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Customer Relationship Management Textbook
Statistical Methods in Customer Relationship Managementfocuses
on the quantitative and modeling aspects of customermanagement
strategies that lead to future firm profitability, withemphasis
on developing an understanding of Customer
RelationshipManagement (CRM) models as the guiding concept for
profitablecustomer management. To understand and explore the
functioning ofCRM models, this book traces the management
strategies throughout acustomer’s tenure with a firm.
Furthermore, the book exploresin detail CRM models for customer
acquisition, customer retention,customer acquisition and
retention, customer churn, and customerwin back. Statistical
Methods in Customer RelationshipManagement: Provides an overview
of a CRM system, introducing key conceptsand metrics needed to
understand and implement these models. Focuses on five CRM
models: customer acquisition, customerretention, customer churn,
and customer win back with supportingcase studies. Explores each
model in detail, from investigating the need forCRM models to
looking at the future of the models. Presents models and
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concepts that span across the introductory,advanced, and
specialist levels. Academics and practitioners involved in the
area of CRM as wellas instructors of applied statistics and
quantitative marketingcourses will benefit from this book.
Customer Relationship Management is a holistic strategic
approach to managing customer relationships to increase
shareholder value, and this major Handbook of CRM gives complete
coverage of the key concepts in this vital field. It is about
achieving a total understanding of the concepts that underlie
successful CRM rather than the plethora of systems that can be
used to implement it. Based on recent knowledge, it is
underpinned by: * Clear and comprehensive explanations of the
key concepts in the field * Vignettes and full cases from major
businesses internationally * Definitive references and notes to
further sources of information on every aspect of CRM *
Templates and audit advice for assessing your own CRM needs and
targets The most lucid, comprehensive and important overview of
the subject and an invaluable tool in enabling the connection of
the major principles to the real world of business.
Papers presented at an international conference.
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Customer relationship management (CRM) as a strategy and as a
technology has gone through an amazing evolutionary journey. The
initial technological approach was followed by many
disappointing initiatives only to see the maturing of the
underlying concepts and applications in recent years. Today, CRM
represents a strategy, a set of tactics, and a technology that
have become indispensible in the modern economy. This book
presents an extensive treatment of the strategic and tactical
aspects of customer relationship management as we know it today.
It stresses developing an understanding of economic customer
value as the guiding concept for marketing decisions. The goal
of the book is to serve as a comprehensive and up-to-date
learning companion for advanced undergraduate students, master's
degree students, and executives who want a detailed and
conceptually sound insight into the field of CRM.
A Guide to Customer Relationship Management
Customer Relationship Management Systems
Concepts and Tools
Winning in the Age of Savvy Customers
The The Art of CRM
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This reader-friendly series is must read for all levels of managers All managers, whether brandnew to their positions or well established in the corporate hierarchy, can use a little brushing-up
now and then. The skills-based Briefcase Books Series is filled with ideas and strategies to help
managers become more capable, efficient, effective, and valuable to their corporations. As
customer loyalty increasingly becomes a thing of the past, customer relationship management
(CRM) has become one of today's hottest topics. Customer Relationship Management supplies
easy-to-apply solutions to common CRM problems, including how to maximize impact from CRM
technology, which data warehousing techniques are most effective, and how to create and
manage both short- and long-term relationships.
The information age has engendered boundless business possibilities in the digital space as
organisations big and small race to connect with customers across the globe. Their No. 1 aim: to
build trust and attract buy-in through creative and intelligent digital customer relationship
management (CRM) initiatives. A good deal of literature has been written on digital CRM,
however, arguably none has been penned through the lens of Asian perspectives. In Digital CRM,
author Danny Condecido methodically unfolds what is needed to build long-term relationship via
CRM with consumers in Asia and beyond. Considered by many as a leading Asian CRM expert,
readers will be guided to the newest thinking, strategies, developments, and technologies in
CRM. Comprehensively and authoritatively articulated, this easy-to-read book is geared not only
towards corporate executives with mega-investments in CRM but also businessmen running
successful local companies and bootstrapping start-ups. Digital CRM aims to inspire and direct
readers to embark on the delightful path of creating long-lasting recipe of actionable strategies for
marketing, sales, and service to ultimately win today’s digitally savvy customers.
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Packed with international case studies and examples, the bookbegins with a detailed analysis of
the state of CRM and e-business inthe financial services globally, and then goes on to
providecomprehensive and practical guidance on: making the most of yourcustomer base;
systems and data management; risk and compliance;channels and value chain issues;
implementation; strategicimplications.
Customer Relationship Management gives a well-balanced coverage of strategy and
organisation, marketing aspects, analytical CRM, operational CRM, CRM systems and their
implementation. It is the only comprehensive academic text to cover the entire scope of CRM
from a marketing management angle. Geared to MBA students and advanced undergraduate
students, as well as those taking courses on CRM, direct marketing, relationship marketing,
database management or business intelligence, the book is also appropriate for graduate
students in information management attending courses on CRM and participants in specific
CRM/database management. The full text downloaded to your computer With eBooks you can:
search for key concepts, words and phrases make highlights and notes as you study share your
notes with friends eBooks are downloaded to your computer and accessible either offline through
the Bookshelf (available as a free download), available online and also via the iPad and Android
apps. Upon purchase, you'll gain instant access to this eBook. Time limit The eBooks products do
not have an expiry date. You will continue to access your digital ebook products whilst you have
your Bookshelf installed.
The Foundation of Contemporary Marketing Strategy
Proven strategies for modern customer relationship management
Redefining Customer Relationship Management
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CRM
A Strategic Framework

Customer Relationship Management is the first book to explore the benefits to
the firm of a globally integrated approach to the management philosophy of
Customer Relationship Management (CRM). The best hope for achieving a
sustainable competitive advantage in a global marketplace is by means of
better understanding which customers are in the best position to experience
long-term, profitable relationships for the globally oriented firm. This book
offers both an academic and a practical viewpoint of the importance of CRM
in a global framework. It integrates the topics of knowledge management,
total quality management, and relationship marketing with the goal of
explaining the benefits of CRM for internationally active firms. The authors
have included six case studies which allow the reader to undertake the role of
CRM consultant in a 'learning by doing' approach. The book should be
required reading for all business executives who desire a customer-oriented
approach to success, and for all students of business who desire to gain
insight into a relationship management approach which will become evermore important in the years ahead.
Customer Relationship Management, Fourth Edition continues to be the go-to
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CRM guide explaining with unrivalled clarity what CRM is, its uses, benefits
and implementation. Buttle and Maklan take a managerial perspective to
track the role of CRM throughout the customer journey stages of acquisition,
retention and development. Theoretically sound and managerially relevant,
the book is liberally illustrated with examples of technology applications that
support marketing, sales and service teams as they interact with customers,
but assumes no deep technical knowledge on the reader’s part. The book is
structured around three core types of CRM – strategic, operational and
analytical – and throughout each chapter, case illustrations of CRM in
practice and images of CRM software demystify the technicalities. Ideal as a
core textbook for advanced undergraduate and postgraduate students on
CRM or related courses such as relationship marketing, digital marketing,
customer experience management or key account management, the book is
equally valuable to industry professionals, managers involved in CRM
programs and those pursuing professional qualifications or accreditation in
marketing, sales or service management. NEW TO THIS EDITION: New and
updated international case illustrations throughout New and updated
screenshots from CRM applications Fully updated to reflect the evolving CRM
landscape, including extended coverage of: Big data and its influence on CRM
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Artificial intelligence (AI) Advances in CRM analytics The relationships
between CRM and customer experience management The role of social media
in customer management strategy Real-time marketing Chatbots and
innovative customer self-service Privacy and data security. Updated lecturer
support materials online.
Boost profits, margins, and customer loyalty with more effective CRM strategy
Managing Customer Experience and Relationships, Third Edition positions the
customer as central to long-term strategy, and provides essential guidance
toward optimizing that relationship for the long haul. By gaining a deep
understanding of this critical dynamic, you'll become better able to build and
manage the customer base that drives revenue and generates higher margins.
A practical framework for implementing the IDIC model merges theory, case
studies, and strategic analysis to provide a ready blueprint for execution, and
in-depth discussion of communication, metrics, analytics, and more allows you
to optimize the relationship on both sides of the table. This new third edition
includes updated examples, case studies, and references, alongside insightful
contributions from global industry leaders to give you a well-rounded, broadlyapplicable knowledge base and a more effective CRM strategy. Ancillary
materials include a sample syllabus, PowerPoints, chapter questions, and a
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test bank, facilitating use in any classroom or training session. The increased
reliance on customer relationship management has revealed a strong need for
knowledgeable practitioners who can deploy effective initiatives. This book
provides a robust foundation in CRM principles and practices, to help any
business achieve higher customer satisfaction. Understand the fundamental
principles of the customer relationship Implement the IDIC model to improve
CRM ROI Identify essential metrics for CRM evaluation and optimization
Increase customer loyalty to drive profits and boost margins Sustainable
success comes from the customer. If your company is to meet performance
and profitability goals, effective customer relationship management is the
biggest weapon in your arsenal—but it must be used appropriately. Managing
Customer Experience and Relationships, Third Edition provides the
information, practical framework, and expert insight you need to implement
winning CRM strategy.
Integration of artificial intelligence (AI) into customer relationship
management (CRM) automates the sales, marketing, and services in
organizations. An AI-powered CRM is capable of learning from past decisions
and historical patterns to score the best leads for sales. AI will also be able to
predict future customer behavior. These tactics lead to better and more
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effective marketing strategies and increases the scope of customer services,
which allow businesses to build healthier relationships with their consumer
base. Adoption and Implementation of AI in Customer Relationship
Management is a critical reference source that informs readers about the
transformations that AI-powered CRM can bring to organizations in order to
build better services that create more productive relationships. This book uses
the experience of past decisions and historical patterns to discuss the ways in
which AI and CRM lead to better analytics and better decisions. Discussing
topics such as personalization, quality of services, and CRM in the context of
diverse industries, this book is an important resource for marketers, brand
managers, IT specialists, sales specialists, managers, students, researchers,
professors, academicians, and stakeholders.
Emerging Concepts, Tools, and Applications
Essentials of CRM
Secrets of Customer Relationship Management
How To Develop and Execute a CRM Strategy
How to prevent failures in buying, implementing and using CRM
Customer relations management (CRM) is about maintaining long-term customer relationships.
This book looks at creating and managing customer relationships and how relationship
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marketing, applied throughout any organisation, can create new value to build the organisation
for the long term. In order to achieve CRM, companies need to focus on customer retention, a
high customer commitment and a long-term perspective. The book examines the changes in
the practice of marketing and the solutions offered by relationship marketing. It also analyses
the profound impact of technology and how it enables the business to focus on individual
customers.
Customer Relationship ManagementConcepts and TechnologiesRoutledge
This definitive textbook explains what CRM is, the benefits it delivers, the contexts in which it is
used, how it can be implemented and how CRM technologies can be deployed to support
customer management strategies and objectives. It also looks comprehensively at how CRM
can be used throughout the customer life-cycle stages of customer acquisition, retention and
development and how the management disciplines- marketing, sales, IT, change management,
human resource, customer service, accounting, and strategic management are implicated in
this. This completely revised edition also includes: · A Tutor Resource pack available to
instructors who adopt this text · Case examples illustrating CRM in practice · Screenshots of
CRM software applications and reviews of technology applications deployed in marketing,
sales and customer service Student readers will enjoy the logical structure, easy accessibility
and case illustrations. Managers will appreciate the book's freedom from CRM vendor and
consultant bias and the independent guidance it provides to those involved in CRM programs
and system implementations. This second edition has been completely revised and updated
with eight new chapters.
ESSENTIALS OF CRM Full of valuable tips, techniques, illustrative real-world examples,
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exhibits, and best practices, this handy and concise paperback will help you stay up to date on
the newest thinking, strategies, developments, and technologies in CRM. "Once again, Bryan
Bergeron proves that he is ahead of the curve when it comes to understanding the value of
customer relationships. This remarkable book is geared not only toward corporate executives
with mega-investments in CRM, but can also be successfully applied to the street corner
vendor. His articulate and sensitive style brings this highly involved subject matter to a level we
can all understand." ̶Michael Cusack, author of Online Customer Care: Strategies for Call
Center Excellence "Managing relationships with customers has become a critical
organizational competency. Bergeron has done a superb job of presenting the breadth,
complexity, and nature of CRM. This book provides a fabulous and actionable grounding in
CRM for organizational leadership." ̶John Glaser, PhD, Vice President and CIO, Partners
Healthcare System The Wiley Essentials Series-because the business world is always
changing...and so should you.
Customer Relationship Management and Customer Service
Integrating Relationship Marketing and CRM
Successful Customer Relationship Management Programs and Technologies: Issues and
Trends
Cracking the CRM Code
CRM in Financial Services

In CRM, Jeffrey Peel defines Customer Relationship Management in a
radical new way by putting communications at the center. In the past, CRM
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was mostly about the technology, not about the customer. In this book,
Peel talks about a new ethos that is beginning to fundamentally change the
way organizations do business. At a technology level, CRM is increasingly
about conjoined best-of-breed applications delivered via portal
technologies. At a business level, it is beginning to invade traditional
territories occupied by brand management or customer support. Peel
shows companies how to make the shift to the new paradigm. · Defines the
nature of new CRM niche solutions · Provides entirely new types of
functionality that mesh seamlessly · Describes solutions focused solely on
the needs of the customer
This text gives a well-balanced coverage of strategy and organisation,
marketing aspects, analytical CRM, operational CRM, CRM systems and
their implementation. It is the only comprehensive academic text to cover
the entire scope of CRM from a marketing management angle. It contains
case studies and questions at the end of each chapter to test
understanding. It has coverage of the strategic, organisational, commercial
and technological aspects of CRM. It also contains discussion of buyerseller relations from a social psychology perspective.
CRM first entered the business vocabulary in the early 90’s; initially as a
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systems driven technical solution. It has since escalated in importance as
system providers increased their market penetration of the business
market and, in parallel, CRM’s strategic importance gained more traction
as it was recognized that CRM was, at its heart, a business model in the
pursuit of sustainable profit. This was accentuated by the academic
community stepping up their interest in the subject in the early 2000’s.
Today, it is a universal business topic which has been re-engineered by the
online shopping revolution in which the customer is firmly placed at the
center of the business. The current reality, however, is that, for the vast
majority of businesses, CRM has not been adopted as a business
philosophy and practicing business model. It has not been fully understood
and therefore fully embraced and properly implemented. The author
addresses this head-on by stripping CRM down into its component parts by
delving into and explaining the role and relevance of the C, R, and M in
CRM. This is a practical guide but set within a strategic framework. The
outage is clear actionable insights and how to convert them into delivery. It
is written in an easily digestible, non-jargon style, with case studies to
demonstrate how CRM works. This book can be immediately used as the
primary practical reference to guide the development and implementation
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of a CRM strategy.
"Many marketing people still pursue interactive sales solely for their
immediate cash return rather than the contribution they can also make to
brand values - hence 'loyalty' programmes which have nothing to do with
real loyalty. No-one who has read this highly readable and significant book
would ever make that expensive mistake." Sir Martin Sorrell, Chief
Executive WPP GROUP PLC "A wise and thoughtful book by an author who
understands to the core that customer relationship management is about
human connections." Leonard L. Berry Distinguished Professor of
Marketing, Texas A&M University, and author ofDiscovering the Soul of
Service
Handbook of CRM
A STRATEGIC APPROACH TO MARKETING
Concept, Strategy, and Tools
It's All about how You Make Them Feel
CRM For Dummies
The more you know about your customers' needs the better able you are to provide the
solution to their next problem. Customer Relationship Management (CRM) systems offer
many benefits including stronger client relationships, improved ability to cross-sell,
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improved efficiency in serving clients, increased revenue and profitability, and less client
attrition. Organizations that do not implement and operate a CRM system put themselves
at a distinct competitive disadvantage. Learn what a CRM system is, why it's important
and how to select and implement the application that is right for you.
Save time, save money, and grow your business with more effective CRM CRM For
Dummies is the small business leader's guide to managing customer interactions.
Customer relationship management is a critical part of any business, and it encompasses
everything from business strategy and HR to sales, marketing, events, and more.
Solutions exist for businesses of any size, but how do you know which one is right for
you? What features do you need? Do you have the people and processes in place to get
the most out of whichever one you choose? This book is designed to help business leaders
better understand effective CRM and identify the right solution for their business—but it's
about much more than software; effective CRM requires appropriate team structures,
intradepartmental collaboration, and process efficiency. Packed with tactics and
strategies that will save your company thousands of dollars and man-hours, these
chapters answer the most pressing questions that will make the biggest impact on your
sales. Building relationships with current and future customers is the critical point of
business. This book helps you bring sales, marketing, and operations together to work
toward that common goal, and shows you the tools and techniques that make your efforts
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more effective. Define your market segments, buyer personas, and voice Build an
effective internal structure, and choose the right CRM solution Optimize leads and
conduct effective email marketing Streamline processes, automate where possible, and
employ analytics Your customers are the lifeblood of your company; you need to reach
them, engage them, and retain them—without wasting precious time or money. CRM For
Dummies gets you up to speed on the latest, most effective CRM tools and techniques to
help your business succeed.
Consumer interaction and engagement are vital components to help marketers maintain a
lasting relationship with their customers. By developing positive relationships with
consumers, businesses can better maintain their customers’ loyalty. Diverse Methods in
Customer Relationship Marketing and Management is a critical scholarly resource that
examines how marketing has shifted to a relationship-oriented model. Due to this, there
is an increased need for customer relationship marketing and management to emerge as
an invaluable approach to strengthening companies and the customer experience.
Featuring coverage on a wide range of topics such as relational marketing technology
acceptance model, and consumer buying behavior, this book is a vital resource for
marketing professionals, managers, retailers, advertising executives, academicians, and
researchers seeking current research on the challenges and opportunities in customer
relationship marketing and management.
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"This textbook on CRM, a new approach to marketing, is comprehensive and
managerially very useful. Its case studies with a mixture of Indian and non-Indian cases,
are extremely interesting and will be fun for students to learn and for instructors to
teach." JAGDISH N. SHETH, Professor of Marketing,Emory University This
straightforward and easy-to-read text provides students of manage-ment and business
studies with a thorough understanding of fundamental abilities and strategies that lead to
the successful implementation of practice of CRM (Customer Relationship Management),
regarded as the wonder solution to all the problems encountered by marketers. To cope
with the increasing intensity of competition, necessitating a drive towards enhancement
of customer satisfaction, the book emphasizes the need for integration and coordination
along the value chain to effectively and efficiently manage customers. The book focuses
on best practices in CRM and illustrates along the way through several interesting case
studies how CRM has been used in various industries to build relationships with
customers. The book also provides a solid grounding in tools, techniques and
technologies used in CRM and explains in detail the power of eCRM to help companies
make their vision of CRM a reality. The text is intended for students of MBA, PGDM
(Postgraduate Diploma in Management), and PGPBA (Postgraduate Programme in
Business Administration). Besides, this book is a useful reference for managerial and
marketing professionals. KEY FEATURES ? Provides insight into contemporary
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developments in CRM ? Cites Indian as well as global examples ? Offers case studies on
Indian and global companies to highlight the use of CRM
Adoption and Implementation of AI in Customer Relationship Management
Customer Relationship Management
Electronic Customer Relationship Management
Getting it Right!
A Global Perspective

Customer Relationship Management presents a ground-breaking strategic
framework for successful CRM policy. Built around Professor Payne's five
key processes, the book demonstrates a systematic management
progression that will guarantee the maximum impact and efficiency of a
CRM programme. The book backs up these five processes - strategy
development, value creation, channel and media integration, information
management and performance assessment - with 16 best practice case
studies which set the universal theory in a specific practical context.
These feature a range of companies, including Orange, Brittania,
Homebase, Canada Life, Sun Microsystems, Natwest, Sears, Roebuck &
Co., Nortel Networks and Siemens. The book concludes with interviews
from four thought leaders, offering a 'futures' vision forum for CRM.
Customer Relationship Management is a vital instrument for anyone who
needs to know how to develop and measure effective CRM within an
Page 19/30

Download File PDF Customer Relationship Management Textbook
organization. It includes overviews and key learning points preceding
each case study, and a summary chapter to draw out the most salient
lessons from CRM best practices. For practitioner or academic alike, this
is essential reading.
COVID has changed the game for all of us. It has forcefully fast-forwarded
everyone into a digital era. Now, we have no other choice but to adopt
technology to run our businesses. Although small businesses are agile to
adopt changes, sometimes adopting technology can be challenging. Three
friends – Anubhav, Jagdeep and Irshad – are running different businesses
of different sizes in various industries. One of them already bought and
failed CRM and the others still thinking of buying one. Liladhar Shastri,
their class-mate, guides them through this bumpy but exciting journey of
making a decision and actually buying CRM, then implementing it, solving
user adoption problems and growing their business with CRM. I am sure
you will find answers on their journey. If you have not yet thought of
implementing CRM or you are in the process of buying one or you have
already purchased it and struggled, I am sure Cracking the CRM Code will
help you. This book will be specifically useful for business owners, sales
managers and sales team leaders. CRM sellers and consultants will find
useful insights into customer behavior and their CRM buying process. It
will help them sell better.
This thoroughly revised and enlarged edition brings to light the latest
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developments taking place in the area of Customer Relationship
Management (CRM), and focuses on current CRM practices of various
service industries. This edition is organised into five parts containing 19
chapters. Part I focuses on making the readers aware of the conceptual
and literary developments, and also on the strategic implementation of
the concepts. Part II discusses the research aspects of CRM. Part III deals
with the applications of information technologies in CRM. Part IV
provides the various newer and emerging concepts in CRM. Finally, Part V
analyses the CRM applications in various sectors, industries and
companies. Primarily intended as a textbook for the students of
Management, the book would prove to be an invaluable asset for
professionals in service industries. New to This Edition Includes five new
chapters, namely Research Techniques and Methods in Customer
Relationship Management; Customer Satisfaction; Customer Loyalty;
Service Quality; and Service Recovery Management, along with several
additions of new text and revisions of the existing text. Provides latest
advancements in CRM to keep the students abreast of these
developments. Gives as many as 16 Case Studies with critical analysis of
different industries to help the readers understand the subject. Covers a
number of illustrations to elucidate the concepts discussed. Gives Project
Assignment in each chapter.
This book presents an extensive discussion of the strategic and tactical
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aspects of customer relationship management as we know it today. It
helps readers obtain a comprehensive grasp of CRM strategy, concepts
and tools and provides all the necessary steps in managing profitable
customer relationships. Throughout, the book stresses a clear
understanding of economic customer value as the guiding concept for
marketing decisions. Exhaustive case studies, mini cases and real-world
illustrations under the title “CRM at Work” all ensure that the material is
both highly accessible and applicable, and help to address key managerial
issues, stimulate thinking, and encourage problem solving. The book is a
comprehensive and up-to-date learning companion for advanced
undergraduate students, master's degree students, and executives who
want a detailed and conceptually sound insight into the field of CRM. The
new edition provides an updated perspective on the latest research results
and incorporates the impact of the digital transformation on the CRM
domain.
Managing Customer Experience and Relationships
CUSTOMER RELATIONSHIP MANAGEMENT
Strategic Customer Management
A Practical Guide to Making Customer Relationship Management Work
Digital CRM | Customer Relationship Management
Unlike so many books that focus on how to use Linux, Linux and the Unix
Philosophy explores the "way of thinking that is Linux" and why Linux is a
Page 22/30

Download File PDF Customer Relationship Management Textbook
superior implementation of this highly capable operating system. This book is a
revision and expansion of a computer science classic. Every chapter has been
thoroughly updated with Linux coverage. Linux and the Unix Philosophy falls
squarely between the "softer" texts on iterative software design and project
management and the "how-to" technical texts. Thus far, no one has come out with
a book that addresses this topic, either in the Unix space or the Linux space.
Linux and the Unix Philosophy covers the same ground as the first edition, while
it also presents bold new ideas about Linux and Open Source. Concise list of
philosophy tenets makes it a handy quick reference Anecdotal examples
personalize the book for the reader Conversational style makes it easy and joyful
to read.
This title presents an holistic view of CRM, arguing that its essence concerns
basic business strategy - developing and maintaining long-term, mutually
beneficial relationships with strategically significant customers - rather than the
operational tools which achieve these aims.
This CRM masterclass gives you a proven approach to modern customer
relationship management Key FeaturesProven techniques to architect CRM
systems that perform well, that are built on time and on budget, and that deliver
value for many yearsCombines technical knowledge and business experience to
provide a powerful guide to CRM implementationCovers modern CRM
opportunities and challenges including machine learning, cloud hosting, and
GDPR complianceBook Description CRM systems have delivered huge value to
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organizations. This book shares proven and cutting-edge techniques to increase
the power of CRM even further. In The Art of CRM, Max Fatouretchi shares his
decades of experience building successful CRM systems that make a real
difference to business performance. Through clear processes, actionable advice,
and informative case studies, The Art of CRM teaches you to design successful
CRM systems for your clients. Fatouretchi, founder of Academy4CRM institute,
draws on his experience over 20 years and 200 CRM implementations worldwide.
Bringing CRM bang up to date, The Art of CRM shows how to add AI and machine
learning, ensure compliance with GDPR, and choose between on-premise, cloud,
and hybrid hosting solutions. If you’re looking for an expert guide to real-world
CRM implementations, this book is for you. What you will learnDeliver CRM
systems that are on time, on budget, and bring lasting value to
organizationsBuild CRM that excels at operations, analytics, and
collaborationGather requirements effectively: identify key pain points, objectives,
and functional requirementsDevelop customer insight through 360-degree client
view and client profilingTurn customer requirements into a CRM design
specArchitect your CRM platformBring machine learning and artificial intelligence
into your CRM systemEnsure compliance with GDPR and other critical
regulationsChoose between on-premise, cloud, and hybrid hosting solutionsWho
this book is for CRM practitioners who want to update their work with new,
proven techniques and approaches
An ETHS graduate of 1962 provides a blueprint for customer relationship
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management in business and technical organizations.
Concepts and Technologies
Issues and Trends
How to Next-Level the Performance of Your Sales, Marketing and Customer
Support
CONCEPTS AND CASES

This book balances the behavioral and database aspects of customer
relationship management, providing students with a comprehensive
introduction to an often overlooked, but important aspect of marketing
strategy. Baran and Galka deliver a book that helps students understand how
an enhanced customer relationship strategy can differentiate an organization
in a highly competitive marketplace. This edition has several new features:
Updates that take into account the latest research and changes in
organizational dynamics, business-to-business relationships, social media,
database management, and technology advances that impact CRM New
material on big data and the use of mobile technology An overhaul of the social
networking chapter, reflecting the true state of this dynamic aspect of
customer relationship management today A broader discussion of the
relationship between CRM and the marketing function, as well as its
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implications for the organization as a whole Cutting edge examples and images
to keep readers engaged and interested A complete typology of marketing
strategies to be used in the CRM strategy cycle: acquisition, retention, and winback of customers With chapter summaries, key terms, questions, exercises,
and cases, this book will truly appeal to upper-level students of customer
relationship management. Online resources, including PowerPoint slides, an
instructor’s manual, and test bank, provide instructors with everything they
need for a comprehensive course in customer relationship management.
This work offers a state-of-the art survey of information systems research on
electronic customer relationship management (eCRM). It provides important
new frameworks derived from current cases and applications in this emerging
field. Each chapter takes a collaborative approach to eCRM that goes beyond
the analytical and operational perspectives most often taken by researchers in
the field. Chapters also stress integration with other enterprise information
systems. The book is organized in four parts: Part I presents an overview of the
role of CRM and eCRM in marketing and supply chain management; Part II
focuses on the organizational success factors behind eCRM implementation;
Part III presents cases of eCRM performance enhancement; and Part IV
addresses eCRM issues in business-to-consumer commerce.
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This book provides a perceptive on CRM that we believe has been lacking for
some time i.e. how to use CRM and its implementation on ITES/BPO.This book
gives an overview CRM its implementation on BPO/ITES and certainly helps the
aspiring people who want to join the growing industry of ITES.It is not a
theoretical treatise on CRM, nor is it an untested vision of futurists. Every
chapter is based on the author's real world observation and experiences with
companies. This book is eminently practical for ITES/BPO, ITES training centers.
Relationship marketing and customer relationship management (CRM) can be
jointly utilised to provide a clear roadmap to excellence in customer
management: this is the first textbook to demonstrate how it can be done.
Written by two acclaimed experts in the field, it shows how an holistic
approach to managing relationships with customers and other key
stakeholders leads to increased shareholder value. Taking a practical, step-bystep approach, the authors explain the principles of relationship marketing,
apply them to the development of a CRM strategy and discuss key
implementation issues. Its up-to-date coverage includes the latest
developments in digital marketing and the use of social media. Topical
examples and case studies from around the world connect theory with global
practice, making this an ideal text for both students and practitioners keen to
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keep abreast of changes in this fast-moving field.
Diverse Methods in Customer Relationship Marketing and Management
Statistical Methods in Customer Relationship Management
"This book offers case studies, methodologies, frameworks and
architectures, and generally the cutting edge in research within the field of
customer relationship management"--Provided by publisher.
Customer Relationship Management: Concepts and Tools is a
breakthrough book that makes transparent the complexities of customer
relationship management. The book views customer relationship
management as the core business strategy that integrates internal
processes and functions, and external networks, to create and deliver value
to targeted customers at a profit. Customer relationship management is
grounded on high quality customer data and enabled by information
technology. The book is a comprehensive and fully developed textbook on
customer relationship management . Although, it shows the roles of
customer data and information technology in enabling customer
relationship management implementation, it does not accept that customer
relationship management is just about IT. Rather it is about an IT- and dataenabled approach to customer acquisition, customer retention and
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customer development. Because customer relationship management is a
core business strategy the book demonstrates how it has influence across
the entire business, in areas such as strategic, marketing, operations,
human resource, and IT management. Customer relationship management
's influence also extends beyond the company to touch on partner and
supplier relationships. An Instructor's PowerPoint pack is available to
lecturers who adopt the book. Accredited lecturers can download this by
going to http://books.elsevier.com/manuals'isbn=075065502X to request
access. * Integrative structure organized around the author's 'CRM Value
Chain' model. * Theoretically sound and managerially relevant - a useful
text from both student and practitioner's perspectives. * Standardized
chapter contents and features for ease of navigation.
CRM was born in the 1990s in the West. In the initial phases, the over
enthusiastic businesses invested almost US$ 400 billion. But, the very
same businesses were disheartened very soon primarily because there
were no returns visible. And, there were no quick results mainly because 80
per cent of the investments were made in technology. 'CRM' meant
'technology' to them then; 'CRM' means 'technology' to them even
today.However, no business need bother so long as it is ready to go by the
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'human' aspect of CRM, and take technology only as a facilitator. This book
is an attempt to present this 'human' side of CRM. The authors' belief is
that, in the long-term, CRM can be successful only due to its 'human'
face.The book is arranged in three Parts. Part I, Customer Relationship
Management, contains the academic inputs titled as Customer is King,
Customer Managed Relationships MINI-Marketing, Types of CRM, Building
Blocks of CRM & CRM Strategies, Customer Relationship Management by
Indian Firms, Customer Retention Strategies, HRM in CRM, and
Implementing a Technology-based CRM Solution. Part II, Call Centre
Management, covers the areas concerning the working of a call centre
titled as The Call Centre, Call Centre Functionality, Team Building,
Customer Relationship Management, Web-based Customer Support, and
Contact Centre Glossary. Part III, Cases, gives a first-hand idea of the
working of CRM in the more peculiar contexts, like public sector
undertakings through five well documented cases.
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