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Abstract

In any organization and with any type of service, knowing the different methods of keeping customers is very key; building
long-term customer loyalty is a smart move for any business. Therefore, the main goal of this research is to identify and prioritize
strategies for attracting, maintaining and loyalty of commercial and corporate customers in Sepah Bank's current accounts. The
present research is descriptive method (because it deals with the description of whatever it is, without involving personal
opinion) with practical purpose (because it wants to solve a problem) and exploratory type (because it seeks to identify the
strategies of attraction, retention and the loyalty of commercial and corporate customers in Sepah Bank's cutrent accounts. In
the first stage, the investigated community is formed by the managers and assistants of Sepah Bank branches. The participants
in Delphi research include from 5 to 30 people, based on a qualitative questionnaire. They answered again and confirmed or
rejected the literature solutions and announced new solutions if needed. The minimum number of participants depends on
how the research method is designed. Then, in the second step, after designing the DEMATEL questionnaire, the respondents
were asked to answer the internal communication of the variables. Based on this, the size of the community is 30 experts,
including heads and deputy heads of Sepah Bank branches, and finally 27 questionnaires were accepted. Considering that
service delivery in any organization is primarily done by the human resources of that organization, therefore, employee
satisfaction is very effective in the quality of service delivery and can strengthen and increase the collective motivation of
employees in this field. Providing products and services, apart from being based on the important needs of customers, should
have a high quality level. Originality in research mean what you are doing is from your own petspective although you may draw
arguments from other research work to back up your arguments.
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Table 1- Strategies for attracting, maintaining and loyalty of commercial and corporate current account
customers of Sepeh Bank.
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Table 2- Biographical information of experts.
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Table 3- The spectrum used in Dimetal technique.
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Table 4- Complete communication matrix of customer loyalty solutions.
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Table 5- The normalized direct correlation matrix of customer loyalty solutions.
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Table 6- Table of D and R values of customer loyalty solutions.
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Table 7- Creating a causal diagram of customer loyalty solutions.
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Figure 1- The pattern of variable relationships in the Fuzzy DEMATEL technique of
customer loyalty solutions.
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Table 8- The spectrum used in DEMATEL technique.
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Table 9- Complete communication matrix of recruitment and retention solutions.
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Table 10- Table of D and R values of absorption and retention solutions.
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Table 11- Creating a causal diagram of recruitment and retention solutions.
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Figure 2- The pattern of variable relationships in the fuzzy DEMATEL technique of
attracting and retaining solutions.
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Table 12- Ranking factors of customer attraction and retention solutions and loyalty.
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Table 13- Rating of customer attraction and retention and loyalty solutions.
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Table 14- Chi-square test values.

N 2
Chi-Square 75.163
df 4
Asymp. Sig. 0.004
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