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Abstract

This mixed-methods, exploratory, cross-sectional study design
explains a conceptual model of the factors influencing tourist return
to the Inche Broun border market based on a customer journey map.
In the first phase, semi-structured interviews were conducted with
tourists, Bazarche Merzi Inche Broun business owners, and academic
experts to identify and classify these factors. Participants (n=21)
were selected using convenience sampling until theoretical
saturation was reached. Interviews were analyzed using content
analysis in MAXQDAZ20, revealing 47 contact points during the
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tourist journey that influenced return. These points were then
grouped into eight categories based on thematic analysis. In the
second phase, interpretive structural modelling was used to develop
the conceptual model, and the influence-dependence matrix was
generated. Subsequently, interpretive structural modelling (ISM)
was applied using data from 17 questionnaires completed by experts
and tourists to develop a four-level hierarchical model of factors
influencing tourist return. Analysis of the influence-dependence
matrix identified key drivers for enhancing return rates. Research
results showed that the return of tourists to tourist destinations is a
multi-dimensional and complex decision, and the decision-makers in
this field should consider these factors with a holistic and
comprehensive view, according to their importance.

Keywords: Border Market, Inche Broun, Shopping Trip Experience,
Return of Tourists.

1. Introduction

Considering the active and undeniable role of visitors in the
prosperity and development of border bazaars, the present research,
it was tried to examine the buying behavior of one of the leading
actors of these bazaars, i.e., customers, from a new perspective and
using the customer journey theory, so that the contact points
affecting The return of tourists during their shopping trip should be
identified and explained that this issue could be helpful for decision-
makers and relevant authorities, market activists, researchers and
researchers interested in this field and to provide better and
operational services to customers and subsequently the development
and prosperity of this bazaar. Be a pioneer. According to the



135 | Siahsarani Kojuri | Designing and Explaining the Conceptual ....

mentioned cases, in this research, we tried to answer the following
questions:

1- What are the most important indicators influencing the return of
tourists based on the shopping trip experience of Bazarche Merzi
Inche Borun customers?

2. Literature Review

Customer journey theory has been discussed in the fields related to
service and management, but there is not enough research on the
customer journey and its enablers in frontier markets. Research work
in consumer behavior is challenging, mainly because the customer
journey involves the subjective experience of customers and is
influenced by multiple factors (Lin, 2023).

A review of the background of the research in both domestic and
foreign sectors shows that although many dimensions of border
bazaars have been discussed in previous studies, the buying behavior
of visitors and buyers of this market and their role in the prosperity
and development of these bazaars have rarely been examined.
Therefore, in the current research, an attempt was made to look at
one of the leading players in the border bazaars, which have received
less attention and investigation in previous research, and to look at
the border bazaars from their point of view in their shopping journey,
and this issue is investigated and explained. In this way, from the
beginning to the end, what points affect its return, and clarifying this
issue can be a big step in the direction of the development and
prosperity of these bazaars.
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3. Methodology

The current research is descriptive-analytical and in the form of
cross-sectional studies. The researchers used mixed research
methods in two related steps to fulfill the goals and answer the
questions of this study. The statistical population of the research
included customers, travelers, business owners in Bazarche Marzi
Inche Borun, and experts and academic specialists who, in the first
step, extract codes and discover indicators of tourists returning to
Bazarche Marzi Inche Borun based on customer travel experience,
using the Sampling method available was conducted until reaching
theoretical saturation in a total of 21 interviews. Interview questions
were asked to the interviewees individually in a semi-structured
interview for over 20 to 30 minutes. In order to collect data, in line
with the purpose of the research, the researcher use basic individual
general and open questions. To analyze the data, the researchers
followed a process of carefully typing the audio file and entering it
into the MAXQDAZ20 software after each interview, followed by
several readings of the text. Specific, meaningful units and
summarization of meaningful units were done with a description
close to the text. Then, a list of codes was prepared, and by
reviewing, reviewing the meaning, and determining the similarities
and differences in the meaning, similar codes were placed on a more
abstract level by deductive and inductive methods and by continuous
comparison, acceptable subclasses and classes were obtained, and
validity and reliability were obtained. It was confirmed using the
content validity ratio (0.58 value) and Kappa-Cohen test (0.78
value). In the second step, interpretative structural modeling was
used to discover the relationships between the indicators influencing
the return of tourists to the Inche Borun border market.
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4. Results

The results of the gqualitative stage showed that the tourists touched
47 contact points during their trip to the Inche-Borun border market
as points influencing their return, and these points were categorized
into eight categories based on semantic affinity. The results of the
quantitative stage showed that the conceptual model of tourists'
return can be drawn as four levels, and the relationships between
these variables and their analysis based on the influence-dependence
matrix can lead to an increase in the return rate of tourists.

5. Discussion

The analysis of the influence-dependence matrix showed that the
internal arrangement of the bazaar, the external arrangement of the
bazaar, products, and services, and attention to local and native
potentials are located in the connected area, which shows that any
change in these variables affects other factors, as well as the
relationship factor. Publicity and information are placed in the area
of influence, which requires more attention; on the other hand, the
placement of two factors, the route and communication and the
comfort-accommodation facilities in the dependent area, shows the
high dependence on these factors, finally, the placement of the
variable of medical facilities- Health in the autonomous region
shows the vital role of this variable in the return of tourists.

6. Conclusion

According to the researchers of the present study, one of the key and
leading actors of the border bazaars, which have been paid less
attention to in previous research and have not been looked at from
their perspective and role, are the visitors, travelers, and customers
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of these bazaars. These people are the primary source of income for
businesses. Being active in these markets is achieved through them.
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