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Abstract

Today, firms are busy in a dynamic and ambitious environment due to the intensification of
competition. From the competitive point of view, the continued profitability of organizations
depends on attracting new customers and maintaining existing customers. In the present
situation, all attention is focused on customer relationships, and the customer is a major pillar
of the organization. Therefore, the concept of management of communication with the
company, which means the organization's efforts to create and deliver value to the customer,
has been very much considered. The present study aims to identify and rank the factors
affecting the implementation of a customer relationship management system in Calais. For this
purpose, the study of the research was carried out to study different factors and models and
the conceptual model of research was applied to five factors. These factors include
organizational factors, technological factors, customer-oriented organizational -culture,
organizational structure and knowledge management. To assess the factors affecting the
implementation of customer relationship management system, a questionnaire was developed
and executed by managers of Kaleh Company. After collecting data, they were analyzed using
TOPSIS technique in fuzzy state and Shannon entropy. The results showed that the
organizational factors are of the highest importance to the managers of the company and rank
first. Then, the factors of organizational culture are quantitative, knowledge management and
organizational structure respectively. The technological factors are also the least important.

Keywords: Customer, Customer Relationship Management, Effective Factors, Fuzzy Topsis
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