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Abstract

this study aims to design a theoretical model of customer experience in retail mobile
applications. Determining the components of customer experience with an emphasis on flow
theory and the effective factors and operational strategies to improve the customer experience
in retail mobile applications have been considered. In order to develop the model, the
qualitative research method and specifically in the construction of the theory, the systematic
grounded theory has been used. The statistical population of this study includes CEOs and
business analysts who had a history of producing mobile software in Tehran. In this regard,
the sampling strategy was in the form of a snowball (chain), the criterion of sample size was
to achieve theoretical saturation and the main basis of data collection was in-depth interviews.
A total of 24 interviews were conducted. After performing the three coding steps using
MAXQDA software, the final research model consisting of 6 general categories, 14 sub-
categories and 86 main concepts was obtained. The results showed that the causal condition
for improving the customer experience is to address the user interface. The technical
capabilities of the application and the composition of the design team as context conditions
and the capabilities of mobile devices, market-related mechanisms and the recognition of the
user's story as intervening conditions affect the user experience. Finally, taking advantage of
the concept of flow, application testing, providing the minimum viable product and using
progressive web applications are strategies that increase the intention to revisit, repurchase,
and customer loyalty and ultimately reflect on the company's sales and profitability.
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4 Big data and the cloud

5 User interfaces



¥v V¥ “a5éo)Lo..5a‘Wo)5é OMJ)M)L'&)OMU0.0

cselatzt sla a3 Jla ol 5

YA oot by duvatia 3 ¥R paalsd Yo MA puoliod by (a3 Y98 prabuss  2Y0A oot Uy davatia 53 Y9 paalss 8AL5 5y 5E
1YY 1=\ =Y

Hootsuite :gawe .yl 3! 53 Yo ¥+ Jlw ;5 Loliws 1 03liw! duo yd du Ulo (Y) JSS

2 8 ol piia Sy Wlond s by g g lasi 6l Lol JUIS & ba il bbga < 58]
Ol sk late | imgdy ol 1 )5 (e B Lb5y] 0,158 e b a5l ot o3 )3 (s tie o5
Qa5 gy 595 3 Bme (ol Cupgone b oadplonl (L3 (slaiy D9 on 5313y g909n (] (e
o) 3 Ol 4l oy 89y 2 S @bitmgg (Jl ol sl 0nd 3 jete (M (slabams 5 ol
OB B pae wlpen il gooliiws cuple 4 dag b )l dgume il 0ad S yate olyen ()l
ot ol 9345 s s o anlse b5l (ol (gl (slie olSzsd ol g (6)l8 Lol byl Jlo s
Py (29,8 s pisSibl lge 53 (s pbie 405 p Slgi e 5%e (b2 )l & Cusl cpl 9 o0 ke
Sl 4 (ol kel AT L (g ynte 425 )5 Juo (Ab 505 Slo 4 b 393 &y

2 Olesd Cypde g bl diej )3 35 oyl le cp S ol S (S plgisa s yiie 428 ol 0l
&S e S > (De Keyser,Verleye, Lemon, Keiningham & Klaus, 2020) cuws saudigy (ouS
Lb sl a1y oBus cpl )0 (Slyss sbwl culils g )S wops (535 dad (ommen (S9iS pas sladlyg,
bgiye ol &) (g yndio 125 09> 3 & (Slysd (n een J (S0 38 S5 den ul Sl S8 (g o5 iy Jlai >
ot 35 plien g 033 M 5 T GBS S5 oS ity 5 SigiSI b ) &
94255 B Ngy 5 e oo 5 LB o a5 amd e olis Klaus (2020) (sleaisl, ((Manthiou, 2020)



e P9 3 Gl (pteSls s ligo 53 (g pclion ay2 (6,15 Joo (2Mb FA

el bls ol als o plol cp DT & ygmas |y 365 (slas 3 5l (lodes Lisw ( wS'e) )b yide | ordy 4 g,
Lo alus Oy wjgyel (Klaus, 2020) cul olligyd j» cloas cdly (s ayos 51 bl
O it BeSs b )3 Lo ogejgy (S5 50 Jhuswd claceygld (Siued jeis cila) 4 005 e
iz MelS by g (S5d Tpuasein o8 ol o s sl 25 ol slo Sig Castelli (2016) slixcl
Wgd o Bpan pogw dive) & e &S WS (0 plEdl ) = (58 g Jlomd —oleagd Sl Shy 4 s
(o Jiomd o5 (plply (sl Jioms 9 (Soid baaie; ((S35) obj calus ams o7 Jluoms
sl jelaie 4 e b LUl pas (Batat, 2019) s aalss ST sl Sl j3 LS 8 sl (53 oills
wlie a5 plo ogas > glodyins CleMbl leiias 1) cal Lol anlig (oMl 420
yolaieds (eddaio p T (ela JUIS a4y sl (gyido 0jgpel 4 sl dg3g0 b 5> dwslie g
Mohammadi, Nematizadeh, Heydari & ) 5,l> awyiwd )50 b 2gs Ldle 4,55 (5,138 il
) b g eased LY & o8l &S sis die3)a8 ol Il ol jen el glaelSuws (Safarzadeh, 2022
M o B amddrwgl ol pad 4ol laolKiwd bl drwgi g (o yins Loy Jloddy (A8 e odldiu] lmdi
asbyy Sy Slgicee S blige Ko o3, 3ol 1y (1 b lihbse sosls b3 &) oriSibl bbse 5 s
2 ke iS5y Glsisd e e 1) ol bLse ((Picoto, Duarte & Pinto, 2019) wil’ oS 5 b e g
3 il plSin 5 e g b ity 3 ejgpel Joolh b s (SogpSl &)bs
Lad olel aSboljl (McLean, Al-Nabhani & Wilson, 2018) 16 g Sl @)bos )3 ol Jibge
Shobeiri, ) cusl odd )by (g e oo d3y00 S guls laisdy dod (g5l0l3g 5 ddore &y )5 uad e W05
6 ks 4930 y90 1L by b b3, sla JUIS 51 S5 leicds ol bLse (Mazaheri & Laroche, 2018
5555 Salie 3,Skas ¢ g8 bl I ased bl 5 olyen 1 clagysld 4l &) drgi b 15,5 3
a3 oo il by (30l (695 Ko Byl il \uS JeSe Bb g opl &S sy o S5 i
Aol 45 w3 g Sletdiy (658l S o0 (R M e S L) 3g25e slapyitly (e oS
Lalgd CaBgio dgvg0 (sl gyglid aie) 1 1) 393 Malas byl )b yidie by s (laiby yiuwn G Sl
Sl GBAS G pme (Bg ¢ e lgicds gl canday |y SleMbl lan was pyah b ailgs o 981 1) 3,8
Srido c8g g drg conlpogMle Wl i gl (ola asljg) Byae S oo Ui iyl Gok 1
LT el 390 95 il €8 58 K il yio gon b gib K slaily Sloguas 3561 31 plls el S9aca
sl gysld o iyl (Wang, 2020) sl Jos ail)lidsn LU sl ST was pyad SO gl
3 e g s iba a2 )y 025 W)l (39290 JU cpiz pléal o)k 51 (ICT) (bols)l 5 (Sle]
Gl 00 e (w5800 > Caxino > oMa] & ) Sden JUI o]l a4 dUns bg,800 5 (o351 il
2D (S yuie Ay walisee dLmJULf )'| Joo (P JLa.oHJ L;Cl.m>‘ L;LMJL») 9 ol)o.m u.d., dl.mliz»:

(Shi et al., 2020) wlo>)S" Jgzcio Iy 9,803 5

1 Phygital
2 Web View, Native, Hybrid

3 Media displacement theory



¥a V¥ P9 a)Lo..fa‘w.Qjo)5é owdﬂ)w,uww

(& yto S Mo iy Calises slal 3 Wyl Lilise 51 odlisl 5 5k 5wl )y 4 Wang (2020)
Jioganios bl ol il & gl 5 iz ity s Moy OMels Jliaglyie
2 JoSe g st 136 Sl e <SG 5l ezl 5 (Bydy o 2 Gl (g yde V00 e+ I Sty (Pebslial
3 Sl opl )38 o oo il (o ynitie sladinin p Cpiomen )l Sliks & Gl ¢ ppiih s 55 @l
McLean, Osei-".cusl ydiws p «acsu pw? 5 Kdlyp gly g sl glite (gyuie alisee slaog,S
& Connd (5,55 48" W0 el iy opl & gy ;3 Frimpong, Al-Nabhani & Marriot (2020)
2 Jglas dx gyl 5l pglie eolaiwl b duwlie ;5 oli)l8 lawey adsl ol oloj o &KEg,8 slac] bilge
o 3 slS (Slaglds (pglie odliul Als yo g adgl (0% Al jo) o 1 53 0SB a0 FYF (o)
e Gigh (nl Ngd e Fss o) CubiS b (il o)l § (3 0l syt Jltaglgiea ol LS
Lol ol g5 BB adgl S0y alo po )3 Ol s s g0 ()55 (605 UKD ) (585 (gl lomi o' 8l
93 5 50 5,55 (615,80 50 0B )3 (ghiedgu g kil Cgpuw yricmed o dog3 B o3l dls o 4
Exb90 (nl (swyy 4 dwoh , Japutra, Utami, Molinillo & Ekaputra (2020) .cus! )55ls as e
e WolSdg 8 4y oyl (5 oldg 4 Wi oo (RS 9,8 Slac] bilige pogad 13 IS 428 @isSy oS wizsloy
Gl O] drwgs 48 amd o L5 gl b (yglaes (48 YIV) 39l )3 (o yhai 5 3oyl 1 lmosls 33,5
9 Lol 395 4 s (45189 5 uld (65 IS 4 oo Kl oo kiS85 ol cul | eun o ()L 3035
S bS5 )5 ST 0,00 Gimghy ol )3 dpdiee e 5 olbgBed S Cud (5 )0lBg 4 (imen oS,
(>hb Jieglgisd) pids g Oliz el b pbol wile ol Blil 69y » 1) 39 55 505 1l (Log 03,5
5 ool oolizl aylps jo ) b sty s 1y 38 ol (sla S 5 03,5 35 jete (068 9 ) S
(el 380ae U i) 22l ansls labl 15

ol blge calise glgl LI dlsyy iy opl oy 4 van Noort & van Reijmersdal (2019)
SIS o 8 A B ble 5 U lagesly g onsS e b ssily (T slod Jtelsisa
i il 1y Sy gl IS sba ol e &5 by ol eauSeS s WY L bl 2 )b
5Vl o o 8 o Sl o8 o 3 53S0 g |y 551 (slaginly ) 65V e 15, (15T gl
a2l Jilge (B ls o5 A8 o (g pSens o] 253l ap |y ()18 Pl (ol (slaguly 5 ) )
,» van Heerde, Dinner & Neslin (2019) .25 jus 395 ueS Glial b sl |y 265 slac) sk
Gl dog cpytee @ plyde jl g phS 4 (2S5 Ol hlge S 45 w0l Fuly (hawyy nl 0 (g
Sojed sl Ke 5y aST Sl a8 ol lis (gyiie PV rawslaidl Jdodad o0 S e Cedd
Sl Blge oo 311y b i clodgy (T oyl lais o8 S it g LS e (555 ol 8
e (29,8

ol 505 oSl ibge ) o0zl tuad 008 s Jolss sy 4 JeON, Al & Lee (2019)
(0 el o Slas sl sl yiito ;5T 05 (6,98 3l odlatl g by S ke e oS LiagR
by 1y oSyl slatel 5 (g (S )Uha) (5053 (s yiba (S5l @S S ulyd chasle 3G

2l s s g b 2 < liwgd da il 09,8 ¥ 4y Gimgs el ) Sl bbe (S (b manddi 4 0)L31 )

2 UTAUT



e P9 ) Gl (pltaSls I s ligo 53 (g oo 4y (615 Joo (2lyb O¢

Hlasl &S ol Lis gubs ol H18 w1350 00 pnn TP (ldiges ;3 lgys 9555 slp b Lbse I ooliiu!
st 925 lyt il dilige 51 edlital a5y 0us STyl slazel 5 (e (5pglys 0SS Ll b 0 Shos
4S5l b L5yl 31y 5o joy po 5 o S LT &S eIy sy ul ooy  Fang (2019) )l b
Claal g pglie oslitul dad p oslitul 35, Cute il addlas ol wilise mlio ol p 3 505 b 93l 0
S el ol bles 1 (spSo e gl wyp 4 McLean et al., (2018) .S o a3b 1) Wy 4y (5)bolog
Uil 4 basye (sloyuaie a8 ol lis oaiS'eS b FYF b oxiylal 5 e (gladllas iy g yB0 5
Wbl ol o 5l iy 0bS ) a9 0diS ) (gk0dgm 0 i S ) ool Capaw iz 08y e
Sy Lais &y yoio 4 31 3t O ol )5 Ol ealial 8 5l 3l ol s )8 (59,8 1853 53 el 5o
o bl o Blige 5l osliel (S35 alsye 45l sy 4 Frey, Xu & lHlic (2017) .3ss
a9 )1 253 olpen ol sSiwd 3 8l &S Slacl sl s i gl 1y iulejl Baios cpl 5590 VFYD
Jolss LT a8 255,S" w2 Alnawas & Aburub (2016) s> oo a5 dyld (S )] (Jad 555 als po
DASES 5 YOA Sl o 2 (stise W] aalllan 3,05 5 0y 5 b g (e ol 2 ol by sk 5152 b
Wbl (gblie 5 pazul pledl ¢ cloin] 540 (6 S0l im0 &) ) Cuie £ Hlox ) &S ol L
23,5 w)» Pantano & Priporas (2016) .58 o b 35 ad 5 abercd cblie o cpSol o5
YA o9y p ol S adlllas famd o pusii |y B Gyme 1y 3 15y Colyads il ds (g0l digSs oS
w32 )0 (e o «Dlld (el e bl hilge | GBI S a0 & dw) domS cpl 4 oaiS eS8
5 ool LT a8 sy oy opl owyp & Bellman et al., (2011) oS’ o ool gols 13 40y55 4
VYA 9y 52 o0 JyiS (sladlbe )l> 536 (gt o3 0ad g B0 &) o ()55 2 g sl blge
1ty Y guasro (gbiseiond 5 ki yy &y Cnmd byl 3,55 5 siste 5 Ol Jslige <S5 oS ol Lt oauS e 1o
odliwl JuaB WS> oyl )y & Mahavarpour, Sajadian & Haghighinasab (2019)  yizces 3,0
gl ctlenl (5l o g ol lagl gy domts izl (6,585 )5 (slacl blse 5l Sl ol
ey ol Ol bbse 31 B ool Cui g b b it L3I )3 0085, s1ylb 5 0030553 Cgps ¢35
0390 ol (5 iy (K39 iUl )l )3 we (i Olsisr Ol |y ol g STl sy e
McLean et ) a i g Sl )b 5 ol blge jl oslital plSin j3 (sytie a5 3 5l Sl Sy
Syda 445 p e Ao Xz Bpo gl 1 o 393 0 030l ¢y 330 Sasig; 2 (al., 2018
St 425 3 S Sl als S (caaiod 5 lulid jogas > sly g IS oy & iagly 5 45T
393 oy b canl (3 )3 (S9iS gy I s Bl il aiB pdy & g0 (2IR59)3 (sl Sl Rlge 5

Llos ) jeSde BIKS 10 p el cas yo |,

AR5y owlnd g . F
iyl (2G5 (glauiSil bbse )3 gpude wps gl e &) Jlisay &5 ol iags
255 oo )18 otalojl ud (slaiagl s 53 5 Wmodls (591,809 jlas Sl g 2948 oo gmime (638 52kt
Slodly () jl ke calo )3 (ol jebar 5 (&S B (By) 5l e (290 9 SiRg dliue 4 sl sl
b siepllas 5b) slizesly (6)95 4 o Soglitie (ool S92 wé e ol odlil (iepl) Sislatis



o) V¥ P9 a)Lo..fa‘w.Qjo)5é owdﬂ)w,uww

ol » bl Jsol (B 5ol TS sl )b 5 55l ouslynd b imysS 5 peglytl’ Silasuns
LU eaplie oliodls adlllas 5 (3% )50k ) 5jlu e a5 5> 38lg5 o g B aius g dod 45315 3g3g g,
Vil slamlio Jdoo Y 0ad )l deng9e Ve adgl awyp wlelp (gl Jae Sl & aodly o ]
ashad s D b &S REP g &8s 5 Jdodigay 150 ¢jarls Je pedlae gla jasls goomine o aosls
Mgy oyl pdiges Yoaisl ausly oo 4l ) Al U 0gd duslie Kolatume jobds g (ololid ol
Al W9 od (Syglaen oMbl i i 5l anly b aiges SO Lolwly slisedls adllae 55 w5l odls den
g oo LS)I)SJ ‘5)13)_34\39@3 Lm"j 3l Ngd oo )IAg..\f. ool el Jdodiad o b S &k o] U»Lulﬁ
i iy b ol &5 orlao g o) ol anogi 5 (3915 (sl Lo jl 4 g by LMl gl
(Walsh et al., 2019) 355 0 Colia cwind 0 &)
5 Gros dlas jl g Cul odd ($pglaen 5 oz e anlas b jl sy polbs ingh 5
piline g ) Slixs] cunle A4S imgh aSbuljl b oolil edls (gyglaes Hlpl cpp kol olgica
5 (Sleserss) (mellS ©y50t sy ol 5 (8 S 5gmd 53l o ain sl (3900 o 5
L dolas i Sy saanlas 3 a5 Lxo (pl 4 .Cuol 039 (g,ka3 gludl & yduwy iges 03l0] S
e Joli o imgh ol o)lolansls guis Lol (chas ojlo b (asls a8 cdb adbl Sloj U (o lolaxels
layliile i adgs ddsl &5 Soloygasl Jle (glyo 4y sl (o l38le 5 slocS yi HI8 g o, Kl 5 Jole
S s i S blge ¥ ingsy 035> cibaia (slinl) > canl S5 1 55 sl 1y g
€8)5 )8 ke (oMbl (45l 059> (oriun )l (paass culucs) loms Gl 4 WA Jlo 3 Sl
G 4355 &S (6)5 gcnS 1, L Bl 5 5 S i g pMwl Y o cSslaiim 1105 )ke &S
o S ol 3 IS gy b oS o3l 5 a2ils | (Sl Blso dmogs 55 S5 )
b a)l58le 5 eSS s o 8 s Culled b i wsdplsl slhanslas 4dS 0 0 pd Gy dnlas Wi
L odplsl anlast¥ jl ggecne)d 13,5 Cole)y hlige 38l 0550 )3 soan 5 Siloyedl Jlo lyod 4,
iy bl S aiges sl gltl 4 ax g5 LI a Jols s el Bl anlas ¥ by (5,8
5 b gaidsho 9 (3l pporde oy «)lea)le g sl &g (giluodly ) aslas
L430)8 asiie Y sie g pedlas 5l (sl o S e Glusgad § estie bl ccupplive wlwly uw
Jalo53y90 MAXQDA l53le 55 31 ookl b osds 6 5915,5 S (slaodls g ol 0as dnline HaVF b gg00me)
it 1 ol (351555 iny sim (olss ) inbl g (sl (i (oly) il pliien 1285 13
15 el wleladl oyl (Creswell & Miller, 2000) yiags (5155 (Basles b o Baus'es e (Kingh

1 The Systematic Design

2 Strauss & Corbin

3 The Emerging Design

4 The Constructivist Design

5 Charmaz

6 Hrergence

7 @nstant Comparative Analysis
8 Treoretical Sampling

9 Digiato



e P9 ) Gl (el i ligo 53 (g plion a9y (65 Joo (2l O

|y 6y IS bl (EAS S Lie) A S o Loy s o uisd S Lauwgs Lnols (panyy:
5 (45 Jlasl gysmme (5513858 byl po oliyl slolSus g W) sl T L blsyl )5 1) 598 Jlai g (il
(A5 4 )5 S lmodly jpnts g Julod p3 GBAS S )Uie I lojpn jobods) imgd (1392 S Hlie

g5 bABl o odld Juo .0
8IS 108 dadslas plasl Iy sl b (5 10508 5l ol ¢ img sy Juloo 3l is 13U (5414508
505 gl Sl IS b plamie 5 5 s 51 EVE b eddplol cloaslas cbiS wadie SET 5l
pasuie ol bl lesda Sdash 1)l Cuenll buS pleail 4 S yiie aS oyl de dsye j
P sloodly 5 0355 canryy SSE J dn porde 2wl dadshe fn ealie 38> (sanaib (sl D
Jsi 55 5l 13595 5l (gliges g (ilupsrie slaine) Scadlaol g laslas (e 353 o)y dlwogay

Cawl 05 031> ULMJ \

3 )15 51 glaiged (V) Jga
3 5,18 o (s 3
g5 Ol 5l ey SISl O)ao jo cul user-friendly Sl shb (gl (sl slaol s gy clils

il D yudd Ol Sl eslaia] dy Cani 1y 50)8" Wilgs go il uiaSl] 5> Jgonels
calisee (glolKiws b d)lf)‘L.u d)\.:.m.g Canon] g Lual l.an &9y » _\5193@ iy @LMKL») fbla.: L u.,...._{...bl Lg)lf)‘t,:

3y

sl ) S s S ploial talajl S (50laas b 1y oyl L] b canl s

R BLEST g sy Sl )3 sl B jome |y gt 1 S Simgly ccs gm0 (5 )I5AST )3 35 y9%0 (5188
sy 1) (o bl ke nagie (ol sma o b ol 4] 503 (sladlghio s 5 (ol B30) 203
Pl ol oy 4 gely g 3y55 5 eoylol ¢S (gl a5 hlie sl S b b jiS) syl o Lol By
2 550 e St bulyd) Selslis Ll looyinl, 5 S5 (ol Sl sius Lulyd) atsof b st (g
03,5 35 1) oty K b e pe Jluwe g lncumbge o8 diud oladlyyg, e bl ps (Jse cpl 51 e Jagl g
.(Strauss & Corbin, 1997) i o fusl ol glaigy 4 465> o | dog,S ¢ 5l y3l 4 A8 o pu i 4
el hlse 3 Gide 4285 ey pelis bt o Sl S5k ] o2)lge Jols o bl
dgio o yimoh Cpl )Y iud sk odiB s g 0aiSDbu] (sleSa Joloe ol b 3,15 o pil a4,
2 e (S b 4,00 00uSHbyl Wlg o &S cul e Lele (UI'L User Interface) ;loa b (550,58 L,
)8 by cwl )8 by (2hb e piSibl blse (b 53 Jpel rpimte S 235 ol b
a5 bl (6,08 Ly ysbicos ol 1 eslizul bl \19““’ g 4l Jlolyd cuenl Ol blge )8 (ol
Sglite (yhg) 9 SasS plaled doxio ojlil oml z9dg Wile olyen (il (Slaolind 384 pazmio (Sh 4



N V¥ P9 a)Lo..fasw.Qjo)jé owdﬁo)u)uwuae

Pandey, Litoriya & Pandey, ) 33,5 Las (il cod L5 o caslio (60,8 by sk leMbl 54,4
sl a5 0303 LS Y Jods > e balyd 4 bgy e sladlsie <(2019

e bl b b o eaalie g Lrdlgdo (V) g
(maplin) (5 y99m (5,158 S e (NS dghe
ales gl (g pipllanl )8 4 Sl bl LIS JeoSS s ) )55
Cehl (SS90l 5l 6350 i (JB) M (sLaS Sl o0 (g s
(SBS 2o g 9oy QLIS e3gae e (CwliS g Sgeyle ol adond ol b, e lys
Al Jlesie g ool jals WBW 5 Clix b asute Jll )by (51}
@M o ole) 5 (o5 Casdge Sl S0 e (paZuie adgl )b (il J)S STy

JS5 @ a8 sl ony 4 byype slo Sy 5l ool dcgasme Sl cglaine bl s 1 gldkno y oyl puis

ool Cigts & Lo (lolge Jald (slize; sla Sy o) o)Ll dogiyo lBy g Woliyg) (lSe & (sogas
W3 yial) ] 3 481y (ool bl b divej g Coms iy Sl Lol g b S loj )3 (l)lS disge o8 380
iy cpl yd (Mohamadi, 2014) uiS o wbld 0,8 o Gyaw oy 4 Fwl g J5S wyldl gy

ol o 001y LS Y Joda j0 &S ditws (glae; Lol Jolse Sl o g ol 8 clacaL

(Fomnt) (slainj Jasl oo b o po il 9 Wdlgio (Y) Jg>
(m2lio) (559000 51508 555 ke dgio
g

ik b5l gl )55 5 il (lmolSins b (5)5) 5y 3Ll ol 1 (55,08 0
Tl Sl 1 Gbyssn oMol gilepsd s TumSolenty) 055
{otsSop) hcae okl jl ()8 0 (oglite o Uls b o) gl (B5)ki0) ol b glacell Ll
(o SBS) g2 o0 (o020 bl S 6)l0,5 52 aMBT CIlo 3 O (135 (g0 ta00, (el sl
Endiorlie e g Leialy I olygs e b 3ySles caepu o Sloyiorn culll Ol
(591l 5 Mel) byt oyt g (6 pdbdnnsd)
o bl paasie (ugidely il LB )3 s )8 @5 g by 2l s jlest
aasie SIS el ualy ladl ) g paaskie JB g (i )Ld] > dsegigid (Alb p cuS S

Olgiedy a5 dad o Simyd g Lad cloj ezmen (syple bl Jold Salslis boyly :,fc\lé-l.\.o .Iql)m
Dlize STyl iiS Codgizme b s sliwly 5o bl opl S o Jos oyl saiiSdgamme b (Shipus
)1.34...\.3U)BJ)MJB"JT)J‘U&MQL;QMI)L;&Ao¢b%|féal}|u&)h.m@&wol$ Ao 5O
)55l ol jorn 40l oKy (glacubls dlgio duw (yimgh pl > (Mohamadi, 2014) cul yste o5

1 Auto complete
2 Backup
3 Accessibility

4 Navigation



e P9 ) Gl (pleSls s ligo 53 (g pion dy2 (6,15 Joo (21b OF

ol 03l i ¥ Jodo 50 a8 Cuwl oaiaid )3 \as )y Salilie sladlgie laicds p)5 liwld g 1L 4 basye

|
Sdlse byl ol b b po gl 9 Lrddgdo (F) Jooa
(waplin) (555200 (5,558 Ayl Wyl
<2 5
ol Jolepiuns g5 (GPS) o Cumdge (uasd s I (sdi00 0 (o365 dxbio plo sloculld
bl/w& uszl.; Y WJU»? m\)a.h olKwd

Lalsy 5 Sl Sl s pSose (s s SSle g colblpe (silomsly o) (il lojfSgsle AR
I 2 5 argele g ot s 3 liios plosl (wolS IS 5 olKiyles )3 985) sages  bypye s s
T JUIEN
03550 5 B bl (LS il plulis il publbie glolis o8 lylasl slolis lolis
s ol

o3y by o & il K00 Lol (ladlgho den xy adl atsly Cujgmme L Hlaide oaydy 55 y90m dale
ol 4 aS K sy lbalis @)lge den L.,)m L odad ;3 a8 Lizo opl a4y 00 jalls laooly j3 1,55 &y 9 Wi
plos &8 ol (] yome g polsl 45 295 0 Ml (slooy b onyl 4y (g7 03yl S o o)Ll pogie
5 S5 els bylys I Jols (5o Algio (Mohamadi, 2014) s e o3l Ly, o] 4 ;55 Lol slaalgie
o0 4,5 a5 Lalig s (eloyteSbl lise 5 odlinul 13 UX plad b oyl8 459 ) oo ol s
s ¢ Jgrazee S 3l oolaiwl g i b g 90 Seolatwl 1 (63,8 sla Jeall wuSe 5 STyal 5,0,8 @50l
seyyedkobari, Keimasi, Abedi & ) cuwsl Jos cpl 4 Js &lp Jole cpp oo &5 Conl Cwts |
P b aS gm0 93 4 Sluy o ao cpl & ) i dbaslas Jdoo ol #ls,s (Hendijani, 2019
2 e g 000 LI &Sl Sl blge a5 Sl 2 0 sd 4l ol 4 gl Lbse b
03 5k @) pogde ol 5l el Gloj y> )18 g Al diay )18 g3 423 53 9 39 eyl 4 1y (5 pdao )8

Aed oo (LS ) (gy97me dlghe B Jodo 5y 5 ) g5

$395w 0y b la po ol g Lalgde () Jou

(re2lio) (559900 (5,15558 dote Ao
. ) 9 S
Copde )lS oy (ban S Copde ol Gdgngere Jeld Slhlge 08008 el

Ll yokaiods coleMb! | caodiws 1 wwd 3 yle o pde dalled o pde o AL ,L . .
Slgdly yglalody S 9 P R )2 Gley g 2RAR (o> )l 5 eyt dsis
e .

LS S
ol 2 renls) 5 Cute Glolua! Sl pbcus Cgpuw il co pie Jolds (gt p)l8 Lols
Syl )65 3 (s 350 Capu il Cagaw )lpyl8 dlazel s (CRM) cuslio (Sl 1) UX les

OB 3 (Sead) 3)98 5k il g pogad > Cole) (B, oo




NI V¥ P9 a)Lo..fa‘w.Qjo)5é owdﬂ)w,uww

i sy 4 g 039 Jio 5y dshe (295 &5 Wid oS g b dly 3 laayl; tlad
Bgas o0 D] Ly o oudy 4 Fuwls b o)l o pie (gl &S St (6,0l degomre dad paly g o
s b 5 baslas Yy jl &S omdlie dcgome 4 a> g5 b Siingy .(Strauss & Corbin, 1997)
oo @) 52 35505 (Sl s i lie (Sl 3 0l porie 3] 55yt 53 1 o3 el o]
d[mowlug )‘] ‘5)50).@3 ¢Lo>)’| 431)5&79 Ry dl.tz»)lf”'l.w )‘1 ‘S)So).e(s 9 (MVP) o)l.é.;'.wU)@ Jm
Minimum Viable Product . 51,5 goj9 ;5 sdiiz e aunlie oy pte 3 (S I 0 PWA™= o) i
Jgame Jsls [l 31,55 slasal)) GLS 13" b g Sl gl a0 (MVP) jlazslay 1) of &8 ol
Cuolio 2y95 3L (s e ] O‘ SaS' L le o &S old Sy cpyieSP 108 o iy dgS opl |y oolaiol L8
WS oo iy ya5 465 ol 1y pasde pf(Ob b lwl) GLS edius o 11y )l 4 (Blank & Dorf, 2012) «cé 3
S33b e yiShs S o KaS 03 S$ & &S Gl Wl Jgaze | slases coslaiw] B Jqame JBlas»
S5 obml slaania cpien (Ri€S, 2011) «ygl cassas oW Sl b 1) gbyiie 390 50 e
5l B aeddnwss g, (ol 5l ealitul b bl oL Hluw Wlg o (NALIVE) 0gr 3,555, b puiuSbl blgo
oS iy wimlgs ) ol yen il Caliso (claolSiws g b Jole pinw don slp O ()05 5 Liolojl cdnwg &
Alls Ol &G agg 0 oM sladaigin b oolped ¢ Jolse cpl (ol oy aouis 3 5 poyle; J.J)B S5 oyl
dng 3)509) jl gMacl & g 395 0 2] Jolepiuns (ptiz 59y &1y (ol blge Sbml (Jalewtun 12
Progressive Web Apps pb 4 (s00 3,554, «pi ] (gla Sl 13 .05 o ore |y 35S o (95w pyaily ol )
dod 4D FLY ulJ)L&y& &: .)l?ul &o] ..\.S ]) ¥ LSLQML’)J 9 <9 O GBI J..s|9u G ol ol .)L‘>u|
U'Lfﬁ; L )9»..»‘ ul 35ke U.:L&aaliws)s 4 U.i».w 9 Gl & d)L.: dSUJB).) g ‘)>] )5)9).6 b olKiws
dlhul O B LS)?LB Ly‘ 4:9§> aS Cuwl UT ;,Jl> )y o0 )JQJ 4 om)b,\ml ol 9% VDN N 9 FVIRY

A o b 1y o sl 4 bayye punlas

1 Minimum viable product

2 Progressive web application

3 Steve Blank, Bob Dorf ,2012

4 The Startup Owner's Manual: The Step-By-Step Guide for Building a Great Company
5 Eric Ries

6 The lean startup


https://www.amazon.com/Bob-Dorf/e/B007NIHDT8/ref=dp_byline_cont_ebooks_2
https://www.amazon.com/Steve-Blank/e/B002IBT21M/ref=dp_byline_cont_ebooks_1
https://www.amazon.com/Steve-Blank/e/B002IBT21M/ref=dp_byline_cont_ebooks_1
https://www.amazon.com/Steve-Blank/e/B002IBT21M/ref=dp_byline_cont_ebooks_1
https://www.amazon.com/Bob-Dorf/e/B007NIHDT8/ref=dp_byline_cont_ebooks_2

e P9 ) Gl (plaSls s ligo 53 (g plion a0y (615 Joo (2lyb 07

2,1 U b yo wedlie 5 Wnlgie () Jpan
(weblie) (5950 (5,555 55 s R
¥y

ekl 5l o305 (S apog wiug) oximdlily piess | SxSore

sne0 e K i o b Cbld I gaino gy (oMbl Sy 5 o

k) )l Ly oadabg) (clgims 5l (gion o bl sased culls ;] a3 yeal,
b Jols ledbl cuslio (s)lons 5 (230kjlo dgime copte (Ol Ol porde Sl sxSo e

2jliel Sts) Ol 4 (alaGgde Sl (e yuie <8 i) o)l

(O it oL o
oS s Poslitul cubll cus o Sloe s glawolie s Sl s
So9pe 9 sl el &)l 5, 55503 Jyame Jilas @)l
o3lizal L5
930t S rdaSebl O 5l pSo e @ Jl e xSose
93be L rdaSel

Je 3T i (Mohamadi, 2014) stz L 28]y 5 S ol | boltig oled daely Hely

Sl 25 b 4 98 0 (535000l g d500tie (slataly Jolid (K895 slapiaSbl ibige )3 (s yie 455
88 lmeriig b g (lal lS) olyse dmsaly o) ol (a5 slacl blge 2 Byo Lo Lol 5 a5
oo U (610508 4 dagi b 08 o pyd S o odliiw] 395 Y pazte igy8 jslaiedy sdddl] yiwy
sladsie qeanlic g e (lo CulS 9Cd) 8 ) dog b g blord glieil Jae ool 4 by

5 (0hnl) plpie lasely & boye (250 ¥ 53 bassly (olul (e g Sload (53561 5 g5l (Lol
55 e el 4 bgyye osnlio g adlgie 4V gt ol 0 (i (5 i 3) lojle cslmsaly

Bty b b yo oo 5 nalgio (V) g

(ooplhs) 5,30 (5355 55 g 5 s
sanld) il osome w5 (Sl ol (0ll8) s pitie slassle

4 Gy wal)d 5 Ghgyd Sl 1) Coje s

L bl leubld samy (obytie 51 g0 508 b (oaidg b (sl i) Slojluw slasely ol

S sl dgms 9 b e

Sl 1 Lol caalsio w3y e 1) 5 LB bl gmls bl o lSas 1 gl g 18
S oS 1y ladlgie 5w e el ) Sl ans e b)) baalgie o 4 diopllss IS5 &y 1y o] S o

1 Customization

2 Personalization

3 Split testing

4 Functionality testing
5 Usability testing

6 Performance testing



Y V¥ P9 o)Lo..i':‘Wo)5é owd,m)u,uw&.o

ololp Gimghs cpl eyl Jie (Strauss & Corbin, 1997) sad e dawss |y 355 (g o drwgd 5 Coms &

lo Sl blge 55 (gyde 455 J0l)8 5 Jae oledyd il (Shb (ysS g (gl el (el (55l
NI WIS O -V g LW W P VIR -YS SN o 1 PR KV N NP L P

8! iy Byl

G odis

RPN

| |

el L2 yual, o b laia ol

Grma & bogiya slands ol esda sl g u ® Soea |
T oSk s e oot sty S50
odlid L5 Jsaoa JElas asl) UX 5508 ag2 5

sl s
J‘..:,L., 4 gy slaaaly &

370t (Sl oy ) ot e #

T I
|

o5 alslae July S
dhan il el sle o llEs

N a e gla)lsy sl e
A gl Slless

Ao eIyl Jae (V) S

Wadlehudny 9 (5 o5 4 &
oobwly Bodly .l oad odlatwl slsesly ayylai I gy ayod (gylai o sl (gly cimgh cpl )
Ohpg el Jae Caledyd 5 ab (SIS 5 s spglaer (b5 ldl 4 oliod b Bree (slaaslas
g Sl bl )l p B > )l Ly Gimggy cnl )3 0ad olulid sladlgio Gl 3 8 S
(oly)l8 5 renls) 5 Cute lwlua! bl g eolaiwl cdaguw B 1D i )5 L Lag e euplas (pis
5 595 axho qle ohiga olea oSy Glacell 5 gpialll aba )l O (8 glacll
Slagdss b o duglio conisy> 11438 )15 Slolis g 43633,90 Loy clidos (o o 55U slacosgame
9 Jolosr (izen sl oy (Sl sal)d 350, Sl pimgR il Jie & sl cnl JSOly (i
S A Jodo g djlee @iy |y bl Oliyios jally 9wl bjeite o e Ll 9 ol sbasely
p SIS Glgie sl 0ad a3y badye Sliiod plo e )0 (S98 Gaiod | eddgl Sl gladlsie
ou ploxl Jimgh cul ) (2RS93 Gl hlse > )l 425 2 e cladsie Hw Jo o5 (el

ol iy Oladod jl Faels 5 008 JeoSS el



e P9 8 Gl (pleSls s ligo 53 (g pclion a1y (6,15 Joo 2k OA

b o Oligiod ;3 (ulaSalililige )3 (525 41525 2 4155 51 sladlgdo (A) Jgo

Sioxe Sl Bilige 93 (62) 4,25 2,15 51 sdlgho
S Ol (XS (il ol (B gl ()8 Ll
S5 e oria ieSeblog Sl oxSope g el b Jpame Sl @l (Sl
5 5 il bl ol 4 bgipe sl ) g5k ol yon ils olSiwd (slaculls
Pl s S5
McLean et al., (2020) 3l i (2D (sl (53 )« catodgus o3l CJgge
5 ol 0olitl oy 5 ) S 2l Jloplyisar) nids 5 Gl jals
Japutra et al., (2020) 3 xSone wsibosased Cubl wilise sbrolSies b 6,85l (linebl bl
039381 Cuably 5 gl Suin ol )3 (awge
Jeon et al., (2019) S yiie (6yolys wdiiS S balpd canols lydl (5 Hlanl o Sles llaz]

5 oo )bt 4l p (i) oad STl slazel 5 g ynte (€8 )Lin) (55

(UTAUT) (5,55 jl oslizal

Fang (2019) Wbls)l 5 4,50 o s jlo pased aobal bls)l ol (o)l wudls
McLean et al., (2018) (b5 amino plw 98904 ¢y el odlitil Cgam o ) gl o yliw
ub)> 9 Slols| ‘CAiLé)

Frey et al., (2020) owlidCunes § Canased ¢ led (SN als o
Alnawas & Aburub (2016) wlbgy @l g asd pleol (eloan! 55 (51500
Kim,Wang & Malthouse (2015) Silse 4 Capms 3,50

Rose, Clark, Samouel & Hair (2012) &l sl

bl &S’ jl 650,00 9 o) a0 JUI (9,8 (lpl jloslitul dba g 803,53 1513)S0g) & Sloj 5

load bas (b ydie & Sloss Bl G JUS (et 1 (o lapptaSibl blge § cunl (g b oled
Celdy 3 1) Clow 955 Oy 0903 dbml ) sl ol hlse Sl edliil )3 gpme aps ol 42 e
ool 9,5 (il e 55he 10 oyl 4y s ol B b s e gy ol 53 d9e3 363 ] 51 g Sl
bl doio 4 (i3l (2895 ol blge jlodlatl )3 (byiie @28 S e byd pigh Jie
Colia g Lads ol )3 coge Yl LI 9 0392 )5 L Ol Jolbs (ol Jole cs ) Ly @l sl 5 )18
b o900 2o ,8095 eSS 5980151 o )lo)6 2 e Jliolsiods )b ol ) o (gl 26 sl 5 )8
5 ol 8 bl (b enles o)l ) SleMbl Jlas w3 anl)8 3,5 (b g bp s LeSS oloj 3 )18
ey ol )Se ool Ty )5l J1oy68 0 5 (SBLS (bl a5 AL 5 Ol Sl e ) 9 Jlowie
baly Ol oslinal 428 )5 B 39 Col (55 Cumdge g paudie )L Sl 5)13)05 2 g 03,8
At olge (b w5 S 5 5 Ol (3 bl 4 ans o L5 a0 335 Joa @3> 6 )8 4 9 03y
bl 5l o195 5 e Jlieglgiodr il o wal 3 1) Lol blige 5 )l Slad o (b jin g jludise; &5
S yid Cehl 3l )l3)0 n rizper wl lizee (slaolSiod b ol 4Bl gadse oS iyl
s3lloly )3 plgica ) ol ol oyl (Slsl 3 ol 039 pol sl oglite (sla SUlgs b o])l8 eyl (585 s> oS
il 5 48 55 oanlie YIS su3 dlesjl Lol (slaoyiusl] 15 1o b 5l LY gooxins oSl
SolKiws slacubl .ol ouds pll ()8 5 (6 500 inS Cado (gl Ol 0,5 s yiwd 5 (ldjCu90500



IS V¥ P9 a)Lo..fa‘w.Qjo)5é owdﬂ)w,uww

L ‘5).3)15 L) ‘)fdJ&b.,o L»l).w Q‘y‘&dq o ﬁ)lf OLL»I) el g Sb 4 bgye L;Lm)l.{”’l.w 9 o|)o..m ol
w5y ol b &S cul elge alenjl 555 dmio o ¢ Jloplgicds Aimd o 58 pibicos 1) UX s
998033 o o CI)Jo Jyss sl b« Canl csolge alox 3l 4 Cowl 045 ol (633220 S wyp D o)
lblse ol o Shb 5 ol b Ban publbie calis o b b iagh pbul ien ol
A3 el (Mgl g Gl (bl porde VoS |y g (Jue > )8 45
dallad Co e g2 (2o Sy Jl 6195 2 b olyen Ol blige (19203082l LB 5 (590 500 42 0,L31 (6 s )8
S5y )8 bl 5l g olixe bl B aply 3l Copie g 8 uyied 0 loj Copie
gt 0l Cgpes (6553 gt B )3 1) 55 Gty 1) ST Sl led i) 1) Sl ibse
P D8 o Ginleddy )8 s gaeculsy g Cute Slulusl sbul Coles j3 5 posad i Cole) plicds
SRS e & Cunl b)) Sl xS0 sline 4 &5 Gl parde I s pSope dler il badpaly ol
odimdliidey Slopiage J| 6oy Aozl 1S oo dbnl ) Gln Gl aslraan 6155 Gloj 2
3 6o 2 i 5 Cusl 0355 ol w3 S8 il > (> s & QY w5 4 I8 oy jslaton;
il il 1y Jlassyee (Y 4 oliwd 6] (Sen yogy (o caly 4 b oy Ky il g ot culild
$93 2 W Calid a4 jla G 1A Nad e golae O il patid g (ileoB)lie (b porie B
bl 5o 5 s <l Meols Gl Shg s (s yiio 4 onsdl)] Jguase a5 155l o lil 4SS oyl @ b
4\3])\ 9 ).3)15 S5 40 %.»] TS D)ﬂo& )‘\ Ob,o.\o] “_)M.Swl;l Cand dald] 50 b ).»JJJ)LQ QJ LSL“’L;}?& )‘\ )
Jypare J8lis #8lg)d 55l o 3o |y (gytie 5 canlio 2y5 5L il Kl cosliiiwl B Jgame J8las
dyg0 30 yize (6330L e Slis b A8 o SaS o 4 &S Gl Wi Jaaswe j glastus wolaol L1
4 o Sty iy GlopdSiblog §l sxSone waly sl Cusday I Bl L 1) plyde
P Shy AT bgolen Gl b aS o ol d 1)l g iy oo 1) o)l Jole slopiuns
233k a8 Wl o gy cpl Jhe Sl (S0 0 4 Amd o LS p2l gty gl 0S8 ()8 e s
CSy5 oglges 9 Gagd G )3 1) 055 Cales 3 g 03l (I 1) (it 6oy 5 duome sy B e
2o olgiie 0bl 3 1 S (yglaer 090 Ky 53 g lalio &gy Gimgly cnl Senl 4 a2 L
ooled bla plu 53 (g i a5y gl e (ololics 4 U ol slpaiy Jbuzwd obyl5k 059> 4y KeddMe -laies
bl 5 anlio (Il B w55y bz aplas 5 48T L (o g (85 (598 cculos) (oB9,300,5 b (s
23,5 pRholal s yiie b oled dali oy i
&l
u]).s)ls solaiwl Lab » F°51> u,u19§ C‘Pw‘ (\Y"\V) 050 s B> g PN cubbbw R ‘)%)310u
By degezme ()58 g e (638 Jelos I edlail b blge (6)550,5 sla il 51 Syl



e P9 ) Gty s ligo 53 (g oo 4y (6 15 Joo (2lb Pt

8 Ol 5 (Slul pole olRiimgdy o5 (85 B (B9 Jgeol (WWAY) S (gbozme
059] )d (§ yio Q,)U 4,55 Jde .(\\°~~) > w0dl; ya0 9 uuL.c (s> Sl ‘o.)‘)'L;'CA’d HYCIPRPCO

Refrences

Alnawas, 1., & Aburub, F. (2016). The effect of benefits generated from interacting with
branded mobile apps on consumer satisfaction and purchase intentions. Journal of
Retailing and Consumer Services, 31, 313-322.

Andajani, E. (2015). Understanding customer experience management in retailing. Procedia-
Social and Behavioral Sciences, 211, 629-633.

Batat, W. (2019). Experimental Marketing: Consumer Behavior, customer Experience and the
7Es. Routledge.

Becker, L., & Jaakkola, E. (2020). Customer experience: fundamental premises and
implications for research. Journal of the Academy of Marketing Science, 1-19.

Bellman, S., Potter, R. F., Treleaven-Hassard, S., Robinson, J. A., & Varan, D. (2011). The
effectiveness of branded mobile phone apps. Journal of interactive Marketing, 25(4),
191-200.

Bilgihan, A., Kandampully, J., & Zhang, T. (2016). Towards a unified customer experience in
online shopping environments: Antecedents and outcomes. International Journal of
Quality and Service Sciences, 8(1), 102-119.

Blank, S., & Dorf, B. (2020). The startup owner's manual: The step-by-step guide for building
a great company. John Wiley & Sons.

Blazquez, M. (2014). Fashion shopping in multichannel retail: The role of technology in
enhancing the customer experience. International Journal of Electronic Commerce,
18(4), 97-116.

Bustamante, J. C., & Rubio, N. (2017). Measuring customer experience in physical retail
environments. Journal of Service Management, 28(5), 884-913.

Chen, Y. M., Hsu, T. H., & Lu, Y. J. (2018). Impact of flow on mobile shopping intention.
Journal of Retailing and Consumer Services, 41, 281-287.

Creswell, J. W., Hanson, W. E., Clark Plano, V. L., & Morales, A. (2007). Qualitative research
designs: Selection and implementation. The counseling psychologist, 35(2), 236-264.

Csikszentmihalyi, M. 1990. Flow: The Psychology of Optimal Experience (Vol. 41). New
York: Harpers Perennial.

De Keyser, A., Lemon, K. N., Klaus, P., & Keiningham, T. L. (2015). A framework for
understanding and managing the customer experience. Marketing Science Institute
working paper series, 85(1), 15-121.

De Keyser, A., Verleye, K., Lemon, K. N., Keiningham, T. L., & Klaus, P. (2020). Moving
the Customer Experience Field Forward: Introducing the Touchpoints, Context,
Qualities (TCQ)Nomenclature. Journal of Service Research, 1094670520928390.

Fang, J., Zhao, Z., Wen, C., & Wang, R. (2017). Design and performance attributes driving
mobile travel application engagement. International Journal of Information
Management, 37(4), 269-283.

Frey, R. M., Xu, R., & llic, A. (2017). Mobile app adoption in different life stages: An
empirical analysis. Pervasive and Mobile Computing, 40, 512-527. Gao, L., Aksel, K.,
& Bai, X. (2015). Understanding consumers' continuance.

Garg, R., & Telang, R. (2013). Inferring app demand from publicly available data. MIS
quarterly, 1253-1264.

Gopalani, A., & Shick, K. (2011). The service-enabled customer experience: a jump-start to
competitive advantage. Journal of Business Strategy.



4 V¥ ‘lejéa)l.o..i)sw.ejo)jé owdﬁo)u)uwuae

Homburg, C., Danijel, J., & Kuehnl, C. (2015). Customer experience management: Toward
implementing an evolving marketing concept. Journal of the Academy of Marketing
Science, 43.

Homburg, C., Jozi¢, D., & Kuehnl, C. (2017). Customer experience management: toward
implementing an evolving marketing concept. Journal of the Academy of Marketing
Science, 45(3), 377-401.

Imbug, N., Ambad, S. N. A., & Bujang, I. (2018). The influence of customer experience on
customer loyalty in telecommunication industry. International Journal of Academic
Research in Business and Social Sciences, 8(3), 103-116.

Jain, R., Aagja, J., & Bagdare, S. (2017). Customer experience—a review and research agenda.
Journal of Service Theory and Practice, 27(3), 642-662.

Japutra, A., Utami, A. F., Molinillo, S., & Ekaputra, 1. A. (2020). Influence of customer
application experience and value in use on loyalty toward retailers. Journal of Retailing
and Consumer Services, 102390.

Jeon, H. M., Ali, F., & Lee, S. W. (2019). Determinants of consumers’ intentions to use
smartphones apps for flight ticket bookings. The Service Industries Journal, 39(5-6),
385-402.

Kim, S. J., Wang, R. J. H., & Malthouse, E. C. (2015). The effects of adopting and using a
brand's mobile application on customers' subsequent purchase behavior. Journal of
Interactive Marketing, 31, 28-41.

Klaus, P.P. (2020), “Customer experience, not brands will be on the iron
throne”, International Journal of Market Research, 62 (1), 6-8.

Kranzbiihler, A. M., Kleijnen, M. H., Morgan, R. E., & Teerling, M. (2018). The multilevel
nature of customer experience research: an integrative review and research
agenda. International Journal of Management Reviews, 20(2), 433-456.

Lemon, K. N., & Verhoef, P. C. (2016). Understanding customer experience throughout the
customer journey. Journal of marketing, 80 (6), 69-96.

mahavarpour, N., Sajadian, F. & Haghighinasab, M. (2019). Extracting the rules governing
the behavioral intentions of Iranian users of Mobile Tourism Applications using
individual factors based on the Rough Set theory. Journal of Tourism and Development,
7 (4), 83-100. (In Persian)

Manthiou, A. (2020). Applying the EEE customer mindset in luxury: reevaluating customer
experience research and practice during and after corona. Journal of Service
Management.

Martin, J., Mortimer, G., & Andrews, L. (2015). Re-examining online customer experience to
include purchase frequency and perceived risk. Journal of retailing and consumer
services, 25, 81-95.

McLean, G., Al-Nabhani, K., & Wilson, A. (2018). Developing a mobile applications
customer experience model (MACE)-implications for retailers. Journal of Business
Research, 85, 325-336.

McLean, G., Osei-Frimpong, K., Al-Nabhani, K., & Marriott, H. (2020). Examining consumer
attitudes towards retailers'm-commerce mobile applications—An initial adoption vs.
continuous use perspective. Journal of Business Research, 106, 139-157.

Mohamadi, B. (2014). Basic of qualitative research grounded theory. Tehran: Institute of
Humanities and Cultural Studies. (In Persian)

Mohammadi, F., Nematizadeh, S., Heydari, A., & Safarzadeh, H. (2022). Online Customer
Experience model in times of Covid19. Consumer Behavior Studies Journal, 8 (4), 84-
106. (In Persian)

Mosteller, J., Donthu, N., & Eroglu, S. (2014). The fluent online shopping experience. Journal
of Business Research, 67(11), 2486-2493.



e P9 ) Gl (ptesSly i ligo 53 (g plien d )25 (615 Joo (2l PV

Pandey, M., Litoriya, R., & Pandey, P. (2019). Perception-based classification of mobile apps:
A critical review. InSmart computational strategies: Theoretical and practical
aspects (pp. 121-133). Springer, Singapore.

Pantano, E., & Priporas, C. V. (2016). The effect of mobile retailing on consumers' purchasing
experiences: A dynamic perspective. Computers in human behavior, 61, 548-555.

Picoto, W. N., Duarte, R., & Pinto, I. (2019). Uncovering top-ranking factors for mobile apps
through a multimethod approach. Journal of Business Research, 101, 668-674.

Pine, B. J., & Gilmore, J. H. (2011). The experience economy. Harvard Business Press.

Pine, B. J., Pine, J., & Gilmore, J. H. (1999). The experience economy: work is theatre & every
business a stage. Harvard Business Press.

Piotrowicz, W., & Cuthbertson, R. (2014). Introduction to the special issue information
technology in retail: Toward omnichannel retailing. International Journal of Electronic
Commerce, 18(4), 5-16.

Purcell, K., Rainie, L., Rosenstiel, T., & Mitchell, A. (2011). How mobile devices are changing
community information environments. Pew Internet and American Life Project, 14, 1-
23.

Rajamannar, Raja. (2021). Quantum Marketing: Mastering the New Marketing Mindset for
Tomorrow's Consumers. HarperCollins Leadership.

Ries, E. (2011). The lean startup: How today's entrepreneurs use continuous innovation to
create radically successful businesses. Currency.

Rose, S., Clark, M., Samouel, P. & Hair, N. (2012) Online Customer Experience in e-
Retailing: An empirical model of Antecedents and Outcomes, Journal of Retailing, 88,
308-322.

Rossman, J. R., & Duerden, M. D. (2019). Designing experiences. Columbia University Press.

seyyedkaobari, B, Keimasi, M., Abedi, E., & Hendijani, R. (2019). Investigating the Digital
Experience of Internet Banking Users Using the Heuristic Approach. Consumer
Behavior Studies Journal, 6 (1), 41-62. (In Persian)

Shankar, V., Kleijnen, M., Ramanathan, S., Rizley, R., Holland, S., & Morrissey, S. (2016).
Mobile shopper marketing: Key issues, current insights, and future research
avenues. Journal of Interactive Marketing, 34, 37-48.

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.

Shobeiri, S., Mazaheri, E., & Laroche, M. (2018). Creating the right customer experience
online: The influence of culture. Journal of Marketing Communications, 24(3), 270-
290.

Strauss, A., & Corbin, J. M. (1997). Grounded theory in practice. Sage.

Tierney, Jim (2014). Mercedes Benz CEO: Customer experience is the new marketing.
Retrieved April 15, 2015from http://loyalty360.org/resources/article/mercedes-benz-
ceo-customer-experience-is-the-new-marketing.

Vahdat, A., Alizadeh, A., Quach, S., & Hamelin, N. (2020). Would you like to shop via mobile
app technology? The technology acceptance model, social factors and purchase
intention. Australasian Marketing Journal (AMJ).

van Heerde, H. J., Dinner, I. M., & Neslin, S. A. (2019). Engaging the unengaged customer:
The value of a retailer mobile app. International Journal of Research in
Marketing, 36(3), 420-438.

van Noort, G., & van Reijmersdal, E. A. (2019). Branded apps: Explaining effects of brands'
mobile phone applications on brand responses. Journal of Interactive Marketing, 45,
16-26.


https://www.amazon.com/Raja-Rajamannar/e/B08JQ656YN/ref=dp_byline_cont_book_1
http://loyalty360.org/resources/article/mercedes-benz-ceo-customer-experience-is-the-new-marketing
http://loyalty360.org/resources/article/mercedes-benz-ceo-customer-experience-is-the-new-marketing

Y V¥ “e5éo)u‘p{)o)5é OMJ)M)L}@)OMUG&

Wang, R. J. H. (2020). Branded mobile application adoption and customer engagement
behavior. Computers in Human Behavior, 106, 106245.

Wang, R. J. H., Malthouse, E. C., & Krishnamurthi, L. (2015). On the go: How mobile
shopping affects customer purchase behavior. Journal of Retailing, 91(2), 217-234.

WARC (2017). 5.5bn people will use mobile devices by 2022, WARC online (Retrieved from)

Wl oy F o g

Ay oDl olyT olKisls yo bl Gl G55 o pae 65550 (semiils ¢ygadd Ly
oBuils yo S50 o pae anl, jo L3 ablis o 1) 05 OMeass (g9 Sl s )y
ol 0503 DA Gf55ld &5 18 b e jgal e pol Sl 5 00903 (6 e (SLbLL asdle

Dyl 18 il sdeghy Bilgw yo Allie aiz 2l 5 QLS (poiz dez S

b 1y ooaxie S 9 0yl 5 1y Login ol Soly o e 018l (oSS M g (oBjg0] Ciglae

5515 355 byl 55 Ml 5 Sl Ve Gl 5 1y SLis )3 il (ysimed 5 Silodges dan i g

Jb 53 & ol g s 5lg (oMl Sl olKtils ale clin guis 5 skl § olad aillage 13>

ol jlbosgs 30 1) G led ely (eSS CMasi— S5 550 Co e 09,5 pie ol Cow Jobs
5 Syl ©Ye b o 1) Jlis)d dile fuomes g Llodged dox 5 g U 1) (goaxite S Ly

W) 295 dslyls > Malye ’

ol Goir o)lyas 150y e oMl ST olStils ale il g g bkl § S 03154k 4ild 38>
o)l g liapl 48] (ol 5= S5k Copde (lid) 09,5 Cupde 395 gl 2] dble )5 &S
SLis > able Cpiomen g Hlodges den i g il |y (edamie w8 bl syl 1y (0,81 )y e 43|

)3 365 ol > Mol o Sl ©YGe b o 1)




