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[bookmark: _Toc129915281]INTRODUCTION
	Customer relationship management (CRM) plays a crucial role in enhancing customer retention, Building strong and long-lasting relationships with customers. It can lead to increased customer loyalty, repeat purchases, and positive word-of-mouth marketing (You, and Joshi, 2020, p. 215). There are some ways in which customer relationship management can enhance customer retention. Building a strong relationship with customers can help in better understanding their needs and preferences. The present research report is based on the identification of factors that contribute to customer retention in the video game industry. There is an identification of CRM practices and technology that is employed by Activision publishing PLC to improve its customer retention process. There are several challenges related to effective CRM strategy such as CRM systems are relied on data, and businesses need to manage this data effectively to ensure they can understand customer behavior and preferences. Various Challenges in data management can lead to inaccurate data, which can negatively affect customer relationships.
	Activision Publishing, Inc. is a subsidiary of Activision Blizzard, a global video game company. Activision Publishing is primarily responsible for the publishing and distribution of video games developed by its parent company and other third-party developers. Some of the company's most well-known franchises include Call of Duty, Skylanders, and Crash Bandicoot. Activision Publishing is based in Santa Monica, California, and has offices around the world. In 2020, Activision Blizzard reported net revenues of $8.09 billion. 
[bookmark: _Toc129915282]MAIN BODY
[bookmark: _Toc129915283]Research Methodology 
	The research conducted on Activision publishing has used examination analysis of proper facts and figures which makes it reliable. The research has been conducted using creativity to show how Activision publishing is improving customer retention with the help of customer relationship management. The data can be further used for research in the future. The research is descriptive in approach which helps in finding the problems and their solutions. Data collection is secondary using online and offline sources. 
[bookmark: _Toc129915284]Research Philosophy
The research philosophy tells about the accuracy of the resources which are used to complete the research. There are two kinds of research philosophies namely positivism and interpretivism. In the following project, interpretivism is used which the research worker develops his skills and attractively performs the projects. Along with this research worker uses research methodology to maintain the accuracy of data so that it could be relied upon. 
[bookmark: _Toc129915285]Aim
“To find the role of customer relationship management (CRM) in improving customer retention: A case study of Activision Publishing Plc.”
[bookmark: _Toc129915286]Objectives
· To examine the factors which contribute to customer retention in the video game industry.
· To classify the particular CRM practices and technologies employed by Activision Publishing Plc to improve customer retention.
· To find out the usefulness of Activision Publishing Plc's CRM strategy in enhancing customer retention.
· To recognize the challenges faced by Activision Publishing Plc in implementing an effective CRM strategy and overcoming them.
· To provide recommendations for improving Activision Publishing Plc's CRM strategy and enhancing customer retention.
[bookmark: _Toc129915287]Literature Review
To examine the factors which contribute to customer retention in the video game industry.
As per the arguments of the author, Nieborg, (2021, p. 179), Customer retention in the gaming industry depends on various factors and reasons, may it be the quality of user interface, gameplay, specifications, story, or regular updates. All the elements can be summarized by the word user satisfaction, any business model can only have repeat customers; if the customer is happy and satisfied after investing his or her time and money in it (Vaudour, and Heinze, 2020, p. 34). The factors that we talked about like gameplay; it should be enjoyable, friendly to the audience, and addictive, more than half of the work is done here rest is like regular updates to keep users involved and attracted. If there are any social features in the game, it keeps users active and helps in attracting a larger audience. A video game should focus on a particular level of specifications and cost, a user can manage or the company should know, who is their targeted audience, as different games require different specifications to operate or play, the required products should be readily available for customers to purchase, last but not least personalization and customer support, make user interface friendly and it makes the user comfortable with their time in-game.
To classify the particular CRM practices and technologies employed by Activision Publishing Plc to improve customer retention.
As per the arguments of the author, Big Contacts. (2021), it can be rightly said that, Activision publishing Plc is one of the best publishers in the gaming sector, which uses CRM to connect to gamers via social media platforms, they use and perform various CRM practices such as collecting the feedback of users through various surveys, social media platforms, and also through their community forums. They try to consider and work on all the demands, issues, and user preferences. Activision also uses machine learning technology to read user behavior and their choices and use this information to create retention strategies like providing special offers and promotional deals etc. Activision also have an active a good customer support team that helps and inquires customer for their enjoyable experience without any problems. Activision invests in building a robust CRM infrastructure, including a customer database and communication channels to support effective customer engagement and retention (Wiggers, et al., 2019, p. 124). They also add the feature of social gathering inside their application which helps them to keep user interest and occupied and it also helps in bringing more users and addictiveness to the game. Lastly, Activision’s CRM practices and technology are aimed to deliver personalized experiences building loyalty and increasing profit.
To find out the usefulness of Activision Publishing Plc's CRM strategy in enhancing customer retention.
As per the arguments of the author, Sherrer, (2023), it can be rightly said that the potency of Activision publishing plc can be measured or understood by metrics like customer retention rate, revenue growth, customer satisfaction, engagement of the company, etc. The customer retention rate is one of the most important metrics for any business model to crack it. If customers are continuing to engage in the company’s product for some time, it shows that the company’s CRM practices are proving helpful and successful. Activision publishing plc has a very good track record in retaining their customer or says user base by introducing good and grossing games like Call of Duty and World of Warcraft. Activision also with its personalization feature, social features, and customer support keeps customers engaged and satisfied (Landoni, et al., 2020, p. 84). These games also have in-game real money purchases, this feature generates additional revenue for the company and helps them to grow. Lastly, the active community forum website maintains by the company with numerous other social media handles where they keep creating and launching multiple campaigns, offers, and updates which keep customers engaged and help them to connect more.
To recognize the challenges faced by Activision Publishing Plc in implementing an effective CRM strategy and overcoming them.
As per the arguments of the author, Scott, (2012), it can be rightly said that, Activision Publishing Plc is proving itself, for a long period, how good they are in CRM practices. But it doesn’t mean it was always this simple and the results were always positive. They have faced criticism many times from the users for example, the in-game transactions which are done using real money were criticized by the users, they used to say that this makes the game easy for those who can afford to pay or they mean that game became pay to win type, in response to this activation carefully managed the prices of the products or items and priced them fairly and they also ensured that these purchases do not give advantage to anyone in the game. This company always keeps itself improving, based on its customer expectation and issues, they always try to keep itself updated with the trends that are going on with the help of in-game customer analytic report (Landoni, et al., 2020, p. 84). Activision keeps its loyalty to customers as they are a company that manages huge amounts of data, so to keep its every customer secure it implemented various security protocols, encryption, regular audits, and access control this shows the ethics of the company.

To provide recommendations for improving Activision Publishing Plc's CRM strategy and enhancing customer retention.
As per the arguments of the author, Fleming, (2007), it can be rightly said that, there are some ways for improving Activision Publishing Plc's CRM strategy and enhancing customer retention top of what they practice right now can be the use of machine learning technology to create more personalization options as more user-based personalization is never harmful and it can also provide the taste and demands of the customer for future updates and projects. Creating and organizing various tournaments and offering prizes can be a viable option to get customer retention as the trend nowadays shows how people are tending towards games base sectors like development, e-sports, casters, and team managers, it is increasing exponentially. In-game, interactions can be increased by adding new features and can prove helpful (Landoni, et al., 2020, p. 84). Lastly, innovations in not only gameplay but also in game development and the user interface are important, as technology is developing day by day, customers of the new generation demand changes or newness which can only be found by trial and error.
[bookmark: _Toc129915288]Limitations
· Incomplete Information: Being an outsider, it is hard to have proprietary information regarding Activision Publishing plc. This is the reason that the research performed has incomplete information and may not be effective. 
· Biases in data procured: There may be bias in some of the information which is procured which can affect the accuracy of the research. The data may not be reliable and there may be some issues in the data procured. 
· Lack of primary research: The research is done through secondary sources which limit the actual accuracy of the facts procured. The data is second-hand data collected by someone else.
[bookmark: _Hlk129894020][bookmark: _Toc129915289]Ethical Consideration 
· Privacy: companies that ask for the user’s information while using their product should not be disclosed or take advantage of it, if a user is using the product, companies should be transparent about their product with the customer.
· Protection of intellectual property: copyrighted material should not be used without the consent of the patents and trademark holders. Also if anyone is found using it without consent should be reported.
· Fairness and objectivity: research should be practiced ethically and morally without having any bias or perceptions with an open mind. Evidence and finding should not be tampered with and presented correctly.
[bookmark: _Toc129915290]Time frame
· Formulate the research question and objectives: 1-2 weeks
· Conduct a literature review on entrepreneurship and technology: 2-4 weeks
· Collect and analyze secondary data on Activision Publishing: 4-6 weeks
· Develop a case study framework and research design: 2-4 weeks
· Conduct interviews with Activision Publishing employees, industry experts, and customers: 4-6 weeks
· Analyze qualitative and quantitative data from the case study: 4-6 weeks
· Synthesize findings and conclude: 2-4 weeks
[bookmark: _Toc129915291]CONCLUSION
	From the above, it can be concluded by saying that it is important to hi quality experience with better features and good after-sales services to promote customer retention. Along with this, the company is focused on its customer relationship management practices to provide personalized experience and build a sense of community and develop the customer experience. The strategies discussed in the report are useful to enhance the personalization experience in customers and keep them satisfied and loyal to the brand. Also, it is seen that Activision publishing has faced various challenges in the implementation of effective customer relationship management strategies. They have used proper strategies to overcome the challenges and maintain a loyal customer base. The organization has been us customer-centric strategies that improve customer relationship management strategies. It provides personalized experiences even and they develop new gameplay features and provide enhanced customer support, which engages them. The organization is doing good in its industry because they are meeting the dynamism present in the industry by gaining insights into customer behavior through surveys.
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