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Benefits of CRM
Informational Organization:
The more you know about your customers, the better you’ll be able to provide them with the kind of positive experience that really pays off. Everything that they do, and every interaction that they have with your organization needs to be identified, documented, and recorded.
Analytical Data:
Miscalculated data should not be the reason you cannot succeed, with CRM this is no longer a possibility. Personalize your dashboard views to quickly locate information needed such as customer information, sales goals, and performance reports to reach untapped opportunities.
Efficiency for multiple teams:
Automatically stored communication allows you to view emails, calendar and phone call details in one easily accessible place. Add that to the ability for multiple teams to access the same information, Sales, marketing, and customer service teams can share valuable information about clients.
Improves Customer Service:
Your time is valuable, but so is your customers’ time. In many cases, your more experienced representatives, armed with past information and history, will be able to locate a solution within the first few minutes, thanks to an accessible database of potential issues.
Improved customer experience
Three out of four consumers say they spent more money with a company because of a positive customer experience. (Salesforce, 2019). Customers are more easily and accurately segmented, their needs identified, and because the status of a company’s relationship with them is accurately tracked, companies can interact with them meaningfully at the right times, leading to more sales, faster sales and higher customer retention and satisfaction. (Patricio, 2015)
Increased accountability
A well-implemented CRM system helps employees across departments understand their responsibilities to customers throughout the customer lifecycle and when those responsibilities aren’t met, it’s easy to identify what went wrong, where, who fell short and how to make sure it doesn’t happen again.

Drawback of CRM
[bookmark: _Hlk2073329][bookmark: _Hlk2073222]Maintenance
Installing open source CRM can be easy, but CRM support and maintenance is not. The proper up keeping of open source CRM requires a lot of technical expertise. (Shah, 2016)

Learning Curve:
[bookmark: _Hlk2073307]Like most systems, management might have to bring in training professionals to offer support to their sales and customer service teams.
[bookmark: _Hlk2073484]Staff Resistance:
Employees might not see the immediate advantages in using a CRM system in their business interactions. Because of this, managers and business owners might have to deal with moments of staff resistance as they attempt to get the entire team on board with the process.
(Brookins, 2019)
Cost
· software subscription or purchase fees
· premium upgrades
· customisation
· IT resources needed
· hardware or software requirements
· staff training and upskilling

· Supermarket giant TESCO is the second largest retailer in the world measured by profits.
· Different schemes for different family members:
· Tesco Kids Club,
· Tesco Baby and Toddler Club,
· Tesco Healthy Living Club,
· World of Wine Club.
· A variety of product ranges to suit different target groups.
(Expert CRM Software, 2019)



Stakeholders:
· Partners with other companies such as gas, hotel and car hire facilities thus giving users more opportunities to earn points. 
Corporate social responsibility: 
· One benefits of CRS relative to the cost of Tesco and other stakeholders.
· Ensuring that customers, suppliers and the local community know what you are doing. (Corporate Social responsibilities, 2019)

Since Marks & Spencer appointed non-family member Mr. Steve Rowe as a company director he identified that the organisation needs to push forward to hold the customers.

"We developed a Web-based back-end application that allows developers to look at our customer correspondence database," said Christie. "This means that our developers can pick up on trends and quality issues to improve the products we deliver." 
















Reference List:
Brookins, M., 2019. What Are the Advantages & Disadvantages of CRM?. [Online] 
Available at: https://smallbusiness.chron.com/advantages-disadvantages-crm-43395.html
[Accessed 25th February 2019].
Patricio, 2015. The five biggest benefits of CRM systems. [Online] 
Available at: https://econsultancy.com/the-five-biggest-benefits-of-crm-systems/
[Accessed 25th February 2019].
Salesforce, 2019. Benefits of CRM. [Online] 
Available at: https://www.salesforce.com/hub/crm/benefits-of-crm/
[Accessed 25th February 2019].
Shah, M., 2016. Advantages and Disadvantages of Open Source CRM System. [Online] 
Available at: https://www.biztechcs.com/blog/advantages-disadvantages-crm-system/
[Accessed 25th February 2019].
Corporate Social responsibilities, 2019. The potential benefit of CSR relative to costs for business and stakeholders. [Online] 
Available at: https://corporatesocialresponsibility.weebly.com/affects-of-csr-to-tesco.html
[Accessed 26th February 2019].
· Expert CRM Software, 2019. Tesco CRM Case Study. [Online] 
Available at: https://www.expertmarket.co.uk/crm-systems/tesco-crm-case-study
[Accessed 26th February 2019].

