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Customer relations is the process and manner by which a business developers, establishes, and maintains relationships with its customers. Businesses rise and fall through the support of their customer bases. Consequently, it is essential that you develop effective customer relationships (Buttle, 2008).
CRM is an example of a management approach that helps the organisation find the right balance between satisfying the needs of the customer base and finding the right customers for the company (Raab et al., 2008).
[bookmark: _GoBack]The benefits to the organisation will be increasing sales though better timing and identifying needs more effectively by understanding specific customer requirements. This will help to cross-sell of other products by highlighting and suggesting alternatives or enhancement (Corporate Finance Institute, 2019). An example of a company that uses CRM effectively is Amazon. It is customer focussed and they rely on their CRM to gathering customer information and cross selling products (O'Brien, 2017).
CRM can lead the organisations to enhance customer satisfaction retention and increase value from your existing customers which help reduced cost by focusing on the most profitable customers and dealing with the non-profitable customer in a more cost-effective way, ensuring the organisation has a good reputation in the marketplaces to grow (Corporate Finance Institute, 2019).
One disadvantage of CRM can be the cost of training. Large organisations need to roll out training schemes for all their employees. The CRM training is also different for managers compared to regular staff. There are overhead costs associated with running the software (Lysis, 2019).
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