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Abstract
Objective

In the current era, with the rapid development of digital technology, Instagram live
streaming has become a new business model and a profitable global industry. Live streaming
platforms, by creating a more authentic experience compared to traditional e-commerce
platforms, have prompted various industries and businesses to utilize these platforms to
provide accurate and diverse information in order to attract individuals to purchase their
products. This is because the ability to create live interactions between users and sellers
provides a more enjoyable shopping experience for users, and consequently, increases the
tendency to purchase products and also promotes consumer citizenship behaviors. Research
indicates that three key features — authenticity, interaction, and entertainment — as essential
components of live streaming, profoundly influence the shopping experience. As long as
individuals can establish appropriate interaction with the broadcaster during a live stream,
are exposed to entertaining information, and perceive the live stream content as authentic,
they will have greater trust in the provided content and a pleasant flow experience. With the
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widespread use of social media, especially Instagram, in businesses, and considering the
popularity of live streaming on Instagram, this research, with a comprehensive approach,
examines the impact of live streaming features on Instagram on purchasing behavior and
consumers' voluntary and supportive behaviors, considering the role of trust and flow
experience. It strives to offer a more complete perspective on the effects of live streaming on
online behaviors.

Research Methodology

The present research aims to investigate the impact of live streaming features on purchase
intention and citizenship behavior, considering the mediating roles of trust and flow
experience. In terms of objective, the research falls under applied studies. Regarding its
nature and method, it is descriptive-survey-based. The statistical population of the research
consisted of followers of tourism pages on Instagram, utilizing active tourism pages such as
Hamgardi, MasterTrip, and other similar pages. 150 of these followers were selected as the
sample through non-random convenience sampling. To collect research data, a researcher-
made questionnaire was used, adapted from the studies of Liu et al. (2022) and Gao & Lin
(2023). The questionnaires were designed online, and the link was included in messages sent
to users. Finally, to analyze the data, the Structural Equation Modeling (SEM) method with a
Partial Least Squares (PLS) approach was employed, using SPSS and PLS software.

Findings

The research findings indicated that the interactivity feature of live streaming has a
significant positive impact on flow experience, trust, purchase intention, and citizenship
behavior. Furthermore, the mediating role of trust and flow experience was confirmed,
respectively, in the relationship between interactivity and purchase intention, as well as
citizenship behavior. Although the impact of the entertainment feature on flow experience,
trust, and purchase intention was significant, the relationship between entertainment and
citizenship behavior was not confirmed. Nevertheless, the mediating role of trust and flow
experience was confirmed in the relationship between entertainment and purchase intention,
as well as citizenship behavior. Finally, the impact of the authenticity feature on trust, as
well as the mediating role of trust between authenticity and purchase intention, were not
significant.

Discussion & Conclusion

The objective of the present research was to examine the impact of Instagram live streaming
features on purchase intention and citizenship behavior, considering the mediating roles of
trust and flow experience. The results indicated that the greater the interaction between the
broadcaster and the audience, the more immersed the audience becomes in the content,
leading to a better flow experience. Furthermore, prompt and effective interaction with
customers, from the initial contact to timely and effective customer support and
consideration of their feedback, plays a significant role in shaping trust and purchase
intention. On the other hand, the authenticity of the live stream not only fosters a positive
flow experience for the audience but can also enhance their citizenship behaviors. However,
it appears that in Instagram live streams for tourism, viewers place more trust in pages
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backed by a website, possessing an electronic trust symbol and a secure payment gateway,
and are less influenced by factors such as the authenticity of the live stream. Regarding the
entertainment feature of live stream content, the results showed that because entertaining
content resonates with the audience's emotions, these feelings lead the audience to become
more engrossed in the live stream. Additionally, live streaming, with its audio-visual
characteristics, serves as an entertaining medium that can build audience trust and increase
their willingness to purchase. The findings also suggested that positive interactions between
the audience and the broadcaster allow the broadcaster to be informed of customer feedback
and provide appropriate responses, which increases customer trust and enhances purchase
intention. Conversely, the greater the audience's flow experience, the higher their inclination
towards participatory behaviors such as sharing and word-of-mouth advertising. Moreover,
the better the interaction the broadcaster can establish with the audience during the live
stream, the greater the audience's propensity for citizenship behaviors, such as product
recommendations. It seems that when the audience can effectively interact with the
broadcaster through live chat, asking questions and receiving answers, they develop a greater
sense of immersion with the program and consequently exhibit more supportive brand
behaviors and citizenship behaviors. Similarly, when live streams present unedited, authentic
images of products to the audience, individuals follow the stream with greater interest,
fostering a sense of immersion that leads to citizenship behaviors. Finally, when entertaining
content is presented to the audience during a live stream, the audience becomes engrossed in
this content, leading to a positive flow experience that drives them towards citizenship
behaviors.

Keywords: Live streaming, Consumer Citizenship Behavior, Purchase Intention, Flow
Experience, Trust.
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