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3 .Financial services industries
4 .Sales praspects

5 .customer migration

6 .Customer value management
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Title: Investigation and Ranking the Customer Relationship Management (CRM)
in Yazd Melli Bank by FTOPSIS

ABSTRACT

Nowadays, the concept of customer relation is in the very center of focus worldwide. While,
serving the customer was not highly considered by organizations, they grant it the highest priority
and they adjust their marketing and sales the strategies upon customer. What is changing these days
is extending customers' options. In service organizations such as banks, transport, system, Medicare,
insurance, hotels and......, CRM is of high importance. Correct performance of CRM will lead to
increase in competitive power income and decline in operational costs. In fact, this system is a policy
for collecting the customers' needs and business behavior in order of creating a stronger relation
with them. Finally, a stronger relation with customers is the key to success in any business.
Therefore, considering the importance of CRM, main targets of this research include studying the
present of condition of CRM aspects and ranking its different aspects in Bank Melli Yazd. The
methodology is descriptive and questionnaire has been used for collecting the data. The statistical
population includes all manager and their assistants in Bank Melli Yazd. To reach the goal of this
study, having been through different articles and related literature in CRM, aspects and elements of
CRM in the banking system have been studied. After confirming the elements, using factor analysis
the elements function status and CRM aspects in Bank Melli yazd have been studied. Then, initially
using points average method and then by FTOPSIS, elements and aspects of CRM were ranked and
critical ones were distinguished. According to results of this study, it was gained that the function of
Bank Melli is acceptable in three aspects of need recognition, mutual understanding and loyalty, and
it is unacceptable in two aspects of costumer orientation and flexibility.

Keywords: customer relationship management, ranking, elements of customer relationship
management, aspects of customer relationship management, fuzzy topsis, bank



