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OB 5 i Slasin (1-4) Jgo

Cumulative
Frequency Percent Valid Percent Percent
\Valid male 21 84.0 84.0 84.0
female 4 16.0 16.0 100.0
Total 25 100.0 100.0
Oy (s Slasiis (2-4) Jgoor
Frequency Percent Valid Percent Cumulative Percent
Valid  30-39 5 20.0 20.0 20.0
40-49 15 60.0 60.0 80.0
50-59 5 20.0 20.0 100.0
Total 25 100.0 100.0
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OB 53 OMaxs mhaw (3-4) Joo

Frequency Percent Valid Percent Cumulative Percent
\VValid  Master 9 36.0 36.0 36.0
Doctor 16 64.0 64.0 100.0
Total 25 100.0 100.0

Oy (o Slaseis (4-4) Jgoor

Frequency Percent Valid Percent Cumulative Percent
\VValid 9 orless 5 20.0 20.0 20.0
10-19 7 28.0 28.0 48.0
20-29 11 44.0 44.0 92.0
30-39 2 8.0 8.0 100.0
Total 25 100.0 100.0
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Olpde (i Slasin (5-4) Jsax

Frequency Percent Valid Percent Cumulative Percent
Valid Male 22 71.0 71.0 71.0
Female 9 29.0 29.0 100.0
Total 31 100.0 100.0
Frequency Percent Valid Percent Cumulative Percent
\Valid 30-39 13 41.9 41.9 41.9
40-49 17 54.8 54.8 96.8
50-59 1 3.2 3.2 100.0
Total 31 100.0 100.0
Frequency Percent Valid Percent | Cumulative Percent
\Valid Bachelor 3 9.7 9.7 9.7
Master 20 64.5 64.5 74.2
Doctor 8 25.8 25.8 100.0
Total 31 100.0 100.0
Ol 4,28 Slgis (8-4) Jsor
Frequency Percent Valid Percent |Cumulative Percent
Valid 9or
15 48.4 48.4 48.4
less
10-19 14 45.2 45.2 93.5
20-29 1 3.2 3.2 96.8
30-39 1 3.2 3.2 100.0
Total 31 100.0 100.0
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)l:tM Mean )l:tM Mean
1.New product 9.87 18.After-sale services 8.98
2.New product line 8.65 19.0rder management 8.68
3.Product patent 8.09 20.Value proposition 7.86
4.Customized product 8.76 21.Operational efficiency 8.06
5.Process technology 7.96 22.Resource utilization 8.78
6.Process technology patent 8.54 23.Market opportunity 8.45
7.Real-time Process 8.34 24.Customer understanding 8.98
8.Quality equipments 8.98 25.Competitors’ strategies understanding | 8.65
9.Pricing method 7.65 26.Resource increasment 7.98
10.Distribution method 8.78 27.0rganization internationalization 8.14
11.Promoting method 8.24 28.Brand 8.43
12.CRM system 9.00 29.Design 8.97
13.Selectin system 7.54 30.Lunch method 8.29
14Specialization 8.97 31.Sales method 8.63
15.Empowerment 8.53 32. visible strategy 7.96
16.Collaborative work )

) 8.90 33.Invisible strategy 8.45
environment
17.Compensation services 7.99 34.Guessable strategy 7.32
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Cronbach's Alpha N of Items

.855 34

g dolidow y slaools o S5oS> 2-3-4

1D oo oolau Sg oo Ole ) Sygo a0 dS Hy as 8 g Ho 4o )8 5l cas 9 gy &l

{HO: Hf = Um
Hy: pe # tm

(1-4)
3,0 3525 (5 lolire Dglds (sl ke 5 QB 53 o 5l 53550 e (355 (el et Ho
2,00 8929 (5 l3bine gl Gl e 5 O 3 s 5l a3 500 Jlre 09 eilee (it HL
<ol 5L (Levene's Test for Equality of Variances) b ,ly s p0lp oygesl lail ¢jglaie oy
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Levene's t-test for Equality of Means
Test for 95% Confidence Interval of
Equality of | sig. (2- the Difference
Variances tailed)
Sig. Lower Upper
Equal variances assumed 454 741 -.050741 .074594
New product
Equal variances not assumed .756 -.050830 .076701
Equal variances assumed .302 .681 -.02541 .06547
Product line
Equal variances not assumed .695 -.026619 .06409
Equal variances assumed .805 .096 -.003782 .045018
Product patent
Equal variances not assumed .102 -.004136 .045378
Customized Equal variances assumed .704 .521 -.007432 .003952
product Equal variances not assumed .539 -.007647 .004354
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Levene's t-test for Equality of Means
Test for 95% Confidence Interval of
Equality of | sig. (2- the Difference
Variances tailed)
Sig. Lower Upper
Process Equal variances assumed .254 .710 -.060425 .04523
fechnology Equal variances not assumed 715 -.061777 .042651
Process Equal variances assumed .205 .011 -.012431 .001674
fechnology patent  gqual variances not assumed .017 -.012756 .001376
Equal variances assumed 421 .782 -.003782 .045018
Real-time process
Equal variances not assumed 795 -.004136 .045378
Quality Equal variances assumed .704 521 -.007432 .003952
equipments Equal variances not assumed .539 -.007647 .004354
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Levene's t-test for Equality of Means
Test for 95% Confidence Interval of
[Fauality of | sig. (2- the Difference
Variances tailed)
Sig. Lower Upper
Equal variances assumed .902 .824 -.070415 .05523
Pricing method
Equal variances not assumed .831 -.071771 .055651
Distribution Equal variances assumed .012 .062 -.022431 .0001674
method Equal variances not assumed 042 -.024756 -.0004137
Promoting Equal variances assumed 135 .822 -.073782 .055018
method Equal variances not assumed .829 -.074136 .055378
CRM Equal variances assumed 961 .245 -.029432 .11952
system Equal variances not assumed 251 -.029647 .11935
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Levene's t-test for Equality of Means
Test for 95% Confidence Interval of
Equality of the Difference
Variances | Sig. (2-
Sig. tailed) Lower Upper
Selection system Equal variances assumed 811 473 -.035197 .017204
Equal variances not assumed 473 -.035180 .017186
Specialization Equal variances assumed 456 551 -.037616 .019366
Equal variances not assumed .567 -.037249 .019987
Empowerment Equal variances assumed .852 .066 -.049872 .001822
Equal variances not assumed .068 -.049899 .0018242
Collaborative work Equal variances assumed .881 224 -.061564 .014301
pnvironment Equal variances not assumed 219 -.061719 .014365
Compensation service Equal variances assumed 276 073 -.005781 123878
Equal variances not assumed .075 -.006883 125340
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Levene's t-test for Equality of Means
Test f
est for 95% Confidence Interval of
Equality of
quality 0 the Difference
Variances Sig. (2-
Sig. tailed) Lower Upper
IAfter-sale services Equal variances assumed .754 .254 -.002524 .009363
Equal variances not assumed 257 -.002576 .009415
Order management Equal variances assumed .011 .012 .001476 .011686
Equal variances not assumed .014 .001389 .011773
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Levene's t-test for Equality of Means
Test for
. 95% Confidence Interval of
Equality of )
Variances Sig. (2- the Difference
Sig. tailed) Lower Upper
\Value proposition  Equal variances assumed 016 0113 -.010576 -.001481
Equal variances not assumed 0126 -.011434 -.001952
Operational Equal variances assumed 145 .057 -.000087 .009143
pfficiency .
Equal variances not assumed .062 -.000268 .009176
Resource Equal variances assumed 164 .005 -.001354 006762
Jutilization
Equal variances not assumed .008 -.001380 .007087
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Levene's t-test for Equality of Means
Test for 95% Confidence Interval of the
Equalityoff  sig. (2- Difference
Variances tailed)
Sig. Lower Upper

Equal variances assumed 141 421 -.008245 .016963
Market opportunity

Equal variances not assumed 435 -.008548 .017332
Customer Equal variances assumed .821 .126 -.003782 .045015
Linderstanding Equal variances not assumed 112 -.004137 .045370
Competitors' Equal variances assumed .021 717 -.013962 .008851
Strategies

. Equal variances not assumed 720 -.013558 .009273

understanding
Resources Equal variances assumed .859 .388 -.013965 .005515
ncreasment Equal variances not assumed .388 -.013958 .005507
Organization Equal variances assumed .013 .034 -.017421 .003945
Internationalization Equal variances not assumed .049 -.017755 .004189

Equal variances assumed 114 .062 -.025208 .000625
Brand

Equal variances not assumed .042 -.024111 -.000473

Equal variances assumed 421 759 -.005067 .006725
Design

Equal variances not assumed 754 -.004868 .006812
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Levene's t-test for Equality of Means
Test for
) 95% Confidence Interval of
Equality of the Difference
Variances Sig. (2-
Sig. tailed) Lower Upper
Lunch method Equal variances assumed .714 .244 -.002514 .009373
Equal variances not assumed 256 -.002516 009215
Sales method Equal variances assumed 191 .135 .001376 .011677
Equal variances not assumed 141 001390 011745
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Levene's t-test for Equality of Means
Test for 95% Confidence Interval of
Equality of the Difference
Variances Sig. (2-
Sig. tailed) Lower Upper
\isible Equal variances assumed 341 521 -.035616 .018467
strategy Equal variances not assumed .552 -.036248 .019896
Invisible Equal variances assumed .826 .064 -.048971 .001742
Strategy Equal variances not assumed .071 -.048891 .001771
Gussable Equal variances assumed .825 225 -.060765 .013201
strategy Equal variances not assumed .219 -.060907 .013341
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Abstract

Nowadays we live in an era that the most significant characteristics of it are
unreliability, complexity, internationalization, and increasing technological changes.
Organizational success under this circumstance, needs changes in organization activities
especially leadership and organization administration. Research organizations can keep
their competitive advantage with innovation. Organizations should be capable of
producing new, unique and competitive products and services to become able to protect
their place in dynamic and complex markets.

Good customer relationship management (CRM) between manufacturing firms and
industrial customers not only retains customers but also encourages them to provide
important suggestions for improving products and service. CRM helps firms refine their
knowledge about customers’ tastes and preferences. The effectiveness and efficiency of
CRM are increasingly recognized as means for developing innovation capability and
providing a lasting competitive advantage

In this regard, the researcher tries to use Analytic Hierarchy Process (AHP) in order to
diagnose the factors that affect different dimensions of innovation, including internal,

external, distribution innovation and innovation strategies.

Then, for investigating more about this topic, the ideas of managers and experts of
different food plants, were compared to discover the importance coefficient of these
factors.

Finally, we find the effects of customer relationship management (CRM) on innovation
capability with the hope that companies increase their innovation capability through
CRM.

Key words: Innovation, Customer relationship management, Analytical Hierarchy
Process (AHP), Weighting, Ranking
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