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. Cronbach's Alfa Coefficient

. Exploratory Factor Analysis

Kaiser-Meyer-Olkin Measure of Sampling Adequacy
. Bartlett's Test of Sphericity

. Kolmogorov-Smirnov Test

. Pearson Correlation

. Durbin-Watson Test

. Statistical Package for the Social Sciences (SPSS 14)
9. MS-Excel

ONOUTAWN R



1av el e (5510 53 5 yiden b L)l gyt i

Olee calio g Lo plail S’ doyo YAR ( cdlw |y (20,85 3SThe j0 jga> 03501 ol 3
el ool oals lis py Jeaz j0 badl ple .aisges

OBzl Sl Caros Wluogas - Joua

Slolp ey Gyl gSllbcans Sy ko
T4 Y0 Sy
fY/7 VO 5 S
A [ Yo V0
Yar VE. e _ Y3
YY/o Ao £._1) -
VYA 5 A+ - F)
AN vq Jlobe b
ARTA WY ok
YAIQ V¥ cesliio g Ly pla
ARVAY f. =y 5 ol] oS )
Va/y V- b elaizl g oy Congo S 0 yya> opSl
o L 8 5 Ol S
Y 5 Sl B89

ol GRegi 30 (o835 s ST 5o Gliie jeam 05Kl g s s sl jlaies
Sl ladiges 0oy PYIT aoys iy ool 1 i i 4y 4 o asliiol Sy o lads S5
55 po ! Y 311 sl ayj 0o y0 VAUV 5 CisSies Jme 4 5205 oo YYIS ccmlio

Sl 00l 00l ul—hﬁh—' ) Jiu B 0)19.@ ).vL..u ..\4.55.0.» &.)‘5"“: LSMJ))B LS’UJ'Q"



WA j3 g olo 5 Y'F oylods ()9 <oy Oladllao 13A

9339 5 Sy ol Judo wlal l.bsiog.o}i Ghe)yd &a3e8 ) IS

lJ. JoLu)‘ WJJM 6Lb).au.m ()09"4} )o ulfmo GMJL‘ g_)‘).la; u..j;Luo 55& o)Lo...'f: Jju\?
bl co e (oKl o YL ams oo LS Ql.;—l sbadlio of orr 4 (5 lolBg 9 (CRM) s st
@ by gylolhy paie )0 uSile (0 YL g (e SIS 5 S0 adlie 4 bgsye (gyie b

w‘ AW oé‘b QLAMJ Lbu,.j.:L..n uJ).A-QS o‘]o.ﬁ L ).v) Jsh\} )b as ..\.ul.v‘sa LS)LJ) 4.0.!§.A

OSBRSS P slagenly 3 faibin] Sl 5 (ilie Y Jpir

Sl 0l Sl 0l
= I

i s
sl Tt O ’” s
JFPA YISV 6t S 9 50
PV YISy 6t b Jlize L3 ARSI
FAE YR s ’ T
PRV YIEE & ite Lido 5 i CRM) (s 22
/Y YA ¥ S rin b daslgy (s3lwotng g dnwgs
NS R S
SNYE L YIN & 5Joks
Y YAy 5k,

She obyie g by L (CRM) (g i b bl o pae sboadlie o bLS) )0 sy

T 0305) Gl @l b eoliiul yges e (Srad cupo S el 5e3] 5 G558



124 el e (5510 53 5 yiden b L)l gyt i

G,_...Ja R )9.]4...A L Qﬁ""’)“" M w).ao )‘ OJLQ...»..J‘ )| J.J Awbso dw o)Lo...':: Jj»
plos as oly gl Jol> gl ol colaiwl B proml -89 ,550)S Q}A}T 3 s oy
pled 0gdon odalin ) Jogaz ;0 &5 4sSiles Wsg (oamb @8 Gl Ragh sla e

ol Jlolize P/ mhaws jo o S

(CRM) (g yiiio b bl oy (saidgo oy BLS 5| (o) 12 6132 oy (Somsod ol i - Jgur
ol e g ylolg cilise Jolge
Ob o (5,10l
Egoxo gy LS
CIFYVYE PR vy & e LS5 g S,
CIYAA VRV LY & yiion b Jlize b5 )|
SFAAE NI NI T R
rYOE YT L pyaEE 6 yiion b Ly (g 3lmots 5 Aross
CIFFEE TS R L O (CRM) (s 20 b b5 | g pe

O =)o) o yo jbolos (Sion 5529 **

’..."

b b5yl copae Jalse Oltl gpome (omyp iz O (Kioned @l 4 a2 L 1Y
izre b o3lail N lagen 03l @ 0 iie Wiz (95 ) Sl 5l Ol i (g loly L s itee
Jslaz 50 lagsesl cnl @l s )3 eolital (yguily — 90 905 5l lallas izl (c) 2 sl

il o lo & g 5k ojleds

6193 H3(CRM ) g yitio b bLS ) o oo Gl (o 2 612 W02 gumw )55 903 s -F Joua

. &

RLE

— (90 b " O o o O yS 5 <y

Ogwilg &ololaxw ouus o ai FHIeES N

Y/ha- eeN FAUARY SAYY < I¥0 Gt b LL3 ) oy e

Copde paie 5lp Geusdly —mye0 (505l el e odaline oz ojlel Jgax ;0 4 shailen
Ly 130 08,5 535 Krand lallas s a5 ol Lis (VD < YN A+ < Y/0) (g yiiie b LLs)|

1. Enter



WAL 1 9 010,35 FF o,lols ()9 o oo Olallao Yoo

als ul.ma 5(43).'9 &s u,..ul.u)‘ﬁ J...L?u) \|5.|T U}A)] C.ul...t Cyerodd ] )‘)3)9 L)?"'“")f) )‘ oolazl
(PSe/+2V) 5 s 0925 s alaly s e o0 a5

Ol e 5199 b (CRM)(g e b bl 5l < ke (sadd o (ygmu )55 -0 Jgur

& slobxe mdaw Q’"’)T o)Loi ).uia (YR} < MO, i SHo

ol Y[+ #Y - Y/ £f el oy
SNYY VIOYA -[+ A 1 0) &y S5 ¢ S0
R S AN (6 5ty e L)
ofe e O/AYE </fAY JIDFE & yiion Lai> 5 i

Olytie (5,lolag

off\iF YAYO <[NOY VY srie b dalyy gileotg g drgs

s > o8 (s ita (6ol5 L (CRM) (s y bl o ote (sl s30m 5 lis 3o
-°}.’.5 9 AMB.' 9 (P:./. ’\) 6J—M Lo 9 u..\? ‘SLQAJIJ;Q Gl 00 oals QL......: G..: o)l.o..i}
&l 6rd Gmiin Grie b Bl Cupoe pste L (P=110TF) ie b g, s5le

S5 AR g

Ganie b (wld o SeS olyiie Lis ol glanie jI Sl oS ol iagh plsl b
Ol G 5l G e b Byl o poe algie Sl 05T apaz it i 5T el s
355 oelai W e (il g TS g e Caz Laglejls 5l (sloayl3 olass 9,001 512l
ilody51 (59, (CRM)(s yten s b )| (slapianss 31 65 050 4 ol iiide b

oy b (CRM) (gt b bLs,| o pae pite o o5 ol (Lt Ggam)F) (y905] b
WP/ 0 1) 518 w52y (g lolime 5 oo bL3 | st 8 (58559 (y8 3STpe Ol iidee
il azs pl o)ls ey (i b bLI ) o pae @b 51 Gl i (6)loly (st Ol
3l s (5 jslogu sl 093 ot dled ady ;B 0 a5 (L35 (i SThe a5 Sl
sl ) @l s @5 Gl s plytie Jlod 5 plules alex 5| CRM slaasyl b 6,5 1%
&5 0 4T glita b Ll )b o pte 5 il Sleyiie b Sl 5 biis (ol fite

1. ANOVA
2. Customer Acquisition.



Yoy el e (5510 53 5 yiden b L)l gyt i

5 oSl (Ve ) Toels g 35k, (Vo V) pllSem 5 Tl (Ve 2 1) 58 b b ansly ()
NN G5 ) oyl Slgter (1Y) polgm s 5 (Voo A) Lo g TS oY+ +#) 0SSy
Voo A olSam 5 SYF Yoo f ailSog g Sl Ve oY ulS g 35k, VoY (e g )b
el as Slalejle oS WS oo o,lil 055 ipgh j0 (Yoo )) 5,8 (VWA (ol auw
et g wlys Ll ey Ll W58 op 5l g & syt b BLS)I Sy e
b so L Bl 1 (gt L Bl )l 2 oo sl (g5l ool a5 2l yo oo oV F) 5L,
Glog ln |y ol Lai> a5 ol gl b aS ol (STl g (e wgolazil o Slae
axgi b gesl cnlyo ol 5 code bl sgzg LYS alax 1o jls Slsan wils oo (55,2
Sloas ail] syt g3laill lgs b Bllae (o859 Slesd cawlio Cuaid aghy slaadly &
Uy 5 oley Jlam 0 (28555 Slead ail)] Ce o c(g 7t (aBDe) ooz 5 2 4295 L (23559
Sload aine) )3 4ol 4 4z g5 b claaed o )3 09 SThe cnl jo Ol i b Lally) Lad> 5 olx]
a5 wlboe ()9 Sleas ST )3 Olytie Gaecald) e 3)lse 51 (o lee 4 (055
SG oyl Caway Gl o gyt a5 el il Cwed 15 a5l log Colus 1 L3,
Sl Olpae U sl calin jlay 10 08 oo aloyy (0550 s o8558 cuslie Cwons
Wiyl ol yide 4y (Sleed 4z L) Sleas a5 axaly (pl S8 0 sl Gl & (3559 (S
Wpole jadz oy Slead gln (o8559 ST gl 5w 13l we ) 4SS Gl
5 @A sl &5 (V0 F) Copeialy Giooh @l @ azsgi b (2350 obytie 1oy il
@ ol yiie a5 CuBls 0 LAl (i oo (Ve o7 epygainl)) WS (o0 anlpe (23559 5510 4 o
b p sl wleioe 08, (o)) (P She b plidaly, &5 Gloy 5 0oy ulu Cua
S5l HUaSE 38T 5l (28559 Gl gyl s [l 1) Sless cnl 5l eslinul cgz Joine
) ytie b s e sloase blie o g ools (a3l Lals |, 8l o slaatules o b sl aS
L1y o9 Sloas alg oo (oB)p9 o 3SThe a5 coul Lyld cnl o 130 aas als Ll
b bL)) copse sl glge 51 (So (Ve #) 7850l il sy gt Qi @ 4z
23 5l a5 (Ve o7 iS5 wils oo a2 39 (092 (BB Sz68 5 hawgte slaglosle )3 1) (i

1. Gartner

2. Tan

3. Reinartz, & Kumar
4. Ko

5. Robinson

6. Ozgener



WA j3 g olo 5 YF oylods ()9 <oy Oladlao Y.y

S g Wgd oo wgaie baplejle g5 (nl 5l w2355 (s ST Al 4 4z gl b i
Sl s Gbyiie v g ol poe Gl ep Cwud Cou 1 Cand Lsogs sage 4 Al je 5 el yo
Oezred oled 0519 dz gl ST pl 4 03 Glraslin (e jo Wb e g dbl oo Coen]
Slagas asl asls (6 i sleiel Hlojle 4 b yiie (51 a5 ol siiae (Y00 2) Yol 5 olo

AV ipd g olo) wlio b 3 baleasd & ()l e sl g il (l53l 55 o U
alayly o g aiies 55,9 Gleas Gl ©5a8 6l (659,00 b i a0 4y Az g b pien
waxg b b ooy 51w Copae I Al SIS 2l g a6 Cgllas Sleas cdlyo b
39 905 S BT LT 3N 5 slajls 5l ol e slaaiulgs g o, Slae ol g (il
50 Sleas &ll e ¢ gt ldasl ;oo 05,9 pleal b i ol Uanl o 4l g
ol Legh 0 plytie gl L CRM (n bLS I sl o a8 05 (See (yloj Bl
obsiine 5 Cal Caeal lls il sac o ley g S8y Sl 4 4z b W og 105,50
"o e Jelos 5 (G plare 4 Sleas WLl o Jee S p w3l g0k alose 5 5o (5594l
Sles mb mp el pl aS all S5 18 agas b i Gl 0 )b e Laas s 0gdle Wil
P AES Oyl bt Sl 6x5)0 wellS g paanie Jlb laie)lS g2y el
s K0 5l ] e o iloly &b 5l LS LIS o calies (sloo 1, Sl ol (LSS 5 ,Slas
Li Uy o9 e e b bL3)| Cupae Boyb 5l )loly (i Eel &5 a5l ol
5 Coyd BLI )10 1nj g 00,5 o)lil ol 4 e o5 09y (b ytie b b3 ol
M3y 5 6505 o) i auiR 08 5 ue s s ST o led pliie b el
S 6 Wb el Sy 1) (6t S a5 6k sl S8 ol el lo s S
0055 M 5l 5 abpo LI ul s meds (558 gl LTy 055 )l 5 00,8 Jads | ol oS
L agzlse odsl 5o QLS 05550 5 518, a8 S oo plgie d(T 2 0) Ty el dyor e
.(Y”a 555) SV-10) Jiw ula)...m.n u.bé o oli.i}la. S)ge 4O ‘) ‘515 g_)ﬁtaﬁ tj.: .AJ‘}JGA UL‘I""“""
shlo g Gldl Jb j0 cepu 4 a5 L3555 Sleas slaglejls jo gie b bls)l coas
S 0,75 b g dsnte 2 60 Shele ol i s [0S0 L (S5 b sy B,
abal; 5 dnles @l (5 yte S ]y S o Chesd o Lot ST 1505 0,05 e 5 Lot S
olas 055 5l 208 (5 by oL Jlesml 4y (6 ie & jgais] 0wl alils po g b srnd
WS, e e Al Ceas Glen a5 Ko leslu 5l A wes ce e (6t g B 0

1.Sun & Liu
2. Wu



Yoy el e (5510 53 5 yiden b L)l gyt i

aalyz Jlioy 1) Sleas 5l byt oslaial 2alS (st b (22555 Glre & alal; &Bly 5o
a8 y90,0 45 0,5 ledl (gyiin b g blayl nbls cowenl S350 led o g 0l 5l iy
DS @St (g boojlgs 1) 095 alayl) g asS Aol 1) S aS 5)ls 092 Jleis
G b Bl Copae slodilie (s 5 45 05 cnl GgemesS 5 03e3 SN0 @l iz
"o Ol 550y ln 658 e G 9 Khm oS A (P /YT YN YO) 6 i
L oledbl s 3ls Gim os)loe (gyiie Sin,d aod oo lid badl a5 jghiles aiil
Sloanlp dgme sloonl Lo 5 ol ytine | oad Jolo (ails @jsf 5 B 5 5o ConieS
W Sae Slojle 8 50 6ol GiRe Sid plais el (oD (s ST
adlie o Cely a5 LYo alex 5l 0by il a1y ol i 6,0l pas 5 (gt Suls )L
4 ooy GGl g a0 b i b celie BLI 1 all j058 56Ky (g5 Lt 5 Dl
Ol ((WYARQ) ooly (ool8 gl L aS g ST sloidn sled o od), Sleas als
(OLan g ooly Lo8) ojls Sledran (VYWA+) cpolg> auws g (Y22 Y) ) Ken 4 "dge Y+ 5)
U"‘ LSALQJ (\Yi’ ‘UJQ‘PM YooV ;u|)&‘o.® 9 L.Je,c Yeoop u)u.ls.ss 9 uf.”.w AYAQ
b (s Sl ST G (eles 5; cnl 5l Wledges (lyie byt Lad> (imes
Gl ololis jsliiay 10 ails 1) syslogm 5 G255 oot 45wl byt el
@ piY g JB nle slslee b slabaly byt rm Wl (o555 ST olpoe b i
el dole G LT b Lais ol SO a8 aiited Sb yiie sladolie )b yiie a5 sl gl
=S by b ytie cpl sy oo plasl 4 dsleo 5 e st b plojle alaily g ams 0
g B oo lid 095 3l (g yminn (5,l0ly sladall) L s o Bl il adle lejle 4 s
auie ol ol anS CSls s Bl ale Lany 2800 Sleas gl wiin ol >
&yl olsl g (BBT 5510 10 ool il Bleas 5l aS > 05,18 a4l i o Cod (5 S
LS @ Coly gy el fioren (Vo) LS g Jlo) Wjls oS 5555 4 5L g
ailge ;g8 (p95in Sl a5 o9 (elge 5l 00 (S (Shiye (P S )0 (B9 DU
s 5 Tl ol | oely ol 45 3 0ad ol ie (s Joly 3 5 7te ()4 5 ok

1. Molina
2. Hal



WA j3 g olo 5 Y'F oylods ()9 <oy Oladlao Yof

(Yoo h o J g g Vo) e (lSan 5 J) ol Slgseen Y+ A) ) s g gy g (Y2 0)
9 S5k )3 e slaygSl ) (S (Sod D 45 SBl g (Voo A) (g e
0359 3510 4 45 (Sl i 45 3505 pledl plgi oo anl Lol 59 50 lrliled arecals,
2 5559 ST plpse W wiies dlaxo f9as Sleds (e 23L 50 plalss w00 axxl e
obod 4 alen U asl anils o] 095 dcgeme 5l BaiS axzl e coliwl o8l 5,40
slaglole 51 oollae Jol aw (b i ples aiiS ad e 1) llas 5 conlin Sloss (b i
Blas sale> 0.V woles oo 25 5 oo anz 1) Sloas e ) oS o cdb Sheas
LBIS) atly azils JLisl o 5Sen oloy cpymabisS 4o |, Sloas 5 YIS ¥ S o |, ange
5 drwy Adlhe w5 )by e 2sfin b &5 pOl> egh @mbs K 5l (OYAD
OYAR) )l 5 by 5 (Ve #) OLSen 5 Tolysi b b 4 0g st b aily (5lweing
ool Siixe (V- 8) s OYAA woyly 5 oy, o8 (hSand 5 by o)l Slsman
aSeeln g ool lobid (55l b plide (gytie b LU o poe 5l S ye oS
Gole a3 o 8 (g b ohg 5 558 aluly Sy Glejl el sy (55t 5l (558 Sl
Syt b Laily; (g3lwoing 5 (e Lad> g QA2 a5 dged (lyie 095 Ghagh 50 ((VTAL) ol
@ ulio 5 ols s5le) wilie Fge (ol sk 8les Slo il By Cuje S o
Cope gzl wlse 51 S 1) i b capns DLl (Y2 7) 1555l (izran (VYAD
8 else o iagn 1AV 07 i3 ailo e SzsS 5 bamgio slaglojle ;8 (5 b bLS)|
(s e S 4 o559 P S e Gl 09 o b yidie oS 5l il cnl b el
Gl o LS LAl e plyiie & asSiel Cuz waz el ) eolinul 5 Gl
S @5 Gl oaims GLiS ¢ 2585l Woged Glare Jalse (n ege I e b BLS)|
0313 (55, e G A olSin el ( yidie (sl canlio DI 0551 pald o 555 55
slaainlss ar wjls HUATH (b i 5) cnl 51 S oe Sl 0 el a5l 3550 SlMT
Saels Vb CudS L Sloss Sl i Gloin |y @ Gl So Ol e 5 S Faly SGj (U]

S e
Jol5 (2T rls (5 5tn (g laldy 5 Laao ;0 (g e b b3l Cupie 5o oyl @l pslates
Owlsd g aelgd a5 ol o gyt b bl )l Cupiae los el g col Sl (000 sl S

Copde 0l o Wl g kie Blual pl o we waless 1hxl bB Wleads puw 5 Do obigS

1. Yusof & See
2. Turban



B el e 513083 33 (6 e b B, g ke i

clie Cuad a5 3905 (late Wb hagh cnl Cdlas Gangex jo 1wl i (g ie b Lailg,
by woleas dll jo Cepw (s aBe g 3w 4 ax g8 (b lie 4 ead &l Dleas
P Sl o8y Sleas 4l 4 (o s Sgge iz b ie b ceslis LS 15 Laio
& 09 $Phe Glge abox I by 4 Sless WLl s wu sla 555k 5l esliiul 5 (555
P Sl 4 glie o)y ;o gitie b LU Copae e 2B by B

3555 518 S 1ye cnl (¥ ghe 9 (e Sliae b a8 slo oo (LaS 1) detie 0 (o))

&bo
1. Abbasi, M.R., & Torkamani, M. (2010). The theoretical model of customer
relationship management implementation. Business studies. 41.(Persian).
2. Alavi Shad, A., & Sanaeie, A. (2006). “The role of Customer Relationship
Management (CRM) services market competitive advantage (Case Study: travel
agents)”. Fourth International Conference on Management. (Persian).
3. Albavavi, A., & Akhlas, A. (2006). Implementation of Customer Relationship
Management. Journals of Review of business. 18, 3.
4, Beerli, A., Martin, J. D., & Quintana, A. (2004). A model of customer loyalty in the
retail banking market. European Journal of Marketing, 38(1/2), 253-75.
5. Chiu, H. C., Hsieh, Y. C, Li, Y. C.,, & Lee, M. (2005). Relationship marketing and
consumer switching behavior. Journal of Business Research, 58(12), 1681-9.
6. Gartner. (2001). Customer relationship management: The Gartner perspective. On-
Line, Available: http://www.cr,forum.com/library/gartnergartner-002.
7. Geib, M., Reichold, A., Kolbe, L., & Brenner, W. (2005). Architecture for customer
relationship management approaches in financial services. In System Sciences, 2005.
HICSS05. Proceedings of the 38th Annual Hawaii International Conference on (240b-
240b). |IEEE.
8. Ghazi zadeh, M. Ahmadi, M., & Hadadi, M. (2010). Relationship marketing. Journal
of Banking and Economics (109). (Persian).
9. Greenberg, P. (2002). CRM at the speed of light: capturing and keeping customer in
Internet Real time. McGraw-Hill Osbome media.
10. Haghighat Monfared, J., & Saraee Nia, E. (2011). Strategy Customer Relationship
Management system with balanced scorecard approach in SAPCO. Journal of Marketing
Management. 10. 119-44. (Persian).
11.Hall, J., O’Mahony, B., & Vieceli, J. (2010). An empirical model of attendance
factors at major sporting events. International journal of hospitality management, 29(2),
328-34.
12.Katler, Ph. (2006). Principles of Marketing. Trandation: M. Foroozandeh. Seventh
Edition. Learned Publishing Publications.
13.Kellen, V. (2002). CRM measurement frameworks. Retrieved May, 20, 2010.
14.Ko, E., Kim, S. H., Kim, M., & Woo, J. Y. (2008). Organizational characteristics and
the CRM adoption process. Journal of Business Research, 61(1), 65-74.



1YLy g 18,5 FF o)l )9 P e Ol Y.$

15.Kotler, P. (2003). Marketing insights from A to Z: 80 concepts every manager needs
to know. John Wiley & Sons.

16.Law, A. K., Hui, Y. V., & Zhao, X. (2004). Modeling repurchase frequency and
customer satisfaction for fast food outlets. International Journal of Quality & Reliability
Management, 21(5), 545-63.

17.Mahmoudi, A. Moradi, A. Sajjadi, SN., & Hamidi, M. (2011). Factors Related to
customer loyalty fitness centers in Tehran. Abstracts of the International Scientific
Conference on Physical Fitness and Aerobics. Tehran.148. (Persian).

18.Molina, A., Martin-Consuegra, D., & Esteban, A. (2007). Relational benefits and
customer satisfaction in retail banking. International Journal of Bank Marketing, 25(4),
253-71.

19. Momeni, M (2007). Statistical analyzes using SPSS. New Book Publishing. First
Edition. Tehran. 193. (Persian).

20.Noeepour, B. (2001). Fundamental concepts of e-business (CRM). Network
Magazine. 32. (Persian).

21. Oliver, R. L. (1999). Whence consumer loyalty? The Journal of Marketing, 33-44.
22.Ozgener, S., & iraz, R. (2006). Customer relationship management in small-medium
enterprises. The case of Turkish tourism industry. Tourism Management, 27(6), 1356-
63.

23.Payne, A., & Frow, P. (2004). The role of multichannel integration in customer
relationship management. Industrial marketing management, 33(6), 527-38.

24. Ranjbarian, B., & Barari, M. (2009). The impact of the foundations of relationship
marketing on customer loyalty: comparing public and private banks. Journal of
Management Business. 1 (2): 83-100. (Persian).

24.Rashidi Saleh, M. (2009). Customer Relationship Management. Journal of Export
Development. 13 (79). 16-8. (Persian).

25. Reinartz, W., & Kumar, 1. (2002). The mismanagement of customer loyalty. Harvard
business review, 80(7), 86-95.

26. Robinson, L. (2006). Customer Expectations of Sport Organization. European Sport
Management Quality. (6): 64-7.

27.Sanie fard, M.A, Khosh Alhan, F. Mousavi Madani, F., & Rezagian Fardoie, S.
(2007) Development of a new conceptual model for the design of customer relationship
management systems (CRM). Journal of Management tomorrow. 54-70. (Persian).
28.Seeman, E. D., & O'Hara, M. (2006). Customer relationship management in higher
education: Using information systems to improve the student-school relationship.
Campus-Wide Information Systems, 23(1), 24-34.

29. Seyed Javadin, S.R. Barari, M., & Saat chian, V. (2014). Relationship Marketing in
Sport Industry. Journal of Sport Management. 6 (24), 15-34. (Persian).

30. Sdlgén, S., & Wiklund, D. (2009). Customer Relationship management strategy in
Swedish Football clubs.

31.Sun, H., & Liu, M. (2009). Empirica Anaysis on the Effect of Customer
Relationship Management to the Customer Loyalty. In 2009 International Conference on
Wireless Networks and Information Systems. 147-9. IEEE.

32.Tan, X., Yen, D. C.,, & Fang, X. (2002). Internet integrated customer relationship
management: A key success factor for companies in the e-commerce arena. The Journal
of Computer Information Systems, 42(3), 77.



Ty (3l o (5 5I0lg 4o (g o b byl e e il

33.Turban, E., Sharda, R., & Delen, D. (2007). Decision support and business
intelligence systems. Pearson Education India.

34.Venous, D., & Safayian, M. (2004). Bank Services Marketing. Journal of Knowledge
View.

35.White, R. L. (2000). Executing an integrated E-CRM infrastructure. Call Center
Solutions, 18(10), 50-5.

36.Wu, C. M. (2005). A Survey of Quality of Service, Satisfaction, and Loyalty in
Members of Fitness Center-An Example of Ebullient Fitness Center (Doctoral
dissertation, Master Dissertation, Taipei Physical Education College, Taipei, Taiwan).
37.Yusof, A., & Lee, H. S. (2008). Spectator perceptions of physical facility and team
quality: a study of a Malaysian Super League soccer match. Research Journal of
International Studies, 8, 132-40.

38.Zablah, A. R., Bellenger, D. N., & Johnston, W. J. (2004). An evaluation of
divergent perspectives on customer relationship management: Towards a common
understanding of an emerging phenomenon. Industrial marketing management, 33(6),
475-89.

Ao 4 sl
\

(9 Copde Sllllae L Lyy9 (o STe 4 b yiie gl jo (i
A=Y A (YA
J

~
Mahmoudi, A., Honari, H., & Eslami, A. (2016). The Role of Customer
Relationship Management in the Customers' Loyalty to the Recreational
Sports Centers. Sport Management Studies. 8 (36): 189-208. (Persian)

J




VWAL 55 g 010,35 P o)lod (U)yg Co oo Sladllao YA

The Role of Customer Relationship Management in the
Customers Loyalty to the Recreational Sports Centers

A.Mahmoudi t, H. Honari 2, A. ESlami.?

1. Ph.D. Student of Sport Management, Allameh Tabataba’i University*
2. M.Sc. of Science, University of Tehran
3. Associate Professor, Allameh Tabataba’i University

Received Date: 2013/10/10 Accepted Date: 2014/07/27

Abstract

Customer relationship management is caled to al preliminaries with the aim of
attraction, keeping touch, optimizing of long term and invaluable relationship between
the organization and the customer. To achieve this, all the recreational sports complexes
could improve their condition in the competing market, utilizing the advantages of
customer loyalty. The present study aims at examining the role of customer relationship
management (CRM) in the customers' loyaty to the recreational sports centers in
Mashhad. This study uses a descriptive-correlative method which was conducted in the
field. The population included all customers of recreational sports centers (swimming
pools, bodybuilding and aerobics clubs) in Mashhad who had at least 6 months of
membership. Using cluster sampling, 4 regions out of total 13 regions in Mashhad were
randomly selected. The sample size was determined 384 people and after discarding the
corrupt questionnaires, the statistical analysis was done on 356 questionnaires. In order
to gather data on CMR, a researcher-made questionnaire was used whose validity was
(0=0.88) and for loyalty, Liu's questionnaire (2008) was applied which was estimated as
(0=0.85). To analyze the demographic characteristics, we used descriptive statistics and
at the inferential statistics level we simultaneously utilized the Kolmogorov-Smirnov
test, Pearson's correlation and multivariate regression. The study results showed that
there is a positive significant relationship between CRM and the customers' loyalty
(P<0.001, r=0.464). Also, among the CRM components, attraction and retention of
customers were stronger predictors for their loyalty (P<0.001, t=5.924). Therefore, good
communication with the customers and enhancing the facilities are the most important
factors of attraction and retention of customers in the recreational sports centers.

Keywords: Customer Relationship Management, Loyalty, Recreational Centers,
Customer.
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