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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 

Which CRM goal is Most important according to you?  
(discussion) http://www.successwithcrm.com/blog/bid/77499/Three-Pillars-of-Business-

Success-with-CRM 
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Question (team work) 

Divide the class into six teams, each 
identifying practical examples for the 
three basic goals of CRM: 
Get customers 
Keep customers  
Grow customers 
Team 1 and 4 : Mobile operator company 
Team 2 and 5: Banks 
Team 3 and 6: Supermarkets 

Time: 10-15 minutes 
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New vs. Old Customers 

Attracting Old customers to make a 
purchase from your company is 1/6-1/7 

of the cost of attracting a new customer. 

http://ziftsolutions.com/blog/2015/07/high-performance-
channel-marketing-secret-4-provide-campaigns-to-existing-base/ 
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Customer Acquisition vs. 
Customer Retention 

All - Customer Acquisition, Customer 
Retention and Growth Customer Sales are 

necessary for a company for develop 
successfully! 



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

Additional CRM Terms 

A few more definitions: 
• Customer Service 
• Customer Intelligence 
• CRM Software Solutions 
• Electronic CRM (e-CRM) 
• xRM – Extended CRM (CRM Software) 
 
*Note: Different CRM Software Solutions use slightly 
different terms. For this reason an overview of the 
Glossary of Terms is recommended before start 
working with specific CRM Software Solution. 
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Customer Intelligence 

A few more definitions: 
• Customer Service 
• Customer Intelligence 
• CRM Software Solutions 
• Electronic CRM (e-CRM) 
• xRM – Extended CRM (CRM Software) 
 
*Note: Different CRM Software Solutions use slightly 
different terms. For this reason an overview of the 
Glossary of Terms is recommended before start 
working with specific CRM Software Solution. 
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Customer service elements 
Definition: The provision of service to 

customers before, during and after purchase. 
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Customer Intelligence 

Definition: 
Customer Intelligence is the process of 

gathering and analyzing information 
regarding customers; their details and 

their activities, in order to build deeper 
and more effective customer 

relationships and improve strategic 
decision making 
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Customer Intelligence 

Customer Intelligence goal is: 
1) to obtain information about customers' 

existing and future needs 
2) to understand how they reach decisions 

and  
3) to make predictions about their future 

behavior. 
 

Q: What is the connection between Customer 
Intelligence and Customer Relationship 

Management according to you? 
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Customer Intelligence 

Q: What is the connection between Customer 
Intelligence and Customer Relationships 

Management according to you? 
 

Customer Intelligence is used in Customer 
Relationship Management with the goal to 

manage and analyze customer interactions and 
data throughout the customer lifecycle, with the 

goal of improving business relationships with 
customers, assisting in customer retention and 

driving sales growth.   
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Need of CRM and CRM IT Systems - 
Complexity of Channels Used in 

Customer Relationship Management  
 

http://www.crmsearch.com/cx.php 
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Cross-Channel Support in 
Customer Relationship 

Management  
 

http://www.crmsearch.com/cx.php 
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Questions (Team work) 
Divide the class into six teams, each 
identifying as many as possible practical 
examples of Customer Service elements 
from the three basic stages: before, 
during and after purchase. 
Team 1,3,5 – Musical Instrument Retailer shop 
Team 2,4,6 – Audio and Video technology 
Retailer shop 

Time: 10-15 minutes 
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The Importance of a Good 
Customer Service  

Harvard Business Review Research – 
Video The Explainer Series: 
 
https://hbr.org/video/4715266385001/t
he-8-types-of-salespeople 
 
*Pay Attention on the Importance of 
Customer Interaction for a successful Sale 
 

https://hbr.org/video/4715266385001/the-8-types-of-salespeople
https://hbr.org/video/4715266385001/the-8-types-of-salespeople
https://hbr.org/video/4715266385001/the-8-types-of-salespeople
https://hbr.org/video/4715266385001/the-8-types-of-salespeople
https://hbr.org/video/4715266385001/the-8-types-of-salespeople
https://hbr.org/video/4715266385001/the-8-types-of-salespeople
https://hbr.org/video/4715266385001/the-8-types-of-salespeople
https://hbr.org/video/4715266385001/the-8-types-of-salespeople
https://hbr.org/video/4715266385001/the-8-types-of-salespeople
https://hbr.org/video/4715266385001/the-8-types-of-salespeople
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The Importance of CRM 

More videos from  
Harvard Business Review Research in  

The Explainer Series: 
 
https://hbr.org/video/?bcpid=2072970314001
&bckey=AQ~~,AAAB4mHtenE~,_rixfzbq5sX3kY
RD-76PJa-Z8t5PlMpq&bctid=4715266385001 

 

https://hbr.org/video/?bcpid=2072970314001&bckey=AQ~~,AAAB4mHtenE~,_rixfzbq5sX3kYRD-76PJa-Z8t5PlMpq&bctid=4715266385001
https://hbr.org/video/?bcpid=2072970314001&bckey=AQ~~,AAAB4mHtenE~,_rixfzbq5sX3kYRD-76PJa-Z8t5PlMpq&bctid=4715266385001
https://hbr.org/video/?bcpid=2072970314001&bckey=AQ~~,AAAB4mHtenE~,_rixfzbq5sX3kYRD-76PJa-Z8t5PlMpq&bctid=4715266385001
https://hbr.org/video/?bcpid=2072970314001&bckey=AQ~~,AAAB4mHtenE~,_rixfzbq5sX3kYRD-76PJa-Z8t5PlMpq&bctid=4715266385001
https://hbr.org/video/?bcpid=2072970314001&bckey=AQ~~,AAAB4mHtenE~,_rixfzbq5sX3kYRD-76PJa-Z8t5PlMpq&bctid=4715266385001
https://hbr.org/video/?bcpid=2072970314001&bckey=AQ~~,AAAB4mHtenE~,_rixfzbq5sX3kYRD-76PJa-Z8t5PlMpq&bctid=4715266385001
https://hbr.org/video/?bcpid=2072970314001&bckey=AQ~~,AAAB4mHtenE~,_rixfzbq5sX3kYRD-76PJa-Z8t5PlMpq&bctid=4715266385001


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

 
 
 
 

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


