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Cumulative
Frequency Percent | Valid Percent Percent
Valid 1]106 52.2 52.2 52.2
2197 47.8 47.8 100.0
Total]203 100.0 100.0
married2
Cumulative
Frequency | Percent | Valid Percent Percent
Valid 1189 43.8 43.8 43.8
2|114 56.2 56.2 100.0
Total|203 100.0 100.0
age2
Cumulative
Frequency | Percent | Valid Percent Percent
Valid 1168 335 335 335
2|82 40.4 40.4 73.9
353 26.1 26.1 100.0
Totalj203 100.0 100.0
education
Cumulative
Frequency | Percent | Valid Percent Percent
Valid 1155 27.1 27.1 27.1
2|46 22.7 22.7 49.8
3]102 50.2 50.2 100.0
Total]203 100.0 100.0
job2
Cumulative
Frequency | Percent | Valid Percent Percent
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Valid 1182 404 404 40.4
2|65 32.0 32.0 72.4
3|10 4.9 4.9 77.3
4146 22.7 22.7 100.0
Total|203 100.0 100.0
incom2
Cumulative
Frequency | Percent | Valid Percent Percent
Valid 1§31 15.3 15.3 15.3
2|67 33.0 33.0 48.3
3186 42.4 42.4 90.6
4119 94 94 100.0
Total|203 100.0 100.0
family2
Cumulative
Frequency | Percent | Valid Percent Percent
Valid 1423 11.3 11.3 11.3
2]129 63.5 63.5 74.9
3|44 21.7 21.7 96.6
417 34 34 100.0
Total|203 100.0 100.0
Regression
Variables Entered/Removed®
Variables Variables
Modell Entered Removed Method
1 faza|. Stepwise
(Criteria:

Probability-of-F-
to-enter <= .050,
Probability-of-F-
to-remove >=
.100).
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mazaya.

khdamat|.

pakage|.

makan|.

Stepwise
(Criteria:
Probability-of-F-
to-enter <= .050,
Probability-of-F-
to-remove >=
.100).

Stepwise
(Criteria:
Probability-of-F-
to-enter <= .050,
Probability-of-F-
to-remove >=
.100).

Stepwise
(Criteria:
Probability-of-F-
to-enter <=.050,
Probability-of-F-
to-remove >=
.100).

Stepwise
(Criteria:
Probability-of-F-
to-enter <= .050,
Probability-of-F-
to-remove >=

.100).

a. Dependent Variable: wom

Model Summary'

Adjusted R [ Std. Error of the
Model| R R Square Square Estimate Durbin-Watson
1].373a 139 134 1.18090
2].442b 196 .188 1.14408
3|.481c 231 .219 1.12150
4].503d 253 .238 1.10810
5|.517e .268 .249 1.10001 2.204

a. Predictors: (Constant), faza
b. Predictors: (Constant), faza, mazaya

c. Predictors: (Constant), faza, mazaya, khdamat
d. Predictors: (Constant), faza, mazaya, khdamat, pakage

e. Predictors: (Constant), faza, mazaya, khdamat, pakage, makan
f. Dependent Variable: wom

ANOVA'
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Model Sum of Squares |df Mean Square  |F Sig.
1 Regression 45.170 1 45.170 32.391 .000a
Residual 280.299 201 1.395
Total 325.469 202
2 Regression  ]63.686 2 31.843 24.328 .000b
Residual 261.783 200 1.309
Total 325.469 202
3 Regression 75.176 3 25.059 19.923 .000c
Residual 250.293 199 1.258
Total 325.469 202
4 Regression 82.349 4 20.587 16.767 .000d
Residual 243.119 198 1.228
Total 325.469 202
5 Regression 87.093 5 17.419 14.395 .000e
Residual 238.376 197 1.210
Total 325.469 202
a. Predictors: (Constant), faza
b. Predictors: (Constant), faza, mazaya
c. Predictors: (Constant), faza, mazaya, khdamat
d. Predictors: (Constant), faza, mazaya, khdamat, pakage
e. Predictors: (Constant), faza, mazaya, khdamat, pakage, makan
f. Dependent Variable: wom
Coefficients?®
Standardized
Unstandardized Coefficients  |Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) ]2.027 460 4411 .000
faza 509 .089 373 5.691 .000
2 (Constant) ].696 .569 1.224 223
faza 428 .089 313 4.785 .000
mazaya .368 .098 .246 3.761 .000
3 (Constant)  |-.122 .620 -.197 844
faza 394 .088 .288 4.466 .000
mazaya 367 .096 .245 3.831 .000
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khdamat 211 .070 .189 3.022 .003
4 (Constant)  |-.669 .653 -1.025 .307
faza 345 .090 252 3.849 .000
mazaya 334 .096 223 3.493 .001
khdamat 182 .070 163 2.597 .010
pakage .238 .099 159 2.417 017
5 (Constant) |-1.241 710 -1.750 .082
faza 367 .090 .269 4.098 .000
mazaya 341 .095 228 3.501 .000
khdamat 140 .073 126 1.930 .055
pakage 254 .098 169 2.590 .010
makan 130 .065 27 1.980 .049
. Dependent Variable: wom
Excluded Variables'
Collinearity
Partial Statistics
Model Beta In t Sig. Correlation Tolerance
1 brandm 227a 3.529 .001 242 .984
mazaya .246a 3.761 .000 257 941
price J114a 1.751 .081 123 996
adver .105a 1.584 115 111 973
zanjir .155a 2.333 .021 163 .949
makan .146a 2.236 .026 .156 .984
online .044a 671 .503 047 999
pakage 219 3.292 .001 227 920
khdamat |.190a 2.932 .004 203 983
2 brandm .125b 1.525 129 107 596
price -.006b -.085 .933 -.006 749
adver .057b 871 .385 .062 932
zanjir .130b 2.002 .047 141 .938
makan .158b 2.498 .013 174 .982
online .037b .588 .558 .042 .998




pakage .188b 2.867 .005 199 .902
khdamat |.189b 3.022 .003 210 .983
3 brandm .136¢ 1.695 .092 120 595
price -.065¢ -.874 .383 -.062 .702
adver .036¢ .562 575 .040 921
zanjir .085c¢ 1.276 .204 .090 873
makan 114c 1.747 .082 123 905
online -.033c -.502 .616 -.036 873
pakage .159c 2417 .017 169 875
4 brandm .133d 1.679 .095 119 595
price -.088d -1.196 233 -.085 .691
adver .011d 170 .865 012 .895
zanjir .065d .985 .326 .070 .858
makan 127d 1.980 .049 140 .899
online -.052d - 791 430 -.056 861
5 brandm .120e 1.519 130 .108 590
price -.053e -.691 490 -.049 .640
adver -.015e -.220 .826 -.016 .861
zanjir .017e 233 .816 .017 126
online -.094e -1.381 169 -.098 .800

. Predictors in the Model: (Constant), faza

a
b. Predictors in the Model: (Constant), faza, mazaya

. Predictors in the Model: (Constant), faza, mazaya, khdamat

c
d. Predictors in the Model: (Constant), faza, mazaya, khdamat, pakage

—h

Dependent Variable: wom

. Predictors in the Model: (Constant), faza, mazaya, khdamat, pakage, makan

Residuals Statistics?®

Minimum |Maximum [Mean Std. Deviation [N
Predicted Value 3.0158 6.2447 4.5993 .65662 203
Residual -2.93435  |2.14756 .00000 1.08631 203
Std. Predicted Value [-2.412 2.506 .000 1.000 203
Std. Residual -2.668 1.952 .000 .988 203

a. Dependent Variable: wom
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Friedman Test

Ranks
Mean Rank

V36 |4.27
V37  ]2.20
V38 |4.13
V39 |7.30
V40  |4.67
v4l  |6.07
V42  18.07
V43 16.93
V44 15.67
V45  18.10
V46  |8.60

Test Statisticsa

N
Chi-Square
df

15
55.992
10

Asymp. Sig.

.000

a. Friedman Test
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Studying the role of customer experience on word of mouth

(Case Study: Customer Samsung)
Reza Sheikh
Sanaz Heidari

Abstract:

This study examines the relationship between customer experience and word of mouth.
The study is descriptive -correlation. Statistical Society is 196 of Samsungs customers
in Tehran. Questionnaire was used for data collection and reliability of 77% was
calculated. For data analysis was used stepwise regression and to rank the factors in the
selection of Samsung products for data analysis, and stepwise regression to rank the
factors in the selection of Samsung products Friedman test was used Friedman test.
Findings showed that the experience of selling space, experience of supply place,
experience the advantages and benefits, combined service experience, experience of
packaging and labeling are determinant word of mouth and Experience of online
advertising, customer experience, brand experience, experience, price, supply chain
management experience, experience in marketing had not effected on word of mouth.
Keyword: Customer experience, customer loyalty, word of mouth
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