[ Downloaded from jpe.mazums.ac.ir on 2025-07-14 |

(Lg:)ywlhaew\@)ww):5):.:.,:l{Jol,i)\Qﬂmwsjbulﬁﬂ;ysuu&ngxiqjj\jL;L»l;..':‘
APIVINY 1 A8V 13l s

dag Sl odly ¢ Yoo S >l sy coglyl g sl
(8390 e plocil 4) dow Cxio 33 (S g b B Cu pro

(PH.D) 3 lmidn > & wlS (PHD) Y s dlas_ (MA) 1 S5 5 gl wible
(PH.D) 4,5 & desex

o

Lolejlu il § 48" ol by VU Ol WOl jla 3 (6 2he Cometl 039 0l 1B AD § dslu
65,5y @i s 5148 Sy opl 5l @Bl X (S ens e 4 (S e gz |
St g a Lol 5 adl il 58l bobsle e 53 (g mhe Ll o pie D Sl
1) o8 (5 e MGG 5 ok (6 e o (a3 2alST og e 5L S0 O ibs
Ales ST ules!

Wl (isloy (o5 65 5 5 62,0 Lagn S Sk ol 02 B 59y 9 3Mew
skl 4 s St 5o e L LU S s g leasly S Jelse ks S ey
s ol (6506 &SG5S basbes 55 basline 1 s g
Ol i I (Glojle Hlslan &8 das 0 Ol S, cpl 51 Jeol> s iz et

el Lol ol o Ols 5o Lg,i.,bw);;l: S| SN | E YR (] oo GL;A»)Lg)\J\fJ,;;U

do «538 ) s e b Bl e 5555 4l 1SS (S 0319

5 0ly O Kt 33 oKL (lisiow p e 23 ¢ D 15T ol 1 dls 5 wysT— 092 B Joxo b Jgiume ilge *
E-mail: mohamad_taghipour@yahoo.com 09123944126 .51 51 0l g (O&ss

atefe.ab@yah00.coMC s 0 5 oty oDl 15T o8l dase oot 03 8 byl ol S (5 il .1
a.naami@yah00.comc s> ol A1y oDl 3137 otils S8 550 o a0 8 e 2

kimars . f@yah00.como sz ol,¢ a1y ol 33T o&Kiils oy pta 05 8.3

Ol 05 03 5 Ol 01, K8a 3 o0k (i 5 psle ol ¢ oDl :1)'Te\§.':.5l:‘ct.p ke (5S> 4
mohamad_taghipour@yahoo.com

QT tigodlons


http://jpe.mazums.ac.ir/article-1-158-en.html

[ Downloaded from jpe.mazums.ac.ir on 2025-07-14 |

o3 dasma Sltidn (o & alS T olad il ¢SSl - aible

4ok
pstie ¢ olb dals (DLl 5 Sl (g5l ) w8 S0 o\!},,;\msl sldl s
QTQMJV{\N){)K}W;); 5,S5sy 65 Olge a6 i b bLi,l Sy e
Ol i ’Jbs‘OLﬁSQ‘G‘”L‘M(’}WQﬂ"@‘w".JgsitiJULB a)).sqwjb_
Iy s ien o ebaOlasle 55130 o0l Sbsl3b (sl a5 didb o |y Caltbes Y gaomes cCiies
Lﬁféb)\b\cua};iQumisﬁ))d\)s.mf&lw\j\{&&)4}\51.&-&)}.@
5 LYK @ 0ol Oyl 6l (OLT laazuls= 5 3L (B sl = wibe) (g xie L
o 03,85y ol s LRIl 1 0T Suds Jlasl &8 &6,8 o 53 eslinul 5550 Sleds
[4] ool oMbl (555 53 45 5 &)y g (SACS is
2 o e Olgie 4 (6 phe b LU Sy e L8 51 g laptanm Sl il 5 slul onl 5l
Ssdh o s ($)9,80 GOLLe cwlal Gla,y gST6 5 Dleds 5 OV peeme CiS s
g BB, Sy o Sl gl 5 )ls 538 LIS 5 S5 Sl sl 0350l S sl
O st Sl aes OF Laim 5 5575 e OL e il S G SV poames A5 S
a5 b Gums 1 Jaad opl s s sl g Olejle (6 s s S Esly e S1Hs 53 &S ol
C09,0 5 Conrl (§ 5050 Ol 5 2 f25 9 a5y (o] Jlwe Sl s L0k 4 g s 4
h g s p a5 a G Ol s B eV s ¢ pld Coltal 0L 0T pla!
Sl S b 55 (s ke b L Sy e g Gl (o fade b glasbOLL Lo -1
Sl Colal b aS ol as Olgie (o S8 (6300 adllls) ldE slge idw
[9] .l &S, (55T 5 3o yn au a EalS 5 (g e (6135 slow | cleT o
ESSbys (6 e LLuJIUJMWd)m;uA},&, 6 &yl 4 1389 JLa s -2

[6] st , e

L. Customer Relationship Management

()< JEREAJRITNEN


http://jpe.mazums.ac.ir/article-1-158-en.html

[ Downloaded from jpe.mazums.ac.ir on 2025-07-14 |

(L;;,ywlbfw\«{)ww,;L;):;:.Al{Jal,:,\qﬂu%L;)'L”;L_w{;ysuua;'-us.u{cﬂ,l}\,@uu
APIVINY 1 A8V 13l s

Jlo 3 olblb aodle oails i)l bt )l daio 53 355 abOLL 53 4155 sigs -3
o3ly gl (SobT awe) 53 (Lasla 29 5 Jole T 1y 5 sl asls 5 Jolye 1385
[S]s 7 oe 01t 55 O le (512 (oa g s gm0 42 (5200 b LU s e (550

Gy sl Olge S s iyl ki )8 wbobl s (1383) el o -4
Wl 03l plail 1y Gl 1011 sl Olejle )3 (s b DL Sy ke (5Le o3l
[6]

b LUl Sy pide lapiuns 3l eslinal 5 5pds Olye L2011 Jl ) idss 53 -5

[3]A;b‘b)l}w)j:)}n‘)g)‘ﬁlfjsc)jC)Lﬂ-b-WJ‘&deLbﬁkdw

lhg’bj)gé',.o

L bl o e ag lwasly S0 Jolse gl Coslsl 5 olalid skt 4 fays o)
4 5 Sl 63,8 £ 58 51 pblm Guliod aamD 55 &5 3 pdy (0 D se den Cmio )3 (S b
[7].28 0y dal g plosil solay — o 5 55

925 9330 4g0d 9 SoboT dxole

ol o3l (1389 o s0  saate) Sllas 53 Gidimd s ST 51 0 g ol andllas 53
055 5Ll 5 i) OLwlia )8 Ol s o glan |y gy p 3550 arsl ol 0 [9] ol
S5y oS b a3 (5 b LU e g ge 0 JalST o8TT 5 adlllnn 5 50
S [20 0555 o eslinal (1381,3T Usle) (636 Los, 3 iaad ol 55 8 ol 5l dkias o
95 i o e Slalas (gl 08 5 51 L es slaws 2002) zele wbeg i b
Ol e & O i sluns o8 &S5 ol o olal b (1988) s 51y 5 1505 cpmimad il o S
Jds s o aS sl 1) e 15 IS ST 5 sl sl Al ek pd a-lias

QL?J::'-)'\L;J}.L&»J\.L’G cJ_EJ g_,a-\_w:b_e\ d'bu Q))M}Cj@jﬁQbﬁ&p«bJ

(v JEREAJRTNEn


http://jpe.mazums.ac.ir/article-1-158-en.html

[ Downloaded from jpe.mazums.ac.ir on 2025-07-14 |

o3 dasma Sltidn (o & alS T olad il ¢SSl - aible

o3linul anfllas oyl 55 ) 3590 4ged Olgie 4 O L 31 L85 6 sluws 45 Wloys & Colses!

Lle s

b o3ld Juboxi' 9 4 205 (w9

v & (Fuzzy) b os) 5l due @b, (55 Slaglis plawil pshte & G pl 5o
358 o0 435 IS 4 [1] (6,8 ol 05 53 Conlsd ple 5 3 Jilw (88 i 55 ke
Wl oty S oslizl el 1355 aliin Gl s rle & o 55V LB 1

Jolge (b3 9 2l

TS day St 53 (6 dn b LUy e g S5l ool 2 S5n Jolse 1) s

Cmio 55 (G ke b LLILI e gy 5l o3ly 2 Jse Sbslne 55 5 baslast 150

Cl11 O, & Gl g
C12 OLS,8 g
C13 S e S5l g Cl1 Sl gl

Cl4 OLS, pamaiei (s, lgn arw 55

C15 LS, slac LB

C21 T sdrs pdige 5 a 0L 22e | C2 Loy T3

(v JEREAJERTNEn


http://jpe.mazums.ac.ir/article-1-158-en.html

[ Downloaded from jpe.mazums.ac.ir on 2025-07-14 |

(L;;,ywlbfw\«{)ww,;L;):;:.Al{Jal,:,\qﬂu%L;)'L”;L_w{;ysuua;'-us.u{cﬂ,l}\,@uu
APIVINY 1 A8V 13l s

el b oo CRM (slaal 5 1 b

C22
Olejle gl B

C23 | oo b ol Gl anl b 6l >

Slas,aly i Jse g ol Gladnl b s

C24
CRM
C25 Sy Slan]
C31 Lol ) o bg,sld s
C32 Laasls 5 lane

C33 SleMb 5 laesls adlela LSJ}T@"-'
C3 | bLoslon)s e

Sl 5 0L i glaesls Lo 5 4y 525
C34
G yiils

C35 | Sldblslaesls K5k 5 b

CA1 | Olial ST 0lnde jss LLS,I005m

Cislas 53 gy ol L, | €4 Sl bl

C42 _
S8 5L

(v JEREAJRTORE


http://jpe.mazums.ac.ir/article-1-158-en.html

[ Downloaded from jpe.mazums.ac.ir on 2025-07-14 |

o3 dasma Sltidn (o & alS T olad il ¢SSl - aible

C43 | Lsolslesbuly Slojle jlle s sg

b ks o sl 5l mnl 5 s
Cs1
CRM L;Lar:..\..:..u o

C52 25,0 s CRM llatar op 96

ng;&»kgLauUﬁju:rA\)jl@% C5 las .l
C53
I
Cs4 Spowb
C55 Ob i (ghuanb
SRR Jom

5 G Sl alel &8 WEl o Ll s a8 8 hasn ol de ) JSa
bs 0T glyme los 5 ok ag A& w3l 5 08 5 aslas I fob ol

Cﬂ“"“‘\":'g_s“‘)jdl?r"

@ T tigodlons


http://jpe.mazums.ac.ir/article-1-158-en.html

[ Downloaded from jpe.mazums.ac.ir on 2025-07-14 |

(Lg:)}»nu}llmctméﬂ4{)4“:{W}A&JA&»l{.bl._.b\qﬁm%sjbulﬁﬂj}»suhﬁy‘wd.&:{@jﬂju;_l.wt.&
APIVINY 1 Q/7/V 13 s

daty sibwoolyy 52 yige Jolge
Ao Cexlos 3 (g yido L LS Jl cu pas

3 e
el

il
3

-
LS

51 e el 115 g

(

9

36 iy 3l eslinal b bajlae 56 K 5 5955 Lalsy e

(}Z..
S

:J‘,.'Sr‘_sna:béulg;u:&}};r}Jd‘ij.fu:&qa|)J

m——

=, DR .
S G lasbanns g bobae s by o 7 slie 2 gu

byl 5 /by lns
453 | 3.77 ol s
4.423 | 3.608 LSS 4 Gl e
4802 | 4.285 OLS IS dgws

D T tigadlons


http://jpe.mazums.ac.ir/article-1-158-en.html

[ Downloaded from jpe.mazums.ac.ir on 2025-07-14 |

o3 dasma Sltidn (o & alS T olad il ¢SSl - aible

b slne s 5 /la s lns

4536 | 4.333 Do Sy e S8l 5 A
4353 | 3.835 OLS S s (S slgs dnm 5
4226 | 4.057 OIS e ls

4.1 3.9 byl
3.828 | 4.122 T sdmes orign 5 Couka Ob 22
3.835 | 4.752 Olojl (sl b ol b lae CRM (slaul 3 o1 b
4418 | 3.733 ol b Al s b Gillas 4l 3 gl
4.066 | 4.458 CRM (slas aly s s 5 6olS (lads] b s
3.74 | 4.139 Sy Collans!

32 4.08 ol ) g b et
3.921 | 4.282 ol 5 syl s
3.918 | 3.878 Laosts (6 lons
4419 | 4.089 ALl 5 Laosls abibol 5 (55T e
4.17 | 3.977 it 13 sl 5 O 2t slaesls ulo 5 4 5
3.99 | 4.002 S 5 s a3l 6, K55L 5 sl

297 | 428 TSI

D T tigoslons



http://jpe.mazums.ac.ir/article-1-158-en.html

[ Downloaded from jpe.mazums.ac.ir on 2025-07-14 |

(5:)}A4dlhﬁ¢u.éi\4{)ww):Lg;bli.bu)\qﬁmaﬁisjbulﬁﬁ;}ﬂshua}usdggjj\jdbm

VY S APV 1l s
2.599 | 4.503 Ob zée b ST 0 Ol e 590 L5, Ol e
2.825 | 3.758 SE L Cislas 53 gl o colin LS|
2.522 | 4.179 L Oljlesll 5 Slojle jlla 5 5

406 | 2.82 las el

4.163 | 3.622 CRM (gla i )l il b Ja5 o slas 51l 555
4.29 3.49 b s, s CRM Sbledar 96

4.154 | 3914 s57e S pia Slaaal g syl 51 Sty
4.487 | 3.572 Sl

455 | 3.65 Ob e (gduazb

Rl a8 col " Slasle skl 6l R Iie o iy das e 0L 2 Jgdr 5™ 455 Olea
" St e D e o i 5 Ko else p Jele cul OIS 3T Ol o 2
el Tlale Fpl 6y 5T s ednST 0l &

=W

S pobe gy 3l 3y San ol A3 OT 3 (ne (hRg3 padsn & a5 L sla il
(S el ) da Csto o g ke L DL

oo Lt a5 b s sl 5B 5 S b s 5 s Ll (S e
:mT@.\izg@u,_\suuﬁ,’gxﬂg{\gﬁs;\ eslizul g ((g5) Cunks

ol IS 5T Ol e i S0 45 ol (o jle Jbtlon 15 R Sliie o 2t —1

a5l o ol ol 51 ol

D tigadlons


http://jpe.mazums.ac.ir/article-1-158-en.html

[ Downloaded from jpe.mazums.ac.ir on 2025-07-14 |

o3 dasma Sltidn (o & alS T olad il ¢SSl - aible

S dele opl @b Oljee op e S0l 8 ol (Sl gl sy D s o iy -2

AL o Aol g

References

I.

2.

Asgharpour, Mohammad Jawad (2006), "Multivariate Decision
Making", Tehran University Press, Third Edition. (Persian).

Azar, Adil and Faraji, Hojjat (2002), "Fuzzy Management Science",
Tehran, Mehraban Publishing. (Persian).

Chi Pai, Jung. Ming Tu, Fu (2011), “The acceptance and use of
customer relationship management (CRM) Systems: An empirical
study of distribution service industry in Taiwan”, journal of Expert

systems with applications, No.
38, pp 579-584.

Dehmardeh, Commentary, Shahrakie Alireza and Kozai Mahmood
(2010), "Identification and ranking of factors influencing the
process of implementation of the customer relationship
management system", Industrial Engineering Industrial Engineering
Faculty, Islamic Azad University, Sanandaj, Iran. (Persian).
Farzaneh, Mahdi (2006) Presentation of a Model for Assessing
Organizations' Readiness in Managing Customer Relationship Thesis
Master of Allameh Tabataba'i University. (Persian).

Haji Zamani-Ali (2004) A Framework for Implementing Customer
Relationship Management in Iranian Organizations (Thesis Master
of Science in Tarbiat Modares University). (Persian).

Khaki, Gholam Reza (1999). Research methodology with approach
to writing dissertation, Cultural Center of Darit Publishing, Tehran,
Second Edition. (Persian).

Mahrabi, Javad and Babaei Ahari, Mehdi and Ataati, Maryam
(2010), "An Integrated Model for Implementing Customer
Relationship Management Concept (CRM) at Mellat Bank",
Development and Transformation Management Magazine, No. 4.
(Persian).

(v JEREHJRTORE


http://jpe.mazums.ac.ir/article-1-158-en.html

[ Downloaded from jpe.mazums.ac.ir on 2025-07-14 |

(Lg:)}‘wlhaew\@)ww):5):.:.,:l;.Jol,i)\Qﬂmwsjbulﬁﬁjjysuu&usyqjj\j61\..»\.'...':‘
APV dy A8V 13l s

9. Momeni, Mansour (2010), "New Issues in Operations Research",
Second Edition, Tehran, Tehran University Press, Faculty of
Publications. (Persian).

10. Sohrab Nia, Alireza (2010), "A Comparative Study of Customer
Relationship Management Systems in Food Distribution
Companies"”, Master's Degree, Islamic Azad University, Naraq
Branch. (Persian).

D T tigodlons


http://jpe.mazums.ac.ir/article-1-158-en.html
http://www.tcpdf.org

