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Abstract A\

Evaluating the uaIit&f custagerexperience in cafes is important for
businesses in ordergto Imp iCe delivery, customer satisfaction,

Mahdi Karoubi

and value creation®khe aim 0 earch is to adapt and develop the
Custome Q) model in leisure spaces with an
emphasis o . The research method was mixed. In

data with ten
researchers and soci
In the gquantitative s
questionnaire from a

e field of customer service and experience,
gists in the field of women, and cafe operators.
e, data was collected using a researcher-made
ple size of 221 customers of female cafes in
the IranShahr neighbgfhood of Tehran. The data were analyzed using
exploratory and cofifirmatory factor analysis. In exploratory factor
analysis, eight dimensions were identified. The results of confirmatory
factor analysis also confirmed the validity, reliability, and fit of the
eight-dimensional structural model of the quality of female customers'
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experience in cafes. Therefore, the EXQ model was expanded from 4
dimensions to 8 dimensions in the context of cafes and in the field of
female customers. This model can be used to improve the planning and
management of female customer experience in cafes.

Keywords: Experience Economy, Customer Experience Quality, Third
Place,lranshahr Neighborhood of Tehran,EXQ Model.

1. Introduction
The quality of customer experience is knowmyas one of the most

satisfaction, and strengthening loyalty. However,\the subjective,
multidimensional, and fluid nature experien presented
conceptual and methodological difficultigg in i ent and

management. On the other hand, in ¢ cafes have
become a part of the urban and modern lifes ple visit these
spaces not only to drink coffee, but also to relax, leisure time, and

socialize. But, the fundamental ques ' ther the quality of
experience in cafes is the s for evw, regardless of gender?
Women have always ¥aced limitations in intéracting with urban spaces
and experience‘)# ifferently than men. Although the
presence of wom s increased in recent decades,

global statistics still indi istence of structural inequalities.
Accordin Forum's report on the gender gap in
2024, Iran is tom of the global table, indicating the
serious challe omen in social and economic life. In such
afes have become a vital platform for women.
Accordingly, womeRs experience in cafes requires a model tailored to
women's gender charagteristics. The present study aimed to explain the
components that makefip the quality of female customer experience in
cafes and present a ized model. The main question of the research
is: What are the dimensions that shape the quality of female customers'
experience in cafes?

2. Literature Review

Recent studies have extensively explored the role of cafes in social and
urban contexts. Internationally ,Kanesuvamheera and Makhathini
(2025) highlighted the significance of campus cafes as "third places”
that enhance the student experience in South Africa. Similarly ,Cowan
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et al .(2025). found that biophilic or nature-based cafe environments
positively influence customer well-being and pro-environmental
behaviors. In the Vietnamese context ,Kim Vu et al .(2024) developed
a conceptual model for the coffee shop experience from both supplier
and consumer perspectives, providing a more granular understanding
of customer dynamics .Furthermore, Zamani Darani and Maghsoudi
(2019) investigated the correlation between female presence in urban
environments and urban desirability metrics. The results demonstrated
that factors including physical structure, comfqrt, safety and security,
social utility, sense of pleasure, and sense of belenging are positively
and significantly correlated with women's attendance,in urban spaces.
Enayat and Afzali(2024) explored the concept of "hid life" (Ziist-e

Penhan) among single women in Shirazt icated that
social pressures and cultural norms drive S to seek
a form of freedom, independence, and a i i

Based on this review, three primary research dentified: first,

women's cafe experiencesare rarely st
second, the EXQ model has, primaril dated in banking or
sports sectors rather third, feminist critiques
suggest that curren eories require a gender-sensitive

model to accurﬂljec periences.

A
3. Meth
The presen terms of its purpose and descriptive-
survey nature d is a sequential exploratory mix. In the

semi-structured interviews with 10 experts,
ender dimensions of women's experiences were
antitative phase, the statistical population
included women visiting cafes in the Iranshahr neighborhood in
District 6 of Tehran. ording to the 10-fold rule of Hair et al. (2017),
the sample size is 130 people, and according to Kline (1990), the
minimum acceptable statistical sample for conducting structural
equations is 200 people. In this study, to increase accuracy and
validity, a sample size of 221 people was considered. The quantitative
part instrument was a researcher-made questionnaire that was
designed by combining the EXQ model items and the results extracted
from the qualitative phase. Content validity was confirmed by experts
and its reliability was confirmed in a preliminary study (31 people) with

gualitative ph
the indigenous an
extracted. In the
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a Cronbach's alpha coefficient higher than 0.7. The research data was
analyzed in two parts: descriptive and inferential. Descriptive statistics
described demographic variables using statistical indicators. In the
inferential section, first, using exploratory factor analysis, the
constituent dimensions of the quality of female customers' experience
in cafes were identified. Subsequently, the validity, reliability, and fit
of the model were examined using confirmatory factor analysis. In this
regard, SPSS26 and Smart PLS3 software were used.

4. Results

specific expectations have led to the expan
four to eight dimensions. This validated
52.81% of the total variance—reveals that Ge
is the most critical fa establishi e comfort and the
fulfillment of physiologica requisites for women
to enter and engage Wt teraction follows as the
second priority,_highlighting fessional error management is a
vital tool for btilding Io . Burtkermore, the study shows that
Product i

perceive status; women demonstrate a higher
price accepta significant personal or family events. In
the Experien dimension, visual aesthetics dominate,

whereas the Pea d and Third Space components emphasize that
women value predigtability and risk reduction, often returning to
familiar spaces to e&msure social quality. Notably, the Physical
Environment is percelved through human interactions, where staff
provide a cozy at ere that mitigates the coldness of the layout.
Ultimately, by integrating Customer Experience, Gender Justice, and
the Third Space, this study provides a strategic framework for urban
managers to prioritize gender-specific spatial requirements alongside
service quality to enhance women's social presence.
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