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ABSTRACT

Customer retention is one of the most important factors in enterprises profitability and in survival of
companies in competitive markets. The enterprises try to make their customers loyalty because of
improving profitability by long-term commitments and decreasing costs of finding new customers.
Customer retention leads to increase sales, decrease costs, and face-to-face advertisement by customers
without any cost. Therefore, investigating and prioritizing the effective factors on customers’ loyalty is
very important. Science there is a variety of effective factors on customer retention, in this paper the most
effective factors are identified and prioritized by AHP pairwise weighting.
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