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Abstract: 

An effective Customer Relationship Management enables you to more effectively handle 

direct interactions, from sales to customer service and marketing, which ultimately enhances the 

customer experience overall. Customer Relationship Management improves financial performance, 

which influences profitability, customer loyalty, and overall success. With the aid of Customer 

Relationship Management systems, you can more effectively manage this data, analyze and predict 

trends in customer behavior, and incorporate it into your long-term business plans. It provides you 

with a summary of your clients and your company with regard to revenue, profitability, and 

business objectives. More importantly, it gives you the ability to create satisfying customer 

experiences based on information that is pertinent. 

It is a combination of practices, strategies, and technologies known as customer 

relationship management. Its objective is to strengthen interactions with customers in order to 

promote client retention and increase sales. Customer relationship management is important 

because customers are important at the end of the day. Improved customer experiences, according 

to the study, increase loyalty, which fosters expansion of your business. Therefore, if you want to 

succeed in the long run, you must prioritize your relationships with clients. 

 

Keywords:  Customer Relationship Management Analytics, Collaboration, Operational, Etc. 

 

Introduction: 

Customer relationship management (CRM) is the combination of practices, strategies and 

technologies that companies use to manage and analyze customer interactions and data throughout 

the customer lifecycle. The goal is to improve customer service relationships and assist in customer 

retention and drive sales growth. CRM systems compile customer data across different channels, or 

points of contact, between the customer and the company, which could include the company's 

website, telephone, live chat, direct mail, marketing materials and social networks. CRM systems 
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can also give customer-facing staff member’s detailed information on customers' personal 

information, purchase history, buying preferences and concerns. 

 

1)  Customer Relationship Management Analytics: 

Customer Relationship Management analytics are data that demonstrate your company’s 

sales and customer service performance. Customer Relationship Management analytics also 

presents customer data that you can use to inform smarter business decisions. Typically, you’ll use 

Customer Relationship Management software to obtain Customer Relationship Management 

(CRM) analytics and automate all your data collection and report generation CRM analytics give 

your business insights into your customer service and sales operations. Use this data to make better 

decisions and maximize customer lifetime value. Customer Relationship Management analytics 

gives you insights about your customers and how well your sales and customer service teams are 

reaching them. Customer Relationship Management analytics helps you monitor your customer 

service efforts, validate your customer data, analyze your customers’ habits and generate better 

leads. You can divide the most important Customer Relationship Management analytics into three 

larger classes of key data. 

 

This article is for business owners and marketers looking to understand Customer 

Relationship Management   analytics, what they track and why they should be tracked. Even if you 

believe you’ve come up with the best product or service in the world, you’ll need to find people 

who agree enough to buy what you sell. With customer relationship management analytics, you can 

figure out who’s buying, who might buy soon and how you can retain your customers. Below, learn 

more about CRM analytics and why and how your company should collect them.  

 

2) Customer Relationship Management collaboration: 

Effective communication and cooperation in the workplace is hard to achieve, yet is very 

important for organizational performance. Companies suffering from ineffective or poor 

communication will face great financial and human resource losses as well as lost productivity and 

innovation. While every business must depend on a Customer Relationship Management (CRM) 

system to manage their sales, marketing and support, only few CRM software solutions are 

considered collaborative. A true collaborative CRM system will allow managers and supervisors to 

communicate and share thoughts, ideas, workloads and tasks with their superiors and employees 

alike. Chances are if a manager communicates his ideas and tasks clearly and professionally to 

his/her employees, they will correspond and be motivated to complete tasks required. Only a 

collaborative CRM software solution can help a manager and his team achieves such a goal. 

 

The idea of collaboration in the workforce is not new and has been redefined ever time a 

new technology innovation makes it to the market. The technology advancement in the Cloud has 

made it easy for CRM vendors to offer complete cloud-based collaborative CRM software solutions 

that harness the power of the Internet as a collaborative business platform. Collaborative CRM 

software synchronizes various customer data and shared interactions from different departments 

like Sales, Marketing and Support and from different channels such as phone, fax, email, Social, 

Mobile, and the web. A true collaborative CRM software solution will help increase customer 

loyalty and retention. 

 

Advantages of Collaborative CRM systems: 

a. Cuts down customer service costs. 
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b. Increases the value-add of your products. 

c. Provides for better up-selling to existing clients. 

d. Increases customer retention rates and loyalty. 

 

3) Operational Customer Relationship Management: 

1) Marketing automation: As the name implies, marketing automation is basically focused on 

automating marketing processes. In marketing, campaign management involves marketers to use 

customer specific information to determine, evaluate and develop communications that are targeted 

to customers in individual as well as multilevel or multichannel environment. Campaigns 

developed to communicate customers individually are easy and involves unique and direct 

communications. For multichannel environment the implementation of marketing strategies and 

campaign management is quite difficult and challenging.. For handling this, a CRM marketing 

strategy called event-based marketing is inherited. Using event based marketing communication 

and offers are presented to customers as and when they are required. Without wasting time the 

automated CRM system pops up an event of offer which is best suited for that customer and helps 

to retain him back. 

 

2) Sales-force Automation:  A CRM system is not only used to deal with the existing customers 

but is also useful in acquiring new customers. The process first starts with identifying a customer 

and maintaining all the corresponding details into the CRM system. This process can be distributed 

into many stages which includes generation of lead and then qualifying those leads as prospects. 

Automation of selling process is efficiently handled by Sales-force automation which automates all 

the methodologies or sales cycle and above described process sophisticatedly. 

 

3) Service Automation: Service automation deals with managing organization’s service. The 

actual interactions with customers such as contact, direct sales, direct mail, call centers, data 

aggregation systems, web sites and blogs etc. are examples of operational CRM. Each interaction 

with a customer can be collected to the client database generally known as ‘customer’s history’ and 

the information can later be used wherever necessary. Anyone in the organization can have access 

to this information about customer which gives a clear view of customers needs and important 

information on the customer such as products owned, prior support calls etc. It naturally eliminates 

the need to obtain this information individually from the customer. On the basis of the information, 

if required, the customer can easily be contacted at right time at the right place. 

4) Important tips for an effective Customer Relationship Management: 

It is commonly known that firms looking to automate their sales, marketing, and customer support 

processes may gain a lot from using CRM tools in a methodical way. The following benefits of a 

good CRM installation are some of the most convincing ones: 

 

A) Honesty is important: 

Every company needs to be open and truthful about what they have to offer. Stretching the 

truth about your goods and services may help you in the short run, but it will harm your reputation 

in the long run. You will lose important clients, and their bad experience will hurt your future 

revenue 

 

B) Give preferential service to devoted customers: 

It is true that a business should extend the same level of respect and concern to each and 

every consumer. However, the rules are a little different for your loyal, long-term customers. These 
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are the people that have helped you and worked with you through good and bad times. Why not 

express to them your appreciation for it? This might considerably strengthen your connection and 

elevate your relationship. 

 

C) Consider your customers as people, not just statistics: 

Most businesses make the mistake of combining all of their customers. They only see 

customers as a number or a means to a goal. That kind of treatment is not acceptable, and potential 

clients will avoid you because of your attitude.  It’s crucial to keep in mind both a client’s name and 

something fascinating about them when developing a relationship with them. Customers will value 

your individualized service if you take these simple steps. 

 

D) Try to provide value: 

It is extremely possible that you will frequently get recommendations and guidance from 

your clientele. Without taking any further action, you simply grin and accept them. You might be 

the target of this. Instead of ignoring the feedback, use it to improve your products and services.  

Your consumers will be appreciative that you heeded their advice, and you’ll be in a better position. 

Position to satisfy them as a consequence. Your goal is to build a solid relationship with a happy 

customer. 

 

Conclusion: 

A similar customer relationship management system just and due to market power, the 

company has greatly diversified is customer roots to various market bases. This has provided the 

company with strategic mechanization of customer retention, satisfaction and purchase behavior 

enhancing the company’s profitability through an increased purchase command. The two 

companies are among the leading CRM implementers in the automotive. Industries and established 

to outdo other manufacturing companies due to their high-profile customer base. From the 

discussion, you can realize, CRM in the automotive industry is strategically used model mechanism 

for brand promotion and customer attraction. The technology comes with imperative customer 

analysis measures using technological systems for business organization, automation, and 

synchronization of the business sales, customer services, marketing, and technical support. CRM 

has been used to promote local and internal customer interaction elevating the marketing initiative. 

Through CRM information, has been able to identify the target customer base and competitive 

marketing strategies for customer strengthening and retention. 
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