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Abstract

In any organization and with any type of service, knowing the different methods of keeping customers is very key; building
long-term customer loyalty is a smart move for any business. Therefore, the main goal of this research is to identify and prioritize
strategies for attracting, maintaining and loyalty of commercial and corporate customers in Sepah Bank's current accounts. The
present research is descriptive method (because it deals with the description of whatever it is, without involving personal
opinion) with practical purpose (because it wants to solve a problem) and exploratory type (because it seeks to identify the
strategies of attraction, retention and the loyalty of commercial and corporate customers in Sepah Bank's cutrent accounts. In
the first stage, the investigated community is formed by the managers and assistants of Sepah Bank branches. The participants
in Delphi research include from 5 to 30 people, based on a qualitative questionnaire. They answered again and confirmed or
rejected the literature solutions and announced new solutions if needed. The minimum number of participants depends on
how the research method is designed. Then, in the second step, after designing the DEMATEL questionnaire, the respondents
were asked to answer the internal communication of the variables. Based on this, the size of the community is 30 experts,
including heads and deputy heads of Sepah Bank branches, and finally 27 questionnaires were accepted. Considering that
service delivery in any organization is primarily done by the human resources of that organization, therefore, employee
satisfaction is very effective in the quality of service delivery and can strengthen and increase the collective motivation of
employees in this field. Providing products and services, apart from being based on the important needs of customers, should
have a high quality level. Originality in research mean what you are doing is from your own petspective although you may draw
arguments from other research work to back up your arguments.
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Table 2- Biographical information of experts.
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Table 3- The spectrum used in Dimetal technique.
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Table 4- Complete communication matrix of customer loyalty solutions.
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Table 5- The normalized direct correlation matrix of customer loyalty solutions.
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Table 6- Table of D and R values of customer loyalty solutions.
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Table 7- Creating a causal diagram of customer loyalty solutions.
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Figure 1- The pattern of variable relationships in the Fuzzy DEMATEL technique of
customer loyalty solutions.
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Table 8- The spectrum used in DEMATEL technique.
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Table 9- Complete communication matrix of recruitment and retention solutions.
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Table 10- Table of D and R values of absorption and retention solutions.
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Table 11- Creating a causal diagram of recruitment and retention solutions.
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Figure 2- The pattern of variable relationships in the fuzzy DEMATEL technique of
attracting and retaining solutions.
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Table 12- Ranking factors of customer attraction and retention solutions and loyalty.
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Table 13- Rating of customer attraction and retention and loyalty solutions.
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Table 14- Chi-square test values.

N 2
Chi-Square 75.163
df 4
Asymp. Sig. 0.004

S Az -0

S5 IS oo Iy (655 ] Lo L0 L agrle o8s30l e 8 (S o2 b (5 4 25 4 St Lok 35 S
Ol et A S oo Jlomdigs |y e b 0l e Lok Dlads Sk 5 Jgmamme LT oS das o 9LS (6 00 Lo S
S il3aSS VL 5 5 Ko bl 5 4 4288 b i LS ol STa) e Slads gBiasal)) 5 baS,s 381 Sl
il 638 1 Jalsy Lt SUxly 5 o OUSHS b ol San i 5 il slazel Ledv 5 40 3 51 Wl 13 sl S0l
Slods i 1 o8 s sz S Cola Lol (65l 66 5 0l 2o o8 s oo 2l |y Jlez cpl e 4 25 S cosdloay
Ol s 9] (e iy (b5 5 gy am im0 ) LI ke el g Sl S g (Sl (6 e
s g5 e Lapla b 3 il 59 aBMes g0 L kS 5 Ll S (sl 1y (6 i CL" Lol e JLSTL Slsl
AR 35 XS e M B b 5 Se ssbay pleslu 4 sy Gl e |y sl Coms 4 i (1365 SaS L L L Sl s 2
Bloe s Fse Jolss s 4 [18] epilin o) 5 ol sl () 55 [10] S o (Soleal L35 ol sBl a2 5 embse Julse
g e Jele Cn glag) b 5l st ls posed GSL Ol e 4 (S ;S (IUSSL Oleds 4y (S ST (6 1s
2 s Dleds (23l 5 (B> Cands (S« 305 4 5n oolazsl (Dlads CodS (285 5 3ea (5 e ol ol 51l
s aliaie Oleds 4 Wdew )y 4 ol 4 [14] pusldazs g o she o S Gl oy S50 ol i (S xS (650005 slos
CuiS [15] OhlKen 5 sl ls adasly SSU 31 LagT (s lales 5 slaze! ch.ﬂ «SSL 3l ol i Colio, b Dleus CuasS
53 ol s 30651 iy s o 30 5 Sl SIS G s (515085 1 s o 5 ions sy (Sig 501 Slants
[16] 5L, Ken 5 Lsmmm 293 55 ol 0l ai- Ll b 200 53 (53l sl 53 Jule DA S xS coloy ool
52 (18] pleslo bilosgy g 0 e o 53 (Saly DUl 5 (2l SRS S 250 5 (2 3l Sl g oladp Slas
[21] Lo sla 5 L sle 5 sl Slallas 5 .5l (golsbins 5 eiitens @Zcte 30 (6 s CoslsaSS 5 d  Laesls yAUS Wsls olis
o el 03 (amle 2B ol fpizeen 5 Sl Bl 3,008 )5 g 505 93 Ol ol 5l ealizul a5 Colis,) disls ol
(T iy gmeer ola o La [22] Gl YT 3l ol e (IS 3l eslizud duad b slazel 5 Sledb) CudS clods oS
s 03lil duab 5 Sos 2SI Culiny 3 Cand 5551 5 6l s Dl 05801 Glasl 5550 5 Shas ¢ DT (6,80 0T (sduas,
3 i 6 o $Senly 5 B3| gy 058 0l [B] (o 5 LalSo cisls 13 oy 3550 (S50 Solios o Fge alse e
o ol 4 [6] OhlSen 5 el 1> (g e Bl o 30 (6 s Sl ol 5 (na 41 13505 (6 rde Lol (5 holins
duﬂﬁsﬂﬁ&)‘;w)wﬁjbMc’eb)dﬂfﬂic\sdibp ‘JJ)\JbJIJUMJg;;.aJQUOij.iﬁuiégbﬂc’ebﬂdsx.x?w)
oy g gl b ol andlae sy a8 5 8 asetin ol ) s g 5 00 Sl =Y 5 (6 tn (51085 =) 25515 el

sl

10 63 s oo S5m0 Ol sl O L] (50 Jannss oy (Gl o 55 Condss il aSCul 0 Colie L 3500 Ol Ol g8 e 03
weny 53 QESHS oo 63l Rl 5 Cu g o il5op 5 Sl oo Fge SlasCodd CohS 53 sl QLSS ieolis,
Mo YU S e 5l ey Bl 0l s oo SLa3l elal Sl o oS5 51 o Dotz 5 S sammes wil)) 2235
Ol o3l 5 s ABL o Ol s 5 0350 33500 (S5 0 5o Olads A )3 0 (Bls (Sline 4 Sl (IUSSL x5 S
SG S8 gt 3 5 e Oley (2 7S Do b (6 s aS (5200 4 LB 1y 5 VL s 1 el (SOL Sl )
e 3 3505 S K 51y 5 Sl [ Sl o 585 1 5 e Mty bl onlind 5 il 3 1y SO oo
55b1s slagilolur polad 55 o e S (il SO (5 20) ol Cand 0 5w yiewd 53 Sy o0 SO L 50 BULISREEY
T fle ol s (6 xte o8 il YU (s 4 0T 51 eslil S sgas Olie 5 13l 5 oo iz 5 355 0303 513 (5133l 5

Al oo Cods S Cao o Ol e (G S Dlods 3L 53 53 (sl s e Lo oA ) S 239 L5J.<p)\)’§\(=)}



Sl 5 3330t SO g b Sl e s 15 ol S S S5 Sl S 6505 oy
sl (Jlaglgeay s Shalidl ) glisl Osglhe mmen 5 Kb 4 (5 2b0 (St Cl’“dbss" SN paen ClaLiu oo b bl
ol.<:'...~.> ‘LS)l’. &T)Lsm’ }:19; &Lv Qyjﬁa;u J.._vL..u 6;1.1.» J—‘:;l J»JL.»\ » u‘};& ‘J..ZL:JA 03 yuun 6\)\3 &Lr .>J','v Uj.,o L;f.;l..n
ot g y3le s ol (6 e ) ?)DJ&QCJUJ})OY}&M bl b all gl a 5ol g wbcoles leo)S
s § e | s ab g 50 (6 2l L1y 055 (B3 o iz 5 Dl slie o 015 o0 Ao (6 200 Ol Ll o 5 0558 5
5oy (SHSr 5 3k slaglelur (531l 5 (5350 SO G 3 5ol Dl 550 Sk 4 ulie b o pe oy 5 31
B) obu.';u\yglﬁg;{- ‘5“&3;-‘ QL.I&L}-.A Séfu @ ol @Bl Ser 9 & wl;- rAJA erJD &7;42.,«:} 6)‘;.- uL\;— o@{g-
Sl Sl FLBl 5 e Sy o) med 31l o3ls RalS 5y any ol 53 Gilaw 0313 ) Sla (51,8 St
Tl 4 Il amslom psas 5l (6 2l Ol e Sl 60k s b 500 AL 5 Sl 4Bl [2alS eSOl ) 53 0l e S
4_:.5) w\ B é.vLm Lf’hb Lf.‘}'&” JdLm‘ B QL\%M CJY}}J U’l‘ {"9);51; L&h&b )\ 6>lf.) 6.)‘.\:3 Jj J.-:v_l.q..: &%Cm.}) 6)‘-’ h_)l-v\q"
R) 03 G552t 5 Sl (GUa(s S T 3l b 5035 (S5 0 i3 ) 53 oS S el e Auled e U5 0L e b
Conioy Sy g o Solgrlig 48,5 Sjpe (02 Sl oy 5 45 e 3e 4 oo b Bl oo LiSAL) Sl joseas

33,8 oo byl 23 0)l5 g a0 (S 5 (65 Ol e (6105 5 SBIaaSS el o psoe bt SOL ()l sl

plewe 9 Nl SN 30l olazs/ 5 Lael Uasl

Cla 5 Kks Jows 5l SMgaad S35 Sl il V Ciles sl Sl ogllae 1 B0k () 2 0 SMgand Uasl 53 55Le3 slow)
G 5 (S, 03 Ol e (5l 5 48,5 5 (5030 3550 o 4B S 53 QLS By 5 A i 53 8 lp oS 5ol
sopde Sla gliael 5 OS5 4 bl e Sl (93950 5 Slles (008 oy A (5)lr A5 5 sl Layl,8 5 Dl
b ol Sla 235 5 (92920 Jdne b i Mg L0 OUSGel gl sisas 358 48 S K5 55 Y+ % (VL plluslgms

aale £ LY M 208 (658Ul Do b OMguad o by o Kibe l 5 4 s

Al sbaana 53 1) S Lo Sl o ilad dgd (6 s a5 oyl 55 1M gl s S35 6l )5l 0
Ls‘f bo.\.ﬁ:w:x:v C)M A_Abﬁ &;L} g.l.héut:j’lmg e Ls))‘ ‘_QLAU‘)>-}MLCAW cLQJLM.«\ )LZP‘):E C)Lobj CJ‘Y}M

Al G SO g ol B 5 iy sl 0l e Sl B 500 53 3,550 5 53 Bk 5

o SOL OV g 5 Slods plo oS Bad> ol 2he jogeas 3 16 mhe Sleds plu 3l (6 e JJSJLSCL.AQ_UAJ Bl
W IV eyl baaslisicn 53 odds a0k 31 VL EDgnd 5 0l FB s lesges 3L | LC 5 aelbizilers

oyt S 5 5 Sle

o.ﬁl.a t)w @ 6‘))‘ L;La‘d‘)" B ML’&;JLM c&.)l.«.»t\ )LJ‘J«‘ \;Ab*)) &i QW CL.A u,::;ﬁ L Lhcbj.:.ﬂ J..:_Lw ij'“" Jabr)
33,5 alis) (5l Sl 3lis o b o Kks tmslies 53 Sdaoli S 5 (5l i (6 20 (SLaes s

Sl S g1l

)‘ J%)&{}Gﬁ‘\ﬁ-ﬁd)‘v\a‘ob ‘JJ ol fu\&a ‘g;.m:a ":“'.’.J"Jiﬁ') c))f‘ g.;:u)jlg.” d)\&b ajf-)Ju.iy Oleds

ged o 5 Olme ) By GG s 0 e Ol 55 00 35 oo 5 el bl (e b 030 5 0y

Ya¢

=5

YA\—YQA laedpo NF Y ut.w.a) ¥ O)LA-\;‘ ) 093 ‘v.i';l.g;“;b L.S:J?Ab A:le.hﬂ/



Ydo

o L ol slacla s 2S5 5 ()os Ol ie (5,05b5 5 CoblaaS codar (sla)\SKal; (stuy sl 5 lulid

6ol Sl il ladlp pikigasly

Gy A ST Jlegylpieas AL oS oS W5 g0 s Jrgd 5 15 3,50 95 L 5 ok Sraind 9o (sladi] b pwdige sl

Sl o Sppeo il Jail o (6 S L SSL
SolSr 5 5ol Pl 0 52 (Lt b 4 a3 0 Sleds o g g dnnn s

YL o 5 SHSr Slols (S5 28 @ a5 b ionds 55 SIS wbola 5 (6l slacla gaze Sl A 35 Lol
23t o3l Sl 53335 o Mgy (SIS wlaln b Jas o (ol 3 el 5 (65150 Cogr nd odge (S sl
el ASSILISIS" Ol Cos (SIS 5 ol lacles 0 OLlS Sln et oSl Bdis opls 48 gazes )

Ssdobml (Fam 5 Cad U 3las) "ol

SIS 5y b saailals L by STL Lol 5o G2 b 5l S st soms 5o S5 QLG 1S aans Lo o il S LB L)
K;ixjﬂ;,d\_;‘Lg)lg-;.»l..v-@Mﬁbajgwj&%msﬂg—%yl}jﬁmcjbfbb WS g S
S SSL (DB )l Sl

S S (S Dok g 585 5 dxmn

il o Ol e 5 03,0 35 8l (S5 10 H Olad A 55 & RBls (Slire 4 Jliomd (ST dxus s

adnl b 3S1 555 dsb 55 g3 diedisn Lgugaﬁdbl:f;fr}u oS anale 3950l Lol 5 531 SOL AL g (s3I0
53 Ui 5 ratn (gl S 5 eslital U SIS 55 ke b Ul 31 ki e plod] diaipn sla 208 L 1y 38 0355
S grome Sl slital 5 SOL ol g anxlie o b s g e Sleds Sl oslital 55 e 1Bl g 08 Sy 5 4, U
O3 b‘>){°ﬂ>)\94§>31§<.§)."u‘°‘)} u")b M‘ Ji)“"‘“ii >.>)§6A JL@,..Z.:i 1 .J.:abdc u‘b ﬁ)wdlij:‘:‘” L;\JJ QT
ngbuwdizujlﬁ‘wbghbbdawob@mc&b‘-}ib_}njézyybe%ﬁc&b@ﬂ\@b&kﬁmdw
ey o 0o (553150 53k G 10355 9k 5 Sl o (DT paoty il S atins [ 5ubas Sl 553 5 Ol s
Sl DM s 9 (S g 08) (S5l Ol CL’:Q@\ Sl sl esls H13 QAL ) e Ol 3 e s 0pls S

AL S el S S 3 Sl s

YL sl 5 S Sl (SOl Sloas (S5 28 4 am g b icawd slojlu Jlsla 5o o 9 Sleds anags 01> 3,5 Lol
(Fam s cand U o) cnds Slojla Jlsl 537 88 Olods anw s’ Gl S (lopls 33,5 o slgiliy oy ol slaawilolus
Ly e sl ads =) b bl o3 Calbg 3505 358 50m0 3,555, b 5 S g 01 (6 USOL lads (gl s Li 55 Cla
AP TNH J PRI E SO PIC Uy NIy W5 NICH PRERPS U L DY SR PN PHCE ST LSTRIPY

.CashLess s ATM (slaolSKauws Sl 5 IS s a3 bogs o sladal 3 adS —¢ 5 IPG 5 POS

sl sy VL g 3 sl (SSUL Sleds G 3l glaT oslizul 5 o s S pon 1lo s & oaw 2asd S s 5 Sab o
S s Jlagyl iy ylad ealinl 5 3L 5o 1) (SOL S G (RS et by 5 S o (0 208 o by (6 2ls S S 525 4
Ctd (3 f o 33 Sl o S Lol 5o 13l 5 S i 53505 (oS SaS 15ty 5 (Soloniy |y ST ol o 153l 5 152,
Olee 5 8le s Jamms (piaman 5355 303 513 (55133l 5 350l Sladilalr pold 53 T e o il il UL 5 2l ol
Spa e G Fege O 56 200 650 Bl gen flw Wl S ke oS AL Vb s 4 O ) eslined S s
L Ol S5 Shes St s €503 Glpieay bl o S SO S 0l 2 (o O Dlods 3L 55 el

Wl Ol s 45 )50 sl SOb g b S ple olSas b S5 o) s s



CSph Dhaglpe gelans 5 530 5131 4y 523 Silisel ol

gk e 53 (b ke Slte) 858 0 SIS0 35 bl o o omelin (20 B > oS s (5t G 05050 51 S
oz 33 (ol Dlamodile oo i b 3 SIS line 5 D) s o e 5 Lo SSb a1y (6,505 Kb el Vs 4 Slogl e
LT oy a2 L e 5 51 50 (sl 33,8 o 2ty 110 A8 oo o ol (53,8 SlroseSSl ebas ) a2
P 3 S gl pedan 53 S50 5 5 (dnenlio; W)l b ol O sy 48 355 48,8 L5 55 (opeas cnl 53 6o s

o1 Joe by oY (o500 (B 0Lt S b
O e Sl36Ss 5 g3 lalalis slaaslsy o o b anw s

s 35 Ll ‘%TM@MLMQ)W@&%FQQE‘LP}‘ASOTQS‘J{W‘)‘))‘};-J{&UW{W‘)‘6)‘5&})}56

33,8 ol aney ol 53 o3 Dalging o) eed 3l 3503 syl (g loliy

U ok 5 lior il cmmt o oo 255 o S8 15 355 0 350 0l e oo 13 2553 635, :CRM el (5316061, )
S (g s 3o 03 39w 0 O I3 2 5 G 2s G I3l & Ll 5o (533 CRM (G 35 sl oo 513055 2 (VL Sl 51 0k 28e b
3 Ledda SalS Slles b e onl Gl o US55 By L 4 s i OSGl (e b DL sy S Sl 3
oDk W5z a8 A3l o (555 CRM I 3 (2 b pates LU G 355 e ol (Sl ol o o 8Ly G s 5 sl
s S CRM (516115 G 4ian 3 S o351y Sl o o bl 0l e ot oS 0l e b Sl g
et 355 S5tk (SISl o3 3 3] e 23V by (6 s Sl S CRM 13,5 ST oS (5 5boken
ol 3 0148 ey 53 (S s Sl 503 1 o 5 sl (6,800 1B 55 0 s Sl (0352 olin (ol (6 500 2 (2 5SSl
WJagl sy 33,5 oo (5 s SIS g s el AL SEAlS s (531 o b g 5S5mly CdS 5 S Sl e i
Ol 4 5 (68 ool YE OB 8o o S0 iSUI L s glasilobus 31 ol SSL (L)l adBlS b g e (53l pules 555 2
O n Dlas 3 s el 2alS 1 (alio )b adsl aled (a5 lad on (531 e Das 5 Dlad ¢ oL (6 20 G a5 p3Msl (5 e
i gr 855l

gt e e S b g by (0L S Cand S 3l 3 iliien e 53 0l 0 31 ok 0 e b (B SIS b Y
sia (CRM) (Sl il o sS5mly S50 S 55 2053 Ll el 53 45 ol (539 0 b 2 31 (6 e g ol 5 1 e (0 555y
Wl (63572 S 48,8 o) g0 Sy 3 5 558 (Slays gome aan L pl S5 5 pl Sl a5 03 10 Cosems olair| glaeSit 13 K5

e Ol 4 wblite s B osed |y SOL SV puames s 0l e Cllad ey 5 Sl oy 2 b 10L&y (6 e Sty pebas 231 Y
(ol Sl el SOL SV e s (6 2ln Jids il s ey g0 03 5 (S15 SO 335 o (6 s ailinr (Jlagl ey a 503 byl 5
2355 wlyl oLl a4 5 e 5 abileds (@l )18 olKaws

Lo (6 e Ol 15 533 5 et 5530 Oy ol (6 2he G 53 Ol Ol (5 e L B pelan L) b 2 e o3 ils o L8
S by o (bl mlaus izman 5 Sloglpe e G150 Olil Siazlio) om 5 conlie Sl LI L gy bl 31 5 2508
Sy ol Ol Cl::.é\ OlO,8 e slgiiy «OMgud s (Jlaplpoa 9503 S sl 5 315w (o)l fiey b g 0
(e S a3 9Kty

s cdeliae pliml JJo oy o Oy 0l it (61 5 Jad g Lagple sl 5 LS sennS A2 53 0L s 4 pl -] ioliae pl 2| .0
6 e 3l gy 5 amds 53055 (6 e B3y (5 e Sl 0 Ay k) (S iS SLa)S Jre (S s 0 mme 4ie; )

2131 0L e Colioy o 5 035 el e 3loml s )l g0 0L s 4 Sl (SLlia anasss 1 Sl sllua iS e )] 1
S 2y o o ae S an lioil e t4n3 Sl IS cpl W15 e kS 5 ol (SLIAS 408 40 (ol 53 b
Ol O3 3 sl Sladds bl ol

St a3 3 Ladad 033,86 e (33,5 0230 5 5513 2ol s 45 o8I g o ] 6,5, 15 70n 93,5 03308 5 e slomy] LY
Sl a) (2l el by (653 Dy ety (5 e W5 S5 el - ilas oo Jgete SOL 4 ol ) (6 s b (U5 50 550
sy bl Sl ol glacanlie 55 (g rhe WS 5 e cnlie 4 SOL b 51 S8 i o s S Lasl (Sl Js

Wl 03,55 40,25 15 O 938G (5 2 45 Sl (630l 90 5 1533)

Yas

=5

YA\—YQA laedpo NF Y ut.w.a) ¥ O)LA-\;‘ ) 093 ‘;;Q’L.’JJLﬁ L.S:J?Ab A:le.hﬂ/



Slods g SN gmames (g5l paeds

Sl bl cpzman 5 oLl SLUsSH 535 03,50 2 5 0l e 5l ol 88 Clom b 0l5 o0 Gl it gladal 3 o b 3
S, g Moo £3,503 SO lom g2 5 Cpsaots 1) 0l s HLESI s 0l n el Jaie pligl 31y 5pled um o8 (5]
ST AL O Gl (Ki Dl bt ol = b U SIS 500 ol ol e 5l 08 o - b L (SO
e 3 QUM 5 3ISs gl Sle 65315 = b b (S Oladas (sl obwass
Y4y
ool Ll Uas!

s on) 095 B0l 4 4 b 315 et 5 et (OlaS 50y S w3l s sl il SIS 5 ol
A)‘j.n Ly 423;})4.« B uflau u-i‘ C:L.c J:‘i‘ﬁ‘ﬁ qﬁzl;&; L~ S oJ}j}‘u:j)\ Q\},&m a9 A BIRTSWER Q‘};d‘ LhuLw;-
338 ol aney ol 53 b olgily

ol pusale jsbay (g i iS5 55 0 iﬁbt)ﬁbyw‘j.wb.@yu?rbféb{é\‘\}.f}ﬁ))g.&.:ﬂ’;‘dw\a)w 16350, Sladss )
el a5 350 (6350 )8 Do b b SHlSer 0350 )5 Ll yo o 53 s (Jlaglieas tlodls J5B 3350 5l (sl el aS S

e 5 SO Hshee (Sl Jl )l 4 5o
Ll oo Conds b il o Jomo 55 Slods diajls Calises Vs 4 9IS (glalS 5 5 Ssd ol mbn ) St fome 5o Sleds al)l LY
gl 3l o s et 5 sy ) oo A8y SO 65\ plil b ol I 55355 Dl camly (53100el o

~

25,8

Aol 5 gl

(e}

03 Sl 50l 653 53 0l b 13 A Bl e HIISEE 5 age sl e STL (55l Sl 53 Sleds (551 el )
Slads gla abab 51 (5 Sl (5l (5 yal u.»L..LWT led eslinal  SOU Sleds 31 (gladss & 09k aeonll 5l el
(S Sleds dlupn INS g 53 (S GalS (a8 Jlaglsioa bl Jge a0 (nl 53 dil5 o0 oBsS A 3 (2

Il UL pbl 55 538 IS SIS sl po s 5 ol i8S S 3l ol

S350 G 3 oS5 SN (L SL lods ) esliud Cogar 0L 2o 4 p3Y gleial, )] e 3 QLSS Slasjlgs pelans L3l
33 Sl Bl 5o SO (5350 sl SeMBI (6 55L8 (sladls 53 Jld GhISKen 5 lalid)lS sl b5 CodS L o5y s0] (Slaeyso

568 0l i (g lslhy 5 il codo sla Sl (ki

il oS Ko 4 o
.\s,“;
2 &L b 5
g. }AML:.\A‘)GJV;JL&)‘ &L@JWW}J)‘JA}?}W@‘)L&‘ )))A))Céhn‘)bdﬁw@ﬁdsb)b‘f ry\&‘ OJCV...::')S
)
_A' J.inbw.:)m\g;}ﬁﬂb Jb)}jcw yl{wca.}y ‘_)qu.:‘ ul"’"):" cdu.a 6”&”0%); A:M.»l‘ o.)j.o.; .L:.ib
o %
Y)

@‘O)Jﬁg [

3 505 (6,5b i w\ﬂfaﬁ-ﬁr@\)s Iy eds QLiiLadwbl.gﬁwﬂ.xs-ﬁsémgbq-j\ Olslp el b

&lw

[1] Vakulenko, Y., Oghazi, P., & Hellstrém, D. (2019). Innovative framework for self-service kiosks: Integrating
customer value knowledge. Journal of innovation and knowledge, 4(4), 262-268. DOI:10.1016/j.jik.2019.06.001

[2] Heymann, M. (2019). The changing value equation: Keeping customers satisfied while meeting bottom-line objectives
in the service industry. Global business and organizational excellence, 38(6), 24-30. DOI:10.1002/joe.21964



(3]

(4]

(5]

(6]

(7]

(8]
[9]

[10]

[11]
[12]

[13]

[14]

[15]

[16]

[17]

[18]

[19]

[20]

[21]

[22]

[23]

Alzoubi, H., Alshurideh, M., Kurdi, B. Al, Akour, I., & Aziz, R. (2022). Does BLE technology contribute towards
improving marketing strategies, customers’ satisfaction and loyalty? The role of open innovation. International
journal of data and network science, 6(2), 449-460. DOI:10.5267/j.ijdns.2021.12.009

Ameen, N., Tarhini, A., Shah, M. H., Madichie, N., Paul, J., & Choudrie, J. (2021). Keeping customers’ data secure:
A cross-cultural study of cybersecurity compliance among the Gen-Mobile workforce. Computers in human
behavior, 114, 106531. DOI:10.1016/j.chb.2020.106531

Negassa, G. J., & Japee, G. P. (2023). The effect of bonding, responsiveness and communication on customer
retention: the mediating role of customer satisfaction. Journal of relationship marketing, 22(2), 115-131.
DOI:10.1080/15332667.2023.2191111

Shaikh, E., Watto, W. A., Brahmi, M., Tunio, M. N., & Lighari, S. N. (2023). Customer satisfaction and customer
loyalty: an empirical case study on the impact of benefits generated through smartphone applications. International
journal of public sector performance management, 12(1-2), 119-139.

Fang, J., Liu, H., Li, Y., & Cai, Z. (2021). Retaining customers with in-store mobile usage experience in omni-
channel retailing: The moderating effects of product information overload and alternative attractiveness. Electronic
commerce research and applications, 46, 101028. DOI:10.1016/j.elerap.2020.101028

Prentice, C., & Nguyen, M. (2020). Engaging and retaining customers with Al and employee service. Journal of
retailing and consumer services, 56, 102186. DOI:10.1016/j.jretconser.2020.102186

Fandos-Roig, J. C., S&nchez-Garcia, J., Tena-Monferrer, S., & Callarisa-Fiol, L. J. (2021). Does CSR help to retain
customers in a service company? Sustainability (Switzerland), 13(1), 1-21. DOI:10.3390/su13010300

Yoo, B. (2009). Cross-national invariance of the effect of personal collectivistic orientation on brand loyalty and
equity: The United States versus South Korean consumers. Asia pacific journal of marketing and logistics, 21(1),
41-57. DOI:10.1108/13555850910926236

Namkung, Y., & Jang, S. C. (2010). Effects of perceived service fairness on emotions, and behavioral intentions in
restaurants. European journal of marketing, 44(9), 1233-1259. DOI:10.1108/03090561011062826

Kloutsiniotis, P. V., & Mihail, D. M. (2020). The effects of high performance work systems in employees’ service-
oriented OCB. International journal of hospitality management, 90, 102610. DOI:10.1016/j.ijhm.2020.102610

Abbasi, E., & Myandareh, A. A. R. (2014). A survey of E-loyalty effective factors and barriers to E-banking services
in private banks customers in Golestan province. Journal of business management, 6(4), 827-844. (In Persian).
https://jibm.ut.ac.ir/article_50749_6.html?lang=en

Karimi Alawijeh, M., & Mohammad Amini, T. (2017). The relationship between fair services and service quality
with customer satisfaction, trust and loyalty in the bank. Business management perspective, 16(30), 89-108. (In
Persian). https://jomp.sbu.ac.ir/article_96638.html?lang=fa

Khodad Hosseini, H., Meshbaki, A., & Molai, F. (2016). Examining the effect of electronic service quality on
electronic loyalty by explaining the role of electronic satisfaction, perceived value and electronic recommendation
advertising; Case study: electronic retail sales in Tehran. Modern marketing research scientific-research quarterly,
7(2), 1-16. (In Persian). https://ensani.ir/fa/article/download/381648

Hosseini, S., Khadim, A., & Asad, E. (2018). The effect of impersonal advertising on the attraction, retention and
loyalty of swimming pool customers. The third national congress of sports and health science achievements, Rasht,
Iran. Civilica. (In Persian). https://civilica.com/doc/979548/

Golshahi, B., Dorostkar Ahmadi, N., & Sadeghi, N. (2021). Assessment of self-serving technologies according to
customer’s continuous usage of self-serving banking services. Business intelligence management studies, 9(34), 167-
190. (In Persian). https://ims.atu.ac.ir/article_12280_en.html

Saimian, M. (2022). Investigating the impact of big data on attracting and retaining customers in food retail shops
(case study: supermarkets in Qods). 9th international conference on industrial engineering, productivity and quality.
Civilica. (In Persian). https://civilica.com/doc/1618111/

Liang, C. C., & Nguyen, N. L. (2018). Marketing strategy of internet-banking service based on perceptions of service
quality in Vietnam. Electronic commerce research, 18(3), 629-646. DOI:10.1007/s10660-017-9261-z

Waheed, A., & Jianhua, Y. (2018). Achieving consumers’ attention through emerging technologies: The linkage
between e-marketing and consumers’ exploratory buying behavior tendencies. Baltic journal of management, 13(2),
209-235. DOI:10.1108/BJM-04-2017-0126

Pietrzak, P., & Roman, M. (2022). Examining the role of trust in the usage of mobile banking services: An empirical
investigation from Poland. Trust and digital business: theory and practice, 44, 245-255.
DOI:10.4324/9781003266525-21

Alalwan, A. A. (2020). Mobile food ordering apps: An empirical study of the factors affecting customer e-
satisfaction and continued intention to reuse. International journal of information management, 50, 28-44.
DOI:10.1016/j.ijinfomgt.2019.04.008

Haghighi, M., Hossainee, H., Asgaryeh Ahari, H., Arian, A., & Darikndeh, A. (2013). Effects of marketing tactics
relationship on customer loyalty from the perspective of Irancell customers. New marketing research journal, 2(4),
44-62. (In Persian). https://nmrj.ui.ac.ir/article_17628.html?lang=en

Y4A

=5

YAV=YA4A laedpo NF Y uL’l.w.n) ¥ O)LA-:‘ ) 0)9> ‘él.zjgu 65,:.&‘) del.h.a/



