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Abstract

The purpose of this research is to design a customer experience management model in the
Iranian automotive industry. This research is exploratory in terms of method and practical in
terms of purpose. The statistical community includes experts and specialized people of the
automotive industry, who were selected by the purposeful sampling method. For this purpose,
using the qualitative research method, firstly, the background of customer experience
management was analyzed, and then the data was collected through semi-structured interviews
with 18 experts in the automotive industry, in a period of 40 days. The sample volume is
determined based on theoretical saturation. Data coding and analysis was done using thematic
analysis method and by MAXQDA 2018 software .For the model, 131 primary themes, 24
central themes, 10 selected themes and 4 dimensions were identified. The model consists of
parts of antecedents and factors affecting customer experience management (internal and
external factors), customer experience management process (identifying customer needs,
designing customer experience, measuring customer experience and implementing changes)
and consequences of customer experience management (national achievements, achievements
organizational, employee achievements and customer achievements). This research has
provided a model for managing the positive experience of customers in the automotive
industry by extensively examining the concept of customer experience. This model creates a
competitive advantage and improves the company's performance indicators. The data analysis
showed that the dimensions and components of the customer experience model depend on
internal and external dimensions.
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