Iranian:Journal of
Information

Processingand
Management

Iranian Research Institute

for Information Science and Technology
(IranDoc)

ISSN 2251-8223
eISSN 2251-8231

Indexed by SCOPUS, ISC, & LISTA
Vol. 34 | No. 2 | pp. 719-738

Winter 2019

Identifying and Ranking

the Factors Affecting

the Selection of CRM Software
Using AHP

Mina Ranjbarfard

Assistant Professor; Department of Management; Faculty of Social
Sciences and Economics; Al-Zahra University; Tehran, Iran;

Email: m.ranjbarfard@alzahra.ac.ir

Atiye Ghalami*

MSc in Information Technology Management; Faculty of Social
Sciences and Economics; Alzahra University; Tehran, Iran;
Email: atiye.ghalami@gmail.com

Received: 29, Jun. 2017 Accepted: 17, Jun. 2018

Abstract: Since the implementation of customer relationship management
software (CRM) is widespread, there is always concern about which of
the various CRM software providers should be selected. The aim of this
study is to identify and rank the factors affecting the selection of CRM
software in Iranian organizations with Analytic Hierarchy Process (AHP).
For this purpose, important properties and criteria of CRM software
were identified through the study of literature and considered during the
interview with experts. Then, hierarchical analysis questionnaire was
designed on the basis of agreed criteria and was completed by experts.
The collected data analysis results indicate that the features of software
including functional capabilities (operational, analytical, communicational),
non-functional capabilities and the features of providers of CRM software
are the most important factors and should be considered by organizations.
Also, functional capabilities, non-functional capabilities and the features of
the software providers are respectively important. In addition, weights and
priorities related to the criteria in each category were calculated.
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