Journal of University of Babylon for Pure and Applied Sciences, Vol. (28), No. (3): 2020
Online ISSN: 2312-8135, Print ISSN: 1992-0652

The Effect of Hearing the Customer’s Voice in Achieving
Sustainable Competitive Advantage: An Exploratory
Study of the Opinions of Employees of Baghdad Soft

Drinks Company

Basma M. Al-Husseini 2

Article Information

. . ) Submission date: 3 /12/2020
1. Babylon University, COomputer Center. Basma@uobabylon.edu.ig Acceptance date: 31 /12/ 2020

Publication date: 31/ 12/ 2020

Abstract

The research aims to achieve sustainable competitive advantage by hearing the customer’s voice and paying
attention to his desires and requirements in Baghdad Soft Drinks Company. The research problem was through
questions raised about the relationship and effect of hearing the customer’s voice in achieving the competitive
advantage of Baghdad Soft Drinks Company. To achieve the research goal, two main hypotheses were tested. And a
secondary one, and the questionnaire was used as a tool to collect data by distributing (137) questionnaires from which
(100) questionnaires were retrieved for analysis, and the data were analyzed using the (Spss) program, and the research
reached a good level in terms of the researched company's interest in the voice of its customers in addition to an
investigation My relationship and the impact between the customer's voice and the sustainable competitive advantage,
and the research recommended many recommendations, the most important of which is conducting periodic interviews
with the company's customers and paying attention to their desires and suggestions about developing and improving
the company's products.
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