Management and Sustainable Development Studies

Volume 4, Issue 1 - Spring 2024 - Pages 115-137

Homepage: https://sanad.iau.ir/journal/msds

Extraction and Validation of Digital Customer Experience

Fatemeh Eslahi?

Elements in a Mixed Method

, Seyed Mohammad Reza Mirahmadi ?**“, Mojtaba Aghajani 3

1. Ph.D. Candidate, Department of Management, Mobarakeh Branch, Islamic Azad
University, Isfahan, Iran.

2. Assistant Professor, Department of Management, Dolatabad Branch, Islamic
Azad University, Isfahan, Iran.

3. Assistant Professor, Department of Management, Mobarakeh Branch, Islamic

Azad University, Isfahan, Iran.

OPEN ACCESS

Article type: Research Article
*Correspondence: Seyed Mohammad
Reza Mirahmadi

m.mirahmadi@gmail.com

Received: January 6, 2024
Accepted: April 16, 2024
Published: Spring 2024

Citation: Eslahi, F., Mirahmadi, S. M.
R., Aghajani, M. (2024).

and Validation of Digital Customer

Extraction

Experience Elements in a Mixed
Method. Journal of Management and
Sustainable Development Studies,

4(1), 115-137.

Publisher’s Note: MSDS

neutral with regard to jurisdictional

stays

claims in published material and

institutional affiliations.

Copyright: © 2024 by the authors.
Submitted for possible open access
publication under the terms and
conditions of the Creative Commons
Attribution (cc BY)
(https://creativecommons.org/licenses/b

y/4.01).

license

Abstract: For many managers and business owners, the importance of the
customer in the Internet space is far greater to gain a competitive advantage
over traditional customers. Therefore, the main goal of this research is to extract
and validate the determinants of digital experience to determine what factors
shape the digital experience of customers in the Internet space. This research
was conducted qualitatively and quantitatively, in the qualitative part, the
phenomenological method was used, and in the quantitative part, structural
equation modeling was used. In the qualitative part, theoretical saturation was
done in a targeted manner with 22 interviews. Interview data were analyzed by
Van Manen method. Based on the results, the determinants of the customer's
digital experience were identified and categorized into 19 subcategories, 7 main
categories including purchase value, security, digital experience, excitement,
experience, application site, traditional mix, support, and payment services. In
the quantitative part, to validate the components, based on the findings of the
qualitative part, a questionnaire was compiled, and 432 questionnaires were
collected in a targeted manner. To validate the components, confirmatory factor
analysis was used by Imus software. Based on the results, all components were
approved. Therefore, managers and business owners are suggested to pay
special attention to these factors to create customer satisfaction.

Keywords: Digital experience,

shopping experience, online purchase,

phenomenology.

Extended Abstract

Introduction

Due to the convenience of saving time, energy, money, and comfort, as
well as the accessibility, individuals prefer online shopping. As a result,
online shopping has been increasing day by day, along with the use of
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social media. Consequently, the online market has also been rapidly growing, and businesses need
to consider customer behavior online shopping experience, and satisfaction to succeed in this
competitive market (Alexander & Kent, 2020). For online customers, high-quality electronic
services are a tool to achieve the potential advantages of online shopping (Kim & Kim, 2020). It
is crucial to examine how websites can provide customers with online experiences that lead to
desirable consumer responses. Although there are considerable studies on online customer
experiences, they are not sufficient and consistent (Koronaki et al., 2023). Therefore, customer
experience in every business change over time with technological advancements. Ignoring these
changes can pose a significant threat to any business. Hence, managers and business owners need
to adapt to these conditions and leverage these experiences and data. Therefore, it is essential to
examine the digital customer experience on websites and social networks. An important question
that arises is, what are the dimensions and elements of the customer experience in online shopping?
And how can the digital experience be enhanced? Businesses can utilize these experiences to
improve their operations in the face of competitive conditions.

Theoretical framework

Ustomer digital experience has become an important topic in marketing research because
businesses have realized that their success largely depends on providing positive buying
experiences to their customers (Becker & Jaakkola, 2020). Companies strive to gain insights into
the minds of their customers and create positive experiences. Customer digital experience can be
defined as a mental, internal, and comprehensive response that occurs when a customer interacts
online with a company through online platforms such as the company's website, blogs, and chat
rooms (Reinecke et al., 2017). A positive online experience leads to loyalty to platforms, as loyal
customers spend more time on the platform, gain more familiarity with it, and are more likely to
make recurrent purchases. A positive customer experience is crucial for businesses as it leads to
outcomes such as a strong emotional attachment to the brand, increased customer satisfaction, and
customer loyalty (Kranzbhler et al., 2018).

Methodology

The research was conducted in both qualitative and quantitative methods. In the qualitative
section, phenomenology was used, and data was collected through purposeful sampling and 22
saturation interviews. The interview data was analyzed using Van Manen's approach. To test and
generalize the qualitative findings, a quantitative study was conducted. Based on the qualitative
findings, a questionnaire including 63 items was developed using a five-point Likert scale. Sample
size estimation was done using factor analysis in multivariate analysis, and it was determined that
a sample of 5 to 15 participants is required for each questionnaire item (Heydar Ali, 2013). Since
there were 63 items in the questionnaire, the minimum sample size required was 315, and 434
questionnaires were delivered. The sampling method was purposive, and the target population in
this study encompassed individuals who had online shopping experience. Running SPSS and
AMOS software, confirmatory factor analysis was performed to identify the factors.

Discussion and Results

According to the results of the digital customer experience, nineteen components are extracted:
payment experience, support services, enjoyable value, utilitarian value, website security, payment
security, advertising, product, price, exchange, convenience, learning, website functionality,
website design, content presentation, SEO, credibility, escape, and emotions. These components
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are classified into seven main components: purchase value, security, digital experience excitement,
experience, website application, hybrid traditional, support services, and essential payment.

To examine the adequacy of the sample size, Bartlett's test of sphericity was used. According to
the result of Bartlett's test, the KMO statistic is equal to 0.933, and the test significance level is
0.000, indicating a significant relationship between variables and confirming the adequacy of the
sample. The Kolmogorov-Smirnov test was used to determine the normality distribution. The
result showed that the significant value of all research variables is larger than the desired alpha
value of 0.05.

First-order factor analysis was performed for the facets of the website/application, the experience
facets, hybrid traditional facets, security facets, purchase value facets, digital experience
excitement facets, support services, and payment facets. In addition, second-order factor analysis
was conducted for the digital customer experience.

To examine the fit of the Confirmatory Factor Analysis (CFA) model, the model fit indices were
examined and all had acceptable values. In other words, it could be said that the model fit indices
confirm the confirmed factor analysis of all the items in the research questionnaire. The critical
values and statistical significance were also examined. With all critical values exceeding 1.96 and
statistical significance reported by the software being less than 0.05, it can be concluded that all
the identified factors for the items are necessary, and there is no need to remove any items.

Conclusion

Today, the online customer experience is considered a competitive advantage in
organizations. Therefore, customer experience is considered a fundamental subject in
businesses. According to evaluations during the purchasing process, the factors are as
follows: Including the value of purchase, security, Exciting digital experience, experience,
website experience, traditional mix, support, and payment services. Therefore, managers
and business owners can improve their businesses by considering the identified priorities,
which will result in positive financial performance, customer satisfaction.
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