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Gamification in Marketing, Increasing Engagement, Interaction, and
Customer Retention in Telecommunications Companies

Majid Fattahi'", Ali Mojtabaei?

Article Info Abstract

Gamification, as an innovative tool in the service industry, emphasizes the
Article type: experiences created by customers and service providers. This study examines the
Research Article impact of gamification on the marketing mix in Iranian telecommunications
companies (Hamrah Aval, Irancell, and RighTel). The present research falls under
the category of developmental-applied studies and is recognized as descriptive-
analytical research. Temporally, this study was conducted during the years (2024—
2025), and in terms of data collection and analysis methods, it is considered mixed-
method research. Data collection and analysis were carried out in two stages. In the
first stage, data were gathered through semi-structured questionnaires and
consultations with experts in the telecommunications and marketing sectors to
develop the initial conceptual model. The results of this stage were analyzed using
thematic analysis. In the second stage, the initial conceptual model was tested in
selected telecommunications companies in Iran using structured questionnaires and
structural equation modeling. This study revealed that gamification has a significant
impact on marketing and improves key performance indicators in Hamrah Aval. The
findings indicate a 43% increase in customer feedback, a 27% reduction in product
development time, a 56% growth in participation in promotional campaigns, and a
35% improvement in customer perception of service value. Additionally,
gamification resulted in a 22% reduction in operational costs, a 31% decrease in
service errors, and a 35% enhancement in process efficiency. These results
demonstrate that gamification not only improves customer experience and increases
their loyalty but also serves as an effective tool for enhancing organizational
competitiveness, productivity, and reducing operational costs. Furthermore,
gamification, by influencing marketing mix components such as product, price,
promotion, place, process, people, and physical evidence, has played a vital role in
improving service quality, increasing customer interaction, and strengthening brand

identity.

Gamification, Marketing Mix, Telecommunications Companies, Customer
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