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Research on Customer Engagement Behavior of National-Brand

Cross-over Marketing: An Exploration Based on the Grounded Theory

HAN Jie, WANG De-sheng, YANG Zhi-hao
(School of Management, Shandong University, Jinan,, Shandong,250100, China)
Abstract ; With the enhancement of people’s national and cultural self-confidence , more consumers are turning their attention
to national brand. China’s manufacturing technologies, products and services are becoming increasingly advanced. Under the
above background, Cross-over alliance provides a new practice path for the rapid rise of national brands. In Cross-over
alliance marketing, national brands have appeared in people’s vision with a new image of high cost-sentiment and high cost-
effectiveness, and they have been favored and praised by more customers.

However, the development of digital technology and new media has prompted more brand stakeholders to participate in
co-creating brand connotations and experiences, and factors such as customers, partners, new media communication, and
group culture are intertwined, acting together and generating a new underlying logic of cross-over association. It is crucial for
national brands to enhance the continuous interaction between them and their partners, customers and new media through
cross-over alliance,to promote customer purchase, word-of-mouth recommendation, co-creation and other fit behaviors, and to
break through the bottleneck from gimmick marketing to continuous innovation and from web celebrity products to positive
word-of-mouth.

Based on the grounded theory,this study constructs a two-path model of formation mechanism of customer engagement
behaviors. The results show that, in cross-over marketing context, the formation of customer engagement behaviors is the
result of the interaction between national-brand and collaborators, customers,new medias and other entities, and follows the
two paths driven by ability and emotion. Brand - brand factors, (i. e. , brand identity fit, co-branding complementarity,
cooperation-competition association,brand association strategies) promote customer engagement behaviors through the brand
capability path, (i. e. ,cross-over cooperation ability, cross-over innovation ability ). Brand - customer factors, (i. e. ,brand
awareness , perceived quality, perceived value, empathy ) promote customer engagement behaviors through brand emotion
path, (i. e. , real emotion, assumed emotion) : and Brand - environment factors, (ie: new media communication, national
culture trend) play a moderating role on the paths.

The main theoretical contributions of this paper are as follows. First, this paper expands the customer engagement theory
to the research of multi-brand cross-over marketing and reveals the formation mechanism of customer engagement behavior in
cross-over alliance of national brands, which is a beneficial extension of the traditional customer engagement theory
research. At the same time, this paper uses the three-level coding method of grounded theory to refine the categories of
factors influencing the customer engagement behavior of national brands and the dual-path model of its formation, creatively
linking the two fields of brand cross-over alliance research and customer engagement research. Second , this paper reveals the
influence mechanism of brand cross-over alliance on customer engagement behavior. These findings have important
theoretical implications for revealing the black box of the formation mechanism of customer engagement behavior of national
brands,and play an important role in further expanding and improving the theories related to customer engagement of
national brands. Third, this paper integrates sensory marketing, contextual marketing and customers’ deep cultural
perceptions into the matching of cross-over alliances, which is a meaningful supplement to the traditional brand alliance fit
research. In addition, customer engagement theory expands to the field of brand cross-over joint research, enriching the
previous research related to the impact effects and results of joint matching. Fourth, this paper enriches the study of local
brands with national brand consciousness as the core content. Through qualitative research, this paper identifies two

‘

important paths for the formation of customer engagement behavior of national brands,namely the “national brand capacity”

‘

path and the “national brand emotion” path,and verifies the validity of these mechanisms through two empirical studies. The
findings of the study undoubtedly enrich the research on local brands.
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