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10 91 Sy B A 1) cilleaad) 5 ) Anl g8 Al clgaatl) s aulud) ) gaall
aaddl Audlal) o

Lee ¢ Jsally Anall st e 2l jiall dudliall e 508 Claad 355081 IS 3 4al 5
Ot ) oDl o Jaliall dllad cobiasil jind yy oat A ) bl 35000 58 e (e
.(Sandesh, Sreejesh, & Paul, 2023) 48 sull Lias 3, 32

Al jdiad)l KGN cchladdl) 30 ga st Allle (agldl Gl jlea candh g8 Audlial) (llats
.(Bharadwaj et al., 2021) gl il ani 8 3 o Dlaall Dlad 55

Cilanil) dgal gal Ggan 100l A8ladll s 48 e 48 488, clide ol aay ol ) dala)

(Sandesh et al., 2023) &5l jiu¥) GISI A & ) el Glasa 5 4yl
rcad) gal) gl gl g il HEl) B puiil) @

Slo g Gy ) ISl 150K Gasd Dl ool sl 5 il ) 85 piasall 0l puadl) IS4
ASAN dran o Bliall sanal) byl S S A Y e Gl cililaal) 513 G
.(Runfola et al., 2021) Jaall &3 ) jaiul 5

Talaall Capnnt o3 Lea dual sill s Gaondl) Ciladil il e il JS& 1 ig LS
.(Clinckemaillie et al., 2022) Juiea¥!) giail d ekl leall ga o slaill g de o

Lnall Clusssall s eLlaY) ae Jaladll & Adladll g 48DAY) juleally S Qa0 o) 51 i LS

AN Clgedl e sl clpadll Jh 4 Al dlll) kil e mual
.(Clinckemaillie et al., 2022)




rdahal) Cilsw gall g sMand) clalial a5 o

Aalal) ) SV 5 A o i1 Ol shaill Al Aoy Ay ) plal 8 o Dlead) Cilalyial
saaaiadl cldhiid)l s i ASaaliy Jsla sk dpudll clleal) 35l e (s e
.(Leone, 2021)

Clalkai (S) 65 duaiadie Cledd apaiy cdplall 48 prall Cpant (5 guall | aiie Lgd el (il

.(Runfola et al., 2021) 4zl dle )l 83 ga ausd ac i g ¢ laxll
1l sa) Gany A gl Gasudll 358 @

35l o Lhagd) apadi jlas Jie ¢ A sall 3y pesil) ddadil e Ao jla 1358 (3 ) (lary (2 i
sl (any alasiud 4 bl 5l 38 LSl (e any Lae ¢ goa gall 4 50 5 55 o
.(Clinckemaillie et al., 2022) dul&il) 3 gusill

o Y adall Joal gill 5 ol el e aiad 5 Sie Ay guad Cila) il 5 Sld &l
(Sandesh et al., 2023) _nilwall dpay 5 5l (a5 2]l

(Sales Relationships) 4!l clBMal) e duwi ) cilibaal) 3 0) S 1 0all) ) gaal)

saand) g AS pal) oy Adalital) ABEY 3i5e5 e

Cllaall 3 Zlad & Uop a1 eaic Guuad )l oDleadl s AS 00 ¢ ALl A& il

by A8 Ly 3 ey 2aY) Ay ClBe skt rany Uiie Ll 481 o34 i 3) Ay )

Sandesh, ) saiwe JS& eeall Ciladgi Al Jsla aniiy e sl o) 3V Adlasl) a5
.(Sreejesh, & Paul, 2023

CVaze (383 At ) Lgilloos ae 481 oLy (& i Al Sl of () bl jall
(Leone, 2021) ST &l seus Lellae | ans 51 Lela 55 dds daansy aibaiy e Laldial

acall g e sheall agaii & AENAY) 5 dpalall el ol yisl Uyl ied 4811 ¢y a8 g Uad g
Runfola et ) dasuall dle J1 ot (8 ablisy (355 50 <l 108 4S50 DSk e ) jag Laa ¢ bl
(al., 2021

o Jalaill Jgusy g casiall Jag oy 5 Sl ol sl o Dlaal) daglia (e Jlay A& 3505 () LS
.(Sandesh et al., 2023) 48l 4al 55 8 A Sla V) ) cilaal
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sda ) i) clileall BlisaY g oY ol 3L 5 o

daiaie Gladd 2 P& (e e Dlandl oY 58305 A ailie IS agasd A 1) clilaall 510
.(Leone, 2021) Jdishll adl Je

S Dl JlEn) CWana (e Jli Aladll bl 5 )3 bl jind gulat of GladY) el
.(Sandesh, Sreejesh, & Paul, 2023) sball a0 Ao eDaall dad (10 2 5 ¢Cppudlial)

acdig oSaall Lia )y o a8 Jual siall alally i) acall ciladd 35 oy sa¥) glld i
Runfola et)JJJA J)ijj‘f:\z‘):\u‘ cﬂgﬂ&)ﬂ\ ui_l ¢ Mazll _):_.LLQJ.I.{: EA}.\A; 6;y53\
(al., 2021

salll 458 BaclE s clal Y ) 8 adly dpadl Y clleally LY of WS
.(Leone, 2021) 4ilisall (3 sl & aosill 5
sl 890 Gl all dules BoliS ad) o

3aa3 o Dead) Glly dilad IS e ol dglee 36U paund & Gt 1) lilaal) 5 510) agud
Sandesh, ) 4l G0 JIE g anll 353 (e g s A 50 Sl il 281 5 (58 JSIy (a Hil)

.(Sreejesh, & Paul, 2023

B8 Alaiul (e Guead Le (Jiel JSE 3 ) sall Gamads A ) Gllual) e 58 8l xiy
(Leone, 2021) zlan Glidall 3Ae) a i o 3 g Glanall

Jab diliaall cileall wo Jealsill Jignd e cilibuall 55000 Jand g gal) S5 by
Runfola et al., ) &by Glagaill e Jy s Dl AN M) e g s lae Alianll A sall
(2021

Aty saill Calaal (G 8 aaluy s AS il dndlal) 50l e ) jry anll 350 (st
.(Sandesh et al., 2023)
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b aldine sa sl Lulul) dalsadl e 22 G ) cllaal) 5l o colud jall ekl
Leone, ) pere st BUad a5 5 Gammatt )l e Deal) pe A83all aead e S 5 Cus ol Y)
(2021

daiadiay b Sine Jsla anli e Leilagse 30l ) QIS A Sy 6 e dad B SR (e
Joshll ol e aljie JSG5 @l oY) 3o3ed A aaly lee e JS Glalia) b8
.(Sandesh, Sreejesh, & Paul, 2023)

sk i N Lidlee o Lliall e 4S5l 5 508 Sy alvivsall gaill iy o) g LB i
.(Runfola et al., 2021) dxdall &l )GV 5 (3 ) ) sl e coualiy Loy Lguia gy

o AS ) Al B iy A N aesd Jady i cilaall 330 ) o Jah adieg Y gaill 13 o)
(Leone, 2021) daliaal Gl susl!

g ) ) 55130 o Gul & ksa zgalil] ) ganal)
il £3aall Lay o

G Sy Eun el Slilall 5 la) Flad Gl e abl G Guai )l eDleall Lia ) yiiad

Jie Baaaie il ga Ll iy o Dlead) Cilaliial g Cilad ¢ e dadiall ciladiall g Sleaddl (38)

Bl Al il e Qs Fn lee o JBall deal gl g cdag pul) Alsiua¥) ddeodll Baga
.(Sandesh, Sreejesh, & Paul, 2023)

Y 33 Gauadll @ee L) Gt e 38 55 ) @S ) o G Ela)

(Leone, 2021) 23x eae s (o i (o ol Ay daray aialiy el Lliial

A Y5 palse g ale aed paaiy By Ualsi ) Jasi pe e Sleall Liay ol oY) <S55 g
(Runfola et al., 2021) Jalxill 8 dyigall s MY yulaally

s sid) by yidial) aaa 33 @

Gllaall 35l #lad o Ju ) Gl @l pisall e gsindl Gl jidadl ana el 22
Sandesh, ) L aeii 32k )5 A8 ,lll Cladie e alaie V) (8 ¢ Slanll a5 (uSay i A )l
.(Sreejesh, & Paul, 2023




S e oSl lgiDlend Agled Aad (38a3 AS,AN () el Gl jidal) aaa S 53l ()
(Leone, 2021) sl yin¥) clilual) e 2a¥) 4 gl GlEde okt JMA (e 48 gl Lgiian

3 _yrdiall Cilalia¥) b AldSie Cladd g danadie Jla apiil Ao ()5S L Wle salll 131 )
.(Runfola et al., 2021) ¢l
sclual) J302 48 gudl dasl) gai @

8 clibaall 351y 5l sae o s s oty Glua IS Ao 48 sl danll gai Jiay
o) b diaall byl i) 2l ) @l pufy il ae A5 el AS a0 AlSa 3y el
.(Sandesh, Sreejesh, & Paul, 2023) 4w Jaaadl Jala 40085 5 jae (3385 g (a il

O 2 ALK Jla a5 508 5 ccilluall claliinY Gue Lgh saill 134 (Gada3 (il
.(Leone, 2021) 4S 4l cilaiia e Jraall dlaic)

pdiall Gy yaill 5 alall acall 83 gay € S5 Jagi ye 48 gud) danl) 8 gail) dy o) gl g
.(Runfola et al., 2021) 4sall clussall Jala Apkall o <N

rdanlail] g Apalad) &y L) B & i) Ggladll g gia @

RO G BN Gae e 15850 daadedly duddall i) @ ad) ol e
dnall AleHll Baga Cpuady A8 prall el cpdhall o) B gae jedals A Hll Sllually
.(Leone, 2021)

Gl i8S AS Al Adlaas e o ) Ak Gilad sea el B e lial) sda aalus

(Runfola et al., 2021) ks Glawall slath Abka Aad andy o) il

1y il Y1y e Slaadl Lol gl (8 AS il Aulag¥) 3 seall 30 3a8 3 <l jalaall o38 agus WS
Sandesh, Sreejesh, & ) cslaill ditue s 4l GEMRll e Glay) (aSaly oo A8
.(Paul, 2023

A8 L) bl Al Ll

caaa¥) ) a8 (e A0 ja cdind) § gun gay Adag jal) ABjlad) bl jall o ol 1 gl
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llss i Aul ) (Sengupta, Krapfel & Pusateri, 1997) dwl s i
el Gaal g5 A ) Glliall Clidle iy daph e (switching costs) dissill
Slah J sl AdpaifAllas dal 50 reiall  lEal) o Bliall b aa 505 A Sl cililuall 52k
po aelBle 5 Ay Cllua odlee Aiallfaainadl KAM @lidle &l il Jysatl) Caldlss
sy Al ) (Cllaall Bl Blw (8 7 ey s Slal e ) G2 sall
i) A gl 3 a8l g TaliiaY) dpad i) 8 La iy (RISl aladl ( castlie Loy ) ddia
dad) yinl Shliae ) sas 10laie) duas) 28 4] LAY ) ey o Sy el dosad CallSs o ga
Sl da /Gl A8 G Sn KAM @b gailad of LS tdually 3)sall (e (K0
M)y (bl slaic¥) s i) dda dad GBI (o)) Cilad) el sl s sl
hlaall Jla g A8l Jasas Aole 48 yhay Jy gaill CallSs

Al i) iy gk kil aaii ) (Ojasalo, 2001) dal e s LS

Jalasiy 480 Al daalje izeiall Aaladl Lulul) bl aaady (KAM G (& 28
Jelid) B2B ¥l (8 dalenl) lilaill y i) Aigadl/psinall (53l 5] 3 a3 s ¢ salie
Sl AS N oail amlie S i camlie didad el (Glelia e il jlad
Gl jlae o Gt allay, KAM o sl izl (company vs individual level)

Lagie (s dalad Ol 5 ¢( ot ll sl 5000) 43 )8 ) g s (s alad 1Al 313aa) dpasns 5
ac i Agaly Gl an s KAM ibh sal Laade Uy )i aaa iCilpagill malipll il Coniay
Ao 1) Cllial) sllal cl i jall 5 5 ) sall 4 i

WSS al axsd ) (Homburg, Workman, & Jensen, 2002) 4l ys cdaa
Al 8 KAM gzl Giki <! (configurations) dalise <y Sifeilai paais KAMA
e i Hilise Glelia e Liiaifiae Glily Lot aS- hliin) Gy zgiall | leal)
oo Osfias iall/aaiaall [ KAM g3l 71 a5Y (numerical taxonomy) sl cagiadl)
iy 585 b/l sl Gl de giie clelld yie KAMY (5w les s B2B cilelais
KAM @&t o ik | gaan il oo claddl oy 5 (cluster/numerical taxonomy)
i) Ay Jie) Al 5 Lpalati Jalse e aaiad Jaad JS Adlad o5 (Coall ) Tan e )l (10)
KAM el preai SN0 e ¢hasli aaly dday aa g ¥ cluagll | (Jueall daghy
il LeoMae ailiad 5 el (s )l ge ae (8 5

il b el Ji Glasi) ) (Ulaga & Eggert, 2006) il oo LS
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B2B Glsul (B 055 Osiie fduallfaaiad) o)l iai ) A8l dad alad LLiuy
e Jalad rAgldaill ) (R sV iAaall dle J Gy sy clead edie da @ild)
Jpay g Jali g duia 1 3 pual) ¢ padll) Jeladl) cdarddl aed Jia il Al sl jaliadll
il sal asf (A e 3 ¢ eadid Jolii dacls dadd) A8 U e off G il | (5 gl inall
3sall gy o Jpanll Tas daga Jal gall 038 5 siiall/ jmal) 3 jaa (o Aaltind STy (o 81
3y 5aS aSad o il Qb prall D LAl 5 CHLadA) A ) 8 8 ) g e tlua gl i )l

REBT NN FIVENGP R e

a8 S asd ) (Sullivan, Peterson & Krishnan, 2012) 4wl )y <
Al s SAM (s e &b clld GS 1) Loy ¢ drd Cilagaa glal ) dalll Gla e 4S80 5 )08
G Aial/aainall (L)) lalaiall/cilS Al mue e daill LS dul ) gl A8l
(SEM) 4lel) ci¥abaall dadai Aibany) cullul) B2B Cilusia (3o i/ 3 sasd s Cilasa
(gl glal e Tulag) i dall Gla 5 )08 i) el gllfs yilae e 5 5 pdlae AT LaY
Tonwd ) 3L Jaad duad) i) lblaad) 3500 o Ju lee @8l &l 3l s SAM adalesiy il
O sall s Al Bla Dl ja ekt A i) iCibua sl Cilagie Cla s ) dagll dea i
Sl 3 elly i LY SAM gl s nshis el e (Jaendl lilae Gaund cdd e «ilard)

SAM/KAM 7« » sl palic agd I (Storbacka, 2012) 4wl céaa LS
G@..Lo GG"MM a....\azu\):u.n‘}[\ ubw\ 4:\1913 cﬁ)j BJ\J}” LLILH:JLM & )m\.\aj\ oda 3lalaa 4.:\5.15}

Baxie S )8 9 (e Clily/dllie ae Al deal e z e «Systematic combining»
ael Al ae Gliall Soaie IS Aiell/paiaall | (RtukifAe 0 dul ) Gl
sine iy ai Jie) apanadll jualie o Jayys Vs Jlad A Wl KAM/SAM
b aa ) ALl 3 Y Sl a5 (R el dagdl) cabis JS) Jlee ) Taglad el

3 ,la) :Ltlac c‘\.agﬂ\ U e caloall .l:ng.l:n;.i ¢idadadll QJ:\)&.I) Cladaidll O ‘\.AJ}M yalic
g cale cabuall elal Q@ ol )il s ¢ apdaiill zlaai¥l) ddals yualic a iy (Gluall
arana (Bl (e 1 9aST 1l il mali yall el Al yualiall o8 s sl3laall (o))

(o el Gl 6o ) sa) Adaall ciliasi) yiu¥ s clilual) s

"agl ) A" €Y L jaal I (Ryals & Davies, 2013) Gl chiaa
i alds 53 Cny ragiall Jaeall 5 3y sall (s Al illuall ClEe e g5 e Slad AS il
(A8 18 (& «Jre-a )50 cliBe 9 ) Bl ;(dyadic methodology) <l sall (ALY e s

G e ge e sene Alall/adiandl KAM ot g e 40d G 4] Bliae
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O bl gl A HlEe AL ) ddliae S8 4 KAM e + KAM Sl
Gy Uapd gud ool i) caladll of Tsam s raliil) cOiall e 53 Jlady Z8Dall il kil
A Aeadl) Aada s Jeal gl A e DAl < G Gl e Yy 65 j8e KAM @e 252 )
Gl g e Jla¥ e sl Cluall Jab Gasaddl clad s JhaiV) 4y sl Gl sl

Clall 233 daxd 5 Joal 88 S8 | senna ¢JalS i) i

Gl jlas de sane paai ) (Tzempelikos & Gounaris, 2015) 4wl o céa WS
A Dl jlaall 038 (oiadi (S (and g dpdasin A0S et oal il G Sl Je KAM
Al (B2B (A daige Siliie (e Ailind aladiinly 400 jEiul LpaS Aol )0 tzgiall A gale olol gl
Yl B2B <l i b Gladl dhses KAM o duallfaadadl Ay zila
O A8l JdsS ¢(mediation analyses) ddhss s dadeifipun Clidle @l jlia) ddlaay)
Gl jlas i jitall GlEMall aline acxi il aliill y 4@l iyl s KAM Gl las
(&8s 5 Al) oY) il Gl W ey Al AEdlall el G s 5,5kl KAM
LY cbawdl e daly Glelgals b e rluagdl
1Y e KAM il padantl (o S padati/ il sin)

Glbuall 313 Jony S Gliinl J) (Pillon & Hadjielias, 2017) dul s <o

@Y dclua & (value co-creation) <@ jiiall dadll Glal =3 5aiS (SAM) Ll jiuY)
inductive ) 48 il de ¢ dul 0 el 4l QIS Eclidiudl Gide e 38 5 ae
M A (Glidis) dewse/dee 11 Jal cllaadl/odilie 0 @l ¢(qualitative

Al ol (ALl 1) () slaeS il g il jidia (5 000/ o2 sdie Al acial)

dad Sl Vgaas ilill  co-creation alae zlASWY Gue il e MilE/ e gpimse Jalas
A5 bditaall (s Janl) (3 eSSy e mal) oL el il find 313ae Lo S ke
Clapa’ dgansil yiad ST AS) 8 ) s 5 jidie-aily A83e Jsny O S SAM ) ) sas 5 445 53Y)
Baxie (38 ¢S jifie dplua habi) JSeall SAM ze Gaki iClua il Ak 4adle g

(il QY15 o)yl il Cppoent) (alitie s 55 0 58 cctibimadl

~% J (Leischnig, Ivens, Niersbach & Pardo, 2018) dul 2 céaa WS

Slo S we S Al Jal mlaty KAM el Gadss giad Gl el sall pandiill e 723 548
ASal Ua ilat g Al daal je G pen (Y Audal Gy raeial) 2l 5 aaenalll G ) gadl
o) e g dlenie Ala Al ldl/aaiaal lsha gl Ge zisad skl 58 delia

ey zlas/ dabwind rdaladll clld Aolaly CBlie e 5 3508 dakiie Jah KAM @l jladl
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anbill ALE Guaais Gl ghd mua g WS o3l deal ye «Dlie) Ao il ULl e z3sa
Ja ol o Gum (313ad) (JalSil) ¢ lail) ¢ppanmill) Gl dleal <l ghad )i | goas il
e s Aaal LSl CanaS daild adea 150 (KAM 28 Q881 o5 dal pall o b
zhal s il @l ghada )Y (el #3500 g L) e il Glluall daiaia olol dudlaa
e Aol Clladly Aala ol G piise pushis AS AN Caillay e JalSE 3y 3ad il gadl

A8 gl il

) el I (Ivens, Leischnig, Pardo & Niersbach, 2018) 4wl s céaa
firm ) Sl sical saaaie dnnge 58K B cund Aliadie GlujleS Gl KAM 381 s sk
eedlie dilathy dagere 4olai e meiadl elaYl clleal) a,l5all Ly i (capability
Gl laay daa il i Haal) day p il i) (A B3 gai 155k Aiukd Al ae Al das) e
Al ) camia) e g plidanl )0 LY dnase de Aul ) o3 ] duell/adiadl) A4S
Z Ll 5 ¢ camlin maand (g ki ol 1 ddadl cudld B2B el & ddnkd clls e zilaig
i S et 180 gad Al ) Cua e coedliil) Aalivue Al 3,08 KAM Uz 3 agess il
I KAM il slae Jisail du il il leall 5 ¢ oaslaiill aladl) clalall 4l Saui il sall e
il lan sl (e slae adai ccu )5 (<) unse Sl (il il Aaudlis Ll je o 55 508
KAM 558 sk (el 20800 Cilapi o) ya) ¢lalvine 210l 354 2l capability Y KAM

Jalay caS Al ) (Pardo, Ivens, & Niersbach, 2019) 4wl y» o LS
sl S50 ae @ lsol 8 (paradoxes) il cl gl ae Lyl Gllaal) o) 2
go Yla s SO 1l liaifie 6 Aul o meiall Gire ol (st JalaS aaall Ay ea
i B2B IS Hd (e cililis o) joe idim]l/aadiaall Badate Cilise (8 At ) Sllus ¢l jaa
Jalas s sl ol il ol oSl Aalla Ollat 5 Rare GO Gl A Al Caeadil
O i) bl ae Jalail) lSaaling 5 5adxie <l sed alin el ae Ao gill clilll o
e clibuall 5 pe o dljall @elal i) (aaY) dlsh A8 o Lliall g Cilagall (Ga8as
&b oeis yas by sel) 03] wgSIa Ol 5 (8 e pdem Jliue-aily) Aimilite Cilyga (B (psleny Le
ped gl sk 1 lua il [ KAM Cliagl jin) 3858 ey GlBlall a5a o i Ly Jall
aranai 33l 5 el Badeia jaiad Gl g pall ey )at) lual) (g paal Baseie dyige <y s
(A Y Gle ) juall Qi )

S bl A i€ ) (Feste, Ivens & Pardo, 2020) 4al s b

Aladl jig s o — clahidl Jab (KA selection) 4 ) Glluall jld) dlesl
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o i LIS e Ay peiall bl s S8 e daubadl sl A
0585 ¢l jde Aiell/aaiaadl B2B @l ,b Jals 8 Aty el jaad Aldad cVla @l
SV Al p3) agdl i 1S LS Adlide @ilS Hh Al ) Al aa dilga oliarg Glana o)y
z o amlia lal 53 Sie e g pa padlainl «BUED e g Jalad sl bl (5200
oad Cllaall sl o Al all Csca gl il clliall sl A QIS s ) cllesl)
S (Raagl il & e ) dsii ) sa) Adaly mllas s e juay dalas L) 5 salae 44 dylee
Clasal @l pal Gyl ulee (8 AN Clua gl A )l Glluall Sl sl b

bl s dglee Jals onlpadl Slad¥1 OIS 38 a T aaza g5 Cpadadiall i)

asee a8 ) (Peters, Ivens, & Pardo, 2020) iu » éa LS

Rashie Jaly pa )55 pendil Gsilhsal) a)ad S KAM (b (5325 JalaS "y jailfA 56"
Clly s diee GO Lo A due o5 Aul 0 reiall 2l e elly iy dpu jl) cliluall
c\JJA} «laiia c\JJA c:\,p.u.u Gl ;\)JA :\_\.ud\/caﬂad\ KAM wJLAj Siladaia Y A

Gl @ jlie 218 5 aamie GV Ao sene (o Blalbuse COlal thhelin S 33 (8 (a0l

Glaall 5 pae @l ser Lranlad) ) by (thematic analysis) e s se dilad ;s
) Sliine ol il Lgusdifandi 5 Ja D) luadl ye 4y s omilinl) lgldl g oaY1 e s il

Jeliil) i)yl 5 calgall w53 ¢ s sall AN aranai 488 8550 55 (Lagl yiul | e ol
S Aigall ilsell aed cbuall (5 el pal g il g Chnasiy cuy lua gl Jueall ae
anill Ll (a5 (Co-creation e S all 4 i) 4y 5el) Jia) KAM cilaal ae i

Axd giall 4 o) aa (38) 5l

<t KAM 5 =ad ) (Leone, Schiavone, & Simoni, 2021) 4wl j» Caa

market " 3 Jlasiul ae daladl Glaal ot Glaghic & co-creation s
e (Sad Jalaif/CiVall saawie 4 jlie xgiall Ay saVlfAaall dle ) cilelual agall "access
e GYla Gl cduell/aadaal | (multi-stakeholder ecosystems) skl ) s
) ool cl) aexd Adnkd Al Jead Gla @l cleliay aua Al ) clelad
KAM sl miie 5l 4Y market-access Jhb Loy ¥lall o lad cduliasl)
Aaahail Clea e Gl ) gling Laall e I Blaw (& Jadl KAM ol Vsaasl il
OF K KAM 4l o5 — ol Jsan il 8 Ganadill s doaa Giladd ek
B plen st 1 lua gl AS jidie dad 3las Gaall Y Jpeasl GuSall Lty Bjaae 05S8




Sl pall s Tpadaill cileal) go Joalsills Gond) Joaa Clasljind Jadil it )l bl
il agd Sle KAM G S saaal

<wai ) (Herhausen, Ivens, Spencer & Weibel, 2022) 4wl )y céa LS
Juadly ddasi yo Ol a8l 5 dpapdaiil) aS) Al 6l laial 5 (KAM) At ciliboad) 3 )y ciliyias

il (quasi-replication) (b sS zeie ae Gl g Ailatin e 4y :Gg_'ml\ el Allad
e Gllia ol ae/ilane o) joe Aiallfaddiaall KAM Gl S5 sl 29 g e fAgida 4l
sJalaill bl de giie dpelia ciliy (e € 5LEe 411 4 ) & Adlaal) Aiall ¢B2B ilos g

Gl ¢elal) Gl i @il Kl Ly 5 (latent class / taxonomy) asie i sSi Jilas
Al ia) Sad KAMY ddlite il o< Aused a1l poaiall saaie cOlaty (58
sl sl Jilas g aladiiaad elld 3 L) Ly <Y KAM Jusil s KAM capabilities <l 8 ¢diiie
G305 KAM gl arda tclbua sl cliluall ol s KAM 4ol dals cilaaae cuilS (elaiay)
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Abstract

_This research aims to identify the methods of implementing Key Account
Management (KAM) in pharmaceutical companies. It also seeks to understand
how KAM is implemented in relation to sales relationships, the challenges it
faces within the pharmaceutical environment, and the tools pharmaceutical
companies use to measure its effectiveness. The current research employs a
descriptive-analytical approach to determine the impact of KAM on improving
sales relationships in pharmaceutical companies. The research population
consists of all employees working in KAM departments within pharmaceutical
companies. The sample comprises 40 KAM employees from these departments.
A questionnaire was used to collect the necessary data, as it was deemed suitable
for achieving the research objectives and answering the research questions.
Statistical methods employed included frequencies, percentages, ranks, relative
weights, arithmetic means, standard deviations, and Cronbach's alpha. Key
findings indicate that KAM in pharmaceutical companies relies on several
fundamental practices and tools that positively influence sales relationships,
while also acknowledging the presence of challenges that hinder performance.
The research found that the most common approach to implementing key
account management (KAM) was developing customized strategic plans for
each KAM, followed by assigning dedicated account management teams and
providing ongoing training to enhance team skills. The use of advanced
technology and periodic evaluation was less common, indicating opportunities
for improvement in these areas. The results highlighted that building strong
personal relationships with key clients is fundamental to KAM implementation,

fostering trust and understanding. Regular meetings and the use of modern

communication technologies were also found to be effective tools for

maintaining continuous communication with clients. However, client
participation in decision-making and collaborative problem-solving remained

underutilized. The research identified weak interdepartmental coordination and
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insufficient ongoing training for KAM teams as major challenges. Resistance to
change and a lack of accurate data also hindered effectiveness. Furthermore,
regulatory constraints and external factors such as intense competition impacted
communication quality. Limited financial resources presented a less severe but
significant challenge. The research also demonstrated a strong reliance on Key
Performance Indicators (KPIs) as the primary tool for measuring effectiveness,

followed by customer satisfaction surveys and sales and revenue analysis.

Periodic reports and meetings also play a crucial role in monitoring and

improvement, with increasing reliance on data analytics tools such as CRM
software. Evaluating collaboration and communication between teams and
clients was considered less important but remains part of the measurement
framework. The research recommended strengthening internal coordination
between departments: since weak internal coordination is the biggest challenge
in implementing key account management, pharmaceutical companies should
develop communication and integration mechanisms between different teams
(sales, marketing, technical support, etc.) to ensure the implementation of
unified and effective strategies. It also recommended providing continuous and
integrated training programs: based on the importance of ongoing training
highlighted by the study, it is advisable to develop professional development
programs specifically for key account management teams to enhance their
technical and negotiation skills and deepen their understanding of customer

needs.

Keywords: Impact - Key Account Management - Improvement - Sales

Relationships - Pharmaceutical Companies.
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