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Abstract

This study aimed to design a model for managing marketing rumors on social media by using the food industry
(Kalleh and Mihan companies) as a case study. An exploratory sequential mixed-methods design was employed.
In the qualitative phase, data were collected through semi-structured interviews with 12 managers, customers,
and media professionals sampled via the snowball method until theoretical saturation was achieved. Data were
analyzed by using coding procedures, yielding 183 meaning units, 168 concepts, 65 subcategories, and 10 main
themes: rapid evidence-based response, trust-building through empathy, media monitoring, creative content,
education, regulations, direct interaction, crisis strategies, innovative tools, and continuous improvement. An
initial model grounded in transparency and speed was developed and subsequently transformed into a 3-phase
framework—opre-active, active, and post-active—to systematize the processes of monitoring, response, and
organizational learning. In the quantitative phase, a quasi-experimental design was used to assess the model’s
effectiveness. The statistical population comprised food industry customers in Tehran (N = 1,234,563), from
which a sample of 768 participants (384 each in the experimental and control groups) was drawn. A 12-item
questionnaire addressing the rumor that “low-fat dairy products contain carcinogenic substances” served as the
measurement tool. The experimental group received training based on the proposed model. Welch’s t-test results
indicated that the mean scores of the experimental group were significantly higher across all 12 items,
confirming the positive effect of the intervention. Consequently, training based on the proposed model
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significantly enhanced consumer resistance, reduced concern, and improved attitudes toward rumors, thereby
establishing the model’s efficacy in managing marketing rumors within the food industry.

Keywords: Intelligent Rumor Reactivity, Post-Truth Strategies, Digital Marketing Resilience, Food-Related
Misinformation Signal Management, Contingent Anti-Rumor Modeling.

Introduction

Social media platforms have evolved from mere communication tools into major channels for producing and
disseminating news, thereby facilitating the rapid spread of rumors and misinformation about brands (Di
Domenico, 2022). This issue is particularly significant in the food industry, where consumers are highly
sensitive to product health and brand trust. Consequently, rumors may reduce consumer trust, decrease sales, and
damage corporate reputation. Misinformation spreads rapidly on social media (Askarizade et al., 2022) and
detecting rumors at the moment of emergence is challenging due to limited data and ambiguous sources (Lu et
al., 2026). The existing research indicates that rumors negatively affect consumers’ attitudes toward companies
(Visentin et al., 2019) and response strategies have primarily been examined through either hard or soft control
approaches (Askarizade et al., 2022). Ghomi Ovil et al. (2023) addressed rumor classification; Limaei et al.
(2025) examined factors affecting brand-related rumors; Yu (2024) explored consumers’ coping behaviors; and
Kim et al. (2024) investigated a trust-based rumor-refutation strategy. However, the main gap in the literature
remains the lack of a comprehensive, contingency-based, and customer-oriented model for responding to
marketing rumors on social media, particularly within Iran’s food industry. Therefore, the central research
problem was to design an effective response model for marketing rumors on social media with a specific focus
on rumors in the food industry—particularly dairy brands, such as Kalleh and Mihan. The research questions
were: What types of responses are appropriate for addressing marketing rumors? And what role does customer
education play in mitigating the effects of such rumors?

Materials & Methods

This study employed a mixed-methods design (qualitative—quantitative) with an exploratory sequential approach.
In the qualitative phase, a case study strategy was adopted and data were collected through 12 semi-structured
interviews with managers, customers of Kalleh and Mihan companies, and media professionals. Sampling was
conducted purposively using the snowball technique until theoretical saturation was reached; repetitive data
appeared in interviews 10 through 12. Qualitative data were analyzed through open and axial coding, leading to
the identification of key indicators and the development of an initial model for responding to marketing rumors
on social media. To assess coding reliability, test—retest reliability was applied, yielding an overall coefficient of
82.03%, which confirmed the reliability of the coding process. In the quantitative phase, the study followed a
quasi-experimental design with experimental and control groups. The statistical population consisted of
1,234,563 food industry customers in Tehran. Based on Cochran’s formula, the sample size was determined as
768 participants with 384 individuals assigned to each group. Convenience sampling was used and participants
were allocated to the two groups through random substitution. Data were collected by using a 12-item
questionnaire based on a hypothetical rumor designed according to common patterns identified from previous
real rumors in the dairy industry; the rumor content was validated by nutrition experts prior to implementation.
Data analysis was performed by using Welch’s t-test in SPSS. The validity of the instrument was confirmed
through face and content validity (with CVR values exceeding 0.42) and its reliability was verified by using
Cronbach’s alpha (0.785).

Research Findings

In the qualitative phase of the study, analysis of 12 expert interviews yielded 183 key statements and 168
concepts after the removal of irrelevant expressions. Through aggregation and coding, these were condensed into
65 categories and ultimately into 10 main indicators of the model for responding to marketing rumors on social
media. These indicators included rumor management and responsiveness, trust-building and effective
communication, social media monitoring and analysis, the use of creative and strategic content, education and
empowerment of audiences and employees, legal compliance and transparency in processes, interaction and
communication with consumers, communication strategies and crisis management, innovative communication
tools and content, and continuous improvement and evaluation. Based on these indicators, the research process
model was developed, comprising 3 infrastructural layers, 3 operational phases—pre-active, active, and post-
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active—and a feedback loop. In the quantitative phase, to assess the practical effectiveness of the model, a
hypothetical rumor in the dairy industry was designed and two groups (experimental and control) were
compared. The Kolmogorov—Smirnov test indicated that the data distribution in both groups was normal. Given
the significance of Levene's test, Welch's t-test was applied. The results revealed significant mean differences
between the two groups across all 12 questionnaire items, confirming that training based on the proposed model
improved awareness, resistance, and effective responses to marketing rumors.

Discussion of Results & Conclusion

This study aimed to design and validate a model for managing marketing rumors on social media, specifically
within the food industry. The findings demonstrated that effective rumor management required a process-
oriented, transparent, and interactive approach. Qualitative analysis identified 10 core themes: rapid response
with evidence-based content, trust-building through empathy and social responsibility, continuous media
monitoring, creative content generation, stakeholder training, regulatory compliance, direct consumer
engagement, crisis communication strategies, innovative tools, and continuous strategic improvement. These
themes culminated in a dynamic, 3-phase model—pre-active, active, and post-active—which facilitated early
detection, effective crisis neutralization, brand restoration, and organizational learning. Quantitative validation
confirmed these findings. Welch's t-test analysis revealed significant differences between the experimental and
control groups. Specifically, training based on the proposed model significantly enhanced consumer resistance to
rumors, reduced anxiety, and fostered positive attitudes toward the brand. Consequently, the model serves as a
practical and robust framework for food industry managers seeking to navigate the complexities of digital
marketing rumors.

Comparing this research with the existing literature highlighted its distinct human-centered, education-based
approach, which differed from purely technical, algorithm-driven rumor detection methods. The alignment of
our results with studies emphasizing trust, fact-checking, and active management further validated the model's
efficacy. Ultimately, this research underscored that successful rumor management is not merely a reactive
measure, but a strategic, continuous process requiring proactive preparedness, credible communication, and
ongoing evaluation. By implementing this framework, organizations can effectively mitigate the negative
impacts of social media rumors, thereby strengthening brand resilience and fostering long-term consumer trust in
an increasingly competitive digital marketplace.
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Figure 1. Research Model Indicators
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Figure 2. Process Model of Responding to Marketing Rumors on Social Networks
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Table 8. Kolmogorov-Smirnov Test for Normality of Distribution
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(Welch's t-test for Unequal Variances)

Table 9. Independent Samples Test
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