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Operational CRM Analytical CRM
(Front-Office Systems) (Back-Office Systems)
» Sales Force Automation ‘ } * Data Warehouses
* Customer Service and Support » Data Mining and Visualization
* Enterprise Marketing Management * Business Intelligence
* ERP Systems
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Collaborative CRM

\i Methods and Technologies to 4
Facilitate Communication

Sales and
Customers Marketing

Managers
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Account
management

Inventory
management

Merchandising

SALES FORCE
AUTOMATION

Order processing

Sales activity reports

Opportunity
management




® Mass E-mail
® \Website I-loshng »
® Search Engng

Repurchase
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Service Delivery | :dvani:i:l

* Product Catalog
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Smart
Phone

Customer

Service

Enterprise Resource Planning (ERP)

Service
= Technician
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Partner
Relationship
Management

Campaign
Managemen
, \ - S€gmentation

‘ ‘ , ;" Targeting

Call Center 3
Marketing >» Indicators

department

Customer retention
Customer knowlodge

Workflow C usto
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Mobile
client SFA

Sales
document
generation
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Process optimization

Zd
Web visit - Planning
Actions & Alarms

Management Sales

Service request / “~ administration
Management Prospects

o management
Satisfaction Customer Sales & sales

Inquiry Support department action




CRM Overview

e (5 B (3] (3 468 625

White Mall Telephone In person Emall

Third Parties

ltees/ External
(examples) Goverupent - Consu xterna
Contractors  pgencies Police Experts Agencies
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Production of Services instead of End Products.

(d The service sector is mainly focusing of developing
an inbound relationship with the customer. Which
helps in terms of Retaining the customer.

O Because service is an “intangible good ” include

Attention, Advice,
EXxperience, Discussion.




CRM requires a cultural ch
organizations.

« CRM can be enabled by technology, but this
alone will not deliver business benefits —
change management is vital.

|+ The customer experience needs to be
consistently enhanced.

 Its an ongoing business process and will
create sustainable competitive advantage.

Remember

“ If you aren't listening to YO
customer, your competitors will.”




