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An Investigation Study on Influencing Factors of Customers’ Satisfaction for
CRO Enterprises

Cui Hui, Wu Zhiang™ (Shenyang Pharmaceutical University, Shenyang 110016, China)

Abstract Objective: To screen and rank the influencing factors of customers’ satisfaction for CRO enterprises,
find key factors and put forward relevant suggestions for CRO enterprises to increase their customers' satisfaction.
Methods: Through the literature research and the guidance of customer satisfaction theory, the influencing
factors of customers’ satisfaction for CRO enterprises are extracted. Furthermore, with the help of questionnaire
survey and Analytic Hierarchy Process (AHP), the extracted factors were screened and ranked according to their
importance. Results: Service quality and corporate image had greater impact on the customers’ satisfaction for
CRO enterprises while the impact of service price was relatively small. Conclusion: The ranking results according
to the importance of influencing factors can serve as a reference for CRO enterprises to increase customers’
satisfaction in the service process.
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