[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

Oledo! e witiio Syl jlow 38 (5 yuino b B ) o oo BT g slbrg (owy

TSl pa S § oa, dabld  oagian an s

gy dlo
oS>

@Ol g5 350 Ol jle 5 Cunl (6 2k b jatuee LI sl iy BT o 25,51 0Ly 5 Sl o (sl 550l 7 40T H40AR
S 5 S e b Ol p S 53 1 Ol e 4 o Sl Sl 5 S sl 55 (sl See plad DLt cdizes 536 &S dtts
ol (6 e b et Bl lowl (S oa S8 a0l Sl ol 0 4T ol 5Tl S (S5 il plowil 4 4z 5o

4 58 6505 45 Wiz p Olghol g e SOl lay Ol 5 (i s analr ol (Mo — oo 57 Dlidos 551 s, cnl 199
OT (s 3 skzel o 035 (6 2 b DL Sy e (sl Gloun 406 un s Laosls (65T pa S13l ol 8,8 o) 0 (glaibe (o3lat )
Ll 3le 5 5 03 (bl S ¥slne Jubaclaosls oo g5 s o3lizal Gl Jole Lo 1 Jolse s gl ool 4 S 15 a5 50
sl 03 5 AMOS(18) 5 SPSS (18) o3lizsl 3, 5

Gl1s Sose e e b DL, e SBT3 5 (V/8) Slaal o 2ty ghls Sl £33 (6 2 b B3 o pite Canlby s 5 (AL
B Ol 0 ST Gl (6 e Lo 5 (6 i b ol 5 23T Dm0 2 15 (S50 2 (2188 oo sll (53 bl o (V1Y) Slisel (o e
SL o

Lok ley iles (Sb Sy L 5o il g e g te b LUy pite 3luosly b Gleys 5 (il Sleds ladlejlu 1S pS 4o
Gl 1y ik O e (2SS 5 ol Ol 2 3500 3 (6ol3ls 5 iyl (Ol (ST (slacs 5l ol 23 aslllae 3550

Ol sl las ¢(5 e b BLi 1y pote 1SS (Sl 319

St S Sl slow 38 (S 5o b b1y poo BT 9 B9 (qwi g oS heoms (550l cacbls () (o0 osin 1 EL
NA-IFY DN AT ol ol Sl s Ll 1
| AT /7Y i s 06 VFRYT 1Y 58 b

Ol 08 (o) M acis (S 3y b o8l CBl Sy e Dlighios 350 Sy e Gl s 5 (2l Sladss Ly el )

(U3 3 ok )01 he0ghoole Slginod (S ke o8l ¢ (K5 Gy gl 5 Sy e odSCils ¢ Ly ke Slays 5 (S Slods Sy e el s )8 Y
Email: fa.ra69@yahoo.com
Ol ale 018 (o) bl acd (ST ke o815 Cdlr Sy e Dlihios S 5 ¢ Slays 5 (i Slodst Sy e sl ¥

plojls ks 3390 slaglojlo 5 Cunl (5yiie b yotus doslo

Iogle)ly amde Gl Clidxs oS gk 4 WS oloj ieS 1y byiie 4y eSSl cllu, blejls

@l 78 Vb gyl Ghee sl glacSs a ol (V) by ol 4 Al 5e o yieS g i o b

ks & glojlo cpl (M. dits Hlay68 0 395 o)l e Loyl sbel il U5y bobjle sl eyl
114 IFAF 5l /) oo /1) Jlol Cndlo pUES lidions Alome


http://hsr.mui.ac.ir/article-1-755-fa.html

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

S b B f S pre )T 5 BylBg (ouw

2 aBbdgpe (wisupl g LS (OVgame 5 cless
(A) 23l (65135 und bl dgue ¢g e b ot
e Gplejls Gl g S saly S plgis 4 0j el
b byl copse ol mlio S5 51 Soie Sloyd 4
5 elols 10 Q) il YU (elasylulinl b (gjnie
L b)) cope ilooly 3 J5e Jolss sincagl
5 Gilwodly Aul® > (glosiiS (e 8 Wl oo (5o
3l 4231 b i o 53 Uptunses 4365 oyl ]t

bl copde ll awyp o ol)Kea 3 YUan Houng

» Q) ohler 5 b5 we) 9 (V) (CRM) (gyiie L,
SFll ipd p S5 Jelss 350 53 395 Simod
Sl oyele &8 wdlyd (gyuie b blo)l Copde pitumw
¢ e Coje ¢ olojle gojlul ¢ iyl lpae oBu
oSO SeMbl slacdblE (b copie el
s itia b byl o pde a5y g2 1y 5B o) i
Jole W 255 e 5 (il Ken g Mendoza .uslails
sles Sl 4y Je gl Sl 5 coles
BB glapizy e plradl iblial iy x5 gladbgris
Coypde (GMie)l8 dgas (SIS 4 CRM (o351 2l gV
WhsP Omelegsl lyiie Cladd gyuie CleMb
Capde (Shls glpte I cules (2blil sples]
@l Sl gt (So)lse g e b b
CRM (g3l yl (slwoslyy 5 cuidge (538" Jolse lsie
Aol o oS asl s o, Sen g 03 p0nd (V) W3,S 8yme
Shzel VL gy b blo)l Copie plaw (sjluodly
b Jolos a5l cpyoml 5 (K Jolos 4
Jelos oz 3 OSen g 3wy (W) 3 elais]
LS y5 ) gyude b bl Copde giluosly > S5
) ¢ (S by p S50 ) widm ¥ Jde dew
) o ([ ol copse jloslimal)) ([ cuwlio asilojls
g helS Clidos gl (W) wages (b (50955
oy 090 s lole jl aoyd B &S o ol ) Ken

4 B gyude b bl copde pius (gilwodly I u

@l ol szn blo o 51 ot aSL ol (g nto il
2 g a8y lp ojepel (V) W)l &S 395 (sl Ak
G ub bgbile 5 bess (oladl ) asye
Loly s blsyl g ool (glofg cumnl (g)lhegs e
S 5 205 G ey 3l Gl S 5 YIS ol 5
customer Relationship ) (xie L bl
ollas cnl 4 ey sl B9y Cn e (Management
Suio b bLE) Copte jlqanlio jsbo 4y ST (V) ol
Cad sl 1y plojle S oblg Slgs o guis odlal
oRIPl ¢ cwl pbyuie Bis plen & oleg a4 o8l
oldy @ G (Sl Coje S ilply 5 e
an 1 ol ol pordal CRM 23llal (1) b >
yobate 4,8 5 oS dpaly G LB g el Ly VAA
M g Glyide b Glbls)l wed)l copae 5 bl
JSitie aiglp S lgis 4 gynie b b3l ey pae (F)
ol culio (slaodly gyglaen Jio syute p o)l
I Bly coje dbml Ll g lodls ol 5 oo
5 oam (D) sl T L ol 3 00 gl et cle
all glp oljls ilorialy ¢ gynde b b)) o
9 395 sbaanld dbul B)b I byt 4y Sloss
Col Gl Sledbl il g spslaer sl 4l
Olynde o abolh cunl B (gynie b b3l cy e (%)
Ry Cwedd gy (5 lg b g amd ials ) lojlu g
Colbge g o Slojlo Ubjgel 5 Sledbl iy ()91,
yide b b copre Lol Gan (V) 25 lejle
5 By il shaie 4 byiie by Jl3) 9 Sy

(V) 2l gle
B85 YE 59y » o)) o RiChards yiley ololy
Syio b bl Copte jl a8 ol Cujo i 00 ploxl
W8 Ban 3y5e 3 Bl dg Cubll Jold 59y 0 i
b bl b Sl ggbge glymie ool
e e Wl dgmg (ol g 2D (b ynie
Sileois ) Silocwlie (bl Glaply sjlo pases

A slar /) oslod 1) Jlol candhes pls il dloee


http://hsr.mui.ac.ir/article-1-755-fa.html

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

OhSen g (98n v 50

ERIY
plxl oy Al ldodi— inog g5 5l LimgR (ol
oRagk pbxl gl s WYl agh ol
Oliw)lon ¥ g (9> pliwlon ¥) coxiio slaglinloy

b ol iy 2Ll el o 6T g opto b b5 copite
OBy ©slad gy 5l bty 2ly) lemie
@lsyo cpl 3l L fedp o0 (EXpert Judgement)
O ple juaS o9y 5l oolainl b diges por ColS s
dges Maai . 8,5 @ yse (Kaiser Mayer) OlKin
EAPY ).o; YFA owb)si).)
il ool b sunl Jole oo g, 5l odls Julos ¢l
hole o 3 s ealatel (AMOS) VA wgel 5581 5
Al a1y b i oS obadlie oanl
2 A6 b g gk dlal IS 39 ogine g ol
Sed)S o gyutio b byl copte b ol sl 51 S
lolid ) ynde b L)l cypte by (hnghy ool 5
b Jobss clods g5 (g ynde Gl (gyiie gacaglyl 5
)bj 5 Jiiue yuiio les 4 (e bas gyide
oy dluly Jolse e 4 (yide Cold) )0
S 2 58l b g gl slel JS (g loisine 5 4
03,5 o (g yido by b3 gt b ] ol
fJe o83l
Slise 2 eyl ()ldle dblee (giloJde 9 (AL
o] ple b))y 5 oad csalie (slajite i)l
Py Gub il & ldle Jse (Silp ln 5 0ad S
Absolute Fit ) slhae ijlp jasls oyl 5l (S5 .co)8
4SS Jeol opl poosds b sla s ls il . (INdices
Gl a3l dey el Jdo 4 jalyl o 94938l &S W5l

Ol Ao 5l )5S Se s blje (e I sie0 e
P Gls s gk 5 banie el deanls oK
4 o6 bolosls I Z0+ 5 Slodey Hlisless 5 &Y guasee
OIS (IF) Slodgs jsde piuw (sblje Sl gm0y
Glas OledMbl 5 Copie slapimw (poul Gingh
S yino Culd) g Cudlye cudnS &S Caol 02l LS coMas
wnlgs loyd g cudligy 2l b san] b Jls
oe &S b ol GhKer g g Gipgd ((VF) cuib
stnly slopuiiog Jitus yiite Glgis 4 (g ytde O]
5 Grde oxd Sl ) (gynde oad STl cosS
A g2 Cute g s 3 gne dall) (gyide Culs)
s s L2l,Sen 5 Mithas e (callias () cud
Sputio b bl copie 030)8 sladslyy I ooliwl o
Gibgk g (0) o)b cute b plyide ol
Copte Al &S ob olE 6 oK ¢ Reinartz
Glaal 5 Sl b cute bloy) ol mte b bls)
9 Swdg) Clidod gl (VF) Wil <8 yb (63,Ses
5 pibe b bLo) Capte o & o bt Ll Kan
(V) 51 dgzg dlaly Closs cuas 5 Slojle iz il
2 Sy b bloyl copaa b ) (Sl baingy ple
i g by ¢ MATY) i culs; g culss
Ol g yndal byl cypte daly 5 (VV) (e
2 s ddhe o Bkl ibe (YY) Slejle
s CodsS p (ydie b bl Copde s 48

(V) ol azily 18T bt low (9550l
Syde b b3l copte cucal p SHIGe8 Oliios 4S
A g5 D90 slaasin 5 S 0jgyel s o il ST
on bl Copre (Sse lop g cudbe
Sledlb o ohlow 5 Sloyd 5 (adlige Sless Baasal)
S el sutie Culd) 5 Cullie CubS 52 ()b
oBo crl I Ba gy cul Sl st IS g S oS
P sie bbbl copte BT 5 lby )y

Al Gledol ped e slalin Loy

\Ag

AP 5l /1 osled 111 Jlol bl pliss ilagions dlozo


http://hsr.mui.ac.ir/article-1-755-fa.html

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

S b B f S pre )T 5 BylBg (ouw

‘d);:.i.o ,_5.\;4.;’;‘%5J5| 9 L;»L»Lw ies) dl.b::&]}o O
(V1Y) el op g sl (g plwlid 4 o0l Coonl
ooeS bl was b ie dyge 0 CleMbl S
g (S e o da (aailie (> sl (V/F) el
(Y/ﬂ) )L...ol O3 sl L;I)b Hlow Ol d]).g Slodd Eo5 &
GRS g e plpie e gl @l 292y
dlbc\!?.];n O gD ol (Y/f’) )Lu.ﬁ‘ L);)...Qf dl)b La:di
s Ohles b (Sijp 9IS 3,5 0956 e i b Jolo
bslew 5l 2y 5 lhlew b b3, (Y/4) slel oy
» Gl (YIF) 5hitel o yieS (lyld (g)ld) e Slels jo
bmlﬁﬂ) Olod goii «lods £oib sadlie
d‘)b Q;b; L;Lmumaﬁd 9 (9 ngy%bl) L)
slo cloas ggi jloeMbl o (YY) jlael oy
ol (VIV) 5liel o 208”61l Wyl Lo

LSI)-f yaSUie )lxlw 6§ yudso Las L;Lh:\.éj}a o 0
M g (VIA) jliel oyt )b Jlow )l 5 Laos
-Gl (Y18) 5hiel o eS8 (slyld 29390 ()b yidiio Lads (gl
ColSd Cupde D93 (5 e Culdy dr sladdlie oy
(VA kel o yiaS sl late jobo a0 (b jtie ol
ouillS by (g by 5 sleiel slradie o jo. Cul
2o g ohlew) obyide (wmy Jb) OMSLe 5 Jluwe
&Ly o (V) Lol i gyl Sloyd L (b yuiie
S99 Sygo 3 gl len plo & bl 4l 5 ol
(N Jg) ol (YIA) Slizel o oS (gl yie Lasl
@lbg dn )3 39 odalie Sy Jor 3 &S Hebplen
el Cpyidar gl wlosd o gy b bls)l o e
Jwbuo (Y/V) )L.A.A‘ u;)mf dl)b & o b Jn[u 3 (Y/‘\)
el a8 il (syibe Bain g (VIV) jltel ot
Lgl)b (5290 82 Ls’LQr‘ J.Lo Sl O O Awbuo (Y/V)
@be Laix g gyide b ol g (VIY) Slitel (it
Db go (V1Y) shiel oy yieS” (gl

b asld 09,5 cnl )3 (iln Sl edie sl 510
09,5 ol P s o) sbie b Jeo anli
ol obisine g oSl (S Jude (adls cp o)
o2l ¢ odlatwl Dy90 Bily (gl yadls g4 pegd Ll
Azwn (Comparative Fit Indices) il 5jly
dp b S ooh B e b iy il slaasls
Olid g dunlio Qi L1y osds el gl Jae (Juo
9 0 A5 g3 BB ylol Lld 4 Jae LT a5 wimd e
b oo dslis ¢ laasl 05,5 ul 53 il one S &5
w9)S cpl slpadls I (S il by sla]re
Cog i oily pasls b oesd jbea il je3ls
JA &S cand (sl oyl Gl Jed BB lade il e
d).i{) Lol u9> U’“")‘)" oMbow )‘.\:za LJ"' LY 0dg
Y 4 Soop ade oS canl auhas ilp jedls
ol Jdo gllan (o315 0aimd oyl
A3b .~ (Parsimonous Fit Indices) watbe 5jly
G da s glly o aaie bjlp sl jadls
Sbpadls e dpup G lae ()l lapasls
&S opl Canl Do yd g 039y Jde s siel)b iol8l L o3l
douty sliwly 5> (gymal)l ym p3938) LT a8 ams ol I,
ol el Scwl ()98 Blhe lp slapadls
13b o gl s Slupe (pSile adsy S b jadls
Jos s Giln 3l s o g sho & S35 ke &
(YA) oyl

Ladl
o) 4 bgpe Slold @iy i (bl Lged o
VA5 )5 ailo b ol3l (o)l ablo 3590, b o (V)
JSE5 1) (A¥A) heggy amls dop ayide Sl
OlgR dsely 8o)d (p pliin CMpanS 3)90 53 9 N3 0
WLl o JuSis

A slar /) oslod 1) Jlol candhes pls il dloee

1YY


http://hsr.mui.ac.ir/article-1-755-fa.html

OhSen g (98n v 50

(~/5’Y') Syuia (5 )12og 9 Slecel (~/5’°\) S yisin Colidy
(+1£2) 39 00

S Jae 2 900 odalie 358 Jgdr 3 45 Hebplen
S i .l Iy gine yoSl SIS uie Jol 4ye ol
oadls polie . ol (YY) 00d Hlaw (oo oSl
oS o LB olie olgie 4 (+fAr 5l VL) bl
Lot b..\.w)bu.m L)"’)‘)’ dl_muab-l.w d‘).; by.oL;o
iy 55l 4 (Parsimony normed of fit index)
os> (parsimony comparative fit index) sase
Root Mean ) osle 3L cluye ke ped dd,
o5 polae( Square Error of Approximation

b Jae o) el e Jsd B oy ol

Sl eSS e« dn gadlie o
(1) el (eSSl ajo (ualsy (V/0) Sl oy i
059 Oy gyl ‘.\.J)J oli8l badlie cpl oy .l
Ol g <55 (syg0e g 09 8L ise b g S,
) JS8) sl 0392 U im0 508 (sl Atz

Sl 31 S5 2 b lie 2las Jdo 50 Sl (s Sl
A A8 )3 oype (olinle OYolee Jao hgy 5l cawl 456
P e e b blo)) copte cnlby ole > oS
il pj g b 4 oadle

(+10V) (s yita Ol (+IVF) (s yida (chuCaglyl 5 Lol
Syuio s (+[AF)olods goi (+/VF)gynie b ol
(-Iv0)

o adlge 136 i g de b bL3) g BT o 3

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

s J55 B g ol 5 2
S o b B35 gt BT 9 g S ko hnogi slaT ) J9or
RS Sk T3
AV Sa VAl Ll 0L e gleld 4 01y Sl
AE=Vid L Ol j2ie 5590 53 Sledbl LS
/AANTY/8 ST SG 5 e Ol e plels 9 bl
TAVEY/A Ol e oy Lo sl 5 25 S gl
A Ol ie g y sl 5 b5l 5o b Jiles 4 4 5 S se
JAYEY Y O R 5 Olylay (e 5L L Jad e DI VY o
CANVEZY/A Glag (e 31) OUT (b3l 5550 53 0L e 51 Sledlbl 5L 55 c-
IVOEY/A 3 50 Ol e Ol S5 5 asl 052 ;g
SAYEY)Y e O e e S5 ¢
/== 1L Ob e Sl 6l Dledst 5 55 4 a5 . ) }g
SA\C V4 6T 234g 5 Lo 0L it Sl 6l () S5l 3 95 S &
\/8ZY/4 Do e 51 Gand g it 05 po catal T all) nilin (sl 25T 52 &:
AV e 0L i e 53 (Jbo fles 4 a2 5
artys BT (Slaamms O 5 ¢ Ol 2 b Sl Sladr 601 5
FATER Ob e b Jalss o g 3530 53 Glays 5o 25 5T S b Jole
AWV ¥ Solal s Dol 5 5 Ol jlay 5l =5l 53 O 22 b B3
"y IFAF g /) oslad /1) Jlal caodles pltis ligions dloo


http://hsr.mui.ac.ir/article-1-755-fa.html

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

S b B f S pre )T 5 BylBg (ouw

LY== 1

AV Y

JAVEY/A

VY)Y

CWEY/A
AV Y/A
ARV
N ==Y
CYAEY/R
CAOEY Y
CIVAEY Y

CAYEY Y
CVWEY/S
CIAYEY/A
LAY/
< /OFEY
«/OFEY/
< /OFEY/A
JAREY
MIY/4
< /OFEY/A

JOFEY/A

CPYEY
NN ==0l

JOFTYID

o

Olen b Joled) Oley b (K 5387 il jiome 5 ailatin 5,55

Ot o5 4 Sl 5 4

Sl b Jolas 53 Glays 5ol Lo Dl 5 Ol slay I (e i 4]

Sl Laai 5 s 65853050 jgmen oK lo DS leds &
NP1y
(Qbu\i&i@ﬁ)bj&‘b)wbobj)éjé}aA{Q.X;'-A\i‘)‘
Olhlew sl 8l oyl Sleds 4l )l

L Sledst 4l

Sledst (5l nlizo o g2zt 53 ¢ s Dl oy ple Slads ¢ 5 51 b
(0L 2ie) Ol jlew Syt 5 b3l a5 Sleds al )yl

Sledst 4yl 53 (b dag) sl Clin (55 3 o 4 a5
Sleds )l 53 Slads kS @ 4§

O e b Sdaktly SMales @ w55

3 gm0 Ob e Bi (6l SO

Sy IS 5 Lo (51 pmimie I i

o &1, Sleks 31 0L zie g8 Ol jan

Obwlos 510k e il

Ol slay 53 sl SulKS s e 39

o\,uﬁqu,rz;ﬁéﬁfu;m

OLS I 5 Ol jlows 4 OL zéeslazel oIl ax b

Olwjleg 4 0L 2he (5lsl5

Sl sy e 53 s Olsley K03 4 Olsley sl o
s a3 28l (s 2 b Bl 3 g 3T

LT3 il (6 pe b conlio D51 ST

553 s e b L s s 3T

Sledst alyl i 3l (6 i b bl s g L5

Slous £

S oo >

Sy Culo

Slolg g slessl

s

[Cp

$EI90,&

19€ & B [C e § oS

A slar /) oslod 1) Jlol candhes pls il dloee

1YY


http://hsr.mui.ac.ir/article-1-755-fa.html

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

OhSen g (98n v 50

e shenasaie
>

taammeol

tannavo
@—’ hefze

bahrevarii

Olgdol (Kb p pole olRL1S Lot (SO slow cp 98 S o b LIyl Co g ) S

Sy b LU Cu poo Joo Sl 23l N S (s ¥ Joo

EWSv )
RMSEA PCFI PNFI CMIN/DF
parsimony parsimony  (chisqure/degree
(Root Mean comparative  normed of  of freedom).
Square Error of fit index fit index
Approximation)
YIRS /od0 JOAY

oilg LT sl sl
" "
CFI IFI P DF CMIN
comparative  incremental (Degree (chi
fit index index of fit of squre)
freedom)
/AN AN /et VY /5

e oilp w08 S5 sl oS jebles wind

D92 Jo8 JB Jio Coleg 13 9 43,5 dnwlxe
Sl oy olys b pdngh 5 Jhles 5 Slslo
olby UL o gyuie b bl Copde p il Copie
Judos (gl g oly pldl (lewd S w2 63)50 aslllas)
olatwl (glidle OYolee Jlo g e oo I aedly

9 plolid) syuie b blijl copie cpllsy imgh ol )
b Jold losd 55 (syide o (gyide AuCuglyl
Ty Jie e Gl @ (ste bis sle
(yde )by g dleiel ) gpuie b bl copse
iy daly Jolge plgis 4 (e colsy «sone

170

AP 5l /1 osled 111 Jlol bl pliss ilagions dlozo


http://hsr.mui.ac.ir/article-1-755-fa.html

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

S b B f S pre )T 5 BylBg (ouw

el g ey (Ahb Jd 4 (g8t adllls 3)00

.J&‘o)yg ua?w YWY UT Lhas 9 )‘@u u.&> LS‘)“
ool 4 ladagn (V) L8, 4 Mendoza
Cudbge 1S Jalge 51 (S plaie 4 slen o (o3l
o] (ale&s g e plyide e gl o3l l 292
b byl copie cpllg 5 (gyide o dn 4 bgpe &

D Slatren il o pols imgh 43 (e

Olee b ohlKen g 03y02 lawgi odd ploul a5
Jolos)  phe el e, 9 ool
Wl (ldley (Spliel ((S5edesi Sin s
w2l (CRM) (oo b bl copie piu (gjlwodly
Copde piuw (ilwodly Aol 5> a8 B Ui Budod
9 Sabp Jolge 4 jlael p VL g b bl
(V) Wyl polaisl (olisbe Jolge 4 bl cpiemb
Ohen g (Lad by oad plxl Limgh > ouinpen
‘@’LM;I Jole Jols &S Shilw sl psie s,
b gyide b bl copie b adbe gy g kb
&S amd e LS @l 55 pols Limgh )3 45 (VA) WS
Aiilie 50 ssio b bl Cope 3 )ik Jole
SR 1 2)95 0 0928 g ydie b ol sloadlhe (y
Fok » ohlan b bl g jlael cppide sl gl b
@ 98U adllas 390 (Sl lony &5 a3 0 (LS (]
lelo 5l )8 3 ghlen b bl )L8y sly o8y Js>
Yuan jiegs > pbyide b ol 08 jogad
2 b &Sl sid ol 55 (V) ol 5 HOuNg
Pyl 3929 9 sy b Jolos g2y Jlai Sl pol gy
@by 5l (S plys 4 phlen b (S 3 3)55 5 0550
- Gl 039y o (g0 b bl Cu pas

035 (SNjlp sbadld ) s9: Jhe (Blp g Ndges
y (e s uilly 3y5lp yda 5 (S5l oad fas
(Y5) 2ib o 093 b bawgia i3l

Jae alyl fleie b aimgh 35 o) Ked g pade odljole
Slyle SOy gy b byl copie (gjlwosly Bady
ostde Jo 4 (alod Caa g by el gl ol
Jio omo ogefl e 5 ST il s 5] 3
3,5 oolatl oanl dole llow jl aiss ¢ pSojlul
daly S92y e il Jble s 5l ol gzl
Bl Joloe g it b bLS)l copie oo sl dxe g Cute
Slbls)l copte coles alor 5l gyt b b3 copie
@ gyde b Jold) pols mgh ols b a5t (YY) adl oo
Sloen (yuio b bli)l copre cally 5l (S leie
Jelos 5 e Como (pmesS gl g pols Gimgh jd @)l
400,85 oolil capl Lol

A sbdilie (> b IS lagh sbail ) axslis
ol 4 pb Cacnl (gyuie gaucuglyl 5 ololis
e ol ol el Sl g peST ghls e ol puie
obybie 3y90 ) adlas 3)50 slagliwylon )3 &S ol
358509 S (S >

» S Jelse 5l (S plge 4 S e
&S Cuwl odds adlis gyude L bl copre (gilwedly
o obymie gucagyl 5 ol am b1y o] Glese
blsyl p pols iegh o yie b b5l Copte sy
() cadld

Olytde Qla S8 (ude Gl A glaadhe o
g g kel Cp iy )b s sl (Gaed 5 plaie wipe
b gl ralieSs 5w e Cla sl g3l
LngoLL»)Lo.ﬁ &S ol U‘.m L‘)‘Ag C)i‘ ) )L.m1 u;)mf

A slar /) oslod 1) Jlol candhes pls il dloee

\Y#


http://hsr.mui.ac.ir/article-1-755-fa.html

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

OhSen g (98n v 50

5 (F) Ohlen 5 dew (imgh > (yidia b bl ot
Glio Job yimgh b ks cpl 5l oS col sad lo (V0)
Ll ALY

bl e g g M sbaadlye o
2 el el (a8 s auje (il g sltel (o il
Ois e @b welny Gl badlie ool o
OBl g ST (yg0 0 9 03 U Gl b (S5
oiagk @l sl 0g U lie (nieS Gl anje
L ghlen 5 (ol bawgs oad pbl (haghy Lyl
el sbpbjle ) gpuie b bl copse lys
g ol )S g oad pll imgh 0 .l Slgren
390 slojl 5170+ a8 sy lis iagh wls o Ko
byl Copie plaw iloodly 5| g ol )3 (oy
i Sblje Cnnte I shieope 4 B (gynie b
g bavie Jials daanlp oL (Gl e ) 565
JLl .(\Yl) ..\3‘0.)9.] OL.\.QLA» 9 UY}.ADLA o 6)9193 9 d9e
Ois ot bl wsly Gl g8 ol Siegh
SRl g SS9 03 B lie b G S)
G PSRN I IO GO\ NPYIE TS

39 ohyiie b 550 bl gy plojle G ojlul o
5 wbas alyl cas s bcuwy wle 8y
(F) 2903 amlgs S |y pljnte o] 4 juiy ©Y g
293 B ples b (Slops 5 (g loss (sl lojlo
I Se ley (Bl lil s wiln B w,S )l 4
SeS S C)‘il Pl LmoLo)’L» Oﬁ] 4 oS d[{bd}’)’])‘;‘»\
oy ol 3 (V) cwl lyiie b bl Copte S o
L bl copte sl 29l 9 sFlel g g kel
sy o 5l & (65908 Seyel Sl liwlows 5> (g yide

AN
2 syio b bl Copte asly S50l dlp -
20,5 o alyl 5 hblpiiduy b b ylows

Etslol) ok o5 ok go5 clodilpe oy
b 0508 e ymass g (wny idledly e
«hyls oyl ylow plo ©loas g4 5l E)/Uol 5 jlel oy yidin
c Gl jloel oy yieS

sy & WS 0 S5 065 (mgly )3 )lSen 5 b5 )
Gy S Jelos 5l S glsis @ plgies 1) 5lesS
POl Giagk ) Jg )5 Jlai 3 (gpdie b bls)l o e
L bl copse @lby jl (S plyis a4 oloss g
g8 Wlasd o slaadlie o g il (g
Gl jmass § (e 590a0)y oo ¢ sBiulejl) @loas
(3) 28lon slatel i sl ()5SLsS

Sy pasuin jluleds (gyiie bas glaadie oo
ly O3 g Lol cpyide Sh Jlow (oSS g Lois
olis &S Cunl jliel pieS gl demge byiie laas
Soslzen 4 a8 adlae )50 (slaglivylen 0 Am e
4 eS8t g wlaslby b ylwlos plo dy50 0 cleMbl
O 5 dlodes denge byde bais (gly Ly, JWd
2 Hlews ColS Copde D93 g o8 yiudie Cols) dm slaadlhe
Cols, d).;o)'l,\ﬂ 9 )L...,ol O3 i dl)b Ol.‘:..»)lo.:.g
e > sl jlitel (g 1S (Sl elaie yobo 4y (b jitie
On &S W o olid G gladdl o)Ken g lwds,
S92y el (gyde cold) 5 syt b L) Copte
A e Coloy & Lol Gingh wls b as (VW) o)l
b e b b)) Copre BT 51 S glge
SN Slgzen

9 Joluo isldS e jd (650bl8g o dleiel (slaadlie y o
L (it nlo s Ohles) it (g o) YLs
alye g hlen By g jlatel (e Shls Sleyd I
bl i bl 32g g ) ol plo 4 g
dy90 oyl jlows &5 483 o i Cpl sl Lol oy ieS
Obles )lly (I3l (el (bgy JLd 4 (9 adllae

Yy

AP 5l /1 osled 111 Jlol bl pliss ilagions dlozo


http://hsr.mui.ac.ir/article-1-755-fa.html

S b B f S pre )T 5 BylBg (ouw

: &ask Q,,}‘ . .‘."v

Sykdo b bl o e

o b b3l Co e (slagsplyil (g5

L byl copre Sldas 5 SOlpuol doliyy pgns
S yuine

il ol glapliv)len 39290 Cansg 2Ll
S iio s bL3)l oy

9 CutS Cupde glaw ol o dly ouyp

Syuio b LUyl Copie sladolyy )l yai!

Wby shptebyn g Il jl J8 sl gl oy
SE g Qe S8 4 gynde b bl cy e

il of el sl
sy b pasuie Ll gl baglinles
Sy b bli)l Copie doby lp 1) jasin
L byl copde o)y sl @l baplis)lon
iglei oy |y 35 (Solel lie (s gynte
Sl 08 Ohee sl i slal 51 (Solel o)
Wopde Colex o Jladl @l (Jlo plio rales

gb).@ , . g HUSHE Jles
. X . ) Olwylen s glayicn » Syuie g)Ken -

» dallles 3j50 glaglis)lon (US,H alS 1 dlawgopas . . _

B B de b (Gl o laog S St

P YL L g2y b a5 edge S5 pledesl .
DS
Iy ol yiwwy g 03b z)5 & dogs 5 o liw)low ) )
I alp GU R Gl gl e copte -
WLdg0d oS
Sl asly gyt b byl copie gl

References

1. ThuyUyen H. Nguyen, Joseph S. Sherif, Michael Newby. Strategies for successful CRM implementation.
Information Management & Computer Security 2007; 15(2):102-15.

2. Sehat S, Shahrokh Dehdashti Z, oveisi B.Prioritize the key success factors in customer relationship
management in life insurance.The new magazine insurance 2011; 142-143:56-67.[In Persian].

3. Bentuwan L, Chaipoopirutana S, Combs H. Effective customer relationship management of health care:a
study of hospitals in Thailand . Journal of Management and Marketing Research 2010;1-12.

4. Abbasi M, Torkaman M. Theoretical models of customer relationship management. Journal of Business
2010; 41:4-8.[In Persian].

5. Hampej F, Swatman P. Customer Relationship Management, Case Studies of Five Swedish. Luella
university o Technologies;2002.

6. Sayedi M, Mousavi A, Heidari Sh. Factors affecting the performance of customer relationship
management and new measurement model fit (case study in the electronics industry). Journal of
Educational Management 2009; 2:79-112.[In Persian].

7. Zarali and Kimiloglu. Wat signifies success in e-CRM. marketing intelligence andplanning 2009;
27(2): 246-67.

8. RichardsK A, Jones E. Customer relationship. Industrial management:Finding value drivers Marketing
Management 2008; 37(2) :120-30.

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

A slar /) oslod 1) Jlol candhes pls il dloee 128


http://hsr.mui.ac.ir/article-1-755-fa.html

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

O)Se 5 (o98n 250

9.
10.
11.

12.

13.
14.

15.
16.

17.
18.

19.

20.
21.

22.

23.
24,

25.

Rahim Nia F, Zeynvand Lorestani H, Feiz Mohammadi S. Factors Affecting Adoption of Customer
Relationship Management System in Mashhad Hospitals. Health Inf Manage 2014; 11(1): 98.

Shin-Yuan H, Wei-His H, Chia-An T, Shu-Chen J. Critical factors of hospital adoption on CRM system:
Organizational and information system perspectives. Decision Support Systems 2010; 48: 592—603.
Mendoza L, Alejandro M, Perez M, Griman A. Critical success factor for CRM strategy. Informal and
Technology. Journal of Basic and Applied Scientific Research 2007;2:4993-5001.

Dahmordeh N, Shahraki AR, Lakzayy M. ldentify and rank factors (cultural factors, technological,
strategic, long term) in the implementation of customer relationship management (CRM). Quarterly
Industrial Management Science Humanities. Islamic Azad University of Sanandaj 2010;11:91-100. [In
Persian].

Dehdashti Sh, Babaii Nejad P. Factors affecting the implementation of the management system with
the customer's insurance company.(lran Insurance Company). Journal of the insurance industry 2009;
3-4:3— 32.[In Persian].

Yaghoubi M, Rahi F, Asgari H, Javadi M. Customer Relationship Management Model by Using the
Structural Equation Model in Hospitals of Isfahan University of Medical Sciences. Health Inf Manage
2014; 10(7): 1058.

Mithas S, Krishnan MS, Fornell C. Why Do Customer Relationship Management Applications Affect
Customer? Journal of Marketing 2005; 69(4) :201-9.

Reinartz W, Krafft M, Hoyer WD. The Customer Relationship Management Process: It s Measurement
and Impact on Performance. Journal of marketing research2004; 41(3):293-305

Roodsaz H, Rezaiemanesh B, Tabrizisadegh SH. The relationship between customer relationship
management and organizational effectiveness Case Study. Promotional Journal of Human Resources
2013;2(8):1-16.

Rashid S, Rab Nawaz L, Sarwat Nazir, Muzammil S, Zahid M , Moeed A. Impact of Customer
Relationship Management on Customer Satisfaction. World Applied Sciences Journal , 2013;26 (12):
1653-56.

Wang M. Implementing CRM in nursing homes: The effects on resident satisfaction. Managing
Service Quality 2013;23 (5): 388 — 409.

Hsu CH, Pei-Lun H, Chaochang Ch. Customer Relationship Management in Healthcare Service — An
Integrated DSS Framework for Patient Loyalty. New Advances in Intelligent Decision Technologies
Studies in Computational Intelligence 2009; 199: 509-17.

Mohammad Hossein N, Nazir Ahmad M, Nor Hidayati Z, Goudarzi SH. A Study towards the Relation

of Customer Relationship Management Customer Benefits and Customer Satisfaction. International
Journal of Enterprise Information Systems 2014;10(1): 11-21.

Payne A, Frow P. A Strategic Framework for Customer Relationship Management. Journal of
Marketing 2005; 69(4): 167-76.

Reddick CH. Customer Relationship Management (CRM) technology and organizational change:
Evidence for the bureaucratic and e-Government paradigms .Government Information Quarterly 2011;
28(3): 346-53.

Abdullateef AO, Salleh SM. Does customer relationship management influence call centre quality
performance? An empirical industry analysis .Management & Business Excellence 2013; 24(9-
10):1035-45.

Ghasemi V. Introduction to structural equation modeling. 1% ed. Tehran: Sociologists; 2009.

174 IFAF g /) sl /1) ol caodles pltis laions dloro


http://scholar.google.com/citations?user=QANMWK4AAAAJ&hl=en&oi=sra
http://scholar.google.com/citations?user=IURd5XMAAAAJ&hl=en&oi=sra
http://link.springer.com/search?facet-author=%22Chi-I+Hsu%22
http://link.springer.com/search?facet-author=%22Pei-Lun+Hsu%22
http://link.springer.com/search?facet-author=%22Chaochang+Chiu%22
http://link.springer.com/book/10.1007/978-3-642-00909-9
http://link.springer.com/bookseries/7092
http://www.igi-global.com/journal/international-journal-enterprise-information-systems/1086
http://www.igi-global.com/journal/international-journal-enterprise-information-systems/1086
http://www.sciencedirect.com/science/article/pii/S0740624X1100027X
http://www.sciencedirect.com/science/journal/0740624X
http://www.sciencedirect.com/science/journal/0740624X
http://www.sciencedirect.com/science/journal/0740624X/28/3
http://www.sciencedirect.com/science/journal/0740624X/28/3
http://scholar.google.com/citations?user=oF77jTUAAAAJ&hl=en&oi=sra
http://www.tandfonline.com/doi/abs/10.1080/14783363.2013.796160
http://www.tandfonline.com/doi/abs/10.1080/14783363.2013.796160
http://www.tandfonline.com/loi/ctqm20?open=24#vol_24
http://hsr.mui.ac.ir/article-1-755-fa.html

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

& o b bLI )| o pao )BT 9 yBg (o) 2

26. Salavati A, Kafcheh P, Salehpoor K. The Study of the Effects of Knowledge Management (KM) on
Customer Relationship Management (CRM) in Refah Bank (case study: Kurdistan Province). Journal of
Beyond Management 2011; 16(1):59-78. [In Persian].

27. Hadizadeh moghaddam A, Ramin Mehr H, Haj Moghani R. Success model to implement a customer
relationship management (CRM) (Case Study: Saderat Bank of Tehran). Proceeding of Customer
Relationship Management Conference Tehran; Iran, 2010.

28. Fazli S, Rashidi M. The Role of the Factors Affecting the Financial and Marketing Aspects of Customer
Relationship Management Strategy. Management and Administrative Sciences Review 2013 ¢5 (2):583-93.

29. Saadati Z. Evaluation of satisfaction of patients to emergency departments of teaching hospitals in
Mashhad. Beheshti Univ Med Sci. Journal of Nursing 2006; 16: 40-7. [In Persian].

VFAF Hley /) osled /1) Jlof caodls plt iligions dloxo Iy


http://hsr.mui.ac.ir/article-1-755-fa.html

[ Downloaded from hsr.mui.ac.ir on 2026-02-17 ]

O)Se 5 (o98n 250

Assessment tasks of customer relationship management in
selected hospitals of Isfahan city

Maryam Yaghoubi !, Fatemeh Rahi 2, Mohammad Karim Bahadori *

Original Article
Abstract

Background: Today what creates value for health care system is ongoing relationship with the customer,
and successful organizations are only those who are able to make clients for lifetime and can do the
mission of responsiveness to customers in shortest time, with best quality and with lowest cost. One of the
strategies that help these organizations is creating an ongoing relation with customers.

Methods: This research is a descriptive- analytical one. The study population were the nurses of selected
hospitals inlsfahan. sampling was carried out by randomized stratified method. Tools for data collection
were researcher made questionnaire of communication with customers management whose validity and
reliability is confirmed. For determining factors, we have used of confirmatory factor analysis. The
method of data collecting was structural equation method and used software was Amos and Spss.
Findings: In duty dimension of customer communications management, services diversity had the highest
score (2.9) and in management of productivity, customer communication had the highest score (3.2).
Among the dimensions, productivity ultimate model got the highest score and interaction with customers
and customer maintenance had the lowest score.

Conclusion: The health care organizations can remain in the competitive market by implementing
customer relationship management. This is essential that studied hospitals improve the obtaining
information, customers' satisfaction and loyalty, new customers' attraction and maintaining strategies.

Key Words: Customer Relationship Management, Patient, Hospital
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