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Abstract

Based on a resource-based perspective, the service capabilities comprisemanagerial,
organizational, marketing, and service quality components that can enhance the
competitive position. Owing to the key roles these capabilities may play in isolation and
independent of the performance, the current study aimed to investigate the dimensions
and criteria of service capabilities in Iranian Small Enterprises (ESs) employing a
combination of fuzzy AHP and fuzzy DEMATELand to analyze and delineate the
intensity of relationships among them.Alarge gap in existing research on fuzzy
DEMATEL weights concerns determination of weights. Hence, the present five-phase
study set out to bridge this gap by proposing an innovative approach to determine
weights. The research data were collected through a questionnaire and a survey of the
views of 10 experts in the field and the analyses of the data underscored the paramount
importance of the managerial and organizational capabilities. In addition, the "analysis
and formulation of the strategy" criterion was found to be more important than the
others. Overall, the criterion of "Corporate Quality" can be considered as the most
important criterion in Iranian ESs which should be prioritized.
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Table3. The fuzzy evaluation matrix with respect to the goal
ot S cheall | bk sleals @L’"LE;ZL;"“"*& L‘”"*‘E;;‘“‘*“‘B
(Service Quality | (P3) (Marketing (Organizati Y Sup
o oA ganizational (Managerial
(P4) Capabilities) Capabilities) Capabilities) Capabilities)
sapde sculls
(3/2,2,5/2) (3/2,2,5/2) (1/2,1, 3/2) (1,1,2) (P1) (Managerial
Capabilities)
Slosle glac Ll
(P2)
(1/2,1,3/2) (2,5/2,3) 1,1, (2/3,1,2) (Organizational
Capabilities)
Sl slacll
(2/5,1/2,2/3) (1,11) (1/3,2/5,1/2) (2/5,1/2,2/3) (P3) (Marketing
Capabilities)
Sless cuaS slacull
(1,1,1) (3/2,2,5/12) (2/13,1,2) (2/5,1/2,2/3) (Service Quality

(P4) Capabilities)

il 0ad Bl S P 0 aSY dolee 4y s gi b

S p1= (4.5, 6, 7.5) x (0.042, 0.054, 0.07) = (0.189, 0.324, 0. 525)
S p2= (4.166, 5.5, 7.5) x (0.042, 0.054, 0.07) = (0.175, 0.297, 0. 525)
S ps= (2.133, 2.4, 2.833) x (0.042, 0.054, 0.07) = (0.089, 0.13, 0. 198)
S ps= (3.566, 4.5, 6.166) x (0.042, 0.054, 0.07) = (0.15, 0.243, 0. 432)

D)5 o Jols 5 Oygo a4 Slamwsi gla i)l A ddlre g baylo g cpl sl eslatwl b Jb

u2-L1

0336

V(Sp1=8Spy=1,V(Sp>Sp)= = =0.926
(Sri=Se =L VS n=Se) = o (1) +(mi—m2) ~ 0.363
u3—-L1 0.009
V(Sp1>Spg =1, V(Sps=Sp)= = =0.044
(=S =LV rm=Se) = 3 ) (mi-m3) _ 0.203
V(Sp1>Spy =1, V(Sps=Sp1) = u4-L1 = 0.243 =0.75
(u4—-LD)+(m1—m4) 0.324
V(Sp2>Sp3) =1, V(Sps=Spr) = us-L2 = 0.023 =0.121
(u3—L2)+(m2—m3) 0.19
V(Sp2>Spsy =1, V(Sps>Spp) = u4-L2 = 0.257 =0.826
(u4-L2)+(m2—-m4) 0.311
V(Sps=Sp3) =1, V(Spz=>Sps) = us-L4 = 0.048 =0.298
(u3—-L4)+(m4—m3) 0.161
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V(Sp1>Sp2 Sps Spa) =Min (1, 1,1) =1, V(S 2> S p1, S p3, S pa) = Min (0.926, 1, 1) =
0.926, V(S 13> S p1, S 52, S pa) = Min (0.044, 0.121, 0.298) = 0.044, V(S p4>S p1, S p2, S
03) = Min (0.75, 0.826, 1) = 0.75.
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Table 4. Composite priority weights evaluation criteria

b 09 e 039 L
(Thefinal | B0k pels o 08 o
Weight) (The relative (Criteria) (Weight) (Dimensions)
Weight)
0.206 0.561 S8y
(Leadership)
5,81, FORERVPLF R L]
0.34 0.092 22 . e e
(Entrepreneurship) 0.368 (Managerial
&3yl (RIS Sl Capabilities)
0.128 0.347 (Analysis and formulation of the
strategy)
15 yb g 6 5Lwd k!
0.083 0.243 A .
(Standardization and task design)
0.103 0.303 2 it ot
. . (Differentiation of activities and oL iz
level of centralization) el sl
ERYEREY 0.34 (Organizational
. . 4 ey Capabiliti
0.093 0273 (Internal communication) apabilities)
idled plal 5 J 38 532,000 2
0.062 0.181 (Planning, control and integration
of activities)
0.005 0.317 g SbLS)|
(External communication) .
iles 2b,15b wblik gl
0.004 0.258 o u‘t N Iv‘ et 0.016 (Marketing
( gl T‘j‘;e ing) Capabilities)
0.007 0.425 IR owly
(Market orientation)
A a
0.010 0.037 bl
(Physical Quality) CubsS gcubld
0.052 0.19 clola CotsS” 0.276 ol
(Interactive Quality) (Service Quality
S g CudaS’ Capabilities)
21 7 A
0213 0.773 (Corporate Quality)

o a3l oy b3 F als ye
S8 Jreud 8

Olbe o by 5l )l Jao S Jdod g 4505 g el i pels B9y SO Jieod
else (355 sy jolatedy LALS 51 Jiod (Ve rA ) Conbasio g odomy Jelse
;i.u.i; ‘_)Jl 2 .(Y"A ‘Ol)Kon 9}[«.\.\.’) )_,‘ oa)f 9 cde os)f AASL;Q odlawl 09)§ 92 L )‘Af)usl)
b ond b ad wwlg saiss (B8 5l 5 Vel (e Slaglie delidiyy 5l ool b <o
53 ble ales pasuie oad S5 (Sbj GBTls Ll Sless bl clapasls e by,
Jiosd (sladoliciun p 4 boSouwl dlaw clil oo yome 0y (658 Jiowd S5 &S bl

(*A)



Olyen g (55k8 03; ) b Ol SaS @lie )3 (Flosd Gl )

iS5 ol silmdly slapls (YO (o Kan 5 Spob) 1S o cgliS a5 )e b D ) (i
g sdeo Jlg Y VAL L San 5 o Y NASTS V< VA ) Ko gs3) Al o o5 dsgy b illas
(Vo2 Acgg 9 o) ¥ V0, Kan 5 92 &+ VD oLl Bguo
$3B puditne adgl Laily) (o lo Sb] Y 6

S Sl (58 g0t 0 N OLLE greoS puile (656 it adgl Laly) e
Bl e pj ©)gons

agnl -+ D
e K Gleea @ij (=1, 2.0 n) g sswn 2o (56 dlacl 8= (lij, Mij, Uif), ol ,» o
e e ol |y O 8 CLIS gols O Jgdo 355 (o) )3)ka0 3590 (+erer) (e (56

o (551 Ias s ilo 0 oo
Table 5. The triangular fuzzy numbers matrix

(L) (E) S | M © [ () | & | (EC) | OM) | (MO) | (PQ) | (IQ) | (CQ)

0.00 0.50 2.00 | 0.25 1.00 0.75 0.25 1.00 2.00 2.00 0.00 | 0.00 | 3.25

L | _0.00 2.00 | 450 | 1.50 3.00 2.50 1.50 2.75 4.50 4.50 0.00 | 0.75 | 5.75

0.00 4.50 7.00 | 4.00 5.50 5.00 4.00 5.25 7.00 7.00 0.25 | 3.25 | 8.25

2.25 0.00 5.50 | 0.00 0.00 0.00 0.00 0.00 2.00 2.25 0.00 | 0.00 | 2.00

E | 475 0.00 8.00 | 0.00 0.75 0.00 1.00 1.25 4.50 4.75 0.75 | 1.50 | 4.50

7.25 0.00 9.50 | 0.25 3.25 0.25 3.50 3.75 7.00 7.25 3.25 | 4.00 | 7.00

2.75 0.75 0.00 | 0.00 0.75 1.00 0.25 0.25 1.00 3.00 0.00 | 0.00 | 4.00

S [ 525 2.50 0.00 | 125 2.50 2.75 1.50 1.00 2.75 5.50 0.00 | 0.50 | 6.50

7.75 5.00 0.00 | 3.75 5.00 5.25 4.00 3.50 5.25 8.00 0.25 | 3.00 | 8.50

0.25 0.00 | 475 | 0.00 0.00 4.75 1.50 0.00 0.00 4.00 0.00 | 0.50 | 2.50

T 1.50 0.00 7.00 | 0.00 0.50 7.25 4.00 0.00 0.75 6.50 050 | 1.75 | 5.00

4.00 0.25 8.75 | 0.00 3.00 9.50 6.50 0.25 3.25 8.75 3.00 | 425 | 7.50

0.25 0.00 3.00 | 0.75 0.00 4.25 0.00 0.25 0.75 0.50 0.00 | 0.00 | 2.25

C 150 0.00 550 | 250 0.00 6.75 0.50 1.50 2.50 2.00 1.75 | 0.00 | 4.75

4.00 0.25 8.00 | 5.00 0.00 9.00 3.00 4.00 5.00 4.50 425 | 025 | 7.25

0.00 0.00 1.00 | 0.00 2.50 0.00 0.75 0.00 0.75 3.50 0.00 | 0.00 | 3.75

IC [ 125 0.00 [ 300 | 000 | 500 | 000 [ 250 | 0.00 2.75 6.00 | 050 | 0.00 [ 6.25

3.75 0.25 5.50 | 0.25 7.50 0.00 5.00 0.25 5.25 8.50 3.00 | 0.25 | 8.75

0.00 1.00 | 475 | 3.75 0.00 0.00 0.00 0.00 0.00 4.00 1.00 | 0.00 | 3.00

A [ 125 2.75 7.25 | 6.25 0.75 1.50 0.00 0.00 0.00 6.50 2.75 | 0.50 | 5.50

3.75 5.25 9.50 | 8.75 3.25 4.00 0.00 0.25 0.25 8.75 5.25 | 3.00 | 8.00

2.75 0.25 3.50 | 0.00 0.00 0.00 0.00 0.00 4.00 4.00 0.00 | 0.00 | 3.75

EC | 525 1.50 6.00 | 0.00 0.00 0.00 0.50 0.00 6.50 6.50 0.00 | 0.00 | 6.25

7.75 4.00 8.50 | 0.25 0.25 0.25 3.00 0.00 8.75 8.75 025 | 0.25 | 8.75

0.25 0.00 4.75 | 0.00 0.00 0.00 0.75 3.75 0.00 3.75 0.25 | 0.00 | 3.00

oM 1.50 0.00 7.00 | 0.00 0.75 0.00 2.50 6.25 0.00 6.25 1.50 | 0.00 | 5.50

4.00 0.25 8.75 | 0.25 3.25 0.25 5.00 8.75 0.00 8.75 4.00 | 0.25 | 8.00

0.25 0.00 | 475 | 0.00 0.00 0.00 0.00 0.25 4.00 0.00 0.00 | 0.00 | 4.75

MO 1.50 1.25 7.25 | 0.00 0.00 0.00 0.00 1.50 6.50 0.00 0.00 | 0.00 | 7.25

4.00 3.75 9.50 | 0.25 0.25 0.25 0.25 4.00 8.75 0.00 0.25 | 0.25 | 9.50

0.00 0.00 3.75 | 0.00 0.00 0.00 0.00 0.00 0.50 0.50 0.00 | 0.00 | 3.00

PQ | 125 0.00 6.25 | 0.75 0.00 0.00 0.50 0.75 2.00 2.00 0.00 | 0.00 | 5.50

3.75 0.25 8.75 | 3.25 0.25 0.25 3.00 3.25 4.50 4.50 0.00 | 0.25 | 8.00

0.25 0.00 4.75 | 0.00 3.50 0.75 0.00 0.75 4.75 4.75 0.00 | 0.00 | 4.00

1Q [ 150 0.00 7.25 | 0.00 6.00 2.75 0.00 2.75 7.25 7.25 0.50 | 0.00 | 6.50

4.00 0.25 9.50 | 0.25 8.50 5.25 0.25 5.25 9.50 9.50 3.00 | 0.00 | 8.50

2.75 0.75 3.50 | 0.00 0.75 0.00 0.00 1.00 4.00 0.00 0.00 | 0.00 | 0.00

CQ |52 2.50 6.00 | 0.50 2.75 0.00 0.00 2.75 6.50 0.50 0.50 | 0.00 | 0.00

7.75 5.00 8.50 | 3.00 5.25 0.25 0.25 5.25 8.75 3.00 3.00 | 0.25 | 0.00
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Table 6.The initial direct-relation matrix (F)

L (E) () Q) © (10) (A | (EC) | (OM) | (MO) (PQ) (1Q) | (CQ)

L) 0 0.475 0.525 0.181 0.181 0.156 0.156 | 0.525 0.181 0.181 0.156 0.181 0.525

(E) | 0.225 0 0.269 | 0.006 0.006 0.006 | 0.294 | 0.181 0.006 0.156 0.006 0.006 0.269

S) 0.450 | 0.775 0 0.688 0.550 0.313 0.719 | 0.600 0.688 0.719 0.625 0.719 0.600

(T) | 0.181 | 0.006 | 0.156 0 0.269 0.006 | 0.625 | 0.006 0.006 0.006 0.119 0.006 0.100
(C) | 0313 | 0.119 | 0.269 | 0.100 0 0.500 | 0.119 | 0.006 0.119 0.006 0.006 0.600 0.288
(IC) | 0.269 | 0.006 | 0.294 | 0.719 0.669 0 0.175 | 0.006 0.006 0.006 0.006 0.288 0.006

(A) | 0.181 | 0.138 | 0.181 | 0.400 0.100 0.269 0 0.100 0.269 0.006 0.100 0.006 0.006

(EC) | 0.294 | 0.156 | 0.144 | 0.006 0.181 0.006 | 0.006 0 0.625 0.181 0.119 0.288 0.294
(OM) | 0450 | 0.450 | 0.294 | 0.119 0.269 0.288 | 0.006 | 0.644 0 0.644 0.225 0.719 0.644
(MO) | 0450 | 0.475 | 0.550 | 0.644 0.225 0.600 | 0.644 | 0.644 0.625 0 0.225 0.719 0.100

(PQ) | 0.006 | 0.119 | 0.006 | 0.100 0.194 0.100 | 0.294 | 0.006 0.181 0.006 0 0.100 0.100

(IQ) | 0119 | 0.175 | 0.100 | 0.206 0.006 0.006 | 0.100 | 0.006 0.006 0.006 0.006 0 0.006

(CQ) | 0575 | 0.450 | 0.638 | 0.500 0.475 0.625 | 0.550 | 0.625 0.550 0.719 0.550 0.638 0
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Table 7. The generalized direct-relation matrix (S)

L) (E) ©®) Q) © (1C) (A) (EC) om) | (MO) (PQ) (1Q) | (€Q)

(L) 0 0.064 | 0.070 0.024 | 0.024 0.021 0.021 0.070 0.024 0.024 0.021 0.024 0.070

(E) 0.030 0 0.036 0.001 0.001 0.001 0.039 0.024 0.001 0.021 0.001 0.001 0.036

(S 0.060 0.104 0 0.092 | 0.074 0.042 0.096 0.081 0.092 0.096 0.084 0.096 0.081

(T) 0.024 0.001 | 0.021 0 0.036 0.001 0.084 0.001 0.001 0.001 0.016 0.001 0.013

©) 0.042 0.016 | 0.036 | 0.013 0 0.067 0.016 0.001 0.016 0.001 0.001 0.081 0.039
(1) 0.036 0.001 | 0.039 | 0.096 | 0.090 0 0.023 0.001 0.001 0.001 0.001 0.039 0.001
(A) 0.024 0.018 | 0.024 | 0.054 | 0.013 0.036 0 0.013 0.036 0.001 0.013 0.001 0.001
(EC) 0.039 0.021 | 0.019 | 0.001 | 0.024 0.001 0.001 0 0.084 0.024 0.016 0.039 0.039
(Om) 0.060 0.060 | 0.039 | 0.016 | 0.036 0.039 0.001 0.086 0 0.086 0.030 0.096 0.086
(MO) 0.060 0.064 | 0.074 | 0.086 | 0.030 0.081 0.086 0.086 0.084 00 0.030 0.096 0.013
(PQ) 0.001 0.016 | 0.001 | 0.013 | 0.026 0.013 0.039 0.001 0.024 0.001 0 0.013 0.013
(1Q) 0.016 0.023 | 0.013 | 0.028 | 0.001 0.001 0.013 0.001 0.001 0.001 0.001 0 0.001

(CQ) 0.077 0.060 | 0.086 | 0.067 | 0.064 0.084 0.074 0.084 0.074 0.096 0.074 0.086 0

(M) S maitane  yilo JuSi :0 o5
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Table 8. The total-relation matrix (M)

L (E) () Q) © (%) A (EC) ©oM) | (MO) (PQ) (1Q) | (CQ)
(L) | 0.035 | 0.096 0.100 0.058 0.053 0.047 | 0.057 0.102 0.059 0.054 0.044 0.065 0.098
(E) | 0.046 | 0.017 0.051 0.019 0.015 0.015 | 0.056 0.042 0.019 0.035 0.013 0.020 0.049
(S) | 0.119 | 0.157 0.061 0.149 0.121 0.090 | 0.156 0.135 0.144 0.137 0.116 0.164 0.128
(©)] 0.035 0.013 0.032 0.014 0.045 0.013 0.094 0.011 0.013 0.009 0.023 0.014 0.023
©) 0.062 0.036 0.056 0.039 0.021 0.081 0.037 0.020 0.032 0.017 0.014 0.103 0.054
(IC) | 0.053 | 0.017 0.056 0.112 0.104 0.015 | 0.046 0.014 0.014 0.011 0.011 0.059 0.017
(A) | 0.039 | 0.032 0.038 0.067 0.028 0.045 | 0.016 0.027 0.047 0.012 0.022 0.018 0.015
(EC) 0.063 0.046 0.043 0.022 0.043 0.021 0.022 0.028 0.103 0.047 0.031 0.070 0.062
(OM) | 0.103 | 0.102 0.083 0.061 0.072 0.073 | 0.046 0.128 0.044 0.118 0.057 0.147 0.119
(MO) 0.105 0.106 0.115 0.132 0.071 0.110 0.130 0.126 0.122 0.035 0.057 0.146 0.056
(PQ) | 0.011 | 0.024 0.010 0.023 0.033 0.022 | 0.047 0.009 0.031 0.008 0.005 0.024 0.021
(1Q) 0.021 0.029 0.019 0.033 0.006 0.004 0.021 0.006 0.006 0.005 0.005 0.005 0.006
(CQ) 0.132 0.115 0.138 0.127 0.113 0.127 0.132 0.136 0.126 0.135 0.106 0.153 0.050
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Table 9. The values of prominence and relation

R Di R+D | R-D | Ow; | sw,
L) 0.824 0869 | 1693 | -0.045 | 2.942 | 0.082
(E) 0.789 0397 | 1186 | 0392 | 0942 | 0.026
) 0.802 1676 | 2478 | -0.874 | 8306 | 0.231
m 0.855 0340 | 1195 | 0515 | 0813 | 0.023
©) 0.725 0573 | 1298 | 0152 | 1.488 | 0.041
(IC) 0.664 0531 | 1195 | 0134 | 1.268 | 0.035
A 0.860 0406 | 1.266 | 0454 | 1.028 | 0.029

(EC) 0.784 0601 | 1385 | 0184 | 1.663 | 0.046

(OM) 0.759 1154 | 1913 | 0394 | 4413 | 0123

(MO) 0.624 1312 | 1936 | 0688 | 5080 | 0.141

(PQ) 0506 0267 | 0773 | 0239 | 0413 | 0011
(IQ) 0.987 0165 | 1152 | 0821 | 0381 | 0011

(CQ) 0.699 1590 | 2.288 | -0.891 | 7.274 | 0.202

5 oy s 35 51 5 JS (IS 3 polin J oalinal L, Jrend e foses ol e Jl>

(39



YY-0Y.u0 oV Eo v Joa =0T by o) o,leni V0 593 B9 038 S o
I

0.8
0.6
0.4

0.2r

0z
04
Rk

MO ¢
08 5 N

sl e balg, Jlages ¥ o lowd JSW5
Figure 3.The causal relations map of criteria
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" o WoRE 03 P S AE;
padld (FAHP)adla ¢y S A A Q) ;
(Criteria) (Weight) (Fuzz{ﬁeﬁg'\ﬂg‘TE'-) (The Final Weighty | (Ranking)
WL 0.206 0.082 0.017 3
E) 0.34 0.026 0.009 4
©) 0.128 0.231 0.030
M 0.083 0.023 0.002 7
©) 0.103 0.041 0.004 5
(IC) 0.003 0.035 0.003 6
A) 0.062 0.029 0.002 7
(EC) 0.005 0.046 0.000 9
(OM) 0.004 0.123 0.000 9
(MO) 0.007 0.141 0.001 8
Q) 0.010 0.011 0.000 9
(1Q) 0.052 0.011 0.001 8
(CQ) 0.213 0.202 0.043 1

CQ>S>L>E>C>IC>T=A>MO=1Q>EC=0M=PQ (55 Jos> wluly
).) Lmublw )ig..) ),‘ "d)a.lb)" 5 "d)J‘).AN‘ UQJL}SMJ 5 Jﬁl?!.;" ‘UJ)‘:} - ;”dl.ﬁda}l.w U;—U
S o obls)l! lagasly (S g s s YL Cogyl I olpl SosS mlio

Il Sas plio gy ol J it Coglgl a8 (i T (Sod cedS™ 5 T Sbhes I
WS (65 b Slosouad da a2l Coglel b illes Wilgy o

325 Aol g S
ok plojlo lacled o bl o bl jl (S ololis 4 bgo (0B, Cuxbge pasuis
9 38l (05, b lyidie bawgs ©glis ()l 45 5okt 395 031> ploxil i LBy S &y (g
ebedld s & Siee,d 2SS 18 AE g )by oKl D)9 L) bawg madiane jolas

(¢0)



YY-0Y.u0 oV Eo v Joa =0T by o) o,leni V0 593 B9 038 S o
I

SlagSl g oged (loj cuddS L lad 9 33,5 0 (0))l b (U6 Cuje g 398 olulid
I Br S yd gl p e o83 33 Sl )3 35S (o0 )8 1l 3590 13y bawgs 55
Sl g e WS (o0 W) (ilais 4295 oS> (pl A5 pgbody Cunl 035 393 gdoxe | sl
sy loss &l mlioy (e o83 j1)S Job jlul (1B Coje Cunl (See 455
Sl 1y Hlul (o) coje caeiy o U o) S plojle el 5 mlio 4 odes
5ok 4B S ygo Sless ol oje 55 Sul s o sl Lolol piyles
Sy o Sles 3l s Sload el oo jadls g dlul 593 o bl o)Ly Adod g9 gun
039 &S b 3,80ae b ala) o bl ST g9y sy g 35508l 00 48,5 000
5590 Soleds (YO A Kan o cpijlo YWY oy SKad g 55 VY« By 5555 959,8 Aisle) ol
4 o bl Coonl i g 0ait (yy gil Opgar Sloss SlaclBlaasls 5 ol
ol > W sl 855 )15 o g 02 3590 Lol o B 423 9 Ll (rimen 5 500y
Gob jleplas g pol> g0 dy (Fload (Sl 5 olal by (e o5 bl Allie
bilyy g % Bk 5l a5 gl 5 plulid (B8 b aslas 5 ggdse Olool
5 el pl st g o)b JIE snoy blyd S o Sleas ol slal o AL
9 2lel byl & (38 Jiend 5 (556 AHP plesl ) oolizl Ldly e e gl o bl
5 i AHP slesl T80 .0,5,8 plisl b jadls e Ly, 4 20,ld ke pizxen o b jasls
O3l oy 0970 ¢cpl 2930L (Jg Cuwl 0 031> dxwgd (YY) ) Ken 5 95 Lawgy (556 Jioud
Olgl 0w 2 95 625Ny BS (pl > calple il sids pasuie (G5B Jrerd By 5
ol oyt Al yo g b B9, 99 pleol AnT1E Cgx e lio ;5 .l ons @8l (o5l8 Jreud
]
G 5 b anlae e 5 990 Ol polulyy 309 Glagasls (Jgl dsje 5
OB 8y o () jobate 4 (51 (cwlid (1) Slaulide pgd dlpe )3 0035 gl Sl
AHP 5l oslinl b lajasls g slul oljsl qotm dlspo p3 dd s yd &Y Igr 40 guwly 1)) 5
F il g upte Gehl (lpl So mlio 1 035 jasuie & A5 awlxe
g bealsy clp Jlo copte v G55 5 bghj)l w5 IV b piege bl S0
Coatl (s cotS b closs g bunld ol plnie ol puoen 5 Slojlo Slorass
Losanld bajlisle ggw 4 S 5 banl s copse pllas sl pzmes s sloky
@ 3Sles (293 &5 oboje 3 ohg 4 Slojle Sl 5 mle Jhey @ )yl

(1)



Olyen g (55k8 03; ) b Ol SaS @lie )3 (Flosd Gl )

Cales 0 & Gygbss 2950 ) BT gl g Jived 9o D9 e (b yide
by dalgs ol lejle (Sl

On bily) w9 (3Bl 4 Cund (651 e (bg) Sl oliul b p)le dpe
M5 olb g silenild! N lels i claasls 8 w55 pldl laasls
g bl M (Spd caas™ BN Meadld plesl 5 S8 g a0y
Cot g 03y Cate ol Ll S @l gy Sl 5 "l S5 e a5 leadled SS"
P R A

5 o Pl oas wlp o buasls Sl cb i)l ¢ 69,Sg, 4l L o3 as ey
@S5 5 s MeSys cos Gbpasls ap S pasie & b W)l g als
oSl g YL caglyl Sl olnl Sos8 glio 0 lapasls Sl Mgy g Ml
Caglyl Gy Gl M SKusd et g M llee QUL g ST Glagasls
Ghol mplae | hyide & dag 5 CabS ol BBy slid » IS sk s
Slasgeme gyul jlaidl o plojle slp (B) Coje cusilal Jolos 5 (2b)lilal2lsee i)
Jole 1) oo & g 5 g Wl 1) (&35 5 phebae iy Sloss & plasil)d
Ol S2s8 mlio )3 (are o Cumanl Jlailei o 2bj)l 255 Slod CuS > Syl
Cusbge dgnt S 5y Hlwt Ologeuss dapadld Cuglgl b Billaoriilyi o g it )l)95
S 395 ()

&8l o)
Ll eMel gly (Bl (o,led gSad B di g



YY-0Y.u0 oV Eo v Joa =0T by o) o,leni V0 593 B9 038 S o
I

References
Adner, R., & Helfat, C. E. (2003). Corporate effects and dynamic managerial

capabilities, Strategic Management Journal, 24(1), 1011-1025.

Baker, T., & Collier, D. A. (2005). The economic payout model for service
guarantees. Decision Sciences, 36(2), 197-220.

Barua, A., Konana, P., & Whinston, A.B. (2004). An Empirical Investigation of
Net-Enabled Business Value. MIS Quarterly, 28(4), 585-620.

Buil-Fabrega, M., Alonso-Almeida, M.D.M., & Bagur-Femenias, L. (2017).
Individual dynamic managerial capabilities: Influence over environmental
and social commitment under a gender perspective. Journal of Cleaner
Production, 151(1), 371-379.

Chen, J. S., Tsou, H. T., & Huang, A. Y. H. (2009). Service delivery
innovation: Antecedents and impact on firm performance. Journal of
Service Research, 12(1), 36-55.

Chou, Y. C,, Sun, C. C., & Yen, H. Y. (2012). Evaluating the criteria for human
resource for science and technology (HRST) based on an integrated fuzzy
AHP and fuzzy DEMATEL approach. Applied Soft Computing, 12(1), 64-
71.

Chung, H. F. L., Wang, C. L., Huang, P., & Yang, Z. (2016). Organizational
capabilities and business performance: When and how does the dark side of
managerial ties matter?. Industrial Marketing Management, 55(1), 70-82.

Covin, J.G., & Slevin, D.P. (1989). Strategic management of small firms in
hostile and benign environments. Strategic Management Journal, 10(1), 75—
87.

Cruz-Ros, S., & Gonzalez-Cruz, T.F. (2015). Service firm capabilities and
performance: Contingent analysis of customer contact. Journal of Business
Research, 68(1), 1612-1621.

Doherty, N.F., & Terry, M. (2009). The role of IS capabilities in delivering
sustainable improvements to competitive positioning. Journal of Strategic
Information Systems, 18(1), 100-116.

(£A)



Olyen g (55k8 03; ) b Ol SaS @lie )3 (Flosd Gl )

Ethiraj, S. K., Kale, P., Krishnan, M. S., & Singh, J. V. (2005). Where do
capabilities come from and how do they matter? A study in the software
services industry. Strategic Management Journal, 26(1), 25-45.

Fu, H. P., Chao, P., Chang, T. H., and Y. S. Chang. (2008). The impact of
market freedom on the adoption of third-party electronic marketplaces: A
fuzzy AHP analysis. Industrial Marketing Management 37(6), 698712,

Guo, C., Jiang, C.X., & Yang, Q. (2014). The development of organizational
capabilities and corporate enterepreneurial processes: The case of Chinese
automobile firms. Published online in Wiley Online Library, 56(6), 483-
500.

Hafeez, K., Zhang, Y., & Malak, N. (2002). Determining key capabilities of a
firm using analytic hierarchy process. International Journal Production
Economics, 76(1), 39-51.

Hart, C.E.L., Heskett, J. L., & Sasser, W.E. (1991). Surviving a Customer’s
Range. Successful Meetings, 40, 68-79.

Hitt, M. A., Biermant, L., Shimizu, K., & Kochhar, R. (2001). Direct and
moderating effects of human capital on strategy and performance in
professional service firms: A resource-based perspective. Academy of
Management Journal, 44(1), 13-28.

Ho, L.H., Hsu, M.T., & Yen, T.M. (2015). Identifying core control items of
information security management and improvement strategies by applying
fuzzy DEMATEL. Information & Computer Security, 23(2), 161-177.

Ho, T. H., & Zheng, Yu-S. (2004). setting customer expectation in service
delivery: An integrated = marketing-operations perspective. Management
Science, 50(4), 479-488.

Jeng, D.J.F. (2015). Generating a causal model of supply chain collaboration
using the fuzzy DEMATEL technique. Computers & Industrial
Engineering, 87(1), 283-295.



YY-0Y.u0 oV Eo v Joa =0T by o) o,leni V0 593 B9 038 S o
I

Kang, G., & James, J. (2004). Service quality dimensions: an examination of
Gronroos’s service quality model. Managing Service Quality, 14(4), 266-
277.

Kokkinou, A., & Cranage, D. A. (2013). Using self-service technology to
reduce customer waiting times. International Journal of Hospitality
Management, 33, 435-445.

Kuo, S. Y., Lin, P. C., & Lu, C. S. (2017). The effects of dynamic capabilities,
service capabilities, competitive advantage, and organizational performance
in container shipping. Transportation Research Part A, 95(1), 356-371.

Laarhoven, V. P.J.M. and W. Pedrycz. (1983). A fuzzy extension of Saaty’s
priority theory, Fuzzy Sets and Systems 11(1), 229-41.

Lin, K., & Lin, C. (2008).Cognition map of experiential marketing strategy for
hot spring hotels in Taiwanusing the DEMATEL method. In Fourth
International Conference on Natural Computation. IEEE.

Lin, C. J., & Wu, W.W. (2008). A causal analytical method for group decision-
making under fuzzy environment. Expert Systems with Applications, 34(1),
205-213.

Lin, K. P., Tseng, M. L., & Pai, P.F. (2018). Sustainable supply chain
management using approximate fuzzy DEMATEL method. Resources,
Conservation and Recycling, 128(1), 134-142.

Martin, S. L., Javalgi, R. G., & Ciravegna, L. (2018). Service advantage built on
service capabilities: An  empirical inquiry of international new ventures.
Journal of Business Research, 88(1), 371-381.

Merrilees, B., Rundle-Thiele, S., & Lye, A. (2011). Marketing capabilities:
Antecedents and implications for B2B SME performance. Industrial
Marketing Management, 40(1), 368-375.

Morgan, N. A., Vorhies, D.W., & Mason, C. H. (2009).Market orientation,
marketing capabilities and firm performance. Strategic Management
Journal, 30(8), 909-920.



Olyen g (55k8 03; ) b Ol SaS @lie )3 (Flosd Gl )

Mousavi, S., & Bossink, B. A. G. (2017). Firms’ capabilities for sustainable
innovation: The case of biofuel for aviation. Journal of Cleaner Production,
167(1), 1263-1275.

Percin, S. 2008. Use of fuzzy AHP for evaluating the benefits of information-
sharing decisions in asupply chain. Journal of Enterprise Information
Management 21(3): 263-284.

Piccoli, G., Lui, T., & Grln, B. (2017). The impact of IT-enabled customer
service systems on service personalization, customer service
perceptions, and hotel performance. Tourism Management, 59, 349-362.

Popper, K. (2005). The Myth of the Framework: in defence of Scince and
Rationality, Tehran: tarhe no Publication, 1-392. [In Persian]

Priem, R. L. (2007). A consumer perspective on value creation. Academy of
Management Review, 32(1), 219-235.

Rapp, A., Trainor, K. J., & Agnihotri, R. (2010). Performance implications of
customer linking capabilities: Examining the complementary role of
customer orientation and CRM technology. Journal of Business Research,
63(11), 1229-1236.

Ray, G., Muhanna, W.A., & Barney, J.B. (2005). Information technology and
performance of the  customer service process: A resource-based analysis.
MIS Quarterly, 29(4), 625-652.

Ringov, D. (2017). Dynamic capabilities and firm performance. Long Range
Planning, 50(1), 653-664.

Sirmon, D. G., & Hitt,M. A. (2009). Contingencies within dynamic managerial
capabilities: Interdependent effects of resource investment and deployment
on firm performance. Strategic Management Journal, 30(13), 1375-1394.

Skaggs, B. C., & Galli-Debicella, A. (2012). The effects of customer contact on
organizational structure and performance in service firms. The Service
Industries Journal, 32(3), 337-352.



YY-0Y.u0 oV Eo v Joa =0T by o) o,leni V0 593 B9 038 S o
I

Skaggs, B.C., & Snow, C.C. (2004). Strategic signaling of capabilities by
service firms in different information asymmetry environments. Strategic
Organization, 2(3), 271-291.

Su, Z., Peng, J., & Xiao, T. (2013). Technological Capability, Marketing
Capability, and Firm Performance in Turbulent Conditions. Management
and Organization Review, 9(1), 115-137.

Tadic S, Zecevic S, Krstic M. (2014). A novel hybrid MCDM model based on
fuzzy DEMATEL, fuzzy ANP and fuzzy VIKOR for logistic concept
selection. Expert systems with applications, 41(18), 8112- 8128.

Takata, H. (2016). Effects of industry forces, market orientation, and marketing
capabilities on business performance: An empirical analysis of Japanese
manufacturers from 2009 to 2011. Journal of Business Research, 69(1),
5611-5619.

Theodosiou, M., Kehagias, J., & Katsikea, E. (2012). Strategic orientations,
marketing capabilities and firm performance: An empirical investigation in
the context of frontline managers in service organizations. Industrial
Marketing Management, 41(7), 1058-1070.

Tippins, M.J., & Sohi, R.S. (2003). IT Competency and Firm Performance: Is
Organizational Learning a Missing Link?. Strategic Management Journal,
24(8), 745-761.

Trainor, K.J,. & Andzulis, J., Rapp, A., & Agnihotri, R. (2014). Social media
technology usage and  customer relationship performance: A capabilities-
based examination of social CRM. Journal of Business Research, 67(6),
1201-1208.

Tsai, W. H., Chou, W. C., Hsu, W., & Hsu, C. F.(2008).The Sustainability
Balanced Scorecard as a Framework for Selecting Socially Responsible
Investment: An Effective MCDM Model. Journal of the Operational
Research Society, 60(10), 1396-1410.

(oY)



Olyen g (55k8 03; ) b Ol SaS @lie )3 (Flosd Gl )

Zhou, F., Wang, X., Lim, M. K., He, Y., & Li, L. (2018). Sustainable recycling
partner selection using fuzzy DEMATEL-AEWFVIKOR: A case study in
small-and-medium enterprises (SMEs). Journal of Cleaner Production,
196(1), 489-504.

Zhu, K.J., Jing, Y., and. D.Y.Chang. (1999). A discussion on extent analysis
method and applications of fuzzy AHP. European Journal of Operational
Research. 116(2): 450-6.

Valmohammadi, C., & Sofiyabadi, J. (2015). Modeling cause and effect
relationships of strategy map using fuzzy DEMATEL and fourth generation
of balanced scorecard. Benchmarking: An International Journal, 22(6),
1175-1191.

Van Veen-Dirks, P., & Wijn, M. (2002). Strategic control: meshing critical
success factors with the balanced scorecard. Long Range Planning, 35(4),
402-427.

Wade, M.W., & Hulland, J. (2004). The resource-based view and information
systems research: review, extension, and suggestions for future research.
MIS Quarterly, 28 (1), 107-142.

Wu, S. J. (2010). Operational capabilities: The secret ingredient. Decision
Sciences Journal, 41(4), 1-34.








