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1. Pl'11JJl~ntJ"Jnu"::UUUrrl1"~ nI"l1'tlJJ~'Ufi 

1.1 i1m~,", ."UUu1.".~n""l~",,€ 

1.2	 oULLUU'.' '"UUu1.".~n""l~",,€
 

. n1.~h,n.~~fi CRM
 

1.3	 !J'"LJl~'.' '"UUu1.".~n""l~""fi
 

- CRM 'IJ'I.l~'UL[ljtlfL-:lL'l
 

1.4	 U"'l"'tJLL~~li"I'11JJ~1~;"'l~f)~,,::;:uU'I..I1\111~nphIJJ';'Ufi
 
_ ... ...I..i "'
 

2. 'l1'\.l'19[J'Ylm[J'1~f)~ 

.......... .. ....Y ..... ,	 ,

Fl'11JJILn!l'1nu "it'U'U'IJ"i~1"i~nI"l11tJJ"Ufi (Customer Relationship Management; CRM) 

Kristin Anderson & Carol Kerr, CBM n1"'IJ1\111~n;;1itl·n't.ltf (2545 'IliA1 15) \JlL\l' 
- - ""-EO"'IJ tn 2J~fl ~	 1::::U1] 'IJ 1\11"~ nPl1 'tlJ,J 'n'UD !il'l'U 

.. J!,Y .. r ....... ...1 "or" ...
n1 'l'U 1\11"~ n,,1 'tlJ,J 't'i'Utl 1ilt1 "'] f1'Yl Pl SOU LPl 1fl 'l ~ 1\h'lJn1 1't!11 'l n111mn W{l::::'YI [J1 tJ 

.,"~l~",,€oU~n""" ~'~1~1."'m~,;1i1m~1O';. ..	 . " - -,".. , .,. ... .,
1, lInJLPlffi~ '1UJ1tJtH ~'l1~m1~'Il';l1~tJi\i7~1.! 'II~LL·Ml~';I1 CRM ~~ ~"II~Mfl~~flL'D~1::~1tJ 

~1 [J \l1fl~ 1tJn11L'lfl1 ~~ vh,ru \,.j\~1I';11~f1J?:i l'1"11fltJ 'Ilfl~ n~~1Jl\l17~ nA'1 LLlfI't'Jn ~t.l \ Ufl~~n11 

~ • H~"" .. x 0" r X •
1I1~1imlJt.lL91'!lfl~ CRM ~~\l7f1'tln'U[J\lt.l~ CRM m[J';l"ll'El~n1J't'Jntl'lU"1l'tl~'EI~Pln11 ~11\l1n~n11 

~f11J\l~1tl~1t.l CRM \ -XL~rl L~m~'I.i'1tl~ 1U~~tl'11lJ~"'"]jfllJ\ 1.1 LfJi'U ~1 tIL.,., 11 tUtfl~ rl11tl'UL.",,, 

l~""tin ""OU ~ nIi"'"Lll"1ut.~ 01 n01u1n L"",.~o 0".1 n.,10~, 1,,10hiL'1 10 ~1"n1' 

-
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';I'l~ bb~'\J CRM ~~~n1~~ ::di~~,)llJ~~[J~ ~~ n1~~~1~ U,fi::::B1Nfn';li2J'i'\JfilllYi ri'l.J~ nA'l;'lJ\~ 

1,","" 
2, '1fi "').Jl[J~~ "''lJVll~~~::::t.Ifl~ \l-;'~f1Jj'j~ri''LI~~1~~~\l~~ ~~,r'lJ CRM ~~LthJ,.n.WI'N1'lJ 

mj~"'::::fu ~ tl1'lJ~ 1UP,11).J i).J,q''lJnn1J ~ n~'I ~~ Lfl tll'" "'::::~tl11 LU'lJn~ ~V1,rn ~ 'I ~ru ti'lJ\'1 ~~ nri fl).J 

~" " "0 ~o II" ,,"0 "... ..l"" ""..l ...~~ U.fi::::l~'1(fltl,m1T"lj::::1\'1n1TVl1 CRM 'lJ~1~T","'';I[J~ n"lj1d~'lJ"'::::(fJ'fI~2JLLe.l'lJn1TVI"1I~L"''lJ'fI'lJVI"U·~ 

~Lt\'') LT1~~1J';hnfi~V1fin1~"tl1CRM "1Ifl~~r;u~12J1Tmil'lJ;r'mtl1tJ'l..H;;mJ (Benchmark) 1,xri'1.Jnfl 

~.~\l11\1.''-n1T'"dJ\I"!i1'~ ,~n"n"~.~\l1'.'.'''n1Tmnn"'~'"tJ~n1T~h, n1T 

fn'l'11 ,.,Ttl"1l [J 1 [J ~';I1).J i).J,q''lJfln'Ll n ~).J~ n A'1 Lill 'vI).J1 [J nfl1"lj1ilj::::hjl~,j';l tI'fl::::lTLLrifl ~~WlT2J1 n oJn 

"... 'j'.r" ..l", ... :::' " ..
3. n1T~T1~ n1T~'m;l bU~:::: "1ItJ1tJ ~~m'lJ'fIL~VI CRM Ln[J,)"1Ifl~mJVI~'l~"':i'1ItI~~n~1L2Jfl~r;u 

" ~ .. "..".01 _ _f'..l... l' 
t'l1 L'lJ'lJn1 T(fJ1l,J nfl ~V1ti CRM ~ OJ'" ::::(fJfl~ bn 1J T'J1J j'HJ"1I fl1;jfl LYifl'J ~fil T1::::'VI bn tJ ';I n 1J ~ n I'll LLfl:::: 

Yi'1~ nTj)Jn'l ~tl u.~ ::::"I'l n;rtl'IJ ~~il";'lL '1.uh,r\J ~ N"I::::L~'ll"lLL~::::~'l ~.J'lnl~'l\J'ltJYH11iinjnJ"1Itl~ 
.... ~ .... ..J .. .... .... .... ..l ... .... J' 

~ n~'l'~tl~~N ~'" P,'J'l2JYitJ'ltJ'l2JVI'l~n'l T(JJ~'l (II VI LVI tJl.JYi ffi 2J "''JtJ ~'J'l2JTtll.J lLnEJ'J mJ~ n~'l'LJ "'I:::: 

Lij'lJ~fil~~~tlti\J~'l~ru~"'I::::~'ll «t~~nA''lj'ltJ1 'v1).jYij'tl2J 1 nl.J~,j'JtJ L~ 2J ~'J'lJLL 'U~"'I'ln rl1 it~ n'l j1f 

"''ltJ (Wallet Share) "1Itl~~n ~'lLLl'i~::::fil\J1'lJif"l,,j\J1,x2J'ln~'lJ U.~::::L~ 'l.i'lJ11'lJ~ q"'n'l j~ '" ~'tI ril.J~ n A''l 

.. ~...... .r ..I .. .... ..J... ....' .... 
n"l:::: •'v1e.lfH'I2J'l n1l\J L2JtlVlnl.Jj'ltJ~::::~'tItJ"'1I't1'IJmn[J'Jnl.J~ n~'ltltJ'l~~jl.Jm\J 

4. "01~'~';\lfinlJ~ nIh ~" T1'""'"01~. ~1" n\l.!i1'h1\I~mo"\" T",ii,i1",r\l~ 
~ j'l';h~Tii"l ril.J~~~fl\·l;''tI'tI~~n'lT~ Ln1'JJ ~p, tJYil.J'v11't11'JJ L~tJ ~'tI~ n'lj"'l::::Yil.J LL~::::"'I:::: 1'JJ L~tJl( n1'lJ 

"01~~ 010" \In\l~1 ri"\I'~" CRM :;"U\101T~h, "01 ~flln ••, n1n'10,1\101T'~.r~ (High 

H' .. , ~, , -" , ••
Touch) ~"I'tI [J'l~El'tl '" LtJtJ2J VI'l2Jn ~'l~~fl'l'J::::U. 'J"'ti'tl2J"''l~L VI ~ ~ 'lJ ~~ tJ~\J~~ L~\J ~'J'l2J~'l ~j<ll"1ltl~ 

Amazon .com ~ ~~tJ'lJL'tI~ ~ ij \J~n ;;'l~~'tI~'lJ;;'l"'l'lnL''l'UtltJ 2J'l n LLfi ::::LT1 fil'JJ L~El"rJ "'~tJ ril.J~ ~\J1'lJ 

l.Jm,r\JL~ tJ (JJ fi'tl r;t L'J ~ 'l' 'tI~ n'l j H'1.J~n'l jLLI'i Ln fiti~ ffi~ i 2J,q'\Jfifl'lYi~ Amazo n ill'i tl ~j'l 

n~'l'J 1"'tJ~lt.l ri~'tI ~ n A''l ~tl~ n'lj~'l~jii"l rilJlJ;';VI~ L;'l1"l p,'J 'l2J;r'tl~ n'lj"1l'tl~Yi'J n L"1I'lLLf\:::: 

CRM n,u\ln"~"'h"i.'~"~~1~1TOH1\101TlJ;.1T~n;;1'~';\I,n'"!i1'~tJT" ••fim" 

., ,r\l~N:;'~1~1TO~",'\I~\I~' .~".~ ~ "01~ .U\lltl101\101 T1h~\I". \I;;1.""lJ;n1TltJ 

"ffi~ 1 n\l 

U1UtJ L~tJ'lJ"loo.J , 1LntJj~ th::::~t.I.,,'tI~ ,;'lJ'l umltJ ~jii"lLL~::::~\J1\J~~t)'lJL(JJtlf~il(JJ (2543 

,."J'l 10) l;j,"'iltJ'l2J'U'tI~ CRM (Customer Relationship Management) LtI'lJLL'lJ';I~",l'\.t'JJL~tJ')ril.J 

~ n A' 'l1'lJ12J ~U1 fl"1l tl~~jii <II ~ ~ e-business ~~ Lij 'lJn'l jLt.I;tJ'lJ'lJ1Ell.J'l tJ m::::l.J';I 'lJn'l jLLfl ::::n'l T 
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!J~lJ. n1'no","'!Jiin,/[1".ii, \."fl h" ll'~ n""1il"1. ~".r n.1' no ,!J 'lJ1 .*~'~1.l'"~~ 
~~ tJI.rln.I"~1-'fItJl'm '1 L~~ Ltlun17fli1~ jJI 'J1 ~ i ~ 'Iiu1f1.lJ7::tJ::tn 'lL~ f1fl '1 ~t1 tJ ~ CU';1 ~1 ~ fu ~ n~1 

."" ~ """lJ~"I;'~1.'lJn1'fl h, n1 h~,~ ••• :n1 "" lJ"lJ~ ""'"'ii~ n.1,il"lI, 
t11 'l.l':l tJ m 7"1::: Ln "I ;'l.ll~Cil [J 'l..i~'iTI ~1 ~1 '1tl'ri11'"~ n~1ihJ~ i ~ -n\.l1fcJ'I \.!,t \.111 'fI '1'" 1 '1 n1'14''" ~ 1~ \11 [J 

~~n""'"lJlJ"n~~.".:fl"lJ"'OlJ'.",Ii,,~,,1'/["!i",;;~~.d".'lJ~,ii, lI'~fl1lJ1,mj11!JH 

l;;ri~t1 ~'1n"ln~,)l'JJL on11"fj~;; n'1'1'JJfjn~1 ~ n~1"llt1tJn1 '1~t1fl1'1LLtJtJ 1~\.lL1a::fljl '1 ~a';1 h~ Ln ~ 

jJl 'l11J i)J ";'l.llfIi'IJ ~ n~'I LLI11 a::'11 tl 

'ii'!JI[J1'n'1 Li'l2Jt11" flltl'1';l~ ... fl~[Jt1(Jlna~.,,€n1'1(JJa1Cil (2545 ""oU117,44) n1'1tJl~1,.i)J 

";'\.dfi1'l1'foi1J~n~1 (Customer Relationship Management) \'i~'fI CRM ~'fI ~fin1'1fl~1'l fm~t1 

u.a::'lltJ'l tJ ~ ':l11J i'JJ,.r'l.l€-a\\~ Ii1J ijn~'I 

Kristin Anderson & Carol Kerr, CRM n1nj'hn'1fJn~1{2..nyy1f (2545.wJl 86) '10 

","no,"",."jjn.~~6 CRM ~n1.".H"!i1'';"'''' ",,":n.~~6 CRM ~.;..." '"';1'" 
...... '\..1 "..J.,. '\ ~!"I ,0 ... or, 1-' 

~ n Pll yO 'ntl ~"I '!I '1 ~ n ~1"'''''1 'fj t1 ~"'l'\.d"l::~ u\!''11n'1 '\.dIJ. \Ii'! P1'l11J fl1 L'1"'l' 'EI~ 'EI~ PI n 11tJ1'E1 1J u.f'l ~ 

","n1".~,,",:~n.~~6 CRM~';.""riO"01\'"' .1n~,,,1~ ..,iL,01n.~~6 CRM '" 
tI ~ fofn1n'El~ ~ ru~'EltI~ h nt1~ L'J ~1 u.i\''J~ '"I:::~1~'l.l1 "'L"I'EI tJ1~;;iJqj ~1'E11"l hJl~'EI ~~~1'E1~ PIn11 

,""".~~6CRM ••"~~n.~~6CRM ,r"n.lJ1~1,/[~n~"fl1.'ll'~""~"'lJoi1'.1n 
~1~ftJn11tl11~nf'l~."fi CRM ~'ElhJ~ L11'"1:::t1'E1~1'E1~Pln11jjn~~.,,1f CRM tCil[J1'J~ u,f'l~ 

Li11 ~~1 tJ"iltl ~ ~ ru~'EI n1 '1~ 11 ~ n f'l~.,,1ftJ 'EI[J~ L~ ~ 1:::~ ~ ~1~ fu~ 1'l.l1'l.lu,111 f'l :::u,t.l'l.ln 

... ..., ... 
1 n11"~~'Eln~'1")~"'~ 

hJ~l"1~Ltl'l.ln"ln1n'l.ll~1~qj~1'E1Lflmfl[J~ 1"1 L~1''fI~n.'"In11nhJtJI'J1''~11~nf'l~.,,1f CRM i~ 
......... t. ............ J" '" r ~ ~.!'
 

~~ CilL~m tJI'l.lLlJIm Cil~'l.l'l.l"l~tJItN~f'l'Eln"'~''l.l~l~(I.J'l.ll n~ ~.,,1f,'fI~'fI~ ~ n11 'D~ PI'Jl"iJ 7~n'fltJ ~iJ l'l'J[J 

Ltl'l.lt'i'J U,"''l.l''l1 n ~ 1tJ~ ~ lJItJ1'f1 rltJ\j n A1tlJl [J!JI N ~~,rtJ ~'f'l.l'fl ~ Ld'fI~~i~ u,~ ~~tJ7\l17 

~~mJlJI~'fI1"l"l:::n~t1~~'JLL"''l.l''llnu,I11f'l:::fb'l.l~1'l.l~''l:::1onnf'l~."fiC RM L~tJiti'l~'l.lLtl'l.ln~~.,,~"I::: lon' 
... ::. r'" .. ... ... ~ ...'..1
n'IJ"'~'EI~P1n11 "'~''fI~.,ru.n'fl1'"1'"1:::7'J:'Hn~1[J'1!J ~l!JtJqj'D U,i'l:::tJli~fl'l.l~l "II~Ltl'l.l\'h'l.l'" 

~,rtJ~'f'l.lf\1[J1'l.lu.~'fI1 "I "I:::1~ jj fl 'J'l.lL~ [J 'Jon'fI~ ~1 n,rn 
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., •• " ,J••••• 
~'Il1 ~"'~n~1~L~:::L'II1~"'':l1t1t: ~~~1I'1ru~1'\.'1'1lJ~nI'l1 

L'11",~il1'I:UJ1tJ~1 ~ru'lltl~~'1n~ U.fl:::1itJiPltr'll'MtI~,rn1'1 '\.'11tl11.J ri~tl~L ihljJl'L.l~L~1Jl~~ 

",:::wtJ'L.lii,mHh~ 

- ~ 11J1Ttl ~ 1J LVI ~ 'J fl1 LLfl:::n1i ~ 1'1 'J11J fl11J1 Ttll,.,n'IJ n'1:;lJ'J 'L.!n1 '1~\~ 
., • ". " •• , ...., .... X" 

fl1J'l"'l!n ~'L.lVl1J ~1J1i/j1LlJ'L.lL'ltl,mJ'l ~"'t~Mtl~1JtI CRM l1l1~ 1 ~"fl1:::nfl~'V\flVln1'WL.l(ill'll'L.l'IJ.'L.l "':::lJtln 

ti~Ll'litl~ijtl~PJtuL~t1nlon'hJl'L.lLJi''J n1 '1iJ~i'uJli 1J 1J'l n~n'L.lhJ ritl1"'t"'11,""tu~~ Pl':l11JflUL"'thJ n'IJ 

~,~1~"o,a"" Ihil"1. 
• 

2. n1nL'l1tJ1Jn1'1~1'\.'1flJn1ru'1:::"Jl1Jl'tf~u,'1n 

ri~nJ.n Tnh:::"Jl1J 1'1 f~ u. Tn 1'1 'J ri1 n'wu.timrl tJ~ 1'M!.fll1.H'El1;j fi";~'\.'11J ll'I nfi t,lVI fiLLfI:::1'lfI ~ tl1:::fI~,r 
, , ~ ~ 

'.'"'''n1'~'',o~,o~111''"~~~,",i'1io~~ '"'~ ';';;.1""" n",ai~i'.~"""'111,,, 
rJLLUU Balanced Scorecard LLlJlJ~'\.'1fi1tJ 1 t1~,rn1'liltJ1J"'1ri'L.l '\.'11nhj~f1tJi1ifl1;jfllJ1'JLfI'!ILLfI::: 

'if'ElLYili/jl'il~,h,~ 1 ~~tJ'J nU~'fI~l't':l11J t'i'fl~n1'l'll'fl~~ n;;1LLfI:::1.h':::fl1J n11CU1.Un1'l";1 ~'lii"l ;~t111i/j1i/j:; 

iJn1'li1J1l1'j;nr~n;j1~~1~ru1 ~1'IJ'lJ11tHJI'L.l '\.'11tlLL'IJ'lJL"'l1:-:nq1Jin 1 '\.'11tl 2 n~1J ritl'L.lm1f1h~ 

n"~~fi CRM ~,.rn'"Lil,,~""~,", n~~,rhl'~;n1 rorimb "'""111"\" ih~1 n~ "'••,~;~1' 
n q1J ~~ n ~1':l fiL~ fltl~ ;j"'l11tu111 P1':l1yn m1~ n'!;1 P1':l11J;j~"t11"'l,t1~~ n~1 ritl'L.lm1~~n~~.,,1f 

CRM ~ffi\~ 

~~ tI n fI '11 'L.l ~ 1'L.l n 111J 1:-:"Jl1J ~ n q 1J fl11J 11 'I"'IJ 1.J:-:llKfI:-: ll'I ':l n LL fl:-: LtI 'L.ltl fl1:-:~~ L11 ~n ~:-: 

~1L i'l'L.lm11J1t"Jl1J 'L.ltl n flm 'L.l~ L-Dl.i Lon"t1~l.J 1:::"Jl1JL'L.lh~ ~U1J L~t1L~~1~ ~1 nfl.n1"LL':lll'lfltl1J m1 

Yh~1'L.lLL'IJ'IJ~;j1J 1 LL~tL~tl~~i~~~:::1J11'IJ m'L.l~ L;1 h1J1J 1t"Jl1J LL 'Mi'L.ltl'L.l11t1itl~ iJ LL~'L.l,,~n (Flip 

Chart) LLfl:::iJ ~,r~ L"~ 11J1n"t1j1'\.'1f'IJtI~ u.r.J'L.l,,~n't1~"l tu l'i't1~jj1.J1nm1J1 fn Lntl fn'L.l1ll'1L'\.'1 rU 
;jbPl1't fI ntllJi ~.,,1J LL~:;L; 1J '\.'1 ~~~-D':ltJ L'L.lm1i1ll'1 LL~ 'L.l"fi n 'IJ 'L.lf.J,r~ "t1 ~ 1.J 1:::"Jl1J 1'11J~~ tIi'fj~ H'n T:":~ 11't 

m':lLYifli-tl." ~1'L.l':l'L.l1J1n~':ltJ 

• I ..I... r
3. n1,~,",~,,,.an,n"~~fi CRM 
m ~1.ht"Jl1J ~:::1J 1t"Jl1J ~ jJl f~ H1ttltL':l~1'L.l1'L.lL.,.11lll'l f 'L.ltl~ n'IJ fi 111J,1iii LL ~ t jJl ':l11J,j'IJ.ntl 'L.l' tI ~ - ... .. "',. .. ,.. . ,. . ",- . ,.. 

~1nlil '~1J'L.l1J n"'lt ~'1ltltJ1~'L.ltltl 8 '11':1 ~~'\.'11fltl1~1J1nm1f11'\.'11'IJ nT:":'IJ':l'L.lm1'L.l ~tJ~ tuPl':l1~(iIl ~ '\.'11J 
, . 

m11J1:::"Jl1J n'L.l 4 of':lL1J~LL~':l~~li n L,,11:(11 Utltl n11\1~'L.l~ dh1~ m11J'-:::"Jl1J11.J iJl.J 1:::i."fi.n1Yi 

jJl ':l1iJ m1~tI~ m nJ T:":"Jl1J PI f~ LL'In ~':l tI.n1 "'I':l1J' t1~;''fj1;1 fl~l~ ,.,~ L;'1 h 1J 1.J 1::"Jl1J11.J LLfl':l 11 tlll ~ tu~ 
• 

Yi1J~1'L.lL"jJl':l11Jn1Jijtl ~'L.ltT'L.l~~li'L.lfin"'l't1~Yi':ln ~ '1~ n jJl f~ 11.J11"'l:;LtI'L.lm1~ ;11':l1J1J'-:"Jl1J ~~tJ~ 
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_ ,J 0 ..... ,....l _ ..l ... 
fl'"l mn.J~L,.m" 1'I';I79:::'r11fH"lti n1 'U:::fJIlJil1JtI'ltltJ1'lb'ltltJ 1 bYitlf"ltlf'H.Ju''l.l"JP,.'"J1lJP,lJIbntJ'Jn1.J 

; 'l~ ~l'Il11J~1,r'lJ~tln174'~fl1f~ nA'1llJfl'l.lB ,r'l.lLtl'l.W"" iJIu9'l1'l.lfl1f~'l ~t119'1'".111J7t1 t1i1JtI'l il3-J1; n 

hm~l-nl'iln1J1'ilth'l~iJf:::;."fit.j~ bl3-J1@ltJu''''lnn 7:;@l1'l;1Yiil""-ii"'~fl1tJ 1 bL~'IJ1~ ~b'17'l1JU 7:::'QlJ 

bL,)il:::I'l'l.l1Jtll~u'~~:::9'I'l.lL;][J'l.l~filfi1'l 1 ~,,:::';hl~Yi';lm'1il11J17rJ'!ItJ1tJ b~1J V(7'fl-nl'iJ'l.l1 

" • ,. '1'1'· l '1' _.-' ,-, • 1H ., 1I'l111JrilJYi'l.lfiflU"nI'l1 lJl \U'UJ'lUJ1ri'l.l1 ~~LJ1 V11J1mfi""~lJlb"'1""'"l::::""1 l'l UJltJL'IItJ'U'!Itll'I';J11Jtl::: 'l.J 

.ol "'... .. '" ......... .' ..J ...
I 

blJil ~ b'1111.1 7:::' lJ "r'J n9'1 'l.lb11 tJ'l.lbfl:i"il u.ft '".11VI ~ b'1117';1lJU 7:::'QlJ fl1 'l.l~'l""LJI 'l.lbfl '1 L'II tJ 'l.l'ilj'l.lI'l7'l.J'1n1"1 \I, 1'IJ 

1:::V1~1'l~'l.l~T1'lYJn l"I'l.ln'"l:::n 1:::~'l.l1'l';l11J~ LJI~ billJl~ 'l.llVI).] u'~:::b;] tl'l.lb~1JL~1Ji'l'l hJ\\.In 1:::1'1'1 'I!LYifl't1­

fi.,., ~'l ~'lmJ~1,r'l.ltl199:::~b V1~'fl'l.lbth.m17b~tW.li'l1 bblfi3!'l.lri"ll';ltJ nf:::~\!'9'I';I11J~51 \ VI 1-1 1 u,a:::";11~ 

bb ~1'"l~1 '1 nIII 'l.ll'l.l ~ lJ"'l :::tJ'fl1J 7U1'l.l;'l ~ ~ 1J r'h ~'1";1 u'i'l :::~91'U1J1tj1 n q).J '!1M LL ""~ 1'l~1).J~ l'l~1fl 

;'tH'I 11).J~1~fu ~ '19 :::Vitl tj 11'111).J ~ lJl ~1'l.l1 ~ Cll~ L;l tJ ""n'l.llu~'l.lri ~fl nftw1""m n.iimfiJn~1,r'l.lLtl '1 

n q).J n ~1ti ~ VI ~1~~ n 71 ).JB1.""n q).J ~~tJ1 rl"" L~tl'1"'l1 nii iJl1 1).J L~tJ~'f!'1 n ""." 1 '1 n fl ~." n ~Lft :::'11'l.l 

~a .. ~~ ... ~ 
LJlf!""""niJlfl 1JI'1'llf! nfl~"'fi'l.l'l.l 

. , ~ 

CRM UU'ilUL"'il'iLU" 

Kristin Anderson & Carol Kerr, CRM n1'U;"1,~n,lh{~li"ti' (2545.~"" 163) n010H 

lJi''1~ 'I'l1cil'!l!ffiI~ml1tl\lnfl ~1tJ E- Commerce hJ1.'~~'11~3J l.L~~t1""~1'l.l'!ltJ1tJ'!Ifl'1Ln).J~L71~~1 

.- ,r'1L~~ii).J~""lIf1'1n1f~1'!11tJ - n1ffl~1'1 fmn l.Lfl:::'!ItJ1tJiJl11).Jl).Ji""nntl~n ~1 n17Lfl ",,~n).J~fn9 

1.'l.liJIlJI'l ntt~ ~ ru.91 ~ tl ""~f1 '17tj1Vi1 cillltffiL~ n." 7f! \lnflfl1).J 17T;1";1'fl:::171~~wl~ U1'1 l.Lfl :::,r""" . 
LtJ~tJ'l.ll.LtJfl>3iJ1'l1).J1'l1 ~\11'>3'!1f1 '1~n~1l~fl~1'1 17 n17";1'l1""~'ltJ).J1LJ1731'l.l'!l'fl>3 nfl~."fi CRM ",:::";1 

1-' H l' -'. 1 '-'1~ • _. • r -" • 
)ll ~ ru.fl1).J 17C1 •"D n!J \1).J LL t'l ::LiJl7tl 'l).J fl \1).J'" l'l"'l1 n Vi1 ru.1I tJ fl ~fl n 'YI ffl ""n ri LVi 'fl fl71 >31'1 'l1).J Vi '1 

".h1Mu~n.1".~'" 

ii",~.,' il"'liO"~"U~'1"n.~~"n1ru;~1 ,~n"".~,;"" ...~,,,1' 3 •••u••~ :­

1. n1•••;;.~~~~n.1 ii",~.',il",.,il"'Ii••m,H~n.1t1"U""••""~.1..il,, 
, 1 1'·" -'. , ~. -'.. l' ~ 

~ nI'l1'1l'fl>3Pl N ""'fl'l.l11'1LJ1 LJl7t1'1l'fl'J;!fl'll1~fl17~nm nlJri'l.l1"l1l.Lfl::tl7mnfl>3Plru. '!I>3 n I'Ifl m7 \1~ nl"l1 

~ \1fi1,r""ti1Plru.ii~1LJ1'l.l'fl~ LLfl:::l~1",:::i1~ (fjfl fltl ~ Nl~'fl~1'117 ,r""'fl1"'lLU'l.l'fl::17~~1tJ 1 fi7f).J lJl11 
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mhmil.! L1J ~i'Jf~tl~ ~1l.!'Vl1'U~1J l"l1Lll ~, 'J~flti1J1tJit.l~1 u.fl:::1.i1n1 ~1!tl~ ~ cut~ n1J1.~ PlPlfl~'J hJ 

~L~ ::1Jfln11 ~ Nfl~~lWl.! LL~:;'"I:::~ '" tJifl n1J ~ CU.,,1 ~ t." 1~fi.,n~ mh ~ 11 
••••.• ,,~.I:. "'U~.

2. n1'l'1tJ'fl~i'i'1nijn~1 'l:::I1I1J lJItllJ1foij::lJP'I';l1l.!"D1.J'UfltUJ1 n'll\.l ~fl~nHlJL't'UJ~ ~l'I'1Ifl\1flmJ 

~ n"'1 u.lJi fi~ ~1m4~~ m rl1J ~ n;l1Hitil n~lJ"I1nL'i'J \1 nA'1 b'M ii l.lL."fl1dltJI... ::tJ fllJ1'"~ nJ.L n1J';fl ~ fl ~ 
...... :::. ..~ ....... ..1 .... 1;;" 'I"
0 

lJU'l:::LtJ'Il\A ('U'lfllJTl FIN n LlJlJU '1:::LtJ'"J!\I,) IntJ';ln1J\1 n f\'l 1J1~P'I 'oN \1 nP'l1fll1i1 (flfl1J jill Cl1lJ bl.fl::: L'U 

; fl ~ fl ~ il~ 1 n1J fl N~1l.l"'1 ~til.!LlJl fl fLillJl ~ ~ nrj1~l.!~ ru. ti-l el1lJ 'I '1 Cl LIi1J;rfl ~ fl ~ il ~ Nfii 11~ 1111 [J hi 

~fl'11tJnJ n1l.lL1fl11!tl'1~ n~1 ~[JL'I';N 

" .oJoJ. ,~ '0' " 3. n1'l'\l1tJ.,,1'1 E-Commerce LUl.!'l:::lJl'IJYI~'1Y11jlJl~fl ~ ru.el12J1'1Cl L'ilfl'ULL'lfl1L '\6tJ1 Ll.ln1'l~'1 

~l.lA·1u.flnJ1n1'l1~ri1J~n~1'11fl'1~N ~Nfl11J11Clflh'1P'1'J1lJilJ~lJfiu.1J1Jihh:::ttJ"ll~i'JlJril.lrh.J 

ij nA'1~ Plru.1~ LPl [J-"tJ'U1tlhJ ~~[J 'tJ 111 Wi 'uJ1Jf ~'J1lJ ilJ ~lJfil'J ntl [11 '1'tl>3 Pj ru1ll1)J 17ntl~::~ u 

P1'J1)J~1~~ 1~\l1fln'lltl>3 ~"fil1v1fi~~~1\lil"l~,j\l ~ ru~1 )J11n'llltJiv~1 t'!tlU ~l(1)J'IItl>3 ~ n ~1 

L~\lU o\llfo ".'lJ;n1"~~Lii~" nn1,~.-~,riU\I LL••U,"L~\I"Ol~;;'''"L..",~nIl1tli ""utoj 

Jlftl>3 ;jlJlL'itlnU~n~1~iJ\ln11tl'JV~'J n1~1-nii\l~ ."tlfbVt'!~l)Jl~ml'JtJ1~L11~>3)JtlU ~ ruf'i11~~ n ~1 

~'JtJi)~n11L~UU1,")J 1 \l.'n::~lI'In1~~1 \ln11H'",1,.,tJ1m'u.1J1J~~)J1 

".lJ~ 1 n1,.,.u~.,•••..n"" 

~ 1V'JV0~V~." tlfLVt'! ~~)J ~Vtl U1-l1'J lJl ~ ~'J.,r'J 1~ n fl ru~'J ~~1 WI ~ lJlH~ fi td1~ n A'1 'IItl ~ ~ ru 

"I~AV~1"!ftl\!fiL~mn1J~1n"liV;\l \l.fl:;:1Jlm1'11tl'1"Nfoij1nth.l~."tlf~VlJl1VLL~'IItl>3 CRM ~11J1ftl'1 

~Ltl-lnfoijnn)J"'1~t)VL"tlfL~[')1\l1::~1Jli 1 i1tltlmtl\l~tl>3"1>3~tl ~~>3f1J U.fl:: ~;>3tn hj~l~ru"l~ 

~>3h~1tlhi 1)J ~ 1~ CU"l ~ilJ 11'1lTv~ \llJ1 ~ tl '1~1tJ lTVfoij~)J 1"11 mL~ tl '1 ~ l.! ~ 11 n ~1 'Ynrvl~ L~ tJ ~ 1 fl N~ 

"I1nilJ~lJl~V1~~fltl'1"'1'1tl~~n"'1tlVn\'l ~".ilV ~'JtJ ~'!IlJl www.suoarpages.com 

oiO.\lUQL\lii\lL~UfL il. 
_.. , , 
'Jfin1~tJl1'11 L".ilV 

n1'~lJ II\1m ,;j\lL~U fL il.U1'~1 L""\II'n~ N1.u~~ N\oj 1"0110u 

..... -QI -,I"' QI~'" 
-

... f:CI.. ,... ..,.J 
- m~$\l"\ll"'l>3tl\l~"'f17LVtJI ~1tI"11n n~~lJl1V'II1'J~1n"l~lJl$1~n11lJ~~tl$)Jl~lJL'l1>3 1 ." 

uQL\lii\lL~uM. 

- n1ffi1,ii'L\llJ~"01~,h, 1 

~~tl~ ruhj1~~'JtJ~)Ju.~~'1;tl~flL~fl1~1I1'1tJL'lN ri P1'J 1"1:;:1~1'>3 ~~tJ'J n1Ji-l~i:l n"l"1 ~~~\l ~~tl 

"on..1L'1\u.'O'~UlJ~NL\lii\lL~ufLil" ""n~N"lJO" ~.U~.1I1\1.lJL"U"".uun tu ,\I 

~tl\l "Word of Mouse" ~1tl~1'tJf'1u.1JUUtlnlJitl1 nv (\l.~'n")Jl''l'ln ~'l~1 "Word of Mouth" ~1; 

rl\lLWm'l,ro 1 tu - ~LLU.) m,ii\lL~ufLil" (,,,,"d1~ Mouse - ~"u.) ~Nri"."Ol,n. 
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... ..l '\'.!' ........ ~~!:"i' ..... ~....., .J...... ... ~...... .J':' ... 
~""fil "/'It) ~IUtJ~'iI'EI\lffU L';l ~lJI [JlJ1'~ WlflblJl1tll.! ~ ~'fUn,nU"l1lJ1"El'U'llJHJ'''El ~ n PI'! •"'1'l'fl1-l"""':::"lIU"'~ m 

... _ .1 .. J:'
'InJi't1 \l [J 1.J tJ n lJ 1~~lJI\I,''UlJ'l"':1l'l 

"'.n," n~~ ""h~1~1'O' "'.~m~"onu.o~""""~'in '0 """ n1'~'""OU' "...,~ "" '" 
, .. . , ... ~ .... ~ .,., ...~. 

U1.J'l.N1tJ 1 \lffi~"ll[J\.l'U'VI1"I';J11-l M'U\WjU L"ll1Jl.,.,~nl"l11.u~:::tJ""fl1"H1J\.l\1nI'l11-l n",:;w):::~'il1 L1Ml tJ1-l'lll-l 

~'~1" 'II".Ii.,,~h ~.~~ n,," "."~~~" "'01\i~ 01,",il",~ n""'"""'~1"." \ill'"" ",n1'~ 1 
~,ii"'lri1.J"n.l ~"I'lT1:::\t';l1"'l~1A''Y''ll''El~ CRM ~tln1'~'1~ fn'tt"l Ufl:::'!l[J1tJJi't';J11-li3-J";\ufri1.J\1nA'1 ;~ 

~ nJJi't ~Iij::: llJ fl1~'11 ~ ~ 'I ~ "Ii\.!,r""1~\l1 n~ n~1Wl Ji't rwl1J L"tfl 

1:;;U~ 2 n11f'IJ;r"El3Ja"'1n~nph 

~"El m 11~""L."tlfLillJlL~tlTu;;fl~a'Oj1 nfjnA'1~~";1 Vl3 ~titll~~ 

2.1 1iiu."1n L;l[J~~n.lij E-mail Address ua:::vi11~\1n;;1el13-J1:rrJwl1T'IJ't'n/L~fJ1atllJl 

L'Hnri"l'lflU~';l 't)th'WD1.l l\.lL~l.Jt'lli ~nefcasebQoks,cQm ;"lru~1JJ1,m;r1hJl\l, 

infQ«vcwlpub,com L~tlm1-l;fl\la.,r';lhJbLa:::~~~1u.~::,J,111.Jl'"John Woods u.fl::~l.m\4~ CWL ~ 

~;ItJ~~,r~;'tl"Mh"\ 1 hl.ln'IJ~l,rnfll.lvr McGraw-Hili ~ffi.,ru.fl1~~i111.J~~,r~;'tl Motivating 

" •• - • u· ...." •• ""_ ".Employee U.fl:::il~jill1t11l.l~ffi'!l'tl"'lJIb~~ LlJtJ~ An ne Bruce '~~lJ\.&r;jL'tJ\.& Ll'll.ll'ltJ 1Jl'~L1J\.&lJI'U 

2,2 ~ft;l.'tI~ liru.~1l.l1'rJLli'LI''tl1Jfl~ln~ n~l tOltJ''tll~"1nL'lfl"\Yl:::L;jtJ\.&1\.&L~lJ1,~ 

'llfI~ Ii ru. i~lJI'tl~n1:tfl ~Yl:::L;j tJ \.&~ :::on1 tJ1~Ii n.l~ti'LI''tl ~ fl,r'J11.Jl~ i'l'J ~ WIJ1 1.1. fl :::~d 'tl fJ n ;;1L'l"UJ 

,ouL~.1",i",oi.'u ~.~."Of~."ou,~•.,r",ri'"~"~"'O"Om~'i.n1""Ou'~.~.,,,on,," 

~1'"~"'i'lO""'.~ •••h~~n""Ii., n1"'>OlJ,il",..h,"'" "."lJ."~~ 0 ~o'"'0'.' 'OlJ,~. 
~"'Jm'l hJtltJ1n ~i1 h./':I u.fl:::1Jtltlbl.,il~\.&~"1m'lL~nn1'L~ tJl.l'lll.l n ~1~,r\.& \11 n\1 n~l bI.'J:::L;)l 

~1 '''''OUL~ ...,~",l."'~.,.",jj"", ~",1i.1,H:~.~'LOfCRM ""n",".m~"om~","n 

U,d"n1'~.'.'''0 01'"\if 
2.3 ~ft;l.l w ~tl n1,~ri'IJ'fl1Jfl"'ll nm:tl~LL'LI'IJ~1''J'''I~ffiPllrJ1l.l1.J':::~li'Ufl~'LI~~~lJ 1'11"­

••,~'" ~,,,,.n,"n ••'o..~ ...11'0 ll'",,,,'liO"~1'''~ n.1"'""....h~,., ."~"' ""OU,~.~., 
"l n.\~1tl u.fl:::m'~fl\.&'tl';i1~ :::u.{~ ~fl91 nm,lJIfllJ ~1 rJll.l'!ltl~"1n ~'!I11~Yl'llJYl,.H~-~l.l6 ~1f1 

9::: b~{~~ flVS'LI\.&~~'L1 L,,"'1 n"'l:::l111"Iiru.~ tflmill~n1:t~fI~1 ,n'LIl"l \.&~l ~ru nql.ld1~ 
, 

:t:::~'LI'" 3 n1n1tlYll~ E-Commerce 

L~'tl'tl~~n1:t~l"\ 1 fltJ1 n"'l:::rl1'JL;r1~~:tn9~'" 1~1J 11.J '!I')tJ"Iltl~lJ\.&~\.&L Yl'tl f~ illJl b'lntltl1 n1~ 

~ n.l~-;'l.l ~;j~11.J ri 'tl \.&~"'I:::~ ~~1f1;~ 'tl ~'LI\.& Yll~~ fI 'J~ 'iltl ~ E-Commerce LL~';i ') Ii n.\"'I:::Utl~L Yl 'tl fLi1lJ1 ~~ 

el')l.l '1:::ilJ1\.&jill '111 L~ tJ1n~ tlJl tJ l.l fI~ ';i '),r\.&dj \.&1.1. Yl i \.& ~ "'I::: lKtl ~ ~ llJl1l.l ~~1Jl1i n.lIi"'1:::'\fI ~ f';i1~ ot''tl ';i fl 
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'tl:::h~~ tJ') nlJ I'JN ,.;;~ ~ 'I.h'::: UlYl~'1n ~ '\-11'm.i1fl1n ~~ I'J N~~l t.lii1J.~ Yltl f~ iltJI ~~ t\') U1 'I U. ~::: ri ~ 'IJ~ ~ OJ 

9:::li~i'lH"'1~LJlfl1f(JI\·1;t1~i).Jft>3~'IJ.~1 ~'l~PJN"l::'!l1P111Jltlfil~t1'1::;tltlu.fl::::n'l:::tl,)1J.nl'1tJil'l1 

11 E-Com merce fl1'1'111tJtJ~ n'll1J1P11\'1 ql9::::If'l:::lJtJ~itJ,t11Jl -Unl '1tJ"1\n'lnl 'I 

'111tJ'tltl1J.lfl-I ;'l;;t1'liJnl'1fl'l'l1J.~'l ~U'l:::~'tl'liltJ'tlP1'ltJ~~'l~ ~t11 \111 n111 \'11 nf'J N 

!r~hj'YiitllJ~"'::;~lJ ~ Yll,xrlUfl1'1';l E-Commerce '!I'Ull11,!\! f'J n.lIi6'H'lllJ 11[1 

ih bel Uti ~1J.~1 LLfl ::::u'ifl1'1 'i:~ tJ n1 '1L~ t1lJl'ifll;tJ u. '\:tii ,Wl '1~1 ii LYltl fL'ill'l ~'IJ 1 

lli'lfl [11'1 ~ 't!u "ltn L;I tJ1J.\'1~ltJ j1111J.~L ;t1lJ lJitl L~ UL'II ~'llfJ 'l1Jl1J.~'tl'l L;11 ritJL~tJ lenlJi''II'el'l 

~l,rnihnf \'1-;f1"l1'tl'l~T\J,'111tJ\'1,r'latlllt.nP1t\1qj L"lIt.I Amazon,com ,.,1'f1 800­

CEO~READ 

..J. ."..,..l J'.. I'" ..." ...
B.	 l"I')\JYltIi'il-1 'Il'tl'lJ'1'HJI\I.~'\J,'1::::P1tJ·MlllJ1J PIIti rn'l \'1fl1'1tJ'Ifl1'1~n"11J11lH'J~1"'N 

'IJ'YIi"I'lllJ~~f1'l Customer Relationship Management Primer 'II'E1'l David Sims 

lu crmguru .com 1~1i ~1 "IiIIU~~(JI LJI'fl'll'fllfuin 11'Y11~ ~U~'YI'fl fdl" 'II'fl~ "J OJ 

"~,,~,,",zl~.",,~1u,"~,,, ""n.1J'Jio.1I\~",u.z.".,',,I~ "fle S,ms ri 
..,	 0 .., -; ... Ii" .. '.1··.. .!'..1
'fl1~P11'J~'II'fl~~1I1tJU.'fl'YiflLIiII'1IU'YI1~'flUL'YI'fl LU'l11tl~U~')1 "lJ 1:-L(JIun 1iII'fl \'In 1"l1 'YI 

Lol'1J'n1ffi""I.,r,.Lol',ofl1,",,'i1JI,'; "~"~,eLol',o.",",,,,rn,",,,",~,,," 

~ "'~1~1'O ""n1l'tJ'n1"I1n""m,ii,,,~"f, ii.lililo.;;ii,,"Iud 
~O" '" -	 ... .... .., I - O"....I..J .!' 

- b'tinL'flU"'U (Search Engine) Ml ~P11fl~~~Jn11P1U,.n UflUL'YIfl1LU'l 'YI11')tJ\'lnI"l1'11f1~ 

"I 0..1.., ..I~.., ... ,.... ..I.., I~" • 
''In.l ~ Un1n11P111J1'flU'YIlJIfI~n11 \11'Y1 "~'II'fl~'II!I\lfl ~~fl:;'l(JIlJlflnUu.t.lUn'YI~ntJIfl~ ll'lfltJ1~1')(JIL1'l 

o ..I , ..	 ...t..l -Is-' 
- P11m~'YI~nm~u'fltl 1 \,ufl FAQ (Frequently Asked Question) P1fl'YiU'YIUUL')U 'Ul'YI 

~'"""'"~fl.;" ';1."1J ,~.ori1Jii,~~n""~o" 1.'li~ ,l.~~. 
-	 n11'1hm'\,:lflfl LLutJ,;uihiulP'1 (Live Help) ~ n ~1'11fl~"Jn.lel1 ~11rl"IJ(JI"JtJnU'Yi,rn~1U 

1J'n1'''',,,,z~ri1.,"",,I.,,1••1' Voice Over Internet Protocol (VOIP) I. 
_ "Ji IO"..,~ - .. ..,

n11"(JI1JI1~n11i~'IIflLLUUflflU ~U ~ n 1i111UU"'~f11~11rll'l ~ 1'l1 ~P1,)1~jlIIU~U1'11fl~n 11 

... Ji I'~ J •• I" " • . J ,.
¥'l~'IIfl'llfl~'Yi')m'll1 ~t"I')tJ1::tJU~1U'YIPln.l"'P'I'YI1'.l ~(JIm\'1'Yi1::: L'1I'U~l1ItJ'lntJ'YI	 ~~ ,	 Federal Express 

\'l n ~1LJ\1'l'" 1'1 flU n111l~";fl ~ 'IIfl ~ 'IU'"1n ~U~ 'YI flf~ iltJI1~ 
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Nazan Fathy \~l;ltJ'lJtJVlP,,)l2-J~~-3 E-Commerce: All About Customer Relationship 

Management ~11u W'N'N.s~OH;om (L).,J'I:!1[J'\J 1999) l@l[Jnih,)~l "tlVlfl,U''fI'lf1'i:i'tJ1n1j 

tltlulflWl'fln') jlJl 'fl 1.1 ~ \ltl1 ~ n~1'fl th..:] fl ~1 Lrl1.J'el LLfl ~'fl f.h..:] ~ ~ rwll"t'iWI [J 'fl1 pftJ-D 'f)'3 \'I119'i11 1 hj~ 1 

'"\t:LtlU ~-L1.Ji'f lV1:i't1t'l'li \lffi n1j\'l'IJVI\l1'flt1\~lfl'l1" 

lYI-J'tJ ~;1tJ\I"'[ijJ ,1!bnmii 'lh'~;)UVlfl'1 ,'h.n t1"'lltJ ~jn"'LLfl::;I'I'lJl'IJ~l'IiiVLlJl'flf~il", (2543 

\l,j,10) nfh,)~1 ~:i'ii'"l~~'Ii1')n:i't1'3f)11t'lfll~"'::;1lU::: ~ LLfl::;frl'l:!1~njl,'l~')[J\l~nn11tJi'fllt1d 

iil'l'J1J.J ~ '11",~iPI L"''IJ~1 Vi ~ ~ n:mJ'IItl1~n jl,'1 ~L"i fl:::n [J U.fl ::;-D,) fJ n\lfl111~ i'l n')h1~ 

• ,_ ... oJ" _ .,-.r • r • " •
fl'\.ltJ fltt"" III 'J,1 fl YW'r'j 'IJ31U (I nfrastructu re) 'VI ~1 ~fl '1JJ lJ{)~ 2-J Y1\1D"lIfl'l iJn p, '1 ~ ')\1'41'1 f"I fl ntJ 

nl","1.""" "."no"'"',~'li.'."~l~"L!JL' 
- n11LLfl mu~ tJ 1Jfl17flVLVI ~ 'II 'fl 'l ~ n~') ~ fl ::;\J~ i 1.J";\.I tf~ Lii"'~v,r1.... 1.J ~ III [J1UIJ.fl::;1:::,d11 

fFlj{n11~l\1f11~1[J f11:i'lJlfl1P1 LLfl:::n1'11,,"U7n1'1 

~ 1J;~, ,!J1j"~,;"fl'.'~ n;;1L"":;j, in~. ~1J" ~"3''''.' 1!J,hM~ n., 

- ~~~1nfl~~€n1'1'1~n11~fl1~~fl~~~~~1~n1'11,,"uln1~~1~~1~~11~'~u,~~~n~1 

~~fJ1,"'1 ~fl~t11" fl;tl1')~ ...~@ltJ~~n~~~,jn1'11Jl~11'1 (2545 W~1 50) n~1')~~u ....{tJ 

LL,"~",)11.J~1Lhll~~ CRM ~1 in'l:!N::;I'I~~1'1fJ~UUL~L~fJ~'ilt1fifJ1pffJ~ iln1'1~nij~'1 'Lnn1.J~~~ 

1n~u1~Ll1 n"::;L~~bti'1LLri11~'1fJ,~~-ii1~'J~~q;t1!.h~LiI~n~L~~nlJ~nA'1 'tin~1tJ~~~fl1~1'1~ 

.... 1'I~1~ n~1'1 nl'l~ 1~ m ~ lti~~Pl111.J ~~"'l11 ~') mL~::;'li.1 ~~~{ ~""1 il~~11.J11 ~ '')tJlJ;n1'1''~ 

1l~~ 1"tJ~11J~tN LoD1 .... ifn~" '1 (Course) l1n~lJ'11.J L.... i1~~'"'I!m1~h~rl ~l'l') nf~ u1"jltf~ t~il b'1\l 

I~~ 1~ ~~1 H~1tJ-ii1'1::;n~~e~i~L~~~ ~fl~L~~~ nA'1niu1.J1t.... 1J nilm'1m~1ti~~jIt,)11.JVi~,"~ 1" 

t~n '1 '11oDil~A11~" f~rit1\l Lb~\l~ m.... ~~"1 nm '1~ nij~'1nu~n~1~ ::;tlb~~"~1iln (Sense) ~ilJ 

~~ l'l n\l~1 ~.1~lJi~irtJu11·rn.j t't! ....1t11~fum '111n~u'11.J LiI\l~ LP!!!1.J1 n~11.JLL~i rh~.... ~~~~ d') fJ 

Lfl;).Jt~m'1~1 CRM tI'1:::ftlJ fil,)11.J~1i.;~ lPi" ~~L'11rl1).J1Hlft;tI LiI\lu,,{m~,"~jlt111.J~1~7"t~m'1 

U1.... 111).J~\l1l111'"nU~n~1il~~ 5 tI'1::;n1'1~~ 



•• 

13 

1.	 ~j'l~P,'J1~i~.,r'U~wjj~u.n7~7::~~1~~;;1 ~Y'j1~~~1~::~11"'n1:i'Pi~tJifl n1:i'~iiP1 n1:i' 

." - o~ ~ 
~"l'&t~ ~~~:::n1'l1J:i'n1:i':i"JI'Hn'\I ~~~:::tl::C'l'Jn,l'\.l 

2.	 Y''I!n,n'U~~~[j'J;;f1~'l nP,\liB't1~~~\l mlf1~LL~'Llih~1~itJn1:i''';1 CRM ";1t~·b..idi ~ Pl'"l1 ~ 

eJl'l" fi1 ~ 1\\n '"1 '1~ riI!1ifl ~~~ ::;i\1 ~11Clll h~ P'I'J 12J ilJ";'Ll€riu ~ n~11~Eth ~ ~ n~tl ~ LL~::: 

m~" "~~ ,,,,""~n,l,'",",i1"~;lJ;r.~.".",,••,,1, 
3,	 LPI;€I~ijfl'lltH CRM ~f1 \1n~1 bU'i:::Vi,rm1\l~Li:J'lJij~'1 ",rn~1'Lm~:::~~~~f1n'l..l~n~1 

t.il tJ tJI '1~ U.~::;"1:;L tJ 'Ll1l'J'Ll~ 1A''1l~ ~ n~1"1::U '1::Lij \l~ 7!J 

4.	 ~~." 1'1::'l..ItJ L'flVi '"1:: 1l'J'U~H' LLfi::10K1J '1::LtJ"ll-I~ 1n11tJ ~ 1 'L.\~ r.iPI";1 

5.	 hJ~1~ihl~fl~1-Drifi High-tech t11 low-tech lfL~ ~'1!H~~~fiY\1,m1:n~'Ll n1'1'l..I'i\l,'1 
•	 1 1.1- - ." •• 1 1 ••

LL~::n1'1Iilj~n1'1 l...jP'lfnn'1 1Jn1'1 !J1J~~1'Ll'1(aJt1~n1H'llll'l'1fl~2Jtmfi::TYlP'l 'Ll fitJ." 

L~!J'"lifl~ ~11J~1dJ'LlCJlfl~n11$11~in~,J1 ~1 m'V\"" L'LlL~~fi'1nllJl1 1 nri"tl12J1 '1Cll-K n1'1 

1,·

Kristin Anderson & Carol Kerr, CRM mnrhn1~n~'lif.!nYtf (2545, ~~1 28) 

, •.• -" '. '1· %1·... ~ ~ - , •f1~I'1t1 ~lJ'iIj ..HJ'(tPl'JllJ til~~'Iilj"j]f1~ CRM '11 \.l'!lN::Ylf'l'JllJl.'l~ IiljYl'1l~~"'t\.lblJ·\.w'JIfl ~ 'Vl~~f)!Jl~l'l
• 

,.- • '0 ••.• - '" '0.. 1.1 • - 1 1·.:s~~mJ'Vl~~'IIf1~ CRM LLIJm!J~lJlJliljlilj!J\1f'1'11lJtilL7"1f)t.l1 f)n~~I!J 7::m7"'f'I'17'Vlliljl1tul l'l!J t.I"'\l 

, .• - ., _. 1 • - "'1.1 ' • "	 1' ­
~11"1::~t.I\.lb~'t'n:: 5 lJ"lj"l!JYl~IPlq)Ylf'jl'l l'l!JtJ1't!tYlYl 7~~tJf'I'JllJtil~1"h\.lm7"'1 CRM "I::: ~1tJ 

tJfWl'f1tJ~~ Ylt.l"llf1m1~~'lt.l 't\.l!il'ln~~~ LL~::Iilj~iiit' n't!ttu::~Pli\'I!J 1 nt.llit~~ 

1.	 iln1"'JlJi:iflnufl,hu,jJJLL;~1.1.Jnl,fil~01.Jn"~Vl6 CRM 

~~~ f1 fi 1 'J u.a'J11 n11~1 ~ ilt.lf111~It.1 CRM Iilj ::~f1~";1 1'J lJrit.l't\.lll n el 'Jt.I'!IfI~f1~ ~f111 

'-llJl !J~~ fl tuU.~::~'l..I1"'11'VJ n1 P'lt.I"It:~'fI~i'JlJ~f1 nt.l t.il~1 n'Vl'J n~turilfl ~f)~'t \.l"ll'1~ P1\.l 1 "il'fl~ 

, > • .:s i1 ... '1.1	 1.1­0.'m:n71 CRM ~~l'1'Jfl::n l'I'fIt.I\.lLL~fl::~ t.I~'Jfl1Ylf'l'J'1Iilj::\.l1 1::~lJIt.1~7'f1~m1YlI CRM 2Jl 1::'J;IlJn\.l 

11J1!J9i'fl,uilC'ltt;fjftJ'"~Ml)J~f1~m1 CRM '!I€I~LL~t.ln~1~ 1 ~tu'fll"'t'VltJ~1 P'I'112J~f1~nl1"j]'fI~PIltu 

u.~::Pl\.l~\.l1 'fI1"I;'" u.tJ~ nt.l,j'l~ ~~~ll nPlt.l911 ~ niii."fi~"I ::~\.liTt.I t t.lPl'JllJ ~'fI~ m7~~'fI 't,ntn'l.!~~ 

, l' ,.,. • "1.1. • ... • •
~1n CRM "'1 "'P'I'11lJ1'JlJ2JfI ~\.lfl~Pln11"lfl~~tu~~tJ ~ \.l~~~fl::fllfl~'JtilYlIilj~f1~tJlJ1fhl~ 

P'I'JllJ1'1lJii'fl ~mi1J"l1 m~~t.ln~1h::ti'l..lPl'11lJ~1 ~~~~~lJlt\.lnl:rol CRM u.fl:::tJ'fInt "''Vl'Jm''lll~1 
., 1 • , , • - , , > 1 ' l'

~tu'llWlllJ \.l~fl ~1t.1"lfl~'Vl"m~"ill ~ 'Vl!J~ ~C'l ~~fl:::"'ltu'Vl1f1)JYl"I:::tHi'l..lltJ ~ '-l'Vl'J m "ill ~ '111 1ilj'11 ~ tulilj::: 'lI 



14 

2. ",rn~1'U,!nn:,r\JLLa::,!n LL~\Jn Li1'1.liill!'Il'6C,,,run1J'I.l CRM il!l14 ijn .t'il4 

",rnm.l,h"'~'li,.!J5lJ.m"T.lJlJ CRM 'lI..h,~nii., ,~."on,,".~h"'";.~.',~ 
'il:::rI1fl~~n1J u.~titl~~t!l.li1~'Jl~ ~1 ~'lJ'tlth J11 l'I'J n~,1'il ::~~'tlJ\dLLfI:;H'JT~1",1'LIn1 ~l.-t';'tl\j ~ 

..I",,, ,~ .. " ... ~ 
CRM ~1J'fll'Jllltl\lm "'~l'Ll'Ll~mm.J~ltl[Jl~ ~1 u.i'l:::~ l'Itltl::: b~ 

... - .... "l..!':.t:.......... ....
3. LFl,il4JJil CRM lJIil4\1f::Jl'ln ~"D"4n'lJ,.n.m.nULL'Il:t:~nfitl 

~~i'tl~~ 'tl CRM ~';I ~"t :::(iftl~llJli'Llfi~'fl'M'I~'fl~L ;hnu ~1 ~:aJ1Ju.a:::flllJ17r;),jl~1l.l1~tl [h ~ 

~1Ji'Ll~~"l~',h~,,:a ul.ll,jl~ W![Jn17-w'H~h l1J Liltub'Ll\l~~lItl~ m 71J~n17 ~,h"Jll.l~h~~l'Ll~~lJI 

'Ell\l1711J1iLL\l~"'~~ 1~tltlnu.1J1J1:::1J1JM'lJlii1~lJItlf~1[JLlJ~,.,,j1"'flf11"~1,.,i1JlJItl1J;;lmlJu.fI::: 

fuM llJ;; ~ Lih~"ll 'tN ~ nF11." 1~ t'r11~"yi1\ml1'tl 'flnU,UtHdtl ~ ;r1.\\~n'I \1l.l ~ Htj'I Ltl,."Jl.... tl ~~."1[J 

til:::1\1Yi~m1'Llm1.J ~~ ~fl LLi'l:::;;'tl~ u.~~-nl.l\l'Lbml'1.mimlfl1.\\flfl nu.'IJ1JL~tJ 1.,.,1J LYi11:::'h nl1 

.. , , " - ,,0 .. , ./, , .., 
m lJ"'~l,m'n ~~~::::~l..J'Un~~"lll~lJ1nn';l1 ~ "ll'Ll f'llfil~"''Jl "PlN"lItltl:::: ~," LLa:::: .. ~." ~"'Il n." b\l'Ll" 

... . ... ... ,........ . ..... °
 
~ ~.., .." 

LLfl:::: "~~'J~~[Jntl~"N"lItltl:::: ~1" 'Ll'LlM~Iij::::"'llJl~ ~~lJllJltl'Ll~~~lJl'Ll ! 
• .. '.Y • •• ... 

4. 'M8411"'l"".'lI"~.Yl~na~ ~•• ''II'l1il~.''l''".Yl~''''M84"'' 

m~''Jl~f'l~~ijtl CRM ~llJ1~Cl~"'I::;tltln 71[J~1'Ll\~ LLlJln m~\'1lJl [J Pl'JllJ'JliT'Llf'l'J ~Iiil::::tl tl n1'!J 

,~",r,"", ,.'''ii."nolJ'!J~n.~.fi CRM .",~",iin "f""~o';1i.~.'''''lJlJ~~",,.1i,;, 1 

b~a ::::I.~ t.i~ iI'Ll'tl )J~,r'Lln1J ~ lJ"lItl~ fJ N 

5. il,hli~ YlAt "t.iiYl'lILYlA 1U'~illfi-i,YlAiI'I.'II'lM,'Il~il"n" 

~1Jl,;''t'1 Harley Davidson utlmijtl~ Milwaukee 1\l''I~~~'tl'LliTnlij::;~t1,,'!J1::::~~\l~n1Jl'Ll 

1\l 'lhltl~h~~l'Ll~~tlf1J ~1tJ~lJ[Jl~~~'Ll L"lIPlh[J~m'LTI~ '!J~:::~";11 ~;~ l1J-rl~'IJ ~::::tl-tMtl ~~~~ 

\l fl (;l ~ 'llJl~'J[J ~)J~tl-t\ll"'l-tLLm "lI~~ t1u1'IJ1~ \l if-tr.nn Cln ~~[J-tn'Lll 'Ll~l'Llu'Jn LLfl:::fl1J'tl~nl ~ 

btl ~ 'IJ ~:::: ~ ~ ~tJ -t f'l1-t ~~ [J 'J \l1tltI~ iT'Ll~~ mr~ \'1 ~ ~ ~ fl [J LL fl::;LL ft'J Vi 'Jm,1ri VitJn tJ."1~ bl.li~ ~ 1[J ~ 1 [J 

,run;;tl ~~tl~~~j(~;;'Llb'llJl"U.,r'l~~'J ~~~::;~71l1Jl'IJ~~ntJiT'Ll iTurh::;b;\ln i1\'tJtltln \'!J ~tl~ ~ ~~ ~ 

tll"'btl'LlVi'Jn"iltltJlJtlb~tlfl"ll~ Haney nL~ ~blJl~'LlrihhPl!ltl~~~[JlJ"lIlJ'Lll'Ll1 

tl~j(nl~'lJ1::::fQ1J f'l'JllJ~l~;liill'Llm,l~ CRM 1Tn"'l:::lJtl~\ll"'l~tltln~tl~~~"l 1 ~q l'l1'Llnl ~ 

,".il"n.~.fiCRM t!" "",.M'II"".lJlJt.1,.",.,11".""lJ ~~t,n ,.>1'",,,~!J ..'.fim" 
_, ,_,,_, .' ,./ "0"" 

tllliil"'::::~mln1~ ~"ll~"'Pl ~'Ll~fltJ bIH't'1Pl LLrl'J1u11tJ 'Lll~1Jtl ~~ Vi~LL~:::tJ1n","'::;"'l1 U'ltltJ1~~~1~fQ~'fl 
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.".,"'. ~1.""" "a:.",: 12540,ml11I \~~n>t1Li", "an,:",,,",,".I,,la;J,,. 

~:::u'IJ~1'nn111YltJ ~[ji1'~~~\UJltJ~~fJ~m;1'lln11,jl~YIP, L'lJlati il )jul~":)'J11i,r'lJi1f.Jfltl::: h!1itl 

WinJBU"ii"1 'lJ'n!l 'l ;)111"l1 n1 n~a::: lJi tl ~ 'lJ.';I tJ ~ 1\l11"ll n11U1'l "1n "lI n1 n~ fl :::1::: 'U tJ 11"lIn17~ :::iftl ~ 

!J;~ . '••1'h:;":a1~1'"HL".1"la;Ja,,"\~~\"""'~L il,,!J ,:1",,,,,.!J,:,"'"ii\'~1 n 
;;~ ~ L~tJ1fiil'l ~~tJtJrltl tJ m lJltJ1T'l,"'\.htJ~l 'IJ.'l1"ll n17~~fi:::i:J1 tll ,"n'"l ~~ tlfltltHl1lJ fII';Il2J ~ ~\l 

L~tJ';IritJ~fin 7:::Yl'U'!I'll'l LVI PI L'lJLa~rl2TtJl ,").i~iilJitlnl1tJn1Ni'l1'l.1 ~tJ 1~ ri1,"'lJ~ 1~~ffltlU ;)fl-HU'lJ 

q~1~1":'~ 7;,,\!J LLa:iI!J,:ft~n1,,,,1,,n1,~1~1N1,,,".I,,la;ja"""~~\~1l""n11 3U 
n1'1~1~ il'lJn1 '1'1 ( mL1J~tlfl m 11 \I, 5 il';l\!, 1) ~1 1';1'"1" 111J ;\tl'l nl1"llfl'l ~U1,"111::;~tJ 7 ~ 'lJ1U"llfl'l 

, ~ ...... .1 .. .I..l"" ... ... .. 
mJ<J [J 'l1 \l 'i"1"l1 n 11~ fl::; 7.:) '1 rll '" n", 2) n 1 1u 'j":::'YJ 1-1 L~ tl L~a m u iii [J tl VI P'l t.l::;'!l tl 'l ~ 'U, ,"15' ~ t.l tJ 

"tl)J Yi ') LJl!l f"ll 'll 'l '" '\.11 tJ 'l1 'lJ11"l1 n1 l' 1~ [J ~ 1."1 tJ 1:::' 2J nq).J u. Tn ~ 1:1 'lJ~ ~ tJ ,::::rlU n 1 TN'"\I'll 'lJ 

- '.' ",...., "" --, ..."f)lJ1'l'J~lJItl'i'1.J'i'::::2Jlr;u 20 u Lba::::ntpJYlrlfFlu1::::",nN 10 lJ 3) ~lJl.ln1~')",mll~~l:W11Yi~Yitll"ln't!"1 

'-l~m':':"1J,tI~n11il1l'1tllJ~,)~iJltlf2JlHflth~~r,n:.:~n 4) n111~tJfJ'\.!,11'11J1L~mVll'lill'l~~~ ...htJ L~t/ 

~fltln n~2J~..n1'\.!,1'1l ~1l.lL VI 1'1Ll.lLa~el1~~'\.!,~ VlPl"1n,t')iJ~~~ VlI'I~1l.l,)'\.!, 40 1'Il.l2Jl1"'1'I,)1'J.J~P'I~ ~l.l 5) 

.," 1 - - ,; \" ~., < -" ~ ~ ...
el'1.J'!ItlL~l.ltl u.l.l~ ~tJI'IN~~.P't/ "II ~. ~tl1" tJ lJ ~:':el1Jn1 ~N'tl~~,)~l.l1I'1N~'I:I~L 1.J'Ljm·'llJn1~u.a:.:VI 

tf1n't!"11\.1-31'\.!,'Ilfl~n~:.:'t1~,)~LJh~ 1 ~n,f~ti~~1'\.!,~1'\.!,~1\.1n1~1J1~1~l'IfJ'J.J~,)~i1f1f'J.Jl'\.!,1\.1n~1 30 n 
'-l a n 1 ~1(t/Yi U11 1) n 11,J1 ~"PIL'\.!,La ~ el,rt/1~1J L,)\.I ~ VI 1'1 L\.I L~ ~ ~1 ~~ '\.!,~" funH'vl11\\n1 ~ 
.,__ _., ,..r • ".,__ \" .. 
1.J,D1JlJl~1\.1~111n1 ~1JlJ ~~~"fifl1Yi'J.J1 n,\.I '\.!,~~ ~ f.Ja n ~:':Vl1Jtl\.l 1~1'J.J1~Clal'l"1l.l')'\.!,~1.J!l1JiI~1

~tl1'ii ~Nfl1Yi"Mn1~iJn1J"i~1\.1~;\.I ~n~n1~";-~'\.!,1~1'\.!,iJ~:.:~n~~1J 1 u.a~Liil'ln1~ 

th:::~1 \.I~1 \.I 1:.:w;h~ ~'\.i,)tJ~ 1 \.l11~ n 1 ~'J.J1 n;\.I 2) n 1 ~il1l'1tl 'J.J;j ') ~lJl tlf'J.J 11iij f.J ~ n~::;" u ~ tI 

!J,:."fim"I"n1ru~~"iin1";' 3In11lh""1"la;j~""a ""~1 HI"~tiO",",,,",n",~"Ill" 
_,__' ... ".r .," • ..r 

n1nJ!J1J i1~ 1\.1'1ltl ~~\.I')t/~1 '\.!,~111 n11"1:': •'1J 1:':1J1J '!Itl3Ja 'J.J 1n 'Il \.I Vl1.~ n1 ~Vl1 ~1l.lel :::P'I') n1')P'I L~') 'Il \.I 

~'\.i ,)tJ ~1 \.I ~111 n11~ 1 ~ i1\.1J1t1 ~ H'~:::1J 1J ~1'I1fJ'IhtJ 1'1 tI 'J.J ~') LiJI fl f'J.J1 n;\6 th:':"lI1"ll \.Il~ f1J 1J1n1 '1 

", .r 
Vl1-3~1\.1"1~ 1 'J.J1n'll'\.!, 


