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Abstract

Aim and Introduction: In line with the increase of competition in the business
field, the importance of customer satisfaction as the most important determinant
of the business success of companies has increased dramatically. Customer satis-
faction is based on a combination of feelings and perceptions; therefore, the per-
ception of justice by the service provider has a potentially positive effect on cus-
tomer satisfaction both emotionally and perceptually. The price offered to buy a
product/service is the first indicator to measure the level of justice and fairness of
the organization. Therefore, many companies try to show their fairness to cus-
tomers by offering a fair price. Pricing strategy has become an important and
necessary tool for business management to improve and enhance the organiza-
tion's competitive ability. For this reason, it seems important to investigate the
most successful internet taxi platform in the country in terms of market share, i.e.
Snap intelligent transportation system, in terms of pricing and its impact on pas-
senger satisfaction in order to develop and improve it in the country. These plat-
forms use dynamic pricing to improve their pricing. Accordingly, in order to
measure the satisfaction of passengers from this platform, the effect of dynamic
pricing and justice perceived by passengers and its effect on people's satisfaction
with service recovery was investigated. Also, variables of trust, repeated pur-
chases and recommended advertisements, and their relationship with passengers'
satisfaction with service recovery were investigated.

Methodology: In terms of practical purpose, this research is survey-type descrip-
tive research in terms of nature and method. To check the model, a nationwide
survey was conducted among SNAP passengers, and a Likert scale was used to
design the questionnaire. The questionnaire used had 35 items. To check the va-
lidity of the questionnaire, the method of content validity and construct validity
was used; this means that the questionnaire was given to several professors who
unanimously confirmed the validity of the questionnaire. Convergent and diver-
gent validity were used to check the construct validity and the results showed
that the questions have good validity. To evaluate the reliability of the question-
naire. Based on the results, Cronbach's alpha coefficient was obtained for all re-
search variables above 0.7. In this research, the sampling method is simple ran-
dom sampling, and considering the unlimited size of the population and using
Morgan's table, the number of samples is estimated at 384 people. The method of
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data analysis was structural equation modeling with the help of SmartPLS software.

Findings: The results showed that dynamic pricing has a positive and significant effect on perceived justice. Al-
so, perceived justice has a positive and significant effect on customer satisfaction from service recovery, and
finally, it was found that customer satisfaction from service recovery has a positive and significant effect on
trust, repeat purchases, and recommended advertising. Overall, the results obtained from this research showed
that the dynamic pricing strategy had a significant effect on customer satisfaction from service recovery and per-
ceived justice mediates this relationship. The Gof formula was used to fit the model and based on this formula,
the GOF value (0.459) was obtained, which was higher than the acceptable limit (0.3), and based on this, it can
be said that the model has a good fit.

Conclusion: Based on the obtained results, it can be stated that the use of a dynamic pricing strategy through the
perceived justice in the Internet taxi platforms of the Snap intelligent transportation system leads to customer
satisfaction with service recovery. Considering the direct effect of the research variables on each other and their
proof, it can be said that improvement in dynamic pricing will lead to the perception of justice in passengers and
customer satisfaction from service recovery. Recommended advertising will grow the company with zero cost,
while it will be one of the most important ways to increase the audience in any company in terms of effective-
ness. The dynamic pricing process on online taxi platforms should be viewed as the funnel of a travel process. At
the beginning of the travel process, the customer checks the price and if he agrees with it, registers the request
and the request is sent to the nearby drivers. If the driver agrees and accepts the trip from the driver's side, the
driver moves to the passenger's side. The output of this process is the input of the dynamic pricing process. Ac-
cording to the obtained results and considering the competition between internet taxis, our findings can have
practical guidelines to increase the competitiveness of internet taxi platforms.
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