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— CRM= Customer Relationship Marketing
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— CRM= Customer Relationship Management
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o

First generation

Second generation

Third generation

Call center management
*Customer service support
Sales force automation
*Campaign management

*Scope:
*Service function
eSales function

*Goals:
sImprove service
*Increase sales efficiency

ICRM

*Scope:
*Marketing function
*Service function
Sales function

*Goals:
*Reduce cost of
interaction
*Increase customer
retention
*Improve customer
experience

dakald oo (5 yide b bl )l Gy pae J gl
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strategic CRM

*Scope:
*Entire
organization

*Goals:
*Cost reduction

*Revenue growth

*Competitive
advantage
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