
 MEANINGOFCUSTOMERRELATIONSHIPMANAGEMENT(CRM )

CRM isaprocessofcollectinginformationaboutthecustomersandaligningand

remodelingtheorganizationsstrategytomeetthecustomer’sdemand,thefocusof

CRM isonpeopleratherthanproductsandservices.Businessandprocessesarebuilt

withthecustomerinmindandtheemphasisisonwhatcanbedonetomakepeople

whowanttodobusinesswithyouoverandoveragain.

CustomerRelationship Managementorpopularly identified as CRM can be

definedasanartandscienceofcollectinginformationonpresentandprospective

needsofproductofcustomerssoastomarketthem usingallsuchkindofeffortsand

technologyincollectionofdataandinformationrelatingtocustomers.

CRM isanapproachthatintegratespeople,processesandtechnologytomaximize

therelationsofanorganizationwithitscustomers.Firmsmakeuseofthedevelopment

incommunicationandtechnologytocollectinformationregardingproductandits

marketingtomeetexpectationsofpeople.Firmskeepondevelopingcustomer’sdata

basetoupdatetheirneedanddesigningmarketingstrategytosatisfysuchneeds.

Forexample-Throughoutthepastfewyears,Amazonhasbecomethego-toonline

platform foronlineshopping.OneofthemainreasonsforthisisAmazon’sCRM system.

AmazonhasoneofthemostcompleteCRM infrastructuresintheworldthatharnesses

customerdataduringpurchasestoinstantlycustomizeusers’onlineexperience.

Whenpurchasinganitem from Amazon,oneneedstosetupapersonalaccount.

Then,Amazoncantrackhis/herpurchasesandbrowsinghistorytotailormarketing

campaignsandemailcampaignsbasedonthingshe/shewillprobablylike.

Moreover,onecanconfigurehis/heraccounttosetuppurchasesinone-click.This

isoneofAmazon’smostpopularfeatureandcustomersappreciateitasitdramatically

speedsupthecheckoutprocesswhenmakingapurchase.



 SIGNIFICANCE/ IMPORTANCE/ NEED OF CUSTOMER RELATIONSHIP

MANAGEMENT(CRM )

1.Betterservicetocustomers

CRM providesmoreavenuesforcustomerstocommunicateandexplaintheirneedsto

the organization through numerous contact points. Customers get increased

satisfactionandafeelingofbeingspecialandimportantbecauseoftheincreased

personalizationofservicesandcustomizationofgoodsofferedtothem.

Forexample,ICICIBankmaintainsalistofprioritycustomersandprovidesthem

withadditionalfacilitiesandspecialofferssuchasfreeticketstoconcerts,movies,and

soon.Somebanks,suchasSyrianCatholicBankprovidepersonalizedservicestotheir

importantcustomers.

2.Customizationofmarketofferings

Companiescancustomizeaproductorservicedependingonthedataavailablewiththe

firm.The firm can facilitate customer-companyinteraction through the company

contactcentreandwebsite.Suchinteractionshelpdevelopcustomizedproducts.

3.Reductioninthecustomerdefectionrate

CRM emphasizesontraininganddevelopmentoftheemployeestobecomemore

customeroriented.DuetoCRM traininganddevelopment,employeesshow careand

concerntowardsthevaluablecustomers;therefore,thecustomerdefectionratemaybe

reducedtoagreatextent.

4.Increaseandimprovementinlong-term relationships

Somefirmstreattheircustomersaspartners.Firmssolicitthehelpofthecustomersto

designnewproductsortoimprovetheirser­vices.Ifthecustomergetsinvolvedwith

thefirm,theyaremorelikelytoremainwiththefirm.

5.Increaseincustomerequity

CRM increasescustomerequity.Firmsfocusthemarketingeffortsmoreonthemost

valuablecustomers(MVCs).Themainaim ofCRM istoproducehighcustomerequity.



Customerequityisthesum oflifetimevaluesofallcustomers.MorefocusonMVCs

willenableafirm toincreasethecustomerequity.

6.Competitiveadvantage

ThefirmsthatadoptCRM getcompetitiveadvantageinthemarket.Theycanfacethe

competitionwithmuchease.Competitiveadvantagehelpsingeneratinghigherreturns

oninvestment.

7.Buildingandmaintainingcorporateimage

Theimageofthefirm alsogetsenhanced.Loyalcustomersbecomeevangelists(isa

personwhobelievesintheproductorservicesoferventlythatheorsheaggressively

promotesittoothers).Theevangelistsspreadagoodwordaboutthecompanyandits

products.Thisenablesafirm togetadditionalcustomerstoitsfold.

8.Higherreturnoninvestment

DuetoCRM,acompanygainsapositiontogeneratehigherreturnsoninvestment.This

isbecauseoftherepeatpurchasesonthepartoftheloyalcustomers.Thecompany

alsomakesmoneythroughcrossselling.Thehigherreturnoninvestmentincreasesthe

shareholders’value.


