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Explain the impact of Information Technology capabilities on the customer
service process using fuzzy AHP technique in franchise operations of real
estate agencies
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Abstract

Customer service has become a vital strategy for organizations and is increasingly tied to the
capabilities and technology resources of organizations. This paper examines the effects of information
technology on the customer service process by providing a positive view of the application of the
fuzzy hierarchy analysis process. This study, in particular, shows the different effects of IT capacities
and resources on the customer service process in real estate agency franchise operations. The structure
of the article shows that IT human resources and business experiences in the field of information
technology are important drivers in the implementation of information technology and its use in the
customer service process. Thus, IT human resources and business experience in IT are key IT
capabilities that affect the performance of the customer service process and the impact of IT human
resources such as IT management skills and IT business experiences. Examines implicit shared
knowledge in the customer service performance process.
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