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Study of mature model of customer oriented organization
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Abstract

Now, an organization is face a rapid change of an business situation, that is the customer
needs to diversify, and the market to globalize. It is necessary for an organization
continually grow, to management for create the new customer value and proposes
positively it, that is to enhance customer satisfaction by meeting customer needs, and to
gain competitive power long period of time.

But, the process to enhance customer satisfaction isn't definite clearly.

So, we researched a mature model of customer satisfaction oriented, and aimed at
building a maturity model added customer value. Research was done by using the way of
thinking about the customer satisfaction management being used with a Japan Quality
Award. And, evaluation was enforced by using the customer value maturity model. A
customer value maturity model believed that it was useful enough for the organization
improvement as an enforced result.
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