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Abstract

Objective

Marketing of industrial goods, like other organizational functions in companies, is constantly
changing. Marketing and sales departments with different levels in various industries are being
developed. To ensure that the approaches, tools, concepts, and models provided by this study can be
implemented in the best way, it is essential to use a coordinated reference framework in the form of
the B2B marketing maturity model. This model allows B2B marketing managers to assess the relevant
level of maturity of their marketing department and, accordingly, identify appropriate actions. The
purpose of this approach is to prevent the implementation of very complex activities and projects in
sectors that do not match the dimensions of the maturity model. In addition, the other purpose of this
study is to protect B2B marketing managers from making mistakes and assist them with achieving a
stable position among rival industrial companies.

Methodology

Due to the lack of knowledge and guidance for leading the organizations in relation to this
phenomenon, this study aimed to present a B2B marketing maturity model for them. For this purpose,
the articles published within the period from early 2013 to the end of November 2021 were reviewed
systematically. The content of the articles was coded and analyzed using the Grounded Theory and
MAXQDA software.

Findings
Based on the performed analyses, codes were extracted including 331 concepts and 20 main
categories. Next, relying on the systematic approach of the Grounded Theory, the identified codes
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were classified into six categories including main phenomenon, causal conditions, contextual
conditions, intervening conditions, strategies, and consequences.

Conclusion

Based on the obtained results, the six aforementioned categories include: 1) Causal categories i.e. the
new roles of leadership in B2B business, policy-making, B2B marketing budget, investment,
supporting B2B marketing, B2B marketing organization and performance management indicators; 2)
Central (axial) categories i.e. identifying the dimensions of B2B marketing maturity model, B2B
marketing organizational chart, mission description, B2B marketing authority and responsibilities,
capabilities and competencies of B2B marketing staff; 3) Strategic categories i.e. B2B marketing
strategy, digital / non-digital strategy, digital business model, value creation in the value chain; 4)
Contextual categories i.e. B2B marketing operations and process, B2B marketing tools and platforms;
5) Interventionist categories i.e. organizational change management; and 6) Consequential categories
i.e. gaining competitive advantage in B2B marketing organizations/companies through B2B dimension
management, improving the quality of B2B marketing services, increasing customer satisfaction, and
key indicators of B2B marketing performance. It is obvious that in B2B marketing maturity model
special attention should be paid to these categories.
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. Lead scoring

. Push Notification
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1. Account-Based Marketing (ABM)
2. Customer lifetime value (CLV)

3. Brand equity

4. Cost Per Lead (CPL)

5. Marketing Qualified Leads (MQL)
6. Sales Qualified Leads (SQL)

7. Click Through Rate (CTR)

8. Regidtrations

9. Google Ads

10. Impressions

11. Reach

12. QR Code

13. Web traffic

14. Content Scoring

15. Links earned
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. Overall popularity of video content
. Open Rate

. Unsubscribe Rate

. Conversion rate

. Bounce Rate

. Number of campaign purchases

. Revenue generated by campaign

. Number of customer referrals

. Number of web page views

10. User goal completion rate on the web
11. Cross-sell ration

12. Up-sell ratio

13. Email list growth rate

14. Number of prospects

15. Number of new customers

16. Number of retained customers
17. Close rate

18. Number of sales calls made

19. Number of sales calls per opportunity
20. Amount of new revenue

21. Number of open opportunities
22. Sdles stage duration

23. Sdles cycle duration
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1. Number of proposals given

2. Number of cases handled

3. Number of cases closed the same day

4. Average number of service calls per day
5. Complaint time to resolution

6. Percentage compliance with SLAs

7. Average call handling time

8. Bring Y our Own Device (BY OD)

9. Net Promoter Score (NPS)

10. Customer Satisfaction Index (CSl)
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1. Time to Resolution (TTR)

2. Y%Escalationsto Tier 2 Customer Support

3. Total Cost of Ownership (TCO)

4. Customer Retention Rate (CRR)

5. Pipeline Ve ocity

6. Closed loop reporting system for all campaigns and metrics
7. CRM adoption rate

8. Leads generated
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