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Customer experience is one of the cornerstones of marketing research. The formation of
customer experience in multi-actor platforms involves simultaneous and dynamic
interactions between different actors throughout the customer journey. This value co-
creation process involves three main actors: customers, service providers, and the
platform. These intersecting interactions create a multidimensional and dynamic
experience for the customer that cannot be explained by classical customer experience
frameworks. The customer experience management literature has mainly focused on the
two-way interaction between the customer and the brand and has paid less attention to
the complex and nonlinear mechanisms of multi-actor interactions in the context of this
type of platform. Also, the lack of a conceptual and operational model that can explain
the role and impact of each actor in the formation of customer experience makes
platforms ineffective in designing experience-oriented strategies. Therefore, it is
necessary to present a multi-level model for analyzing and designing customer
experience in multi-actor platforms, in order to fill the existing theoretical gap and
provide effective guidance for decision makers of this type of platform. Accordingly,
the purpose of this research is to design a customer experience model in multiplayer
platforms. The general philosophy governing this research is pragmatism, which is
carried out with an inductive-deductive approach, and is mixed in terms of
methodology. In the qualitative phase, a phenomenological strategy is used to identify
the dimensions of the lived experience of individuals, touchpoints and triggers, and in
the quantitative phase, a quasi-experimental strategy is used to test and compare the
effectiveness of triggers and touchpoints and identified factors. The participants of this
research include three main groups: platform users, service providers, and platform
managers and experts, who are selected in the qualitative phase by purposive sampling
and in the quantitative phase by convenience sampling. In the qualitative phase, data is
collected by semi-structured interviews, and in the quantitative phase, by implementing
a vignette-based cross-group quasi-experimental design. Vignettes include hypothetical
situations of customer interaction with multiplayer platforms. The data collection tool in
the quantitative phase will be a researcher-made questionnaire based on the results of
the qualitative phase. In the qualitative phase, data analysis will be done using thematic
analysis, and in the quantitative phase, ANOVA test will be used to compare means,
Tukey's post hoc tests, and if necessary, regression analysis or SEM.

Keywords: Customer Experience, Multi-Actor Platforms, Customer Journey, Touchpoints,
Drivers, Cross-Attribution, phenomenology
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