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Abstract

Purpose: This study aims to rank internet companies based on Customer Relationship Management (CRM) criteria.
Given the increasing importance of customer-centric strategies in service-based industries, the research seeks to provide
a quantitative and structured framework for evaluating top-performing internet companies.

Methodology: A hybrid approach combining the Voting Analytic Hierarchy Process (VAHP) and Data Envelopment
Analysis (DEA) was employed. Initially, six main criteria and 12 sub-criteria were identified through literature review
and expert consultation. Then, using expert opinions from 30 specialists, criteria were prioritized, and weights were
calculated. DEA modeling was conducted via WINQSB software to determine the performance scores of 10 internet
companies.

Findings: The results revealed that criteria such as "Customer Satisfaction Evaluation", "Current Customer Needs" and
"New customer acquisition" had the greatest impact on company ranking. Company No. 7 received the highest score
(45.875), making it the top-performing internet company in terms of CRM. The findings demonstrate the effectiveness
of integrating VAHP and DEA for Multi-Criteria Decision-Making in customer-focused sectors.

Originality/Value: This research presents an innovative dual-method framework combining VAHP and DEA for
ranking service-based firms. Unlike traditional methods, the proposed model allows integration of qualitative expert
judgments with quantitative data. It also offers scalability for application in various customer-driven industries.

Keywords: Data envelopment analysis, Voting analytic hierarchy process, Internet company ranking, Multi-criteria
decision-making.
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Table 1- AHP literature review and its combination with CRM.
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Figure 1- Methodology used in evaluating companies.
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Table 2- Prioritized votes of 6 criteria from 30 experts in the first stage.
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Table 3- Detailed expert votes for the sub-criteria corresponding to each of the 6 main criteria in the first stage.
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Fig. 3- Score range from qualitative to quantitative.
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Table 7- Scores obtained by companies based on the VAHP methodology.
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