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ABSTRACT

Thisstudyaimsatexaminingtheinfluenceofproductinnovationoncustomersatisfactioninthe
pharmaceuticalsectorinJordan.Theresearcherdevelopedaquestionnaireconsistingof54items
distributed over the independent and dependent variables of this study. The questionnaire was
distributedmanuallyoverthestudy’ssamplewhichconsistsof90maleandfemaleoncologistsand
cancerspecialistsinJordanfromatotalof123oncologistsregisteredintheJordanianPhysicians
Association.Simpleandmultiplelinearregressionshadbeenusedinanalyzingthedata.Results
revealed thatparticipants are in full agreement ingainingcustomer satisfaction throughproduct
innovationandprovidingqualityservicessupportedbyresearchanddevelopmentofnewproducts,
usingthelatesttechnologyinproduction,goodbrandingandimprovingthequalityofpackaging,in
additiontotheeffectofengagementoftheseniormanagementsupport(SMS).
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1. INTRodUCTIoN

ProductInnovationis“applicationofbettersolutionsthatmeetnewrequirements,unarticulatedneeds,
orexistingmarketneedsrelevanttoproduct”(Schuhmacher,Germann,Trill&Gassmann,2013).
Thiscanbeachievedthroughmoreeffectiveproducts,procedures,techniques,updatedtechnologies
thatarereadilyaccessibletobusinesssectors,governmentsandsociety(Danneels,2002).

Nowadays,CustomerSatisfactioniscrucialforthesuccessofanybusiness(Bastos,Augusto
&Gallego,2008).Customersatisfactioncanbedefinedbyhowtheneedsofacustomerhavebeen
metby theprovidedproductor service,how thevalueperceivedor exceeded their expectations
(SambandanandRaja,2015).Thus,thecurrentstudyexaminestheproblemofthestudyfromtwo
dimensions:productionInnovationandcustomers’satisfactioninthepharmaceuticalsectorinJordan
andtheinfluenceofthefirstonthelatter.

2. PRoBLeM STATeMeNT

Whileperformingthefirm’sdutiesinwhichthisresearcherworksforaspharmaceuticalproduct
marketingassistantmanager;customersatisfactionhasalwaysbeenattheheartofthefirm’sstrategy.
Customersareverysophisticatedindividuals;theadventofinformationtechnologyenablesthemto
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havefreedomofchoice.Withaclickonthecomputerkeyboard,acustomercanfindothercompetitors;
compareprices,productquality,andahostofotherrelevantelements.Consequently,firmsusetheir
expertise,durablefactsconcerningproduct,serviceandadviceinordertogaintheirsatisfactionand
eventuallytheirloyalty(Kunal,Akhilesh&Kumar,2012).

Companies cannot afford to stay stagnant and passive in an environment where cutthroat
competition is the name of the game. Rather, companies must adopt continually what called
evolutionarily,updatedinnovationsthatcarriedoutaboutbyimplementingdevelopmentplansin
technology and business models. Therefore, this study concentrates on the influence of product
innovationoncustomersatisfactioninthepharmaceuticalsectorinJordan.Consequently,thisstudy
alsoseekstoanswerthefollowingquestion:

What is the influence of product innovation (R&D, packaging quality, branding, technology, senior 
management support) on customer satisfaction in the pharmaceutical sector in Jordan? 

3.OBJECTIVES

1. Toexaminetheinfluenceofproductinnovation(R&D,packagingquality,branding,technology,
andseniormanagementsupport)oncustomersatisfactioninthepharmaceuticalsectorinJordan.

2. Toarrangefactorsofproductinnovationaccordingtoitsinfluenceoncustomersatisfaction.
3. To investigate the level of customer (physicians) satisfaction in product innovation in the

pharmaceuticalsectorinJordan.
4. Tocontributetothedatabaseoftheinfluenceofproductinnovationoncustomersatisfactionin

thepharmaceuticalsectorinJordan.

4. PHARMACeUTICAL INNoVATIoN

Pharmaceuticalsareonesectorwhereinnovationdramaticallyaffectsthewellbeingandhealthof
ahugenumberof individualsandit is theprimaryconcernin theirstrategy.For themajorityof
pharmaceuticals, innovationisthefocalcomponentoftheircorporate’smissionandtheyseekto
constructaninsideculturethatcanconveyittothemarket(Adat,2014).

The rewards for progress are high and the risks of failure can undermine an organization’s
survival.Nowthepharmaceuticalsectorishavingtroubleinkeepingupthepaceofinnovationthat
patientsneedandspeculatorsanticipate(DiMasi,2013).

Innovationisthelifepowerofthepharmaceuticalindustryandisthemaindrivingforceinthe
growthoftheglobalpharmaceuticalfromeveryaspect,especiallyinmakingnewmedicinesand
packaging.Thepharmaceutical industry is recognizedasoneof themost important andbiggest
industriesintheworldandhasalwaysbeenconsideredasasourceofinteresttoeconomistsand
policymakers(SchmidandSmith,2005).

Innovationinthepharmaceuticalindustryingeneralandinthedevelopmentofthenewproduct,
in particular, is a powerful tool for advancements in health care. New science and competition
empoweredtheinvolvementofinnovationandtechnologiesintheirstrategies.Thatillustratedby
introducingnewdrugsdesigns,devicesandtechniquesthatcanbebeneficialtodifferentcategories
ofpatients(Moss,2016).

Pharmaceuticalinnovationhasbeenacriticalfactorinhelpinggovernmentsaccomplishestheir
generalhealthcareandmedicinalservicesstrategyobjectives.Therolethathealthinnovationplays
inmovingthepatientstepforwardinfightingthediseases,focusingontheelderlythatinnovationin
thepharmaceuticalsdecreasedtheburdenintakingspecificmedicationsandloweredtheresistance
toothertherapy(Alhosseinietal,2015).
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