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Abstract

Purpose: The present study aims to identify and rank strategies for improving Customer Relationship Management (CRM)
capabilities using SWO'T, Fuzzy TOPSIS, and Fuzzy VIKOR approaches, in order to develop a practical model for enhancing
CRM performance in organizations.

Methodology: This research is applied in purpose and desctiptive—survey in method. The statistical population consisted
of 25 experts, including managers and specialists in sales, marketing, and CRM, selected through purposive sampling. Data
wete collected via pairwise compatison questionnaires and interviews. The validity of the instruments was confirmed by
expert judgment, and their reliability was assessed using Saaty’s inconsistency rate. Data analysis was performed using the
SWOT, Fuzzy TOPSIS, and Fuzzy VIKOR techniques.

Findings: The Fuzzy TOPSIS results revealed that “training specialized human resources in CRM,” “enhancing cooperation
with expert consulting firms,” and “allocating adequate financial resources” ranked first to third, respectively. Similarly, the
Fuzzy VIKOR analysis confirmed these priorities.

Originality/Value: By integrating thtee multi-ctitetia decision-making approaches under a fuzzy environment, this study
proposes a localized analytical framework for identifying effective strategies to improve CRM. The model provides valuable
insights for decision-makers seeking to optimize resource allocation, strengthen human capital, and enhance customer-
oriented organizational performance.
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Table 2- Results of SWOT matrix analysis of opportunities and threats.
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Table 3- Internal factors evaluation matrix.
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Table 4- External factors evaluation matrix.
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Figure 1- The status of the four factors relative to each other in the SWOT matrix.
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Figure 2- The company's position in the internal and external factors matrix.
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Table 5- Targeted offensive strategies to improve customer relationship management capabilities.
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Table 6- Interval size matrix.
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Table 7- Normalized positive ideal matrix.
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Table 8- Final ranking matrix.
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Table 9- Score of each risk.
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Table 10- Calculated weights for indicators.
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Table 11- Best and worst values for indicators.
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Table 12- Results of S-R values for risks.
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Table 13- Ranking Risk.
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