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Strategic integration and its role in increasing customer
satisfaction
An applied study on companies selling and distributing
electrical and electronic appliances in Egypt
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Abstract:

The study aims to characterize the nature of the relationship
between strategic integration and customer satisfaction in
companies selling and distributing electrical and electronic
appliances in Egypt.

Among the most important results of the study are the strength
of strategic integration in the company under study, due to the
strength of forward integration, the strength of horizontal integration,
the strength of the company's orientation towards strategic alliances,
the presence of some deficiencies in the backward integration
strategy, and the strength of customer satisfaction.

The study relied on the descriptive and analytical method,
and the study population included senior and middle
management employees in companies selling and distributing
electrical and electronic devices in Egypt, and this population
included 661 individuals, and the study relied on a stratified
random sample, consisting of 242 individuals .
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The study came up with a set of recommendations, the most
important of which are: Enhancing horizontal integration between
departments, improving forward integration with customers,
activating strategic alliances to enhance strategic integration,
increasing backward integration between operations and supply,
developing vertical integration systems with suppliers, improving
customer experience based on strategic integration outputs, and
implementing  training programs to improve employees'
understanding of the strategic integration strategy.

Keywords: Strategic Integration, Customer Satisfaction.
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