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1. Abstract:  

This literature review explores how advancements in technology influence customer 

contentment and allegiance among B2B clients in the healthcare device sector, particularly 

focusing on ultrasound equipment. As healthcare becomes more technology-driven, 

manufacturers and service providers are incorporating innovative solutions such as machine 

learning (ML) ,Generative Artificial Intelligence, interconnected smart devices, cloud-based 

solutions, and enhanced user interfaces (Hoyer, Kroschke, Schmitt, Kraume, & Shankar, 

2022). Utilizing a secondary research method, this study conducts a systematic literature 

review, synthesizing insights from a range of academic publications. This research leans on a 

secondary method, a straightforward systematic literature review that pulls insights from a 

range of published academic works. The primary objective is to examine how technological 

changes, particularly in ultrasound devices, affect customer contentment and allegiance, while 

reassessing existing knowledge and clarifying these influences. Data were collected through 

systematic searches on Google Scholar and Shodhganga, using targeted keywords and Boolean 

operators. Inclusion criteria focused on literature published until 2025, peerreviewed articles, 

and studies on ultrasound technology in healthcare. The screening process involved three 

stages: initial screening of titles and abstracts, full-text review, and quality assessment. 

Thematic analysis was used to identify recurring themes and technological factors influencing 

customer contentment and allegiance. The study's reliability and validity were maintained by 

following the Preferred Reporting Items for Systematic Reviews and Meta-Analyses 

(PRISMA) guidelines and employing a structured approach to data extraction. Ethical 

considerations included accurate representation and proper citation practices. The findings 

highlight that healthcare ultrasound device manufacturers and providers should prioritize 

continuous technological advancements and employee training to remain competitive and build 

long-term customer relationships. Technological advancements not only enhance the clinical 

capabilities of healthcare devices but also play a crucial role in sustaining customer 

contentment and allegiance, ultimately shaping competitive advantage in the medical 

technology market. This review provides a detailed summary of existing knowledge, aiming to 

encourage further research by outlining a conceptual framework.  

Keywords:  Customer contentment, Customer allegiance, Healthcare devices, Artificial  

Intelligence (AI), Internet of Things (IoT)  

2. Introduction:  

Technological advancements are aimed at improving the device functionality, diagnostic 

accuracy, and ease of use. Studies have shown that businesses utilizing AI-powered chatbots 

and personalized marketing strategies see notable improvements in service quality metrics, 

demonstrating a deeper understanding of customer needs (Jones F et al., 2021). The integration 

of customer relationship management (CRM) systems has also facilitated better service 
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personalization and proactive issue resolution, thereby elevating overall service quality 

(Engesser V et al., 2023).   

Scholarly articles suggest that customer contentment with healthcare technology is 

significantly influenced by factors such as device reliability, accuracy of results, ease of 

integration into existing healthcare workflows, and quality of technical support and service 

provided by manufacturers. (Hong & Lee, 2018; Peruzzo, Seghieri, Vainieri, et al., 2025).  

2.1 Background:  

Understanding the correlation between technological innovation and customer contentment and 

allegiance is crucial for manufacturers and healthcare providers to ensure sustained 

engagement and competitive advantage in the business-to-business (B2B) healthcare sector. 

These innovations not only revolutionize diagnostic and therapeutic approaches but also 

fundamentally alter the dynamics of customer relationships within this critical industry (Rust 

& Verhoef, 2016). Ultrasound devices, with their versatility and non-invasive imaging 

capabilities across diverse medical specialties, are a crucial technology within this evolving 

landscape. The inherent complexity of these devices, coupled with the high-stakes nature of 

healthcare delivery, underscores the vital importance of comprehending the factors that shape 

customer contentment and, ultimately, allegiance among B2B healthcare providers (Kotler & 

Keller, 2016).  

Customer contentment and allegiance are pivotal to the sustained success and profitability of 

B2B healthcare technology providers. Highly content customers demonstrate a greater 

propensity for repeat purchases, exhibit positive word-of-mouth advocacy, and display reduced 

price sensitivity (Lin, Yeh, & Hsu, 2022; Reichheld, 2003). In the specific context of B2B 

healthcare ultrasound devices, these outcomes translate into long-term contractual agreements, 

favourable referrals within hospital networks, and an enhanced competitive advantage for the 

device manufacturer. Conversely, customer dissatisfaction can lead to contract termination, 

negative publicity, and significant damage to a supplier's reputation (Storbacka et al., 1994).  

The relationship between B2B suppliers and healthcare providers is often characterized by 

intricate purchasing processes involving multiple stakeholders, extended sales cycles, and a 

strong emphasis on product reliability, performance, and comprehensive after-sales services 

(Webster & Reeder, 2011). Ultrasound devices, which are integral to noninvasive diagnostics, 

have undergone significant technological enhancements, influencing their adoption and user 

contentment in B2B healthcare settings. The integration of novel technologies into ultrasound 

devices and their associated service offerings have introduced new and critical dimensions into 

the established relationship. These technologies encompass a wide array of advancements, 

including sophisticated imaging modalities, application of artificial intelligence (AI) for image 

analysis and workflow optimization, cloud-based platforms for data management and remote 

diagnostics, enhanced connectivity and interoperability with existing hospital systems, and 

advanced training and support solutions (European Association of Medical Ultrasound, 

2023).  

Based on study by Supriyanto et al. (2021) this systematic literature review suggests a 

connection between quality of the service, customer contentment and allegiance, with a focus 

on technological advancements in this sector.  Kotler & Armstrong (2006), for example, 

defined service quality as “the totality of features and characteristics of a product or service 

that bear on its ability to satisfy stated or implied needs”. It becomes a critical bridge through 

which the value of these technologies is realized and translated into positive customer 

outcomes. The mere presence of advanced technology is insufficient; its effective 
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implementation, supported by high-quality services, ultimately drives customer contentment 

and fosters long-term allegiance.   

Several studies in the broader B2B technology sector have supported the mediating role of 

service quality. Huang et al. (2019) found that quality of service positively impacts customer 

contentment, which in turn enhances allegiance within the B2B technology service industry.  

These findings suggest that effective delivery of services surrounding technological products 

is crucial for translating technological capabilities into positive customer outcomes.  

In the context of B2B healthcare, where the stakes are particularly high, Caruana (2002) 

highlights that the role of quality of service in mediating the impact of technology has become 

even more critical. The reliability and responsiveness of technical support, thoroughness of 

training programs, and clarity of communication regarding new technological features can 

significantly affect how healthcare professionals perceive and utilize advanced devices (Wasfy 

& Saad, 2023). Even technologically superior devices may fail to meet customer needs and 

expectations if the service quality is lacking, leading to dissatisfaction and potential switching 

to competitors.  

This systematic literature review aims to address the following key research question:  In what 

ways does service quality influence the relationship between technological advancements, 

contentment and allegiance of the customer in the B2B healthcare ultrasound device 

market?  

To address this question, this review systematically identifies, evaluates, and synthesizes 

relevant literature published until 2025.  

The findings of this review will offer valuable insights for:  

• Understanding the specific dimensions of service quality is critical to mediating the 

impact of technology on the market.  

• Identifying the technological advancements where service quality plays a particularly 

crucial mediating role.  

• Developing conceptual frameworks that explicitly incorporate quality of service as a 

mediator in the relationship between technology and customer outcomes.  

• Providing actionable recommendations for B2B healthcare ultrasound device 

manufacturers seeking to optimize their technology offerings and service delivery 

strategies to enhance customer contentment and foster allegiance.  

• This highlights areas for future research in the evolving B2B healthcare landscape.  

Ultimately, by emphasizing the critical role of service quality, this review aims to inform 

strategies that enhance customer experiences, strengthen vendor-customer relationships, and 

improve healthcare delivery.  

3. Objectives of Research:  

The primary objectives guiding this secondary research are:  

• Examine academic studies on the impact of technological advancements on quality of 

service, and how these improvements influence customer contentment and allegiance 

in the B2B healthcare ultrasound device sector.  

https://www.emerald.com/insight/search?q=Albert%20Caruana
https://www.emerald.com/insight/search?q=Albert%20Caruana
https://www.emerald.com/insight/search?q=Albert%20Caruana
https://www.emerald.com/insight/search?q=Albert%20Caruana
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• Evaluate the current knowledge, highlighting key findings, trends, and gaps.  

• Elucidating the impact of latest technologies on contentment and allegiance of the 

customer within the B2B healthcare sector.  

  

  

4. Research Methodology:  

This study employs a secondary research methodology that utilizes a systematic literature 

review (SLR) technique. A secondary research approach was selected because it is suitable for 

synthesizing existing knowledge from previously published academic sources, providing 

insights, and identifying research gaps without the need for primary data collection (Johnston, 

2017).  

4.1 Data Collection Method:  

The data-collection procedure involved a systematic search of reputable academic databases 

and repositories. The literature search utilized the following targeted keywords to optimize 

relevant retrieval.  

• "Healthcare ultrasound devices"  

• “Healthcare medical devices manufacturers and service providers”  

• "Technological Innovation and ultrasound devices"  

• "Customer satisfaction or contentment in the B2B healthcare device market”  

• "Customer loyalty or allegiance in the B2B healthcare devices market"  

• "Impact of technology in healthcare devices"  

• "Customer retention and ultrasound healthcare devices”  

• Technology and its impact on service quality provided to the Customers.  

Boolean operators "AND" and "OR" were systematically employed to refine searches and 

obtain accurate, relevant literature.  

4.2 Inclusion Criterion:  

• As suggested by Kabir, J. M. (2016), this study picked peer-reviewed journal articles, 

theses, and dissertations available from Google Scholar, Taylor and Francis, Springer, 

Emerald Insight, ScienceDirect, and ShodhGanga.  

• The review encompassed the literature published until 2025, ensuring a comprehensive 

analysis of both historical and contemporary research.  

• Studies explicitly analysing customer contentment and allegiance in B2B context  

• Literature focusing specifically on technology in healthcare device industry with focus 

on ultrasound devices.  

• Only Documents published in English.  

4.3 Exclusion Criteria:  
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• Opinion articles, editorials, non-peer-reviewed literature  

• Studies lacking a clear link to service quality, contentment, and allegiance with respect 

to customers.  

• Literature focusing specifically on technology in healthcare device industry with focus 

on ultrasound devices.  

• Documents which are relevant but not in English.  

  

4.4 Literature Screening and Selection Procedure  

The process of screening the retrieved literature followed a structured three-stage approach.  

Stage 1: Initial Screening (Title and Abstract Review) LR began by reviewing the titles and 

abstracts of all articles found. If something was clearly removed, it was discarded. This is a 

quick and straightforward step toward eliminating irrelevant materials.  

Stage 2: Full-text Review Next, the full texts of the articles that passed the initial screening 

were examined. These documents were read more than once to ensure that they met the 

inclusion and exclusion criteria, ensuring that nothing irrelevant slipped through.  

Stage 3: Quality Assessment and Final Inclusion Finally, assessment of the remaining 

literature for quality was performed. The clarity of the methods, strength of the results, 

alignment with the research objectives, and credibility of the sources were verified. Only 

scholarly papers that met all these criteria were selected for a detailed review and analysis.  

4.5 Data Analysis:  

These studies looked at closely to find common ideas, such as improvements in technology, the 

impact of technology, and changes in how things are performed. These factors often have a 

large impact on how happy customers are and how loyal and committed they stay on healthcare 

devices.   

4.6 Ethical Considerations:  

According to Khan (2016) An intellectual should respect another intellectual and his property. 

The following guidelines were carefully followed to avoid plagiarism and other unethical acts.  

• Show the original authors' findings correctly.  

• Cite sources properly to avoid plagiarism.  

• Report the reviewed literature fairly.  

• Give proper reference at the end of the research paper.  

4.7 Reliability and Validity:  

To ensure the reliability and validity of this secondary study, the following measures were 

implemented:  

• Applying clearly defined guidelines on what to include or exclude tends to reduce 

selection bias.  
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• A Consistent and structured approach to thematic analysis enhances research validity 

(Johnston, 2017).  

• Adherence to guidelines formalized by Preferred Reporting Items for Systematic 

Reviews and Meta-Analyses (PRISMA) ensures rigorous documentation and 

reproducibility of the review process (Moher et al., 2009).  

4.8 Limitations of Methodology:  

The limitations associated with the selected secondary research methodology include potential 

biases in existing studies, data fitness, data quality, variations in methodologies of reviewed 

studies, and limitations related to access to full-text articles due to subscription requirements 

or restricted availability (Cheong et al., 2023).   

5. Literature Review  

Usage of modern technologies has become an important feature of the business-to-business 

B2B healthcare device market. These technologies significantly influence customer 

contentment and allegiance. This literature review summarizes studies conducted until 2025 

examining how technological improvements in healthcare devices affect relationships with 

B2B customers in this field. The intention of this literature review was to understand effect of 

technology on ultrasound device market and customer experience. It also highlights important 

findings and suggests areas that require further research. This review suggests that 

incorporating technologies, such as AI and IoT, significantly enhances the performance of 

healthcare devices and enriches customer experiences, leading to higher contentment and 

allegiance (Hong & Lee, 2018; Nguyen & Nagase, 2021; Zhou et al., 2017).   

5.1 Technological Advancements in B2B Healthcare Ultrasound Devices and impact on 

service quality:  

Interest in how technology affects nonfinancial outcomes, including customer contentment and 

quality, has been increasing (Devaraj & Kohli, 2000). Ultrasound technology has evolved 

greatly, improving diagnostic accuracy in healthcare. Recent rapid advancements have 

expanded its global influence beyond expectations from just a few years ago (Nayak, Bolla, 

Balivada, & Prabhudev, 2022). These innovations have led to their increased adoption among 

medical professionals. Rajendran, Porwal, Anjali, Anvaya, and  

Anuradha (2024) explore the adoption of IoT-based diagnostic devices, including ultrasound 

machines, emphasizing their role in improving diagnostic accuracy and patient outcomes.   

Over the past two decades, ultrasound technology has witnessed remarkable advancements, 

moving beyond basic imaging to incorporate sophisticated features that enhance diagnostic 

capabilities and streamlined workflow. Studies have highlighted the impact of advanced 

imaging technologies such as 3D/4D ultrasound, which provides volumetric data for improved 

visualization and diagnosis, particularly in obstetrics and gynecology (Baba et al., 2003; Lee 

et al., 2010). Elastography is another important technological development that helps measure 

tissue stiffness. This technique is useful for diagnosing conditions such as liver fibrosis, breast 

lesions, and various other diseases (Barr, 2001; Cosgrove et al., 2009). Smith and Jones 

(2018) emphasized that the perceived image quality and diagnostic accuracy enabled by these 

advanced imaging modalities are key drivers of physician satisfaction.     

Mwanza et al., (2023) believed that the integration of Artificial Intelligence (AI) into 

ultrasound devices has garnered significant attention within the healthcare sector, particularly 

regarding its potential to enhance service quality. According to Dhamija et al., (2020) AI 

algorithms facilitate image analysis, automate measurements, and optimize workflows, 
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potentially reducing interpretation time and improving diagnostic accuracy. Brown et al. 

(2021) observed that the incorporation of AI-powered features notably increased the 

radiologists' diagnostic confidence, directly contributing to greater contentment with the 

devices. Nevertheless, the efficacy of these advancements depends heavily on addressing the 

prevailing concerns about the interpretability of AI, often described as a "black box," and 

ensuring the robust validation of algorithms (Kelly et al., 2019). To maximize the benefits of 

AI-driven ultrasound technology, healthcare providers must ensure adequate training of 

medical professionals to effectively utilize these sophisticated tools. Furthermore, proactive 

vendor engagement, continuous educational programs, and ongoing technical support play vital 

roles in reinforcing user trust and in facilitating seamless integration into clinical practice. 

Therefore, the positive impact of AI on service quality is mediated by factors such as clear 

communication of AI capabilities, transparent explanations of AI outputs, and comprehensive 

technical support from vendors, ultimately shaping customer contentment and trust in AI-

driven ultrasound technology.  

Cloud-based solutions and remote diagnostics have emerged as crucial technologies that enable 

remote access to images, collaborative reporting, and remote technical support (Nguyen et al., 

2017). These technologies are particularly valuable for geographically dispersed healthcare 

systems and emergencies. A survey of hospital administrators by Garcia and Lee (2020) 

indicated that remote diagnostic capabilities significantly enhance operational efficiency and 

reduce downtime, positively impacting contentment with device vendors. However, Garcia 

and Lee, (2020) concluded that the contentment derived from these technologies largely 

depends on factors, such as the reliability of the network infrastructure, security of data 

transmission, and responsiveness of remote technical support teams. Poor service quality in 

these areas can undermine the advantages of remote access and lead to frustration and 

dissatisfaction.  

Connectivity and interoperability with hospital information systems such as PACS and EHR 

are becoming increasingly important for effective data management and streamlined workflow 

integration (Jaffe, 2005; Patel et al., 2014). Williams & Davis (2019) have shown that 

healthcare institutions prefer devices with robust connectivity because they decrease the need 

for manual input, lessen mistakes, and enhance the overall efficiency of the workflow. 

However, achieving seamless integration often relies heavily on vendor support and technical 

expertise. Vendors offering effective integration services and timely troubleshooting are likely 

to maintain exceptional customer contentment (Pooya et al. 2020; Kant and Jaiswal 2017; 

Vazifehdoost et al. 2014). Conversely, poor vendor support, which leads to integration 

problems, can result in significant dissatisfaction among users.  

Finally, the roles of training and support platforms, which often leverage online resources 

and simulation tools, cannot be overlooked. Proper training is essential to help users effectively 

operate advanced ultrasound equipment and fully benefit from their diagnostic capabilities 

(Miller et al., 2008). Vendors who provide comprehensive and accessible training resources 

tend to have higher levels of customer contentment and allegiance (Johnson & Smith, 2017). 

This highlights how service quality directly influences a customer's ability to effectively utilize 

technology and realize its benefits.  

High-quality customer service and technical support are pivotal for influencing customer 

contentment and allegiance. Gao et al. (2023), showed that innovation leads to significant 

improvements in manufacturing processes and product quality, which, in turn, positively 

impacts consumers’ perceptions of service quality. Binsar Kristian and Panjaitan (2014) 

demonstrated a significant positive correlation between the quality of service received by 
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customers and their resulting contentment and allegiance. According to Supriyanto et al. 

(2021) service quality and customer contentment are key factors that influence customer 

allegiance. Achieving both is crucial for building customer allegiance, which is essential for 

the long-term success and sustainability of an organization.  

5.2 Technological Advancements in B2B Healthcare Ultrasound Devices and Impact on 

Customer Contentment:  

Zhou et al., (2017) in their research mentioned that technological advancements influence the 

key determinants of allegiance, such as contentment, quality of service, and trust, highlighting 

the importance of continuous innovation and support in the B2B healthcare sector. 

Technological advancements in ultrasound devices such as AI and IoT integration have 

significantly enhanced diagnostic capabilities and device performance, leading to improved 

customer contentment and allegiance. Operational innovations, such as advanced IT systems 

and enhanced knowledge and skills, are essential for providing high-quality care and building 

customer allegiance (Hong & Lee, 2018; Agarwal & Dhingra, 2023). Additionally, total 

quality management and perceived service quality are essential for maintaining patient 

contentment and allegiance (Nguyen & Nagase, 2021; Deepika, 2020).   

In the B2B healthcare ultrasound equipment market, customer contentment depends on several 

elements, particularly on technology. The adoption of innovative technologies significantly 

influences customer perceptions and experiences with these devices, ultimately determining 

their contentment levels. Research has consistently indicated that device performance and 

reliability, which are often directly linked to the maturity and robustness of the underlying 

technology, are fundamental drivers of contentment (Zeithaml et al., 1996; Anderson et al., 

1994). Studies that focus on specific technologies have further elucidated this relationship. For 

instance, the perceived improvement in diagnostic accuracy and efficiency enabled by 

advanced imaging and AI features directly contributes to physician satisfaction (Smith & 

Jones, 2018; Brown et al., 2021).  

The ease of use and intuitiveness of the device interface and software are also critical, 

particularly as devices become more technologically advanced (Davis, 1989; Venkatesh et al., 

2003). Green and Taylor (2019) found that ultrasound users reported higher contentment with 

devices that had user-friendly interfaces, a reduced learning curve, and minimal errors.     

The perceived value of money (Leonnard, S. E. ,2018) is another crucial factor, particularly 

in the context of expensive medical equipment. Monroe (1990) states that while advanced 

technologies can justify higher prices, customers need to perceive a clear return on investment 

in terms of improved patient outcomes, increased efficiency, or reduced operational costs. 

Chen and Lee (2015) suggested that vendors who effectively communicate the value 

proposition of their technology-enabled devices are more likely to achieve higher customer 

contentment.  

5.3 Technological Advancements in B2B Healthcare Ultrasound Devices and Impact on 

Customer Allegiance:  

Many practitioners and business authors have stressed the value of customer retention (Mittal 

et al., 2018; Rauyruen et al., 2009; Russo et al., 2016). Study by Parasuraman & Grewal 

(2000) highlights the growing significance of technology-driven connections between 

customers, employees, and companies in delivering customer service. Alzoubi, H. M. (2022) 

found a positive and strong correlation between the adoption of technology and customer 

contentment, which leads to customer allegiance, making them stick to the brand for a long 

time.  
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Customer allegiance, characterized by repeat purchase behavior and positive word of mouth, is 

a critical outcome for B2B healthcare ultrasound device manufacturers.  

Leninkumar (2017) finds that customer contentment is a major driver of allegiance. Also, 

research consistently indicated that high levels of customer contentment often lead to increased 

brand allegiance. (Reichheld, 2003; Storbacka et al., 1994). In the context of technology, 

vendors who consistently deliver high-performance, reliable, and user-friendly devices are 

more likely to cultivate loyal customers (Fornell, 1992).  

Technological differentiation is a significant driver of market and brand allegiance. Vendors 

who offer unique and innovative technologies to address specific clinical needs or workflow 

challenges can create a competitive advantage and foster stronger customer relationships 

(Slater and Narver, 2000). Research by Kim and Mauborgne (2005) on blue ocean strategy 

highlights the potential for technology to create new market spaces and cultivate highly loyal 

customers.  

Strong after-sales support and ongoing technological upgrades are crucial to maintain 

allegiance. Providing timely technical assistance, proactive software updates, and pathways for 

device upgrades demonstrates a commitment to the customer's long-term success (Anderson 

& Mittal, 2000 ; Becker & Jaakkola, 2020; Rahimian et al., 2020). Vendors who act as 

trusted partners and offer continuous support and innovation are more likely to retain customers 

over time (Morgan & Hunt, 1994).     

Relationship quality, encompassing trust, commitment, and communication, is a fundamental 

driver of allegiance in B2B settings (Dwyer et al., 1987). Technology can both enhance and 

challenge the quality of relationships. Remote communication tools can improve efficiency, 

maintain personal relationships, and build trust, particularly during complex sales processes 

and critical service interactions (Ganesan, 1994).     

6. Findings:  

6.1 Service Quality as a Mediator Between Technology and Customer Contentment:  

The literature strongly suggests that quality of service acts as a critical mediator between 

technological advancement and customer contentment in the B2B ultrasound healthcare device 

market. Although advanced technologies offer the potential for improved diagnostics, 

efficiency, and patient care, this potential is only realized when accompanied by high-quality 

services.  

Studies in related fields have supported this mediating role. For example, in the broader B2B 

technology sector, Huang et al. (2019) showed that quality of service significantly influences 

customer contentment, which subsequently drives customer allegiance. This suggests that the 

way technology is delivered and supported is as important as the technology itself in shaping 

customer perceptions. Similarly, Wasfy and Saad (2023) found that service quality  

positively affected customer contentment in the B2B radiology imaging sector, highlighting the 

importance of services in a technologically intensive healthcare environment.  

In the context of ultrasound devices, if a vendor provides a technologically superior device but 

fails to offer adequate training, timely technical support, or efficient maintenance services, the 

customer is likely to experience frustration and dissatisfaction. Despite its capabilities, 

however, this technology cannot deliver its intended benefits without supporting services. 

Conversely, a customer that offers excellent services can achieve higher contentment.  
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6.2 Service Quality as a Mediator Between Technology and Customer Allegiance:  

Service quality’s mediating role extends to customer allegiance. Contended customers are 

more likely to show allegiance (Reichheld, 2003; Storbacka et al., 1994), and as per Berry 

et al. (1994) quality of service is a key driver of contentment. Therefore, service quality 

indirectly affects allegiance in the context of technology by influencing customer 

contentment.  

Technological differentiation can attract customers; however, it has a consistently high service 

quality, which often retains them. Vendors who offer cutting-edge technologies coupled with 

exceptional support and ongoing upgrades are more likely to cultivate commited customers 

(Anderson & Mittal, 2000).  

6.3 Research Gap: Based on a comprehensive literature review, several research gaps related 

to the technological implications on customer contentment and allegiance within the ultrasound 

healthcare sector were identified. Although existing literature extensively explores technology, 

customer contentment, and customer allegiance independently, integrated studies addressing 

their combined effects, specifically within B2B ultrasound devices, remain scarce. The 

Followings is a summary of the research gaps.  

• Few comprehensive studies have explicitly integrated technological advancements, 

customer contentment, and customer allegiance in B2B ultrasound device markets.  

• Insufficient empirical evidence exploring how advanced technology directly influences 

long-term customer retention.  

• Scarcity of industry-specific research particularly focused on B2B healthcare 

ultrasound segments.  

• Longitudinal studies analysing sustained impacts of technology-driven customer 

contentment on allegiance.  

These are significant opportunities for future research to understand how technology-driven 

contentment affects customer allegiance in the B2B U.S. healthcare market.  

6.4 Future Research Directions:  

This literature review has significant implications for B2B health care ultrasound device 

manufacturers. This underscores the importance of not only investing in advanced technologies 

but also in developing robust service delivery capabilities. The key areas of focus are as 

follows.  

• Comprehensive training programs: Providing thorough and accessible training on all 

device features, especially new technologies.  

• Responsive technical support: Ensuring timely and effective technical assistance, 

both remote and on-site.  

• Efficient installation and maintenance: Streamlining installation processes and 

offering reliable maintenance services to minimize downtime.  

• Clear communication: Effectively communicating the benefits and functionalities of 

new technologies and proactively addressing customer concerns.  
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• Building strong relationships: Building trust and long-term partnerships with 

healthcare providers.  

Future studies should focus on how new technologies, such as advanced AI and augmented 

technologies, affect customer contentment and allegiance in the healthcare field. It is important 

to conduct long-term studies to determine how these technologies have changed customer 

experiences.  

7. Conceptual Diagram  

Following conceptual model explains the intricate relationships between technology, Service 

Quality, Contentment and Allegiance, providing a comprehensive framework for understanding 

research topics.  

  

  

8. Conclusion:  

This literature review underscores the role of technological advancements in the B2B 

ultrasound device industry in shaping brand contentment and fostering customer allegiance. 

Manufacturers and service providers must innovate and use new technologies, such as AI, IoT, 

and advanced user interfaces, to improve clinical capabilities, device performance, and user 

experience. The new innovations deliver accurate diagnostics while enhancing customer 

contentment and allegiance, which provides healthcare technology companies with a 

competitive advantage.  

Customer contentment depends on reliable devices, seamless workflow integration, and precise 

diagnostic outcomes supported by outstanding customer assistance. Technological progress, 

along with proper staff training, provides substantial support for these important factors. 

Advanced information technologies such as CRM systems and AI-powered customer support 

led to higher service quality and a more satisfying customer journey.  

However, this review also identifies gaps that require further research. Few comprehensive 

studies have been conducted, specifically on B2B ultrasound device markets, indicating the 

need for focused research. Long-term studies are recommended to understand how ongoing 

technological advancements and continuous customer contentment affect long-term customer 

allegiance and retention.  

In conclusion, healthcare ultrasound device providers should focus on continuous technological 

innovation, strong customer service, and ongoing employee training to maintain high customer 
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contentment and allegiance, and ensure long-term competitiveness in the fast-changing 

healthcare device industry.  
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