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CHAPTER OVERVIEW

14: Retain - Customer relationship management (CRM)

@b Learning Objectives

In this chapter, you will learn:

o Why CRM is essential for any business.

e The role that customers play in shaping and steering your business.

o The difference between applying CRM as a communications strategy or a core business strategy.
e How to collect, store, analyse and update your essential CRM data.

e The step-by-step process of putting together your CRM strategy

14.1: Introduction

14.2: Key terms and concepts

14.3: A CRM model

14.4: Understanding customers

14.5: CRM and data

14.6: The benefits of CRM

14.7: Case study - Amazon Prime

14.8: The bigger picture

14.9: References

14.10: Social CRM

14.11: Step-by-step guide to implementing a CRM strategy
14.12: Tools of the trade

14.E: Customer relationship management(Exercises)
14.S: Customer relationship management(Summary)

This page titled 14: Retain - Customer relationship management (CRM) is shared under a CC BY-NC-SA 3.0 license and was authored, remixed,
and/or curated by Rob Stokes via source content that was edited to the style and standards of the LibreTexts platform.



https://libretexts.org/
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.01%3A_Introduction
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.02%3A_Key_terms_and_concepts
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.03%3A_A_CRM_model
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.04%3A_Understanding_customers
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.05%3A_CRM_and_data
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.06%3A_The_benefits_of_CRM
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.07%3A_Case_study_-_Amazon_Prime
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.08%3A_The_bigger_picture
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.09%3A_References
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.10%3A_Social_CRM
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.11%3A_Step-by-step_guide_to_implementing_a_CRM_strategy
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.12%3A_Tools_of_the_trade
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.E%3A_Customer_relationship_management(Exercises)
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)/14.S%3A_Customer_relationship_management(Summary)
https://biz.libretexts.org/Bookshelves/Marketing/Book%3A_eMarketing__The_Essential_Guide_to_Marketing_in_a_Digital_World_(Stokes)/14%3A__Retain_-_Customer_relationship_management_(CRM)
https://creativecommons.org/licenses/by-nc-sa/3.0
https://quirk.biz/team/rob-stokes
https://web.archive.org/web/20220213162812/https://www.redandyellow.co.za/wp-content/uploads/2021/11/RedYellow_eMarketing_Textbook_6thEdition.pdf

