for their success. Trust and reliability are fundamental to the
functionality of e-commerce platforms. Visitors assess various trust indicators before
determining whether a commercial website is credible. Additionally, consumers
develop varying levels of attachment to brands. Beyond sensory stimuli, brands can
evoke positive or negative moods, influencing feelings of happiness, anger, or sadness
among consumers (De Wulf et al., 2017, p. 9).

Thus, the core focus of this research is to identify the motivations behind customer
reviews on online platforms. While numerous studies have explored related aspects, no
comprehensive study has systematically examined all potential motivations,
categorized their nature, or measured their effectiveness—particularly in the Iranian
context, where no prior research on online customer reviews exists.
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e Maa’refi et al. (2020) investigated "The Impact of Customer Review
Motivations on Sensory Marketing (Case Study: Pegah Dairy Customers in
Karaj)." Their findings revealed that social buying, purchasing behavior,
perceived value, emotions, capability, and innovation significantly influence
sensory marketing.

o Babajani Mohammadi et al. (2019) studied "The Effect of Attitude and
Motivation on Customer Purchase Intentions in Restaurant Food Sales
Websites." Their theoretical framework confirmed that customer attitudes and
motivations directly affect purchasing decisions, suggesting that higher levels of
both correlate with increased sales.

e Arman et al. (2018) analyzed "Ranking Key Factors Influencing Customer
Review Motivations in E-Commerce Platforms within the Marketing Mix
Framework."

o Gharibi et al. (2017) explored "Intrinsic Motivations Behind Impulse Buying
Behavior Online (Case Study: Refah Chain Stores)." Their results highlighted
the impact of intrinsic motivations—impulsiveness, hedonic pleasure, personal
identity, and fashion consciousness—on impulse purchases, with hedonic
pleasure exerting the strongest influence.

o Dey (2020) proposed "A Model for Measuring Factors Affecting Purchase
Intentions on Product Sales Websites in Social Media Brand Communities."
Their study found that globalized technological advancements in marketing and
advertising have reshaped corporate-consumer dynamics, with social media
enabling instant peer communication and altering traditional business-consumer
relationships.

« Yang & Dong (2018) emphasized pricing and discount policies as motivational
factors for customer reviews, identifying discounts as a primary incentive.

o Ballantine et al. (2018) examined "Factors Influencing Online Purchase
" Their findings demonstrated that
expectation confirmation significantly affects brand dependency, perceived
benefits, and brand satisfaction, while perceived benefits further influence brand
loyalty, repurchase intent, and word-of-mouth recommendations.

Intentions on E-Commerce Websites.

e Brown et al. (2017) studied "Determinants of Online Purchase Intentions on
Social Media Platforms (Case Study: Instagram)." Their results indicated that
source credibility, perceived usefulness, message content, user engagement, and
risk tolerance positively and significantly impact online purchase intentions.
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This study adopts an explanatory and exploratory research design, aiming to develop a
model for identifying customer motivations for posting reviews with an emphasis on
handicraft marketing development. The research employs the Delphi method for
identification and utilizes structural equation modeling (SEM) with PLS software for
analysis.

In terms of outcomes, this is a developmental study that follows a mixed-methods
research approach for data collection. The study implements a multi-methodological
framework, strategically combining various approaches based on research objectives
while capitalizing on the advantages of methodological pluralism. These methods and
strategies are not implemented in isolation but rather integrated and harmonized to
achieve comprehensive results.

The research design incorporates two distinct study populations. For the qualitative
phase, the statistical population consisted of sales experts and managers from two
prominent e-commerce platforms: Digikala and Torob. The qualitative sampling
employed purposive sampling techniques, selecting 15 key informants in total. From
each of these leading e-commerce platforms specializing in online sales, five senior
managers from sales and marketing departments were invited to participate.

Data collection in this phase involved semi-structured interviews and questionnaires.
The research process began with semi-structured interviews to identify key
components, followed by the development of a questionnaire based on the identified
factors. The questionnaire items were framed around the core question: "In your
opinion, which components should be considered as dimensions of the model for
customer review motivations in handicraft marketing development?" Responses were
measured using a 5-point Likert scale, administered to participants in two rounds.

The second phase of the research focused on developing the conceptual model of
customer review motivations within the framework of handicraft marketing
development.

Key methodological features:
1. Integrated mixed-methods approach combining qualitative and quantitative data
. Expert sampling from industry leaders (Digikala and Torob)

2
3. Sequential data collection (interviews — questionnaire)
4. Delphi technique for consensus-building

5

. PLS-SEM for model testing and validation




Modeling and Prioritizing Customer Review Motivations with an Approach to ...

Sedigheh Derakhshanian and other co-authors

This rigorous methodology ensures both the exploratory depth needed to identify
motivations and the explanatory power to validate the proposed model, while
maintaining relevance to practical handicraft marketing applications.

Conclusion

The study synthesized prior research and empirical data collected through the Delphi
technique involving sales managers, senior marketing executives from prominent e-
commerce platforms, and organizational policymakers. This process identified six
fundamental dimensions underlying customer motivations for posting reviews within
the handicraft marketing development framework: interest in product/service
engagement, supporting organizational leadership, personal motivations of customers,
product/brand updates, enhancing organizational marketing dimensions, and optimism
toward driving change. These dimensions were further operationalized through 16
primary criteria and 65 sub-criteria.

The handicraft sector's inherent diversity and substantial sales volume have made it a
focal point for specialized marketing approaches, market analyses, and customer needs
assessments. Artisans and enterprises operating in this domain can effectively
implement these marketing strategies across all categories of handicrafts, with
particular emphasis on e-commerce applications. Transformative approaches for digital
handicraft marketing include comprehensive product presentations that highlight each
item's unique characteristics, professional logistics and distribution systems, market-
aligned pricing strategies, sophisticated packaging solutions, customer preference
integration into design processes, targeted advertising initiatives, cooperative
promotional efforts on e-commerce platforms, active social media engagement, and
participation in relevant exhibitions and cultural festivals.

The implementation of handicraft marketing strategies facilitates business growth
through customer acquisition and revenue enhancement. Digital execution via online
platforms yields particularly significant outcomes. Given handicrafts' enduring cultural
and artistic significance - coupled with their capacity to contribute to economic
diversification beyond hydrocarbon dependence - these traditional products hold
substantial potential as sustainable income sources. The correlation between marketing
professionalism and consumer engagement suggests that more systematic approaches
will generate greater interest, consequently creating expanded employment
opportunities within the sector.

The study makes three primary contributions: first, it establishes six motivational
dimensions specific to customer reviews in handicraft marketing contexts; second, it
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proposes practical digital transformation strategies for the industry; third, it elucidates
the socioeconomic benefits of professionalized marketing approaches, particularly
regarding job creation and economic diversification. These findings highlight the
considerable potential of methodical, digitally-enabled marketing strategies to enhance
the handicraft sector's position as both cultural heritage and economic catalyst. Future
research directions might investigate regional adaptations of this framework or examine
longitudinal impacts of digital marketing adoption in traditional craft sectors.
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