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Abstract

Background and purpose: The survival of companies in a competitive
environment under increasing technological changes and increasing
environmental uncertainty requires the use of innovative approaches in business.
Based on this, in this research, the design of innovation development model based
on customer experience management was discussed.

Methodology: Using the meta-composition method, all the researches conducted
regarding the innovation development model and customer experience
management were reviewed, and 16 articles were selected from among them after
qualitative evaluations during the years 2000 to 2020.

Findings: After studying and analyzing 16 articles, 33 codes, 3 concepts and five
categories of customer experience absorption capacity, organization's interactive
capacity, organization's technology capacity, organization's internal management
capacity, and organization's dynamic ability were identified.

Conclusion: Today, one of the reasons for the failure of companies is their low
level of innovation. This issue stems from the lack of necessary development
ability in the field of innovation and lack of attention to customer experience. The
findings of the research can be considered an important step to evaluate and
promote organizations in the field of innovation maturity.
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