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Abstract

Today's competitive business world, various industries and organizations use various customer relationship
management strategies to improve their relationship with customers. But today, the traditional methods of
communicating with customers are not the answer to managing this relationship between customers and
organizations. This research has investigated the impact of social media marketing on customer participation in
creating value in the Shoe and Leather Industry. The current research is descriptive-survey. The statistical
population of this research includes customers of Novin charm Company's Instagram page, whose number is
unlimited, and according to Morgan's table, the sample size was determined to be 384 people. The data collection
tool included standard questionnaires, and the collected data were tested and analyzed by structural equation
method and PLS3 software. The results showed that social media marketing has a significant effect on customer
engagement with the brand; Customer participation had a significant impact on value creation; The impact of
social media marketing on value creation was positive and significant; And finally, the mediating role of customer-
brand engagement in the relationship between social media marketing and value creation was significant.
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Extended Abstract

Introduction

In today's competitive business world, various industries and organizations use various customer
relationship management strategies to improve their relationship with customers. But today, the
traditional methods of communicating with customers are not the answer to managing this relationship
between customers and organizations.

Methodology

This research has investigated the impact of social media marketing on customer participation in
creating value in the footwear and leather industry. The current research is descriptive-survey. The
statistical population of this research includes customers of Novin Leather Company's Instagram page,
whose number is unlimited, and according to Morgan's table, the sample size was determined to be
384 people.

Results and discussion
The data collection tool included standard questionnaires, and the collected data were analyzed by
structural equation method and PLS3 software.

Conclusion

The results showed that social media marketing has a significant effect on customer engagement with
the brand; Customer participation had a significant impact on value creation; The impact of social
media marketing on value creation was positive and significant; And finally, the mediating role of
customer-brand engagement in the relationship between social media marketing and value creation
was significant.
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Abstract

The current research was conducted with the aim of investigating and evaluating the strategies for providing
sustainable financial resources in Marvdasht Municipality. In this research, along with evaluating and analyzing
the revenue sources of Morvdasht municipality in a five-year period (2018-2022), introducing sustainable financial
resources and evaluating the potential strategies of providing these financial resources in this municipality. The
research method in this study is descriptive-survey, cross-sectional and applied. The research data were analyzed
using SPSS software and in two formats, descriptive statistics and inferential statistics (including: T-TEST of two
independent groups, SWOT analytical model and Student's t-test). The research findings from the comparison of
the average of two independent communities (administrators and researchers) on the issue of stable and unstable
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the previous activities of the urban management system. In addition, the results of this research showed that the
income from public tolls and the income from municipal funds and properties are among the stable sources of
income, and donations, gifts, and assets are among the most unstable municipal incomes. Also, by evaluating the
score of internal strategic factors in the form of strengths and weaknesses and evaluating the score of external
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Municipalities are one of the institutions whose performance is important due to its direct connection
with people's lives. Sources of income of municipalities play an important role in the quality of services
to people. The income of the municipalities can be provided from stable sources as well as rely on
unstable sources of income. In the first case, municipal managers can easily manage the city and the
municipality and gain the satisfaction of the people during recession or economic boom. But in the
second case or relying on unstable sources of income, municipal managers face a lot of problems in
managing the city and municipality, providing high-quality services to people and providing sufficient
income, especially during economic recession. The excessive reliance of many municipalities on
unstable revenues makes them face financial problems.

The current research was carried out with the aim of investigating and evaluating the strategies of
providing sustainable financial resources in the municipality of Morvdasht. In this research, while
evaluating and analyzing the income sources of Morvdasht municipality in a period of five years (1397-
1401), the introduction of sustainable financial resources and the evaluation of potential strategies for
providing these financial resources in this municipality have been done. The research method in this
study is descriptive-survey, cross-sectional and applied. The statistical population of the research
included 40 managers and expert experts of Marovdasht Municipality and researchers and experts in
financial and income matters.

In order to evaluate the sustainability of the financial and income resources of Morovdasht municipality,
a researcher-made questionnaire has been used. The validity of the questionnaire was confirmed by
using the opinion of professors, experts and experts of the studied society, and its reliability was obtained
by calculating Cronbach's alpha, 87.65. The research data was analyzed by SPSS software and in two
formats descriptive statistics and inferential statistics. The research findings from the comparison of the
average of two independent communities (managers and researchers) on the issue of stable and unstable
incomes of Marovdasht Municipality indicate the lack of mutual understanding between the two groups
regarding the previous activities of the urban management system.

The results of this research showed that the income from public tolls and the income from municipal
funds and properties are among the sustainable sources of income, and donations, gifts and assets are
considered the most unstable municipal incomes. Also, by evaluating the score of internal strategic
factors in the form of strengths and weaknesses and evaluating the score of external strategic factors in
the form of opportunities and threats, it was determined that this score is placed in the conservative
strategy section.
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Abstract
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Organizational loyalty is one of the important constructs in modern management literature, and
organizational loyalty is one of the basic steps to increase employee productivity. Researches have
shown that employees who are interested and loyal to the organization have higher performance and
productivity, they tend to stay in the organization more, they are less absent, they are highly motivated,
and they agree and accompany the organization's changes more.

The purpose of this research was to explain the relationship between business ethics, organizational
loyalty and employee productivity. The statistical population of the research is made up of the
employees of the Modern Economy Bank of Fars province, approximately 300 people, of which 160
people were selected as a sample using a one-stage cluster sampling method. The data collection tool
was a guestionnaire.

In order to explain the desired variables, descriptive indices including mean, standard deviation of
business ethics components and organizational productivity and loyalty components have been
provided.

The results showed that there is a difference between business ethics and its components (responsibility,
honesty, justice and fairness, loyalty, respect for social values and norms, respect for others, superiority
and competitiveness). There is a significant relationship with productivity. There is a significant positive
relationship between organizational loyalty and productivity. Also, the results of regression analysis
showed that organizational loyalty can significantly predict productivity.
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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.

Keywords: Electronic Customer Relationship Management (E-CRM), Fuzzy Delphi Method (FDM), Ordinal
Priority Approach (OPA), Parsian Insurance Company.

Cltatlon: Zarei, M., Shojaei, M. (2023). Identifying and Prioritizing Success Factors in E-CRM using OPA (Case
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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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Abstract

Students are the main customers of the education system in universities and measure the quality of educational
services by their expectations and perceptions of the services received; Therefore, now in all scientific centers of
the world, students' views on all aspects of educational services provided in higher education institutions are
considered as a necessary factor in monitoring the quality of education. Accordingly, this study was conducted
with the aim of mediating the role of student satisfaction in the relationship between service quality and student
loyalty. The statistical population of this study consists of graduate students of the University of Isfahan, whose
number is about 4469 people. To select the sample size using Cochran's formula, a sample of 351 people was
selected in a stratified manner appropriate to the volume. To measure the quality of services, Shahverdiani (2010)
questionnaire, student loyalty and student satisfaction questionnaire of Zandavanian et al (2018) were used. The
reliability of the questionnaire was evaluated by Cronbach's alpha coefficient and its composite reliability and
validity were evaluated by construct and content validity. The research hypotheses were analyzed using structural
equation modeling technique. The results showed that from five dimensions of service quality, tangible factors,
reliability and empathy have a positive and significant effect on student satisfaction, but Responsiveness,
Assurance does not have a significant effect on student satisfaction. On the other hand, student satisfaction has a
positive and significant effect on student loyalty. The results of mediator role also showed that student satisfaction
plays a mediating role in the relationship between tangible and reliability factors and empathy with student loyalty,
but student satisfaction does not play a mediating role in the relationship between Responsiveness and Assurance
with student loyalty.
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Students are the main customers of the education system in universities and measure the quality of
educational services with their expectations and perceptions of the services received; Therefore, now in
all the scientific centers of the world, students' views on all aspects of educational services provided in
higher education institutions are considered as an essential factor in monitoring the quality of education.

The basis of this study is the mediating role of student satisfaction in the relationship between service
quality and student loyalty. The descriptive research method was correlational. The statistical population
of this research consists of master's students of Isfahan University, whose number is about 4469 people.
In order to select the sample size, using the Cochran formula, a sample of 351 people was selected in a
stratified manner according to the size. In order to measure the quality of services, the questionnaire of
Shahvardiani (1389), student loyalty and student satisfaction was used from the questionnaire of
Zandavanian et al. (1397). The reliability of the questionnaire was examined and confirmed by
Cronbach's alpha coefficient and composite reliability and its validity by construct and content validity.

To check the findings of this research, the structural equation method was used, which was used to check
the fit of the model and analyze the data using the PLS method, which is one of the approaches of the
SEM method. This method is useful because it provides more accurate results on small data than other
methods. Therefore, the fit of the research model was checked through the PLS method and using the
criteria of reliability, convergent validity and divergent validity. Cronbach's alpha and composite
reliability (CR) were used to check reliability, which are reported by Smart PLS software.

The results of the research showed that out of the five dimensions of service quality, tangible factors,
reliability and empathy have a positive and significant effect on student satisfaction, but responsiveness
and assurance do not have a significant effect on student satisfaction. On the other hand, student
satisfaction has a positive and significant effect on student loyalty. The results of the mediating role also
showed that student satisfaction plays a mediating role in the relationship between tangible and reliable
factors and empathy with student loyalty, but student satisfaction does not play a mediating role in the
relationship between responsiveness and assurance with student loyalty.
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Abstract

One of the effects of cultural intelligence is increasing the productivity of the human resources of organizations.
In business, cultural intelligence is an important source of productivity, and in order to do things, it is necessary
for workers and specialists to take the advice and support of others beyond the structure. The present study was
conducted with the aim of investigating the cultivation and flourishing of cultural intelligence in organizations
(case study: Gas Company of Fars province), which examines employees in terms of age, gender, education and
work experience. The present research is from the point of view of practical purpose and from the point of view
of the method of collecting descriptive data of correlation type. The statistical population of the present research
includes the employees of Gas Company of Fars province, whose number is equal to 700 people. The results of
structural equation modeling showed that cultural intelligence has a significant effect on behavior and its effect on
productivity and human capital has a significant effect.
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Today, according to the conditions of the organizations and business, it can be said that they operate in
a turbulent environment where there is no chance for mistakes and the smallest mistake may cause the
whole organization to face many risks. On the other hand, the existing organizations in every society,
by using the limited resources they have at their disposal, address the individual and group needs of the
people of the society in a way, and since the production resources are always faced with a feature, i.e.
scarcity, they are often the main ones. The most important goal of organizations is to use production
factors optimally and reach their maximum use. These factors include land, capital, manpower,
technology and management. In the meantime, it can be said without a doubt that human power is the
most valuable asset of organizations and its sensitivity is higher than the other factors mentioned.

The present research was conducted with the aim of investigating the cultivation and flourishing of
cultural intelligence in organizations (case study: Gas Company of Fars province) which examines the
employees in terms of age, gender, education and work experience. From the point of view of the method
of collecting descriptive data, it is of correlational type. The statistical population of this research
includes the employees of Fars Province Gas Company, whose number is equal to 700 people.

The results of structural equation modeling showed that cultural intelligence has a significant effect on
behavior and its effect on productivity and human capital has a significant effect.

According to sociological strategic studies and the findings of this research, it is suggested that managers
and supervisors of organizations should try to strengthen cultural intelligence through learning and
training its skills in order to achieve the success and goals of their organizations.
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