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Abstract

Purpose: This study identifies essential challenges in measuring and managing organizational customer satisfaction in
B2B companies.

Methodology: The research method in this study is mixed, and the statistical population includes professors, experts,
and specialists in excellence and quality assurance, market and customer management, industrial engineering, and execu-
tive management. Sampling was used in both qualitative and quantitative sections; in the qualitative section, 20 people
participated in the interview process, and in the quantitative section, 40 people participated in the survey. Data collec-
tion tools included a semi-structured interview and a researcher-made questionnaire; its reliability was calculated as o =
0.906 after validation. Desctiptive statistics, binomial, and Friedman tests wete used to analyze the research data.

Findings: The results of the qualitative research indicated that 30 sub-themes were identified in the form of 9 main
themes. In the quantitative part, the findings showed that theme 30 had the highest rank (21.01) and theme 12 had the

lowest rank (11.99), and the other components were each ranked in order of importance, respectively.

Originality/Value: This research presents solutions and two proposed plans to define improvement projects.
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Table 1- National customer satisfaction index.
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Table 2- Models and frameworks for measuring customer satisfaction.
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Figure 1- Research process.
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Table 4- Proposed research framework.
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Table 5- Basic components of research along with indicators of tendency to center and dispersion.
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Table 6- Results of one-dimensional Kolmogorov-Smirnov test.

e e osail ol Jboy sloyal )y Agad > loaalse
Sese 12l oSl
0/000 0/264 1/061 3/55 40 ) adlge
0/000 0/325 0/891 3/78 40 Y adlge
0/000 0/260 0/700 4/15 40 Y adlse
0/000 0/248 0/791 3/70 40 f adlso
0/000 0/241 1/174 3/57 40 O adlse
0/000 0/308 0/660 4/23 40 7 aalge
0/000 0/276 0/698 4/23 40 Y adlge
0/000 0/222 1122 3/65 40 A adlge
0/000 0/272 0/966 3/70 40 q adlge
0/000 0/236 1/085 3/55 40 Ve adlso
0/000 0/333 0/982 3/60 40 VY adlge
0/000 0/322 0/932 3/45 40 VY adlso
0/000 0/302 1/083 3/43 40 VY adlso

000/0 400/0 791/0 80/3 40 V¥ adlse

J.-/db&n.h_,ulsj

2

S35l 5 58l

Lles

”

\“\9—\“\“\/ :W ‘\Y.\j':iLi AVO)LA.\;‘ £‘~ 093 ¢,



Aalol -F Jgax
Table 6- Continued.

& Josinn s oadl o Jly slosially  wisei o Loailge
Slexe Bl il Silea
0/000 0/295 1/011 3/95 40 VO adlso
0/000 0/372 0/714 4/05 40 V# adlso
0/000 0/244 1/071 3/68 40 VY adso
0/000 0/331 0/971 3/93 40 VA adlso
¥Yq 0/000 0/342 0/868 3/63 40 V9 adlge
0/000 0/348 0/791 3/70 40 Y ailso
0/000 0/334 0/730 4/08 40 YY) adso
0/000 0/290 0/768 3/78 40 YY adso
0/000 0/297 0/920 3/78 40 YY adso
0/000 0/325 1/086 3/72 40 V¥ adlso
0/000 0/340 0/974 4/03 40 YO adlso
0/000 0/398 1/042 3/88 40 Y& adlso
“} 0/000 0/369 0/905 3/73 40 YV adso
j' 0/000 0/360 0/662 4/15 40 YA adso
’63 0/000 0/286 1/105 3/90 40 Y adso
. 0/000 0/289 0/672 4/40 40 Y. adlse
N
?;S 034 O )‘ dgf’ CJ‘J““WJ‘)J | a.L;rL?u'\ CJJ.@ A_A.:lﬁd..lﬁ LAMJ}A J)ﬁ))@ubgj} C)‘J.]a.; &«‘ bbjb
S\ rj:oj;)bvj\%}\‘Q\jk&ﬂ\jdj‘@;)b\ﬂj\}ébb@\c:ﬁu.cJAL&beﬁJojﬁj)é&\M}be}TJQ45;:«,:\
5) L 08,5 sla s (61151 45 o 4t by S0l S 0 /00 5 nadle pled Gl Golo e cla..nj_s_s\ia S byl . Lilas Sl 8
%} » ;51’.‘.)") B e OLis Iy LgbL:) )L;.w.g M| aS sdliedalive Lguw) ol 3, das e Hlis Iy Lhwj.p L: &:».L‘l}r.ﬂj C,.B.eb.a »
> o 3L ils 3 L el 95, L ) Laadl 5o Coea
3 T s
2 «glalozgs gesl gl -V Joa
‘1’ Table 7- Results of the binomial test.
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3 Sig.(2tailed) Extract Observed Prop 40
3 0/000 0/50 0/20 8 <3 Jsl 05,5— V adlge
h) 0/80 32 >=3 <
oS 09,5~
0/000 0/50 0/13 5 <3 Jslos,S= Y adlse
0/87 35 >=3 -
P9 09,5
0/000 0/50 0/00 0 <3 Jslos,S= Y ailse
1/00 40 >=3 .
P9 095
0/000 0/50 0/05 2 <3 Jslog, 5= ¥ ailge
0/95 38 >=3 <
oS 09,5~
0/002 0/50 0/25 10 <3 Jslog,S= 0 ailse
0/75 30 >=3 -
P9 09,5
0/000 0/50 0/03 1 <3 Jsles, 5= F ailge
0/97 39 >=3 -
£9> 05,5~
0/000 0/50 0/03 1 <3 Jslog,S= Y ailge
0/97 39 >=3 -
9> 09,5~
0/001 0/50 0/23 9 <3 Jslos, S~ A adlse
077 31 >=3 <
£9> 05,5~
0/000 0/50 0/15 6 <3 Jslos,S— 9 adlse
0/85 34 >=3

P92 09,5~
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Table 7- Continued.

proucd Jlve a3l Cos oddodnlic cums  Slas N oy ,5 lailge
Sig.(2tailed) Extract Observed Prop 40
0/000 0/50 0/20 8 <3 Jslos, 5= V- ailse
0/80 32 >=3 - iy
P9 09,5~ \\.‘.“"‘ i,
0/000 0/50 0/18 7 <3 Jlos,S= V) ailse
0/82 33 >=3 c
P90 09,5~
0/001 0/50 0/23 9 <3 Jslos,S= Y ailse
0/78 31 >=3 _ -
9> 09,5~ Y
0/006 0/50 0/28 11 <3 Jsl 09,5 VY adlge
072 29 >=3 .
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0/000 0/50 0/08 3 <3 Jlos,S— V¥ ailse
0/92 37 >=3 c
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0/000 0/50 0/08 3 <3 Jslos,S= 10 ailse
0/92 37 >=3 c
P90 09,5~
0/000 0/50 0/03 1 <3 Jslos,S= 1% ailse
0/97 39 >=3 _ a2
£33 09,5~ 2
0/000 0/50 0/20 8 <3 Jslos, 5= Y ailse >
0/80 32 >=3 . Q
P9d 095~ v
0/000 0/50 0/15 6 <3 Jslos,S= VA ailse 2
0/85 34 >=3 c 3
P9d 095~ 3
0/000 0/50 0/15 6 <3 Jslos,S= 4 ailge 31
0/85 34 >=3 - 5
9> 05,5~ 3
0/000 0/50 0/10 4 <3 Jslos, 5= Y ailse 2
0/90 36 >=3 - 'i\
P9S 095~ 3
0/000 0/50 0/05 2 <3 Jslos,S= ¥ ailse 9
0/95 38 >=3 . :‘?
P9d 095~ 2
0/000 0/50 0/05 2 <3 Jslog,S= YV ailge :3
0/95 38 >=3 - A
9> 035~ 3
0/000 0/50 0/13 5 <3 Jslog, 5= VY adlge j
0/87 35 >=3 _ 2
P9d 095~ .
0/000 0/50 0/20 8 <3 Jslog, 5= Y¥ ailse o
0/80 32 >=3 B X
P9d 095~ <
0/000 0/50 0/15 6 <3 Jslog,S= YO ailge =
0/85 34 >=3 c
9> 035~ 2
0/000 0/50 0/15 6 <3 Jslog,S— Y% ailse R
0/85 34 >=3 _ T
p3o 09,5 g
0/000 0/50 0/13 5 <3 Jslos,S= YV ailse b
0/87 35 >=3 .
P9d 095~
0/000 0/50 0/05 2 <3 Jslos,S= YA ailse
0/95 38 >=3 <
9> 035~
0/000 0/50 0/20 8 <3 Jslos,S= Y ailse
0/80 32 >=3 <
P92 095~
0/000 0/50 0/03 1 <3 Jslos, 5= Y+ ailse
0/97 39 >=3 <
P92 095~
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Table 8- Friedman test results for components.
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Figure 2- The first proposed plan: hardware system design.
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Figure 3- The second proposed plan: establishment of a service documentation network for B2B Organization.
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