Lol oo
WAl -Ve o)l

Oilge G ilsel ©,5 0,509, b (g yiin b LS 1 o pow ol 6551yl oy 90d
Pl <8 b 5o

R

5 @ik ezl 5 0sls J15 095 lacadlad plas jooe 1) Gl i baglejlo o394l
ooy (ol sla il 5l (S L]y e 3 08 (o0 i ol (2 1y 995 (192
oS ools i Slalllae ool sitie b Lo, o el gl il pgas golasl
sslatul ' ilste sl D)l 9S0g; 5 095 slasliel (g o & glagleil
Pl L sl gileiel D)5 Godls aitn iGhge 255 slacsiiliinl sl 5o anleige
Cupde plls Bl (g 58 laylnl 5 (S Glye & bt b LU (o
w ) oyiie b Bl Cu i lagyb o)l ol il e eolizul L 6 ynte b bl
@zl saly g 4 i Loled 5 Jood (63,50ee lojlre 5 Cuibge oS alse
9N slr 68 Sigdanie o Al 50 (r (69,90 axlllae S B o callio (nl 00 S o

(Jhmonfared@yahoo.com) 655 0 Ol 9y ookl 85T olKitils iy e 0aSLtdls Lol s

S5 yo Olytd 9y oMol ol5T olKitils taio C pde ol wlids IS s

— G5 Ol axly Dl o1 olSls i pyae suSiiils = o demme 2SS F Gop, — O3] &= ol sl
(45156 B b)) ouSiils Coglas 80— A 4zl

e i Pl 4515 b b Jyts otigss

1- Balance Score Card (BSC)
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1- Critical Success Factor (CSF)

2- Fuzzy Method

3- Analytic Hierarchy Process (AHP)
4- Action Plan
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1 - Customer Satisfaction
2 - Balanced Score Card
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1 - Customer Relationship Management
2 - CRM Score Card

3 - Critical Success Factors

4 - Key Performance Index

5 - Strategy Map
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1- Original Equipment Manufacturer
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1- Total Quality Management
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1- Critical Success Factor (CSF)
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The Strategy Formulation for Customer Relationship
Management System with Balance Score Card
Approach (CRM SCORE CARD) in Sapco Company

#J. Haghighat Monfared, Ph.D.

E. Saraeenia

Abstract

Today organizations focus on their customers to set and regulate their sale
and marking strategies. Modern organizations try to present the best for their
customers as the aim of customer relation management is to develop long-
term and stable dependencies between the companies and their customers.
The importance of this subject is better understood by considering
guidelines on customers satisfaction and customer relation management
system strategies.

One of the most important challenges to modern organizations is the
implementation of strategies which are regulated by thought and systematic
methods. Organizations which have used performance evaluation system-
particularly balanced score card- prove to be strategically successful. It is
believed that CRM’s score card is one of the strongest tools in collecting
customer relation management system strategy. This card converts CRM
plans to key factors which predict success of CRM. This research aimed at
collecting data on customer relation management system strategy based on
balanced score card as an organization concentrates on four approaches
(financial, customer, domestic process and learning and growth).

In this research after identifying mission , perspective and current strategies
of organization , the strategic goals of customer relation management system
were determined for each aspect of balanced score card. After conducting
Extensive theoretical studies in order to recognize the key factors of success
in customer relation management system and Screening them, next step was
collecting performance key indices for each of mentioned factors which

were then prioritized by AHP method and establishing balanced score card.
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Finally the formulating map for customer relationship management system
strategy was determined for each one of success factors.

Keywords:

Customer Relationship Management, Critical Success Factor, Anaytic
Hierarchy Process, Balance Score Card, Strategy Formulation
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