
   

 

    

������ ���	
� �
� ���	� 

International Conference on Management 

1098 

 

 : �
�����
� ������� �� � !� ��� �!�"�� ��#� ��!
�� � ���$�#%&'  

���%�" (�)* �
$1!+ ,
-�	$� �.� /2��"!�
� ���� /3  

1 ����� �	
��
� ���	��
 ���� � �����
� ���	���	� ������ ���
  	!��	"�
��
  

2 �
��
 ����� �	
��
� ���	��
 ���� � �����
� ������� �$�� �	��	%&
  

3 �
��
 ����� �	
��
� ���	��
 ���� � �����
� ���	���	� ������ ���
  	!��	"  

2�
�3 

 (��) �	* +*$,- $ (	���
 �� ��$�� 	� �	��%�� .��$�%�/
 ��
�	0$ �� �
1��2
 �	* ��%"	0 ��	&	!� � �3	4 � 5/	6� �
 7�*
 �
�89 :�3�� (	���
 �&��� 	� .��	� �� 	<�= ��!� ���/$
 $ �*� ��$ >?& $ @�
�� +�	- � 5%0��16  �
 B�
 ��%"	03  ��%"	0

 � �%C	!� ��8DE5 
�$ ��%"	0 $ �%C	!��8  H��I �
 ��	& J	��K $ +�	- �
 >- $ ��� ��	&	!� .��$�%�/
 �	" $ L�" ��%"	0
 @��M9 N$� $ ��	0 �O9
�� 5���& @��M9 .�!�9 H��I �
 $ �	��OC �P� �
 ��	Q%&
 	� �8� �	� �� .�!%�� ��	<� �Q/� N$�

 �
R0
 ��� �
 ���� ��<� 	� $ �*� ��$ S�	T �
 58&�9MATLAB �/$
 5" �
� �	�� +*$,- U�	%� .���� ��!� �� �	�� �

�%"	0 � ��)
 �	* ��%"	0 5" ��� �= �
 �"	4 U�	%� V�!WD* .��$= �&� 5� 
� ���/$
 V��%��� .��$�%�/
 �	" $ L�" �	* ��,�$ �

%C	��
$� �	* ��%"	0 ��� �	�� �
 � ��9��?�	" �
�& ��%"	0 � �%C	!� ��8DE �	* ��%"	0 ��� �	�� �
 �%�E ��C $ H�C ��%"	0 �
 X	Y%C
 ��C 5� 
� ��$ V��%��� ��	& Z$ �%4
� ��%"	0 .��$�%�/
 �	" $ L�" �	* ��%"	0 ��� �	�� �
 	%�	<� $ ��%�� ����E

.���
�  

�%C	!��
$� �	* ��%"	0 � �%C	!� ��8DE �	* ��%"	0 � .��$�%�/
 ��
�	0$ : ����" �	�\
$ �$�%�/
 �	" $ L�" �	* ��%"	0 � .��
)��	0 �O9
�� 5���& @��M9 �!�
�0FAHP  

Electronic loyalty: Identification and prioritization effective factors on it 

Sayed hesam, kashani1 ; Dr.Reza, esmaeilpour2; hani, nikookar3 

1 Department of business management, University ofguilan, guilan, Iran 

2 Department of business management, University of guilan, guilan, Iran 

3 Department of business management, University of guilan, guilan, Iran 

Abstract 

E-loyalty means " Favorable customer perceptions of e-retailer which leads to his/her re-
purchase. E-loyalty decrease the sensitivity to price and lead to suggesting visit of the company's 
site to others that finally leads to increase in online transactions . Purpose of this study is to 
recognize effective factors on customers' e-loyalty by reviewing literature and related researches, 
filtering factors and then weighting and prioritizing them.  By reviewing literature  16 factors 
including 3 demographic factors, 5 psychological factors and 8 e-business factors have been 
recognized and finalized after filtering by Delphi method. In the next step they have been 
weighted and prioritized  by using experts' opinions and by fuzzy analytic hierarchy 
process( FAHP) technique and Chang’s extent analysis (EA) method via MATLAB software. 
Results showed that e-business factors among other ones gained the most priority. Also results 
showed that from demographic sub-factors computer literacy, from psychological sub-factors 
variety seeking behavior and finally from e-business sub-factors convenience gained more 
weight. 
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