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Abstract

Customer experience is defined by the interactions and
experiences that the customer has with the business during the
customer's journey. In other words, customer experience
management is a solution and instruction that enables the
organization and the company to manage all interactions and
communications with customers. And at the same time, be able to
communicate effectively with them and solve the problems that
stand in their way. Therefore, any organization and business that
claims to be customer-centric must have measures and policies in
place to do so The present study is a developmental foundation
with a mixed approach and seeks to provide a model of customer
experience management model in the field of providing car
assistance services. According to the research results in the
qualitative part of the research findings from the interview and
coding in six categories including causal conditions such as
experience brand, customer needs, diversity of golden cards,
market willingness and monitoring competitors and underlying
conditions such as timely fulfillment of obligations Company,
selling mobile relief subscriptions, aid workers, adjusting gold
subscription costs, strategies such as preventing unauthorized,
increasing sales with 400250 program, providing on-site service,
pleasant experience of having a relief card and strategic vision
And intervening conditions such as repurchase card relief, long-
term relationship with subscribers, company affiliation, increased
advertising, purchase loyalty, brand credibility, social
responsibility and consequences including improved service
process, brand value management, effort to build experience
Excellent, experience building, promoting satisfaction with Iran
Khodro performance is a brand evaluation program. In the
quantitative part that is presented to evaluate the paradigm model,
the findings of the researcher-made questionnaire showed that all
the factors identified in the qualitative part are effective on
customer experience management.
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- Grounded Theory
2. Strauss & Corbin
3. Open Coding
4. Axial Coding
5- Selective Coding
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- Casual Conditions

- Actions & Interactions
- Context

- Intervening Conditions
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