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KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0.802
Approx. Chi-Square 632.937
Df 435

Bartlett's Test of Sphericity

Sig. 0.000
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Rotated Component Matrix

Component (Varimax)

vl v2 v3 v4 v5 vl v2 v3 v4 v5 Sig.
ql 0.073  0.041 -0.070 -0.232 0244 0279 0.762 0.071 0284 -0.111
q2 0368 -0.286 -0.192 0.069 -0.004 0774 0.099 0.027 0.105 0.194
q3 0.366 -0.182  0.031 0.042 0615 0366 0.034 0.199 0.045 -0.029 2998
q4 0.618 -2.726 0.100 0.005 0.160 0.165 0.097 -0.017 0536 0.026
q5 -0.056  0.069 0.066 0.000 -0.023 0.045 0.157 0.129 0.863  0.009
q6 -0.174  -0.037 -0.117 -0.023 0472 0.127 0221 0.189 0.184 0.577
q7 0.090 -0.043 -0.078 0.582 -0.098 0.063 -0.079 0.541 0.103  0.340
q8 0.115 0287 0208 0367 0.179 0.081 0383 0.626 -0.246 -0.199 1.981
q9 -0.144 0296 0248 0499 0.076 0.164 0492 0.045 0264 0.133
q10 0.772  0.204 0.051 -0.041 -0.075 -0.147 0.257 -0.034 0.012 -0.131
qll 0.145  -0.073  0.823  0.003 0.068 -0.008 0.137 0.033 0.039  0.236
ql2 0.850 -0.015 0215 0.018 0.090 0.103 -0.060 0.798 -0.214 0.097
ql3 0477 0496 0334 0.026 0.090 0.134 -0.140 -0.103 0.037 0.382  3.025
ql4 0.003 0.807 0.198 0.237 0.040 0.021 0.032 -0.104 0.177 0.012
ql5 0.197 0338 0775 0.077 -0.040 0.095 -0.006 0.056 0.003 -0.042
q16 -0.109 0238 0.116 0.076 0309 0.714 -0.011 -0.066 0.142 0.034
ql7 -0.015 0205 0237 -0019 0.167 0699 0.138 0.005 0313 0364
ql8 0.124 0.112 0.189 0321 -0.038 0.152 -0.018 -0.010 0211 0.778 2.106
q19 -0.212 0348 0409 -0.072 0.193 0.154 0.099 -0.249 0.210 0.469
q20 0.109 0442 0607 0386 -0.166 -0.023 -0.096 0.128 0.538  0.034
q21 0.091 0.217  0.066 0.019 0.831 0.019 -0.012 -0.103 0.076 0.169
q22 0.437 0382 0278 0346 -0.018 0.203 -0.318 0.165 0.087 0.166
q23 0.235 0.661 0.050 -0.102  -0.11 0.091 0.056  0.237 -0410 0.292 1.966
q24 0.291 0315 -0.028 -0.050 0.499 -0302 0217 0303 -0.051 0.333
q25 -0.061  0.051 0231 0.785 -0.106 0.098 -0.063 0.008 0.046 -0.094
Sc. 1.369  0.707 2345 0.692 1.10 1.629 1.274 0.68 1.414  0.866
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Abstract

Customer Relations Management (CRM) encompasses a set of procedures that enable organizations to
use business strategies in favor of developing long-term and profitable relationships with specific
customers. Organizations well found that achieve their goals, haven't way exclusive of right
relationship with customers through the proper implementation of customer relationship management
projects. Research indicates that a high percentage of these projects are in the implementation failed
and eventually fails. The purpose of this study is identify and accurately classify the main factors
affecting failure evaluate with the CRM projects.

In this study used descriptive method and questionnaires and interviews have been utilized as
measurement tools. The Population of the Research are managers, consultants and experts of CRM
projects Executive Department of Mathematics and Computer Department of Amirkabir University.
40 questionnaires were distributed to all members of the Population and accepted the 34
guestionnaires were returned.

Based on survey and comments of managers and consultants and experts: Executive, Technological,
cultural, administrative and Cost as the main factors influencing the fail of customer relationship
management projects. Then whit help Nonparametric methods and statistical analyzes by SPSS
software and the Exploratory Factor analysis, Confirmatory Factor analysis & T Student test accuracy
and relevance factors of the study was approved.
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