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i Abstract L .
One of the key strategies businesses use to align their products and
. services with customer needs and preferences is marketing. In the context
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of industrial customers—depending on their role in product
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manufacturing—specific criteria are considered as value determinants. In
this regard, benefits such as the lower cost of road transportation
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compared to other modes, along with increased foreign exchange earnings
and contributions to economic growth, underscore the significance of
international road transport in the industrial market. Therefore, the
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DEMATEL objective of this study was to evaluate the value creation criteria for

industrial customers in the international road transport sector using the
JEL Classification: DEMATEL method. The research followed a mixed-method approach: in
L91, D81, M31 the qualitative phase, efforts were made to identify value creation criteria,

while in the quantitative phase, the extracted criteria were assessed. The
sample consisted of 14 participants in the qualitative phase and 12 in the
quantitative phase, selected through purposive non-probability sampling
based on predefined criteria. Data collection involved semi-structured
interviews for the qualitative part and a paired comparison matrix for the
quantitative part. The analysis revealed that among the 18 examined
variables, infrastructure emerged as the most influential factor, while
customer value creation was identified as the most affected criterion.
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1. Introduction

Rapid transformation and uncertainty have become defining features of the modern
world. In this highly competitive environment, creating value for customers and
fostering long-term relationships are critical to business success. Marketing—
particularly in the industrial sector—plays a pivotal role in this process, as value is
created by aligning products and services with organizational needs. As global
competition intensifies, supply chain management has gained increasing importance,
particularly for Iran, which holds a strategic position in the global supply network and
international transportation. Nevertheless, land freight transport continues to face
numerous challenges. In response, this study aims to evaluate the criteria for value
creation in industrial transportation using the DEMATEL approach.

2. Research method and data

This exploratory-applied, descriptive case study adopted a mixed-methods approach
grounded in a pragmatic philosophy, as outlined in the research onion framework. The
qualitative phase involved semi-structured interviews with 14 purposively selected
academic and industry experts to identify customer value creation criteria, ensuring
trustworthiness through credibility, transferability, dependability, and confirmability.
The quantitative phase utilized pairwise comparison matrices based on the DEMATEL
technique, involving 12 experienced executives from international road transport
companies specializing in commercial affairs, R&D, technical operations, and strategic
planning, all with a minimum of ten years of experience. Reliability of the instruments
was confirmed through a test-retest method, with correlation coefficients of 0.77, 0.74,
0.70, 0.75, and 0.72, indicating consistent results across repeated measures.

3. Analysis and discussion

Based on the results obtained using the DEMATEL technique, the most influential
factors in the customer value creation model within industrial marketing are
infrastructure (0.88), regulations (0.76), operational roles (0.61), macro challenges
(0.56), support (0.49), informational roles (0.48), investment (0.33), company reputation
(0.33), market research (0.07), and communication (0.04). In contrast, the most affected
factors include customer value creation (-1.04), organizational outcomes (-0.73),
national impact (-0.70), country positioning (-0.59), transnational effects (-0.54),
industry philosophy (-0.44), trade balance (-0.35), and sustainable development (-0.16).
Notably, market research (8.71) demonstrates the highest level of interaction among the
eighteen identified criteria, underscoring its critical role in shaping industrial marketing
strategies.

4. Conclusion
The analysis reveals that in industrial marketing, certain factors serve as key drivers of
customer value creation, while others are more affected by the process itself. This
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dynamic interplay underscores the importance of strategic management and the
integration of critical elements to optimize value creation for industrial customers.
Notably, market research emerges as a central component, playing a pivotal role in
identifying customer needs and informing strategic decisions, thereby contributing
substantially to overall industry performance.
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