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code Criteria Dimensions
C21 Existence of flexible pricing
C22 Provide appropriate services
Cc23 Culture promotion . )
- Create a positive attitudeC2

C24 Advertising
C25 Demand forecast
C26 VIP service
C41 Survey
C42 Respond to complaints
C43 Customer satisfaction Responding to customers
C44 Using cyberspace C4
C45 Changing the attitude of human resources
C46 Notices
C61 Price
C6l easy access
C61 Comfort .

. - Consumer attitude C6
C61 Provide facilities
c6l Providing services
Cc61 Security
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Triangular fuzzy numbers

Definitive numbers

Language options

1, 1,0.75)
(1, 0.75, 0.5)
(0.75, 0.5, 0.25)
(5/0, 25/0, 0)
(25/0, 0, 0,)

4

Too much impact
high impact
Low impact

Very little impact

Effectless
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Result D-R D+R R D Dimensions
Impressive -0.01 7.577 3.795 3.783 Create a positive attitude
Impressive -0.16 6.618 3.39 3.228 Responding to customers
_The most -0.64 7568 4105 3.463 Consumer attitude
impressive
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Result D- D+R R D Criteria Dimensions

Impressive -0.035 0.615 0.325 0.29 Provide appropriate services

Impressive -0.028 0.594 0.311 0.283 Culture promotion Create a positive
Impressive ~ -0.002 = 0.652  0.327  0.325 Advertising attitude
Impressive -0.004 0.643 0.323 0.32 VIP service

Impressive -0.014 0.634 0.324 0.31 Respond to complaints )

: . . Responding to
Impressive -0.085 0.664 0.375 0.29 Customer satisfaction customers
Impressive -0.016 0.634 0.325 0.309 Using cyberspace
Impressive -0.064 0.749 0.406 0.342 Comfort Consumer attitude
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Final weightand = Relative weight and

ranking criteria rank of criteria Criteria Weight and size dimensions
13 0.0252 5 0.141 Existence of flexible pricing
2 0.0349 1 0.196 Provide appropriate services
6 0.0312 3 0.175 Culture promotion Create a
- 0.178 (2) positive
4 0.0333 2 0.187 Advertising attitude C2
16 0.0231 6 0.13 Demand forecasting
8 0.0305 4 0.171 VIP service
11 0.0273 2 0.188 Survey
14 0.0235 3 0.162 Respond to complaints
10 0.0283 1 0.195 Customer satisfaction Responding to
17 0.0229 5 0.158 Using cyberspace 0145(G)  .ustomers C4
15 0.0232 4 0.159 Changing the attitude of human
resources
18 0.0202 6 0.139 Notices
9 0.0288 5 0.149 Price
12 0.0266 6 0.137 easy access
1 0.0403 1 0.208 Comfort 0.193 (1) C(?nsumer
5 0.0325 3 0.168 Provide facilities ' attitude C6
7 0.0307 4 0.159 Providing services
3 0.0347 2 0.179 Security
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Abstract

According to the theory of incoherence, a person's cognitions (such as thoughts, attitudes, and
beliefs) may be coherent, incoherent, or irrelevant. Reducing inconsistency is done by adding,
subtracting or replacing cognitions. Accordingly, it is possible to use the capacity of rail
transportation by using appropriate strategies to reduce cognitive inconsistency and also change
the attitude of consumers, and even this issue can increase the capacity of this industry. There
are several reductions that are evaluated in this study according to the attitudes of consumers.
Therefore, the purpose of this study is to design a model to change consumer attitudes with
emphasis on the theory of cognitive inconsistency. Used among the statistical community of
the rail transport industry. In qualitative research, by performing the theme coding method, the
theoretical model was reached and then the effective variables were calculated through Dematel
method and fuzzy ANP. It is a variable of consumer attitude.

Key Words: Consumer attitude, cognitive dissonance approach, rail transportation.
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