
THESIS ON CRM

CIV. MASTER'S THESIS. Customer Relationship Management. Jens Berfenfeldt. LuleÃ¥ University of Technology. MSc
Programmes in Engineering.

The root of Customer Relationship Management is relationship marketing, which aims on improving the long
term profitability of customers by moving away from product- centric marketing. These projects are all
identified when the strategy is defined, and they normally fall into the categories: developing a strategy,
implementing operational and analytical projects. A phased implementation process with careful planning may
minimize many of the nightmares of adopting CRM systems, but the road to implementation will include
barriers and problems. According to Chen and Popovich[4], CRM is not a concept that is really new but rather
due to current development and benefits in information and organisation software technology, it has assumed
practical importance. In the application of CRM technology, techniques used by successful sales and
marketing people become available to all employees. It is called customer relationship management CRM and
it is dedicated to improving through automated, especially Internet-driven, means the entire arena of customer
service and interaction. Primary attempt has been to offer price discounts and special deals to the customers.
Declaration Executive Summary Many organisations today have discovered it is a mistake to think about
Customer Relationship Management CRM systems exclusively in technological terms. The objective of CRM
is to give customers satisfactory and pleasant experiences in doing business with an organisation. The
organisation is thus not in a position to initiate the desired customer relationship and to increase revenues
while at the same time reducing costs. While operational, collaborative, and e-CRM has received a significant
interest among practitioners and scholars, but analytical CRM has been mostly neglected by them. The
implementation of a CRM strategy is a series of small projects. It looks at ways to treat customers more as
individuals and to exercise their choice positively towards the organisation. The major function Feasibility
study of application and implementation of customer relationship management CRM in hotel industry The
purpose of this thesis is feasibility study of Customer Relationship Management CRM application in hotel
industry. While the planning and implementation of the CRM projects are examined in this work, potential
organisational problems and barriers in the attitude of involved employees are analyzed for each
implementation phase. Retaining customers and establishing customer loyalty are major objectives of CRM
approaches. The business approach CRM arose in the late s from the principles of relationship marketing and
it became a well used strategy by managers within all types of industries Stone, Mobile Customer Relationship
Management: A study of barriers and facilitators to mCRM adoption Customer Relationship Management and
Mobile Marketing are two areas of business that have been given considerable attention in recent years. It
requires making use of technology to organize, automate, and synchronize sales, marketing, customer service,
and technical support. Such experiences will result in more profitable business. It is becoming increasingly
clear that stalled or failed CRM Objectives, strategies and expected benefits of customer relationship
management The purpose of this study is to bring insight and deeper understanding into the objectives,
strategies and the expected benefits of CRM initiatives by organisations particularly service companies in
Sweden. With increased globalization, competition, higher customer turnover, growing customer acquisition
costs and rising customer expectations in today competitive word CRM is very important for several Customer
Loyalty Research: Can customer loyalty programs really build loyalty?


