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Objective: This study aims to develop a higher-order structural explanation of how
customers perceived economic cost—benefit interacts with brand value architecture and
how this interaction shapes attitudinal and behavioral outcomes in the Iranian banking
and insurance services sector. The study moves beyond linear and purely economic
models by interpreting customer behavior as a multi-stage, meaning-based process.
Method: A qualitative research design based on Charmaz’s constructivist grounded
theory was adopted. Data were collected through 25 in-depth semi-structured interviews
with customers of reputable banking and insurance brands. Purposeful and theoretical
sampling continued until theoretical saturation was achieved. Data were analyzed through
initial, focused, and theoretical coding using MAXQDA 2020.

Results: The findings indicate that perceived economic cost-benefit alone cannot
adequately explain customer behavior and mainly functions as an initial activating
condition in the value-creation process. The core category was identified as “integration
and transformation of economic perception within brand value architecture.” This higher-
order construct consists of four dimensions: perceived value, brand trust, brand image,
and emotional value. Brand value architecture operates as a cognitive—emotional
mechanism that transforms customers’ economic evaluations into more stable attitudes.
Attitudinal outcomes, particularly positive attitude and psychological commitment,
mediate the relationship between brand value and behaviors such as loyalty, repeat
purchase, and word-of-mouth recommendation.

Conclusions: The study concludes that customer behavior in financial services emerges
through a multi-stage and meaning-based process. Without a coherent brand value
architecture and sustained customer attitudes, economic evaluations alone are unlikely to
generate long-term value-creating behaviors. The findings highlight the importance of
cognitive, emotional, trust-based, and meaning-oriented elements in managing brand

value in financial services.
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Introduction

The primary objective of this study is to develop a higher-order structural explanation of
how customers perceived economic cost—benefit interacts with brand value architecture and
shapes attitudinal and behavioral outcomes in the context of banking and insurance services in
Iran. Previous studies in consumer behavior and brand management have often relied on linear
models that assume a direct relationship between economic evaluations and customer behavior.
However, such models are limited in complex financial service settings, where intangibility,
perceived risk, trust, long-term relationships, and symbolic meanings strongly influence
customer decisions. Accordingly, this study moves beyond purely economic and transactional
explanations. It adopts a meaning-based and multi-level perspective in which brand value
architecture is conceptualized as a higher-order construct that transforms customers’ economic
evaluations into stable attitudes and behavioral responses. In this view, customers do not
interpret financial costs and benefits in isolation. Rather, they evaluate them through broader
cognitive, emotional, trust-based, and symbolic structures associated with the brand. Therefore,
the study seeks to explain how economic perceptions become embedded in brand value
architecture and how this process contributes to loyalty, repeat purchase, continued

relationship, and positive word-of-mouth.

Method

This study employs a qualitative research design based on Charmaz’s constructivist
grounded theory methodology. This approach was selected because the research aims to explore
customers lived experiences, subjective interpretations, and meaning-making processes in
relation to financial service brands. Data were collected through in-depth semi-structured
interviews with customers of reputable banking and insurance brands operating in Iran.
Purposeful and theoretical sampling strategies were used to select participants who had
sufficient experience and meaningful interaction with the selected brands. Sampling continued
iteratively until theoretical saturation was achieved, resulting in 25 interviews. The interview
protocol was designed to elicit detailed narratives about customers’ perceptions of economic
costs and benefits, their brand-related experiences, and the attitudinal and behavioral outcomes
emerging from these experiences. With participants’ informed consent, all interviews were
audio-recorded and transcribed verbatim. Data collection and analysis were conducted

concurrently to allow constant comparison and theoretical refinement. Data analysis followed
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the three-stage coding process of constructivist grounded theory: initial coding, focused coding,
and theoretical coding. MAXQDA 2020 was used to organize the data, manage codes, and
support analytical consistency. To enhance trustworthiness, member checking, peer debriefing,

thick description, and an audit trail of analytical decisions were employed.

Results

The findings show that perceived economic cost—benefit does not have a stable or direct
influence on customer behavior in banking and insurance services. Rather, it functions mainly
as an initial activating condition that triggers a broader interpretive process. Customers do not
assess costs and benefits only in monetary terms. They also consider financial costs, time and
psychological effort, perceived risk, functional benefits, emotional reassurance, and relational
confidence. However, these evaluations do not automatically produce behavioral outcomes.
They become behaviorally meaningful only when they are interpreted and transformed within
a broader structure of brand value. The core category emerging from the analysis was
“integration and transformation of economic perception within brand value architecture.” This
category was conceptualized as a higher-order construct consisting of four interrelated
dimensions: perceived value, brand trust, brand image, and emotional value.

Brand value architecture plays a central mediating role by functioning as a cognitive—
emotional transformation mechanism. Through this mechanism, customers’ economic
evaluations are reinterpreted within a wider framework of meaning, reliability, emotional
attachment, and brand-related confidence. When economic experiences are embedded in this
architecture, they generate more stable attitudinal outcomes. The findings further indicate that
customer attitudes serve as the main pathway through which brand value is converted into
behavioral outcomes. Positive attitude and psychological commitment emerged as key
attitudinal consequences mediating the relationship between brand value architecture and
customer behaviors. These behaviors include loyalty, repeat purchase, continued relationship
with the brand, and word-of-mouth recommendation. Importantly, the analysis did not support
a durable direct path from perceived economic cost—benefit to behavioral outcomes. Instead,
enduring behavioral effects were shaped through the sequential roles of brand value architecture

and customer attitudes.
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Conclusions

This study concludes that customer behavior in banking and insurance services emerges
through a multi-stage, interpretive, and meaning-based process, not through a simple reaction
to economic evaluations. Perceived economic cost—benefit initiates this process, but by itself it
cannot create stable behavioral outcomes. The key mechanism is a coherent brand value
architecture that integrates cognitive, emotional, trust-based, and symbolic dimensions and
transforms economic experiences into value-creating responses. Customer attitudes form a
crucial intermediate stage, because positive and stable attitudes are necessary for brand value
to become durable behaviors such as loyalty, continued relationship, repeat purchase, and
recommendation. Theoretically, the study offers a higher-order hierarchical model in which
brand value architecture links economic perceptions, attitudes, and behavioral responses.
Managerially, it suggests that banks and insurers should move beyond price advantages and

functional incentives by strengthening perceived value, trust, image, and emotional connection.
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