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Investigating the impact of social factors and environmental factors on the
purchase of landline communication services on improving customer
experience (case study: FIX customers in Tehran)
Fariba Sayadit
Hossein Safarzadeh?
Sina Nematizadeh3

Abstract

The purpose of this research is to investigate the impact of social factors and
environmental factors of purchasing landline communication services on improving
the customer experience (case study of FIX customers in Tehran). The paradigm
model of this research is the exploratory sequential design from the recent typology
of Croswell and Planko-Clark. This research is an applied development research in
terms of the classification of researches based on the result, and from the point of
view of the qualitative research method, it is the ground theory method. In this
research, the participants in the qualitative part include experts and researchers in the
field of marketing and marketing managers in the field of communication, and in the
quantitative part with the questionnaire tool, the statistical population of FIX
customers in Tehran. According to the model and the available variables as a result
of the interview and the use of the contextual method, 8 main indicators and 25
effective sub-criteria were identified to improve the experience of customers of
communication services. Also, the fit of the research conceptual model with the GoF
index is 0.687, which indicates the strong validity of the obtained model.
Keywords: communication services, customer experience, customer loyalty,
customer satisfactiony .
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