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The present study aimed to explore and explain the lived experience of customer orientation
among employees of Ofogh Kourosh chain stores from the perspectives of customers and
employees and to identify the dimensions, components, and consequences of this phenomenon
within the organizational context of chain stores. This study was applied in terms of purpose and
qualitative in nature, conducted using a phenomenological approach and Colaizzi’s seven-step
method. The research population consisted of experts, employees, and customers of Ofogh
Kourosh chain stores in Tehran. Participants were selected through snowball sampling, and
sampling continued until theoretical saturation was achieved. Finally, 15 participants were
interviewed. Data were collected through in-depth semi-structured interviews and analyzed
using open, axial, and selective coding procedures after full transcription of the interviews. To
ensure the credibility and reliability of the findings, member checking, recoding procedures, and
expert validation techniques were employed. The findings revealed that customer orientation in
Ofogh Kourosh chain stores is a multidimensional phenomenon influenced by human,
organizational, and structural factors. Inferential analysis of the qualitative data led to the
extraction of several core categories, including behavioral customer orientation, service-oriented
customer orientation, value-oriented customer orientation, customer-oriented lived experience,
organizational context of customer orientation, and consequences of customer orientation. The
results indicated that employees’ interpersonal interactions, respectful behavior, patience, active
listening, rapid responsiveness, accurate guidance, and accountability played a central role in
shaping customers’ positive perceptions of customer orientation. Moreover, perceived economic
value, service quality, product diversity, and fair pricing contributed significantly to customer
satisfaction, trust, and loyalty. The findings also demonstrated that managerial support,
employee training, and organizational empowerment facilitated customer orientation, whereas
high workload, staff shortages, and structural limitations were identified as major barriers to its
realization. The results demonstrated that customer orientation in chain stores extends beyond
merely providing services and represents a dynamic and interactive process shaped by
organizational culture, human interactions, and managerial support. Simultaneous attention to
the lived experiences of both employees and customers can enhance service quality, increase
customer satisfaction and loyalty, and improve organizational performance.

Keywords: Customer Orientation, Lived Customer Experience, Phenomenology, Colaizzi Method,
Ofogh Kourosh Chain Stores, Sales Employees
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Extended Abstract

Introduction

Customer orientation has become one of the most significant strategic approaches in contemporary
service and retail organizations. In highly competitive business environments, organizations can no longer
rely solely on product quality or pricing strategies to maintain their market position. Instead, they are
increasingly required to create meaningful, personalized, and positive customer experiences through
customer-centered organizational cultures and employee behaviors. Customer orientation refers to the
extent to which organizations and employees identify, understand, and respond effectively to customers’
needs, expectations, and preferences in order to create long-term relationships and sustainable competitive
advantages (Zhao, 2022). In service organizations, particularly chain retail stores, frontline employees play
a central role in shaping customers’ perceptions of service quality and organizational credibility because
they are the primary point of interaction between customers and the organization (Schwepker & Dimitriou,
2024). Consequently, customer orientation is not merely a marketing strategy but a multidimensional
organizational philosophy that influences employee behavior, organizational culture, customer
satisfaction, and organizational performance.

Recent studies have highlighted that customer-oriented behavior among employees significantly
contributes to customer satisfaction, trust, loyalty, and repurchase intentions (Ershad et al., 2016; Vares et
al., 2025). Employees who demonstrate empathy, responsiveness, active listening, and respectful
communication are more capable of establishing emotional connections with customers and improving
the quality of customer experiences (Supramaniam et al., 2024). Furthermore, organizational culture has
been identified as a critical factor influencing the emergence and sustainability of customer-oriented
behaviors within organizations (Brahm & Poblete, 2024; Tadesse Bogale & Debela, 2024). Organizations with
customer-focused cultures tend to integrate customer satisfaction into all managerial decisions, reward
systems, and employee development strategies (Madhani, 2021). Such cultures encourage employees to
prioritize customer needs and engage in proactive service behaviors that strengthen customer relationships
and organizational reputation.

In recent years, the retail industry in Iran has experienced considerable transformation due to
increased competition, changing customer expectations, digitalization, and the expansion of chain stores.
Ofogh Kourosh chain stores, as one of the largest retail networks in Iran, provide a valuable context for
examining customer orientation because of their extensive customer interactions and diverse
organizational settings. Previous research has shown that customer experience, employee satisfaction,
social media marketing activities, and customer relationship management significantly affect customer
loyalty and relationship quality in these stores (Bozorgpour, 2023; Takeei & Takeei, 2021). However, despite
the growing body of quantitative research on customer orientation, limited attention has been devoted to
understanding the lived experiences of employees and customers regarding customer-oriented behaviors
and organizational practices. Most existing studies have focused on measurable variables such as service
quality, customer satisfaction, and organizational performance, while neglecting the subjective meanings
and experiences associated with customer orientation in real organizational contexts.

Phenomenological inquiry provides an opportunity to explore customer orientation as a lived and
socially constructed experience. Through examining the perceptions and experiences of employees and
customers, phenomenological research can reveal hidden dimensions of customer-oriented culture,
interpersonal interactions, and structural challenges that are not easily captured through quantitative



m Ashkaboos et al. Journal of Technology in Entrepreneurship and Strategic Management 5:2 (2026) 1-18

PUELISLLING INSTUTUTE

methods. Therefore, the present study aimed to explain and interpret the lived experience of customer-
oriented behavior among employees of Ofogh Kourosh chain stores from the perspectives of both
customers and employees using a phenomenological approach.

Methods and Materials

The present study was qualitative in nature and employed a phenomenological methodology using
Colaizzi’s seven-step approach. The study sought to gain a deep understanding of the lived experiences
associated with customer orientation among employees and customers of Ofogh Kourosh chain stores in
Tehran. The research was applied in terms of purpose and descriptive-analytical in terms of design.
Participants included experts, store employees, and customers who had direct experience interacting
within the organizational environment of Ofogh Kourosh chain stores. Sampling was conducted using the
snowball sampling method, and participant selection continued until theoretical saturation was achieved.
Ultimately, 15 participants were interviewed.

Data were collected through in-depth semi-structured interviews. The interviews allowed
participants to freely describe their perceptions, emotions, and experiences related to customer-oriented
behavior, organizational support, service quality, and customer interactions. Interview questions focused
on participants’ experiences of employee-customer interactions, perceived organizational culture, barriers
to customer orientation, and the consequences of customer-oriented practices. All interviews were audio-
recorded with participants’ consent, transcribed verbatim, and reviewed several times to ensure familiarity
with the data.

Data analysis was conducted according to Colaizzi’s phenomenological procedure. Initially, all
interview transcripts were read repeatedly to obtain a general understanding of participants’ experiences.
Significant statements related to customer orientation were extracted, and meanings were formulated from
these statements. Subsequently, the formulated meanings were organized into thematic clusters and
broader categories. Open coding, axial coding, and selective coding procedures were employed to identify
relationships among concepts and construct the final phenomenological structure of customer orientation.
To ensure the trustworthiness and credibility of findings, member checking, expert validation, and
recoding procedures were used. Additionally, the researcher attempted to bracket prior assumptions and
theoretical biases throughout the analysis process to preserve the authenticity of participants’ lived
experiences.

Findings

The findings revealed that customer orientation in Ofogh Kourosh chain stores is a
multidimensional phenomenon shaped by human interactions, organizational culture, service structures,
and contextual conditions. Data analysis led to the extraction of several major themes, including
behavioral customer orientation, service-oriented customer orientation, value-oriented customer
orientation, customer-oriented lived experience, organizational context of customer orientation, structural
barriers, and customer-oriented outcomes.

One of the most prominent findings was the critical role of human interaction in shaping
customers’ perceptions of customer orientation. Participants repeatedly emphasized that respectful
behavior, politeness, patience, active listening, empathy, and emotional responsiveness significantly
influenced customers’ experiences within the stores. Customers reported that when employees treated
them respectfully and attentively, they developed a stronger sense of trust, satisfaction, and emotional
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attachment to the store. Employees also acknowledged that positive interpersonal communication
contributed substantially to customer retention and repeat purchases.

Another important finding concerned service effectiveness and employee accountability.
Participants described rapid responsiveness, accurate customer guidance, accessibility of employees, and
follow-up on customer requests as key indicators of customer-oriented service. Customers valued
employees who actively attempted to solve problems and provide clear information regarding products
and services. These behaviors enhanced customers’ perceptions of service quality and organizational
reliability. However, some participants noted that heavy workloads and crowded store environments
occasionally reduced employees’ ability to provide individualized attention to customers.

The findings also highlighted the importance of economic value perception in customer-oriented
experiences. Customers emphasized fair pricing, product quality, promotional discounts, and product
diversity as major contributors to positive customer experiences. Participants explained that customer
orientation was not limited to interpersonal behavior but also included customers’ evaluations of fairness,
convenience, and value received from the organization. Consequently, customers expressed greater
loyalty and repurchase intentions when they perceived both emotional respect and economic value.

The study further identified organizational support and culture as central contextual factors
affecting customer orientation. Participants believed that managerial support, employee training,
empowerment, and customer-centered organizational values facilitated customer-oriented behaviors
among employees. Employees who perceived greater organizational support reported stronger motivation
to engage positively with customers. Conversely, structural barriers such as staff shortages, excessive
workload, time pressure, and insufficient organizational resources negatively affected employees’ ability
to maintain customer-oriented interactions.

Finally, the findings demonstrated that customer orientation resulted in several positive outcomes,
including customer satisfaction, trust, loyalty, positive word-of-mouth communication, and repurchase
behavior. Participants explained that customer-oriented experiences strengthened emotional bonds
between customers and the organization and enhanced customers’ willingness to recommend the store to
others.

Discussion and Conclusion

The findings of the present study demonstrated that customer orientation in chain retail stores is a
dynamic and multidimensional phenomenon that extends beyond technical service delivery and
encompasses emotional, interpersonal, organizational, and structural dimensions. The study showed that
human interaction is one of the most influential components of customer-oriented experiences. Respectful
communication, empathy, patience, and responsiveness significantly shaped customers’ perceptions of
service quality and organizational trust. These findings suggest that customers evaluate organizations not
only based on products and prices but also according to the quality of interpersonal experiences they
receive during service encounters.

The results further indicated that customer orientation cannot be understood solely as an individual
employee characteristic. Rather, it is strongly influenced by organizational culture, managerial practices,
employee support systems, and structural working conditions. Employees were more likely to demonstrate
customer-oriented behaviors when they felt supported, empowered, and adequately trained by the
organization. In contrast, excessive workload, staff shortages, and organizational pressures created
barriers that limited employees’ ability to engage effectively with customers. Therefore, organizations
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seeking to strengthen customer orientation should simultaneously address employee well-being and
customer satisfaction rather than focusing exclusively on customer-related outcomes.

Another important conclusion of the study is that customer orientation combines emotional and
economic dimensions. Customers valued not only respectful and empathetic treatment but also fair
pricing, product quality, and efficient service processes. This finding indicates that successful customer-
oriented organizations must integrate functional service quality with meaningful interpersonal
experiences. The combination of customer-centered culture, supportive organizational structures, and
effective employee-customer interactions can significantly enhance customer satisfaction, loyalty, and
long-term organizational performance.

Overall, the present study demonstrated that customer orientation is a socially constructed and
experience-based phenomenon emerging through continuous interactions between employees, customers,
and organizational systems. The findings contribute to a deeper understanding of customer-oriented
culture in retail environments and provide practical insights for improving service quality, employee
engagement, customer loyalty, and sustainable organizational success in chain retail stores.
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