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Abstract

Considering the increasing importance of customer satisfaction in the kitchen cabinet
design and production industry, this study aims to identify the key factors influencing
customer satisfaction with the new generation of kitchen cabinets featuring waterproof
seams and moisture resistance. The research employs a mixed-methods approach,
utilizing qualitative methods to identify indicators and quantitative methods to evaluate
and prioritize them. In the first phase, semi-structured interviews were conducted with
experts and customers, and the data were analyzed using thematic analysis. In the
second phase, a questionnaire based on the extracted indicators was designed and
distributed among a sample of customers. Data analysis was performed using SPSS
software and confirmatory factor analysis. The findings revealed that factors such as the
quality of raw materials, innovative design, moisture resistance, ease of cleaning, and
product durability are among the most significant indicators of customer satisfaction.
Moreover, the waterproof seam and moisture resistance features were identified as key
attributes in enhancing customer satisfaction. This study provides valuable insights for
manufacturers and designers to improve products and enhance customer experience.

Keywords: Customer Satisfaction, Kitchen Cabinets, Waterproof Seam, Moisture Resistance, Design
and Production, Evaluation Indicators.
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Introduction

The Kitchen Cabinet Design and Production Industry: Challenges and the Need for Customer-Centric
Solutions

The kitchen cabinet design and production industry plays a crucial role in enhancing household living
standards and improving the cooking experience (Smith & Brown, 2020). However, one of the primary
challenges in this sector is the low resistance of products to moisture and water penetration, which
significantly reduces cabinet lifespan and increases repair and replacement costs (Lee et al., 2019).
Meanwhile, growing customer expectations for innovative designs and functional capabilities have
further emphasized the necessity of adopting new materials and technologies (Goyal & Singh, 2021).

In response to these challenges, the new generation of kitchen cabinets featuring waterproof seams and
high moisture resistance has emerged as a viable solution. These cabinets address moisture penetration
issues while meeting customers' diverse aesthetic and functional needs (Johnson & Miller, 2022).
Nevertheless, identifying and evaluating customer satisfaction indicators for such products in terms of
their design, production, and implementation requires rigorous scientific and field research, highlighting a
notable gap in the existing literature (Rahman et al., 2020).

Research Significance and Necessity

In today’s competitive market, customer satisfaction is recognized as a critical factor in the success of
businesses (Kotler & Keller, 2016). Studies have shown that products with unique features, such as
moisture resistance and innovative designs, not only enhance customer satisfaction but also foster
customer loyalty (Anderson & Sullivan, 1993). Therefore, identifying key indicators of customer
satisfaction with waterproof and moisture-resistant cabinets can contribute to improving product quality
and boosting the competitiveness of companies in this domain.

This research also assists manufacturers in gaining a deeper understanding of customer needs and
expectations, enabling them to optimize their marketing strategies and product designs (Zeithaml, 1988).
Additionally, the findings of this study can guide policymakers in standardizing products and promoting
the adoption of new technologies in the kitchen cabinet industry.

Research background

The concept of customer satisfaction has been recognized as one of the key success indicators of
organizations in marketing management and consumer behavior literature. Customer satisfaction is
defined as the customer’s perception of the alignment or misalignment between their expectations and the
actual performance of a product or service (Oliver, 1980). According to the expectation-performance
theory, customers feel satisfied when the actual performance of the product exceeds their expectations
(Kotler & Keller, 2016).
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In the field of kitchen cabinet design and production, customer satisfaction is not only related to product
performance quality but also to factors such as aesthetics, durability, ease of use, and innovation (Johnson
& Miller, 2022). The next-generation cabinets, with features like waterproof joints and moisture
resistance, provide a direct response to the needs of customers seeking products with long durability and
optimal performance (Lee et al., 2019).

Customer Satisfaction:
Customer satisfaction is defined as the extent to which their expectations regarding quality, design, and
functionality are met (Anderson & Sullivan, 1993). In this study, customer satisfaction is measured using

a questionnaire that includes various factors such as material quality, innovative design, moisture
resistance, and ease of use.

Kitchen Cabinets with Waterproof Joints:

Cabinets designed using new technologies with joints resistant to water penetration enhance durability
and reduce damage caused by moisture (Goyal & Singh, 2021).

Moisture Resistance:

Moisture resistance refers to the product's ability to prevent deterioration caused by contact with water
and humidity (Smith & Brown, 2020). This feature is an important criterion in increasing the lifespan and
quality of cabinets.

Material Quality:

This refers to using high-standard materials that are resistant to moisture, pressure, and environmental
factors. This feature plays a significant role in enhancing customer satisfaction (Rahman et al., 2020).

Innovative Design:

Innovative design refers to creating designs that, in addition to visual appeal, align with the needs and
preferences of customers. This variable is examined as one of the indicators of satisfaction in this study
(Zeithaml, 1988).

Ease of Use and Maintenance:

Ease of use refers to the cabinet's ability to provide easy access to contents and comfortable usability.
Ease of maintenance refers to the ease of cleaning and repairs (Kotler & Keller, 2016).

Theoretical Framework
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The theoretical framework serves as the fundamental base of any scientific research, providing the
theoretical foundation for the study and explaining the relationships among the research variables. In this
study, the theoretical framework is developed based on existing theories in customer satisfaction, product
design, and innovation.

Expectancy-Disconfirmation Theory:

This theory posits that customer satisfaction occurs when the actual performance of the product matches
or exceeds customer expectations. If the product performance is lower than expectations, dissatisfaction
arises (Oliver, 1980). This theory serves as the foundation for measuring customer satisfaction with next-
generation cabinets.

Customer Value Theory:

According to this theory, customers choose a product that provides greater value to them. The value of a
product is derived from factors such as quality, price, durability, and design (Zeithaml, 1988). In this
study, material quality, innovative design, and moisture resistance are examined as factors influencing
product value.

Product Design Innovation Theory:

This theory emphasizes that innovation in product design can enhance the customer experience and lead
to greater satisfaction (Goyal & Singh, 2021). Cabinets with waterproof joints and moisture resistance are
examples of innovations that improve the quality and customer experience.

SERVQUAL Service Quality Model:

This model is used to assess the quality of services and products based on five key dimensions: tangibles,
reliability, responsiveness, assurance, and empathy (Parasuraman et al., 1988). In this study, tangibles
(such as material quality and design), reliability (moisture resistance), and responsiveness (the product’s
ability to meet customer needs) are specifically considered.

Conceptual Framework

In this study, the conceptual framework is designed based on the following variables:

Independent variables: Product features, including material quality, innovative design, and moisture
resistance.

Dependent variable: Customer satisfaction.

Mediating variables: Perceived product value and ease of use and maintenance.
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Relationship Between Variables:

Based on the theoretical framework, product features (quality, design, and moisture resistance) improve
customer satisfaction through enhanced perceived value and ease of use. This relationship is tested based
on the theories mentioned and existing empirical evidence.

Research method

In this research, a mixed-methods approach (qualitative and quantitative) with an exploratory approach is
used, incorporating a model for tool development. The research is structured such that in the qualitative
section, grounded theory is employed, and in the quantitative section, factor analysis and modeling
techniques are utilized. The mixed-methods research approach involves the simultaneous use of both
quantitative and qualitative methods. This approach is also known as the exploratory mixed-methods
design in domestic studies. In this dissertation, the research onion model is used, which was proposed by
Saunders et al. (2009) and later adjusted by Danaii Far and colleagues (2004).

The following sections describe and explain each stage of the research process based on this model. These
layers include:

Layer 1: Research Philosophy

Research philosophy can take various forms, such as positivism, interpretivism, pragmatism, and critical
theory. Positivism is an approach that applies the principles of natural sciences to study human behavior.
On the other hand, interpretivism emphasizes the meaning and context of social phenomena. Since this
research is based on empirical principles and an objective-oriented approach, the philosophy of positivism
is applied.

Layer 2: Research Approach

The research paradigm is the framework within which the theories and practices of the field are used to
create the research design. This foundation guides all aspects of the research design, including the study's
purpose, research questions, tools or measurements, and analysis methods. The nature of this research
involves moving from the part to the whole based on empirical philosophy; thus, it is an applied research
with an inductive approach.

Layer 3: Research Strategy

Research strategy is a comprehensive plan that determines the methods for data collection and analysis
based on the research philosophy. Determining the strategy is the second layer of a scientific study that
defines the research design. Research strategy refers to the step-by-step action plan that guides the
researcher’s thought process. It enables the researcher to conduct the research systematically, orderly, and
according to plan. The primary goal is to introduce the main components of the research, such as the
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research topic, areas, main focus, design, and ultimately the method. This research is applied in purpose
and descriptive-qualitative-exploratory in terms of data collection.

Layer 4: Research Selection

Research methodology describes the techniques and methods used to identify and analyze information
related to the specific research topic. This process involves designing the study so that the researcher can
achieve their goals using the chosen research tools. Research can be classified into four types: applied,
basic, evaluative, and developmental. Since this study includes content analysis and interviews with
coding in the qualitative phase, and in the quantitative phase involves indicator creation, exploratory
analysis, and structural equation modeling, it is considered a mixed-methods (qualitative and quantitative)
research.

Layer 5: Research Timeframe

This layer defines the research timeline—cross-sectional or short-term, involving data collection at a
specific point in time, and longitudinal, where data is collected repeatedly over an extended period for
comparison. The study of the target phenomenon was conducted at a specific point in time, so it is cross-
sectional.

Layer 6: Data Collection

Data collection is the process of gathering raw data. Data mining involves discovering patterns and
insights from the data, while data analysis involves examining and interpreting the data to draw
meaningful conclusions. The data collection and analysis methods used in this study are documentary
research and questionnaires, along with library studies.

Library research involves a step-by-step process used to gather information for writing research papers,
articles, presentations, or completing a project. As you progress from one stage to the next, support,
revision, and additional content may be required.

Field studies:

Survey research is defined as "collecting information from a sample of individuals through their
responses to questions.”" This type of research allows for various methods of participant recruitment, data
collection, and the use of different precise tools.

In the qualitative section, the research method involves content analysis, while in the quantitative section,
a correlation approach is employed. Given the descriptive and exploratory objectives of the study, coding
analysis and factor analysis methods have been used. For coding, MAXQDA software was employed, and
for modeling, Smart PLS was used.

Data analysis
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was conducted amongl5professors and experts from Anar Architecture and Interior Design Studio . was
carried out and qualitative content analysis method with a conventional approach was used to analyze the
data. The method of the present research is descriptive-analytical of the type of content analysis. Content
.analysis is a method that refers to any systematic and objective technique for extracting message features
First step: Setting the research question; The figure below shows the research questions along with the
.parameters under investigation

sAnar W

Architecture and
Interior Design
Atelier Company

( *What are the
customer
satisfaction
measurement
indicators?

*Document
analysis,
identification
and coding,
creation of
concepts and
codes,
classification of
codes

Figure 1: Parameters and research questions based on the first step of the meta-synthesis method
Second step: Systematic review of the literature ; In this step, all texts related to the research objectives
were reviewed. Eligible researchers were selected to enter the meta-synthesis analysis. In meta-synthesis
studies, secondary data conducted with a qualitative method in the field of the research subject are used to
collect research data. Therefore, the statistical population of this study includes experts from Anar
.Architecture and Interior Design Atelier Company . It is
Step Three: Selecting appropriate categories; In this step, the researcher must evaluate the quality of
. the stored resources based on the keywords used to measure customer satisfaction
Step Four: Extracting information from texts; In this stage of the qualitative meta-study method (meta-
synthesis); the researcher must choose one of the nine methods of this method, considering the nature of
the subject and the collected sources. In this study, content analysis has been used as the method used to
.extract information from the final sources

*Year 2024

In a qualitative dissertation, the goal is to understand phenomena from the perspective of the participants
and in their specific institutional and social context, which is neglected when quantifying findings. A
qualitative dissertation can be positivist, interpretive, or critical. Rather than measuring and evaluating the
.phenomenon of an organization, a qualitative dissertation deals with its meaning
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Qualitative research processes assume that organizational realities are not fixed and certain, but rather the
product of human imagination. Those who prefer qualitative research argue that to discover new
knowledge, it is necessary to intervene directly in organizations and use human emotions to interpret
.organizational phenomena
The coding steps used in qualitative theses include open coding based on categories extracted from a
.preliminary study of the theoretical foundations of the research, axial coding, and selective coding
Step Five: Analysis, synthesis and synthesis of qualitative findings; In the fifth step, after extracting
information in the previous step, based on the content analysis method, qualitative findings containing
previous studies are analyzed and interpreted to provide an integrated and systematic interpretation with a
new approach (Sandlosaki and Barosau, Y:*V). In this way, all identified codes are classified into
.categories with similar concepts according to their concepts

Tablel: Codes and categories with a comparative approach (third stage)

Combined codes Main themes

Adapting the appearance design of cabinets to the taste and needs
of Customers

The variety of colors and models offered in cabinet design

Kitchen cabinet design ideas Reza Tamandi from the designer

Matching the design of the cabinets with the overall room
decoration

The appeal of using modern and creative elements in design

The quality of raw materials used in the production of cabinets

Cabinet waterproofing performance in real kitchen conditions

Ensuring the durability and longevity of the cabinets produced Civilization 's satisfaction with

Performing precise and standard production such as sealing , production
coatings and connections

Compliance with current standards and modern technologies

The precision and professionalism of the cabinet installation team

Carrying out the cabinet installation process on time and without

delay
Quality of sealing and proper installation of cabinet parts Public satisfaction with the
Providing necessary explanations and guidance from the performance

installation team

Post-installation services, including support and troubleshooting of
potential problems

Source : Research findings

:The following is the status of the main and sub-themes network

Prioritizing concepts

The results of the analysis showed that among the concepts introduced, they are prioritized from the most
important to the following in order of priority . The prioritization criterion in this study is based on the
frequency of codes related to each concept. The results show that satisfaction with implementation,
.production, and design had the lowest frequency among the extracted concepts
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Table 4: Prioritization of concepts

Percentage of frequency | Concepts Prioritization
20.3% 13 Satisfaction with design
34.3% 22 Satisfaction with production
45.2% 29 Satisfaction with performance

SATISFACTION WITH SATISFACTION WITH
PRODUCTION

DESIGN

34.30%

PERFORMANCE

Figure 2: Prioritizing concepts
Model testing using structured linear relationships

At this stage, in order to evaluate the conceptual model of the research, as well as to ensure the existence
or absence of a causal relationship between the research variables and to examine the fit of the observed
data with the conceptual model of the research, the research hypotheses were also tested using the

.structural equation model. The results of the model test are reflected in the diagram

SATISFACTION WITH
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Figure 3: Measurement of the overall model in standard mode
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Figure 4: Measurement of the overall model in the significant state

Validity, reliability, and model fit
convergent validity was used to , s alpha and composite reliability were used to measure reliability'
measure validity, and theGOF index :was used to measure model fit

Table 4: Reliability and validity of external models
zornell an Larkzer matrl)i Msv | AVE | cR * Variable
0.743 | 0.193 | 0.552 | 0.787 Customer satisfaction
0.803 | 0.342 | 0.478 | 0.644 | 0.844 Satisfaction with design
0.807 | 0.47 | 0.331 | 0.423 | 0.651 | 0.918 | Satisfaction with production

11
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[ 0.849 | 0.65 [ 0.692 | 0.44 | 0.478 | 0.72 [ 0.885 | Satisfaction with performance |
A Cronbach's alpha value above0.7.indicates acceptable reliability
CR value for each construct is above0.7it indicates adequate internal consistency for the |,
. measurement model
#+ AVE value above0.5. indicates acceptable convergent validity
#+ Considering three values 0f0.01, 0.25 and ,0.36 as weak, medium, and strong values for GOF
obtaining0.62.indicates a strong fit of the model

+ +

Conclusions

Summary of Findings:

The results of this study indicate that the design, production, and implementation of a new generation of
kitchen cabinets featuring waterproof sealing and moisture resistance have a positive impact on customer
satisfaction. Data analysis revealed that attributes such as high-quality raw materials, innovative design,
and moisture resistance directly or indirectly influence customer satisfaction through mediating variables
like perceived product value and ease of use and maintenance.

Discussion and Analysis

Importance of Quality and Durability:

Findings highlight that using high-quality raw materials resistant to moisture and water is a critical factor
in enhancing customer satisfaction. This aligns with previous research on product quality (Zeithaml,
1988). High-quality materials not only extend the lifespan of cabinets but also reduce maintenance and
repair costs for customers.

Innovative Design and Aesthetics:

Designing cabinets with both functionality and visual appeal significantly influences customer
satisfaction. This underscores the importance of integrating innovation and aesthetics into home product
designs (Goyal & Singh, 2021).

Moisture Resistance as a Practical Innovation:

The incorporation of waterproof sealing and moisture resistance as new features in kitchen cabinet design
effectively addresses customer needs in high-humidity regions. This practical innovation enhances
satisfaction by reducing concerns about moisture damage and improving product durability.

Role of Perceived Value and Ease of Use:

12
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Perceived product value emerged as a mediating factor, demonstrating that customers are more inclined to
purchase products they perceive as valuable. Additionally, ease of use and maintenance were found to
significantly impact customer satisfaction, consistent with the theory of customer value (Oliver, 1980).
Managerial Applications

Strategic Recommendations:

Focus on High-Quality Raw Materials:

Manufacturers should prioritize the use of premium, moisture-resistant materials. This not only improves
customer satisfaction but also reduces maintenance costs for consumers and enhances brand reputation.

Develop Innovative and Aesthetic Designs:

To capture market share, manufacturers should emphasize innovative designs that combine functionality
with visual appeal, ensuring compatibility with both modern and classic styles.

Adapt Products to Local Needs and Climatic Conditions:

Customizing products for specific climatic conditions—such as offering moisture-resistant cabinets in
humid regions—can provide a significant competitive advantage.

Invest in Advanced Production Technologies:

Incorporating advanced technologies, such as nanocoatings and composite materials, can enhance
moisture resistance and product durability while potentially reducing production costs.

Expand After-Sales Services:

Offering services like free installation, extended warranties, and maintenance support can significantly
improve customer loyalty and satisfaction.

Value-Driven Marketing:

Advertising campaigns should highlight the product's benefits, such as longer lifespan, reduced
maintenance costs, and unique aesthetics. Value-driven marketing can persuade customers that these
products are a smart choice.

Continuous Customer Research:

Regular market research to identify emerging customer needs and preferences enables manufacturers to
produce products that align with market expectations.

13
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Diverse Product Offerings:

Providing various types of kitchen cabinets with unique features—such as smart cabinets, optimized
storage solutions, and minimalist designs—can attract diverse customer segments.

Focus on Environmental Sustainability:

Using eco-friendly materials and minimizing production waste can create a positive brand image.
Cabinets made with recyclable materials can appeal to environmentally conscious consumers.

Train Sales and Customer Service Teams:

Sales and customer service personnel should be trained to effectively communicate product features and
benefits, helping customers make informed decisions.

Research Limitations and Future Directions
Study Limitations:
Geographical Scope:

The study focused on a specific geographical region, limiting the generalizability of findings to other
areas with different cultural, economic, or climatic conditions. For instance, customer needs in humid
regions may differ significantly from those in dry areas.

Narrow Product Focus:

This research primarily examined waterproof sealing and moisture resistance. Other design aspects, such
as aesthetic features or compatibility with smart technologies, were not comprehensively explored.

Temporal Constraints:

Data collection occurred within a specific time frame, leaving potential changes in customer preferences
or production technologies over time unexamined.

Data Collection and Measurement Tools:

Using surveys as a data collection method may have introduced response biases. Additionally, the tools
used to measure satisfaction may not fully capture all dimensions of this concept.

Sample Demographic Diversity:

14
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The study sample may lack sufficient diversity in terms of demographic characteristics like age, gender,
education level, or income, which could influence the results.

Cultural and Social Factors:

Cultural, social, and lifestyle factors affecting customer preferences were not considered, despite their
potential significant impact on satisfaction.

Lack of Longitudinal Analysis:

As a cross-sectional study, this research did not assess the long-term effects of product features on
customer satisfaction and loyalty.

Market Competition Analysis:

The study did not evaluate the impact of market competition or competitor products on customer
satisfaction, which could influence purchasing decisions and perceptions of quality.

Suggestions for Future Research:

Conduct similar studies in diverse geographical and cultural contexts to assess the generalizability of
findings.

Expand the research scope to explore other aspects of kitchen cabinet design and related technologies.
Combine survey methods with in-depth interviews to gather richer data.

Undertake longitudinal studies to examine the long-term sustainability of the observed impacts.
Analyze market competition and compare the effectiveness of different products available in the market.
Conclusion

This study demonstrates that addressing customer needs and designing high-quality, innovative, and
functionally advanced products can significantly enhance customer satisfaction. The findings highlight
the importance of adopting customer-centric approaches in designing and producing household products.
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