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Abstract
Today, there is a huge opportunity for after sales services
companies to get more value by selling spare parts. To
reach this ultimate goal, as well as to have more mar-
ket share, the key issue is to distinguish between valu-
able and non-valuable authorized dealers as direct cus-
tomers and main distribution channels of spare parts.
Therefore, appropriate evaluation of these dealers is an
important task for these companies. Here, we take an
outranking approach for this evaluation. In order to
rank a �nite number of dealers, several criteria have to
be de�ned. Hence, we are dealing with a multi criteria
decision-making problem. The purpose of this paper is
to develop a decision-making model for authorized dealer

163

evaluation. In this regard, we determine suitable criteria
based on the main concepts of customer value, namely;
customer current value, customer potential value and
customer loyalty. We run a survey to �nalize the eval-
uation criteria, as well as to determine the weights of
the criteria. Our respondents were relevant experts who
worked in an after sales services company. We applied
the PROMETHEE method as a multi criteria decision
making model for ranking of the authorized dealers at
Saipa Yadak, as a real case. The ranking results showed
that the proposed ranking model of this study can be
considered as an appropriate guideline to deal with au-
thorized company dealers, in terms of discounts, prices
and other terms of contracts between them.

Key Words: Customer value, after sales services, rank-
ing, PROMETHEE decision making method.




