SBL Cope jlileuis 4 i

YEFO-FIFA 1 S xS bls YYOV-F+00 : ol sbls
Ve¥VD oo
ool b 5 (Shae b pube (doud a1)20 gl (b
S L JUE 5 6 e
bl oy dosmo (5 R e oF i aile
S
slcwd b il aslge 5o OU] Colsy o 5353 b i | Cullie disjlo lig y300 5 HE:-KY-S
Lo o5 gyl &l 4 psls Baind )0 cpl bl e (b sdate sla JUIS 0 Y gasce
slaar 25 elgil 5 poled bl «g pie yhuw (bl 2 (B95803 3 059> iz (sl JUI 5 (s piie
0ld Copde 45 (b die) (gytie 0SS, 4o Colid Dad o aBby bl g Cute
dile oo pald )l oS gl |y (s b
sl 00y plogl (gaudie il g (6 ddald (RS (209)S5 3,809, b oy ol 1Ny
Lodld (£S5 diged (g -Cawl 03 YIS 0 u;)u P u;)/ls] Ol ydie Jolis aioc &bl dnols
oliyie Jl anlas V0 jolaio cpss Bl oo 5 )15 ol diged o> (el (95 S b Ll
Gl 428 )3 i jgun
13 Geins b > e (glacslool s MAXQDA Jljile 5 Lausgs (53558 a1l5 b baaidly
LS ol ol 0 gl il UJMJ 3 JM—"] b U 0,5 o w4 Lol o5 W e V) goomme
2 dngy (Bgeo) slagsyldpcatll 5 Clllas Jimgh g9d9e b 3ixe Bres (35 Jol>
Sl sanaile oll gyl dlasi Jlas Sl Slol 3 oyt (W) sgle ) Gite S @ a2y
Slawsls 1 Lm‘_’j ooles bla g (g5t yow O W5
WoewS lpde g u,)/lj P L)JMB] sl bgs803 3 lalo (sl Llg o Jde o] :d)a;cbg;}
I ol @y il g cute Sl Cosl badymly (b g Glyide Baee cELS
235 )L,8 eolatwl 5y50 bie (slaay oo

VRN FNE iy gl VBNV Y e 2l gl

el ealirg el oy (g e 0aSiily ¢ S )5k Cu e 09,8 (S5l Capate (655 (sl #

Mohsen.Nazari@ut.ac.ir ~ E-mail:q( Jsiue stinnsi) ol ! (05 ¢yl 5 o8l ey e 28l (S )3l oo 0,5 sl **
Ol e 6 ORI (o 0SSl (S5l ko 09,5 okl



VP ) Oty AF gy 5t (0 5 Sy Il ¢ G5 S ppobe 1ol 16

v houd duny Lo ST WU ¢ 5 o puw § 6 pbin (hond 4o 35 10 5lgulS’

Designing the pattern of ""Customer Price
Experience™ Based on customer touch points in
multiple channels

Hanieh Fathi*, Mohsen Nazari **, Mohammad Rahim
Esfidani***

Abstract

Objective: Retailers need to take care of their customers and satisfy them
in the face of product prices through multiple communication channels.
Therefore, in the present study, we design the customer price experience
framework in multiple retail channels.

Methodology: This research was conducted with a single qualitative
approach, interpretive philosophy and theme analysis. The statistical
population of the research includes a group of offline and online customers
of Digi Kala. The sampling method is targeted and selective sampling
method with maximum diversity.

Findings: MAXQDA 2020 software has been used to extract 11 and 13
main themes in offline and online shopping, respectively. These codes are
the result of the researcher's deep involvement with the research subject of
the researcher's studies and notes (memaos) in the research process. Expected
guality lack code (11 referrals), in the offline channel, and pay attention to
negative comments code (11 referrals), in the online channel had the highest
frequency in terms of the number of referrals and based on the classification
of the purchase process and customer touch points.

Conclusion: This model can be very useful for offline and online retail
owners and business managers for deep knowledge of customers and
designing a comprehensive price value package that meets the maximum
expectations of customers.

* PhD of Business Administration, Faculty of Management, University of Tehran, Tehran, Iran.

** Associate Professor of Business Administration, Faculty of Management, University of Tehran, Tehran, Iran. ( Corresponding Author)
E-mail: Mohsen.Nazari@ut.ac.ir
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Keyword: Customer Price Experience, Exciting Discount, Price
Comparison, Multiple Channels.
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