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ABSTRACT

The purpose of this study is to "provide a mobile marketing model with the approach of customer
expected value in consumer journey (travel)." In this regard, while reviewing concepts such as mobile
marketing and customer expected value, mixed method (qualitative-quantitative) and structural
equation modeling were used to identify the components and indicators of mobile marketing model
with the customer's expected value approach in customer travel(journey) . The study population
included marketing experts and professors in the qualitative section and mobile marketers in the

quantitative section. The sample size was determined to be ). in the qualitative section including

experts in the field of marketing and in the quantitative phase ( due to the unlimited statistical

population using the Morgan table) the size of sample was determined vAt. To collect data in this

study, a semi-structured interview in the qualitative section and a questionnaire in the quantitative
section were used. Its reliability was confiremed by Cronbach's alpha coefficient in SPSS software. In
order to analyze data in qualitative ection the MAXQDA software was used . In quantitative part ,
Kolmogorov-Smirnov tests was used for normal testing .and confirmatory factor analysis and
Structural equation modeling was used to confirm the components and present the model in smart pls

software. The results showed that the components of the model are in order of priority: \-
gamification, Y- social media, ¥- consumer behavior, i- customer travel, s-mobile marketing, =-
expected value, and v- advertising. The results also showed that gamification and advertising have a

significant effect on consumer behavior, social media and expected value. The results of the model
also showed that the components of consumer behavior, social media and expected value had an

impact on mobile marketing through the quality of customer journey from beginning to end.

Keywords: Marketing, Mobile Marketing, Customer Expected Value, Customer journey( Travel)
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