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Abstract

Nowadays, with increasing competition in customer loyalty factors, organizations are looking for a way
to attract and retain customers. The aim of this study is the ranking factors influencing the adsorption
and retention of customers in the production chain of the Petrochemical province of llam using the
AHP process. In this study, questionnaire was used to collect data and have been used for data analysis
from software expert choice, Lisrel and excel. The results show that according to the results of factor
analysis that market performance, financial performance, quality of products, Rial value, and marketing
are effective factors on customer uptake in the petrochemical company. Also, the components of
empathy, meeting expectations, reliability, accountability and customer feedback are among the factors
affecting customer retention in the petrochemical company. The ranking results have been
demonstrated using a hierarchical analysis that is ranked fifth among components of customer
attracting, market performance element, and marketing element.
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