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Abstract
Customer relationship management (CRM) is a combination of people, processes and technology tfmt
hips by focusing

xecks 1o undersiand a company’s cuslomers. It is an integrated approach to managing relations

an customer retention and relationship development. CRM has cvolved from advances in information tcchi.‘lology
and organizational changes in customer-centric processes. Companies that successfully implement CRM will reap
the rewards in customer loyalty and long run profitability. However, successful implementation is elusive to many
companies. mostly because they do not understand that CRM requires company-wide, cross-functional, customer-
facused business process re-engineering. Although a large portion of CRM is technology, viewing CRM as a
technology-only solution is likely to fail. Managing a successful CRM implementation requires an integrated and

halanced approach to technology, process, and people.
Keywords: Customer relations, CRM Trends, Relationship marketing, Integration

INTRODUCTION

This CRM introduction aims to explaining what the CRM is in a nutshell and making it easier to realize
the tremendous benefits of purchasing Customer Relationship Management software that will help drive more
customers thus more profit towards you and makes your life easier.

Today growing businesses manage customer connections and information in a variety of ways. Some use
old fashioned note cards and Rolodex. Others store information on their mobile phone while on the go or while
having no means of accessing a Personal Computer or a laptop. Others use Excel spreadsheets or Google
documents and that is the most common case. While that may help in the short term when you have a small team
and don’t plan on scaling up your business, if you want to scale up for fast growth, it may be time to consider a
QRM system Lo help you collect your precious business data in one place, make it accessible via the cloud, and
free up your time (o focus on delighting customers rather than letting valuable insights and information fall through
the cracks while you are on the go. A Cloud CRM System would be perfect for satisfying all of your business
needs while being able 1o access the important data you need from anywhere with an internet connection available
Mainly, the CRM Software allows businesses to manage business relationships, the data and the infon-nm;ior;
associated with them. Successful CRM software solution are built around the people and relationships as in any
business, you need to establish sirong relationships with your customers. You as a business owner connect with
the peaple who need your products or services, CRM is a strategy and technology that is used to build stronger
reltionships between oyganizalions and their clients. An organization will store information that is related o th‘gei

chents, snd employees will analyze it to use it in forecasting and making reports. '
Review of Literature
Pepry 12002) viewed customer relationship management as an informution industy term for
“‘fliuidﬂfﬂﬂlthu softwire, and usuatly, internet capacities that help an enterprise munage customer relationshi o
an orgunized way. Mucller (2010) customer relationship maniagement spect of the business as & highly 2y o
s'mld ct_mvmf;mg!y argues that businesses have 1o adopt @ proactive approach i devising relevant hm r;’, e,
ummltwms. in order 0 remain competitive in theii industeies. (2008) * take 4 global approucl Prograims and
relationship management isspes in "Customer yelationship munag . _ B! approach 10 customer
g pement: a global perspective." The impartancs of
this hPCLIhL work 1 the propused research cun be explained by comparing customer relationship managem
principtes 1o those used by other multinational setatlers in a global marketplace, AR
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