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Abstract

The role of Customer Relationship Management is more evident than ever in higher education
system and other systems with advances in technology and increased competition. Universities
and educational institutions are to provide high quality and appropriate services to survive and
progress. Surveys conducted recently revealed that educational institutions are trying to
improve Student Selationship Management. The results indicate that good quality in the higher
education system can lead to increased satisfaction, loyalty and motivation of students; thus
assessing the quality of Student Relationship Management paves the way for excellence and
improvement of higher education institutions services. The current paper aims to assess and

prioritize components of quality student relationship management at the University of Vali-Asr
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Rafsanjan as the case study. The Questionnaire consisted of 6 dimensions and 35 items,
respectively. Having collected the data, descriptive and inferential statistics were used to
examine the hypotheses. Results showed that except for the staff, other aspects of Student’s
Relationship Management are in average condition, while the condition of this dimension is
desirable. Finally TOPSIS was used for prioritizing components for Student Relationship
Management.

Keywords: Customer Relationship Management, Student Relationship Management, TOPSIS
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