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 چكیدٌ
  ذّك اضظـ ػطنٝ ؾٛزآٚضی ثٍٙبٜ ٞبی التهبزی ٔی ثبقس . ضلبثت زضذّك اضظـ ثطای ٔكتطی، یىی اظ ٟٕٔتطیٗ ػٛأُ 

 تب ٔٛخت ٌطزیسٜ اؾت ثطای ٔكتطی ٚ تلاـ ثطا ی زؾتیبثی ثٝ ٔعیت ضلبثتی پبیساض ٚ ثطتطی اؾتطاتػیه ٘ؿجت ثٝ ضلجب

وبُٔ  فضبی اِىتطٚ٘یه وٝ تٛأْ ثب ضلبثت  تٛخٝ ثٝ ٔكتطی ٚ وؿت ضضبیت ٚی اظ إٞیت ٚالایی ثطذٛضزاض ثبقس . فطٚـ زض

اعلاػبتی ٚ اضتجبعی اظ ؾٛی زیٍط ٔٛخت ٌطزیسٜ اؾت وٝ  ثٍٙبٟٞبی التهبزی اؾت اظ یه ؾٛ ٚ تٛؾؼٝ فٙبٚضیٟبی ٘ٛیٗ

فطٚقٍبٟٞبی اِىتطٚ٘یه زاقتٝ ثبقٙس. ٔسیطیت اِىتطٚ٘یىی اضتجبط ثب  ٔكتطیبٖ ٘مف تؼییٗ وٙٙسٜ ای زض ثمب یب ظٚاَ

تؼطیف ػبْ ٚ  اظ چبِف ثطاٍ٘یعتطیٗ ضٞیبفت ٞبی ٔسیطیتی ٔی ثبقس. ایٗ چبِف اظ آٖ خٟت اؾت وٝ اٚلاً ٔكتطیبٖ یىی

ؾبظٔبٖ ٞب ٚخٛز ٘ساضز ٚ زْٚ ایٙىٝ ثؿیبضی اظ ؾبظٔبٖ ٞب نطفبً اظ زیس تىِٙٛٛغیه ثٝ آٖ  پصیطفتٝ قسٜ ای ثطای آٖ زض ثیٗ

 ٔی ٍ٘ط٘س.
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Abstract 
Create value for the customer, one of the most important factors is the profitability of 

businesses. Competition in the creation of value for the customer and strive to achieve 

sustainable competitive advantage and a strategic advantage over competitors led to his 

customer focus and satisfaction is of the utmost importance. Sales in the electronic space 

with fully competitive enterprises develop new technologies of information and 

communication is on the one hand and on the other hand led customers a decisive role in 

the survival or demise of stores have a. Electronic customer relationship management is 

one of the most challenging managerial approach. The challenge of the first order for its 

broadly accepted among organizations there And second, that many organizations simply 

to see technological vision. 
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