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Abstract

Retailers need to identify the positive and negative price experiences of
customers in retail stores with multiple channels and more importantly, they
need to manage these positive and negative price experiences. So, in this
research, the Customer Price Experience management in multiple channels is
discussed. This research was conducted with a single qualitative approach,
interpretive philosophy and theme analysis. The statistical population of the
research includes clients of managers and professors of marketing and pricing of
retailers. The sampling method is targeted and selective sampling method with
maximum diversity. MAXQDA 2020 software has been used to extract 11 and 15
main themes in offline and online shopping, respectively. According to the
findings, the codes of freedom of action (main theme: improving seller bias) (5
referrals) and real discount (main theme: enhancing loyalty/pleasure /saving) (4
referrals), in the offline channel, and images codes with quality /genuine (main
theme: improving risk) (6 referrals), comparing similar goods (main theme:
improving non-comparability) (6 referrals), in the online channel the most
frequent in terms of the number of references, based on the way classification
There have been works to improve negative price experiences and ways to
enhance customers' positive price experiences in multiple channels. These codes
are the result of the researcher's deep involvement with the research subject of
the researcher's studies and notes (memos) in the research process.
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Extended Abstract

1. Introduction

Researchers present the six dimensions of
satisfaction, including price transparency,
price assurance, price quality, price trust,
relative price, and fair price (Nazari and
Bahri Nejad, 2012). Other researchers have
linked various dimensions to the
formation of a mental image of a store's
product price. These dimensions, which
have a direct effect on customers'
intentions to buy, include understanding
price level, understanding value for
money, price perception, price processing
capability, and assurance of price
evaluation (Roth et al, 2017). On the other
hand, with the increasing emergence of
chain stores, they are trying to gain a
competitive advantage from appropriate
pricing strategies such as benefit from
psychological pricing, discount pricing,
competitive pricing, bundling pricing, and
more (Nazari et al, 2018). And today, many
companies are embracing the customer
experience as a way to gain a sustainable
competitive advantage (Pei et al, 2020).
Due to this, retailers need to take care of
their customers and satisfy them through
multiple communication channels when
faced with product prices. Therefore, the
present study designed the customer
price experience framework in multiple
retail channels. Understanding the
perceived customer experience provides
the context for designing a managed
customer experience for businesses. The
stages of the customer journey from the
perspective of Washer et al (2009) include
awareness (initial knowledge of the service
or product and initial interactions),
attention and reflection (attracting
attention and creating interest in the
service or product), inquiry or evaluation
(reviewing and comparing the service or
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product with the similar option), purchase
(purchase of service or product), and use
(use or consumption of service or
product). Therefore, according to the
dimensions of satisfaction and the price
mental image and the stages of the
customer's journey, it can be argued that
in order to obtain the model of the
customer's price experience based on
contact points during the customer's
journey, three stages should be considered
before purchase, during purchase, and
after purchase. Accordingly, the stages of
customer price journey touch points
consisted of 8 stages: 1- Search for product
prices, 2- pay attention to product prices,
3- evaluate product prices, 4- select prices
5- purchase products, 6- consume
products, 7- satisfaction with product
prices, and 8- customer loyalty.

2. Methodology

The statistical population of the research
includes clients of managers and
professors of marketing and pricing of
retailers. This research is based on the
grounded theory. The sampling method in
this study is available-theoretical and the
determination of sample size was done
through the theoretical saturation
method. To collect the data, 10 managers
and professors were interviewed. The
theme analysis method was used for data
analysis. In this strategy, statements from
research examples, themes, or main
concepts of participants' speeches are
extracted, categorized, and summarized
by systematical and reciprocal coding. To
assess the validity, the validity of the

interviews, topic selection, interview
questions, design, copying, analysis,
confirmation, and reporting were

calculated. Also, to evaluate the intra-
subject reliability, the agreement method
of two coders was used.
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3. Findings

With the help of MAXQDA 2020 software,
11 and 15 main themes in offline and online
shopping were extracted, respectively.
Freedom of action code (5 referrals), real
discounting code (4 referrals), refunds
code (4 referrals), guide /consultant code
(4 referrals), decision-making code (4
referrals), festival code (3 referrals), after-
sales service code (3 referrals), distinctive
brand identity code (3 referrals), and lack
of prejudice code (3 referrals) in the offline
channel, and quality/real images code (6
referrals), compare similar products code
(6 referrals), insert price/information
code (4 referrals), product review /content
creation code (4 referrals), increasing
transparency code (4 referrals), listing the
price code (4 referrals), product

Volume 15. Issue 30. Autumn and Winer, 2023. Pages 247 to 276.

specification code (3 referrals), defining
characteristic code (3 referrals), return
code (3 referrals), and intermittent code (3
referrals) in the online channel had the
highest frequency in terms of the number
of referrals and based on the classification
of the purchase process and customer
touch points for Customer Price
Experience Management.

4. Conclusion

Developing a customer price experience
model with positive and negative
experiences can be very useful for offline
and online retail owners and business
managers for deep knowledge of
customers and designing a comprehensive
price value package that meets the
maximum expectations of customers.
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