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ABSTRACT

1-INTRPDUCTION

Today, all businesses need to consider several factors to achieve
success and gain a favorable market share against competitors in
competitive markets. Also, the needs and expectations of customers

have increased. So, companies should pay more attention to the factors

that influence the purchase decision of customers through satisfying
the needs of the customers and creating loyal customers for their
organizations. (Heidenrich, 2013).

As a result, due to the increasing number of competitors as well as the
presence of different products and services, suppliers must try to
maintain their customers through increasing commitment and long-
term relationships. They should also attract other competitors'
customers who resist about their offers (Rusta and Akhlaghi, 2017).
Customer resistance is a combination of various factors that cause
customers to show resistance to change (Linqvist, 2019). Resistance to
change is based on people's perceptions about the new situation.
Factors such as commitment, dependence, and loyalty are considered
factors that reduce a person's resistance to change (Pick and Eisend,
2013). In another definition, resistance occurs when a person does not
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have sufficient awareness of the perceived value of the new situation
(Lingvist 2019).

This research aims to examine the theoretical foundations of customer
resistance in industrial markets and collect the factors affecting
customer resistance. Considering the research gap and the lack of
sufficient number of researches in this field, studying the problem of
customer resistance is theoretically essential.

2-MATERIALS AND METHODS

In this article, Meta Synthesis method is used. So, the results of
previous documents and researches have been categorized and
combined, and a new model and framework has been presented in the
field of industrial resistant customer management. The purpose of the
meta-combination method is to create a new interpretation of the
findings. During the analysis, the researchers search for the factors and
findings related to the research topic to achieve a new model through
the classification and combination of the results of different articles.
After determining and identifying the factors of each article, the
researchers classify the findings in specific and similar categories. The
classification of concepts in similar categories is called coding.
Therefore, in order to combine the results, the coding method was
used, which is explained below. Coding is done in three stages,
including open coding, focus coding and selective coding (Danaeifar and
Emami, 2016).

Table 1 - Three Level of Coding In Meta Synthesis

Open coding Focus coding Selective coding

Financial Cost of Change

Cost of Change

The Cost of Losing the Current

Relationship Cost Of Change Financial Factors

The Cost of Searching for
Information

Company Brand Image

Trust in Supplier or Brand Supplier Brand

Credibility

Perceived Brand Value Perceived Factors

Credit of The Supplier Loyalty To The Supplier

Loyalty to the Current Supplier




Open coding Focus coding Selective coding

Technical Risk

Flexibility of Offers

Perceived Technical Complexity Ease Of Use

of Use Technical Factors
Product Innovation .

New Technology New Innovation

Technical Risk

3-RESULTS AND DISCUSSION

After three level of coding, we find three main factors that affect the
industrial customer resistance that includes

1: Economic factors: A set of factors are related to cost factors. These
factors indicate the costs incurred by customers in case of accepting the
supplier's offer or changing their supplier, and as a result, they resist the
new company's offers due to the incurred costs.

2: Perceptual factors: A set of factors that are defined as perceptual
factors in this research are related to factors such as brand, supplier
credit, brand value, etc.,, which affect the relationship between
customers and suppliers and cause customer resistance. For example, if
customers feel that the reputation of the supplier's brand is not
favorable, they will resist the companies' proposals or choose new
suppliers.

3: Technical factors: Sometimes customers resist the company's products
and services because of lacking enough expertise and knowledge to
use the products.

Technical
Factors

Perceived
Factors

Industrial
Customer
Resistance

Financial
factors

Figure 1. Model of Research




4-CONCLUSION

According to this research, customer resistance is one of the
challenges facing B2B and B2C companies, but because of the
importance  of  organizational purchases, larger purchase
volumes, higher amounts, and also the strong communication in
industrial markets, industrial companies should pay more
attention to customer resistance in the industrial market.
Nowadays, due to the intense competition and the existence of
various brands, the effort to attract and maintain new
customers is one of the critical factors affecting the success of
industrial companies.

According to the mentioned materials, the factors found from
previous researches based on Meta Synthesis method provided
a model of factors including economic, perceptual and technical
factors that should be managed to reduce industrial customer
resistance.

Due to the novelty of the subject, there were not enough
sources in domestic and foreign databases, and most of the
existing researches were about customers' resistance to new
innovations. Therefore, this research has been done only as a
basis for further research. Also, in order to conduct future
research, it is suggested to investigate the factors affecting
customer  resistance  through  in-depth  interviews  with
customers and industrial business managers and experts in this
field. For this purpose, it is suggested to use the Grounded
Theory method with the aim of finding a practical model based
on new factors that affect the customers' resistance.

Keywords: Industrial Customers, Customer Resistance, Resistant
Customer Management.
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