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Abstract

Purpose: This study identifies important 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 the field of excellence and quality assurance, market and customer management, industrial engineering and
executive management. Purposive sampling has been 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 process. Data collection tools included a semi-structured interview and a researcher-made questionnaire; that after
validation, its reliability was calculated as « = 0.906. Descriptive statistics, binomial and Friedman tests were used to
analyze the research data.

Findings: The results of the research in the qualitative part 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: In this research some solutions are presented along with two proposed plans to define improvement

projects.
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Table 1- National customer satisfaction index.
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Figure 1- Research process.

H(aleg g a-lias ol el 3o o)) 31 ol Ssle sy el a3

glabauls Slallas

.Q)K;&CJLJ;‘;/:‘LJ@L‘@QQJU}/A -
lejleslaib sla Sy cils —

-U’gi”%jciﬁw sy conle foli ilojla slay il o (g nio Coliny Coppilo 5 homin sy —
sl Oladlas

.u;u;z.,‘;/f,:.:;@A'@@ﬂu}wyyyké&uﬂguquw%(,a Vo) ol baolas —

Bl dod (sladmlae KoS 4 (odas 5 i sl ) 255 Aol sladdlio ol sin] —

.Q@é&%j/cﬁmdbwyj‘;jﬁiQw&nM&f@u[;fwl,;zfﬁ,.é —

Sl 5 ONShs o 3 Gl et 5 sty (SU0olSl3 5 LS (6T G (Uolos) pilifos Sl (01550 b Gl pley —
i 10 Slaolidis y QI 45 ingss09,S 4ol (Slaassly 5y p0 40 dolids g oS4 alst Lii Jions ol ] k) Gl s Culin) 35y 5 lmion
(Gl 030 YIS, (510055 5 iyloes il esléza] sl I{,S/JAJLL;V‘/;M/’:JJQJQJK@%L@

O pie ol Sl 5 pozeine (sla il (sl fls) —

e S plwil 5 i Cgm olgiiy Slam b 5 L) Sa)y ol sy slaslgisg —
MLH.‘:MA)% £5'~L»"L";3 ‘53‘5) -Y-y

4&3@)@‘\; MLJ)L:;J)}AJ:P ‘J‘él’ C)Low\ @b ‘J‘<ﬁ" 6)..»)‘) .Li:L.; lM)bJWQTCJY“}QNJ .L&L' PUMAEY cr..a’)b b QT

Yv¢

YVE-YYYV ldedo ‘\Y.\j:iLi AY’OJLA.:» A 093 ¢JL=L.9‘5LAJJ,A[)J§”LJQJ.L-/Q|)L<‘AJJ§}



YYo

Cagpde 9 Ao ‘_ruuw.r

)

bl 0l 2o b seSpd 53 b 2o

)‘ ui.h}j::‘ U‘i| BN ML.;M){ &\})uflawgl‘.@;- ijtLJ ‘\Lf«\.)uﬁa .lab J)\}.A} u\.lLu 6))TC4.>- J»LS”L« sl &5};’:})}.‘) AguT
R PRSI P 4.}\...44:‘5 ML.:...»J.: 4.1:..»‘944. ‘Cj.,a).n b MJA 6[.&5)? d\gj"' Q\J.l:.r

Alsbil) sdoes gl Dygeo 5345 235 (b (51458 anlidnsy o8 Ll 0T (2Ll iy o 4 4 L sl UL 51 st
O30 3 gt ol 3 anlidias s UL ooy s g ol B delilis p DLl aylis )T 3 ool LM (o558 L s
Cawd '/Q'.\ CL: uj;(l ) ok wl}w SpSS 23)\;9\er| oJLa.Ln‘L:Q}A)Tw| @L’U el olioslanul CL: Q);éwT

nvyl

S g Jhgh slaaisly - ¥

ol ) ol L ¥ JKE 55 a8 (gl 3 sillas s slaaly iso ol 5
LT gloaslas guls -

}L;‘w L;a)‘f-):QLwr.:ﬁjgum)lS c@b\&uogj})‘fu \K) Lsﬁ\.a-L..a.c c&h}}:wljé@\.)?a SladUan J}\ 41>-JA)J
S pihe 5 romi Sla Mlr CR8S S g A ol ol ) S e 5 mls pndige e 5 D0k o ks (kS (e
2 sy ol ol plaly (S bl (s 0 S Lo bhalias (e Gl Jlod 5 (§ISUS (0l i ol

Sl o.LfIMSU ¥ JJ..\?

‘oMeR (i o9zl -F Joo
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.
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‘1’ Table 7- Results of the binomial test.
_'% oo jlme 903 o eddodnliv cons Sl N 2oy ,5 laadlge
3 Sig.(2tailed) Extract Observed Prop 40
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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
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P9 095
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Table 7- Continued.
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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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