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1 - Customer Relationship Management (CRM )
2 - Electronic Customer Relationship Management( e-CRM)
3 - Applications
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5- Switching costs
6- Adrian Payne
7- Cross- Functiona
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8. Agent-based or Self-service Interaction
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9 - Knowledge Base Systems ( KBS)
10 - Customer Knowledge Management ( CKM )
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11- Web Collaborating

12- Interactive Chat

13- KM & Self —learning technologies
14- E- mail response management

15- Customer Care Robot

16- VVoice recognition & processing
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