Organisation’s Quality Systems and Customer Relationship Management
Executive Summary
1. Introduction
Importance of quality processes and CRM effort to the company and potential bottom line benefits of excellent customer experience. Outline of what the report covers in the following sections, the ‘road map’.
2. Company Context
Brief description of the company and your experience of it, a statement of the company’s CRM problem in developing good CRM, with evidence, and expected benefits to the company of addressing the problem.
3. Models Review
Critical review of two or more CRM models, covering relevance of the models, strengths and weaknesses, evidence of successful applications.
4. Model Selection
Analytical selection and justification of a model to apply to the company’s CRM problem. Why is the model selected? Relate it to the company’s CRM problem to show its relevance and potential benefits and challenges to address the CRM problem.
5. Application
Analytical application of the selected CRM model to the company’s problem. Cover each of the model’s steps with relevant evidence from the company CRM operations. Evaluate the benefits and challenges of the application.  
6. Recommendations
Recommendations based and derived from the application that can be practically applied to resolve the company’s CRM.
7. Conclusion
Summary of the report and key benefits. 

[bookmark: _GoBack]Note: Model is a generic term to include theories, frameworks, principles, techniques and tools of marketing, relationship marketing, and CRM.
