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Examination and establishment of CRM system in
creating sustainable competition advantage for I'T
companies (case study: IT center in Zanjan)

*Dr. M. Alipour **M. Hallaj Mohammadi #*3%**M. ojaghlou
ABSTRACT

The term CRM refers to a process that includes all the aspects
required for the company to interact with the customers such as
sale and services estimations. Applied programs of
communication management with the customers try to develops
the companies to communicate with the customers and show all
these sectors as a unit picture. This project has been carried out to
examine and establish customer relation management (CRM).
In creating sustainable competing advantage for IT companies in
Zanjan the methodology is survey- descriptive and to collect
data, questionnaire has been used in field form. General results
abtained from data analysis shows that the companies managers'
perspective using Spearman correlation test of all the relations in
the error level of 0.5 is significant and examine the complains of
the customers has the most influence and the customer's
satisfaction and loyalty has the least influence an dependent
variable. Also, using freedman test optimal position of the
variables in the company from the managers' perspective is as
follows:

- Creating satisfaction and loyalty in customers

- Examine complains of the customers

- Proving proper after sale services

- Reciprocal communication and develop value

Key words: customer's relation management, competing
advantage, examine the complains, loyalty, after- sale, services.
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