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Abstract
Aim and introduction: One of the key players in border bazaars, whose existence
and prosperity are closely linked to their presence, is the customer. However,
customer buying behavior has often been overlooked in favor of other significant
aspects of border bazaars. This research employs the customer journey map theory
to identify the factors influencing the shopping journey of customers. Customer
journey maps encompass both online and offline interactions, as well as pre- and
post-purchase encounters. They are valuable tools for gaining insights into how a
series of experiences unfolds over time through sequential, service-based
processes. The growing focus on customer journeys reflects management's interest
in enhancing value by improving customer experiences.
Methodology: The purpose of the current research is to develop a decision-
making model for customers of the Inche Barun border market using a hybrid
approach. This study is applied in nature, employing a descriptive-survey
methodology and conducted as a cross-sectional study, which was carried out in
two related phases. The statistical population for the qualitative aspect of the
research comprised visitors and customers of the border market. The study
employed a theoretical sampling method, continuing until theoretical saturation
was achieved, resulting in a total of 21 interviews. The statistical population for
this research consisted of visitors to the border market. After cleaning and
preliminary screening, 389 questionnaires were deemed usable for analysis. In the
first step, we employed content analysis to identify 34 indicators that influence the
purchasing journey of customers. Based on these indicators, a research
questionnaire was developed, and its reliability and validity were confirmed using
Cronbach's alpha and confirmatory factor analysis, respectively. In the second
step, quantitative methods, including clustering and decision tree analysis, were
utilized to examine the statistical population. In order to describe the research
population, 389 visitors of the Inche Barun market were grouped and analyzed
into three separate clusters using the Davis-Bouldin index. A decision tree was
employed to illustrate the pattern of customers' decision-making during their
shopping trips to the bazaar.
Finding: The findings from the qualitative stage of the research resulted in the
identification of 34 concepts. The classification of these concepts based on their
semantic and conceptual affinities led to the establishment of six main categories.
Since these concepts and categories reflect the desires and expectations of
customers in their own language, they will be highly beneficial for officials and
decision-makers in this field. The application of decision trees demonstrated that
by utilizing indicators that influence customer buying behavior, it is possible to
predict their return rates in the first, second, and third clusters with accuracies of
0.851, 0.826, and 0.852, respectively. This indicates that the decision-making
models among the three clusters do not significantly differ in terms of accuracy.
However, the analysis of customer decision-making patterns reveals that the
criteria for repeating shopping trips vary considerably among the clusters.
Specifically, in the first, second, and third clusters, the zero nodes correspond to
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the following indices: sanitary ware, trash cans, drinking water, product prices and
discounts, and road lighting facilities.

Discussion and Conclusion: The results of the research on cluster analysis
indicated that customers interact with various contact points during their shopping
trips to border markets. Based on these interactions, distinct clusters can be
identified, demonstrating that the statistical population under investigation is
heterogeneous. Additionally, the application of the decision tree model to analyze
decision patterns revealed that customer buying behavior is complex, hierarchical,
and multi-criteria. The clustering of border market customers reveals that,
although shoppers engage with various and diverse contact points throughout their
shopping journey, the significance of these points varies in both level and extent
among different travelers. Many of these points do not play a central role in the
decision-making process, which differentiates the sample. Statistics grouped into
three clusters confirm this issue. The analysis of the statistical sample from the
current research, which is based on 34 indicators influencing the customer's
purchase journey, reveals that the target population in the cross-border market is
not homogeneous. Presenting a single, uniform program will not adequately
address the diverse tastes and interests of all consumers. In other words, while a
standardized approach may effectively estimate the demands of one cluster, it
could yield entirely different results for another cluster. The results of drawing and
interpreting the optimal decision tree for customers through cluster analysis
revealed that, in the first cluster, the indices of sanitary napkins, trash cans, and
drinking water were significant factors influencing repeat customer purchases. In
the second cluster, the indices of product prices and discounts played a crucial
role, while in the third cluster, the indices of road lighting facilities were important.
The zero node of the decision tree for each cluster is assigned to these factors.

Keywords: Decision Tree, Cross-Border Market, Inche Barun, Repeat Customer
Purchases.
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