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EXTENDED ABSTRACT:

Introduction: Sensory marketing, which is considered in the field of marketing
communications, is a response to the need of marketers to establish two-way communication,
coordinate with the audience's normal behavior in order to use the five senses of the customer
in a positive way, to lead to the lastingness of the brand in his memory and can attract and
retain the brand. Influence the customer and influence marketing plans and company goals.
Therefore, the purpose of this research is to investigate the effect of sensory marketing on the
attraction and retention of coffee customers in coffee shops with the moderating role of ethnic
identity. Without access to the knowledge of consumer behavior and having a correct
understanding of it, it is not possible to predict the reaction to the needs and desires of
customers (Erdogan et al., 2016). The level of ethnocentrism of the consumer is one of the
determining factors in his purchase intention. But little research has been done on it. For
example, Rahim Nia and Pour Salimi (2015) studied the effect of service innovation on
customers' behavioral intentions through sensory marketing in five-star hotels in Mashhad.
lanario et al. (2012), analyzed sensory analysis in the food industry as a tool for marketing
decisions, Zhang and Li (2019), proposed the use of effective sensory marketing for
sustainable management of coffee shops, and also less research used coffee and coffee shops
as a study. . For example, Valipuri et al. (1401) discussed the design of the sensory marketing
model, its antecedents and strategies in the fast-moving consumer goods industry. Ann
Koechling, (2021) Investigating Sensory Marketing as a Tool to Enhance Tourists' Online
Destination Experiences Before Travel? Selda Basharan Alagoz and Nazahat Ekichi (2014)
conducted a web-based experiment to investigate the marketing experience and holiday
experience: a case of Turkish Airlines. Therefore, the main issue of the research is that sensory
marketing has a moderating role on attracting and retaining coffee customers. Ethnic identity
has an effect.

Methods: The statistical population of the research is all the customers of the country's
coffee shops in an unlimited number. And due to the unlimited statistical population, the
sample size was obtained by using Morgan's table and 384 people were selected non-
probably (available sampling). In order to measure the variables, a standard questionnaire
was used. The validity of the questionnaire was evaluated in a diagnostic, convergent and
divergent manner, and the reliability of the questionnaire was also evaluated with
Cronbach's alpha coefficient. Data analysis was done using SPSS and Smart PLS3 software
with structural equation tests. For sensory marketing, Holten et al.'s (2009) questionnaire
with 26 items was used, and to measure the variable of customer attraction and retention,

the Gibb standard questionnaire (2005) which contains 14 items was used, and finally, to
measure the ethnic identity variable, the Finney standard questionnaire (1992) was used. )
which contains 12 items will be used. Also, the scale used is a five-point Likert spectrum.
This scale specifically uses the basis of completely disagree, disagree, neutral, agree and
completely agree. Based on this, the respondents were asked to answer the questions of the
questionnaire based on a five-point Likert scale. The data obtained from the collected
questionnaires are analyzed in two sections of descriptive and inferential statistics.
Descriptive statistics are performed with the help of Spss 26 software and inferential
statistics with the partial least squares method and with the help of Smart PLS3 software.
Findings & Argument: The results of data analysis showed that sensory marketing has a
significant effect on attracting new customers, and sensory marketing has a significant effect
on retaining current customers, and ethnic identity has a moderating role between sensory
marketing and attracting new customers. Finally, the results showed that ethnic identity It
has a moderating role between sensory marketing and keeping current customers.
Conclusion & Recommendations: Based on the information obtained in this research, it is
suggested that the owners of service businesses and coffee providers in particular pay
special attention to the marketing department and recruit a competent person as a marketing
manager, and then the marketing team is formed based on Teachings of sensory marketing
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and by creating a pleasant experience after purchase for new customers, turn them into loyal
and satisfied customers, and this is the example of influencing and shaping the customer's
behavioral intentions, which causes, in addition to buying and returning, the organization
And recommend its services to others
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