
 

 
 فصلنامه مطالعات مديريت شهري

 1399 زمستان/ چهارمچهل و / شماره دوازدهمسال 

CEM

 

 

rafiei_m@modares.ac.ir

 

f. shams@modares.ac.ir

 

-

 

mailto:rafiei_m@modares.ac.ir
mailto:f.%20shams@modares.ac.ir
mailto:f.%20shams@modares.ac.ir


 مجتبي رفيعيان و فاطمه شمس  

86 

 

 

 

 

 

 

Jacobs, 

1961

Lynch, 1960

Hidalgo, 2013

-

Jacobs, 

1992; Gehl, 2011

McCann and Rynne, 2005

Mboup and Warah, 2013

Hidalgo, 2013

Edges

Evren, 2016

-

Hartanti and Martokusumo, 

2012; Harvey and Aultman-Hall, 2016

LULC Research

Human Viewpoint

Gong et al., 2019

Gehl and Svarre, 2013; 

Heffernan and Pan, 2014

-



 ...گيري تجربه کيفي افراد از منظر بصري خيابان با استفاده از روش مديريت تجربه مشتري اندازه 

87 

 

 

 

 

 

 

 

Ewing and 

Clemente, 2013; Mehta, 2013

Simpson, 2018

Harvey and Aultman –Hall, 2016

Strug, 2013

Riccardo et al, 2013

 PSPNet-

Street View Images (SVIs)

Gong et al., 2019

Mobile Eye-tracking

(Simpson et al., 2018)

Herzog, 1982

Carmona, 2015; 

De Magalhães and Freire Tigo, 2017



 مجتبي رفيعيان و فاطمه شمس  

88 

 

 

 

 

 

 

-

-

 

Gong et al., 2019

Glaser et al., 2012; Thwaites 

et al., 2013; Kickert, 2016

Gehl et al., 

2006; Langelaar and van der Spek, 2012; 

Dovey and Wood, 2015

Kickert, 2016

Bobic, 2004; Mantho, 2014

-

Heffernan 

and Pan, 2014

-

Gehl, 2010

Dovey and Wood, 2015

Sidewalk Room



 ...گيري تجربه کيفي افراد از منظر بصري خيابان با استفاده از روش مديريت تجربه مشتري اندازه 

89 

 

 

 

 

 

 

 

Time Series 

Perception

Shakibamanesh and Ghorbanian, 2018

Hartanti and Martokusumo, 2012; Harvey et 

al., 2017; Zhang et al., 2018

Customer Experience Management

CEM

Cross-Channel 

Exposure

Peppers 

and Rogers, 2005



 مجتبي رفيعيان و فاطمه شمس  

90 

 

 

 

 

 

 

Gauri et al., 2008

Touch Point

Esch et al., 2006-

Schmitt and Zarantonello, 2013

Kuuru et al., 2020

Consistent Representation

Flawless Execution-

Distribution Channels and 

Interaction Points

Seybold, 2002

CEM

Human 

Activity ModelingHAM

Constantine, 2009

HAM’s 

Participation Map

Activity Theory

Teixeira et al., 2012

CEM

Cumulative

Incremental

Rusu et al., 2018Schmitt

Sense 

Feel (Affective 

Customer 

Experience)

Customers’ Inner Feelings and Emotions

Think 
(Creative/Cognitive 

Customer 

Experience)

Creating Cognitive

Convergent 

and Divergent Thinking

Act (Physical 

Customer 

Experience)

Motivational

Inspirational

Mutual Relationships

Relate (Social-

Identity Customer 
Experience)

Schmitt, 1999



 ...گيري تجربه کيفي افراد از منظر بصري خيابان با استفاده از روش مديريت تجربه مشتري اندازه 

91 

 

 

 

 

 

 

 

Boxall et al., 1996; 

Adamowicz et al., 1997; Marrison et al., 

1999; Rolfe et al., 2006

Louviere et al., 2000; Bennett and Blamey, 

2001; Hasher et al., 2005; Kanninen, 2007

Othmen et al., 

2004; Naidoo and Adamowicz, 2005; Bienabe 

and Hearne, 2006CEM

Customer Value ManagementCVM-

Revealed Preference 

MethodsRPM

 Attributes

 

 Decompose

 

 Biases

CVM

Open-Ended Contingent 

Valuation 

 

Choice Approach

Choice Sets

 

 

 



 مجتبي رفيعيان و فاطمه شمس  

92 

 

 

 

 

 

 

 

-

Story Telling

-



 ...گيري تجربه کيفي افراد از منظر بصري خيابان با استفاده از روش مديريت تجربه مشتري اندازه 

93 

 

 

 

 

 

 

 

-



 مجتبي رفيعيان و فاطمه شمس  

94 

 

 

 

 

 

 

 



 ...گيري تجربه کيفي افراد از منظر بصري خيابان با استفاده از روش مديريت تجربه مشتري اندازه 

95 

 

 

 

 

 

 

 

CEM-

Streetscape Features

HAM

Generative Space

-

-

-



 مجتبي رفيعيان و فاطمه شمس  

96 

 

 

 

 

 

 



 ...گيري تجربه کيفي افراد از منظر بصري خيابان با استفاده از روش مديريت تجربه مشتري اندازه 

97 

 

 

 

 

 

 

 



 مجتبي رفيعيان و فاطمه شمس  

98 

 

 

 

 

 

 

-

-

-

     *  

    *   

      * 

   *    

    *   

    *   

    *   

     *  

   *    

    *   



 ...گيري تجربه کيفي افراد از منظر بصري خيابان با استفاده از روش مديريت تجربه مشتري اندازه 

99 

 

 

 

 

 

 

 

-

-

-



 مجتبي رفيعيان و فاطمه شمس  

100 

 

 

 

 

 

 

-

 

 

 

Adamowicz, W., Swait, J., Boxall, P., 

Louviere, J., Williams, M. (1997). 

Perceptions versus Objective Measures of 

Environmental Quality in Combined 

Revealed and Stated Preference Models of 

Environmental Valuation, Journal of 

Environmental Economics and 

Management 32, 65- 84. 

Bienabe, E. and Hearne, R. R. (2006). Public 

Preferences for Biodiversity Conservation 

and Scenic Beauty within a Framework of 

Environmental Services Payments, Forest 

Policy and Economics, 9 (4): 335-348. 

Bennett, J. and Blamey, R. (2001). The 

Choice Modelling Approach to 

Environmental Valuation, Published by 

Edward Elgar publishing limited. 

Bobic, M. (2004). Between the Edges: Street-

Building Transition as Urbanity Interface. 

Bussum: Thorth Publishers. 

Boxall, P., Adamowicz, W., Swait, J., 

Williams, M., Laviere, J. (1996). A 

Comparison of Stated Preference Methods 

for Environmental Valuation. Ecological 

Economy, 18: 243–253. 

Carmona, M. (2015). Re-Theorising 

Contemporary Public Space: A New 

Narrative and A New Normative. Journal of 

Urbanism, 8(4): 373-405. 

Constantine, L. (2009). Human Activity 

Modeling: toward a Pragmatic Integration 

of Activity Theory and Usage-centered 

Design”, Human-centered Software 

Engineering: Software Engineering Models, 

Patterns and Architectures for HCI, 

Springer, London. 

De Magalhães, C. and Freire Trigo, S. 

(2017). Contracting Out Publicness: The 

Private Management of The Urban Public 

Realm and Its Implications. Progress in 

Planning, 115(1): 1-28. 

Dovey, K., and S. Wood. (2015). 

Public/Private Urban Interfaces: Type, 

Adaptation, Assemblage, Journal of 

Urbanism, 8 (1): 1–16. 

Ewing, R. and Clemente O. (2013). 

Measuring Urban Design: Metrics for 

Livable Places, Washington DC, and Island 

Press. 

Esch, F. R., Langner, T., Schmitt, B. H., and 

Geus, P. (2006). Are brands forever? How 

brand knowledge and relationships affect 

current and future purchases. Journal of 

Product and Brand Management, 15(2): 98-

105. 

Evren, S. (2016). An Investigation of 

Placemaking in Downtown Tucson, the 

University of Arizona. 

Gauri, D. K., Talukdar, D. and Ratchford, B. 

(2008). Empirical Investigation of the of 

Loss Leader Promotion on Store and 

Category Performance in Grocery Industry, 

Working Paper, Syracuse University. 

Gehl, J. (2011). Life Between Buildings: 

Using Public Space; Island Press: 

Washington, DC, USA. 

Gehl, J., Svarre, B. (2013) How to Study 

Public Life. Washington: Island Press.  



 ...گيري تجربه کيفي افراد از منظر بصري خيابان با استفاده از روش مديريت تجربه مشتري اندازه 

101 

 

 

 

 

 

 

 

Gehl, J. (2010). Cities for People. 

Washington: Island Press 

Glaser, M., M., Karssenberg, H., Laven, J. 

and Teeffelen, J. V. (2012). The City at Eye 

Level: Lessons for Street Plinths. Delft: 

Eburon. 

Gong, Z., Ma, Q., Kan, C., Qi, Q. (2019). 

Classifying Street Spaces with Street View 

Images for a Spatial Indicator of Urban 

Functions, Sustainability, 11: 6424. 

Hidalgo, A.K. (2013). Urban streets: Towards 

a psychological restorative function. In 

Proceedings of the 2nd Future of Places 

International Conference on Public Space 

and Placemaking (Ed.), Streets as Public 

Spaces and Drivers of Urban Prosperity, 

Stockholm, Sweden, 240–258. 

Hartanti, N.B., Martokusumo, W. (2012). 

Streetscape connectivity and the making of 

urban identity. In Proceedings of the Arte-

Polis-4 International Conference, Bandung, 

Indonesia. 

Harvey, C., and Aultman-Hall, L. (2016). 

Measuring Urban Streetscapes for 

Livability: A Review of Approaches. The 

Professional Geographer 62 (1): 149–158.  

Harvey, C., Aultman-Hall, L., Troy, A., 

Hurley, S.E. (2017). Streetscape skeleton 

measurement and classification. Environ. 

Plan. B Urban Anal. City Sci. 44: 668–692. 

Heffernan, E. and Pan, W. (2014). The 

Relationship between the Quality of Active 

Frontages and Public Perceptions of Public 

Spaces, Macmillan Publishers Ltd. 1357-

5317 Urban Design International, 19(1): 

92–102. 

Herzog, T. R. (1982). The Prediction of 

Preference for Unfamiliar Urban Places, 

Human Sciences Press, Population and 

Environment, 5(1). 

Jacobs, J. (1961). The Death and Life of 

Great American Cities, London: Jonathan 

Cape  

Jacobs, J. (1992). The Death and Life of 

Great American Cities, Vintage Books ed.; 

Vintage Books: New York, NY, USA. 

Kanninen, B. (2007). Valuing Environmental 

Amenities Using Stated Choice Studies, A 

Common Sense Approach to Theory and 

Practice, Springer. 

Kickert, C.C. (2016). Active Centers – 

Interactive Edges: The Rise and Fall of 

Ground Floor Frontages, Urban Design 

International 21 (1): 55–77.  

Kuuru, T.K., Litovuo, L., Stenroos, L.A., 

Helnder, N. (2020). Emotions in customer 

experience, society as an interaction space. 

Langelaar, T.V. and van der Spek, S. (2012). 

Walking Streams and The Plinth, 

https://thecityateyelevel.com/ 

Louviere, J.J., Hensher, D.A., Swait, J.D. 

(2000). Stated choice methods: analysis and 

applications, Cambridge University Press. 

Lynch, K. (1960). The image of the city, the 

MIT Press. 

Mantho, R. (2014). The Urban Section: An 

Analytical Tool for Cities and Streets. 

London: Routledge. 

Marrison, J. L., Rutherford, S. M., Robertson, 

E. J., Lister, C., Dean, C., Leech, R. M. 

(1999). The distinctive roles of five 

different ARC genes in the chloroplast 

division process in Arabidopsis, The Plant 

Journal, 18(6): 651-662 

Mboup, G., Warah, R. (2013). United 

Nations Human Settlements Program. In 

Streets as Public Spaces and Drivers of 

Urban Prosperity; UN-Habitat: Nairobi, 

Kenya. 

McCann, B., Rynne, S. (2005). Complete the 

streets, planning, 71: 18–23 

Mehta, V. (2013) the Street: A Quintessential 

Social Public Space. New York: Routledge 

Naidoo, R.,  Adamowicz, W.L. (2005). 

Biodiversity and nature-based tourism at 

forest reserves in Uganda, Environment and 

Development Economics, 10: 159–178. 

Othman, J.,  Bennett, J.,  Blamey, R. 

(2004). Environmental values and resource 

management options: a choice modelling 

experience in Malaysia, Environment and 

Development Economics, 9 (6): 803-824. 

Peppers, D., and Rogers, M. (2005). Return 

on customer: Creating maximum value 

from your scarcest resource. 

Doubleday/Currency. 

Riccardo, F. et al. (2013). Neighborhood 

regeneration by façade redesign: a visual 

experiment on energy efficiency and 

aesthetics, the international journal of 

architectonic, spatial, and environmental 

design.  

Rolfe, G. (2006). Validity, trustworthiness 

and rigor: quality and the idea of qualitative 

research, Journal of Advanced Nursing 

53(3): 304–310. 

Rusu, V., Rusu, C., Botella, F. (2018). 

Customer experience: Is this the Ultimate 

experience? Interacción, Palma, Spain. 

Schmitt, B. H. (1999). Experiential 

marketing: How to get customers to sense, 

feel, think, act, relate to your company and 

brands. New York, NY: The Free Press. 

Schmitt, B., and Zarantonello, L. (2013). 

Consumer experience and experiential 

https://scholar.google.com/citations?user=yuqv19MAAAAJ&hl=en&oi=sra
https://scholar.google.com/citations?user=4WI5j3YAAAAJ&hl=en&oi=sra
https://scholar.google.com/citations?user=r1REyyAAAAAJ&hl=en&oi=sra
https://scholar.google.com/citations?user=F_orcKoAAAAJ&hl=en&oi=sra
https://scholar.google.com/citations?user=zquxB5oAAAAJ&hl=en&oi=sra


 مجتبي رفيعيان و فاطمه شمس  

102 

 

 

 

 

 

 

marketing: a critical review. Review of 

Marketing Research, 10: 25-61. 

Seybold P.B (2002). The customer 

Revolution. London Business Books. 

Simpson, J. (2018). Street DNA: the Who, 

Where and What of Visual Engagement 

with the Urban Street. Journal of Landscape 

Architecture, 13 (1): 50–57.  

Simpson, J., Freeth, M., Simpson, K.J., 

Thwaites, K. (2018). Visual engagement 

with urban street edges: insights using 

mobile eye-tracking, Journal of Urbanism. 

Shakibamanesh, A. and Ghorbanian, M. 

(2018). Effects of Urban Spatial 

Configurations and Physical Structures on 

Pedestrians' Perception of Subjective 

Duration, Interaction Design and 

Architecture(s) Journal. 36: 95-117. 

Strug, B. (2013). Automatic design quality 

evaluation using graph similarity measures, 

Automation in Construction, 32: 187–195.  

Teixeira, J., Patrı´cio, L., Nunes, N.J., 

No´brega, L., Fisk, R.P., Constantine, L. 

(2012). Customer experience modeling: 

from customer experience to service design, 

Journal of Service Management 23 (3): 

362-376.  

Thwaites, K., I. Simkins, and A. Mathers. 

(2013). Socially Restorative Urbanism: The 

Theory, Process and Practice of 

Experiemics. London: Routledge 

Zhang, F., Zhang, D., Liu, Y., Lin, H. (2018). 

Representing place locales using scene 

elements. Computer environmental Urban 

System, 71: 153–164.


