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ABSTRACT

THE ROLE OF MARKETING INTELLIGENCE IN ENHANCING CUSTOMER SATISFACTION
AN ANALYTICAL EXPLORATORY STUDY OF THE OPINIONS OF A SAMPLE OF
MANAGERS WORKING IN A NUMBER OF BUSINESS ORGANIZATIONS IN THE

GOVERNORATE OF DOHUK

After the technological developments that the world withessed upon entering the third
millennium, especially in the field of marketing, information in the field of marketing
has become an additional resource for the organization in addition to the basic
resources in it, and one of the main points that helps the organization increase its level
of productivity, and gives the organization a weapon New competitors in the market to

stay among the competitors.

Collecting information and dealing with it in an orderly manner and managing it in a
way that properly serves the organization and its marketing objectives needs the
organization to search for new mechanisms for the purpose of effective management

of information, that is, creating new marketing information systems.

One of the most important components of marketing information systems is marketing
intelligence, considering that it is one of the important factors that give the organization
the ability to analyze the environment in which it operates and exploit important
competitive opportunities because marketing intelligence has the ability to collect data
and convert it into knowledge information, especially values related to customer
satisfaction or The factors that help the organization to obtain customer satisfaction
and happiness, because in the last few years it started spreading new terms not only
concerned with customer satisfaction, but there are those who think about how to
please the customer and satisfy his marketing pleasure, which makes the customer
feel happy when he gets his goods with the specifications and quality that they He

certainly wishes it at the right price.

According to the foregoing, the study deals with research on the issue of the role that
marketing intelligence plays in enhancing customer satisfaction with the production or
performance of the organization he deals with, and from this point of view the study
problem was identified with a set of questions, the most important of which were the

following: -



1) Is there a correlation between marketing intelligence and customer satisfaction?
2) Is there an impact of marketing intelligence in achieving customer satisfaction?

3) Is there an effect of dimensional marketing intelligence (customer understanding,
market understanding, product intelligence, competitors' intelligence) on customer

satisfaction?

4) Who is the dimension that has the most influence on customer satisfaction, and

who is the weakest?

The study gains its importance from the fact that it contributes humbly by adding its
knowledge to the academic dimension, as it shows the role that marketing intelligence
can play in enhancing the desires and satisfaction of the customer about the products
and performance of the organization he deals with, as well as the importance of the
concept of marketing intelligence and its ability to collect information Marketing on a
daily basis about all the changes that may occur in the external environment
surrounding the organization, and then present this information after its analysis to the
higher management of the organization for the purpose of discussing it and making
appropriate decisions for it, and this study is considered one of the scarce studies that
dealt with the process of linking marketing intelligence with customer satisfaction, as
this study will provide a complete picture of the importance of applying marketing
intelligence by various organizations by clarifying the sources and components of
marketing intelligence that organizations try to use in their quest to achieve

satisfaction. Customer and promote it in a positive direction

Based on the above, the research seeks to achieve a set of goals, we mention the

following: -

1) Identify what marketing intelligence is and the role it can play in achieving customer

satisfaction.

2) Clarify the extent of the contribution of marketing intelligence in providing a broad
information base for the organization to enable it to make the right decisions in the

direction of achieving its goals.

3) Clarify the extent of awareness of the administrations of the researched
organizations of the importance of using marketing intelligence as a daily approach in

their work.
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4) Presenting proposals that could contribute to providing a scientific service to the

organizations researched in light of the conclusions that the study will reach.

In order to achieve the previous goals, a hypothesis model was developed that
indicates the role of marketing intelligence in enhancing customer satisfaction, and a
set of hypotheses emerged from it that were field-tested depending on the opinions of

the study sample individuals.

It included a number of business organizations operating in the city of Dohuk -
Kurdistan Region of Iraq as the study community, and (70) questionnaire forms were
distributed to (70) individuals working in those organizations as the study sample and

its dimensions, they were randomly selected.

A questionnaire was developed to collect field side data, and through some statistical
methods the results were analyzed and hypotheses tested, the most important

conclusions were as follows: -

1- The results of the study showed that the marketing intelligence of the consumer in
Kurdistan is closely related to customer satisfaction, while the analysis showed that

the correlation coefficient between them is 0.409, which is a good correlation.

2- The analysis showed that marketing intelligence affects customer satisfaction, as
the determination factor was 0.167, which means that there is an effect of marketing

intelligence on customer satisfaction.

3- It appeared that the paragraph related to the employees in the business
organization to obtain information about customers got first place, and this gives us
clear evidence that the role that the customer’s information plays in the marketing
process, which is supported by that the arithmetic mean was 4.11 with a standard

deviation of 1.15.

4- It appeared that the paragraph related to the business organization obtaining
sufficient information about competitors, the answers in agreement and in support of
this opinion were 54%, compared to 23% who answered the opposite, and thus it got

the last rank, with an arithmetic mean of 2.61 and a standard deviation of 1.17.

5- The results of the study proved that the smartness of the product is one of the most

influential dimensions of marketing intelligence in customer satisfaction.
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6- In the light of the results of the analysis, we conclude that the least influencing

variable on customer satisfaction is the intelligence of suppliers.
The study reached a set of proposals represented by the following:

1- The results of the study showed that the marketing intelligence of the consumer in
Kurdistan is closely related to customer satisfaction, while the analysis showed that

the correlation coefficient between them is 0.409, which is a good correlation.

2- The analysis showed that marketing intelligence affects customer satisfaction, as
the determination factor was 0.167, which means that there is an effect of marketing

intelligence on customer satisfaction.

3- It appeared that the paragraph related to the employees of the business
organization to obtain information about customers got the first place, and this gives
us clear evidence that the role that the information about the customer plays in the
marketing process, which is supported by that the arithmetic mean was 4.11 with a

standard deviation of 1.15.

4- It appeared that the paragraph related to the business organization obtaining
sufficient information about competitors, the answers in agreement and in support of
this opinion were 54%, compared to 23% who answered the opposite, and thus it got

the last rank, with an arithmetic mean of 2.61 and a standard deviation of 1.17.

5- The results of the study proved that the smartness of the product is one of the most

influential dimensions of marketing intelligence in customer satisfaction.
The study reached a set of proposals represented by the following: -

1- The results of the study showed that the marketing intelligence of the consumer in
Kurdistan is closely related to customer satisfaction, while the analysis showed that

the correlation coefficient between them is 0.409, which is a good correlation.

2- The analysis showed that marketing intelligence affects customer satisfaction, as
the determination factor was 0.167, which means that there is an effect of marketing

intelligence on customer satisfaction.

3- It appeared that the paragraph related to the employees of the business
organization to obtain information about customers got the first place, and this gives
us clear evidence that the role that the information about the customer plays in the
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marketing process, which is supported by that the arithmetic mean was 4.11 with a

standard deviation of 1.15.

4- It appeared that the paragraph related to the business organization obtaining
sufficient information about competitors, the answers in agreement and in support of
this opinion were 54%, compared to 23% who answered the opposite, and thus it got

the last rank, with an arithmetic mean of 2.61 and a standard deviation of 1.17.

5- The results of the study proved that the smartness of the product is one of the most

influential dimensions of marketing intelligence in customer satisfaction.

6- In the light of the results of the analysis, we conclude that the least influencing

variable on customer satisfaction is the intelligence of suppliers.

Keywords: marketing intelligence, customer satisfaction, marketing.
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MUSTERI MEMNUNIYETINi ARTIRMADA PAZARLAMA ZEKASININ ROLU
DOHUK VALILIGI'NDEKI BIR Dizi TICARI KURULUSTA CALISAN BIR YONETICI
ORNEGININ GORUSLERININ ANALITIK BIiR KESIF GALISMASI

Uglincli binyila girilirken dinyanin tanik oldugu teknolojik gelismelerden sonra
Ozellikle pazarlama alaninda pazarlama alanindaki bilgiler, organizasyon igin temel
kaynaklarin yaninda ek bir kaynak haline gelmis ve temel noktalardan biri haline
gelmistir. Bu, kurulusun verimlilik dizeyini artirmasina yardimci olur ve kurulusa bir

silah verir Pazarda rakipler arasinda kalmak igin yeni rakipler.

Bilgi toplamak ve onunla duzenli bir sekilde ilgilenmek ve onu kurulusa ve pazarlama
hedeflerine uygun sekilde hizmet edecek sekilde yénetmek, kurulusun bilginin etkin
yonetimi amaciyla yeni mekanizmalar aramasini, yani yeni pazarlama bilgi sistemleri

olugturmasini gerektirir. .

Pazarlama bilgi sistemlerinin en 6nemli bilesenlerinden biri, organizasyona faaliyet
gosterdigi cevreyi analiz etme ve 6nemli rekabet firsatlarindan yararlanma becerisi
kazandiran 6nemli faktérlerden biri oldugu duisunuldidgunde pazarlama zekasidir.
Ozellikle misteri memnuniyeti ile ilgili degerler veya kurulusun misteri memnuniyetini
ve mutlulugunu elde etmesine yardimci olan faktorler, cunki son birkag yilda sadece
mugteri memnuniyeti ile ilgili yeni terimler yaymaya bagladi, ancak bunlar var.
Musteriyi nasil memnun edecegini dugsinen ve pazarlama zevkini tatmin eden,
musteriyi memnun eden, mallarini istedigi 6zelliklerde ve kalitede aldiginda kesinlikle

dogru fiyata istedigi.

Yukaridakilere gore, galisma, pazarlama zekasinin, ugrastigi organizasyonun uretimi
veya performansi ile musteri memnuniyetini artirmada oynadigi rol konusundaki

arastirmayi ele almaktadir.

ile ve bu bakis agisiyla ¢alisma problemi, en dnemlileri asagidaki olan bir dizi soru ile

belirlendi- :
1) Pazarlama zekasi ile musteri memnuniyeti arasinda bir iligki var mi?

2) Musteri memnuniyetini saglamada pazarlama zekasinin bir etkisi var mi1?



3) Boyutlu pazarlama zekasinin (musteri anlayisi, pazar anlayigi, Uriin zekasi, rakip

zekasi) musteri memnuniyeti Gzerinde bir etkisi var mi1?

4) Musteri memnuniyeti Uzerinde en fazla etkiye sahip olan ve en zayif olan boyut

kimdir?

Calisma, pazarlama zekasinin, musterinin urin ve faaliyet gosterdigi kurulusun
performansina iliskin istek ve memnuniyetini artirmada oynayabilecegi rolli gdstermesi
nedeniyle, akademik boyuta bilgisini ekleyerek alcakgonullilukle katkida
bulunmasindan kaynaklanmaktadir. pazarlama zekasi kavraminin énemi ve bilgi
toplama yeteneginin yani sira, organizasyonu gevreleyen dig ortamda meydana
gelebilecek tum degisiklikler hakkinda gunluk olarak pazarlama yapmak ve daha sonra
bu bilgileri analiz ettikten sonra Ust makamlara sunmak. organizasyonun tartisiimasi
ve onun igin uygun kararlar alinmasi amaciyla yonetilmesi ve bu ¢alisma, pazarlama
zekasi ile musteri memnuniyeti arasinda baglanti kurma surecini ele alan ender
calismalardan biri olarak kabul edilmektedir. Eksi acgikhga kavusturarak cesitli
kuruluglar tarafindan pazarlama zekasinin uygulanmasinin énemi Kuruluslarin tatmin
elde etme arayislarinda kullanmaya caligtiklari pazarlama zekasinin ces ve

bilesenleri. Mlsteri ve olumlu yonde tesvik edin

Yukaridakilere dayanarak, arastirma bir dizi hedefe ulasmayl amacglamaktadir,
asagidakilerden bahsediyoruz (1- :Pazarlama zekasinin ne oldugunu ve musteri

memnuniyetini saglamada oynayabilecegi rolu tanimlayin.

2) Kurulusun hedeflerine ulagsma yonunde dogru kararlar almasini saglamak igin genis

bir bilgi tabani saglamada pazarlama zekasinin katkisinin kapsamini netlestirin.

3) Arastirma yapilan kuruluglarin yénetimlerinin, ¢alismalarinda gunlik bir yaklagim
olarak pazarlama zekasini kullanmanin o6nemi konusundaki farkindaliklarinin

kapsamini netlestirin.

4) Arastirmanin ulagacagi sonuglar 1s1ginda arastirma yapilan kuruluslara bilimsel bir

hizmet sunulmasina katki saglayabilecek oneriler sunmak.

Onceki hedeflere ulasmak igin, pazarlama zekasinin musteri memnuniyetini
artirmadaki rolinu gosteren bir hipotez modeli gelistirildi ve bundan, ¢alisma 6rneklemi

bireylerinin goruslerine bagh olarak sahada test edilen bir dizi hipotez ortaya ¢ikti.
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Calisma toplulugu olarak Irak'in Dohuk - Kirdistan Boélgesi'nde faaliyet gosteren ¢cok
sayida ticari kurulus yer almis ve bu kuruluglarda galisan (70) kisiye ¢alisma 6rneklemi

olarak (70) anket formu dagitiimis ve boyutlari, Rastgele secilmis.

Saha verilerini toplamak icin bir anket gelistirildi ve bazi istatistiksel yontemlerle

sonugclar analiz edildi ve hipotezler test edildi, en 6nemli sonuglar agagidaki gibidir- :

1) Calismanin sonuglari, Kirdistan'daki tlketicinin pazarlama zekasinin musteri
memnuniyeti ile yakindan iligkili oldugunu gosterirken, analizler, aralarindaki

korelasyon katsayisinin 0.409 oldugunu gosterdi ki bu iyi bir korelasyon.

2) Analiz, pazarlama zekasinin mugteri memnuniyetini etkiledigini gosterdi, ¢unku
belirleme faktorl 0.167 idi, bu da pazarlama zekasinin musteri memnuniyeti Gzerinde

bir etkisi oldugu anlamina geliyor.

3) Musteriler hakkinda bilgi edinmek igin igletme organizasyonunda g¢alisanlarla ilgili
paragrafin ilk sirada yer aldigi ortaya ¢ikti ve bu bize, musterinin bilgilerinin pazarlama
surecinde oynadidi rolun, aritmetik ile desteklenen pazarlama surecinde oynadigi

rolin acgik bir kanitini veriyor. ortalama 1.15 standart sapma ile 4.11 idi.

4) isletme organizasyonunun rakipler hakkinda yeterli bilgi edinmesi, bu gériisi
destekleyen ve ayni fikirde olan cevaplarin %54 oldugu, aksini belirtenlerin ise %23
oldugu ve boylece son sirayl aldigi gorulmustur. 2.61'lik bir aritmetik ortalama ve

1.17'lik bir standart sapma.

5) Arastirmanin sonuglari, drinin akillihginin masteri memnuniyetinde pazarlama

zekasinin en etkili boyutlarindan biri oldugunu kanitladi.

6) Analiz sonuglari 1siginda musteri memnuniyetini en az etkileyen degigkenin

tedarik¢i zekasi oldugu sonucuna variimigtir.
Calisma, asagidakilerle temsil edilen bir dizi dneriye ulasti:

1) Calismanin sonuglari, Kurdistan'daki tuketicinin pazarlama zekasinin musteri
memnuniyeti ile yakindan iligkili oldugunu gosterirken, analizler, aralarindaki

korelasyon katsayisinin 0.409 oldugunu gosterdi ki bu iyi bir korelasyon.

2) Analiz, pazarlama zekasinin musteri memnuniyetini etkiledigini gdésterdi, ¢lnki
belirleme faktora 0.167 idi, bu da pazarlama zekasinin musteri memnuniyeti Gizerinde

bir etkisi oldugu anlamina geliyor.
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3) Musteriler hakkinda bilgi elde etmek igin is organizasyonunun calisanlari ile ilgili
paragrafin ilk sirada yer aldigi ortaya ¢ikti ve bu bize, musteri ile ilgili bilgilerin
pazarlama surecinde oynadigi rolin acgik bir kanitini veriyor. aritmetik ortalamanin

1.15 standart sapma ile 4.11 oldugunu.

4) is organizasyonunun rakipler hakkinda yeterli bilgi edinmesine iligkin paragrafin,
katilan ve bu gorisu destekleyen cevaplarin %54 oldugu, bu goérusu destekleyenlerin
ise %23 oldugu ortaya ¢ikti. tersini yanitladi ve bdylece aritmetik ortalama 2.61 ve

standart sapma 1.17 ile son sirayi aldi.

5) Aragtirmanin sonuglari, urinun akillihginin masteri memnuniyetinde pazarlama

zekasinin en etkili boyutlarindan biri oldugunu kanitladi.
Calisma, asagidakilerle temsil edilen bir dizi dneriye ulasti- :

1) Calismanin sonuglari, Kurdistan'daki tuketicinin pazarlama zekasinin musteri
memnuniyeti ile yakindan iligkili oldugunu gosterirken, analizler, aralarindaki

korelasyon katsayisinin 0.409 oldugunu gosterdi ki bu iyi bir korelasyon.

2) Analiz, pazarlama zekasinin musteri memnuniyetini etkiledigini gosterdi, ¢lnki
belirleme faktort 0.167 idi, bu da pazarlama zekasinin musteri memnuniyeti Uzerinde

bir etkisi oldugu anlamina geliyor.

3) Musteriler hakkinda bilgi elde etmek igin is organizasyonunun caliganlari ile ilgili
paragrafin ilk sirada yer aldigi ortaya c¢ikti ve bu bize, musteri ile ilgili bilgilerin
pazarlama surecinde oynadigi rolin agik bir kanitini veriyor. aritmetik ortalamanin

1.15 standart sapma ile 4.11 oldugunu.

4) isletme organizasyonunun rakipler hakkinda yeterli bilgi edinmesi, bu gériisii
destekleyen ve ayni fikirde olan cevaplarin %54 oldudu, aksini belirtenlerin ise %23
oldugu ve bodylece son sirayl aldigi gorulmustir. 2.61'lik bir aritmetik ortalama ve

1.17'lik bir standart sapma.

5) Arastirmanin sonuglari, drinun akillihginin masteri memnuniyetinde pazarlama

zekasinin en etkili boyutlarindan biri oldugunu kanitladi.

6) Analiz sonuclari 1siginda musteri memnuniyetini en az etkileyen degiskenin

tedarikci zekasi oldugu sonucuna varilmistir.

Anahtar Kelimeler: pazarlama zekasi, musteri memnuniyeti, pazarlama.
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