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Abstract

Nowadays, with the expansion of online businesses, understanding the buying behavior and
formulating efficient marketing strategies for long-term communication and customer loyalty
has significant importance. One of the most important and popular tools is the gamification
strategy. Despite the efforts of these businesses to use gamification elements in the content of
advertising messages, the level of customer perception of the existence of these elements is one
of the issues that these businesses are facing. Therefore, the current research was conducted
with the aim of investigating the quantity and quality of gamification elements and customer
perception of its existence in application and social networks of Snapp. For this purpose, in the
first step, with the approach of content analysis, the elements of gamification in the framework
of Werbach's theory, including 10 mechanics and 5 dynamics, were examined in the content of
advertising messages (uploaded posts) of this company in social networks. In the second step,
in order to investigate the customer's perception of the use of gamification elements in the
content of this company's advertising messages was used gap analysis. The results of the content
analysis (first stage) indicate that out of 15 game dynamics and mechanics, only the "turns" was
not present in the advertising posts of this company. Also, the customer perception analysis
showed that the customer perception of the "transactions”, "turns" and "cooperation" is very
weak, the "resource Acquisition”, "reward" and "competition" are weak, and the "progress" is
very weak. In examining the quality of the customer's perception of these elements, none of the
mechanics and dynamics are not satisfactory. According to the findings of the research, it is
necessary revision and redesign the principles of mechanics and dynamics. According to the
research findings, it is recommended to add attractive games in the Snapp app., display people's
progress appropriately, and make it more possible to exchange assets.

Keywords: Gamification, Online Car Service, Mechanics and Dynamics, Content Analysis,
Quality Gap Analysis.
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