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Content 

Goal for today’s topic: 
 

• Customer Relationship Management (CRM) overview 
• To get clear understanding of the specifics of 
Customer Relationship Management aim, importance 
• To overview the specific structure of CRM 
• To overview examples clarifying the structure of 
CRM  
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Customer Relationship 
Management Course - 

Introduction 

1. What is CRM? 
2. Where is the place of CRM in a company? 
3. Who is responsible for CRM? 
4. The importance of CRM. 
5. CRM Structure, types and functions of CRM. 
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What is CRM? 

Definition: 
Customer Relationship Management (CRM) 
refers to practices, strategies and technologies 
for managing all company’s relationships and 
interactions with the current and potential 
customers. This helps companies to improve 
their profitability. 
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CRM Importance 

86% of the customers say that the 
experience in purchase process is the of 

highest importance. 
 

   Research by Microsoft  



© Dr. Sia Valentinova                                         
“Customer Relationship Management" Course,  
MAMK University of Applied Sciences, Finland 

What is CRM 

“From Customer Service to CRM…” 
Definition: 

Customer Relationship Management 
(CRM) is a term that refers to practices, 

strategies and technologies that 
companies use to support, manage and 
analyze customer interactions and data 

throughout the customer lifecycle. 
 

"The purpose of business is to create and keep 
a customer", Peter Drucker 
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What are the objectives of 
CRM 

The goals of CRM are: 
1) improving business relationships with 

customers 
2) assisting in customer retention and  
3) driving sales growth 
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The Three Basic Goals of CRM 

Basic Goals: 
 

1) Get customers -  
Customer attraction 
 

2) Keep customers -  
Customer retention 
 

3)  Grow customers -  
Customer expansion 

http://www.successwithcrm.com/blog/bid/77499/Three-Pillars-of-Business-

Success-with-CRM 
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The Three Basic Goals of CRM 

http://www.successwithcrm.com/blog/bid/77499/Three-Pillars-of-Business-

Success-with-CRM 
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Where is the place of CRM in a 
company? 

Structure: 
Customer relationship management is usually a 

part of Sales and/or Marketing department. 
Sometimes companies create a specific CRM 

Service department, but sometimes companies 
go further and embed it in company’s entire 
organisation – from HR to customer services 

and supply-chain management.  
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CRM Structure 

http://jisc.cetis.ac.uk/crm-tools/what-is-crm.html 



© Dr. Sia Valentinova                                         
“Customer Relationship Management" Course,  
MAMK University of Applied Sciences, Finland 

Traditional Structure 

http://jisc.cetis.ac.uk/crm-tools/what-is-crm.html 
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Traditional Structure 

http://jisc.cetis.ac.uk/crm-tools/what-is-crm.html 
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CRM Importance 

Customer Relationship Management (CRM) 
helps companies increase the amount of sales, 
by offering the most appropriate deal for each 

client.  
 

CRM allows companies to meet customer 
needs by offering practices, tools, software and 
techniques for organising data and information 
and allowing on-time analysis and respond to 

customers’ questions, needs and desires. 
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Questions 

How can we track what percentage of all our 
potential customer become our real customers? 
 
How can we increase effectively the percent of 
real customers we win? 
 
What information would we need for that? 
 
What does the workflow in CRM looks like? 
 
What is a lead? 

 

Discussion 
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Customer Service + Terms in 
Operational CRM 

Before + During + After Purchase 

Marketing 
and 

Sales 

Sales Service and Support 
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Overview on CRM Processes 

http://achievelinksg.com/what-is-crm/ 
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Customer Relationships 
Management Process  

http://www.monread.com/crm/zoho-cloud-crm/zoho-crm-sign-up/ 
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Customer Relationship 
Management - Types of CRM 

Operational CRM 
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Customer Relationship 
Management – Types of CRM 

Analytical CRM 
Operational CRM 
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Customer Relationship 
Management – Types of CRM 

Collaborative CRM 
Analytical CRM 
Operational CRM 
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What Customer-connected 
activities do we perform at 
each stage of the process? 

Operational CRM 
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Q&A Time 
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Thank you!  
Благодаря! (in Bulgarian) 


