Qllddad g pale saly

¥

S8 B sSa gy (i g dal )l
S i Culd y paadies o
(43139, 2l 5La 03,91 B (Sasd g5 &S pudi (59,590 (hat s 53)

Sgllane Jedoswo S5y ¥

LXVLES

Cawd &yt (b pe (B & laglojlo ((byide 3 4 g (1938l)9y )il g Cldgs 4 arg5 L
ol 1l e ,5 s blojl wad sbel ey, ool 11 auS e Lais |y Ll 5 sl e
Calbge cly plyide bis & | dble e o @IS 5 ude Gla Gy ]y sl
Cold) olime Sl b Ko 15 1aly55 pase yol ] 5 sl sl alojles (gl 5 b
Lo (gl lyide )by ol gl @ 5 sateculd) (ulyd oz 53 ol pets Gl 9 Olyide
el (gpSeiluil sgge slabyy 03 (s il il (6905 s (50l ES b ()5l390
g s 9 (538) 385 95 1 ooy (S0l (sloaasls & Jio 3 st obab g5 Lges
Sbubsy & Cuns 5B gy & spSolul & 390 lgis Glgiee (IS job 4 &5 aBl e (IS

dlen 5l g 538 o S

TRV oY

sl

—

Ol Sl g pgle ol (oMol ST oSty Lale la guae Lokl #

(abdolvand_ma@yah00.com) s clados g psle asly oMol S olKtils sl g o 035l = S las w9 = Jlado! byl ol S5 = 6
o 2l (oMl B3 o8ty ale Sla guie ¢y *

(mohammadnia_ali@yaho0.com) (538 sy oMl 331 ol&iils = gy 5| 5YL = 938

Lidesms (o 1aillo )b b Jotus odiun g

AN« callin 3y Gy AN/ sellis Mol g, AN sellis il s o s



aliay i sloodyglp ey e8)h phjude (saiecols, pSeilul (s pl 5 Lol Gun
S o B Slods b g g i 5 4 S g lalojlo 408 Ly ) 5 & L3L e
Obyide Cold) dbml p e Jolse (alolid (pizen S odlitul Guiod ol @l 5l Wlg5 e
35 50 ghacolsy dbul p he Jelse 53 (pSojlul wligy (1) sleeajglp Mg S s
9 dulie (S35 obide 05 ) gaeculs) sbml p Je Jelse gancaglyl (S yh obyuie
2 os b)Saly dlil (56 Bhite 5 SeMS Blate SaSSS I Aol @S Ak ()
ol @8 Slaal | lgiee 1) 1858 e S Gl 2 Fhe Jelss 658 4 can
ez 6313y pole > 35 (slahg, I edliel b «Bhial cpl 4 ol gl & 3y0dyy BuioS
i23)5 oo |y b3 403

)3 3929 5ybliae L3Il jitie cold) 5 Cood (g )

21 0555 (g hlize byl b yide cols) g cutsS oy =Y

2 3529 (5)laline L3l ol yitie Cold) g Gl (g ytaod o =Y

D)3 255 (g ylolize byl b yide culs) g LSS 4 (Sauwy o -F

3l g SeasdlS 5 (558 o) 93 2 3 el il g 455 5 (glol (SlaSis oozl |
Pt bl 5> 5 48)5 )8l 2)90 Baiod 408 Jop 1wl 0ad Job gl ul SPSS
ol ors ) oan] lidss (gl

S5 B3l

Glods 5 Y ¢

Lidesee o wigllie ooz i8>

VAP (liasa) 9 5000 e o lack iy ip g0 Jlau

—



(1355 st sl 03,)91,3 (S5 C8 1 (53,0 (s03t) 8 yshe Calidy o 13 (556 (52,549 e 9 )

< Lok o ae das

dodbo
18 Gl 9 U0 p 4SS L
.)9)@ U“'“J LY )‘BAJLMAB‘ ‘U?Al)“ dLJ.) UY}’?() 9 .L.u) .)9»464: Sy Yook JLM: dl!bbln u))>]
Sl Bl s Cawd e sy LSS &S Cunl IS 4 Y e 5 Gl ki s o
258 salgs aiisl |y (ilomr 9 0SS |y (6l 0295 Ol 3 Sgautn Sl 9 Y555 Liad
S sgye0n ) G585 A>9I 1y s SN0 b LU cseblin 5 5o laglasl
oo losls sly AU 5 (28) Cujo S il b agmon 5 Sliis g Vg5 S
LU iiud Glgl wgd gely (slid My g GV g Olpss Sy 5l &S ol lejle Wil e
5 il 48 ouul 3 a8 Wyl sap I liiedin bl & Slea 50 S gme |y (6,500 ,I8  cnS
LL GeSs plojle olpde 5 ol Scuil L glanl ax wid el o LSS S gy wle
il b do baplojl s3]l s S
bl ales iyl lae aoxiio Jli cpaty wiadodil e i G398 ol & Gl ol wls
At S5 pldpn ajls o Gpse 5 i) g laglojle & 58 plsie Cuabl b e
9 09 Wl Jol olGle )3 (21535 & (58l (il 5 ol Cojgme (08 S 5 S 03
S anled plasl s a4l Sl @ylos | lodes mraw i 9 Ul @)oo
(Wil dbml S yed g 1S gt oE D gy Cunl phcul) o & oyl glid oS
sl 03,8 5kae OIS g S g Oyl el 3 Sl ptlle plyie ) 6 i)
sl g ol Gl el 15 st Cope g 1S yite ploa 0 Cusl (Sapel sl losls sloacl
(i melae (clbazg 5 205 )8 alpl (sloaslyy )3 pglis 5 sats (Sygls e lbisjloatind
4 Col (S (WAY didosco g (S5 gge) 23 il 2355 9 e £9090 cnl & 28 5l (LS
¥ N T O B R T I I N T ,
oS1p5 Ygygge €308 ¢ yga Iy pld oSS > Slidod (Y5 d)kke dix gladrdy
VL s 3 1y 355 loss g YIS i et Gl L B asn 36 55 bl
Clos 5 YIS Cand 4 (GHisS 4 Ceosd pylie lS b o LS )3 5 45 goas (g bawgie
Chrwgi Cgd ) w9 B9l Cands HENLe g )by by il Sle bwgie cuad 5l S
slagsplil wbie GBIl joy 4 5oy Gbide (BBT Aol 4 colie b ojgyel isgSs Lol

1. General Motors
2. Ford

3. Motorola

4. Xerox



Olys bl oS 18 1) by cag )3 53,5 Ll il & a3 o (Ll Slidind 5 g 2
b st bl o Dl 5 SV 5 ol b glojlo slacsyglys 1l oo o sl Y95
sl 005 0303 U S olas S5 3 &S 69K3T gt 5 95 dnlge o b laglojlu IS g

iles i 1) 353 (6B, o Sler aope

oy
[t oy 54 o)
8y el
e pglita g posua i1 331 Sungd pylika g solaa SOl

(ool gia § e I 3 ol

o w058 )3 §picul) ) o)lens JSS

(Churcill & Suprenant, 1982, 493) 9,5 loic 4y il 0dd iy yad Cjguo 93 &y (4 o ol
s Sy )y o« (Engle & Blackwell, 1972, 231) 4 (Hunt, 1997, 10) s51,8 lge 4 b o
odal 3939 4 awluol s s sl |y porde ol oy LY ol Wb Ban cpl 4 oliwd Cuonl
ol b eyl olaeil il sbul londs Gua pl 4 oliwd p 8500 4 e o xino Sladl )
(o Coldy e o SilEl lalisMe LB e 4 1) eS8 S sl Jlin] wl s
4 Caond ol 3 amde 8 byl 0590 1) laglitel 6] sl & cunl Mgl @)™

(w20 ygS e B 4y o SISl g o S Sl ks w4 SS9 bz

GRIPFS gy Ol N

ol b (5 isnels (HaS sloaw)il 5 Sl osmlosi] (liaas by salaly 4 (535S
Mg St 5 el SaS @ Wy I galsd K5 & bl o3l i |y Mg
P e b G SIS el i |y g LS el drge s Tl
Gl azily ilodly JialS adies o 40 Cgme ¥ ]y 295 pgure &35 &S Y gige dle oS b

Wid g )3 o, lal381.Y

il Gosas 5 (ragd 4 i DIbLS) (ogas s (55P5SS )3 odol d2g 4 gy Sl
o Slple g alyjly il &5« gmino dhail 3wl oad Lo maw j cold, Liliel Lx
S SRS S ol 4 el 315 1> ookt 05, £ e il 53 Lo Lo gt
Slodds dnlge ¢ syt () L8y Sl b ¢)ouiS ya

1. Computer Aided Designing (CAD)
2. Computer Aided Manufacturing (CAM)
3. Flixible Manufacturing System (FMS)
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Presenting Fuzzy Approach on
Customer Satisfaction Measurement
Case Study Roozaneh Dairying Company

M.A. Abdolvand, Ph.D.
A. Mohammadnia, M.Sc.

Abstract

Tending to customer rightly overtax, Organizations gain new customers and

keep their satisfation, ther fore based on created comptition, organization

and companise should seeking suitable ways to customer’s absorption and

mainenance. Thus it is vital for business success and it not succeed unless

customer satisfaction measument and continous protection.

In the competitive conditions, the satisfaction and customers loyalties are

urgent need for profitability. Furthermore, the satisfaction measuremen

available method are up crisp range, whereas loyalty measurement indexes

are fuzzy, unclear and verbal which beable to say totally, measurement in

fuzzy logic is more efficient.

The paper main goal is customers satisfaction measurement in Roozaneh

Dairying Company which can use from research results all of manufacturer

and service companies, further, applied goals of this research are: Customers

Satisfaction, Fuzzy measuring effective factors on creating Roozaneh

dairying Customers Satisfaction, prioritize effective factors on Roozaneh

dairying customer satisfaction, comparing and comprehensive survey of

results of Fuzzy logic and classic logic techniges, ducumenting practical

solution for practing effective factors on keeping customers and creating

customers satisfaction.

Four hypothesises in the research to goal achievement are:

I- There is a meaningful correlation between price and customer
satisfaction.

2- There is a meaningful correlation between quality and customer
satisfaction.

3- There is a meaningful correlation between Accessibility and customer
satisfaction.

Journal of Marketing Management

—



Vol. 2, NO 3, Autumn & Winter2007-2008

S}

4- There is a meaningful correlation between customer complains and
customer satisfaction.

After using satistical techinges and analysing datas in both Fuzzy and classic

methods by SPSS software, resulting to: to pass all of hypothesises, finally,

seggested some offers for future researches.

Keywords: Customer Satisfaction, Measurement, price, quality, Accessibility,
customer complains, customer, organization, Fuzzy logic, Product and
services.





