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“Prediction s very difficut, especially if it's about the future.”
When undertaking to create an innovative CRM (Customer Relationship Management) system, an appropriate research philosophy to consider is "design scien

Design science is a research philosophy that focuses on creating and evaluating artifacts (in this case, the innovative CRM system) to address practical problems and improve
the understanding of a particular domain. It emphasizes the iterative process of design, development, and evaluation, aiming to produce innovative solutions that are both
practical and theoretically grounded.

Design as a recognized discipline is a relative newcomer in the research community. An established discipline involves both creation and dissemination of knowledge (Panos Y.
Papalambros, 2015)

Here's why design science is suitable for research in creating an innovative CRM

= Problem-solving orientation: Design science places a strong emphasis on identifying and solving real-world problems. By adopting this research philosophy, researchers can
ely engage in addressing the challenges and limitations of existing CRM systems, seeking to create innovative solutions that better meet the needs of businesses and
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To enhance the validity, reliability, and generalisability of a CRM (Customer Relationship Management) system, consider the following strategies
1.Validity:

= Clearly define the research objectives and align them with the intended outcomes of the CRM system. This ensures that the system addresses the intended
purpose and accurately captures the relevant customer information.

= Adopt established measurement instruments or develop valid and reliable measurement tools to collect and assess customer data accurately.

« Incorporate multiple data collection methods (e.g., surveys, interviews, observation) to gather diverse and comprehensive information about customer
behaviors, preferences, and needs.

= Conduct pilot testing and iterative refinement of the CRM system to ensure its validity by incorporating feedback from users and stakeholders. Positive
consumer response is one indicator of customer satisfaction (Ban & Kim, 2019)
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Data collection

When it comes to data collection methods for CRM (Customer Relationship Management), there are several approaches that can be considered. The choice of
method depends on the specific research objectives, available resources, and the type of data you wish to gather. Here are some commonly used data collection
methods:

1.Surveys: Surveys are an effective method to collect quantitative data from a large number of customers. You can design and distribute online or paper-based
surveys to gather information on customer satisfaction, preferences, feedback, or other relevant metrics. Often surveys are categorised as a method of
collecting quantitative data (Syed Muhammad Sajjad Kabir, 2016)

2.Interviews: Conducting structured or semi-structured interviews allows for an in-depth exploration of customer experiences and perceptions. Interviews can
provide qualitative insights, capturing detailed information and allowing for follow-up questions to delve deeper into specific topics.

3.Focus Groups: Organizing focus groups with a small group of customers enables interactive discussions and group dynamics. This method encourages
participants to share their opinions, experiences, and suggestions, providing valuable qualitative data.

4.0bservations: Observational methods involve directly observing customer interactions, behaviors, or experiences. This can be done in physical settings (e.g.,
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Now that you have watched the video, which
invention do you think has had the biggest
impact on the development of society as we know
it today?

inventing the sail boat

Why do you think this innovation has had such a
big impact? Think about how you would justify
your choice.
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Million per year

Is innovation changing things 10
for the better?

Deaths from natural disasters actually fell to less than half
over the last 100 years.

In 1900, roughly half a million people died a year from
natural disasters such as floods, fires, earthquakes and

droughts.
0.5
When polled, only 12% of the Swedish public chose option
C, that deaths from natural disasters had fallen to less than
half.
50% agreed with option A, believing that the rate had
more than doubled.
0.1

C. Decreased to less than half

1900 1950 2000

e@e 13 /57 °°
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Years in school
R . . . (people aged 30)
Is innovation changing things

for the better?

Across the world, women aged 30 have spent 7 years
in education. 7

While we haven't achieved gender equity, the overall

average is much closer than many people realise. In

fact, when polled, only 24% of the USA public chose 5
option A. 52% chose option B, that women had spent

5 years in school.

Hans Rosling argues that “when you answer, you
answer according to the worst places, and there you
are right, but you miss the majority.”

Do you agree with that?

A.7years

Men Women
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Is innovation changing things
for the better?

In fact, the percentage of people living in extreme poverty
almost halved.

This data was collected in 2014, and more recent data shows
that this percentage has fallen even further.

In 1990, 35.9% of the global population lived in extreme
poverty. In 2017, it was only 9.3%. Although this still means
nearly 1in 10 people live in extreme poverty, this has fallen
from over 1 in 3 people in 30 years.

C. Aimost halved

608 17 /57

As you can see here, many aspects of life have been
improved by modern innovation.

In general, we are doing much better than in the
‘good old days', with higher quality of life and
improved access to resources.

These three questions were posed by Hans Rosling
in a 2014 TED Talk. In the next activity, we will look
at more of his work to see if innovation is really
changing things for the better.




image11.png
What is the fourth Industrial Revolution?
© Reflect

Revolution Year Information As you can see, the characteristics of

each industrial revolution have
changed a lot over time.

1 1784
Now you have seen an overview of the
fourth industrial revolution, we will
look at some of the new technologies
\W/ 2 1870 that will potentially change our way of
living.
3 1969
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Technologies are
changing our world

The World Economic Forum (2016) has identified
six technologies that will change our world:

Computing capabilities v
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Blockchain

Only a small fraction of the world's GDP is currently held on
Blockchain, the shared database technology where transactions in
digital currencies such as the Bitcoin are made.

However, Blockchain is forecast to boost the global economy by $1.7
trillion by 2030, as almost two thirds of global business leaders
(61%) are placing digital transformation of core business
operations and processes among their top three priorities as they
rebuild from Covid-19.
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Drag the revolution to the correct definition.

a. Steam, water and mechanical means of production First Industrial Revolution >

These are the correct definitions for the first and fourth industrial revolutions.

If you'd like to remind yourself of the definitions of each, let's revisit that slide.

d. Cyber physical systems Fourth Industrial Revolution >
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9 Check

By 2025, what percentage of people are expected to be wearing
clothes connected to the internet?

5% ®) 10%

Within the next decade, how many sensors are estimated to be connected in the
Internet of Things?

One billion One million @) One trillion
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By 2025, what percentage of people are expected to be wearing
clothes connected to the internet?

5% ®) 10% 15%

Within the next decade, how many sensors are estimated to be connected in the
Internet of Things?

One billion One million @) One trillion
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@ You have completed Section 2!

You should now be able to identify concepts used to
describe the progress of technology and innovation.
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© You have completed Section 3!

After completing this section, you should

« Think of yourself as someone capable of being
creative (if you don't already)

Identify personal passions as sources for idea
generation.
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 Check

Take a few moments to complete this activity, which will help you
summarise what you have learnt in this section.

Question 1 of 3

Zeeta is really interested in fast cars. She can test several sorts of alloy
wheels at a racing circuit before concluding which ones to use. What sort
of research is she doing?

@ Inductive

@ Deductive

0060

I39&currentorg=GAMs2022_5.1.2.1_ORG&scoid=13271&sesskey=pjGIxBGI5P&display=popup&mode=normal

Correct!

Inductive research attempts to base its
conclusions on patterns that are observed
over time. The assumption assumes that
what has happened when we were
observing will continue to happen in the
future.
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Question 2 of 3

Austin researches the performance data for a particular brand of soap
powder. It provides evidence that in their research it makes shirts whiter
than white. He decides to try out the powder on his white tablecloths
and concludes that it makes them whiter too. What sort of reasoning is
he using?

@ Deductive

© Inductive

000

Correct!

Inductive reasoning is the mutual opposite
of deduction. In our research, we observe a
pattern of ‘special cases’ and ‘increase’ this
to become a larger general principle, that
can be applied universally to other
phenomena we or the reader of our
assignment have yet to see.
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Question 3 of 3

When Aneka reads the horse racing tips from her newspaper, what sort
of reasoning is she hoping they have done before advising her?

@ Abductive

® Logic

00

Correct!

Abductive reasoning recognises the chance
that a particular conclusion is, on balance,
true or false.
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© You have completed Section 1!

You should now be able to demonstrate an
understanding of the difference between the forms
of logical argument and judgement.
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In this knowledge check activity you will be presented with three
research questions. Using what you have learnt in this topic, select
whether the question is good or bad.

Question 1 of 3

Do students who engage in the additional revision classes perform
significantly differently on tests than students who do not participate?

@ Good

Q Bad

e 66 21/36

Correct!

Yes, it is specific and clear. One knows
who the participants will be, and one
knows that student performance on state
tests is the problem.





image23.png
O Check

Question 2 of 3

Why do students seem so apathetic? Select whether the question is
good or bad.

Correct!

This is not specific or clear, nor does it
reflect an intervention, if one is planned,
or a target group of participants. Better
questions might be: Are science students
more engaged in class discussions when a
response strategy is used? What are the
reasons for apathy among various groups
of high school students?





image24.png
Not quite...

Critically analyse the correct
answers here and identify
patterns that you can apply to
your own subject area/
questioning.

000

Quantitative drop zone

Focuses on testing theories
and hypotheses

Analysed through math and
statistical analysis

Mainly expressed in
numbers, graphs, and tables

Requires many respondents

Closed (multiple choice)
questions

Key terms: testing,
measurement, objectivity,
replicability
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Qualitative drop zone

Mainly expressed in words
Requires few respondents
Open-ended questions
Analysed by summarizing,
categorizing, and
interpreting

Key terms: understanding,
context, complexity,
subjectivity

Focuses on exploring ideas

and formulating a theory or
hypothesis
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