
 

International Journal for Multidisciplinary Research (IJFMR) 
 

E-ISSN: 2582-2160   ●   Website: www.ijfmr.com       ●   Email: editor@ijfmr.com 

 

IJFMR260273368 Volume 8, Issue 2, March-April 2026 1 

 

The Impact of Online Brand Storytelling in 

Building Consumer Trust and Loyalty 
 

Reeya Khode1, Dr. Chhabi Chavan2 
 

Abstract 

This study examines the impact of online brand storytelling on consumer emotions, trust, and purchasing 

decisions within the contemporary digital marketing landscape. As brands increasingly shift from 

traditional advertising to interactive and narrative-driven strategies, storytelling has emerged as a powerful 

tool for building meaningful consumer relationships. The research is based on a survey conducted among 

forty respondents to understand how frequently consumers encounter brand stories online and how these 

narratives influence their perceptions and behaviors. Findings indicate that many consumers are regularly 

exposed to brand storytelling and often develop a moderate emotional connection with the content. Stories 

perceived as authentic, relatable, and consistent over time significantly enhance brand awareness, trust, 

and customer engagement. Emotional narratives positively shape consumer perceptions and may 

encourage brand preference and recommendations to others. However, despite the influence of 

storytelling, practical factors such as price, product quality, and accessibility remain the primary 

determinants of purchase decisions. Overall, brand satisfaction and loyalty levels are moderate among 

respondents. The study also highlights limitations in the consistency and effectiveness of storytelling 

across different digital platforms and brands, emphasizing the need for stronger online engagement 

strategies and clearer communication of value propositions to sustain long-term consumer relationships. 

 

INTRODUCTION 

Storytelling in digital marketing has changed a lot over time. Companies are starting to see how stories 

can build real emotional ties with people. Thing is, at the heart of it all, this kind of marketing means 

creating a tale that does more than just point out what a product can do. It pulls consumers in personally, 

lets them picture themselves right in the middle of the brand's world. That method really shines these days, 

with all the info bombarding everyone. Folks get numb to the usual ads pretty quick. Back in 2005, Fog 

and his team, along with Escalas in 2004, set things up by proving stories boost how well people remember 

brands and stick with them. They do it through experiences that just click with what consumers feel. In 

the last few years, the whole concept has grown even more. New studies point out how well storytelling 

fits into digital spaces for making brands feel genuine and reliable. Hudson and others in 2015, plus Singh 

and Sonnenburg in 2012, back that up solid. 

Digital storytelling really stands out these days in this super interactive online world we have. Social media 

sites make it easy for people to jump in right away and connect on a personal level. You know, studies 

point out how stories that match up with what consumers value or dream about, or even their tough spots, 

build this feeling of fitting in and syncing up with the brand. That ends up boosting loyalty even more 

(Gensler et al., 2013. Green et al., 2016). Its not like old school marketing at all. Digital versions mix in 

stuff like videos, pictures, and sounds to hit emotions harder and pull folks into the experience deeper. 

Pretty much lines up with what newer research says too. Multimedia in stories ramps up those emotional 
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connections. Leads to impacts that stick around longer and hit stronger for consumers (Pulizzi, 2012. Van 

Laer et al., 2019). 

Narrative transportation theory points out that folks get really wrapped up in a story. They kind of let go 

of their doubts about it being real. That lets them connect with the brand in a way that's deeper than usual. 

You know, like what Green and Brock talked about back in 2000. Van Laer and others built on that in 2014 

too. Recent studies take it further. They show how stories in online spaces create this virtual immersion 

thing. It feels almost like talking to someone in person. That helps build stronger ties between consumers 

and brands. Hudson and his team covered this in 2015. Getting lost in these stories works well for changing 

how people feel about brands. It builds loyalty too. The messages turn into things that stick in your mind. 

They're relatable experiences. Keller said in 2013 that stories make brands seem authentic. That's key for 

trust. A lot of newer research backs this up. Authentic stories matter for keeping consumers loyal. Singh 

and Sonnenburg noted that in 2012. Van Laer and crew added more in 2019. 

These days, the advertising world is so packed and cutthroat. Capturing folks attention and holding onto 

it feels like the biggest hurdle ever. Ads are everywhere, fighting for eyes on TV, social media, all those 

digital spots. Traditional ways of pushing products, you know, just listing features and stuff like that, they 

dont really grab people anymore. Those old school methods come off as too direct, kind of cold and not 

personal at all. They just mix right into the mess of noise out there. Brands struggle to pop out or really 

connect with anyone. So marketers are shifting gears toward storytelling. Its like this strong tool that slices 

through all the junk. It helps build real emotional ties that stick around with the people they want to reach. 

Telling stories in ads isn’t just about showing off what you’re selling. It digs into how people think and 

feel deep down. Regular promo stuff, the kind full of facts and nothing else, people forget it fast. But 

stories hit different. They pull at emotions, values, those dreams we all have. The tales usually mirror 

everyday stuff, tough times, hopes and all that. So the ad turns into something more like a shared trip, one 

viewers can see themselves in. That kind of pull matters a lot. When someone bonds with a brand on that 

level, loyalty grows. It goes way past buying once. Stories talk to both heart and head. They change how 

we interact with brands from simple deals to something personal. 

The world still carries the buzz on ads telling stories. Narratives have been in use forever to pass 

information, traditions, and teachings from times of antiquity. In advertising, indeed, it goes into the 

natural way the human mind processes matters. Brands create messages that bind a little longer in the lives 

of individuals or feel more real to them. Using characters of their own, a little something akin to a plot 

with a really slight conflict that eventually gets resolved transforms an advertisement into an involvement 

for the viewer. Research does offer a super-duper endorsement for the effect of narratives in advertising. 

For example, those studies by Jennifer Escalas back in 2004 show that consumers could recall brands way 

more with the story and get emotionally involved with the brands rather than if it were presented by some 

dry, non-story set-up. The more memorable the experience, the more it can be used to build consumer 

loyalty. An unforgettable brand in your mind first during shopping is the brand you opt for. 

1.1 Brand Storytelling in its Early Stages 

Brand storytelling existed as a new concept during 1990. The organization remained in its development 

phase. Brands chose to maintain their traditional advertising methods through TV and radio and print ads 

and billboards instead of adopting the new interactive personalized strategies. The organization chose to 

create content which would resonate with universal cultural emotions to attract a broad audience. Brands 

used emotional hooks, such as associating their products with ideas like happiness, freedom, success, or 

family, in place of listing product specifications. 
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Early brand storytelling really kicked off with those big advertising campaigns rolling out their mascots. 

You know, the ones that stuck in people's minds. Companies built these long-term bonds with folks through 

stuff like recognition programs that kept going. Take Coca-Cola, they launched that polar bear thing back 

in the early 1990s. The bears looked simple, but they came across as happy and warm, pretty much 

capturing the vibe. Then there's Nike's Just Do It campaign. Stories of pushing through struggles to win 

big, those turned into real legends. It laid the groundwork for all kinds of human triumphs that followed. 

The whole marketing approach grew into a solid system, leaning hard on celebrity endorsements. Michael 

Jackson and the Spice Girls, they made Pepsi's image pop with that fun, young energy all about 

entertainment. 

The 1990s brought globalization to the world which forced brands to modify their storytelling methods. 

The team established their messages needed to link people who came from various cultural backgrounds. 

The new storytelling format shortened its length to concentrate on delivering fast and precise narratives. 

The characters kept their emotional depth throughout the story. You would find their content in television 

commercials which run for thirty seconds and in advertisements that appear in printed materials. The main 

goal was to establish a direct connection with the audience. 

The public gained access to the internet during the late 1990s. Brands started testing interactive content 

during this initial phase. The traditional media industry maintained its authority over the situation. The 

situation stayed the same for the majority of the time. 

Thing is, early brand storytelling pretty much set up the basics for what we have these days. It focused on 

building emotional ties. They used memorable characters or celebrities for that. And they worked to weave 

brands right into daily culture with shared stories. It wasn't really about two-way chats back then. More 

like just pushing out those compelling, relatable narratives to lock in consumer loyalty. 

1.2 Brand Storytelling in the Current Stage 

Thing is, in business these days, brand storytelling has turned into this really strong way to connect 

emotionally with people buying stuff. Back then, it was all about just pushing out messages on TV or 

whatever mass media. Now, though, its more like having a real back and forth with the audience. Brands 

arent stuck on listing product features anymore. They push values and purpose, and they try to come across 

as genuine. Customers do not care only about what you sell. They want the why behind it, and how it 

actually changes things. All this makes the stories feel more personal, something you can relate to, centered 

on real human stuff. 

People continue to discuss how digital platforms and social media have revolutionized both storytelling 

methods and audience reception of narratives. The truth is storytelling today exists across multiple 

platforms which allow audience participation through interactive features. The content appears across 

Instagram reels and YouTube videos and TikTok trends and blogs and podcasts and branded online 

communities. Brands aren't sticking to just one slick narrative anymore. The brand shares continuous 

stories which maintain a genuine connection with its audience. The creators adapt their content according 

to customer feedback and trending topics in social media discourse. Nike and Dove use digital storytelling 

to present authentic stories from actual people and their genuine life experiences. The method produces 

an overall message which appears more trustworthy to the audience. The content creates a strong 

emotional link with its audience which results in improved engagement. 

One thing that really stands out in modern brand storytelling is how it ties right into purpose and social 

responsibility. Younger folks especially, they go for brands that care about more than just making money. 

Things like sustainability or inclusivity or even social justice, that kind of stuff. Brands use stories to get 
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this across, not some dry corporate memo. Instead, its real tales and campaigns and actual steps that show 

who they are. When it works right, pretty much builds up that trust. And it keeps people coming back for 

the long haul. 

The way people tell stories today depends mostly on statistical information and individualized content. 

Brands receive extensive consumer data which they combine with AI technology to customize their brand 

stories for particular customer groups and market environments. The personalized approach creates an 

immediate connection between the user and the content which leads to better retention of information. It 

helps cut past all the clutter in this jammed-up online world.Good brand stories today need to present 

genuine content that demonstrates authentic commitment to audience needs through personalized 

narratives. People develop such deep emotional attachments to brands that they view them as part of their 

daily routine instead of typical product marketing. 

 

LITERATURE REVIEW 

2.1 Influence of Emotions on Decision-Making 

Emotions are fundamental to decision-making, with O'Shaughnessy and O'Shaughnessy (2003, p. 28) 

noting that “There is no such thing as decision- 10 making without an emotional component”. According 

to Damasio (1994, as cited in O'Shaughnessy & O'Shaughnessy, 2003), emotions provide the necessary 

context for assessing the value of different choices. Without this emotional input, consumers may face 

difficulty in prioritizing or making definitive decisions. Additionally, emotions play a pivotal role in 

ensuring that decisions align with an individual’s values and needs, as they prevent indefinite 

procrastination and encourage resolution (Bagozzi et al., 1999). This highlights how emotions are integral 

to both practical and psychological aspects of decision-making. 

Research by Lerner et al. (2015, p. 1), showed that “emotions constitute potent, pervasive, predictable, 

sometimes harmful and sometimes beneficial drivers of decision-making.” This highlights how emotions 

not only shape immediate responses but also influence broader decision-making patterns, as they can 

notably impact risk perception and information processing. These insights align with Loewenstein et al. 

(2001), who discuss how immediate emotions can overshadow long-term considerations, resulting in 

impulsive choices. 

Recognizing how emotions affect decision-making allows brands to craft tailored strategies that resonate 

with their audiences. By understanding emotional drivers, brands can develop campaigns and messages 

that foster meaningful connections, enhancing their influence on consumer choices and loyalty. 

2.2 Digital Storytelling in Modern Marketing 

Digital storytelling in marketing these days goes way beyond the old school stuff. It really pulls people in, 

helps build up a brand's image, and even drives sales through stories. Unlike regular ads that just push 

messages, this approach uses live data, all sorts of media, and what people actually do online to make 

these deep, involving experiences with the brand. Odogwu and the team in 2022 pointed out how AI tools 

handle the whole process behind the scenes. That way, stories get tailored just right and can scale up easy 

in teams spread out everywhere. Cloud setups are getting big now too. Marketing folks rely on these digital 

systems to store stories and push them out across different spots. Gbenle and others in 2020 talked about 

that. (Gbenle et al., 2020). 

Additionally, machine learning models have redefined how brand stories are targeted and evolved over 

time. Ajiga et al. (2021) note that retail marketing systems increasingly integrate storytelling logic into 

consumer touchpoints, leveraging predictive analytics to tailor narratives to consumer behavior. As 
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enterprises pivot toward prescriptive analytics, stories become dynamic—adjusting in tone, medium, and 

content to meet customer expectations in real time (Oluwafemi et al., 2021). For small enterprises, 

storytelling frameworks bridge the digital divide by embedding brand values in scalable content accessible 

across channels (Akpe et al., 2020). This transition from static messaging to iterative storytelling reflects 

marketing’s evolution into an adaptive and strategic discipline, where narratives serve as both engagement 

mechanisms and data feedback loops. 

2.3 Digital Storytelling 

A storytelling can be regarded as a transformative experience for the recipient, wherein the act of 

embarking on this experiential journey evokes novel emotions and ultimately leads to the phenomenon of 

persuasion or even behavioural change (Aaker et al., 2012). 

The utilization of narratives and the act of narrating are crucial in attaining a comprehensive 

comprehension of consumer psychology (Escalas, 2004). 

The impact of storytelling marketing on consumer purchase behaviour. The act of storytelling elicits a 

sense of consumer participation in the experiential aspects associated with the utilized product. This 

engenders an emotional response within the listener, prompting them to embark on a narrative journey 

that evokes a distinct and transformative experience. Consequently, this process of engagement often leads 

to persuasion, and in some cases, the actual purchase of the specific product in question. (Mohamed Hani 

Abdelhady, 2023). 
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