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Ranking Customer Relationship Management critical successful
factors by using fuzzy DEMATEL

Mahdie Ghotb Aldini*, Hosein Rahimi Bafghi?®

1 M.A student of Financial Management, Science and Art University of Yazd Yazd, Iran
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Abstract

Today, manufacturers are operating in a highly competitive environment, so a customer relationship
management system is recommended to create a customer-specific relationship. Since the customer relationship
management system in production companies of Yazd province is considered as a young system, So far no
comprehensive research has been done on this issue. In this regard, The purpose of this study was to identify and
evaluate the Customer Relationship Management customer relationship management system. And using the
fuzzy DEMATEL technique, determine the ranking of indices.

In this studdy, individuals were identified as the most important factor associated with the successful
implementation of CRM Which are internal customers of the organization And If satisfied, they will attract
external customers. Another important factor in CRM implementing in this research was support. It is certain
that no plans will be implemented without the support of the authorities.

Keywords: Customer Relationship Management, fuzzy DEMATEL, critical successful factors.
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