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Task 1 
Elements of a CRM	
Activities
Customers 
Technology
History of John Lewis

Task 2
Benefits of using a CRM
Allows information on customers and products to be held 
 Helps to target customers.
 Through personalisation the business can create   opportunities to market the product.
The company can generate data on feedback and find strategies to improve customer service (The Standard, 2018). 
Environmentally friendly as there will be less or no paper used, as all data is stored electronically. 
Better customer service experience  (Academia. 2019) 

Drawbacks of CRM
Staff training can be expensive and slow
Software and hardware can be costly
Security and privacy may be compromised 
Difficulty in integrating CRM software  (Academia, 2019) 




Example of good CRM
Porsche 
Examples of bad CRM
Natwest 


Stakeholder CRM benefit
The stakeholders of CRM software companies benefit  because this is a stable business and the companies will continue to make more money (Kulpa, 2017).



Stakeholder CRM drawback
Amazon did a test on variable pricing on its DVDs which were charging different customers different prices. As it was a P R disaster all stakeholders were affected. This illustrates that customers could quickly lose confidence in a company. If the company lost a lot of customers, there would be a knock on effect with staff losing jobs, the company would lose profits and suppliers would not sell enough products through the company (Nguyen, 2012).

Recommendations 
Companies need to take responsibility for customer data. 
Companies need to research and analyse how to improve security of their systems.
CRM software needs to be more user friendly with other business software
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