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ABSTRACT: The growing number of academic studies about consumer devotion demonstrate that diversity, if not 

divergence, occurs regarding the dimension and conceptualization of devotion. By reproducing the theoretical 

foundations for the study, this paper has recognized different determinants of consumer devotion and different 

impacts on retail industry. Considering this theoretical and conceptual diversity, the aim of this paper is to 

systematically review and summarize the literature dealing with consumer devotion. Precisely, the goal is to realize a 

descriptive systematic-analysis of the empirical literature focusing on the conceptualization, measurement, 

antecedents of consumer devotion, and to provide an integrative model for these antecedents and consequences. The 

recommended framework may serve as a practical guide for retail company to their marketing strategies and increase their 

competitiveness. 
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1. INTRODUCTION 
In the era of globalization, successful retail business is not 

solely depending on the elements of marketing mix but also it 

is crucial to understand how consumer act [37]. This includes 

how individuals make choices to spend their available time, 

money and effort on consumption connected stuff [31]. 

Understanding buying behaviour is never easy, yet 

understanding it is crucial task of marketing management 

[19].  Retail industry is without exception, because to prosper 

in any business and particularly in today‟s dynamic and fast 

growing marketplace, retailers need to know everything they 

can about consumers– what they want, what they think, how 

they work, how they spend their leisure time and need to 

understand the personal and group influences that affect 

consumer decisions and how these decisions are made [31].  

Naturally, retailers should be aiming to make and develop 

intensely devoted relationships with their customers, but 

current research carried out into more than 1,000 UK 

consumers found that only 8% have a relationship with their 

favourite retailer that would be classed as a Devoted 

Relationship [35]. Global loyalty marketing agency (A 

Collinson Group Company) found that nowadays only 21% 

of the Indian consumers are feeling devoted towards their 

favourite retailers than ever before [36]. In the recent 

challenging situation, besides having to deal with increasing 

number of competitors, the most important thing faced by 

international retailers is they also must deal with the 

increasing of customer expectations [38]. 

Today in a modern era, a consumer is eager to live in “fun 

lifestyles” as they pursue the inspiration of senses, delight, 

and pleasure, give attention on what they have and they give 

reputation to sharing things with others that have mutual 

interest with them [8]. They really connected with brands and 

their loyalty is so powerful which can survive poor product 

performance, scandal, corrupt publicity, high prices, and 

absence of promotional efforts [27].  Many consumers take 

part in consumption that displays ardent commitment and 

devotion that satisfies various individual needs which apply 

to sport, brands and leisure experiences [22].  
 

Past studies revealed that it is more profitable to develop the 

strategy of customer retention rather than to go for new 

customers [11]. It has shown that certain products and brands 

have „fanatical‟ supporters who keep on highly enthusiastic, 

devoted, and whose loyalty remains solid regardless of 

counter supportive facts or information, or convincing 

arguments to switch [7]. Consumer devotion goes beyond 

loyalty in that consumers find several ways to express their 

devotion in ways that influence their behavior [22]. 

According to [1] researchers improved the consumer 

devotion theory to consumption circumstances, such that 

brand love seemed composed of three dimensions that are 

passion, intimacy and commitment. Thus, the objective of 

this paper is to determine variables related to consumer 

devotion and to identify major factors that would contribute 

to consumer devotion. 

2. METHODOLOGY 
The research followed a systematic method to the literature 

search. The earlier stage search was accomplished through an 

extensive search on Google Scholar and has generated a total 

of 33,700 articles. The keyword of this research includes 

consumer devotion, passion, intimacy, commitment and 

brand devotion. Besides, to find more journal article, manual 

search through reference also be performed. In order to 

identify the most related journal articles in the field, the 

search involved keywords „consumer devotion‟ in 

EmeraldInsight, Scopus and Proquest databases. The second 

step was to select the most relevant journal articles for the 

analysis, assessing the title and the abstract of the article. In 

order to analyses the more recently published academic 

literature on the construct, the search protocol focused on 

academic publications written in English and published from 

2004 to 2017. The starting point of 2004 was chosen because 

that year marks the publication of Pimental and Reynolds 

(2004) article, where the importance of consumer devotion 

became highlighted. Journals in the areas of marketing and 

branding were included in the review. After implementing the 

inclusion and exclusion criteria in the table below, the final 

sample consisted of 27 journal articles.  
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Table 1: Exclusion Criteria 

 

No.  Criteria  Reasons for exclusion  

1 Pre 2004 Consider the recent articles on the 

topic 

2 Abstract Too simple and subjective 

   

Table 2: Inclusion Criteria 

 

No.  Criteria  Reasons for Inclusion  

1 Academic publication Peer-reviewed journal articles 

2 Articles in English Most relevant journals in the area 

of research are written in this 

language 

3 Quantitative/ 

qualitative / conceptual 

To reflect empirical evidence and 

literature reviews 

4 Consumer devotion Topic under study 

5 Passion Similar to consumer devotion 

6 Intimacy  Similar to consumer devotion 

7 Commitment Similar to consumer devotion 

8 Brand devotion Closely related to consumer 

devotion 

 

Figure below demonstrates the process of extracting literature 

related to consumer devotion. 

 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 1: Process of searching literature related to consumer 

devotion. 

 

3. FINDINGS AND DISCUSSION 
There are few previous studies has discussed on devotion 

outside of religious context [23]. According to [26] religious 

devotion and interpersonal love share similar concept of 

brand devotion. Devotion is said to be similar to mature love 

relationships which are defined by passion, intimacy and 

dedication [14]. Sarkar [29] identify romantic brand love 

contain intimacy and passion. According to [32] intimacy 

mostly results from emotion and passion from motivation. 

While [26] argued that intimacy, passion and commitment are 

the components of brand devotion as theorized as a love by 

[32]. Thus, it is discussed that brand love would lead to brand 

devotion when commitment is added to brand love over the 

time [30]. 

From previous literature, we argue that involvement [28] has 

the propensity to influence consumer devotion. Another 

major variable that has an impact on consumer devotion are a 

desire for society [3], need for socialization [22], need to 

belong [27] and need to distinction [1]. On the other hand 

[20] assert that perceived service quality, customer perception 

and price strategy as one of the outcomes of consumer 

devotion in their studies. While nostalgia [2], affective 

commitment [28] and desire [21] shows a significant 

relationship with customer devotion. Therefore, in this paper, 

we will determine variables that would relate to consumer 

devotion. Table 3 identifies several outcomes of consumer 

devotion.  
Table 3: Consumer Devotion as an Outcome of 

Nostalgia (Baker & Kennedy, 1994) 

Affective Commitment (Rozanski, Baum & Wolfsen, 1999) 

Involvement (Rozanski, Baum & Wolfsen, 1999) 

Propensity to Act (Rozanski, Baum & Wolfsen, 1999) 

Desire for Sociality (Belk, Ger & Askegaard, 2003) 

Norms (Pimentel & Reynolds, 2004) 

Felt Void (Pimentel & Reynolds, 2004) 

Need to Belong (Pimentel & Reynolds, 2004) 

Need for Distinction (Pimentel & Reynolds, 2004) 

Enhance Self Identity (Pimentel & Reynolds, 2004) 

Deep Involvement (Thorne & Bruner, 2006) 

Willingness to Invest (Thorne & Bruner, 2006) 

Sacrifice (Thorne & Bruner, 2006) 

Attachment (Ortiz, Reynolds 7 Franker, 2013) 

Involvement (Ortiz et al., 2013) 

Loyalty (Ortiz et al., 2013) 

Desire (Ortiz et al., 2013) 

Need for socialization (Ortiz, 2015) 

Influence of family (Ortiz, 2015) 

Perceived service quality (Nitadpakorn, Farris, Kittisopee, 2017) 

Customer perception (Nitadpakorn, Farris, Kittisopee, 2017) 

Price strategy (Nitadpakorn, Farris, Kittisopee, 2017) 

The table above reveals numerous characteristics of 

consumer devotion and from the review of the literature, we 

theorize that the characteristics of consumer devotion fall into 

four related key variables. Several components of consumer 

devotion serve to explain consumer devotion such as the need 

for socialization, involvement, the influence of family and 

price strategy. However, we recommend that all these 

different variables may be classified into four dominant 

concepts within the context of consumer devotion literature. 

Enduring Involvement 

Understanding product involvement is important in order to 

recognize consumer attitudes and behavior since involvement 

is a central motivation factor that strongly influences the pre-

purchase decision making process [23]. Thorne and Bruner 

[33] propose that consumers of high involvement products 

emphasise their time, energy and resources closely on a 

specific area of interest. Previous studies reveal that they 

enjoy doing activities and express more involvement with 

their area of interest [32]. Besides, [4] suggested that 

enduring investment is positively related to an involvement in 

the expression of self-concept. Ortiz et. al [23] identify that 

involvement is related to consumer devotion.  

Affiliation 

This research proposed that need for distinction, enhance 

self-identity, need for socializing and influence of family 

reflect the affiliation. Madrigal [20] argues that group 

affiliation is inspired by a desire for positive distinctiveness 

from other social groups. Individuals arise strength and a 

sense of identity from their contacts to social groups [9]. 

Moreover, previous studies show that passionate customer is 

willing to defend their preferred brand to protect their own 

integrity as they consider these brand as a reflection to their 
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self-identity [13]. The larger of a brand becomes part of a the 

consumer identity, consumer will show a larger protective 

behavior towards the brand, give greater effort on 

maintaining the brand and emotionally more difficult in 

accepting weakening or loss of the brand [15]. Besides, 

Individuals attempt to maintain or boost a positive social 

identity by affiliating themselves with attractive social groups 

[12]. Jacobson [16] mentions to the fact that boys are 

conventionally socialized into sports at a young age through 

parental influences and marketing means.  

Emotional Alignment 

Based on the literature, nostalgia, affective commitment and 

desire can be reflected in an emotional alignment. Devoted 

fan consistently attached in a more enduring manner probably 

because of their emotion [15]. On the other hand, according 

to [2], nostalgia is a pure emotion that that does not 

essentially include commitment but can effect commitment. 
Nostalgia, a nostalgic yearning or thoughtful fondness for the 

past, is a mainly positive and social emotion and current 

studies propose that nostalgia maintains psychological relief 

[39]. Emotional alignment according to [28], is an act of 

connecting the outer realm of an individual with their inner 

feelings. The expression of eating hamburger, for instance, is 

the desire to enjoy good times. This desire is frequently a 

recurring emotion that the consumer discoveries enjoyable 

and increases their desire to remain to participate [32]. 

Therefore, desire is one dedicate as an emotional alignment 

that connects a desire of a person. 

Perceived Value 

Service quality can be indirectly having a positive influence 

on perceived value [18,6]. Jayanti and Ghosh [17] expressed 

perceived value as a direct significance of perceived quality 

as well as of price-based transaction and acquisition utilities. 

While [5] also studied the relationship of customer value with 

price, quality, and satisfaction. Furthermore, the customer‟s 

perception of price or costs should be precisely taken into 

justification [10]. However, in marketing, the value is 

naturally discussed from the consumer‟s perspective [25]. 

Thus, this research concludes that service quality, customer 

perception and price can be categorized under perceived 

value. Ulaga and Chachour [34] believe the key that leads to 

maintaining long-term industrial relationships is by delivering 

superior value to customers. 

Based on the review of the earlier literature, this research 

finally suggested four important antecedents accepting from 

the various literature of consumer devotion.  

 

 

 
 
  
 
 
 
 
 
 
 
 
 

Figure 2: Proposed conceptual framework of consumer 

devotion. 

4. CONCLUSION 
 This study is sought to provide an overview of consumer 

devotion in retail industry which is relatively scant. Besides, 

this review also helps to identify a set of common 

characteristics that influence consumer devotion. Based on 

literature review, further discussion can be used by marketing 

practitioners to help them as one of the tools in marketing 

goods and services targeted towards devotees consumer since 

to achieve at this extent of the consumer, they can become the 

most invaluable assets to the company. 

 

5.   REFERENCE 
[1] Albert, Noel, and Dwight Merunka. "The role of brand 

love in consumer-brand relationships." Journal of 

Consumer Marketing30.3 (2013): 258-266.Kotler, 

Philip, Gary 

[2] Baker, Stacey Menzel, and Patricia F. Kennedy. "Death 

by nostalgia: A diagnosis of context-specific 

cases." ACR North American Advances (1994). 

[3] Belk, Russell W., Güliz Ger, and Søren Askegaard. "The 

fire of desire: A multisite inquiry into consumer 

passion." Journal of consumer research 30.3 (2003): 

326-351. 

[4] Bloch, Peter H. "Involvement beyond the purchase 

process: conceptual issues and empirical 

investigation." ACR North American Advances (1982). 

[5] Bojanic, David C. "Consumer perceptions of price, value 

and satisfaction in the hotel industry: An exploratory 

study." Journal of Hospitality & Leisure Marketing 4.1 

(1996): 5-22. 

[6] Bolton, Ruth N., and James H. Drew. "A multistage 

model of customers' assessments of service quality and 

value." Journal of consumer research 17.4 (1991): 375-

384. 

[7] Chung, Emily, et al. "The dark side of consumer 

fanaticism." Proceedings of the 2009 Australia and 

New Zealand Marketing Academy Conference. 2009. 

  

Affiliation 

Emotional 

Alignment 

Consumer 

Devotion 

Enduring 

Involvement 

Perceived Value 



70 ISSN 1013-5316;CODEN: SINTE 8 Sci.Int.(Lahore),30(1),67-71,2018 

January-February 

[8] DEVECI, Görgün, and Aysel ERCIS. "Determining the 

influence of fanatical tendencies on consumption styles 

based on lifestyles." Marketing and Branding 

Research 4.1 (2017): 33. 

[9] Dionisio, Pedro, Carmo Leal, and Luiz Moutinho. 

"Fandom affiliation and tribal behaviour: a sports 

marketing application." Qualitative Market Research: 

An International Journal 11.1 (2008): 17-39. 

[10] Eggert, Andreas, and Wolfgang Ulaga. "Customer 

perceived value: a substitute for satisfaction in business 

markets?." Journal of Business & industrial 

marketing 17.2/3 (2002): 107-118. 

[11] Farhat, Reshma, and Bilal Mustafa Khan. "Importance of 

brand personality to customer loyalty: A conceptual 

study." New media and mass communication 1.1 

(2011): 4-10. 

[12] Fisher, Robert, and Kirk Wakefield. "Factors leading to 

group identification: A field study of winners and 

losers." (1997). 

[13] Hassan, Mahmud, and Luis V. Casaló Ariño. "Consumer 

devotion to a different height: How consumers are 

defending the brand within Facebook brand 

communities." Internet Research 26.4 (2016): 963-981 

[14] Hemetsberger, Andrea, Christine MT Kittinger-

Rosanelli, and Sandra Friedmann. "'Bye Bye Love'-

Why Devoted Consumers Break Up With Their 

Brands." ACR North American Advances(2009). 

[15] Hunt, Kenneth A., Terry Bristol, and R. Edward 

Bashaw. "A conceptual approach to classifying sports 

fans." Journal of Services Marketing 13.6 (1999): 439-

452. 

[16] Jacobson, Beth. "The social psychology of the creation 

of a sports fan identity: A theoretical review of the 

literature." Athletic Insight: The Online Journal of 

Sport Psychology 5.2 (1979). 

[17] Jayanti, Rama K., and Amit K. Ghosh. "Service value 

determination: An integrative perspective." Journal of 

Hospitality & Leisure Marketing 3.4 (1996): 5-25. 

[18] Kuo, Ying-Feng, Chi-Ming Wu, and Wei-Jaw Deng. 

"The relaionships among service quality, perceived 

value, customer satisfaction, and post-purchase 

intention in mobile value-added services." Computers 

in human behavior 25.4 (2009): 887-896. 

[19] Kotler, Philip, and Gray Armstrong. "Marketing 

channels and supply chain management." Principles of 

Marketing 11 (2006): 358-393. 

[20] Madrigal, Robert. "Social identity effects in a belief–

attitude–intentions hierarchy: Implications for corporate 

sponsorship." Psychology & Marketing 18.2 (2001): 

145-165. 

[21] Nitadpakorn, Sujin, Karen B. Farris, and Tanattha 

Kittisopee. "Factors affecting pharmacy engagement 

and pharmacy customer devotion in community 

pharmacy: A structural equation modeling 

approach." Pharmacy practice 15.3 (2017). 

[22] Ortiz, Mandy H. "Fan or Fanatic: A Measure of 

Consumer Devotion." Revolution in Marketing: Market 

Driving Changes. Springer, Cham, 2015. 16-16. 

[23] Ortiz, Mandy H., Kristy E. Reynolds, and George R. 

Franke. "Measuring consumer devotion: antecedents 

and consequences of passionate consumer 

behavior." Journal of Marketing Theory and 

Practice 21.1 (2013): 7-30. 

[24] Parment, Anders. "Generation Y vs. Baby Boomers: 

Shopping behavior, buyer involvement and 

implications for retailing." Journal of retailing and 

consumer services 20.2 (2013): 189-199. 

[25] Patterson, Paul G., and Richard A. Spreng. "Modelling 

the relationship between perceived value, satisfaction 

and repurchase intentions in a business-to-business, 

services context: an empirical 

examination." International Journal of service Industry 

management 8.5 (1997): 414-434. 

[26] Pichler, Elisabeth A., and Andrea Hemetsberger. 

"'Hopelessly Devoted to You'-Towards an Extended 

Conceptualization of Consumer Devotion." ACR North 

American Advances (2007). 

[27] Pimentel, Robert W., and Kristy E. Reynolds. "A model 

for consumer devotion: Affective commitment with 

proactive sustaining behaviors." Academy of Marketing 

Science Review2004 (2004): 1. 

[28] Rozanski, Horacio D., Allen G. Baum, and Bradley T. 

Wolfsen. "Brand zealots: realizing the full value of 

emotional brand loyalty." Strategy and 

Business (1999): 51-63. 

[29] Sarkar, Abhigyan. "Romantic brand love: A conceptual 

analysis." The Marketing Review 13.1 (2013): 23-37. 

[30] Sarkar, Juhi Gahlot, Abhigyan Sarkar, and Abhilash 

Ponnam. "Exploration of brand sacralization among the 

young adult consumers in the context of emerging 

Asian market." Young Consumers 16.3 (2015): 264-

280. 

[31] Schiffman, Leon G., and Leslie Lazar Kanuk. 

"Consumer Behaviour 7e”, Int Edition." New Jersey: 

Prenhallindo (2007). 

[32] Sternberg, Robert J. "A triangular theory of 

love." Psychological review 93.2 (1986): 119. 

[33] Thorne, Scott, and Gordon C. Bruner. "An exploratory 

investigation of the characteristics of consumer 

fanaticism." Qualitative Market Research: An 

International Journal 9.1 (2006): 51-72. 

[34] Ulaga, Wolfgang, and Samir Chacour. "Measuring 

customer-perceived value in business markets: a 

prerequisite for marketing strategy development and 

implementation." Industrial marketing 

management 30.6 (2001): 525-540. 

 [35] Winne, Jason De. “Don't Get Dumped by Your 

Customers: Creating True Devotion by Learning From 

Real-Life Relationships.” Digital Marketing Magazine, 

21 Nov. 2016,  

digitalmarketingmagazine.co.uk/customer-

experience/don-t-get-dumped-by-your-customers-

creating-true-devotion-by-learning-from-real-life-

relationships/3885. 

[36] www.ETBrandEquity.com. “79% Of Indian Customers 

Would Cheat on Their Favourite Retailers: Study - ET 

BrandEquity.” ETBrandEquity.com, 16 Nov. 2016, 

brandequity.economictimes.indiatimes.com/news/mark

eting/79-of-indian-customers-would-cheat-on-their-

favourite-retailers-study/55455851. 



Sci.Int.(Lahore),30(1),67-71,2018  ISSN 1013-5316;CODEN: SINTE 8 71 

January-February 

[37] Yakup, Durmaz, and Zengin Sevil. "An impirical study 

on the effect of family factor on consumer buying 

behaviours." Asian Social Science 7.10 (2011): 53. 

[38] Zehir, Cemal, Büşra Müceldili, and Songül Zehir. "The 

Moderating Effect of Ethical Climate on the 

Relationship between Job Satisfaction and 

Organizational Commitment: Evidence from Large 

Companies in Turkey." Procedia-Social and 

Behavioral Sciences 58 (2012): 734-743. 

[39] Zhou, Xinyue, et al. "Heartwarming memories: 

Nostalgia maintains physiological 

comfort." Emotion 12.4 (2012): 678. 


