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the purchase of landline communication services on improving
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Abstract

The purpose of this research is to investigate the impact of social and
environmental factors on the purchase of fixed phone services on improving
customer experience (fixed phone customers in Tehran). This research is an applied
developmental research based on the result, and mixed method research combining
two qualitative and quantitative research. The qualitative research method is the
grounded theory and exploratory and confirmatory factor analysis. The participants
in the qualitative part of the research are experts and marketing experts and
managers of communication companies. By conducting in-depth interviews, data
analysis was carried out through three stages of open, axial and selective coding,
and quantitative research was conducted using a questionnaire tool and a statistical
population of fixed phone service customers in Tehran. As a result of the interview
and the use of the contextual method, 8 main indicators and 25 sub-criteria for
improving the customer experience were identified and the final model was
presented. The results of the research show that social factors (social perception,
social support, social environment) have a more significant impact on improving
the customer experience compared to environmental factors at a confidence level

of 0.95, which can be taken into account by managers.

Keywords
Customer experience, communication services, customer loyalty, customer
satisfaction
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