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Abstract

Nowadays organizations are extensively looking for ways to interact and make effective contact with customers.
Internet technology (IT) make able organizations to attract new customers. it traces both customers’ online
behavior and performance, besides, making communications, products, services, and prices unique. The present
study is aimed to identify and prioritize the success factors in electronic customer relationship management (E-
CRM) through the use of the Ordinal Priority Approach (OPA) in the central branch of Parsian Insurance
Company. At first, the identified factors from related studies are validated by using the Fuzzy Delphi Method
(FDM). In the following, the final rank and weight of each factor are calculated by means of OPA. According to
the obtained results “existence of appropriate technical, communication infrastructures”, “allocation of needed
financial resources”, and “support, commitment, and learning of top and senior managers” are determined as the
most substantial factors in E-CRM success. In contrast, "capable of integration with other systems", "learning
culture"”, and "existence of complaint system" are recognized as the least important E-CRM factors in the Persian
insurance enterprise.
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Today, with the increase in competition in the world, the expectations of customers are also changing.
This acceleration of changes will lead to faster preparation and distribution time, more customer
orientation and better service level, which requires providing timely services to customers. Therefore,
in order to remain in this competition, companies cannot have a traditional approach to customer
communication and must change their attitude towards customer communication.

The purpose of this research is to identify and prioritize the success factors in the electronic
management of customer communication using the sequential priority method in the central branch of
Parsian Insurance. At first, the factors identified from the background of the research were validated
using the fuzzy Delphi method. In the following, the rank and weight coefficients of each factor were
determined using the sequential priority method.

First, the initial list of factors affecting the successful implementation of E-CRM reported in Table (1)
was set based on the scoring pattern of the fuzzy Delphi method. Next, the questionnaires were provided
to each member of the expert committee. After applying the opinions of experts, the relevant
questionnaires were collected. In the following, the verbal expressions of the members of the expert
committee were converted into triangular fuzzy numbers based on the scoring pattern of the fuzzy
Delphi method (table 2) and then using the relations (6) to (9) and the values related to the lower limit
(a_j), the middle limit (b_j) ), the upper limit (c_j) as well as the diffused final score (S_j) were calculated
for each factor.

Based on the obtained results, the presence of appropriate technological and communication
infrastructure, the allocation of required financial resources, and the support, commitment and learning
of senior and middle managers were introduced as the most important influencing factors in the success
of electronic customer relationship management. Also, the ability to integrate with other systems,
learning culture, and the existence of complaints system were respectively recognized as the least
important components affecting E-CRM in Parsian Insurance Company.
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