
customer relationship management skills

customer relationship management skills are essential competencies that enable businesses to
effectively interact with their customers, foster loyalty, and drive long-term success. These skills
encompass a variety of techniques and attributes, including communication, problem-solving, data
analysis, and empathy, which collectively enhance customer satisfaction and retention. In today’s
competitive market, mastering customer relationship management skills is critical for professionals in
sales, marketing, customer service, and management roles. This article explores the core skills
needed for effective customer relationship management, the benefits of developing these abilities,
and practical ways to improve them. Additionally, it highlights how technology integrates with these
skills to optimize customer interactions and business outcomes. The following sections will guide
readers through a comprehensive understanding of customer relationship management skills and
their application in various business contexts.

Key Components of Customer Relationship Management Skills

Essential Communication Skills in Customer Relationship Management

Analytical Skills and Data Utilization

Emotional Intelligence and Empathy

Technological Proficiency in CRM Systems

Strategies for Developing Customer Relationship Management Skills

Key Components of Customer Relationship
Management Skills
Understanding the key components of customer relationship management skills is foundational to
improving customer satisfaction and loyalty. These skills are multifaceted, involving both
interpersonal and technical abilities that together facilitate meaningful and effective customer
interactions. The main components include communication, problem-solving, data analysis, empathy,
and technological competence. Each plays a vital role in the overall success of CRM initiatives,
enabling businesses to build stronger relationships and deliver personalized experiences.

Communication
Effective communication is at the heart of customer relationship management skills. It involves clear,
concise, and empathetic dialogue that helps in understanding customer needs and resolving issues
promptly. Communication skills include active listening, verbal clarity, and the ability to convey
information in a manner that builds trust and rapport with customers.



Problem-Solving
Problem-solving skills enable customer service representatives and managers to address customer
concerns efficiently. This involves identifying the root causes of issues, generating solutions, and
implementing them quickly to enhance customer satisfaction and prevent future problems.

Data Analysis
Data analysis involves interpreting customer data to gain insights into behaviors, preferences, and
trends. This analytical capability supports decision-making processes that improve targeting,
personalization, and overall customer experience.

Essential Communication Skills in Customer
Relationship Management
Strong communication skills are indispensable for professionals involved in customer relationship
management. These skills facilitate clear exchanges of information, ensure mutual understanding,
and foster positive relationships between businesses and their customers.

Active Listening
Active listening means fully concentrating, understanding, responding, and remembering what the
customer says. It helps in accurately identifying customer needs and concerns, which is critical for
providing appropriate solutions and support.

Clear and Concise Messaging
Delivering clear and concise messages prevents misunderstandings and confusion. Whether through
email, phone calls, or face-to-face interactions, clarity ensures that customers receive the information
they need in an accessible format.

Nonverbal Communication
Nonverbal cues such as tone of voice, facial expressions, and body language play a significant role in
customer interaction. These cues often convey empathy and attentiveness, enhancing the overall
communication experience.

Analytical Skills and Data Utilization
In the digital age, analytical skills are increasingly important for managing customer relationships
effectively. These skills involve collecting, interpreting, and applying customer data to improve
service delivery and marketing strategies.



Customer Segmentation
Customer segmentation divides a customer base into groups with similar characteristics. This allows
organizations to tailor their marketing efforts and customer service approaches to specific segments,
increasing relevance and engagement.

Performance Metrics
Tracking performance metrics such as customer satisfaction scores, churn rates, and response times
helps businesses measure the effectiveness of their CRM strategies and identify opportunities for
improvement.

Emotional Intelligence and Empathy
Emotional intelligence and empathy are critical soft skills within customer relationship management.
They enable professionals to connect with customers on a human level, fostering trust and loyalty.

Understanding Customer Emotions
Recognizing and responding appropriately to customer emotions can defuse tension and create
positive experiences. This understanding helps in addressing concerns compassionately and
effectively.

Building Trust
Empathy contributes to building trust by demonstrating genuine care for customer needs and
experiences. Trust is a cornerstone of long-lasting customer relationships and repeat business.

Technological Proficiency in CRM Systems
Technological proficiency is a key aspect of modern customer relationship management skills. CRM
software and tools enable businesses to streamline interactions, automate processes, and maintain
comprehensive customer records.

CRM Software Usage
Proficiency in CRM software such as Salesforce, HubSpot, or Zoho CRM allows professionals to
manage contacts, track communication history, and analyze customer data efficiently. Mastery of
these tools enhances productivity and customer service quality.



Automation and Integration
Understanding how to implement automation for routine tasks and integrate CRM systems with other
business applications improves operational efficiency and provides a seamless customer experience.

Strategies for Developing Customer Relationship
Management Skills
Continuous development of customer relationship management skills is vital for maintaining
competitive advantage and delivering exceptional service. Various strategies can support skill
enhancement across different competencies.

Training and Workshops
Participating in targeted training programs and workshops focused on communication, problem-
solving, and CRM technologies helps professionals stay updated with best practices and new tools.

Feedback and Self-Assessment
Regularly seeking feedback from customers and colleagues, alongside self-assessment, identifies
strengths and areas for improvement. This reflective practice promotes personal growth and skill
refinement.

Practical Experience
Hands-on experience in customer-facing roles and CRM system management solidifies theoretical
knowledge and builds confidence in applying customer relationship management skills effectively.

Engage in role-playing scenarios to practice communication and problem-solving.

Utilize online courses to enhance technical CRM skills.

Analyze customer feedback data to improve service approaches.

Collaborate with cross-functional teams to gain broader CRM insights.

Frequently Asked Questions



What are the key customer relationship management skills
needed in 2024?
Key CRM skills in 2024 include effective communication, empathy, data analysis, problem-solving,
adaptability, and proficiency with CRM software tools.

How does emotional intelligence improve customer
relationship management?
Emotional intelligence helps in understanding and managing customer emotions, leading to better
personalized interactions, increased customer satisfaction, and stronger loyalty.

Why is data analysis important in customer relationship
management?
Data analysis allows businesses to gain insights into customer behavior, preferences, and trends,
enabling targeted marketing, improved service, and enhanced decision-making.

What role does communication play in effective customer
relationship management?
Communication is vital for building trust, resolving issues promptly, and ensuring clear and positive
interactions, which all contribute to stronger customer relationships.

How can CRM software improve customer relationship
management skills?
CRM software helps organize customer information, track interactions, automate tasks, and provide
analytics, allowing professionals to manage relationships more efficiently and effectively.

What strategies can enhance customer retention through CRM
skills?
Strategies include personalized communication, timely follow-ups, understanding customer needs,
proactive problem resolution, and leveraging CRM data to anticipate customer preferences.

How important is adaptability in customer relationship
management?
Adaptability is crucial as customer expectations and market conditions constantly evolve; being
flexible helps businesses respond effectively to changes and maintain strong relationships.

Can problem-solving skills impact customer relationship



management success?
Yes, strong problem-solving skills enable professionals to address customer issues quickly and
satisfactorily, which enhances trust and long-term loyalty.

How do collaboration skills contribute to better customer
relationship management?
Collaboration skills facilitate teamwork across departments, ensuring consistent customer
experiences, sharing valuable insights, and delivering comprehensive solutions to customers.

Additional Resources
1. Customer Relationship Management: Concepts and Technologies
This book offers a comprehensive overview of CRM principles and technologies. It covers customer
data management, analytics, and the integration of CRM systems into business processes. Ideal for
both beginners and professionals, it provides practical insights into enhancing customer satisfaction
and loyalty.

2. The Art of CRM: Proven Strategies for Modern Customer Engagement
Focusing on strategic approaches, this book explores how businesses can foster meaningful
relationships with customers. It emphasizes personalization, communication, and customer-centric
thinking. Readers will find actionable techniques for improving engagement and driving long-term
loyalty.

3. CRM at the Speed of Light: Social CRM Strategies, Tools, and Techniques
This title dives into the evolving landscape of CRM in the digital age. It highlights social media
integration, real-time customer interactions, and the use of advanced CRM tools. The book is a
valuable resource for those looking to stay ahead in dynamic customer relationship management.

4. Customer Centricity: Focus on the Right Customers for Strategic Advantage
This book emphasizes identifying and prioritizing the most valuable customers to maximize
profitability. It explains how to align company strategies around customer needs and preferences.
Readers will learn methods to create targeted marketing and service initiatives that drive growth.

5. Data-Driven Customer Relationship Management
A guide to leveraging data analytics for improving CRM effectiveness, this book covers data collection,
analysis, and application. It discusses how insights from customer data can inform decision-making
and personalize customer experiences. The book is essential for those aiming to integrate data
science with CRM.

6. Winning Customer Love: How to Build Strong and Lasting Relationships
This book explores the emotional aspects of customer relationships and how to cultivate trust and
loyalty. It offers practical advice on communication, empathy, and service excellence. Readers will
gain tools to create memorable customer experiences that foster repeat business.

7. CRM for Dummies
An accessible introduction to the fundamentals of customer relationship management, this book
breaks down complex concepts into easy-to-understand language. It covers CRM software, strategy



development, and best practices. Perfect for newcomers, it provides a solid foundation for building
CRM skills.

8. Managing Customer Relationships: A Strategic Framework
This book presents a holistic approach to managing customer relationships through strategic planning
and execution. It covers segmentation, relationship marketing, and performance measurement.
Readers will learn how to develop and implement CRM strategies that align with organizational goals.

9. Service Excellence and Customer Relationship Management
Focusing on the link between service quality and CRM, this book discusses how exceptional service
drives customer retention. It includes case studies and practical frameworks for improving service
delivery. The book is ideal for professionals seeking to enhance customer satisfaction through
operational excellence.
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  customer relationship management skills: Customer Relationship Management Francis
Buttle, 2009 This title presents an holistic view of CRM, arguing that its essence concerns basic
business strategy - developing and maintaining long-term, mutually beneficial relationships with
strategically significant customers - rather than the operational tools which achieve these aims.
  customer relationship management skills: Customer Relationship Management
Chaturvedi, 2006-03-30 About the Book: Customer Relationship Management CRM was born in the
1990s in the West. In the initial phases, the over enthusiastic businesses invested almost US$ 400
billion. But, the very same businesses were disheartened very soon primarily because there were no
* visible. And, there were no quick results mainly because 80 per cent of the investments were made
in technology. 'CRM' meant 'technology' to them then; 'CRM' means 'technology' to them even today.
However, no business need bother so long as it is ready to go by the 'human' aspect of CRM, and
take technology only as a facilitator. This book is an attempt to present this 'human' side of CRM.
The authors' belief is that, in the long-term, CRM can be successful only due to its 'human' face. The
book is arranged in three Parts. Part I, Customer Relationship Management, contains the academic
inputs titled as Customer is King, Customer Managed Relationships MINI-Marketing, Types of CRM,
Building Blocks of CRM & CRM Strategies, Customer Relationship Management by Indian Firms,
Customer Retention Strategies, HRM in CRM, and Implementing a Technology-based CRM Solution.
Part II, Call Centre Management, covers the areas concerning the working of a call centre titled as
The Call Centre, Call Centre Functionality, Team Building, Customer Relationship Management,
Web-based Customer Support, and Contact Centre Glossary. Part III, Cases, gives a first-hand idea
of the working of CRM in the more peculiar contexts, like public sector undertakings through five
well documented cases. Contents Part I: Customer Relationship Management, Customer is King,
Customer Managed Relationships-Mini-Marketing, Types of CRM, Building Blocks of CRM & CRM
Strategy, Customer Relationship Management by Indian Firms, Customer Retention Strategies,
HRM in CRM, Implementing a Technology-based CRM Solution, Future Trends in CRM Part II: Call
Centre Management, The Call Centre, Call Centre Functionality, Team Building, Customer Relatio
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  customer relationship management skills: Customer Relationship Management Mr.
Rohit Manglik, 2024-07-06 EduGorilla Publication is a trusted name in the education sector,
committed to empowering learners with high-quality study materials and resources. Specializing in
competitive exams and academic support, EduGorilla provides comprehensive and well-structured
content tailored to meet the needs of students across various streams and levels.
  customer relationship management skills: Customer Relationship Management Jon Anton,
Natalie L. Petouhoff, 2002 This work recommends initiatives for improving customer service and
managing change, describing methodologies geared toward building relationships through
customer-perceived value instruments, monitoring customer relationship indices, and changing the
corporate culture and the way people work. Anton is director of benchmark research at Purdue
University's Center for Customer-Driven Quality. Petouhoff works in the private sector. Annotation
copyrighted by Book News, Inc., Portland, OR.
  customer relationship management skills: Customer Relationship Management
Essentials Harendra Phadke, 2025-02-20 Customer Relationship Management Essentials explores
the evolution of CRM strategies and technologies, taking a holistic approach to provide concepts,
tools, and strategies. We introduce key concepts and metrics necessary to understand and
implement CRM strategies, describe a successful CRM implementation process, and discuss
techniques for making strategic marketing decisions using customer lifetime value. Given the
ongoing digital transformation, CRM has become a crucial strategy encompassing various tactics
essential in today's economy. Our book offers a comprehensive overview of CRM and database
marketing, along with approaches to strategic CRM, CRM strategy implementation, and customer
value metrics. We cover the steps needed to manage profitable customer relationships, emphasizing
the importance of understanding customer value and measuring customer lifetime value.
Additionally, we analyze the application of CRM strategies in loyalty programs, marketing
campaigns, and channel management. This book is an invaluable study companion for students,
teachers, and CRM practitioners. It helps readers gain a comprehensive understanding of CRM
strategy, use practical cases to apply concepts, and explore the latest developments in CRM and
social media.
  customer relationship management skills: Customer Relationship Management Daniel D.
Prior, Francis Buttle, Stan Maklan, 2024-01-23 This highly regarded textbook provides the definitive
account of Customer Relationship Management (CRM) concepts, applications, and technologies,
focusing on how companies can create and maintain mutually beneficial relationships with
customers. Readers will gain a thorough understanding of the conceptual foundations of CRM, see
CRM in practice through illustrative case examples and exercises, and understand how to organise
customer data gathering, analysis, and presentation for decision making. The book achieves these
outcomes by first considering strategic CRM before moving into operational CRM and, finally, onto
analytical aspects of CRM. The fifth edition has been fully updated to include: A series of new case
examples to illustrate CRM within various regional and industrial contexts, including those relevant
to large, medium, and small enterprises A series of new exercises and discussion questions to help
readers understand CRM concepts and to support pedagogical processes, particularly in higher
education environments A greater emphasis on managerial applications of CRM through new
content to help guide managers An updated account of new and emerging technologies relevant to
CRM Expanded coverage of customer experience (CX), customer engagement (CE), and customer
journey management (CJM) Customer Relationship Management is essential reading for advanced
undergraduate and postgraduate students studying CRM, Sales Management, Customer Experience
Management, and Relationship Marketing, as well as executives who oversee CRM functions. Online
resources include an Instructor’s Manual, chapter-by-chapter PowerPoint slides, and a bank of exam
questions.
  customer relationship management skills: Customer Relationship Management: A Step H.
Peeru Mohamed, 2003-01-01 This book succinctly explains the cardinal principles of effective
customer relationship management (CRM) �acquiring, retaining and expanding customer base. The



concepts, process, techniques, significance and architectural aspects of CRM are dealt in
comprehensive manner. The book would serve as a useful source of reference for designing,
developing and implementing CRM in any organization.
  customer relationship management skills: Successful Customer Relationship Management
Programs and Technologies: Issues and Trends Eid, Riyad, 2012-03-31 This book offers case studies,
methodologies, frameworks and architectures, and generally the cutting edge in research within the
field of customer relationship management--Provided by publisher.
  customer relationship management skills: Strategic Customer Relationship
Management in the Age of Social Media Khanlari, Amir, 2015-07-16 In today's society,
organizations are looking to optimize potential social interactions and increase familiarity with
customers by developing relationships with various stakeholders through social media platforms.
Strategic Customer Relationship Management in the Age of Social Media provides a variety of
strategies, applications, tools, and techniques for corporate success in social media in a coherent
and conceptual framework. In this book, upper-level students, interdisciplinary researchers,
academicians, professionals, practitioners, scientists, executive managers, and consultants of
marketing and CRM in profit and non-profit organizations will find the resources necessary to adopt
and implement social CRM strategies within their organizations. This publication provides an
advanced and categorized variety of strategies, applications, and tools for successful Customer
Relationship Management including, but not limited to, social CRM strategies and technologies,
creation and management of customers' networks, customer dynamics, social media analytics,
customer intelligence, word of mouth advertising, customer value models, and social media channel
management.
  customer relationship management skills: Customer Relationship Management
Srivastava Mallika, With the aim of developing a successful CRM program this book begins with
defining CRM and describing the elements of total customer experience, focusing on the front-end
organizations that directly touch the customer. The book further discusses dynamics in CRM in
services, business market, human resource and rural market. It also discusses the technology
aspects of CRM like data mining, technological tools and most importantly social CRM. The book can
serve as a guide for deploying CRM in an organization stating the critical success factors. KEY
FEATURES • Basic concepts of CRM and environmental changes that lead to CRM adoption •
Technological advancements that have served as catalyst for managing relationships • Customer
strategy as a necessary and important element for managing every successful organization • CRM is
not about developing a friendly relationship with the customers but involves developing strategies
for retention, and using them for achieving very high levels of customer satisfaction • The concept of
customer loyalty management as an important business strategy • The role of CRM in business
market • The importance of people factor for the organization from the customer's perspective •
Central role of customer related databases to successfully deliver CRM objectives • Data, people,
infrastructure, and budget are the four main areas that support the desired CRM strategy
  customer relationship management skills: Customer Relationship Management Roger J.
Baran, Robert J. Galka, 2016-12-08 This book balances the behavioral and database aspects of
customer relationship management, providing students with a comprehensive introduction to an
often overlooked, but important aspect of marketing strategy. Baran and Galka deliver a book that
helps students understand how an enhanced customer relationship strategy can differentiate an
organization in a highly competitive marketplace. This edition has several new features: Updates
that take into account the latest research and changes in organizational dynamics,
business-to-business relationships, social media, database management, and technology advances
that impact CRM New material on big data and the use of mobile technology An overhaul of the
social networking chapter, reflecting the true state of this dynamic aspect of customer relationship
management today A broader discussion of the relationship between CRM and the marketing
function, as well as its implications for the organization as a whole Cutting edge examples and
images to keep readers engaged and interested A complete typology of marketing strategies to be



used in the CRM strategy cycle: acquisition, retention, and win-back of customers With chapter
summaries, key terms, questions, exercises, and cases, this book will truly appeal to upper-level
students of customer relationship management. Online resources, including PowerPoint slides, an
instructor’s manual, and test bank, provide instructors with everything they need for a
comprehensive course in customer relationship management.
  customer relationship management skills: Customer Relationship Management Subhasish
Das, 2007 This book provides a perceptive on CRM that we believe has been lacking for some time
i.e. how to use CRM and its implementation on ITES/BPO.This book gives an overview CRM its
implementation on BPO/ITES and certainly helps the aspiring people who want to join the growing
industry of ITES.It is not a theoretical treatise on CRM, nor is it an untested vision of futurists. Every
chapter is based on the author's real world observation and experiences with companies. This book
is eminently practical for ITES/BPO, ITES training centers.
  customer relationship management skills: Study Guide to Customer Relationship
Management Cybellium, 2024-10-26 Designed for professionals, students, and enthusiasts alike,
our comprehensive books empower you to stay ahead in a rapidly evolving digital world. * Expert
Insights: Our books provide deep, actionable insights that bridge the gap between theory and
practical application. * Up-to-Date Content: Stay current with the latest advancements, trends, and
best practices in IT, Al, Cybersecurity, Business, Economics and Science. Each guide is regularly
updated to reflect the newest developments and challenges. * Comprehensive Coverage: Whether
you're a beginner or an advanced learner, Cybellium books cover a wide range of topics, from
foundational principles to specialized knowledge, tailored to your level of expertise. Become part of
a global network of learners and professionals who trust Cybellium to guide their educational
journey. www.cybellium.com
  customer relationship management skills: Mastering Customer Relationship Management
(CRM) Cybellium Ltd, 2024-10-26 Designed for professionals, students, and enthusiasts alike, our
comprehensive books empower you to stay ahead in a rapidly evolving digital world. * Expert
Insights: Our books provide deep, actionable insights that bridge the gap between theory and
practical application. * Up-to-Date Content: Stay current with the latest advancements, trends, and
best practices in IT, Al, Cybersecurity, Business, Economics and Science. Each guide is regularly
updated to reflect the newest developments and challenges. * Comprehensive Coverage: Whether
you're a beginner or an advanced learner, Cybellium books cover a wide range of topics, from
foundational principles to specialized knowledge, tailored to your level of expertise. Become part of
a global network of learners and professionals who trust Cybellium to guide their educational
journey. www.cybellium.com
  customer relationship management skills: Mastering Customer Relationship Management
Cybellium Ltd, 2024-10-26 Designed for professionals, students, and enthusiasts alike, our
comprehensive books empower you to stay ahead in a rapidly evolving digital world. * Expert
Insights: Our books provide deep, actionable insights that bridge the gap between theory and
practical application. * Up-to-Date Content: Stay current with the latest advancements, trends, and
best practices in IT, Al, Cybersecurity, Business, Economics and Science. Each guide is regularly
updated to reflect the newest developments and challenges. * Comprehensive Coverage: Whether
you're a beginner or an advanced learner, Cybellium books cover a wide range of topics, from
foundational principles to specialized knowledge, tailored to your level of expertise. Become part of
a global network of learners and professionals who trust Cybellium to guide their educational
journey. www.cybellium.com
  customer relationship management skills: Customer Relationship Management Dr. L.
Senthil Kumar, Dr. M. Vimalarani, 2023-06-07 Dr. L. Senthil Kumar, Associate Professor,
Department of Commerce, Dr.N.G.P Arts and Science College, Coimbatore, Tamil Nadu, India. Dr.
M. Vimalarani, Assistant Professor, Department of Commerce, KG College of Arts and Science,
Coimbatore, Tamil Nadu, India.
  customer relationship management skills: Customer Relationship Management and IT



Danil Dintsis, 2020-06-03 All of us enjoy individually specific service or a product that is delivered
for us only. Customer relationship management (CRM) is the area of expertise that helps companies
to work with customers based on their specific needs or requirements. To reach success CRM
systems implement the most powerful math and IT tools such as statistical analysis, artificial neural
nets, and graph systems. This book deals with the practical implementation and meta-analysis of
CRM experience in various locations and business areas. The authors have produced a great book
and provided meta-analysis of the latest CRM systems and a roadmap of their development. In the
chapters, our readers will find descriptive analysis of CRM models, applied tools, and methods.
  customer relationship management skills: Customer Relationship Management
Strategies in the Digital Era Nasır, Süphan, 2015-03-31 In today’s global economy, social media
and technological advances have changed the way businesses interact with their clientele. With new
forms of communication and IT practices, companies seek innovative practices for maintaining their
consumer loyalty. Customer Relationship Management Strategies in the Digital Era blends the
literature from the fields of marketing and information technology in an effort to examine the effect
that technological advances have on the interaction between companies and their customers.
Through chapters and case studies, this publication discusses the importance of achieving
competitive advantage through implementing relationship marketing practices and becoming
consumer-centric. This publication is an essential reference source for researchers, professionals,
managers, and upper level students interested in understanding customer loyalty in a
technology-focused society.
  customer relationship management skills: Customer Relationship Management using
Business Intelligence Graham Sturdy, 2012-11-15 This is an important text for all students and
practitioners of Business Intelligence (BI) and Customer Relationship Management (CRM). It
provides a comprehensive resource for understanding and implementing Enterprise Resource
Planning (ERP) and BI solutions within the organisational context. It provides an in-depth coverage
of all key areas relating to the implementation of ERP and BI systems. It provides unique practical
guidance on implementing ERP and BI strategies as formulated by the author and a range of
academic practitioners and industry experts. Importantly, it demonstrates how these systems can be
implemented in a real-world environment and in a way that provides strategic alignment that is
compatible with the strategic vision of the organisation. The author presents a “BI Psychology
Adoption Model” which represents new and innovative thinking in relation to how employees within
organisations react to the introduction of new technology within the workplace.
  customer relationship management skills: CUSTOMER RELATIONSHIP MANAGEMENT S.
SHANMUGASUNDARAM, 2008-04-15 Customer Relationship Management (CRM) is a modern
approach to marketing. It focuses on the individual consumer. Customer is the ‘king’, therefore, the
products and services have to be offered in such a way that they suit the needs and preferences of
the customer. This comprehensive and easy-to-read text deals with the formulation of methodologies
and tools that help business organizations to manage critical customer relationships by supporting
all customer-centric processes within an enterprise, including marketing, sales and customer
support. In addition, the book emphasizes managing opportunity for optimum productivity,
coordinating the specialized activities of multi-functional teams, developing and retaining corporate
knowledge and completing complex multi-step processes in a timely and efficient manner. This text
is intended for the students of masters in business administration (MBA) and those pursuing
postgraduate diploma in marketing management (PGDMM). Besides, the book should prove to be a
useful reference for marketing professionals. KEY FEATURES  Covers various dimensions of CRM
with several case studies.  Includes the modern concept—e-CRM.  Incorporates deep study of
research oriented topics.
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