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[bookmark: _Toc137653471]Executive Summary
This executive summary helps to provide an overview of the key findings and recommendations from the conducted research and helps to evaluate the role of customer relationship management and enhancing customer retention in the Activision company in the video game industry. A review of existing researchers helps to get the key insights related to the importance of customer engagement, cooperation, and activities, and identifying the preferences of the customers to get a competitive advantage in the highly competitive market of the video game industry. With the help of qualitative data research, the research helps to identify various factors which contribute to customer retention in the business specifically in Activision for publishing PLC in video games, industry and usefulness of customer, relationship management strategies, practices, and technologies to enhance customer retention.
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Title: Role of customer relationship management improve customer retention in Activision Plc.
[bookmark: _Toc137653473]Chapter 1: Introduction
[bookmark: _Toc137653474]Background of the research 
Customers refer to individuals or other business organizations who purchase goods and services from a company. Customers play a very important role in every business as they drive revenue for the business and help them to remain in the market (Birch 2013). As customers are the most important part of every business organization, it is necessary to flow different strategies to retain them with the business along with attracting new customers. The customer is regarded as the king of the market so they are focused primarily on the business organizations. Retention of customers is very important for the success of the business, especially in the highly competitive industries. The video game industry is very large as it has many diversifications made in the past few years. The video game industry is also considered a highly competitive industry and it is difficult for companies to keep their customers retained companies in the sector like Activision Publishing Plc. find it necessary to establish and maintain strong relationships with their customers. It has been evaluated that, in the last few years, customer relationship management has been used by many organizations as a strategic approach so that customer interactions can be effectively managed and enhanced (Pyo et al., 2023). This helps business organizations to result in improving current customer retention rates.
Activision Publishing PLC is a company that is well known for publishing and developing popular giving titles and have a diverse customer base. The company is a renowned player in the highly competitive market, which faces the challenge of attracting new customers, as well as retaining the existing ones. It has many competitors existing in the market which are giving tough competition and that is why the organization is repeatedly coming up with new ideas to beat the competition. For increased profitability and sustainable growth of the business, the company must increase its ability to retain its customers. 
Customer relationship management is necessary for developing and implementing different practices and technologies which can understand and manage customer relationships in the business organization. Different kinds of schemes and methods should be adopted for customer retention as it is important to retain loyal customers in the business. With the help of this customer relationship management strategy, video game companies like Activision Plc. can be able to develop valuable insights related to the behavior, preferences, and needs of the customers and will be able to develop a personalized marketing campaign. This will help the company to deliver exceptional customer service based on evaluating their needs and behaviors and develop their long-term loyalty to the business (Chatterjee et al., 2021).
With the help of this research, different factors that provide its contribute to customer retention or explored effectively, especially in the video game industry. This research has its particular investigation towards the customer relationship management practices and technologies that are used by Activision Plc. Further, this research will also help to evaluate the effectiveness of customer relationship management strategies of the company and identify different challenges that are faced during customer retention. It also provides some recommendations that are necessary to enhance customer retention in the business with the help of developing customer relationship management. To complete this research, it has been evaluated that the qualitative method of data collection will be used to collect the data and evaluate seem to find the results of the research.
[bookmark: _Toc137653475]About the Company
A global publisher and creator of video games, Activision Publishing Plc are more generally referred to as Activision. Activision pulishing Plc was established in 1979, and has been grown to be one of the biggest and most significant businesses in the gaming sector. The headquarter of the company is situated in Santa Monica, California, in the United States (Essam and Mahrous, 2019). 
The wide variety of popular and legendary video game brands that Activision has to offer has earned it widespread acclaim. There are several well-known franchises among them, such as "Call of Duty," "World of Warcraft," "Diablo," "Skylanders," "Crash Bandicoot," and "Spyro the Dragon." These franchises have amassed a sizable international fan base and have enjoyed astounding commercial success (Birch 2013).
The business collaborates with numerous development studios and partners on a global scale through several divisions and subsidiaries. For the development of cutting-edge and compelling gaming experiences for a variety of platforms, such as consoles, PCs, and mobile devices, Activision collaborates closely with skilled game developers.
Activision places a priority on offering top-notch entertainment, and the company works hard to advance both gaming technology and narrative design. To create cutting-edge gameplay mechanics, breathtaking graphics, and gripping tales, the company invests in research and development (Birch 2013). The success of Activision extends beyond its video games and includes its corporate policies. The business has embraced online channels and digital distribution, enabling users to immediately access and download games. Activision has been able to take advantage of the changing consumer preferences and the expanding digital gaming market due to this change.
Activision, a significant participant in the sector, has a significant impact on the gaming environment and shapes trends and developments among gamers. Activision continues to influence the direction of interactive entertainment by providing top-notch gaming experiences and creating long-lasting client connections. The company has a solid brand reputation and a devoted fan following.
[bookmark: _Toc137653476]Situation Analysis
Video game company Activision Publishing Plc. is a great player in the highly competitive market in the video game industry and is well known for its popular game titles best diverse customer base. The company offers unique game designs and high-quality user interfaces for the customers to attract and retain them with the business. But losing customers in the video game industry is as easy as getting them to hold the application. To ensure sustainable growth of the business it is necessary for the company to focus on incremental customer retention rates. It has been evaluating the managing effect of customer relations helps in the retention of customers. This is the reason that customer relationship management strategies and technologies help and understanding and managing customer relationship
[bookmark: _Toc137653477]Problem Statement
During the period of COVID-19, most of countries section and people required to stay at their places. The trend of video games had increased. It has been noted that there is immense competition in the video game industry and the problem in front of Activision Publishing PLC is the need to improve their customer retention. Also, the company has a diverse customer base, but still defaces a challenge to retain its existing customers, and also to attract new ones to the business. For this purpose, it is necessary to identify the effectiveness of the CRM strategies and technologies used by the company currently and identify different areas which require improvement for effective results. This will help the company in enhancing customer retention and increase profitability by maintaining a strong market position.
[bookmark: _Toc137653478]Beneficiaries of the Research
The research is beneficial for various people and business organizations especially it is important for Activision Publishing Plc. As this research is based on Activision company, it will help the management and other stakeholders of the company to get valuable insights related to the CRM strategies and identify different areas of improvement. Apart from this, this research is beneficial for the people in the video game industry as this research provides valuable insights related to CRM practices and technology with its impact on customer retention in the video game industry. The experience of Activision Publishing Plc will help other companies and the industry to apply the best practices and improve customer retention in the companies. This research is also beneficial for the students as it is necessary to develop academic knowledge of students related to customer relationship management, especially in the video game industry. The research is conducted by studying the articles of scholars and researchers who have effective studies related to the customer relationship management video game industry and customer retention. The other beneficiaries of the research will be the gamers, the customers, and different industry-related professionals and practitioners who have some kind of interest in the video game industry or the customer relationship management practices and technology for customer retention.
[bookmark: _Toc137653479]Rationale
This research helps to identify the role of CRM in improving the potential of customers with the business which is an important topic to get valuable insights and contribution to the topic. This factor helps companies to evaluate the importance of customer relationship management and enhance their customer retention strategies in the competitive market. This research is also useful for business organizations especially Activation PLC in its strategic decision-making by gaining insights related to the technology and practices related to customer relationship management. It also helps the decision makers to make their informed choices considering the allocated resources and investments and develop customer-centric strategies. Apart from this, the research will contain in-depth information related to the challenges, faced by Activision Publishing Plc, to implement the customer relationship management strategy and the ways to overcome them which is necessary for the business organizations to learn from the practical experience of the company and make the effective decisions accordingly. It will also help other organizations in the video game industry to continue with the best practices and develop successful customer relationship management strategies.
[bookmark: _Toc137653480]Research Gap
CRM has been extensively studied in different industries, but still, there is the limited focus of the research on the video game industry, which is different from other industries. The interactive nature of this video game industry with its emphasis on multiplayer experiences of users online can be a unique characteristic of the industry which needs a particular strategy and approach related to the CRM. The concept of CRM includes different practices and technologies and requires proper research so that it can be identified which particular practice and technology should be employed by Activision Publishing Plc. like utilization of customer data, employing feedback, mechanism of the customers and implementing personalized marketing strategies, and many more. Further, there is also a gap of research in the evaluation of the effectiveness of the CRM strategies which needs to be fulfilled as a research gap.
[bookmark: _Toc137653481]Research Aim, Objectives, and Questions
[bookmark: _Toc129915285][bookmark: _Toc137653482]Research Aim
“To find the role of customer relationship management (CRM) in improving customer retention: A case study of Activision Publishing Plc.”
[bookmark: _Toc129915286][bookmark: _Toc137653483]Research 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: _Toc137653484]Research Questions
· What are the key factors that contribute to customer retention in the video game industry, specifically in the context of Activision Publishing Plc?
· What specific CRM practices and technologies are employed by Activision Publishing Plc to improve customer retention?
· How effective is Activision Publishing Plc's CRM strategy in enhancing customer retention?
· What are the challenges faced by Activision Publishing Plc in implementing an effective CRM strategy and how can they be overcome?
· What recommendations can be provided to improve Activision Publishing Plc's CRM strategy and enhance customer retention?
[bookmark: _Toc137653485]The Hypothesis of the Research
The hypothesis of the research helps in suggesting the possible relation between two or more variables and serves as the foundation of the research investigation (Singh and Pathak, 2020). Two types of research hypotheses are null hypothesis and alternative hypothesis. Null hypothesis helps to provide that there is no significant relation between variables that are studied in the research. Whereas the alternative hypothesis suggests a significant relation between the variables that are studied with the help of research. According to the alternate hypothesis, the results that are observed are not by chance, but they have a real effect on the relation between the variables. The Hypothesis that is developed for this research is given below:
H0 (Null Hypothesis): There is no significant relationship between customer relationship management (CRM) and customer retention in Activision Plc.
H1 (Alternative Hypothesis): There is a significant relationship between customer relationship management (CRM) and customer retention in Activision Plc.
[bookmark: _Toc137653486]Research structure 
The whole research work is conducted systematically following a specific structure. This will help in understanding the research quickly and finding the desired chapter without hassle. The structure which is being followed is as follows: 
Chapter 1 Introduction: The introduction chapter discusses the basic details which are being discussed in the research including the background of the research work conducted and the rationale behind performing the research work. The introduction chapter also has research gaps and research aims, research objectives, and research questions. Then it also has the research structure telling about the headings in the research work and also discussing the people and individuals who will derive benefits from the research work conducted.
Chapter 2 Literature Review: The second chapter known as the literature review tells about the situation that research work deals with. In this work of previous research workers are discussed on the selected topic and their work is identified as useful. On this basis, secondary data is collected for the research. This will help the research worker to identify the research gap that existing research might be having. Through this more effective research will be attempted to be prepared. It is also used to prepare a research paper for users who might find a new topic in the future related to the one which is discussed.
Chapter 3 Research methodology: The third chapter of the research is a research methodology that includes various methods which are being opted to collect and procure the data and information. This collection of information and facts for research work needs to be accurate and correct. For this, the best method is being selected. There are two kinds of research methods namely quantitative method of research and qualitative method of research. For the research being conducted here, the qualitative method of research has been used. In this research data is collected in primary form and is stored statistically. Unlike the quantitative method of research, the data is collected in the manner of facts and figures as well as in the manner of gestures and expressions of the respondents answering the questions.
Chapter 4 Data collection and findings: The fourth chapter is about data collection and its findings where the data collected in the previous chapter is analyzed and stored numerically this chapter works for a better presentation of the data being collected from the qualitative method of research. Also, necessary conclusions and discussions are made regarding the data which is being collected from the respondents through the qualitative method of research by primary format.
Chapter 5 Discussion: The fifth chapter discusses the findings and data analysis of previous chapters. Discussion is made to reach a particular result and appropriate conclusion. The results of data and information collected and presented until now are being discussed elaborately.
Chapter 6 Conclusion and recommendations: The last chapter shows the conclusion of the whole research work which is being done by the research worker. Along with this recommendations are also given which will be effective for the weakness which is being analyzed in the whole research conducted by the research worker. These recommendations will be proved effective to the readers as well as to the beneficiaries of the research. These beneficiaries are the ones which are being discussed above and they are the ones who will be benefited mainly from the research when completed. 


[bookmark: _Toc137653487]Chapter 2: Literature Review
The literature review is an important part of the research process which helps in evaluating and reviewing the already published scholars' and researchers' work informal articles, books, and other relevant sources (Bernevega and Gekker, 2022). The literature review will evaluate different methodologies that can be used in the previous studies by identifying effective approaches, that are being used in the video game industry for retaining customers. The theoretical framework that has been developed with the help of the literature review helps to provide a foundation to understand and conceptualize the relationship between the different CRM practices and technologies, customer retention factors, and their impact on business outcomes. It has been evaluated that there is not, any existing study found on this topic of the research on Activision Publishing Plc. so this literature review will be useful to gain understanding and insights related to the concept of customer retention and CRM practices. In particular, to Activision Publishing PLC, it has been identified that the data that is published for the video game industry will be considered. 
[bookmark: _Toc137653488]Factors contributing to the retention of customers in the Video game industry
Roberts, et al, (2014), mention in an article that in the video game business, co-creation activities have become a potent tool for improving client retention. Customers' sense of ownership and loyalty is increased. Companies may make games that are more interesting and individualized by letting users participate in game design. As a result of the players' sense of investment in the game, consumer happiness and retention have grown. Robert 2014 talks about the impact of cognition activities on the motivation of consumers. Although this research is not specifically based on the video game industry, it helps to highlight the important point that involving customers in the innovation process of the business can help enhance customer retention in the business. It can be possible as it helps in fostering a sense of ownership and loyalty among them. As a part of a video game company if Activision company makes its innovation by considering the feedback and thoughts shared by the customers or involving them in the innovation process can result in using the customer-centric approach in the business and fostering loyalty among the customers towards the company in the video game industry.
Several factors contribute to the retention of customers in the video game industry. An article by Cheung et al, 2015 helps to evaluate that customer engagement helps in the promotion and sales of online games in the market. A company can engage the customers with the help of different activities, like virtual events, contests, and community participation, which has a positive impact on the attention of the customers. These customer engagement activities also help business organizations to develop strong relations with them and make them feel that they are an available part of the company. In short, it helps in building a strong relationship with the customers and can be considered a customer relationship management strategy that can be used to retain customers in the video game business. Cheung et al. (2015) focus on another crucial element in attracting and keeping video game players is customer involvement. The necessity of involvement through diverse channels is emphasized as players may interact, exchange stories, and talk about the game on social media sites and in online groups. Customer loyalty is increased, and emotional ties are fostered by this sense of community. Regular updates, competitions, and activities that include consumers reinforce the bond and promote client retention.
In the very competitive world of video games, customer retention is essential to success. Companies must recognize and address the issues that affect client retention if they want to keep a loyal consumer base. With an emphasis on co-creation activities, customer involvement, delightful experiences, beneficial user-generated content (UGC), continuing updates, and support, this research will look at major characteristics mentioned in the articles that were supplied. As per the viewpoint of authors, Brooks et al. (2016), having fun is one of the main factors in client retention. Intrinsic motives, including enjoyment and social connection, are highlighted as key factors influencing video game engagement. Customers are more inclined to stay with games that give immersive and interesting experiences. Game creators can build encounters that keep players coming back for more by concentrating on intriguing gameplay, interesting storytelling, and engaging multiplayer features. It is important to recognize the role both conventional media and user-generated content (UGC) play in retaining customers. 
You and Joshi, (2020), provide evidence for the fact that user-generated content (UGC), such as reviews and suggestions, has a big impact on customer churn and retention in the video gaming sector. Positive user-generated content (UGC) functions as social proof, luring new players and fostering a sense of confidence in the game. Continuous interaction with user-generated content (UGC), such as posting on discussion boards and answering player comments, develops a feeling of community and improves customer retention.
[bookmark: _Toc137653489]Specific CRM practices and technologies by Activision Publishing PLC to improve customer retention.
Chaston (2015), has rightly said in an article that Activision Publishing PLC can analyze player data to learn more about player preferences, behavior, and engagement trends. Trends, player groups, and potential for personalization and niche marketing campaigns may all be found with the use of this study. Activision Publishing PLC may customize experiences and content to improve user retention by considering the motivations and preferences of gamers. Activision Publishing PLC can develop personalized player experiences via the usage of CRM strategies. This may entail providing specialized in-game material, individualized suggestions based on user preferences, and customized messages. Player pleasure, engagement, and loyalty are increased by offering personalized experiences. Activision Publishing PLC can provide priority to proactive player assistance by establishing avenues for player questions, comments, and problem-solving. The happiness of players is increased when they receive prompt and efficient support, which also aids in resolving any issues or difficulties they could have. Activision Publishing PLC can increase player retention by delivering outstanding customer service.
Also, the writers, Wiggers et al. (2019) have said that creating a vibrant and engaged player community is essential for retaining players. By allowing contact and involvement through forums, social media groups, or in-game communities, Activision Publishing PLC may promote a sense of belonging and connection among players. The organization of community activities and player-to-player interactions can boost adherence and compel continued participation. Activision Publishing Plc. can create data-driven marketing strategies by utilizing player data. The organization may send tailored marketing messages that appeal to particular player segments by segmenting gamers based on their interests, behaviors, or demographics. With this strategy, marketing campaigns are more successful and player retention is increased. Activision Publishing PLC can establish loyalty programs and awards to encourage player retention. For devoted players, these programs can include special in-game incentives, savings, early access to material, or events. Activision Publishing PLC's games are more likely to be played more frequently when gamers are rewarded for their devotion.
[bookmark: _Toc137653490]The usefulness of Activision Publishing Plc's CRM strategy in enhancing the customer retention scheme.
The authors, Hamilton et al. (2017), have mentioned the strategic value of customer relationship management (CRM) and client loyalty in the gaming sector, notably in Greece, which looks to be an excerpt from a dissertation or research project. "Service Quality," "Satisfaction," "Trust," "Enjoyment," "Perceived Ease of Use," "Safety," and "Corporate Image" are elements in the study model established for characteristics impacting customer loyalty in the Greek gaming sector that are positively connected with loyalty to gambling firms. The article by Hamilton et al. (2017) helps in identifying the features that have a positive impact on customer attention. The study helps to highlight that high-quality production services with personalized experiences and exceptional customer support businesses can be able to retain their customers. Activision Publishing, Plc. should also take leverage of its CRM strategies to understand the preferences of the customers so that it can be able to innovate its game offerings and provide personalized experiences to the customers by understanding their preferences. This will help the company to deliver exceptional customer experience and help in strengthening, customer, loyalty, and result in increased customer retention.
In the article, Juanamasta et al, (2019), mention that by extrapolating this to Activision Publishing's CRM strategy, it is possible to conclude that customer retention will increase if the business adopts efficient CRM procedures and places a priority on elements that foster customer loyalty. Activision Publishing Plc may boost client retention and loyalty by putting a premium on service quality, guaranteeing client pleasure, cultivating a culture of trust, offering a pleasurable experience, assuring simplicity of use, and upholding a favorable corporate image. 
Mandina (2014), said that it is crucial to note that a thorough review of Activision Publishing's CRM strategy's utility in boosting client retention is impossible without precise facts. To offer more precise insights into its influence on customer retention in the gaming sector, further investigation and analysis specifically focused on Activision Publishing Plc's CRM practices would be required. The article by Mandina (2014) also helps in providing significance of the CRM strategies in developing customer loyalty towards the business. Every business organization must understand the needs and preferences of the customers to foster customer engagement and provide them with personalized experiences so that they can feel connected with the company. But effectively implementing CRM strategies, Activision PLC company will be evil to build a strong relationship with their customers and this is the best strategy to increase customer loyalty and repeat purchases from them. In the case of Activision Publishing plc company, the company should consider the market before launching their video games for the customers so that they can take advantage of the distance defenses of the customers. The company already focuses on delivering personalized experiences to them, which can be evaluated with the help of their popular game Calls of Duty.
[bookmark: _Toc137653491]Challenges faced by Activision Publishing Plc. in implementing CRM strategies and ways to overcome them
To implement CRM Activision publishing plc has faced many challenges. Some of these challenges are the reason for the project failure of CRM in many places. During the research, various challenges have been recognized.  Lack of communication is regarded as the biggest challenge which is being phased by Activision Publishing plc. in implementing the CRM strategies. There are various CRM implementation challenges like convincing colleagues or subordinates to adapt to the changes and handling the data properly and securely. Along with this, they failed to find better ways to protect the facts and information of the customer from being stolen (Roberts, et al, 2014). Along with this, there are times when information is being swiped away from the software due to any virus or any technical issue which is not rectified prior. Along with this various issues are being faced related to the budget to find the best CRM technology for the organization.
	Convincing people and subordinates is a task to adopt CRM. This works as a challenge for the organization as people will not cooperate and coordinate when they will not like the new technology. Various employees might be under the threat that they might lose their job when the human touch is reduced. Along with this, some people are of the threat of using new technology in their daily activities. For this, the management should encourage the subordinates and even colleagues to upskill their activities and work with new functionalities using CRM (Mandina, 2014). Various departments in the organization are of different perspectives regarding CRM technology as the sales team might think it would benefit them whereas other departments need proper counseling to adopt the integrated system. For this, the executive should explain the tangible value of CRM implementation to the company which will help the organization both financially and to meet its goals and objectives.
	The data is regarded valuable asset for an organization as when data is stolen or used promptly it might affect the customers and their sentiments. It will affect the reputation of the organization as well. It is a challenge for the organization to protect the data and secure it. For this, the management should adopt search CRM practices that are easy and known to the organization. The cost and time of implementation of CRM also play an important role in improperly following the CRM strategies (Juanamasta, et al, 2019). For this, the estimation of the cost for long-term business goals should be kept accordingly. Along with this, the budget prepared should be flexible. The chances of error should be reduced so that cost is not increased. The best software with fewer bugs and less cost should be selected by the management.
	The management should find the correct CRM software before implementation as changing it after some time cost a lot to the organization. It will also affect the proper management and decorum of the organization. This is because when new software is brought all the existing techniques and methods will be changed and the employees have to again learn the whole process which will be a hectic and time taking task. It will also affect the cost of production as new software will again cost dollars. For this, the best software should be used after proper research. Analysis should be made which will help the company to achieve its success.
[bookmark: _Toc137653492]Recommendations for Improving the CRM Strategies and enhancing customer retention
It is recommended to convince people by having friendly management in the organization. Along with these good relationships should be maintained between employees and the management so that new technology adoption can be easy. Also, the management should listen to the employees and spend time on their queries to solve their misconceptions this way they will like the technology and will easily adapt the CRM strategies. Implement gamification components in your game or gaming platform to boost engagement and generate a sense of accomplishment. Encourage users to keep playing and explore the game's many features by giving them awards, badges, and virtual cash.
In-game chat, forums, and multiplayer choices are just a few social aspects that may help build a feeling of community among players. To foster connections and the development of a thriving gaming community, encourage gamers to interact and work together. Releasing new material regularly, such as updates, expansions, or downloadable content (DLC), will keep gamers interested and engaged (Roberts et al., 2014). As a result, churn is less likely, new experiences are offered, and player interest is maintained. Providing quick and useful customer support for technical difficulties, in-game issues, and general questions is known as proactive support. Provide users with a variety of support options, such as live chat or ticketing, and make sure that competent personnel are on hand to help them right away.
Organize in-game competitions, tournaments, or events to promote healthy competition, generate excitement, and boost player involvement. To encourage involvement, give prizes, special things, or acknowledgment to top contributors. Actively solicit player input through in-game polls, discussion boards, or other channels designed for this purpose. Include player feedback and solve issues to demonstrate that you appreciate their input and boost player happiness and loyalty. Offer devoted gamers special sneak peeks or front-row seats to impending game launches, patches, or beta versions. As a result, retention rates go up and a sense of exclusivity and loyalty are rewarded. Analyze playing patterns and preferences, and make use of analytics tools to examine player behavior. Insights into player motives may be gained from this data, along with the ability to spot possible problems and assist in mold CRM tactics to increase player retention. These recommendations are required to be followed properly so that the organization can adapt to the CRM implementation strategies. 

[bookmark: _Toc137653493]Summary of Literature Review 
The summary of the literature research on customer retention and CRM practices in the video game industry, with a focus on Activision Publishing Plc, provides important new information about the significance of customer retention and efficient CRM methods. In the cutthroat video game business, client retention is essential since it fosters positive word-of-mouth, community development, and long-term profitability in addition to ensuring steady income. To improve client retention, Activision uses a variety of CRM techniques. To offer tailored communications, personalized experiences, and suggestions, they segment their consumer base. Through the incorporation of social elements, the planning of live events, and the promotion of player interactions, community development is given priority. The data-driven methodology used by Activision is essential to its CRM strategy. To learn more about player preferences and behavior, they examine player data like as gameplay habits, achievements, and in-game interactions. Personalized content, challenges, and prizes are then made available using this data, eventually increasing client retention. To remain competitive in the dynamic video game industry, businesses must constantly modify their CRM strategy to change player expectations and market trends. Companies like Activision can encourage player loyalty and promote long-term success by comprehending user preferences, interacting with the gaming community, and offering great experiences.

[bookmark: _Toc137653494]Literature Gap 
The research performed has used various articles from existing research that have been conducted in the past regarding the same topic. By analyzing them there are various literature gaps seen. Various areas are left unexplored by the authors. The study which is discussed in the literature review lacks a proper explanation of customer involvement and its ways to involve in the business. There should be a more detailed approach to customer involvement and customer retention as it plays an effective role in the product or service of the video game industry to make an impactful place in the minds of the consumers.
 In an industry where video games are sold to every age group, the research workers failed to express the creative and innovative manner through which customer retention can be made for a longer duration. Along with this they also failed to find out the major reasons which affect customer retention in an organization. The industry is knowing the dynamism of technology and software and for this, they should have a good research and development department along with this they should have reviews and suggestions from the existing customers and work upon them in the previously discussed research the reviews and suggestions from the existing customers are followed but at a lower rate.
Some pieces of literature put light on the technological development and competitiveness of Activision Publishing plc in the industry. It also shows how promotion and expansion are done about innovation and creativity. But the number of pieces of literature is very scarce and it is difficult for one to perform thorough secondary research on Activision Publishing plc for their research or to gain any knowledge casually.
There are a few articles that failed to express the customer experiences customized for them. Every customer has a different need and the organizations should work for completing them as a whole. The articles discussed in the literature review fail to express some search-relevant topics which can be of greater impact on customer retention and enhancing productivity. There are various CRM practices and technologies which can be discussed in depth to have a better knowledge regarding the same. Along with this various challenges can be faced differently to make it more profitable for the organization to work. 



[bookmark: _Toc137653495]Chapter 3: Research Methodology 
[bookmark: _Toc137653496]About Research Onion 
Research methodology means the interpretation of the collected information in an effective manner. To complete the research effectively it is suggested to use the research onion which helps in the development of effective research philosophy and strategy (Essam and Mahrous, 2019). This will then help the research worker to prepare a required hypothesis. It is also known as the blueprint to perform research. There are various stages of research onion which are as follows:
[image: Guide to Understanding the Research Onion | 15 Writers]
[bookmark: _Toc137653497]Research Philosophy 
The research philosophy works to tell the accuracy and correctness of the resources which are used in completing the research work (Essam and Mahrous, 2019). The research work has 2 kinds of research philosophies which are the authenticity of information and dependency and independency of the knowledge. In authenticity of information research philosophy is of 2 kinds which are ontology and epistemology. Ontology is authentic information that is procured whereas epistemology is the research that requires validity of the facts as procured. For this research, authentic information is required so an Ontology type of research philosophy is used. Further, in terms of dependency and independency of knowledge research philosophy is also of 2 kinds which are positivism and interpretivism. The positivism research philosophy tells that the information collected is independent whereas interpretivism research philosophy tells that the individuals have to understand the reality and their outlook. In this research, interpretivism research philosophy is used because in this case, the researcher will require to understand the reality and their outlook to evaluate the collected data. 
[bookmark: _Toc137653498]Research Approach 
The research approach helps the research worker to take important decisions while collecting and analysis of the data for research (Essam and Mahrous, 2019). The research approaches are mainly of 2 kinds which are the inductive research approach and the deductive research approach. The inductive approach requires the researcher to observe and use the information for creating a whole new theory. This project is performed using a deductive approach which will be testing the hypothesis regarding the video game industry that works for customer retention. The deductive research approach is used because it works for the development of a specific hypothesis based on the literature review as performed by the researchers to test the hypothesis. 
[bookmark: _Toc137653499]Research Strategy 
Research strategy refers to the action plan that will be used to complete the research (Essam and Mahrous, 2019). Four main types of research strategies can be used by researchers during the research process that is an experiment, survey, action research case, study, grounded theory, ethnography, archival research, and many more. To achieve the aims and objectives of this research, the researcher has decided to use a survey research strategy. The research strategy is very important because it gives weightage to the research which is being performed. The survey method used by the research worker is an interview with the respondents. In this both the answers to the questions given by respondents and the gestures and expressions while answering the questions are being recorded by the research worker. Along with this, the secondary data source is also used to collect information and enhance the research work.
[bookmark: _Toc137653500]Research Choices
Completing research work is a difficult task and requires the researcher to make many choices related to the collection of data and its analysis (Li and Xu, 2022). There are mainly three types of methods that are used by the researcher that are Mono method, mixed method, and multi-method. Although, the research is using Mono-method to collect the data the information about the company is collected from the website and authentic sources of the company. Two types of data collection are qualitative data collection method and quantitative data collection method. A quantitative data collection method uses methods for the collection of quantity of data, whereas a qualitative data collection, method uses sources, which helps in collecting quality data. For this research, the researcher chooses to collect quality data, and that is the reason qualitative data collection methods have been used as research choices.
[bookmark: _Toc137653501]Time Horizon 
· Formulate the research question and objectives: 1-2 weeks
· Conducting a literature review: 2-4 weeks
· Collecting and analyzing secondary data on Activision Publishing Inc: 4-6 weeks
· Developing a case study framework and research design: 2-4 weeks
· Conducting interviews with Activision Publishing Inc customers: 4-6 weeks
· Analyzing qualitative data from the case study: 4-6 weeks
· Synthesizing findings and conclusion: 2-4 weeks
[bookmark: _Toc137653502]Data Collection and Analysis Methods 
The data collection method used in the research by the research worker is the qualitative method of data collection. In this, the data is collected through questions asked by the research worker from the respondents in the manner of questionnaires. In the qualitative data collection method, there are two types of sources from which the data has been collected that are primary sources of data collection and secondary sources of data collection. To collect quality data for this research, the researcher has decided to use both primary and secondary sources of data collection in different ways. To collect data from primary sources, the interviewer has decided to interview a sample of ten customers of the Activision company. Further, to collect data related to customer relationship management strategies used by the company, the Internet, or secondary sources has been used that are necessary to understand the management of the company. To conduct interview from the sample size of the customers of the company a questionnaire has been prepared with open ended questions that should be asked from the customers. This requires the customers to answer the questions according to their own fish, and the researcher will not only collect their response, but also their expressions and gestures during collection of data.
[bookmark: _Toc137653503]Sample Size
For the collection of qualitative data, it is necessary for the researcher to use the source which helps in collection of quality data rather than large quantity of data. This quality data can be collected by evaluating the body language of the sample population and for this purpose researcher has decided to use interview method of data collection. To collect the relevant data the researcher has decided to randomly select 10 people from the customers of the Activision PLC. It has been evaluated that after COVID-19. There are many people who are actively engage in the giving practices and this COVID-19 result in generation of customers to the company. The sample size of 10 people is selected because it is really difficult to take interview off more people and quality data requires evaluation of data not only with the responses customers provides on the questions, but evaluation of their body gestures to get and interpreted quality data.
[bookmark: _Toc137653504]Reliability and validity of data 
Reliability of data in the research refers to consistency of measure which means under which conditions the results are being procured whereas validity refers to the accuracy of measure which means are the results appropriate as to what was supposed to be derived (Adnan et al., 2021). Both reliability and validity of data are the concepts that are used by research worker to present the research in a good quality. They describe the quality as to how the data procured meet the criteria of the research. They are required to be established properly to make the research authentic.
[bookmark: _Toc137653505]Ethical Consideration
The research which is performed should be ethical add a proper ethical consent form should be signed by the respondent before making them answer the questions (Guerola-Navarro et al., 2021). The case studies which are being used in the research while literature review can have ethical considerations if the research worker performing the research is not using them appropriately. The Data Protection Act 2018 should be followed and unethical practices should be ignored. For this the research worker has to take in consideration the appropriate steps before procuring the data and choosing for the research. The pointers which research workers should be keeping and consideration are:
· Protecting the intellectual property: The intellectual property rights like trademarks and patents should be kept in consideration. When research workers are using these, they should take the permission from the respective owner and also side the resources if they are using the copyrighted material.
· Informed consent: When a research worker is performing primary research by interviews or surveys, the research worker requires to take the consent from respondents. For this they are required to explain how research is being conducted and what is the significance of the same. Along with this they need to be told about how data will be used and whether their name will be disclosed or not.
· Respecting privacy: The privacy of respondents is required to be respected. For the purpose of completing the research it should be kept in consideration that sensitive and confidential information are not lead regarding the organization on which research is being conducted. Prior permission should be taken to disclose the required information and the data used should be transparent and not manipulated.
The Ethical approval form is properly filled and signed during the submission of proposal of the research and all the research has been completing taking in mind all the sections of the ethical approval form. The whole research is completed ethically keeping in mind the privacy of the data of the participants of the research and also protection of the data. 


[bookmark: _Toc137653506]Chapter 4: Data Analysis and Findings
Data analysis of qualitative data can be performed with the help of many techniques or method. Some of the most common tools for qualitative data analysis are Narrative analysis, Content analysis and Thematic analysis. This research method uses the thematic technique for qualitative data analysis. Thematic data analysis takes place through creating themes or patterns in the qualitative data. The themes are then converted into charts for easy interpretation. This type of data analysis can be applied for analyzing interviews, questionnaires, etc. The first step of thematic data analysis is to generate themes or patterns from the questions which helps break the data into simpler forms. In this research, the qualitative data comprise of interviews from ten customers of Activision Publishing. The customers or participants are of various age groups, occupation, etc. The thematic data analysis technique is used to find out the niche audience of the Activision Publishing. The analysis of this data is done using the thematic data analysis technique for qualitative data. With the help of thematic analysis, the data is converted into 14 themes to break down and understand it better. The themes are based on the interviewees’ demographics and responses.
Theme 1: Demographic Information of the customer 
Data Analysis: The first theme helps to collect data related to the demographic information of the company including age, gender and occupation. When this question is asked from the customers, the researcher feels connected to answer the questions related to their age, gender, and occupation. This theme can be further divided in three sections that are given below:
Age
Data Analysis: This information is useful for the company to develop their customer management strategies. The age group in this research ranges from the age of 16 to 35 years old. On the basis of collected data, the age of the customers can be presented in the below given chart and table.
	Age group of the customers

	Age 15 to 20
	4

	Age 21 to 25
	2

	Age 26 to 30
	3

	Age 30 to 35
	1





	Interpretation: According to the above table and chart, it has been evaluated that the most of the customers of the company are between the age group of 15 to 20. So, the major of the customers of the company are young adults and working adults at the age of between 15 to 20 years. Further, the second age group that plays this game the most is the age group of between 26 to 30. It has been identified that the people of this age are generally free and are more towards to play the games. People in the 20s age range are earning and can afford the company’s expensive consoles and games. Moreover, this is the age group that are most curious about exploring new things and finding new hobbies. 
Gender
Data Analysis: To target the customers and make customer management strategies, it is necessary for the company to identify that either major of their players are male or female. The results are useful in identifying the target customers of the company.
	Niche Gender Of 'Activision's Customers
	Frequency

	Female
	4

	Male
	6




Interpretation: According to the chart above, it is clear that the majority of Activision customers according to this research are males. Approximately 60% of the customer who are randomly selected are male whereas 40% of the population are female. The company is engaged in aggressive games and mostly male members are engaged in these types of games. Although some of the females are also involve but as compare to males there are less number of females engaged in the games of Activision Plc. 
Occupation
Data Analysis: The occupation of the customer is also a demographic factor which helps to evaluate the type of customers company have. Activision has a wide range of customers with different occupations. This information is useful for this research and the company to identify the authenticity of the customer relationship management strategies the company uses. 
	Occupation Of 'Activision's Customers
	Frequency

	Student
	4

	Employed
	4

	Self-employed/ Businessman
	2



Interpretation: This chart helps to evaluate that the 40% of the customers of the company are students and another 40% are non- working professionals. This helps to evaluate that major of the customers of the company are the people who are either involved in studies or are not working. Further 20% of the population of the customers of the company are self-employed and businessman. This can also be evaluated that the people who are involved in their own business or are self-employed gets less time to involve in playing games. One question is also asked after the occupation question that how often they play the game where it has been evaluated that the students are the loyal customers of the company as major of the games to play are of Activision PLC. Whereas self-employed or a businessman are generally involved in the game, playing activities and play the game only once in a day.
Theme 2: Customer’s Period of Association with Activision
Data Analysis: The customers are asked about the time period they have been connected with the product of Activision publishing Plc. and after evaluating their responses, the collective data can be summarized in a table and through a chart which is given below.
	Customer’s Period of Association with Activision
	Frequency

	1 year or less
	4

	More than 1 and less than or equal to 3
	2

	More than 3 and less than or equal to 6
	1

	More than 9 and less than or equal to 12
	3




Interpretation: According to the above given graph, it has been identified that 40% of the population is associated with the business for one year or less whereas 30% of the population is associated with the business for more than nine years and less than or equal to 12 years. Further 20% of the population is associated with the business for more than one year and less than equal to three years and 10% of the population is associated with the company for more than three years but less than equal to six years. After taking interview from the Customers, it has been evaluated that the population who are loyal customers of the company feels that they are passionate about the video games and quality of production services, which helps them to keep connected with the brand for too many years. Whereas the people who are just connected with an ear with the company also found it amazing to be connected with them. One of the customers mentions that after being connected with the company for five years, they feel themselves as gaming enthusiast.
Theme 3: Experience of customers with company
Data Analysis: By asking the question related to the experience of customers with the company it has been evaluated that the reaction of the interviewees is enthusiastic and they feel great and sharing their experience with the company. Only few of the people feels like OK I did experience with Activision publishing company, but major of the customers give great reaction towards their experience with the company. Then they are asked to describe their experience most of them replied that they have interesting and amazing experience with the products and services of the company. According to the responses collected from them, the following table and graph has been prepared to effectively evaluate and interpreted their responses.
	Experience of customers with company
	Frequency

	Amazing 
	5

	Average
	3

	Below Average 
	1

	Can’t say anything
	1




Interpretation: According to the above chart 50% of the customers of the company share their amazing experience with the products and services quality where is 30% of the customers have average experience with company. Only 10% customers have below average experience and the remaining population of the selected customers Provide that they cannot say anything because of less experience with her company. According to these customers, they do not have sufficient time to play the games and not able to give too much time to their products and quality so they cannot say anything about the same. While sharing, the experience many customers mention the name of call of duty and Sky landers games of the company which helps to evaluate that these games can be considered as a star product of the business.

Theme 4: Factors Contributing to Customer Loyalty
Data Analysis: There are various factors which contributes to the loyalty of the customers, and it is beneficial to know these factors from the customer themselves for effective customer, relationship management of the business and their retention. When this question has been asked with the customers, there are a variety of answers received from them, like some identify that the game quality and user interface is the thing which helps the customers to retain with the business, whereas some identify that good customer service by effectively resolving issues and bugs in the game all the factors which helps and loyalty of the customers and their continuous engagement. Increase connectedness with the help of the game is also a type of factor which contributes to the loyalty and continue engagement of the customers with the business but the fact is that contributes to the customer loyalty and their continuous engagement can be highlighted with the help of below given table and the chart.
	Factors Contributing to Customer Loyalty
	Frequency

	High quality and unique games
	5

	Quality Customer services
	3

	All of the above
	2




Interpretation: According to the above given chart 50% of the population agrees that it is a high-quality user interface and unique game designs due to fetch the customers are loyal towards the company where is 30% of the population agrees that quality customer service is the factor which contributes towards the customer loyalty in the business. On the other hand, 20% of the population agrees that the factors that are contributing to the customer loyalty are high quality user interface with unit game, designs, and quality customer services that are offered by the company.

Theme 5: Customer Awareness of CRM practices and technologies
Data Analysis: In this theme, the knowledge of customers has been verified that whether they have any idea about the practices and technologies of CRM that are used by the Activision Plc or not. It is necessary because customer should know that they are valuable for the company and the company cares to maintain good relationship with them. It is necessary, because customer should know that they are valuable for the company and company cares to maintain good relationship with them. When taking interview of the sample population, it has been evaluated that major of the customers are aware about the customer relationship management practices, and technologies. Some answers that they have knowledge about the customer care, service, and sales for software uses by the company to solve qualities of their customers where is some customers argue that the company is lacking in using advance CRM technologies to enhance customer retention. By this collected data an analysis chart and table has been created.
	Customer Awareness of CRM practices and technologies
	Frequency

	Use of Sales Force software and 100% issue resolution policy
	6

	Strong Customer support system
	1

	Don’t know much about CRM practices and technologies
	3




Interpretation: The above given chart helps interpreted that 60% of the customers are aware about the use of sales for software by the company as this year and practices in technologies to solve qualities of the customers and installing hundred percent issue resolution policy for them. Further 30% of the customers don’t know about the CRM practices and technologies that are used by the company that is 10% of the customers agrees that the strong customer support system is the practice of technology that is used by the Activision company for their customer relationship management

Theme 7: Effectiveness of CRM Policies
Data Analysis: This theme helps evaluate the effectiveness of the CRM practices and technologies that are used by the Activision publishing PLC company to improve the experience of their customers with reasons. Different customers provide different reasons behind their answer but on the basis of effectiveness of the CRM policies, practices and technologies an evaluation table and chart has been created.
	Effectiveness of CRM Policies
	Frequency

	Very effective
	5

	Effective or satisfactory
	4

	Not aware
	1




Interpretation: According to the above analysis, it has been evaluated that major of the customers are aware about salesforce, software, and other customer support services as the CRM practices and technologies used by the company. The above chart helps to evaluate that 50% of the population identified that the family are CRM policies are very effective for customer retention and customer relationship management of the company whereas 40% of the population finds it effective or only satisfactory. On the other hand, only 10% customers in the population size are unavailable, the effectiveness of the CRM policies and the two vehicles. They are unaware about the customer relationship management practices and technologies used by the company. 
Theme 8: Community Building
Data Analysis: Community building activities refers to the exercises or events that helps in promoting fellowship between individuals which includes group game nights. Activation fee, LC provides unique user interface games which are played in groups of individuals and helps in connecting people. This theme gives an insight about Activision’s role in increasing user interaction and in building community. The interviewees are questioned whether they have developed sense of community through Activision. To which almost everyone has responded in affirmative. When it has been asked in the interview that how the company fosters sense of belongingness and community among its players there are many players who give same response that they are able to interact with different players through this game and able to build a community and this is the way in which the company build sense of belongingness in all the game lovers.
	Community Building
	Frequency

	Yes
	7

	No 
	0

	May be
	3




Interpretation: As per the above given chart 70% of the population says yes, regarding the creation of community and sense of belonging Ness, with the help of giving products offered by the company whereas no interviewee denied on the fact that the company helps in community building. Further 30% of the population said, maybe the company helps in community building activities due to their lack of knowledge regarding the company. According to the chart, Activision plays a great role in building community amongst the players. As per the answers, people have interacted and made friends through this platform. Overall, because of Activision’s interactive user interface, people have connected and felt a sense of belonging. 

Theme 9: Experience with Customer Support Team
Customer support team is an important aspect for creating and maintaining customer relations. The interview included question about Activision’s customer support team and the results are a mixed bag. While some appreciated the customer support others had bad experience with rude employees. On the basis of the responses of the population of frequency table has been developed with the frequency chart which is given below.
	Experience with Customer Support Team
	Frequency

	Yes
	8

	No
	2




Interpretation: According to the above given chart, almost 80% of the interviewees have pleasant experience with the customer support team while 20% have bad experience due to rude attitude of an employee or unresolved issues. This helps to evaluate the experience of customers with the customer support team of the company. People who have good experience with customer support team provide that the team have technical information and solutions to the query whereas who have bad experience found the team to be unfriendly and rude.

Theme 10: Challenges in Implementing CRM
Activision is actively looking for ideas for implementing advance customer relations management tools/technology. So, the interviewees are asked about their opinions and the answers are very useful. The major challenges listed by people were technical glitch/error and bad employee behavior. The common challenges that are identified by the customers in implementing customer relationship management are presented with the help of frequency table and chart.
	Challenges in Implementing CRM
	Frequency

	Breach of information or technical error
	6

	Marketing their games
	1

	Customer relations
	1

	No idea
	2




Interpretation: According to above given chart, it can be evaluated that a major part of the population that 60% of customers found breach of information for technical error as the major challenge an implementing customer relationship management in the business. On the other hand, 20% of the population responded that they do not have any idea about the challenges company faces in implementing this year and practices and policies. Further 10% of the sample population provides that bad customer relation is the challenge that are faced by the company, implementing their customer relationship management and other 10% provides that it is challenging for the company to market their games which makes it challenging to implement customer relationship management.
Theme 11: Overall Experience with Activision
Data Analysis: The interviewees who are also Activision customers were asked to share their overall experience. The analysis showed that all the participants were happy and satisfied with the company’s products and services. Some of them really enjoy and love being an Activision customer. Whereas some of the customers are not satisfied with the experience of the company, and they mentioned the reason that they are not satisfied because of lack of customer support service and rude behavior of employees. The results can be summarized in the below given table and chart. 

	Overall Experience with Activision
	Frequency

	Very satisfied
	5

	Satisfied
	3

	Not satisfied
	2




Interpretation: With the help of above chart, it can be interpreted that 50% of the selected population are very satisfied in their overall experience with the games and products off activation PLC where is 30% or only satisfied with the company. Overall it can be concluded that 80% of the population is satisfied with the overall experience with activation publishing Plc. whereas only 20% of the population is not satisfied with the company’s products and services.

Theme 12: Recommending Activision
The interviewees were asked if they would recommend Activision to other people to which majority of the people replied yes. Probably because Activision provides unique and high-quality products which are not delivered by any other gaming company. People mentioned recommending Activision to gaming enthusiasts because it has wide range of games for various devices. Succeeding in the market requires every company to promote word of mouth publicity, so that more and more customers can be generated from the market. This question will help to identify that whether the customers of the company are that much satisfied with the product and services of the business that they will recommend it to others or not. The results that are summarized from the questions that are asked with sample population are presented below.
	Would you recommend Activision Publishing Plc's games to others
	Frequency

	Yes
	8

	No
	1

	May be
	1




Interpretation: The above chart helps me value is that 80% of the population agrees that they will surely recommend the games to other people due to its unique designs and user interface. Although 10% of the customers are not sure that they will either recommend it or not because they are not too much involved in playing games of the company and are less active in such activities. But still there or 10% of the customers of the company who denied to recommend the product and services to the other customers because of the bad experience, they have with the customer support team of the company. The people who agree to recommend the product to others provides that they will recommend because defined the quality of production services of the company to be highly appreciated and able to resolve their queries effectively. A small percentage of people would not recommend Activision because of bad experience with customer support team etc.

Theme 13: Improvements
Data analysis and Interpretation: When it has been asked with a customer is that what do they want to suggest some areas in which the company should improve their customer relationship management strategies so that they can enhance their customer retention there are many recommendations are collected in the data. One of the interviewee provide that by maintaining and delivering high-quality production services, the company can improve their CRM strategies. Other provide that if interactive platforms are improved for the players bye making it easy to get the customer support the company can be able to improve their CRM strategies. The best ideas provided by one of the customer in which they provide that the company can use WhatsApp or other messengers to make that communication easier with their customers to get effective CRM strategies so that customers can feel connected with the company. This theme discusses the potential improvements for Activision’s CRM as suggested by the interviewees. According to the qualitative data, people have suggested taking customer feedbacks, organizing in-game tournaments as well as offline community gatherings. Some suggested improving customer support by making it more accessible and flexible. One of the participant suggested using Slack for Improving CRM as it can be more easily accessible to users. One of the interviewee provides that the company should plan a complete internal audit of their customer relationship management department, so that they can be able to identify the problems and also, they can use feedback forms from the customers to get complete review of their experience with the business. Although the company is using salesforce software, which is best in managing customer relationship management, part by tracking campaign performance, they can be able to develop effective CRM strategies.


	 
	 


[bookmark: _Toc137653507]Chapter 5: Result and Analysis 
The interview was the effective strategy to collect relevant data from the customers as it helps in collecting qualitative data for the research. The research helps to evaluate that major of the customers of the company are off early age who are involved in studies or non-working professionals. The analysis reflects that majority of the customers belong to the young adult or working adults’ category specifically in the 20s age range. This shows that the niche target audience of Activision is young adults who are gaming enthusiasts. So, the company should take steps to retain these customers by bringing offers and products matching their requirements. The second theme or category of the qualitative data shows that the niche customers of Activision are majorly women, indicating that women are also actively engaging in gaming sector.  
After taking demographic information of customers, it is necessary to identify the association. Of the customers with the company so that it can be identified that how long company can be able to retain their customers. The theme discusses the during of the customer’s association with the company. The social factor that influenced this theme is suggested to be the global pandemic. Because since pandemic the number of Activision’s customers have increased which reflects the company’s growth. It also reflects on the company’s customer retention through people who have been associated with the company for 10 years. It has been evaluated with the help of collected data that so many customers of the company are connected with them for more than nine and equal to 12 years with the company, but major of the customers are connected with the company with one year or less. 
When these customers are effectively focused, it has been evaluated that they have, amazing experience with the company and the people who are connected with one year or less are more satisfied with the company as compared to other customers. Further, there are also some of the customers who provide that they have average experience with the company and some denied that they even don’t want to say anything about their experience with the company. The customers who are connected with the company provide that they are loyal, and then asked specifically that what are the factors that contribute to their loyalty with the company, they provide different factors. Some of the customers provides that the unique user interface of the game keeps them connected with the company. There is some provides that they can be able to communicate with their friends during the game is the thing which keeps them connected. Some provides that, the high-quality interface and user connectedness are the things which help them to retain with the business and some provided that the company is able to provide quality customer services to them. But measure of the customers helps to evaluate that due to high-quality user interface and unique game designs with quality customer services, the company is able to maintain its customers loyalty. To identify that whether the customers know that the company value their relation with their customers, it has been asked with them that whether they know about the CRM practices and technologies that are used by the company, and they replied that they nature of the population has knowledge about the same. Generally, people know about the salesforce software used by the company as CRM practices and technologies but requires to know more about the CRM practices used by the company to keep it connected with their customers. Customers provide that the CRM policies used by Activision PLC are very effective and help them to retain with the business as they are able to solve their qualities quickly due to their CRM policies.
	 The theme of user experience helps analyze the improvements suggested by customers. Although majority of interviewees have positive experience with Activision, few of them have had bad customer care experiences. Activision needs to take strict action against those who have misbehaved with the customers. Moreover, the company must ponder over the customer feedback. 
	The next theme of qualitative data analysis is based on factors that contribute to customers long term association with the company. Activision’s unique, high quality, variety and affordable products and services are listed as primary reason for customer retention. While other people have listed good and effective customer service as their reason for company loyalty. The games produced by Activision are one of a kind, so it will naturally attract the gaming enthusiasts. The sixth theme of the thematic data analysis reflects on customer awareness of Activision’s CRM policies. The result shows that most of the people are aware of one of the CRM software and the rest are unaware. To spread more awareness Activision should take up promotional and marketing strategies. 
	The next few themes analyzes people’s response on the company’s current CRM tools. While some people find ‘Salesforce’ to be enough for clearing doubts or queries others find scope of improvement. Also, very few people find the tools effective which means Activision needs to make its CRM tools more advance and easy to access. It can be done by catering to the needs of the niche audience and adding fun elements like in-game tournament, meet and greets, offers/discounts etc. In order to address people’s, complain over customer support team, Activision should analyze its employees and remove the ones with rude and arrogant behavior. This will in-turn encounter the challenges for establishing CRM system and strategies. 
	Overall, people have had great experience in association with Activision but the suggestions for improvement should be seriously considered. People have suggested more community building activities and customer services on accessible platforms like Slack. 
 


[bookmark: _Toc137653508]Chapter 6: Discussion
The aim of the research is to identify the role of customer relationship management in enhancing customer retention in the Activision company, and to achieve this purpose of qualitative study has been conducted. This qualitative data has been collected with the help of interview to get insights directly from the customers. The above chapter of results and analysis helps in comparing the aim and hypothesis of the research with the findings of the data analysis and provide that there is a significant relationship which exist between customer, relationship management, and customer retention and Activision company.
The qualitative data regarding customer support team is also debatable because the interviewees have listed the friendly and corporative attitude of the customer support team as reasons for their retention. So, the complaints against it will be narrowed down to the employee’s personal behavior. So, looking at it objectively, this issue is hard to encounter because it is cognitive. Activision can set strict guidelines and take immediate action for breaking it. However, the misbehavior of an employee is not completely under control therefore the rare complaints against the customer support team can be neglected. But to manage the behavior of employees it is necessary to motivate them to work hard and in the benefit of the company which is requirement of the business according to the data analysis.
According to the results, it has been evaluated that the findings effectively support, alternative hypothesis of the research by showing significant relation between CRM and customer retention in Activision Plc. It has been evaluated that the customers who are associated with the company for a shorter period reported high levels of satisfaction, showing a positive impact of CRM practices on retention of customers. These customers help to highlight the improvement in the CRM strategies of the company as they recently adopted salesforce software for the CRM strategies. Although the company also uses AWS services as their CRM practices and technologies, but customers have less knowledge about the same. The collective data helps to evaluate that the customers, acknowledge, innovative, ideas, and communication features of the company during gameplay, which helps them to be loyal towards the company, which is also a part of their CRM strategy. 
Providing effective products with unique and innovative, ideas is also a kind of CRM strategy that can be used by the company to keep them connected with the customers. It has been evaluated many times that the companies acknowledge the demand of their customers to develop innovative ideas in their production services, which helps them in retaining their customers. This has also applied by the Activision company as by providing unique user interface and high-quality game designs. They are able to generate loyal customers with the company. It helps to explore the CRM strategies of the company are able to improve customer retention with them.
Customer loyalty can also be evaluated with one of the findings of the research that there are many customers who are associated with them for the longer duration and helps to suggest that the CRM practices which are employed by Activision company, has contributed to them and retaining those customers for such an extended period. it is not only the product but positive customer experience with effective CRM policies helps them in fostering sense of loyalty and satisfaction with the company for such a long term. Apart from this research has also identified that the customers are less familiar about the CRM practices used by the company, and for this, the company is required to take steps so that customers can be able to know that they are valued by them.
All the discussion helps to suggest that there is an opportunity for that Activision company to communicate with their customers, and even enhance their communication efforts and educate their customers that they have a value place in the company with the help of CRM practices.





	 
	 


[bookmark: _Toc137653509]Chapter 7: Conclusion and Recommendations
The above discussion helps to conclude that there is a significant relationship between customer, relationship management, and customer retention in business organizations which can be better, the understood with the help of case study of the Activision company. With the help of research with existing literature, it has been evaluated That there are different factors which contributes a lot to the customer attention in the video game industry and the customer relationship management practices and technologies can be classified with the help of their CRM strategies. 
With the help of existing literature, it has also been evaluated that what are the basic challenges that are faced by a video game company to implement an effective CRM strategy and helps to get Required recommendations for the improvement of the product and services by the company. Later, then the CRM practices and strategy with customer retention has been identified in the Activision Plc. with the help of primary research. It helps in supporting the alternative hypothesis of the research. The research helps to learn that a qualitative research is not based on testing specific hypothesis but instead it has its focus on generating rich insights for the research. The primary research conducted on the customers of the company helps to get and explore different experiences and meanings and perspectives associated with the phenomenon of CRM and customer retention in the business. The collected data provides an insight that high-quality and unique user interface of the product and services of the company with effective CRM strategies. Using salesforce software, helps the company and driving customer attention and delivering exceptional customer experiences. 
In last, it can be concluded that the findings of the research help to validate the important role of customer, relationship management, and retaining customers with the business with positive customer experience and effective CRM practices. 	Overall, Activision as a brand is quite high in the market share, it has large royal fan base that cannot be neglected. The only way to retain these fans is by constantly providing high quality content and new creative elements to the game series. 	The company can tap into the Virtual Reality market because it has immense scope for growth. If Activision is to launch a ‘Call of Duty’ VR version then the retention of customers will sky rocket.
[bookmark: _Toc137653510]Recommendations on the basis of data analysis
By collecting data from the customers of the company, there are several recommendations that can be made on the basis of findings and analysis of the research.
Strengthening customer support: As it has been identified that many of the customers faces the problem of negative customer care experience due to bad and rude behavior of the customer care executives or employees of Activision company. To address this problem Activision should take strict actions and against of the employees who miss, behave with the customers, and ensure that employees have full dedication towards their work to help the customers and professional, helpful and responsive way. By this the company will be able to enhance their customer satisfaction and loyalty which is necessary to retain the customers with the company for a longer period.
Developing more CRM practices: It is necessary for the Activision company to invest and prioritize there CRM practices so that they can be able to implement their strategies to meet the need of their target audience. By providing innovative products and services and offers to the customers, the company can also able to manage its CRM practices as implementing the same requirements identification of the needs of the customers.
Improve user experience and designs: With the increased use of technology and mobile phones, the customers require unique designing and fast games with high-quality graphics and gameplay. Apart from this, they also require seamless connectivity to engage with their friends during the gameplay. By evaluating these needs of the customers and providing improved and innovative products and services for exceptional user experience, the Activision Company can keep their customers engaged and satisfied. This will help the company in increasing their likelihood of customer retention, and it can work as their customer relationship management strategy.
Foster a customer-centric culture: To build a strong relationship with customers, it is necessary for a business organization to have customer centric mindset and provide training to the employees in such a manner that they can be able to deliver excellent customer services. They should be provided training in such a manner that they can be able to address the concerns of the customers, professionally and promptly. Customer centric, mindset and culture in an organization, helps the customers to feel connected with Organization and build strong relationship to retain in the business.

Regularly evaluate CRM strategy: Managing customer relationship management is a continuous process and it is necessary for business organizations to regularly evaluate this your name strategies as per the external environment. This strategy can be assessed by measuring satisfaction of the customers, identifying the retention rates and providing lifetime values to the customer. The above data analysis is very useful to identify different areas which requires improvement in the CRM practices and technologies.
Apart from this, it can also be suggested that for further research is the researchers are required to collect data from different geographical locations if possible, because it will help in collection of relevant data. It has been evaluated that the information contained and presented in. This research is limited to the extent of literature is available on the Internet and the data collected from the customers, but in the further researches, it is recommended to select managers and other internal persons of the company to collect more in-depth data related to the company.
[bookmark: _Toc137653511]Limitation of the study
The information collected from existing literature, present a research gap that the existing literature is that a selected or on basic understandings of the role of CRM practices and technologies on retention of customers. No further studies are found which specifically talked about Activision publishing PLC, and the data collected and relied to generate results of the research is based on primary data collected from customers. So, it can be sad that the present research report is completely based on the research and questions asked with customers of the company, and the conclusion that has been drawn in the present research work can also be used for further research work.
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	Questionnaire

Questionnaire for Research on the Role of Customer Relationship Management (CRM) in Improving Customer Retention: A Case Study of Activision Publishing Plc.
[bookmark: _Hlk136084153]Section 1: Demographic Information
Gender:

Age:

Occupation:


Section 2: Customer Retention Factors in the Video Game Industry
Question: How long have you been a customer of Activision Publishing Plc?

Question: How would you describe your overall experience as a customer of Activision Publishing Plc? 

Question: What factors do you believe contribute to your loyalty and continued engagement with Activision Publishing Plc's games?


Section 3: CRM Practices and Technologies at Activision Publishing Plc
Question: What do you know about Activision Publishing Plc's CRM practices and technologies?

Question: Indicate the CRM practices and technologies that you are familiar with:

Question: How effective do you find these CRM practices and technologies in enhancing your experience as a customer of Activision Publishing Plc? Why?

Question: In what ways do you feel that Activision Publishing Plc fosters a sense of community and belonging among its players? How does this impact your decision to remain a customer?


Question: Have you had any interactions with Activision Publishing Plc's customer support team? If yes, please describe your experience and how it has affected your customer retention.


Section 4: Challenges and Recommendations
Question: In your opinion, what challenges do you think Activision Publishing Plc faces in implementing an effective CRM strategy?

Section 5: Final Thoughts
Question: Overall, how satisfied are you with your experience as a customer of Activision Publishing Plc?

Question: Would you recommend Activision Publishing Plc's products to others?

Question: In your opinion, what are some areas where Activision Publishing Plc could further improve its CRM strategies to enhance customer retention?

Question: Please provide any additional comments or feedback regarding your experience as a customer of Activision Publishing Plc.




[bookmark: _Toc137653517]Appendix 2: Answers of participants during Interview
[bookmark: _Toc137653518]Interviewee Responses
Section 1: Demographic Information

	
	Gender
	Age
	Occupation

	Interviewee 1
	 Male
	35
	Manager

	Interviewee 2 
	Male
	28
	Businessman

	Interviewee 3
	Female
	24
	Professor

	Interviewee 4 
	Female 
	16
	Student

	Interviewee 5
	Male
	17

	Student

	Interviewee 6
	Male
	20
	Student 

	Interviewee 7
	Male
	27
	IT consultant

	Interviewee 8
	Female
	18
	Student

	Interviewee 9
	Male
	30 
	Business Analyst

	Interviewee 10
	Female
	25
	Artist

	
	
	
	




Section 2: Customer Retention Factors in the Video Game Industry
Question: How long have you been a customer of Activision Publishing Plc?
Interviewee 1: I have been an Activision Publishing since the past ten years. I have always been passionate about video games, and Activision’s consistent quality products and services have kept me glued to this brand for so many years.
Interviewee 2: I have been a loyal customer for 2 years and wish to continue many more years.
Interviewee 3: Its only been 6 months since I have started using the services of Activision.
[bookmark: _Toc137653519]Interviewee 4: I have been using Activision’s services since I was 11-year-old. I really enjoy playing video games by Activision
Interviewee 5: I have gained interest in gaming very recently, its only 2 months since I started using Activision’s products and services.
Interviewee 6: It’s only been 3 years since I’ve grown interest in the video game industry and Activision is the company I bought my first console video game from. 
Interviewee 7: I have been a customer of Activision since I was 15-year-old. Gaming is my passion and I want to pursue it professionally. 
Interviewee 8: It’s only been a year since I’ve been introduced to Activision but I am really enjoying the journey so far.
Interviewee 9: I’ve been a customer of Activision for a year now and I am really loving the experience.
Interviewee 10: I have been playing Activision’s games for 5 years now, I would call myself a gaming enthusiast. 
Question: How would you describe your overall experience as a customer of Activision Publishing Plc? 

· Interviewee 1: Overall, my experience has been interesting, I enjoy the services provided by Activision 
· Interviewee 2: I am very satisfied with the high-quality product and services of Activision Publishing.
· Interviewee 3: My experience with Activision has been great so far.
· Interviewee 4: I love the services of Activision because it provides wide range of games like Call of Duty and Skylanders.
· Interviewee 5: I have enjoyed using Activision’s services so far, it is a great escape and a fun hobby for me.
· Interviewee 6: My experience as Activision Publishing has been great so far, the products have always matched my expectations. 
· Interviewee 7: My experience as Activision Publishing has been good but they can include more elements in the games. 
· Interviewee 8: Since It’s only been a year I would say I have not actively explored the features of Activision but I have enjoyed the games whenever I have played it.
· Interviewee 9: I heard a lot about Activision’s games and it is exactly how I expected it to be. My experience by far has been fun.
· Interviewee 10: My experience has been amazing; the staff and customer support team has always been kind and friendly and I have not faced any issues with the product so far. 

Question: What factors do you believe contribute to your loyalty and continued engagement with Activision Publishing Plc's games?

· Interviewee 1: I feel the continued provision of quality products; good customer services and friendly staff has kept my engagement with the brand for so many years. 
· Interviewee 2: I think all factors like high quality, resolving of issues etc. contribute to continued loyalty with Activision.
· Interviewee 3: Activision’s games are very interesting and has kept me hooked to the company.
· Interviewee 4: I like the wide range of games that Activision provides, it’s a great for using on multiple platforms like mobile and PC 
· Interviewee 5: I enjoy the high quality of the products. 
· Interviewee 6: I believe that the company produces high quality and wide range of video games which are really fun to play. Also, the customer support team at Activision are very active and understanding. 
· Interviewee 7: I am a video game enthusiast and Call of Duty is one of my favorite game. Therefore, my engagement with Activision has continued and will also continue in future.
· Interviewee 8: I really enjoy the games by Activision including Call of Duty that is what’s kept me hooked to the brand for a year. 
· Interviewee 9: I like the wide range of games, ‘World of Warcraft’ and ‘Spyro of Dragon’ are my favorite. I enjoy playing games that’s why I am a constant customer of Activision. 
· Interviewee 10: I feel like the games produced by Activision is unique to its brand and no other company can compete with it. That keeps me engaged to the brand.

Section 3: CRM Practices and Technologies at Activision Publishing Plc
Question: What do you know about Activision Publishing Plc's CRM practices and technologies?
Interviewee 1: I know that the company’s working on improving their CRM practices. So far, they have good customer care services, and the Salesforce software solving queries.
Interviewee 2: I am aware about the company’s Salesforce platform
Interviewee 3: I am familiar with the company’s customer support system which plays a great role in establishing customer relations
Interviewee 4: I don’t know much about it
Interviewee 5: I have used Salesforce to interact with the designers and resolve queries. 
Interviewee 6: I know that the Activision uses the Salesforce software as its CRM tool. But I believe it lacks advance CRM technologies which can potentially enhance the customer retention of the company.
Interviewee 7: I don’t know much about it.
Interviewee 8: No, I am not very aware about it.
Interviewee 9: I know that the Activision uses the Salesforce software as its CRM tool. 
Interviewee 10: I think CRM of Activision is pretty good. It uses the Salesforce software to solve queries but I think they create a more user friendly and easily accessible software. 

[bookmark: _Hlk137224013]Question: Indicate the CRM practices and technologies that you are familiar with:
Interviewee 1: I only know about the Salesforce software and the general customer care services. Activision sometimes also presents reasonable sales and offers which are good way to maintain customer relations 
Interviewee 2: I am familiar with Salesforce software which I have used to interact with the designers
Interviewee 3: I know about the Salesforce software that the company uses.
Interviewee 4: I have little information about the company’s CRM policies.
Interviewee 5: I know about Activision’s Salesforce and other services for customer relations.
Interviewee 6: I am aware about the ‘Salesforce’ CRM system that is used by designers to solve any queries regarding the video games. I often interact on this medium to resolve my queries.
Interviewee 7: I use Salesforce in case I have any query regarding the game. 
Interviewee 8: I am not aware
Interviewee 9: I am aware about the ‘Salesforce’ CRM system. I have used to interact with the designers regarding my queries. 
Interviewee 10: I am aware about the ‘Salesforce’ CRM system that is used by designers to solve any queries regarding the video games. I often interact on this medium to resolve my queries.

Question: How effective do you find these CRM practices and technologies in enhancing your experience as a customer of Activision Publishing Plc? Why?
Interviewee 1: These CRM efforts are satisfactory. I feel that that the company should incorporate a better platform for communicating. 
Interviewee 2: These tools are very effective
Interviewee 3: These CRM technologies are effective to a certain extant only. It should be more engaging
Interviewee 4: I am not very aware about the CRM practices.
Interviewee 5: They are effective for resolving queries.
Interviewee 6: The Salesforce system has by far been useful for resolving any query but since it’s an automated system, the variety of questions are limited. I would like a more interactive CRM software. 
Interviewee 7: Salesforce is a great software and resolves most of my queries.  
Interviewee 8: I don’t have much knowledge about it because I have not explored it yet. 
Interviewee 9: It is very effective, It helps me resolve any queries
Interviewee 10: They have been useful but I am a customer of Activision because of its other services. 
Question: In what ways do you feel that Activision Publishing Plc fosters a sense of community and belonging among its players? How does this impact your decision to remain a customer?
Interviewee 1: Yes, it does allow the players to interact among themselves and build a community. So, I agree that Activision allows building of community and a sense of belonging for all the game lovers. 
Interviewee 2: Activision’s interactive user interface has helped me make friends outside of my regular life which is fun
Interviewee 3: Yes, it fosters a sense of community to a great extent but it can get more interactive.
Interviewee 4: Yes, one of the main reasons of me using Activision is because I have made many good friends while playing games.
Interviewee 5: Maybe, I have not used it for that purpose.
Interviewee 6: Since Activision allows interaction with other players it’s a great platform for building community. I am also aware that the brand is working on incorporating more inclusive game designs which is a great initiative.
Interviewee 7: Yes, I agree! I am made many friends through Activision’s interactive player user interface. It feels like I am part of a community and one of the reasons of my retention as Activision’s customer
Interviewee 8: Since It’s only been a year I would say I have not actively explored the features of Activision but I have enjoyed the games whenever I have played it.
Interviewee 9: The Activision is very useful for building community because it has helped me build a community with my co-players. The platform is interactive so I can interact with fellow players and make friends.
Interviewee 10: Yes, definitely! I am an introvert at my work but Activision has given me a sense of community through its interactive platform

Question: Have you had any interactions with Activision Publishing Plc's customer support team? If yes, please describe your experience and how it has affected your customer retention.
Interviewee 1: Yes, I have interacted with the customer support team and its been satisfactory. They have the technical information and solutions to any query. 
Interviewee 2: Yes, I have and they are very genuine and patient while dealing with any queries.
Interviewee 3: Yes, I have but the person was very unfriendly and rude, he did not understand my problem properly and the whole point of calling was useless.
Interviewee 4: No, I haven’t 
Interviewee 5: Yes, I have and my experience was satisfactory.
Interviewee 6: Yes, I have interacted with the customer support team and they have been very helpful and polite throughout the conversation. They have been patient while listening to my query and resolving it.
Interviewee 7: Yes, I have interacted with the customer support team and they have been very helpful and polite throughout the conversation. They have been patient while listening to my query and resolving it.
Interviewee 8: I believe yes, because I have been able to connect with a few people who were co-players with me. It’s great that this platform allows for such organic interaction. 
Interviewee 9: Yes, I have and hey have been very nice to me.
Interviewee 10: Yes, they are always very nice and friendly to me.


Section 4: Challenges and Recommendations
Question: In your opinion, what challenges do you think Activision Publishing Plc faces in implementing an effective CRM strategy?
Interviewee 1: I would say Activision has a loyal brand of customers because of their great services. But the challenges could be breach of information, or technical glitch that erases the customer information. A rude employee behavior etc. can hamper the brand’s image and cause decline in customer retention.
Interviewee 2: For maintaining customer retention, Activision could start giving attractive offers.
Interviewee 3: I feel that building a community is effective only after live interaction. Activision should hold interactive community activities.
Interviewee 4: I don’t have any idea.
Interviewee 5: Maybe the company’s is holding back in marketing of their brand and values.
Interviewee 6: I believe the challenges could be technical error which erased the customer data making it difficult to maintain customer relations.
Interviewee 7: Lack of communication could be a reason for ineffective CRM
Interviewee 8: The challenges could be technical glitch leading to loss of information. It could also be misuse of information by any employee at Activision
Interviewee 9: I don’t know much about it but I feel customer relations can get spoiled because of a rude and arrogant attitude of an employee. But I haven’t encountered it at Activision.
Interviewee 10: I don’t have any idea about it


Section 5: Final Thoughts
Question: Overall, how satisfied are you with your experience as a customer of Activision Publishing Plc?
Interviewee 1: Overall, I am very satisfied as an Activision customer.
Interviewee 2: I am satisfied
Interviewee 3: I am very happy with the services but it has scope for improvement.
Interviewee 4: I love the services of Activision
Interviewee 5: My experience with Activision has been fun and exciting.
Interviewee 6:  I am pretty satisfied 
 Interviewee 7: I am more than satisfied, I will continue to be part of this company and looking forward to more exciting installations. 
 Interviewee 8: So far, I am very satisfied with the services of Activision
Interviewee 9: I am happy with the services of Activision but I am hoping for a change of user interface in the future. 
Interviewee 10: Yes, definitely! I am an introvert at my work but Activision has given me a sense of community through its interactive platform.

Question: Would you recommend Activision Publishing Plc's products to others?
Interviewee 1: Yes, it has wide variety of video games so I would recommend it to my friends. 
Interviewee 2: Yes, why not
Interviewee 3: No because I did not have a great customer support experience.
Interviewee 4: Yes, I would totally recommend it to my friends who love games.
Interviewee 5: Maybe 
Interviewee 6: Yes, the quality of product and services are highly appreciative therefore I would recommend it to other people.
Interviewee 7: Yes, I always recommend Activision to gaming enthusiasts and will continue to do so.
Interviewee 8: Yes, why not!
Interviewee 9: Yes!
Interviewee 10: Yes, I would recommend it my friends and colleagues because the quality and range of Activision’s services are commendable.

Question: In your opinion, what are some areas where Activision Publishing Plc could further improve its CRM strategies to enhance customer retention?

Interviewee 1: They can organize offline meets of all the long-time players of Activision that way the company can build community and gain loyalty.
Interviewee 2: I think to improve customer relations good behavior and interesting policies and offers would help.
Interviewee 3: The customer support team needs to be polite and patient while dealing with customers.
Interviewee 4: Just keep maintaining and delivering the company’s high-quality product and services. 
Interviewee 5: Improve interactive platform for players and conduct surveys to analyze people’s perception of the brand.
Interviewee 6: The company can enhance its CRM by creating more interactive software to communicate through.
Interviewee 7: The brand can make communication easier through much accessible platforms like WhatsApp or messenger or Slack.	
Interviewee 8: Activision should keep up their interactive user interface. In order to improve CRM, it can collect feedbacks from its long-time customers
Interviewee 9: I think by continuing to produce good quality games and special customer offers, the company can retain its customers. 
Interviewee 10: I don’t have any idea about it

Question: Please provide any additional comments or feedback regarding your experience as a customer of Activision Publishing Plc.
Interviewee 1: Keep up the good work!
Interviewee 2: No comments
Interviewee 3: Please improve the customer support services and make it more accessible.
Interviewee 4: Keep creating more fun and interesting games.
Interviewee 5: No, thanks 
Interviewee 6: No further comments. 
Interviewee 7: I hope that Activision develops more games like Call of Duty and add more fun elements that would make playing games much more fun. 
Interviewee 8: I would like to say that I appreciate the inclusion of diverse characters in the video games
Interviewee 9: No additional comment.
Interviewee 10: No further comment. 

Age group of Customers


Age 15 to 20	Age 21 to 25	Age 26 to 30	Age 30 to 35	Age 36 to 40	4	2	3	1	2	

Niche Gender Of 'Activision's Customers


Female	Male	4	6	

Occupation Of 'Activision's Customers


Student	Employed	Self-employed/ Businessman	4	4	2	

Customer’s Period of Association with Activision


1 year or less	More than 1 and less than or equal to 3	More than 3 and less than or equal to 6	More than 9 and less than or equal to 12	4	2	1	3	

Experience of customers with company

Frequency	
Amazing	Average	Below Average	Can’t say anything	5	3	1	1	

Factors Contributing to Customer Loyalty


Factors Contributing to Customer Loyalty	High quality and unique games	Quality Customer services	All of the above	5	3	2	

Customer Awareness of CRM practices and technologies


Use of Sales Force software and 100% issue resolution policy	Strong Customer support system	Don’t know much about CRM practices and technologies	6	1	3	

Effectiveness of CRM Policies


Very effective	Effective or satisfactory	Not aware	5	4	1	

Community Building


Yes	No	May be	7	0	3	

Experience with Customer Support Team


Yes	No	8	2	

Challenges in Implementing CRM


Breach of information or technical error	Marketing their games	Customer relations	No idea	6	1	1	2	

Overall Experience with Activision


Very satisfied	Satisfied	Not satisfied	5	3	2	



Yes	No	May be	8	1	1	
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