Supporting notes to slide 5

Expanding on the academic description for Customer Relationship Management (CRM) in my understating, the CRM is an instrument which helps companies to communicate, track, investigate and improve different internal and external activities.  These activities can involve measurements in customer needs, preferences, interest and habits. To track these measurements, CRM can be put in practise in a very different way, for example:
Website surveys, social media questionnaires, telephone calls, online chat, mail, email and lots of different marketing materials. 
The main areas for CRM cover sales and marketing. This means that the system can help to improve those segments by increasing company profit and efficiency. It can also potentially increase new customer interest.  However a CRM system depends on people. This powerful tool can’t be managed on their own. The employees play a very important role. 
Data stored in the system needs to be regularly updated and controlled otherwise the system won’t work properly.





