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Learmng Outcomes

- Gain an understanding of Customer Relationship
Management (CRM) and its types.

- Understanding the importance of CRM in winning and
retaining customers.

- Gain an understanding of the practical issues, steps and
challenges involved in building a long-term customer
relations.

- Highlights of CRM implementation at Shoppers Stop.




What is Customer Relah’onsbip Management?

« Customer relationship management (CRM) is a model for managing a
company’s interactions with current and future customers. [4]

- It involves using technology to organize, automate, and synchronize
sales, marketing, customer service, and technical support.

- It helps building, developing and maintaining long term profitable
relationships between the firm and its customers.[2]
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What is Customer Re]ah’onship Managemenf?

- Customer relationship management (CRM) is a model for managing a
company’s interactions with current and future customers. [4]

- It involves using technology to organize, automate, and synchronize
sales, marketing, customer service, and technical support.

- It helps building, developing and maintaining long term profitable
relationships between the firm and its customers.[2]

What goes into CRM?

Tl
What customer wants?

CRM is invaolved at each step to facilitate smooth
acquisition and retention of customer,




What customer wants?
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How customer is acquired and

retained?
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CRM is involved at each step to facilitate smooth
acquisition and retention of customer.
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What goes into CRM?

Case Creation

Operations

Application

Enact
Inform
Empower



