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[bookmark: _Toc152453567]Chapter 1: Introduction
[bookmark: _Toc152453568]Title
‘Impact of implementing CRM system in tracking customers interactions and managing customer relationships.’
[bookmark: _Toc152453569]Background of the Topic
CRM stands for Customer Relationship Management and is considered to be a technology that is used for managing interactions and relationships with customers or potential customers by organisations. Moreover, as per Buttle and Maklan (2019), it helps in driving up the business performance by emphasising enhancing the satisfaction level and loyalty of the customers. There are three main types of CRM software systems helping different types of business functions. These are collaborative CRM, operational CRM and analytical CRM (Davis and Bottorff, 2022). Furthermore, Yaghoubi, Asgari and Javadi (2017), stated that there is a significant influence of CRM systems on business organisations because these systems enable the firm to handle customer interactions more effectively from sales to customer service and marketing. 
[bookmark: _Toc152453570]Significance of the Topic
There is a greater significance of conducting research in this area because it will help in the development of an appropriate amount of understanding and knowledge regarding different CRM systems that are used by business organisations. Implementing a CRM system is important for business organisations because it helps them to improve in multiple areas such as productivity, performance and maintaining relationships with the customers. According to Kulpa (2017), they are the driving force behind the sustainability of the organisation in the market. This study will help in providing deeper insights into the importance of different types of CRM systems, their impact on tracking interactions as well as relationships with the customers and challenges faced in implementing these systems. 
[bookmark: _Toc152453571]Purpose of the Research
The purpose of this research study is to investigate the impact of implementing a CRM system by the business organisations to track the interactions and relationships with the customers. It will remarkably contribute to gaining deeper insights into the impacts that the implementation of CRM systems has on tracking the interactions and relationships with the customers along with challenges faced by the firms in implementing such systems. The research will significantly assist organisations regarding the possible challenges that can hinder their effectiveness of customer relationships and the actions that can help them in overcoming those challenges.
[bookmark: _Toc152453572]Research Aims, Objectives and Questions
Aim: 
The aim of the research is to investigate the impact of implementing a CRM system in tracking customers’ interactions and managing customer relationships. 
Objectives:
RO 1: To identify different types of CRM systems that are implemented in business organisations. 
RO 2: To analyse the impact of implementing a CRM system in business organisations in tracking customers’ interactions and managing customer relationships.
RO 3: To identify the challenges faced in the implementation of CRM systems in business organisations. 
Questions:
RQ 1: Identify and elaborate on different types of CRM systems that are implemented in business organisations. 
RQ 2: Analyse the impact of implementing a CRM system in tracking customers’ interactions and managing customer relationships. 
RQ 3: What are the challenges faced by business organisations in the implementation of CRM systems? Explain. 
[bookmark: _Toc152453573]Chapter 2: Literature Review
[bookmark: _Toc152453574]Types of CRM Systems Used in Business Organisations 
According to the information collected from the article presented by Davis and Bottoff (2022), there are three main CRM systems that help business organisations track interaction with existing customers and gain the attention of new ones. These systems are identified as operational CRM, analytical CRM and collaborative CRM. In the words of Almohaimmeed (2021), the operational CRM system is aimed at automating the processes related to marketing, sales and customer services that are the crucial parts of CRM. The author also stated that the operational CRM system exhibits that business processes are performed to meet the objectives set for the customer relationship models. However, analytical CRM systems are aimed at combining the information of customers from numerous sources so that their buying patterns can be interpreted (Almohaimmeed, 2021). Moreover, collaborative CRM systems are meant to centralise the customer data to facilitate the tasks of marketing, sales and services. 
[bookmark: _Toc152453575]Impact of Implementing CRM System in Tracking Customers’ Interaction and Managing Customer Relationships
There is a significant influence of implementing CRM systems on business organisations in terms of tracking interaction and managing relationships with them. This is because the implementation of the CRM system assists businesses in improving the overall experience of the customers as it enables the management of direct interactions across different functions that are related to the customers such as sales, marketing and customer service (Yaghoubi, Asgari and Javadi, 2017). Additionally, not only does CRM implementation impact the interaction of customers but it also influences the management of their relationships with the businesses. Suoniemi, et. al. (2022), identified the reasons behind these influences as CRM system implementation creates a bridge between organisations and customers to fill out the communication gaps. Therefore, it is important to implement CRM systems effectively so that they can increase customer loyalty, enhance marketing effectiveness and lower several costs through improved efficiency. However, the authors also stated that inefficient implementation of CRM systems can result in a negative influence on the management of customer relationships and interaction as there may be chances of failing to meet the expectations of those customers. 
[bookmark: _Toc152453576]Challenges Faced in the Implementation of CRM Systems 
There are numerous challenges that the business organisations face while implementing the CRM systems. Moreover, these challenges in CRM adoption, integration and implementation can highly impact the performance of the organisation or make the use of software more tough to use. According to the views presented in the article presented by Abdullahi (2022), these are identified as data security issues, lack of clarity in scope, lack of resources, inappropriate selection of CRM system software, longer time and expensive to implement along with many others. 
[bookmark: _Toc152453577]Chapter 3: Research Methods and Methodology
[bookmark: _Toc152453578]Research Philosophy
This research study will follow the assumptions and principles of positivism philosophy. The reason behind following this philosophy is that it will assist in gaining factual and evidence-backed knowledge of the topic to help cover a wider range of settings associated with it which is to investigate the impact of implementing a CRM system in tracking customers’ interactions and managing customer relationships (Park, Konge and Artino Jr, 2020). However, interpretivism and pragmatism are not chosen because there are multiple discrepancies associated with them which make the task of interpreting the data difficult. 
[bookmark: _Toc152453579]Research Paradigm
It is a method or a pattern to conduct a research project. This study will incorporate positivist philosophy to support the epistemological paradigm which is considered for this study. This is because it will help in focusing on the validity, scope and ways to acquire knowledge (Park, Konge and Artino Jr, 2020). However, the ontological paradigm is not selected because it only focuses on what reality is and not on how reality can be known. 
[bookmark: _Toc152453580]Research Approach
It indicates the procedure selected to gather, review and interpret the data. This research project will make use of a deductive approach to support the beliefs of the positivism philosophy. The motive for selecting this approach is that it will help in testing existing theories related to the impact of CRM systems in business organisations systematically and logically as the quantitative data type is going to be used in the study (Okoli, 2023). However, inductive and abductive approaches will not be used because they are more effective in the study of qualitative studies. 
[bookmark: _Toc152453581]Research Methodology
The methodology that will be used in this research project is quantitative. This is because it will test the existing theories related to the impact of implementing a CRM system in business organisations to track customers’ interactions and customer relationships through a survey strategy (Mishra and Alok, 2022). Moreover, it will assist in providing reliable and precise conclusions along with using statistical techniques. 
[bookmark: _Toc152453582]Sampling Methods
The data will be collected using the strategy of survey taking 40 people who are peers and colleagues as samples who will participate in the survey by filling out the questionnaire. As per Elfil and Negida (2017/), the sampling method that will be used in this research study is non-probability sampling taking the technique of simple random sampling wherein the samples will be selected randomly from the population. 
[bookmark: _Toc152453583]Data Collection Method
It is the process of identifying and gathering relevant pieces of data using suitable methods. This research project will opt primary research method to collect the data. This is because it will help in the collection of factual and statistical information that will assist in the overall discussion of the research topic (Pandey and Pandey, 2021). Moreover, the data collected using primary research will be updated. However, the secondary research method is not selected because it incorporates limited control over the reliability and validity of the data alongside fewer chances of updated information. 
[bookmark: _Toc152453584]Data Interpretation and Analysis Techniques
The quantitative data sets collected from the survey using the primary research method will be interpreted and analysed using the graphical representation analysis technique. To support this, graphs, pie charts, bar graphs, etc. will be used. The rationale for selecting this technique is that it will significantly help in presenting the findings in an easy-to-understand format and reducing the likelihood of misinterpretation as well as biases in the results (Hamilton, 2020). However, techniques such as content analysis and thematic analysis are not selected because they analyse qualitative data sets more effectively.   
[bookmark: _Toc152453585]Ethical Considerations
The research ethics considered will help in providing the set of principles that will guide the research design and practices. Considering this, the data will be gathered using primary research through the strategy of survey. It will be conducted among 40 participants and prior information will be provided to them through a consent form and participation sheet. As per Suri (202), to support the data collection process, the ethical principles that will be considered are confidentiality, voluntary participation, informed consent and anonymity.  
[bookmark: _Toc152453586]Proposed Project Timeline
	Name of Tasks
	Duration of Completion (in weeks)

	Identification and Selection of Topic
	1 week

	Introduction and Background of the Topic
	1 week

	Formulation of Research Objectives 
	1 week

	Literature Review
	2 week

	Research Methodology
	2 week

	Data Collection 
	2 week

	Data Interpretation and Analysis
	1 week

	Conclusion and Recommendation
	1 week

	Final Submission of the Report 
	1 week


[bookmark: _Toc152453587]Gantt Chart
[image: ]
[bookmark: _Toc152453588]Chapter 4: Conclusion
This is to conclude that the proposed aim for the research study is the investigation of the impact of the implementation of CRM systems on tracking interactions and managing relationships with customers. Moreover, there is a greater significance of CRM system software for business organisations because it bridges the communication gap between customers and the organisation itself. The implementation of the CRM system influences overall productivity, performance and customer satisfaction. However, there are several challenges faced by organisations while implementing CRM systems. Some of them are data security issues, lack of resources, inappropriate selection of CRM software, etc. Additionally, the research is based on the epistemology paradigms supported by positivism philosophy and deductive approach so that quantitative data can be collected. In relation to this, data will be collected from primary methods using a survey strategy taking 40 people who are randomly selected as the sample. The data will be analysed using graphical representation analysis. 
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