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Abstract

Aim and Introduction: In today's experience economy, businesses need to fo-
cus on creating memorable experiences rather than just providing services and
products. Building an excellent customer experience is crucial for companies in
customer-oriented industries. Implementing unified customer experience man-
agement across multiple channels may seem challenging, but it is necessary to
stay competitive. Due to this, customer experience management has become a
differentiating concept that focuses on integrating and coordinating customer ex-
periences across various channels for providing banking services and products.
Therefore, the current research aims to provide a model for managing customer
experience in the banking industry across multiple distribution channels.
Methodology: The purpose of this research is to acquire an applied-
developmental understanding of a specific topic. The research is qualitative in
nature and implementation, utilizing the method of thematic qualitative analysis.
This task involves editingand summarizing interviews, interpreting conceptsand
words to extract meaningful themes. To aid in the qualitative analysis,
MAXQDA software was used. The sample population for this study consisted of
theoretical and empirical experts in the fields of marketing and banking, specifi-
cally marketing professors and bank managers. The sampling method used was
purposeful and non-probabilistic, meaning participants were selected based on
their expertise and knowledge of the topic. Seven interviews were initially con-
ducted. After reaching theoretical saturation in the data and codes, two more in-
terviews were conducted to ensure the findings. In total, the research included
the opinions of nine experts. The datacollectiontool usedin this research was a
semi-structured interview, which allowed for flexibility in exploring participants'
perspectives and opinions. The thematic analysis method was employed to ana-
lyze these interviews, identifying recurring themes and patterns in the data.
Finding: fter conducting seven interviews, the data and codes reached theoreti-
cal saturation. To further ensure the reliability of the findings, two additional in-
terviews were also conducted. In the text extracted from the nine interviews con-
ducted, the process of identifying the codes in the software involved back-and-
forth iterations and encompassed 501 coding instances. This meansthat, first, the
primary and general concepts regarding customer experience management in
multiple distribution channels were extracted by reviewing the literature on the
subject. By conducting interviews and introducing new and more specific con-
cepts, the literature was revisited to explore the topics discussed in the inter-
views. With this iterative process of moving back and forth between literature
and interviews, a total of 302 codes were identified. The process continued until
all conceptswere allocated to relevant themes. After allocating all concepts to
sub-themes and categorizing sub-themes as main themes, the aforementioned
process was reviewed several times. In fact, sub-themes and main themes were
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refined multiple times, and in some cases, they were separated, combined, delet-
ed, or added. The process continued until a satisfactory thematic map of the data
was obtained. This thematic map includes 125 concepts, 34 sub-themes, and 8
main themes.

Discussionand Conclusion: The present research was conducted with the aim
of presenting a model for managing customer experience in multi-channel distri-
bution channels in the banking industry. After collecting data, analyzing and in-
terpreting it, the model was presented, and the research findings were summa-
rized. According to the model mentioned in this study, organizational, psycho-
logical, marketing, and communication factors affect the configuration of bank-
ing services, products, and channels. These factors contribute to the customer
experience and ultimately lead to customer satisfaction, loyalty, repurchase, and
word-of-mouth advertising. Environmental and industrial factors also have an
impact on the overall situation. In the research model, novel components such as
security and risk management infrastructure, customer perspective, customer en-
gagement, service channel scope, support in service channels, customer journey
mapping, and the economic function of customer experience were provided.
These components have not been directly addressed or thoroughly studied in
previous research.

Keywords: Customer Experience Management, Multiple Distribution Channels,
Banking Industry.



PRIUIFPVEVALVPT S RUINGYRVATT AU RS B
i o S Al Ay ajei slaJuls
Wl

Sl oy T ool ol plgl gy bd doguare 0 g

Q‘ﬁ‘ ‘Vj cdb.@_z n&i}\: ‘Q‘f‘)u QKM‘; 6)\.,\.:Lm.>- 3 CA.LJL.,\A LR céﬁ) 6}2&4‘; A
Q\ﬂ] LQ\J@ ‘u’<“hjﬁ CJL’JLEAJ u.va.o\ rjk& b@}}: ;C,iﬂ.l.a oj; )L:.:J‘J Y

s ki ) Ol 03 (Olgs o2l il O USLEils (gl 5 Sy pite aSCiils Liils Y

(Jstmae

* Email: hamidrezairani@ut.ac.ir DOI: 10.22070/CS.2023.17654.1311

o..)._n_.ﬁ___;

Ble o sm 5o S cnl o sgbe GBaa )98 LIS Hu Gl a3 4 LS o e
Ol e d aal i pola el e B b de UYL rhw oMbl 5 slbls )
colad (Suales 5 5l 420l 5o ATl psgie S G 1) Glside Load Cn s psdge
ol a0 By a8 laJBIS o Gl e 4saS cussae @ S G Gaa b ,—als
Jols Lasals (555188 Ll ol (u 5,8 Bua Blad 51 (ua o3y ol o aladl (g ,laSiL
o solan ) L,Z‘AJ‘}:\ L;LA&J‘J Je.‘.s:t (5‘.)" ‘53 J:\.L::l U:‘.‘JJ )‘ KX Gslzl_)l:\.:‘_huu:\l 6“4—};‘_‘.&.&
28 5158 sl il e Lasuls Julas 5 (5513808 el g o 515 MAXQDA 5138la 55 (s
g (SSL Glnas 5 (LOLL aslwl 5 (ooaimeoks G Jalb (ia g3y obel wasls
C.\S-B)‘sla._:‘)‘WJC.\S;CA\)HMJ.AQJHMJUJLA:;‘&UEJJ:)‘AJ‘ALJ‘M(5\):54_:\5“
‘):\..l_)iﬂdMLAAAJJM‘)L\;\A.’Q‘(S‘).IJQJHJJG_)JQJCM‘AA@LAASJLbbd‘J‘mLAAA
O 553 o el ys ala Ly (a3 @l el suliial I8 A 51 L & o8y S s alasl
Y peane 5 olosd gl Ky s b1 5 @bk delse 5 AL ol ge  Sladles Jalse
S 8l (g yidie 4o al alanl 4 saie S (sladdl go .0 IR LE0 lead &I slaJLIS 5 U
9 e wa LSS (g e (solala s ide culis ;) sl plasely (s ide w a3 culg b0
e gane (pl S s calio 5 (auas Jolse Gainas e oo alaal | 53 plas & Glas bl

..\3.&\% )l_\i):\il:

23 Jala3 (g ISl st Wiy ) 8 AU (L ide a3 o e (S o Jlg duls’

4 )
O

SLRS ymd
=l 5l

G, yguinila)

Journal of
Business
Strategies

Yo i

a N
VEV/ Y/ £ allio il )s @
VEN/ AN+ o iy @
A J

Journal of
Business Strategies
Shahed University
Twenty-Ninth Year

No.20
Autumn & Winter
2022-23

ol 4 i
RV R [
130,99 —pe g ot Jlu
*’ O)M

1F+) ooe

- /




[é)’-\ﬁlg i )0 S ®395 GBI 10 Ol sl 4585 o g (S5 1y ]

LV-RY-FY

Sl 51 a8 Sl i ot Sl eslin ol b VIS 1 2w ol 355 56,8 e (s 313 055l
ol 0Ly 51 (0849) ' 5kS 5 ol O O 5 b)) Ll (g e slazel iyl o s & Olasaolas
LS S o 5ot 2 Sl eze 53 el &S > b s 4 2 sleatl (g g 4 Olgr Ll & s S ool 4o o
Vs ame 5 Sledst gl 4 0pST oS S8 OV e 5 Sleds o;;ﬁl;%,>)\>@gﬁay}@
e 055 OSUS mlio 5o LS 2 Lol s (gt 355 Jlo w i sl 5 sy 58 4 5SSl bl ol
53 (5t g Ceal a5 il ) LoLL e la ) slacys sdos ol el S b il pens it
OYA O 5 Gldul) Lol 5ok (5 2 (ol sl 5 2B Co e 40 Odew

S e 081l (USIL s ol i Sl 0T 3 (6t 2 S e SEE S 265 gl dox
BU ) Olomes Caimso ol 53 Ll sy LSL sl .cul (SL Cleds 3 S 58 5l S (g e 4 o0
OLen 570l slr) S aslinl (5 nte a2 Sy e sliwly U3 sl sla 2 S0 5 b slas S 51 Al diles
./\LA(’[LJ. S i a5 25 e Sl Bl oS Sl Cllas sl g0 Ol ) SLATL 53 1 S6 i i g Lig,y (YYY
59, Sl lohy las paly 5 bajlpl a8 55l sl ) 528 (G MSSL Sleds s Sl Sl W)l o
ol b O sl 51 3 ol 23 nl by w15 (63l Olabl pide 5 Sy b Logos (500 b lad e sl
e T 0L 5 e ge) b s OF 5l (g iy sblse a0 Olsn U sls [2alS 1) s 55 Sy comulin
QYA O 5 tedim) Cotls 538 (UKL G 53 (2 0258 o e b 40 2o AL L

Slaesed Gosb 51U L JalS B dsb 53 (6 G oS sl (SOlaS samen (SO Dledst 55 (6 e 4 25
IS 52 2L sl o L1580 4y b slams i STL 5o (5 5 4 288 S e o)ls (5 s anrl o b S5 S
OLSas 5 5 o) Sl 0L e (g5 5148 S Dy o SBlelns planil Oley 53 (ISl Ll w2 151 5 0L 2
ol o3 it Joles 5 Silesbia (ol 4 o Jlise GBS s Ol e a2 o o) p e eld p (VE 0
>5b 0 85 | S a5 T Dl 20 55 a0 Al s 13 e s 4 1 Ol e ol i LS S ST L
GBS 5l e 1 (g5l oy b aSlyl s Sos (g 51l dal 2 dly i 655 S 0L e des S
25 5 (bl e U o 0L i 425 f i se 4 Ll LS e e 550 0L ide b LI (sl o s
OE) O 53l o e Y0¥ OB 57 s ls)

shas cL..p 03 34 ol s &iF JUB) Olse L oS 0L i 4y o s (gl JUIS cppir 51 eslanal
(5 al) bty (o) i Sy gm0 Sladst Bl Slaosed 5 Ole e ssliial 5505 glos sy ol LSSL il
Ol e 4 Sladst Gl Sl sl (585G e o el 31 O e L LU 3 ) Sl eS8 bl 5
(VoY O en 3 215D 33 o Al (5 iin sy ke Sllal 4 5 1 Olasle 5 iils dal s it
s Gl e 5 Slesle 3 B8 5w e OSUS SLJUE lles 5 (S LSG o se w8 w5 JUIS
L dU 5250 K508 w3y cikises SLdUS Ole 5,0 Soss cnl 5l eslinad Loy oo 0L iie 335 5 b amie X
oslinl a5 e 5 allStin SladUIS oSy opl 03 (VoYY Q05558 510 S oo (oS SousS L 515 (63 S0,
sloml Ol s (gl 1) il 5 s (gl 2 B s LI 3 a b Sosles 5 pets 5 5b 40 AU cpl 5 0
SR 5 L) 358 e e LUSCL L 0L e (65555 (Rl il 5o O ite 35 siad )l a2 o oLl
AYeYY

! Pine & Gilmore 5 Quach
2 Chauhan 6 Pereira & Frazzon
8 Mainardes " Lee

4 Multichannel
A\



Yool /19 0590 /@ 9 St Jlo [1E+) Olino) § 3wl [l olL18 [ S5k (Slvd pdly oode 4y 43
Business Strategies/ Journal of Shahed University/ 29" Year/ No.20/ Autumn & Winter 2022-23

BE Lol ¢J‘_wﬂj]é.':4.34.':b«\;dio.l.i‘ d‘_}é—‘-‘;}‘-“‘-’“‘-’g& G)jj L;Lhdus)b Qli]?_;',.a 4..»}?:.? S e &L—w\ug,q.a

¢YL&LQ'LJ)LL;<JLQQMQ_M\HUJ¢Ca_w\ozjwdi.l.ﬁwaﬂW(W&M‘)QQMMfJQﬂMcYL
)L;’LL;J)J.;LMJA JL“L.;;%JQL Ls)jhj_...:_g&b'.ub: &.‘J_a\ @ V.@,adl).)u)_.;&a Ji,\.d )\.:UU dlﬁj«'.&ﬂ M%L«‘b—\
OLan 5 gedi=) 5515 ol an 501y SIS 5505 45 (65l Sl 5o HLS 53 Sl &5 JUK 51 eslacst (Y214 “}Lé
ks 6LAJLLS Jli))‘j LS.&M ¢L5)L~uo.>l.ﬁ ‘f\)b rjl:_,.w Ui’j) U'l\ )\ osle ol (“ﬂc\q LLSJL..A:\j ‘-;*.“:L._,.p Aayqv
;.éi);u“jw},\scLAJUSJ'\r\ﬁﬁ@j&@gﬁudu,\ﬁg@)ﬁiﬁdba\L;La@}f@;)kij;‘i»w);‘ﬂ;ﬁ)éﬂ
dlly\j(*'*\‘ cc)jgju)j)w‘bbjs&iv\.\;rﬂb\@)jﬁ&ﬂhbb@.}m}:@)}jdbdb&)\WLMAA_A:SJS
ébj)lsdﬁ)lquw‘ev\_ﬁfbu‘m@&@)ydudbgjbulij’;&ﬁmj}uQﬁ)ﬁé‘j@){”db‘x_@Mwa
53 Ol e a s Sy e (6831 S Cnl O a5y ol bl iy 3551 al b (6HIUSOL G Ol e )

ORR93s ks Hle

Tl sy JB Yo 6 Il 505 5l anllian 51 0L e b Bl g e 53 w55 € gJUS 8
SV g sl 5 ) les S ASE 0L e b ety BT 150 53 b s gladlls SoolsS 25
o Sailoba 5 oslite gl 2 Gl L 018 e A8l 58 SdUE sl cslie 21l 31l 00 5 b
S i (azin 55,y Ca s wele Hlgm sans) VEYE s S 055058 dUS sbl 5 S SaS Ob i (55056
S S gl (YeYY Lv@ji_‘ﬁj L S) Gl (S s a0 20 5 5ur 59 (S 37en S i lal by J3 S uS &
Wl o eals 5 O e 2 g e 5 B 58 GLIUE kSl welsl s g s s
QB 3dn aj9s JUbS

s BB VATV o M0 15 5 oSG (il doh LS 53 0T Conal 5 i pspde (Sl it
3l 3 5555k bl e el Sl obe 5 SC Ol o LB UAR N IS EVRVRR PSPV OF 31 g
A5 348 Jaes bOlesle 51 glas gazes 51l Sole (LIL) w55 JUS (Y41 CU) A st IS Ly
S 4kl s O (e 5 b i e s (ol e 6) kit L VS e
S5 gn 5 odes SBJLS 5w 5 dles pond slacian sy pe JUIS sl kS o s 3o 1y 0L e slasls 33
Gl 3 5 XS o sl s b (655 e alal G s S 5 S Ve LS L3y plali ) (s slaay S)
O )l ol Wlad o Syl s gdee L G o 1 3550 YIS 5L O 3 597 go slaadanil

5 31 SV a5l 5 Ol it & kst 5 g &1 5l JUS ptor ) esliid ¢ 0 555 JUS
Sl o) aen JUS L1l 5 bt oLl del 5 Jseol ulol 55 el Clin a2 5l (S US
Gl s 55 e eslind O e b BLILT sl s JUI i 51 boBk 5 s 3ot cpl 03 (Ve (o)

Ly Jsmames Lten fole &S (gloged a4 dlsm LT B o g OL e o s 53 Jlmdan 55 5 adees b &S el 0f 25

1 Wang " Gerea & Herskovic

2 Houston 8 Beckman and Davidson
3 Tiffany & Pham ° Borden

4 Ailawadi & Farris 10 Tamilia

% Verma & Kaur
6 Payne & Frow

vy



[é)’-\ﬁlg i )0 S ®395 GBI 10 Ol sl 4585 o g (S5 1y ]

KAEA LR BICOVIPRIE XU RN RySN e

& 0S5 5 CSIle JUSH ol oS g 45 Al s (63031 b Olojlos caalal s S w355 SladUIS s
ok 53 (VYY) LG 5T 5 5LS) ol 35 AU ool aids 5 Y pame JUil tites g oSS e
5 SSE (xe Oy by Jald anl b ol S e oS5 JUast dnl b s Loael (s JUS lapi
oged 4 L VIS JEs Jom 0155 oo Al nl 53 5 Sl (53,3 lad samme (5505 S glozrl Aol b memd .l (g3l
355 oS e 5 o Slal 4 pliws gl LS bt s 4ol el i pprad o b S sl
YA OLen 5 658N Wlesssl (535 mis sdaze U 5 eslizal

S o A9 )T o pade

G (5t g psgie 1Ll 53 U - das VAAY Jl T a5 Sy lala g b sl (g e 2 g sgke
Sl asls a5 (g ide (Ol glanir 4 a8 alse s g e 5 0L e S Dl (S el )
sl s bl bl bes S aS oy Sllee gligy g it dud Copda (VWAA (LU 5 Olideses)
Do ke S e Olesln Ol i s ) amT 53 S 0 SS meo ()M te O3 5o
S o e 5 i Olasle ool gen | 0L e 5 4y

055 S e S o5l Glaganl 5 iS4 psgde pl il sl 5 ol slal Jald (e 2
) A rlge SSUSS by el (sl olad b seS KLspn el 5 0l e s oL
IS o505 b8 el S o [ O e ety aliile b i (VT VS S8 e
35 s e3p a5 ol (BLb 5l OL 2 Ee 55 oyl opl S e bl 6T s 1 (Bl w5 el
(VXY 0L 5 U)ol S 513 I8 s Ol a5 3550 sl ol e il (65l 30 LT 5T (sl 8,

oy 5 i« ible (e slal ol o5 dils e sobes Slem leslo 1y iy ap e (Y208 0L Kan 5 ° ST
S Slolaal 5 cablye 5 Vs bl day 5 ol s diS G me lony i 5 L 4o e e S a3
ol das g Sl 0SB e BV S8 ol 55 W e (6,0 L ol e 51 W S e e S e
sl 55 055 855 6l L5 Ul de ol ayls ediS G me SGid sl O3l 13 Gl o NS W a0 o0
81 i Setym) dos o S5 S

wodar gl bl sseb s @S SG Olse 0 0Lt a2 S s Coeal 51 S Slallas S b
L g 5 0SS LS G b 5 i 58 o Lo lS 5 Lol ) 53 sl O e b bl ane 5 5 bl
43I Sldllas i3l b e s ss ey, an g 4 LSS S0 S b Sl s S 15 bl s O e
(Pl i 53 0L e Sl 5 ey Slae—al 4 85 Wsls ASE Jalge 5 (6 i 5 Bkes U (s,
et 5l 1 3 S S S (VL a3 e slaely ol Ol ¢ elid ] S eSS
L 5 e GBS 3 1) Jge Bl (Sl o8 55l s s Slalllas 4 5L enl oy S0 a8 s (g e 4 20
Ve ODSen 5 (g ga) iz 250 |y (S 00 4,25 5 035 S ae

U9 J dduuias

RGO P 4 43\)‘ J""ﬁj}ﬁ Cjﬂﬁyb.laﬁje O.q-)\:'-jt;l:'-b LSLAJ:‘AJ}.’.M‘\ dj-'b.')-’

! Berling 4 Becker & Jaakkola
2 Giannoni 5 Brakus
8 Halbork& herchman

Y



[ Yo oalod 19 039 /e § o Jlo 16+ ) Slio) § ol /LS olLEH1S | S )3h (S pily ol &

Business Strategies/ Journal of Shahed University/ 29" Year/ No.20/ Autumn & Winter 2022-23

3

1) J:'-‘: SR g5 Koy 4D Jgae

S Ul a5k O a4 a5 Ll 05 ks LSS Gl

2558 (S a2l 5 Aol

c"@.}ﬁﬁ Q,g»ﬂ.knn c"QLa)' CAJ”J.LJ»&"LS‘)}M LY U’:“":' 463% 6‘)@‘ B i _ 9"1‘:
" n T n n Z n n . n A{ﬁu C"""ﬁ‘JA d}g\ f“)b
_k;»\j.:a E) &Lﬂ‘ja&\) Lwhﬁéﬁsw L;,_pl)sgﬁﬂ.u oo
N oPBdl des 53 0L 2l
L an S s e bl s Olge o slezs ((t))
; e o a2
Srie oIl 5 (6 i 4yt o e oS 3l OLES Do 3 0 ge 3 Cu
ol 5 i w25 | (VE) 2l el
2,3 34y (olslme ol o, STL s
Sl Cms 5 (6 2is
: . : S se Jol g 0 o
5SS e b Bl g e i ge el ge SU AL 5l S PYvRVe.
S b By e
Ll alaly op it g mte uld) 505 Ko Shas 5 (20 42 _ ) . oo
P e 5 (S S
Ll (g i slezel 5 SOL s Ses (\&4Y)
Sl L s Sl
gQLo)LM: ‘&bﬁ) ‘u"l'l)l)l‘ EL;JL oK)J 9 )\J,.:l Ch-ﬂ U':”":' JJ..A U‘i‘ B Ca.i).i.\.a Lf;la.d.l.q JJ.A M‘b‘ 9)302'0L‘
2 M8 6 s Ol gny (S5 S0 (Sl Sladst S Jams 5 xis Slads 3 Rl i | ublSe
A S (S S ke Sl Ol A S5 (6 0 4 A S S gL (129
Sleso s ol gladle js aS ws (asie asllles ol glaasl il
S, 5 Wej s> ) 9 5PWgo
Spn b LLo 1o gl clods CudS (g e 2w daesls OOIS° Sl
o . ) L P Cupde o0 03 o | ubled
058 53 (5 e 4y 2 Ly e 09 Olid 53 (Ul By 3 g ela]
6J:"L‘“’ e (\&-+)
ol 4 S 15w g
e gt Sl s St w25 p 6 ke o Slen 3 0L s | 5 s re ATes U o | g gt
RS Culdy Gob sl rie S lhe sl a5l (ghlslae 5 | ol Gy b 5l g e 4 ubhed
Sl (golsban 5 Cte LU (g mhe 4 oS KL 5 (g n (¥-¥Y)
(ledst ClS g edd S5 Ky obazel odd SHn Gl ees Shae CodS | (g tde Cul,y Jded 5 4 YUl 5T
LTl s dlzes glacstls 5l e Culs) 5 a2 age glaaiey Sl 5o Sl a5 | ObSed
JETCIS Jlsws sla (Y-YY)
¢4§)6>ﬁ)géuéﬂb}sL;,:.;Agﬁ‘:mou;;u;.a);iéuag .
i PR v
~ _ B S et (o) 2 oldgaly
ale O sl S3) SIS sl g (il s bl s Shas T2 IR
jb B 6]’2.\;.» mjz_? a.l;i\ Ul)m
Lf“'))'f) L};Lw.)\ 6L€s '.).ﬂ)(o.,\.ir 6)} ealaal C,.,:LL; &C,.iLw < f\
- Jleaus (ISl (v-yY)
Sad o e (ke LI
Sl S 5l Ale s Jsb s JUB il ) fae S Jalse | pBs 03 5200 25 oz | geSigly
L}"L‘) 6Lds Codgdoms 9 o) &Aj.e ALY Li.::j_)ﬁoé_/p- (¥-¥Y)
Ol b 53 ol sladyl 3 e sl il 15 OLES Shassy el | e 3 sl JUS o )P
- )

1 Nasution
2 Agarwal
8 Chauhan

5Eren

ve

4Van Nguyen




SISl Caxio 10 SN 2395 BB 10 O gl 4585 o g (o1 1y

\. J

5 Canss (s Jps .x,-JJsﬁu&p Jawjr.g,ad;_ﬂ.u Gl | OV same b0 s eslanal
Jz;j\g;wg;;p@;dudusmueu\v\ik@}sduwmw s 5o Jb ol

el ol S 0T (108 50 5 eds KT O xie 4 2 bz s

G R (6 3lap sk 9

3 5 Sl gm0l STysl Sy 5 5L 2 0L 2o 4 5l 0L s
S gladUlS 51 0L 22e | pblsen

By e O e & 2 sl w0 ol .
NESC Wy I (¥-¥-)

}.J;"J;'-JQUA)6%¢yﬁdﬁ(@@}&>\j&_)éﬁb&>bou¢@w 5 St S )l s 5 glsS
Gl sladely 5 5 0L mie o 5 ol ae a3 STl Sy | O Sl i gladUS | gllses

e (S ik Sy San e s 5 4l 3Ll 3l DL s - i
Ol i (golsly Ol ol S oo

S (v-y-)

Jﬂ&wg%%@ﬁéﬂ:b;m@i@)b)mb

33 03 posma a3k 5 sl essm o il Dllllas il ramas 5 o Aalsd (e Ol e
5o 0L i asSll sl Ololws Ol pie sdge el &S e gllliss (s 2350 sl &S il O 51 S sl aas
(S pin ($130 5 o 2LIL (6 e ae Sl el pilie alge ol W Il 500 sl s daNe LB (650
G 3l L6 Ly gl L BT E 0 5 S sl g 0L e Lled slaml 53 0 5 (6 e slazel (g ade S
sloml OF O3y o8 A3l oo iy S mtie 3551 G g SIS Jole G (6 mte 03503 iS55 85 Sty a5 il S
edls Al glas Ly o3l

534S el 63l 5 oplime slal Sls O il o Sy e & 350 0 Blinal O Sde Dlllae il bl
53 bl plabid o 315 0Lis iy Sldllas gl 35 S e 0L 2t sbezel 5 ol o gl 4 e gl 0 3 b
Sy A s te pimen IS o O ilwesly g (6345 S Ol ite 4 Sy e b LS 3 i
L oS bl Jos oIzl bele G Olgie 0 Ll o o ) 53 S350 la il 5 ol 5 bl Blws 4o et
Rl ety Ollllas S o o el 356 oyt sla il o Ol5 s g slas el 5 el glag 5l il op ks
Sl 5l sl Ola el 53 5 33,5 o Ol b LT Jolad (2133l 4 oie O iie 08 )Lt o i3l o)L g
03 ok aS dls sy BBl e (nl p Slallas LU S 3 s ped el e ediS s Jole Ol w a2l
335 0 0L e L oledbl sls 5 Loyl Jaal sl Corge 5 andls 5l 3 0L 2ie a0 28 Co pde 068

oo &y et sl 0 bl oS b 5 S G ) S b g Sllllae gl iy s o)L3l oS shailes
Qlio 285 03 b cpioms g s 3 iy Sldllan 5 Sogmn 3 By w5 GBS 53 O jiie 2 o e
5 el sl Bl s dant bl naS Olegbse 31 LSS 50 (6 mie 4 2 o) 5 (e 5 Lol 035 (gle LS
B T B O S B PRI [ PP P F U U P PN P U3 WP P P 31
bl Ol Sl b Gl s Sleds ladlesla 53 sdel s il 31 (ol 3,1 (S §d e Sa b
W 5wl oS Lajia sy 50 5558 53 ehm oal 53 cesdleas iyl 1 Ol (§MSEL @i 5 s Sl 4 ol
JUE S aSU LG 5 Cilies LaJUIS 55 Clad el 35 a5 53 05l b g s 035 ool S5l 4y G

A w; o C)"’}‘)wbb‘bﬁfﬁw&ﬁ‘b C‘J"’JM‘VP-L%SUL))J\ Lf“h)}«' U_L\)é\.u .Lr\a.Jw:(:bu\



Yool /19 0590 /@ 9 St Jlo [1E+) Olino) § 3wl [l olL18 [ S5k (Slvd pdly oode 4y 43
Business Strategies/ Journal of Shahed University/ 29" Year/ No.20/ Autumn & Winter 2022-23

liab iy

52 Wl 55 U 5 O ke w2 o e ST W s L oS el (93,08 aalllas Sl aalllas
G138 Sy osl 5 egd e 5l sl AS Eash SO daesls g A 5l s el el plal (SO s
2,3 513 abade gla fags ans s laesls

OB 5 g a5 035 ol w3 IS i &5 ol 5l i s opl bl ansls Ol gl
s o2 O ols s oal 53 bl O 3l pls A3l e el Sl LT g e S0 0 e
3 e o) 53 (eSS Iland Sode oS (HUSSL G 3 Eled 4kl JLe V0 (VL 4 2 L Ol e &3l 50
O o bl SO bl ol ys il eslanad ddia Solas 5y 51 OB o (6 8w ged gl p sl anils L lsL
walsl o U g8 el il 035 (1AL Cmis 3 JLe V0 Bl (g aile 5 ad )l b8 Blas cdlass
uh,m.:‘5)\;5&55);6@\)gﬁéu@oiqwjuﬁ‘@@wf;,T)-\j,\,ﬂ)é,;lb@uv;‘«sauw
Rln 5 b slsl (gl Pl 4 O B (658 4 p0 A3 OITAT OIS 5 36 550) it i gao SledUbl RTINS
bz 5 gladlsalsS sl ol 5l Eass sbeesls (55155 sl e B a8 4 Loy o el
A5 S eslizal anl bt loaas

Sl A oslial | i ga b 5l SIS UL Lol sl s sl o5 o 31 ey slaesls Lo ol
o5 S ailes (PAO) Tododalive 3315 Ao 3 pas A (5 1ISUS W= 1o 53 53 ol el slaa-las e sk ol
OIS SS 1y Ol kil 05051 5 Jia sy 53 QS ES,L2a 4y sdome ansrl o sloma 51 2 Slael s )
Gl S Lme b 4 sl 0l oxliiad HIISUS 55 o oL Sl e s 5 Waosls 035 BGI LB U3l g .ds eslanal
St pele s b adecan pae SO 51 (Sl SIISUS 55 osb g0 0555 335 aa b aslas oLl oo
@ Gizes OF 5l L LS S las Jiagn o3 GISAS) iass JKes Olyear b as ol gt s bk Cu e 4ty s
SLuS S slaws (Gams a5 4yl (61ISUS 53 550 (IS US | Ul amlae e sliad ¢ a3 S ol ol en
55 s sl WS IV L b A ojlecd a-las 5 US £ L 5 8 oslacd alae IS YL ol o) o laci a-Las
Aojlacd axlias s SVAL o8 ojlecd amlias S VUNL Ll ) ojlecd alias boaS S slins Kan (10808
S (33 SIS NS 4 s (K (IS s S slhaslas laaS sl i) w a5 Ll sl S Y Ll
53 LSSl 5l Jole b s aalos OIS SS B3l Ao s 5 DBl pole 5 Sl slad (ol 035

ol 0l 03l QL\.';.: Y d).l}-

OIS o (2LL 2 Y Jgu

f‘j@‘é@)@@@)w)@bﬁéugﬁb‘wJP&OMW&)&J)&)D‘\SJ}J&QM

(290,3) JIAT IS 93 oym Ll | olidlgs poc Sl | lidlgs Sl | AT U5 3lawi | dualiao o jlasb
LAA a Al A\ \
JAZ 0 A [ 2
A0 Vo Yo 1A% A
JAY YY o 1Y Js

el VY Sl S pde S 3l 510 Sl DBl IS slaas TR

L Holsti

1

2 Percentage of Agreement Observation




[é)’-\ﬁlg i )0 S ®395 GBI 10 Ol sl 4585 o g (S5 1y ]

Y X Sl sl
L;‘jﬁjﬂd)))&\j:w‘).}: X Yoo
S S slws

&;-leJ\.—P)J-\. )\Mﬁgw‘l‘ﬁ))/\""bﬁlﬁuﬁ;ﬁ}ﬁ w\))@ﬁ(ﬁ@\éuwwé‘fdb\ﬁu\gwL;”Li‘.i

555 alas Lo Slael Ol 6 3 8 Lol 015 oo 5 Sl Al 3550 L1080 slazel b U .(VATA (] 5)

amlas 53 2l Olaabl 6l 5 ooy (6105 pLdl d 4 LS 5 Laodls camlias adn plxil 51 g (55 ol o
Jsdr 53 0B ot b mar Slasiie 5 oy bl i eslinad O o 5 6 & sSaus 511U 0 el 55 S
RO PSR ¢

RICHNES W S WIS S PRPS

WU ailw
(HA=28) 5L £95 Gloilo g 9 Jouds | Aidy 9 I)Hde | odigibdialios A5 | Sy
oRs | Sy
PP 0 Y L)y e SEL e pe E1 \
EE - " e Sunde S o e E2 Y
U2 - Vo RRPIEY: bbb o e E3 v
s - A S e bl So e E4 ¢
U2 - YA e Copile ol e e E5 d
s - Vo e S e Sl ke E6 7
23 v T Aol S pte | SR Dy ke E7 \
EEE - A e S e S o pda ES A
Py 1 - e Sunde ol o e E9 q

sodn S s Sy SO a— Wl o3l OB W sl alias & (635150 53 —aalias & dlaesls Cud shaie
slaosls ‘@?Lmjmfl;u'\j(w.;;.éjfd;)_,_p S5 c,_.ilnliji.i;.a}}i by alas ﬁb'”.‘@”})) 3ylge s o
oAb NSUS Lo plnil (6l 5 3 S MAXQDA 51 0 5 55l word Ll B s ol 5 50 el (55505 S
)'\cul._é(guw\_ﬁmQ:.»):AJ.Lhi.,«w»L‘é.al{@hu‘o’g:ﬁv@)jﬂp);)uﬂirbgluwwjlflﬁﬁé\ﬁéjls
ﬁbde‘é‘fﬁ°‘J‘*“’)6}b" Cu‘bmuﬁ)uoz\bcwuﬁwrbul)lwxﬁ e;Wl&Eduﬁuw
)‘Jﬁ\ CJ.' )J LQJ\S L}.;L.-JL»...:J Jui‘)ﬁ QLSJ\J\;J\S O'\ J\.Lau“bo.\...ia fl}u\ WLAJQJ\ OJ.ATJ{J.G)) L fl;”‘ﬂ"_)i'.:) ‘L}-Lﬁm
q,_:ﬁf_jq,_é)M\;w\p.sﬁﬁjw}gQQ:U:M@-L@«)“MCJ@&&@&MU,\;:uq-lf;;l:.;\
s lad g s SMEUS sad b Jadr 53 s 8 Ll s IS Y Y ol (Ol v a-las 3l 5 axlas 4 Slosl
ol ol 45\)‘ dl"p\jdp)'e(’j @ &_ﬂt:..u:

vy



[

Yool /19 0590 /@ 9 St Jlo [1E+) Olino) § 3wl [l olL18 [ S5k (Slvd pdly oode 4y 43
Business Strategies/ Journal of Shahed University/ 29" Year/ No.20/ Autumn & Winter 2022-23

ol 5 B pe e 5 g GBI SR (IENS 4gel g

wle 38

addsl a5

JsS Jis aisas

U\Jul v_..}" > Q‘.’J"U

K] bl (C,J“J}ALG

Sl St

D5 (S et

sl g5l il

sl glacy ) gale (55

D7 (S s

S N &S e
E) LY LSLIA

5ol Gla i, 6, S

dtﬂ eov} . g.JJ.> DL d}u

o s wlysly

)) AJ‘)}T)J L;thj) 43\)]

DL Sleds Ca.élijb

LaJLs

& s G AR
Olaasiie 6,5 | bl Olawasis 5l eslizal
sk Ol e ol 3
P GopmS e | S Gl o G A

b Sl
ook 3l eslanal salaly 55 5l eslina
Ccun CUD Ll ¢,
g JISS pds

)>L“Mjﬂ>-\>.=‘)‘)$r-’&

Ju A

0 2l b LB

el gla JLS 0> Sbedst &1yl (635 4l
bl s CKLA 33 il ladlS s o ol
Sleds

40)Y 9o (§ piaire (ilo i SN ygolo 9 HlAslealy ()2933
9 2132 iy B HT IS Hokised .l (5 pliie &3S W p3 30
Al 9 il )l plasastio 3l oSt b ol Mo 33 )3 G
0P ol o3 AilgTes sy,

I Ulgs (50 13 )l (5 e &3 by Hgxo (5 pidine 3ol pamsno oyl S
L .39 oLl (CUI) Sholas (5 )8 sadosly 9 (o S (5 9Ud
—olead ilices SJLLS )3 @ el )3 lodi S]] slys Al

Jeligo 03 g Shal Jhor 3905 5520 doli e gl pliine &y (Sibw)y
AT Qg d3zo bl Gla &3 5L i iyl )3 OT Ghpedy 9 SSL
-39 50 e oloda 8L S Yo daely

Slaes & palie &lS G2 5l G Al Gaas by sl 4 ealds pelad S 3L wslsl Gley Bl b ol
‘éa\jjs .(.',é;)\f%éﬁjl{ij)l{wxqou;li@ljé‘g_ptdurjngG); A S a5 2
anlsl sl il Ayl B bus Blol b Gl (S 5 gilaldr (635150 5o 5ol YL oL 6\.@(,_?) A sk

Vj/\ju_c«févj\‘i ‘f}g_a'.a\\‘o &uvﬁ‘dwd“.kﬂ]w}@ua)bj\am‘}_@\)v:M&%L@)buwl{'

C,—w‘aJ\.wAj\)‘o J}J@-)Jﬂ\scﬁw‘ L;L.&‘

ol 5 P G Sy (15U 0 Jpur

oo b u';
43\)\.)“5):,:,4ngsljzﬂl}g_‘au.a\‘;wyug\.ulriﬁ-w)x ¢
S et 2 o e b Lo e glacislis 5 Sl o 56 SHlal 5 sl \g
G slags sl 5 (gt 2SS 0o 53 sy U &
Sl 5 CokS o sd ol g b B

YA



7

\.

SISl Caxio 10 SN 2395 BB 10 O gl 4585 o g (o1 1y

oA

e ]

Slol

S Dbt ey 528

Lol

Spia b Bl GadUS bl 53 sdd Sy cowl 5 slezel

SOl bl )l 5 a3 sl

Sl See bl les <=Ua_:

OLS S 5 Shas jsome (5t bl 5 o pe

Sl slaslibinl 4 0w,

b ol (s aal

S g g ke ol )il

(6 e &g T i b sl Sl

\ﬁ‘)),il.o&

ot 5 s Sl s

s S 5 S e (5P 5SS Sl eslinul

GASSL s sladde 31 sl

CuUl Lﬁjﬁt‘é )\ oalaiul

(Gamification) (g3l 63U S5 5 eslinal

R SASSL s AL 3 eslanad

S esls

thfl&)bﬂl}u&;u:ﬁ)lé;o)@.:

S g s ol s P8

OLSLS gy o s

QL:S)SLSJJ_Q 4.!...»}_7

OLS S g 3ldadl 5

OLS,IS o301 il

OLS IS il ol il

OLS,S Slosla has il

L.)L'S)lSLg_)lS.L;)) J).:.@.:

LU alas 3 LSS L2 4 4 8

Olton w5 Ol pke b OLS,IS Jolas 5 50

S bl s SSL s Ky

DRRs (S35 (6 S S

Y4




r

Yo 03k 18 6395 /@i § ot Jlos /10 ) a3 5 /DL SIEEINS [ S35 (S oty sole 4 2]

kBusiness Strategies/ Journal of Shahed University/ 291" Year/ No.20/ Autumn & Winter 2022-23

J

PHEo

e ]

Slol

bl Slawass (6,8

QL'SJIS Cod 9 g e TP LELQU;’J}‘T

G S bl

- N W G WP GIES B

Ob i Ol g baanal g bl

S 3l i

SN PPy PG PR

& e o8

6 e | sl s Ll

O it b Jolss o i

OLs LIS (g alb vﬁulj

S Jolas

Sl e s sl

odes 5 J 58 4 SSL g

S b bl s e e 5 Sl

St ol S g o Joe

Ol e Gy (Rnd pde

Olael 5 dgas

611 6o

Jdll 058 Ol e o5

555 U e A 5 i

Pl el S

sl bl @S

sl (aslls o (6,1USSL

6%@2‘.};@{4}g_).)s}).)M‘)}]f}@b)&}du&}))lé;aﬁ

S e b oLk bl

Jmﬁdl})béf.d@s)w

égséuéﬁfﬁ@)aéwgs)ud

S 53 Jdaa sl

Sria S 3

Ob il (53 5 nd 5 sl

Sb s o G

S OBl Ole ol s

SOL O350 5 gmme s

Ob i S S5 SO sl 20l 581

S 5l Bl e

& s gaaias t‘f\ ol

S e Sanl g2 ol 550 g

Srive b

6o AR 6 [Cena™

Oledst (gl

Sleds ol gS)) U:’))‘

core




7

\.

SISl Caxio 10 SN 2395 BB 10 O gl 4585 o g (o1 1y

oA

e ]

Slol

Sledss sl 6)) Ca-:ﬁ-:s

Sledst il s e )53

Sleds 5 eslanal & g

S cbods 5 VSt eSS

Slods &l 6 g

Slodst S oSS

Slods fljlajb 6)_51}3

QLAJ;- DL J’.’.L“j

L glagysld G b Sl ol 5 i SV e L1 5 Gl

QYW‘}CJL&J} f‘}‘b BE UX }UI P.:ALM )l oalaal

Sladt gl el

L oleds &l calises glaJUS 51 eslanad &
g B S D 2 ned

kst w55 Sl slas 5o 0L 5 Shas iy

Sose sladlls s sl &l cuss

St @) GBS s bl 3 hals

s UK 5 Sleds il ys ang 5o 1SS ple

Sl sl gladlls 5o 5 Shes

Sledst il s €K;A 55 il LU s ol als ot

Sledst 6l Ul s bl )|

Sledst &l ladlls i 28

Slads &1 JUS o 28

LU ala o b 2ie sl Sl

Sl &l gL Ll 5 b

JUS o s (g i s @ O3ls Coanl

&1l Jus 33 ok Sy ;J)bﬁ

Slods

s Sl sl 5 b Sl

LJUE Kol kS

Oletst &l ladlls 5y Slaiy

N9PAS [CIge ST

S b s sl

G S G5l (el

Aol ool b peled blE o~ b

6}“”"}‘*“&"1’

Ly e 4y S

s ks Ay il 4 e g

Ok i as sl O pls bl sl

BE .L.LL_J)}LJ.L%LZ? u)l}r_'v' a.kS.)l;;i‘ J.abf— Cy\»é\}&lﬂ:u

(S

S ol el 458

2l

A4

iy

&)




r

Yool /100598 /@ § S JUo /1841 Ol § 3wl /ol olL1 [ S67 55k (Sbd pidly solde 4.3):3
kBusiness Strategies/ Journal of Shahed University/ 291" Year/ No.20/ Autumn & Winter 2022-23

J

oA

e ]

Slol

L S3 s G s K p S w ar g

S SUsys Oyt Bl L 2als

Spin slasl 5 s s

ol glaass G b 5l te b bLS

O it il o s JUis|

S s ol Lo s o sgdo 4 fos

She Gl g o0 4 juamie Ol Gl

Slesbe gl plad 53 e S Sy e B2y

Bl a5 G SO s Sha 3

S fn 4y 2es sLasl s SIS

by S cms OU e oo

S| PR I lag 18 conlow

e cla il > 5 ol

LUy galasl IS 56 Jolpe b cxlis

©3lasl IS Lol L5

36| o € e

Hello Jol s
ol s Sl ot U a5y g s
$5S BB, L s oKl bais
suB, slad
By Loy G

S 3 Lolb, sl S ol
(0]
S 33 (5,150 5 sl S ($,15b F‘

&I{A{JJNWIJ»Q@,?L;J;L)J&LAJ{;Q\

S k7 1SS

Olas 4 Olas s L;L:u).:l

Srin Olas 4 Olas Ol

e

Gl Glipar 5 (§,S At (Jda 4l ol i 5 s 5w deedls (65155 5l e G Al s
IS s g Je LU gduai b A A 3 sdel S 4 slaesls 3 ge Cund o b Jyl 6@); A Al

RGO P WA M‘b\\
C,qﬂl.@; )Jja.\_..':: LQJ.T_M..A nUJ>J bl}H‘MJMJjSJA &Lhd.djﬁ .LJUSTJ:SU leds n\jb‘ LSLNJL’[S}Q&-’L’ uy_,_..a;u}

sl 1 (g i Olas & Olas Sl 5 (5l b 2 LSS (e (5lal5 o e ulio i pladaly (6 e 4 25
g SIS G Jel gl S 2 5 s 5 e Lol e e 5 Ll e

£y



[5)!.\2“3 i )0 S ®395 GBI 10 Ol sl 4585 o g (S5 1y ]

¥l yailed g (Slin gl A sl
ol o Lyl D

wllallon elge

B sl

oo B

-

eyl 3 5Bl

abluyi g abe

e
-

o ittt 5 eiglei Olous- (S K eyt caliy

(=gl weyiin cezlolly

-

Al e Clais bty il 4 e
Lrlyadee 4+ ol plas e (S dy SRS DL
alasel g Coel Olans il oatt B
slacly ags [T EXEN VR IPY e /
st . o e ds o
Ll Jelge Sloas- £l sl JUb5”
Gyitn iy 3 Olilun! % e et 5
e Bl s i s olblil & L
epite oy 4 — e —_— yite gl lid e
Dled
Gpdely Juls = cegite oLl 3l

Silodis il B oyn <

Cilads aily! JUlE 3 las

(a5 3 s ol g ol i e iy &
Siloas

e ey B eln JB 53 oaderya gl 4

Eyrhnil bl

iin by #

it b il oLyl

Sileds 4ify!

(Riagn el ame) Ghagn dae ) JS

S5 A 9 axy

A el (STl s 3 6o i U s 0L te o Sy ke SN Wl s b sl ey
Sedd ey 4 S 515 U0l 5 ey s 55 et Slalllas 534S olld plalicd Jalse 51 S Il sl s
.;;ﬁ¢a\,ld@@uj\a;ﬁg\>%w

e sl 5 Sl s iled 5 018 Olesle Ghge Sy e cdgnd LT (ITAOOL 5 ks Slalllae il
ol o3 Slaslw day s g belse S b aS ol 03,5 A 1 0l e b lad e (la 0w 3350 S5l o3ly 0 L
Sl Gl ladUS s Slaty 5 Sl o Shee i slaailge (iash mls bl a)ls Slses J2ass
Dylas (VoY) 0353 51 Slalllae ol 53 pge ol lild Jool Slodst 35 JUS sy 53 138 56 Jalse Ol e
3 e Bl 3 iy el a5 s Ly e Sl plaadlse U e e el 6 5 (T419)
Llazs S 513 ol sy (VoY) VS 5 S andllas (g g

3 s ible el ols s Sl losl 1) L a5 a8 (Y00 4) O 5 ST anlllae il
ol Gl ot Sl 5 0L e a5 ol oLl s el Glaadlge so ol s il Ll e ol
Sl S8 Olse a6 e 4 e 51 OTAR) (Ll 5 bl Jrass 3 ol ses St &1) o
Sn S5l sl 5 Slal () pols G (o 5 l5 Saadl g o peast 55 ol Lash il b e ol Sl
il on (SIS Slag Bl 5 gt 4 2SS g 3 ) DS 5wl

Ogmad Jolse o) s Ol @ U185 oo i Dlallae @l:.?): sd—d Syl gladde 55 () Sde 5490 oo gdle
dl;.éolw::ulé.&;-@jj: JUE s Sleas @1yl 5 sl o SSL W o3 s ool sl | (SOL s o jed sl 58l 5 o s
Ol mia b a0l ulen Go b 31 (SOL slaaysa 2als (STL 4 0L mie (g5l Shal 33l 0l 2ie slazel 21531 (S

£y



Yool /19 0590 /@ 9 St Jlo [1E+) Olino) § 3wl [l olL18 [ S5k (Slvd pdly oode 4y 43
Business Strategies/ Journal of Shahed University/ 29" Year/ No.20/ Autumn & Winter 2022-23

i Oz 53 45 ol ok €yl s saadlge Bgb Jelge b nesdle ol tass dde s bl Caes
Olzel 5 dgaiilacstlo s Sy Cu e 5 Sorel : Jald el ol 4l 1y 208 b oty sl Ll LT o s 5b o
S s 5 0 Dlodt L1 GJUE Slidy 56 5S35 (6t w28 (St 2l (S (S5 03 8t B
(S xS slaatdl 5 S 5 (SOL s sadUlS sk s (6 2o

133 5 o &l 5 6008 Sblgdy (a5l ol = ool aslsl

5 Whltecs e 535l 5 Slaal (o pale G i 5 L LSO Ol pike 3 55 e slgniiy Slasle Jals sy o
5ol OBl a3 0L s 4 s 1) SOL el (i 0 25 o e b o e slacnls 5 Slal oy 55
rbis Syso w5 Olesle A Ol pde w0 b LS GAS Glas sl il 5 g mie 4 550 e duled saen Ladali
Sos=e > Kb s slasl e giluesly 33 0l wquamK}J‘SL\j}&uﬂ C e ond L) o5 LAL
S e a3 85 (6351505 (S opl by il Lge Dledst iy 5 035 lie Ctles 15 LS 45 sy dal i
1) Cilsn SIS 4wl a5 cmlin a2 (el gl il Wi w55 SUS s Ol e
ol bl sias FalS false 5SS Olse 4 S S pde S eimmed Sl Al 5 Ol G (6l s
ot PSS b s plelid (ot paasite s L 8 L s g ge eSS R 2 duli L
S O e S35 S D bbe S 3 S 0Tl s S 1 30 Sl 5 S S Sleds 34
JB (Ll Gadll pled 55 0L e gl &S g omlor Dl s ol 5 alolid b ol SSL & ol (6l
sy 055 YL o5 Q{l):)\.lff_j‘\: Bl 51 SSsls 1 0L idee 55 el g sbazel o sl s aSb 0 0515 &
el Ol pie (L5 S S

Sled S s Sl el b SOL (55 g (e S 1l 4 Coed Al 5 e (UL Ol e K03 (55 |
a5 St et S e bl J s Sl b 4 5L S ) s Coles (gl a8 Wl (g e
5 Obwbl (gl peoman Al Gy SOU 5 el 3 g &ﬁtkb&ql:x)btgwlﬁ&l{ Sl glansl
L el o OLS,8 5 Shas jgme (i 2b3ol 5 o e & ol sl o SSL OB 1 bl 5o SE ol sl | coes
SIS olas 53 OUSE 58 4 5 b oty tules Sl glaa il b o line SO 5 Shas pllas i
led 3w me Gt elge o 58 30 Olge 4 OLS S (65,8 anw s 5 (Silwbial s s a5 s a0 SOL Sleds
oot & jaasiie 55,5 S 5 6oV warag L buly onl 55 oS Cul (65 5am SJUS 3 o yast 4 LaJLS
0350l Gl Bl 4 e el S 3,8 513 UL Ol e SIS g s Al gtsjts@»,&,@}c?wduu;wi
Jolad 550 45 5,8 Bsel 3 WL s S dals GLS S (658 Wisy s Culg 3 5 0SS Sleslu Gl 5 Culs,
S s 53 el Jts Ol e Olgie 4 QLSS L Ol ke 5 Olaslor Jolas 350 5,5 55 Il alas 55 Ol i L OLSIS
eSOl e o 0L jmte Syl 5 b, sladie o 5 Sladst 5 OV yamme & it S 5 K55 Sy A 38K
O SIS s Sadie 565 e e S 5 b e i LGS A PSS S el b il e
L s ol 53 5 S OS2y 5 Jaome S U s Al 5 CUL (5515 51 sl 5 aol ooyl 5 G
S 0l (550 esls Gk 51 coles Gl gl gt ) ol DD Wosls Ll 5058

L, al 31 S o a6 piin ol U5 5 55 Sl 4 355 e slgeiyg ot liiils, Jolse da 3
AL e diadda 5 WS oy a4l Ol e Silslgig s sl als sl s b s (st S i
LUVl 3, 5 s LU 53 0L i b aS SLSHI 5 b 5l L s ) 50 40 (6 5 Sl 55050 3L 50 romen
bl 53 LS (g ol 5 (5l adS (il S5 ap3Y Al sl 6%“@;}*“*5@1‘“&5)‘@%‘@1543@)3
503 e Sl 0L e ol Gl sl U enitons DLy (ST oo lee Sl o ST g tile (6 2 b
Slid plla sl (il el il (ke 0l S5 Sl 5 slezel (sanlsy e SOl e 5 el 3G
arslazsl 4 e Ol it I3 5o lsedey 5 J 8 an Sl g 5 SOl Jl cadl v 550 (Sls Sas Sl

€&



[é)’-\ﬁlg i )0 S ®395 GBI 10 Ol sl 4585 o g (S5 1y ]

O R pde (S te b BLIT 5o S e 5 Sl s daly s Al sl SSLobls g el s
St Sl 53 5 Ol e a3 53 SSL el <)) s (18 50 2 SSL elenr| S e 4 Joe 5 0L e
s dalp BBk s sl s el ol Gt o low ag

Ob st SoligSS 5 Lo 5 Jmdll w0l 0L te oS g 352 o0 slgiig (BLI1 5 oboIL el a5
(Pl bl le LU s Sl sy 5 e o (Lol B L o & o pl et Ol 2t 5l S5
53 sl s adlidls gla i 5l el ul b pimen S OISG 1 s plan) glaaS 2 e iz (ol s
Ul (S Slagemal J| 5 L Slods 5 OV g 3l 3 1) 0L jtis S jLe mla (6 0t Sl 5 ol
S 052 53 357 SleMbl g &) e jEl SSL G ln 3w g ss o158l 5 L L 6 pie Jhon g 5 030
b oleslo iy Slom s loslu 0558 ot 53 L5l ol I L s esls il OLS,IS 0ls 53 am LSS S pm 4
S 5 Ol (S A0 5 Jlo (S Sy 03,8 B 3 Dl b 1y A ol oy L S i a3
Sl bl 5L s i 5 (e e pll o ls b Alg e (SSL oLobL OW e e as e
Oliiin iy 33 5 a3 ol st L OT LS s 5 dled i [y 360, bl loaaliy (o 2a
Aol s B &is SLJUE 53 0L i 4 o o e Glial 4 155 o

&5l colbedst by Co e Aol 58l Cgr p"ﬁ) Slodie 558 0 slgly SOUL OV guamn 5 Olodst gy Sy day 5o
3l b SSL Ol e (imen il wal 3 1y eslil e sll 5 Sladst 0l S (Shies yon 5 Sk (5
Jgmames b omasd laes S5 LI s SOL Olamasnn b (651K0n 53 sll emamainn 3| oaasd o 5L
5dade OV ame Al Gl e Sleds b s gosTs s SOl b sV a eSS s LS e
Jolss Kos 5l Vs a5 Cladst > b ;5 UX 5 UI ealis Sl asliul 5 L glags sk G b 5l oLz
(SIS i) SO slacsainsinss 5 Jo mlio ol 1 L Vamme [SOL Y pms (g3l olians| s SIS 20
bl b s (s Ol gmddls OIS 3y OIS 5 o) 6 e e slasls bl o b (S 0 5 oliatl (gl 0
s on ol (lalas (slags)sls 5 (IS esls 1 aslinad LT (slasli b 5 (2t 55 438

33 1S5 ps wlads ) il SadUIS 31 ealial @y sl b 3 5 o slgiiy ot Ll SJUS s o
5SSl 4 Sleas 1 adUE eled 5 LSS 5 Ses nils 5 calie gadUE 53 Sledst bl s an

jLaJUISQL:a‘“E“ Aﬂ.&«j\ﬁ“ AQB)uLwJ;leq(‘;;_..:\g;.ﬁ.al)jbcij\)s@T.sﬂwlsﬁ ladsl 3 Jals
s ol alyl gdUls by 5 b ol Ol il s rK;A):_éJ.:suéLmJUlSﬁ Srin gl al LB
JA\},GJQJJ‘JL&SJS‘JA6‘4.9)2-}9_..4@&)@\4)&%bed\)‘a‘ﬁdwd‘wbuébw‘
Sd=e @))5 6[.&()[.'[5).} QL“JT..MA ov\..;:&bg_))l}d 6)[..&4%)‘:&4“ uﬂj—&).} WLA C,\.;ﬁ.lﬁ Q‘_}bb.\.&b&)\ﬁjzsb
ol S
<l U 51 G a5 0L iie dlS bl bl cxtlia b (SSL Ol nde 555 0 slgidy (6 i 4 o day 53
Ao j‘x.!.ﬂrjL;.k;'-)g4.11_<.>_=;iw\_,;-uiﬁ4.3.4.:_-;3[.3.&:;;?@..LLJJTJ.‘..@gljrjvqu\ﬁldf_bélﬁoidjl_w
Ja{u)}&J)l?L?OJMSJlDLL\L}A\)PCwl}&buML)Li).:.-:.ﬁ‘\:}_}_b\g_)\)l};’;‘-;:l;h))\‘j&;}ub.xd\j:&-bfy
Q&Alsj&bu‘@ﬂdéjaj&l}ﬁ@}ﬁ4;.@)Jggbjuglsj\&wpéj:_&ﬂ@ﬁqﬁﬁwr}@
OL;J}?-AC,.LLQ:-}wU.Agjuéuw@)wlﬁwjﬂbsﬁ&ﬂ@_i'ﬁWjukﬁmJ.A‘_,,cﬂjg\.?.bu.):
Sl s = sl clie Gl 5l al (a5 35 atls 5 e gla 2l - s cxlis 4 (S Jg s
Qﬁé‘k;.:ﬂ-r\ﬂQM‘U.ﬁnlﬂJ:"j;‘-;ﬂLéﬂéuﬁw&k‘j‘u&l{ﬁéﬁm\)‘gﬁuL}A“}PJ:J;U&;}U)‘)‘}SL

¢0o



Yool /19 0590 /@ 9 St Jlo [1E+) Olino) § 3wl [l olL18 [ S5k (Slvd pdly oode 4y 43
Business Strategies/ Journal of Shahed University/ 29" Year/ No.20/ Autumn & Winter 2022-23

Sl sy (B am G 5 S 2, L s ol B o L Lt lesld 3 e
.J;G“L‘,;@.Ls\oijtwug)u;y;#ﬁwotﬁ,mwwgw)ﬁwu

Sl b sSde Q}A‘}C@Méjuabkﬁj\wu&t{jwlf& slal ol 5SS Sy Sbsleiny 51 Lase 3500 ol

)inLoj blqu..‘¢£§jl_:m‘).> d‘)bu}j%u) J@\J#&Lﬁv\ﬁkﬁw&%b%@)b%@ "’.')L?(i Q)H‘Uéb

..»jfdaJ.pl;-QLi);.i,a&JEJ\QLAJQQLAJQ@)&L?@:WM;J)AQ@-ng:.i.a

Az Lalid (IYAA) Ll Ol o b S i Some (55315 Olias S (b pobamen g ppobnl £ 5 a 05,5 )
EVFEA P\l o ingg ol Y pams 555 slaJUS

Ol oy SCL 16 MOl i 3 (5 idin (551305 5 (5 i 4 28 S e alaly ey V0V (G BIS (ol el Y
Ol oSl Olgr 5 01l 3 (k85 5 Sladl psle wig e Jadl (&S s sl Ol 5

slagrasy W miy Ul oS5 (s S DLl (s 5 lold (V80 ) oo ¢ Gl Sl T

AVe-\Yq g(Y)Yi ‘Q‘)ﬁ‘ BE K:A-ij-ih/\-‘

L;..ALQ.A » J”—)ﬂ J""_ﬁ"' WSy (\YA\) d.)l& ¢).>T ‘41)\4..»\ ¢c;jla.>; ‘J\:.a} J\:.w ‘Lﬂ"";- Slalus ¢dases ‘jjﬂ"‘ 0_51.::[4 3
AN LN S8 550 o e OB S as o Lae 5 S8 5 gldils

J"l—’“"f' Lﬂ}«j éuv—”"}f")f QL“J'I_..\..A 6"\"4@"’” (\i'\).lf?u O J.:GLQ_«:\ ‘Q\?—f ‘)La& Eo}:_.'.ﬁ ‘Jb v"iJ?” .0
BE LSJI—‘:"“ 4.:).>L'; LSLA.,\ALﬁjLAJ..:L.L_\.: 6)\......5.,\.& (\i'\) 4&.:.{7- LL;\-\J ‘L.ﬂﬁl.ﬁ ce.l.ﬁk.: [ U= LL;LQ ‘djx_.ﬂ UﬁJE A

AYVENNY (g K § glas asldaad, g Kis S Cmio

‘u‘i"b Sleus LSJ:_.;.A 4.>J>J C,..:J.:.,La JJ\» f‘)’o L(““V\) L;LQ gah\)' @Ju ‘L.p).,l.“..;- CLAJ.)\A.S_;-N ‘V.AA‘J.:‘ ¢L52A_.L> v

2 .L;SL: b ngi_mw 44),>v_7 g,q“ﬂ.a\.n ;,_».«:LA J.Le J»J}AT ;(\VQV) L}J'G w.)b' GJJ‘\_»&)J.:_A} cl:.’.lz:_w ‘V""A‘f‘ cL;'fA_w} A
YAY-TVA (V) NVY (el slapllas 53ty anlihad ¢ SSL i3 gal ol 3 bl e gla et ls

LEV=0YY (VY (S50 o e solilin s o

Olasailes Sliks Bk » jse belpe olwli 3 .(0¥48) dlaxr (Ko 5 el (ol ol £ ulie (ule )

BE QLLJS..:..A M_ﬁd Co pde ngfj\ f(}b YY) .L;i).)uou n‘-5>r.:.é fg.é.?]a L‘-;iuﬂ.l.-ﬂ fJ..éiJl).g‘ (S5 ‘L}.ﬂb ‘JL‘"H

€1



[é)’-\ﬁlg i )0 S ®395 GBI 10 Ol sl 4585 o g (S5 1y ]

308 5 S e 3 Gusls Ml o i e e Sl sl L s Shas (6 mie o5 5 S S
Q\;@;gim‘

e 53 by asllad (Olgiiwl o5 5le 3V 53 0L i 4 o bl 0T48) . 33T slail ¢ e« mlow Y
Ar-gs (DY bk

(_;LA.,\.\JJﬁ :wﬁ‘_gjl_.iﬁ@.bu)‘ g:,.iﬁ.,bﬂj:.:u .(\Y¥a9) Qb-jc ‘LSMJM‘J‘&?—"” f o ‘&:.é_A:M N
Glaspaly ede w285 (Olgiol slas! sl Olojlo o tandlas 3550) (55155 5 O i collsy ¢ Jtls
AAYY (VY0 (S0

Lguu—"“)_)" bl _ 23 ‘u"ki)\)k‘ CJL:.:J\ BL) QT o\i.ib- E) LS):‘—";““ 44)>J J.:bd (\YaA) e ‘LfUL > gause cQLiJw&u No
NeY-A0 ‘(‘\i)\\” a}_:l.;)bb

)Uﬁe)'j} E‘_QJI_..'ZA Agﬂﬁ S e .(\i").éy\y c&&)wu‘v\puguﬁiw ‘)ﬁjﬁ cL:} S, ‘L_mij.: (S g 90 AN

Nod-V ¢

‘U..J—;«-' ‘L54'§ CJLE.:bu— é;‘uﬁ)b Lodda ‘)—‘j‘}) Lfgfdjﬁ ‘(\Y“\'\) AU_JJA L&L?!’-L; fa.k.:v sﬁ ‘wgﬂ LJ—9L§)JL A
NN (NS (S el 03 drwy slapls

o Co e Je Jm...a (V) ‘;da_.m (83,9 Al 3 gasea gQL“.\w oA ‘Cﬁu u.':....:.).ab [V ‘J.é WU AR

AYe=Yio (V)Y

21. Agarwal, S., Malik, P., & Gautam, S. (2023). Analysis of Customer Satisfaction and the Customer
Experience in Digital Payments: A Meta-Analysis Review. Int. Journal of Business Science and Applied
Management, 18(1).

22. Ailawadi, K. L., & Farris, P. W. (2017). Managing multi-and omnichannel distribution: metrics and
research directions. Journal of Retailing, 93(1), 120-135. https://doi.org/10.1016/j.jretai.2016.12.003

23. Akbari, M., Asadpour, M., Karimian Ravandi, M., &amp; Hosseini Koupaei, S. A. (2019). Identifying
the Difficulties of Horticultural Product Distribution Channels (Case study: The Central Fruit and
Vegetable Organization of Tehran Province). Journal of Rural Research, 10(3), 408-423. [In Persian]
https://doi:10.22059/jrur.2019.250670.1216

24. Abbasi, A., & Beygi, J. (2020). Identification of effective factors on the acceptance of mouth-to-mouth
advertising on Instagram. Commercial Strategies, 15(12), 17-30. [In Persian]
https://doi.org/10.22070/cs.2019.15.12.17

25. Ali, B., Khosravi, A., Soltani, M., Fathi, M. (2022). Design of customer experience management model
in personal insurance, insurance research journal, 11(3) .[In Persian] https://civilica.com/doc/1606625

26. Bahrainizad, M., Asar, M., Esmailpour, M., (2021). Customer Segmentation in Online Retails Based on
Customer Experience and Demographic Characteristics: A Self-Organizing-Maps (SOM) Approach. New
Marketing Research Journal, 12(1), 69-88. [In Persian] https://doi.org/10.22108/nmrj.2021.130039.2519

1A%



Yool /19 0590 /@ 9 St Jlo [1E+) Olino) § 3wl [l olL18 [ S5k (Slvd pdly oode 4y 43
Business Strategies/ Journal of Shahed University/ 29" Year/ No.20/ Autumn & Winter 2022-23

27. Bashokooh Ajirlou, M. (2019). Identify and review the requirements for forming multiple distribution
channel combination. Management Research in Iran. 24(2).)Y4-YY+ [In Persian]

28. Bashokooh Ajirlou, M., Hoseini, H., Kord Naiej, A., Azar. A., (2012). An Investigation of Factors
Affecting on the Coordination of Multi-Channel Distribution from Manufactures Perspective. Business
Management 11(4). 1-18. [In Persian] https://doi.org/10.22059/JIBM.2012.28610

29. Becker, L., & Jaakkola, E. (2020). Customer experience: Fundamental premises and implications for
research. Journal of the Academy of Marketing Science, 48 (4), 630-648. https://doi.org/10.1007/s11747-
019-00718-x

30. Berling, P., Johansson, L., & Marklund, J. (2023). Controlling inventories in omni/multi-channel
distribution  systems  with  variable customer order sizes. Omega, 114, 102745.
https://doi.org/10.1016/j.0mega.2022.102745

31. Borden, N. H. (1964). The concept of the marketing mix. Journal of advertising research,4(2), 2-7.

32. Brakus, J. J., Schmitt, B. H., & Zarantonello, L. (2009). Brand experience: What is it? How is it measured?
Does it affect loyalty?. Journal of Marketing, 73(3), 52-68. https://doi.org/10.1509/jmkg.73.3.052

33. Chauhan, S., Akhtar, A., & Gupta, A. (2022). Customer experience in digital banking: A review and
future research directions. International Journal of Quality and Service Sciences, 14(2), 311-348.
https://doi.org/10.1108/1JQSS-02-2021-0027

34. Eren, B. A. (2021). New Generation Distribution Channels and Customer Experience Used in Marketing
Financial Products and Services in Digital Transformation. In Emerging Challenges, Solutions, and Best
Practices for Digital Enterprise Transformation (pp. 1-23). IGI Global. https://doi.org/10.4018/978-1-
7998-8587-0.ch001

35. Gerea, C., & Herskovic, V. (2022). Transitioning from Multichannel to Omnichannel Customer
Experience in Service-Based Companies: Challenges and Coping Strategies. Journal of Theoretical and
Applied Electronic Commerce Research, 17(2), 394-413. https://doi.org/10.3390/jtaer17020021

36. Giannoni, S., Brunstein, D., Guéniot, F., & Jouve, J. (2021). Multichannel distribution strategy of Airbnb
hosts. Annals of Tourism Research Empirical Insights, 2(1), 100-117.
https://doi.org/10.1016/j.annale.2021.100017

37. Ebrahim Heshmati, E., Saeednia, H., Badie Zadeh., A. (2019). Designing a Model to Manage the
Experience of Banking Service Customers. Journal of Marketing Management Studies, 11(21), 247-268.
[In Persian] https://doi.org/10.22034/JBAR.2019.1557

38. Holsti, O. R. (1969). Content analysis for the social sciences and humanities, Reading, MA: Addison-
Wesley. ISBN 9780201029406

39. Hooshangifar, S. (2022). The effect of brand experience on willingness to pay and customer favor of the
brand. Journal of Human Resources and Capital, 2(3), 130-145. [In Persian]
https://www.hureca.ir/article_149667.html

40. Houston, C. (2019). Customer Experience Management in the Insurance Industry, 45(3), 377-401.

41. Joshi, S., Bhatia, S., Raikar, K., & Pall, H. (2017). Customer experience and associated customer
behaviour in end user devices and technologies (smartphones, mobile internet, mobile financial services).
International Journal of High Performance Computing and Networking, 10(1-2), 118-126.
https://doi.org/10.1504/IJHPCN.2017.10003769

42. Mainardes, E.W., Rosa, C.A.d.M. and Nossa, S.N. (2020), Omnichannel strategy and customer loyalty in
banking, International Journal of Bank Marketing, Vol. 38 No. 4, pp. 799-822.
https://doi.org/10.1108/1IBM-07-2019-0272

43. Mohammad Shafiee, M., Seify, M., & Mohammadi, M. (2020). The Effects of Customer Relationship
Management on Improving Internal Processes, Customer Satisfaction and Profitability (Case Study:
Isfahan Social Security Organization Branches). Commercial Strategies, 15(12), 31-48. [In Persian]
https://doi.org/10.22070/cs.2019.15.12.31

EA



[é)’-\ﬁlg i )0 S ®395 GBI 10 Ol sl 4585 o g (S5 1y ]

44. Mohammadian, D. M., & Naeli, M. (2019). Analyzing Customer Experience and its Status in Marketing
Literature. Commercial Surveys, 17(94-95), 85-103. [In Persian]
http://barresybazargani.itsr.ir/article_36007.html?lang=en

45. Mousavi, P., Rahimnia, F., Mehraeen, M., Shamizanjani, M. (2021) .Customer Experience Management;
Trends and Areas in Research. Journal Of Business Management. 13(2), 502-523. [In Persian]
https://doi.org/10.22059/JIBM.2021.317302.4034

46. Nasehifar, V., Dehdashti Shahrokh, Z., Mohammadian, M., &amp; Kiaei, M .(2023). Customer
experience modeling with theme analysis; In line with customer management in the automotive industry.
Consumer Behavior Studies Journal, 9(4).23-43[In Persian]
https://doi.org/10.22059/JIBM.2022.333222.4234

47. Nasution, R. A., Fauzi, A., & Lubis, A. N. (2023). The effect of customer CO-Creation and Customer
experience on electronic word of mouth (EWOM) through customer satisfaction on Sharia Indonesian
Bank in Medan city. International Journal of Economic, Business, Accounting, Agriculture Management
and Sharia Administration (IJEBAS), 3(1), 296-309. https://doi.org/10.52403/ijrr.20220827

48. Omrai, K. (2022). Investigating the relationship between customer experience management and customer
loyalty in the banking industry: Refah Bank, the 4th International Conference on Management,
Humanities and Behavioral Sciences in Iran and the Islamic World, Tehran. [In Persian]
https://civilica.com/doc/1473777

49. Payne, A., & Frow, P. (2004). The role of multichannel integration in customer relationship management.
Industrial marketing management, 33(6), 527-538. https://doi.org/10.1016/j.indmarman.2004.02.002

50. Pereira, M. M., & Frazzon, E. M. (2021). A data-driven approach to adaptive synchronization of demand
and supply in omni-channel retail supply chains. International Journal of Information Management, 57,
102165. https://doi.org/10.1016/j.ijinfomgt.2020.102165

51. Pine, B. J., & Gilmore, J. H. (1999). The experience economy: work is theatre & every business a stage.
Harvard Business Press. 1st edition ISBN-13 : 978-0875848198

52. Quach, S., Barari, M., Moudry, D. V., & Quach, K. (2020). Service integration in omnichannel retailing
and its impact on customer experience. Journal of Retailing and Consumer Services, 10(2), 251-267.
https://doi.org/10.1016/j.jretconser.2020.102267

53. Rahimian, S., ShamiZanjani, M., Manian, A., & Esfiddani, M. R. (2020). Developing a Customer
Experience Management Framework in Hoteling Industry: A Systematic Review of Theoretical
Foundations.  Journal ~ of  Business  Management, 12(3), 523-547. [In  Persian]
https://doi.org/10.22059/JIBM.2020.292231.3718

54. Rana, N. P., Singh, A., & Parayitam, S. (2022). Role of social currency in customer experience and co-
creation intention in online travel agencies: Moderation of attitude and subjective norms. International
Journal of Information Management Data Insights, 2(2), 100114.
https://doi.org/10.1016/j.jjimei.2022.100114

55. Saidi, A., Chavoshi, K., Sharifi, S. (2022), Investigating the impact of electronic customer relationship
management success factors and customer experience on the performance of Iranian banks. The third
international conference on innovation in business and economic management, Tehran. [In Persian]
https://civilica.com/doc/1499095

56. Shi, S., Wang, Y., Chen, X., & Zhang, Q. (2020). Conceptualization of omnichannel customer experience
and its impact on shopping intention: A mixed-method approach. International Journal of Information
Management, 50, 325-336. https://doi.org/10.1016/j.ijinfomgt.2019.09.001

57. Sinha, N., & Singh, N. (2022). Revisiting expectation confirmation model to measure the effectiveness
of multichannel bank services for elderly consumers. International Journal of Emerging Markets. Vol.
ahead-of-prin https://doi.org/10.1108/IJOEM-03-2021-0361

58. Sanayei, A., & Ansari, A. (2020). Evaluating the Experience of Isfahan Mobarakeh Steel Customers.
Journal of  Advertising and Sales Management, 1(2), 151-170. [In  Persian]
http://www.bumara.ir/article_244126.html?lang=en

¢q



Yool /19 0590 /@ 9 St Jlo [1E+) Olino) § 3wl [l olL18 [ S5k (Slvd pdly oode 4y 43
Business Strategies/ Journal of Shahed University/ 29" Year/ No.20/ Autumn & Winter 2022-23

59. Taghipour, S., Awli, S., Bafandeh Zendeh, A., & Niki, H. (2022). Modeling the antecedents and
consequences of the customer experience in the tourism industry. Geographical Journal of Tourism Space,
11(42), 19-42. [In Persian] https://gjts.malayer.iau.ir/article_692387.html?lang=en

60. Taheri, F., Setayesh, M., Janani, M. H., &amp; Hematfar, M. (2023). Designing the Optimal Model of
Banking Assets and Liabilities Management based on System Dynamics Approach. Advances in
Mathematical Finance and Applications, 8(1), 95-115. [In Persian]
https://doi.org/10.22034/amfa.2021.1928525.1587

61. Tamilia, R. D. (2019). History of Channels of Distribution and Their Evolution in Marketing Thought. In
Proceedings of the Conference on Historical Analysis and Research in Marketing, 19(1), 120-138.
https://doi.org/10.1177/0276146705280722

62. Tiffany, Y. C. T., & Pham, N. (2019). Advancing customer experience practice and strategy in Thailand.
Asia Pacific Journal of Marketing and Logistics, 31(2), 327-343. https://doi.org/10.1108/APJML-09-
2017-0220

63. Van Nguyen, A. T., McClelland, R., & Thuan, N. H. (2022). Exploring customer experience during
channel switching in omnichannel retailing context: A qualitative assessment. Journal of Retailing and
Consumer Services, 64, 102803. https://doi.org/10.1016/j.jretconser.2021.102803

64. Verma, N., & Kaur, M. (2022). Multichannel Banking and Customer Experience: A Literature Review
of Channels as a Moderator. Integrating New Technologies In International Business, 119-130.

eBook ISBN:9781003130352

65. Wang, Y., Shi, S., Chen, X., & Zhang, Q. (2020). Conceptualization of omnichannel customer experience
and its impact on shopping intention: A mixed-method approach. International Journal of Information
Management, 50, 325-336. https://doi.org/10.1016/j.ijinfomgt.2019.09.001



