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Business Excellence Index for Petroleum and Petrochemical
Enterprise through Customer Satisfaction

Zhang Peng . Guan Zhimin’, Han Xia'
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2. National Natural Science Foundation of China, Beijing 100083, China)

Abstract: Customer satisfaction was one of preconditions for realizing business excellence in
enterprises. On the basis of referencing four principles and eight concepts of kanji pyramid model,
Customer satisfaction will be a key factor as integrated into the enterprise business excellence model.
10 related latent variables were designed to measure enterprises, and mathematical expressions among
variables in model were put forward. Through investigation and measurement to 61 drilling
engineering technology service and petroleum products manufacturing enterprises, the study found:
leadership had a strong causal connection with customer satisfaction, management by fact, people-
based management and continuous improvement. Customer satisfaction and customer focus,
management by fact and process improvement, people-based management and the quality of people,
continuous improvement and culture improvement had strong causal connection. Business excellence
had a relatively small causal connection with customer focus, process improvement, the quality of
people and culture improvement. Influence relationship between structural latent variables was
analyzed, and based on practical measurement results, principles and methods of improving measures
were put forward.

Key words: Customer satisfaction; Business Excellence index; Structural latent variables; Kanji

pyramid model



