customer retention management definition

customer retention management definition refers to the strategic approach organizations use to
maintain and enhance long-term relationships with existing customers. It encompasses a variety of
techniques and tools aimed at increasing customer loyalty, reducing churn, and maximizing the
lifetime value of each customer. Effective customer retention management is critical for business
growth since retaining customers is generally more cost-efficient than acquiring new ones. This
concept integrates customer feedback, personalized communication, reward programs, and data
analytics to better understand and meet customer needs. The article will explore the detailed
definition of customer retention management, its importance, key strategies, tools, and metrics used
to measure its success. Understanding these elements offers valuable insights into building
sustainable business practices that foster repeat business and customer satisfaction.
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Understanding Customer Retention Management

Customer retention management involves systematic efforts by companies to keep their existing
customers engaged and satisfied over time. This management process includes identifying
customers’ preferences and behaviors, anticipating their needs, and delivering consistent value to
encourage repeat purchases. At its core, customer retention management focuses on fostering loyalty
through personalized experiences, proactive communication, and resolving issues promptly. It is often
integrated with customer relationship management (CRM) systems but specifically targets the post-
sale phase of the customer lifecycle. By maintaining a strong ongoing connection with customers,
businesses can build trust and enhance brand reputation, which ultimately supports sustained
revenue generation.

Definition and Scope

The term “customer retention management” defines a set of practices aimed at minimizing customer
attrition and maximizing the retention rate. It encompasses activities such as loyalty programs,
customer satisfaction surveys, personalized marketing campaigns, and customer service excellence.
The scope goes beyond just preventing cancellations; it includes nurturing the customer relationship
to encourage upselling, cross-selling, and brand advocacy. This management discipline is critical in
industries where customer lifetime value significantly impacts profitability, such as retail,
telecommunications, and subscription services.



Importance of Customer Retention Management

Effective customer retention management is vital for the financial health and growth of any business.
Retaining customers reduces the costs associated with acquiring new ones, such as marketing and
onboarding expenses. Furthermore, loyal customers tend to spend more over time and are more
likely to recommend the brand to others. This multiplier effect can significantly enhance market
presence and competitive advantage.

Economic Benefits

From an economic perspective, improving customer retention rates by even a small percentage can
lead to substantial increases in profitability. Studies have shown that increasing retention rates by 5%
can boost profits by 25% to 95%. This is because existing customers generally have lower service
costs and higher purchase frequency. Moreover, repeat customers provide valuable data that
businesses can use to refine their products and services.

Brand Loyalty and Customer Experience

Customer retention management plays a crucial role in building brand loyalty and enhancing overall
customer experience. By consistently meeting or exceeding expectations, businesses cultivate
emotional connections with customers. This loyalty not only promotes repeat business but also
mitigates the impact of competitive offers. Companies that prioritize retention tend to have stronger
customer advocacy and higher net promoter scores, indicating satisfied and engaged customers.

Key Strategies for Customer Retention Management

Implementing effective customer retention management requires a combination of strategic
initiatives designed to engage customers continuously. These strategies focus on personalization,
communication, rewards, and service excellence to ensure customers feel valued and understood.

Personalization and Customer Segmentation

Personalization is a cornerstone of successful retention management. By segmenting customers
based on demographics, purchase history, and behavior, companies can tailor their communications
and offers to meet individual needs. Personalized emails, product recommendations, and customized
promotions increase engagement and conversion rates. Customer segmentation allows marketers to
deploy resources efficiently and create targeted campaigns that resonate with specific audience
groups.

Customer Loyalty Programs

Loyalty programs incentivize repeat purchases by rewarding customers for their continued business.
These programs can include points systems, exclusive discounts, early access to products, or special
events. Well-designed loyalty programs not only encourage frequent buying but also foster emotional



attachment to the brand. Transparency, simplicity, and perceived value are key factors that
determine the effectiveness of these programs.

Proactive Customer Service

Providing exceptional customer service is essential for retention. Proactive approaches such as follow-
up calls, feedback requests, and quick resolution of complaints demonstrate that the company values
its customers. Empowering customer service teams with comprehensive information and tools
enables them to deliver personalized and timely support, which enhances customer satisfaction and
loyalty.

Regular Communication and Engagement

Maintaining regular communication with customers through newsletters, updates, and social media
engagement keeps the brand top of mind. Content that educates, entertains, or informs customers
can deepen relationships and encourage ongoing interaction. Consistent communication helps
prevent customer defection by addressing concerns early and reinforcing the brand’s value
proposition.

Tools and Technologies in Customer Retention
Management

The advancement of technology has transformed customer retention management by providing
sophisticated tools that automate and optimize retention efforts. These technologies enable
businesses to gather insights, personalize interactions, and measure outcomes effectively.

Customer Relationship Management (CRM) Systems

CRM platforms are central to retention management as they store comprehensive customer data and
track interactions across multiple channels. These systems facilitate segmentation, campaign
management, and performance analysis. By leveraging CRM data, companies can identify at-risk
customers and deploy targeted retention tactics to prevent churn.

Data Analytics and Predictive Modeling

Data analytics tools analyze customer behavior patterns and predict future actions such as churn risk
or purchase likelihood. Predictive modeling helps businesses proactively address retention challenges
by tailoring interventions to individual customer needs. These insights enable more effective
allocation of marketing and service resources.



Marketing Automation Platforms

Marketing automation software streamlines the delivery of personalized messages and offers based
on customer data and behavior triggers. Automated workflows ensure timely and relevant
communication, which is critical for maintaining engagement. These platforms often integrate with
CRM systems to provide a seamless retention management experience.

Measuring Success in Customer Retention
Management

To evaluate the effectiveness of customer retention management initiatives, organizations rely on a
set of key performance indicators (KPIs) and metrics. Accurate measurement allows for continuous
improvement and alignment with business goals.

Customer Retention Rate

The customer retention rate measures the percentage of customers that a company retains over a
specified period. It is a fundamental metric that indicates the overall success of retention efforts. A
high retention rate suggests strong customer loyalty and satisfaction.

Customer Lifetime Value (CLV)

CLV estimates the total revenue a business can expect from a single customer over the duration of
their relationship. Increasing CLV is often a primary objective of retention management, as it reflects
the profitability of maintaining loyal customers. Strategies that enhance CLV contribute directly to
long-term business sustainability.

Churn Rate

The churn rate quantifies the proportion of customers lost during a given timeframe. Monitoring churn
helps identify retention problems early and assess whether corrective actions are effective. Reducing
churn is a key focus area for retention management teams.

Net Promoter Score (NPS)

NPS gauges customer willingness to recommend a brand to others, serving as an indirect indicator of
retention potential. A high NPS is often correlated with increased customer loyalty and positive word-
of-mouth referrals, both critical for retention success.

1. Customer retention management definition centers on strategies to maintain customer loyalty
and reduce churn.

2. Its importance lies in cost-efficiency, profitability, and brand loyalty enhancement.



3. Key strategies include personalization, loyalty programs, proactive service, and ongoing
communication.

4. Technological tools like CRM systems, analytics, and automation optimize retention efforts.

5. Success is measured through retention rate, lifetime value, churn rate, and net promoter score.

Frequently Asked Questions

What is customer retention management?

Customer retention management refers to the strategies and practices businesses use to keep
existing customers engaged, satisfied, and loyal over time, thereby reducing churn and increasing
long-term profitability.

Why is customer retention management important for
businesses?

Customer retention management is important because retaining existing customers is generally more
cost-effective than acquiring new ones. It helps increase customer lifetime value, boosts revenue, and
fosters brand loyalty.

What are common techniques used in customer retention
management?

Common techniques include personalized communication, loyalty programs, excellent customer
service, regular feedback collection, and targeted marketing campaigns to meet customer needs and
preferences.

How does technology support customer retention
management?

Technology supports customer retention management through CRM systems, data analytics,
automated marketing tools, and customer feedback platforms, which help businesses understand
customer behavior and tailor retention strategies effectively.

What role does customer experience play in customer
retention management?

Customer experience is crucial as positive interactions at every touchpoint increase satisfaction and
loyalty, making customers more likely to stay with a brand and recommend it to others.



Can customer retention management impact revenue growth?

Yes, effective customer retention management can significantly impact revenue growth by increasing
repeat purchases, reducing churn rates, and encouraging customers to spend more over time.

Additional Resources

1. Customer Retention Management: Strategies to Build Lasting Relationships

This book explores the fundamental principles of customer retention management, emphasizing how
businesses can cultivate loyalty through personalized experiences and consistent engagement. It
outlines practical strategies for reducing churn and increasing customer lifetime value. Readers will
find case studies and actionable tips for implementing retention programs effectively.

2. The Art and Science of Customer Retention

Delving into both the analytical and emotional aspects of customer retention, this book provides a
comprehensive overview of retention metrics, customer behavior, and relationship-building
techniques. It offers a balanced approach by combining data-driven insights with human-centric
marketing tactics. The book is designed for managers aiming to create sustainable customer loyalty.

3. Customer Retention Management: Definition, Metrics, and Best Practices

This title focuses on defining customer retention management clearly and detailing key performance
indicators used to measure success. It covers industry best practices and innovative approaches to
keeping customers engaged over time. The book is ideal for professionals seeking to understand the
frameworks behind retention strategies.

4. Building Customer Loyalty: A Guide to Retention Management

A practical guide for marketers and business leaders, this book highlights the importance of customer
loyalty as the backbone of retention management. It discusses how emotional connection, reward
programs, and excellent service drive repeat business. Readers will learn how to design retention
initiatives that resonate with their target audience.

5. Retention Marketing: The New Definition of Customer Management

This book redefines traditional customer management by focusing on retention as a core business
objective. It explains how retention marketing differs from acquisition strategies and why it is
essential for long-term profitability. The author provides a step-by-step approach to integrating
retention marketing into existing business models.

6. Customer Retention Strategies for Competitive Advantage

Focusing on competitive markets, this book explains how effective retention management can
differentiate a company from its competitors. It covers techniques such as personalized
communication, loyalty programs, and proactive customer service. The book also addresses
challenges businesses face in retaining customers in various industries.

7. Customer Retention Management Explained: Definitions and Frameworks

This book offers a clear and concise explanation of the core concepts behind customer retention
management. It breaks down complex frameworks into understandable segments, making it
accessible for students and professionals alike. The text includes diagrams and examples to illustrate
how retention efforts impact overall business performance.

8. Mastering Customer Retention: Tools and Techniques for Success



Designed as a hands-on resource, this book provides tools and techniques that managers can use to
enhance their retention efforts. It covers customer segmentation, feedback loops, and loyalty
measurement tools in detail. Readers will gain practical knowledge to implement retention programs
that drive measurable results.

9. The Customer Retention Playbook: Defining and Managing Customer Loyalty

This playbook-style book acts as a step-by-step manual for defining customer retention management
and executing effective loyalty programs. It includes templates, checklists, and real-world examples

to qguide businesses through the retention process. Ideal for marketing professionals, this book helps
translate theory into practice.
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customer retention management definition: Customer Relationship Management Judith W.
Kincaid, 2003 An ETHS graduate of 1962 provides a blueprint for customer relationship
management in business and technical organizations.

customer retention management definition: Customer Relationship Management Francis
Buttle, 2009 This title presents an holistic view of CRM, arguing that its essence concerns basic
business strategy - developing and maintaining long-term, mutually beneficial relationships with
strategically significant customers - rather than the operational tools which achieve these aims.

customer retention management definition: Customer Retention as a Part of Customer
Relationship Management of Private Broadcasting Radio Stations Maik PrelSler, Christian
Einicke, 2008-02-07 Seminar paper from the year 2007 in the subject Business economics -
Customer Relationship Management, CRM, grade: 1,7, Technical University of Ilmenau (Institut fur
Betriebswirtschaftslehre), course: Marketing Vertiefung, language: English, abstract: More and
more companies realize the value a customer relationship management can deliver in a long-term
perspective. Especially in the service market, the relationship between customer and company is
substantial for doing successful business. This could be said for the private radio broadcasting
companies, too. As they are part of the service market, their success also depends essentially on
relations. Traditional channels as well as the upcoming possibilities of communication over the
Internet offer new ways to interact and retain with customers. The radio broadcaster’s challenge is
to identify the right channel for its customers. This justifies the need for a structured way of
implementing customer retention in private broadcasting companies. We are convinced that this
could be done through use of the strategic framework. So in the following paper, we examine the
question: "How far can a strategic framework for CRM be used as a holistic approach to achieve
customer retention in private broadcasting companies?” Therefore, it is necessary to examine both
the strategic framework and the private broadcasting radio companies in detail. Afterwards, the
framework has to be adjusted to the features of the private roadcasting companies.

customer retention management definition: Open Source Customer Relationship
Management Solutions Henrik Vogt, 2008 The book reveals the overall importance of a customer
relationship management system especially for small and medium-sized enterprises. In addition to
the topic of CRM, the increasing importance and possibilities of open source software is
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revealed.The main research question consists of the idea if open source customer relationship
management systems are able to fulfill the requirements of a CRM software.In order to be able to
answer this question, the following analysis made use of the literature available on the topics CRM,
special requirements of small and medium-sized enterprises, and the topic of open source
software.By revealing what a CRM have to fulfill in order to be classified as customer relationship
management system according to the findings in the literature, various requirements are
identified.In the next step, the three most popular open source CRM software systems Sugar CRM,
vTiger, and OpenCRX are scrutinized under the criteria if they are able to fulfill the requirements
defined in the previous steps.The conclusion discusses the previous findings and outlines the
chances and limits of open source customer relationship management solutions for small and
medium-sized enterprises.In addition to this, the requirements of a successful implementation of a
CRM system are revealed and the concept of seeing CRM as a corporate strategy is concretized.The
aim of this book is to outline the holistic approach of CRM and to examine the research question if
open source CRM solutions are able to fulfill the requirements previously defined according to the
underlying literature.

customer retention management definition: Customer Relationship Management Mr. Rohit
Manglik, 2024-07-06 EduGorilla Publication is a trusted name in the education sector, committed to
empowering learners with high-quality study materials and resources. Specializing in competitive
exams and academic support, EduGorilla provides comprehensive and well-structured content
tailored to meet the needs of students across various streams and levels.

customer retention management definition: Customer Relationship Management Roger J.
Baran, Robert J. Galka, 2016-12-08 This book balances the behavioral and database aspects of
customer relationship management, providing students with a comprehensive introduction to an
often overlooked, but important aspect of marketing strategy. Baran and Galka deliver a book that
helps students understand how an enhanced customer relationship strategy can differentiate an
organization in a highly competitive marketplace. This edition has several new features: Updates
that take into account the latest research and changes in organizational dynamics,
business-to-business relationships, social media, database management, and technology advances
that impact CRM New material on big data and the use of mobile technology An overhaul of the
social networking chapter, reflecting the true state of this dynamic aspect of customer relationship
management today A broader discussion of the relationship between CRM and the marketing
function, as well as its implications for the organization as a whole Cutting edge examples and
images to keep readers engaged and interested A complete typology of marketing strategies to be
used in the CRM strategy cycle: acquisition, retention, and win-back of customers With chapter
summaries, key terms, questions, exercises, and cases, this book will truly appeal to upper-level
students of customer relationship management. Online resources, including PowerPoint slides, an
instructor’s manual, and test bank, provide instructors with everything they need for a
comprehensive course in customer relationship management.

customer retention management definition: Customer Relationship Management SCN
Education, 2013-11-11 The rules change when the tools change Generating traffic to a website and
catching the interest of the visitor, in order to make him buy a product or a service, is within
everyone's reach today. Intensive research, try outs and the learning experience of E-Commerce
pioneers have helped to uncover the marketing & sales possibilities of the Internet. But now that we
have customers visiting our site, how do we keep them coming back? How to get a clear profile of
each customer, so we can give him (or her!) the service he's looking for? And offer him other
products he could also be interested in? To achieve this, companies are increasingly turning to
Customer Relationship Management: the concentration of sales, marketing and service forces by
integrating all dataflows into one data warehouse, thus blending internal processes with technology.
The right way to market, sell and service customers requires a different CRM strategy for every
company. Some organizations that reengineered their CRM processes are reporting revenue
increases of up to 50%, whereas others have had obtained minimal gains or no improvement at all.



The difference between the success or failure of a CRM project lies in the knowledge and ability that
an organization brings to its efforts. This Hon Guide defines CRM from different points of view:
sales, marketing, customer support and technology.

customer retention management definition: Statistical Methods in Customer Relationship
Management V. Kumar, J. Andrew Petersen, 2012-07-26 Statistical Methods in Customer
Relationship Management focuses on the quantitative and modeling aspects of customer
management strategies that lead to future firm profitability, with emphasis on developing an
understanding of Customer Relationship Management (CRM) models as the guiding concept for
profitable customer management. To understand and explore the functioning of CRM models, this
book traces the management strategies throughout a customer’s tenure with a firm. Furthermore,
the book explores in detail CRM models for customer acquisition, customer retention, customer
acquisition and retention, customer churn, and customer win back. Statistical Methods in Customer
Relationship Management: Provides an overview of a CRM system, introducing key concepts and
metrics needed to understand and implement these models. Focuses on five CRM models: customer
acquisition, customer retention, customer churn, and customer win back with supporting case
studies. Explores each model in detail, from investigating the need for CRM models to looking at the
future of the models. Presents models and concepts that span across the introductory, advanced, and
specialist levels. Academics and practitioners involved in the area of CRM as well as instructors of
applied statistics and quantitative marketing courses will benefit from this book.

customer retention management definition: CRM in Financial Services Bryan Foss,
Merlin Stone, 2002 Packed with international case studies and examples, the book begins with a
detailed analysis of the state of CRM and e-business in the financial services globally, and then goes
on to provide comprehensive and practical guidance on: making the most of your customer base;
systems and data management; risk and compliance; channels and value chain issues;
implementation; strategic implications.

customer retention management definition: Customer Relationship Management Federico
Rajola, 2013-03-19 Companies and financial institutions are employing operational information
systems in an efficient way. While they have consolidated a strong level of knowledge in
management information systems, there is still a lack of knowledge on the right way to apply
customer relationship management (CRM) systems under a business perspective. Most of the
companies are still having problems in evaluating how CRM can meet with the expected results. The
level of complexity is perceived both under a technological and organizational point of view. A
complete innovation process and heavy change management initiatives should be ensured in order
to have effective and successful systems. This book offers a solid theoretical and practical
perspective on how to face CRM projects, describing the most appropriate technologies and
organizational issues that have to be considered. Some explaining cases have been included as well.

customer retention management definition: CUSTOMER RELATIONSHIP
MANAGEMENT Dr. Manjula A Soudatti, : * Retaining existing customers by understanding their
needs and preferences. ¢ Enhancing customer satisfaction through personalized experiences and
prompt service. ¢ Acquiring new customers by identifying and targeting potential leads effectively.
Improving communication through various channels to engage with customers. ¢ Centralizing and
managing customer data for insightful analysis and informed decision-making. * Increasing
operational efficiency by automating tasks and optimizing workflows. ¢ Identifying opportunities for
cross-selling and upselling based on customer behavior. ¢ Fostering brand loyalty and advocacy
through exceptional service and personalized interactions. * Gathering feedback for continuous
improvement and refining products and services.

customer retention management definition: Customer Relationship Management
Strategies in the Digital Era Nasir, Suphan, 2015-03-31 In today’s global economy, social media
and technological advances have changed the way businesses interact with their clientele. With new
forms of communication and IT practices, companies seek innovative practices for maintaining their
consumer loyalty. Customer Relationship Management Strategies in the Digital Era blends the




literature from the fields of marketing and information technology in an effort to examine the effect
that technological advances have on the interaction between companies and their customers.
Through chapters and case studies, this publication discusses the importance of achieving
competitive advantage through implementing relationship marketing practices and becoming
consumer-centric. This publication is an essential reference source for researchers, professionals,
managers, and upper level students interested in understanding customer loyalty in a
technology-focused society.

customer retention management definition: Customer Relationship Management of
Automobile Industry Dr. Swapnil S. Phadtare, 2023-02-18 In this book author conducted his study in
Western Maharashtra State, India. Fir the study purpose author collect information from Sales
Representative, Sales Managers, Customers and Auto Dealers, are the samples for the study. Also
Schedules are the instrument for data collection. Used Parameters under study are demographic,
behavioral and psychographic of samples. Study revolves around concepts of Customer Relationship
Management, Customer Satisfaction, Consumer Behavior, Relationship Marketing, and Market
Segmentation. Data has processed by using MS-Excel and analyzed using SPSS Package. Descriptive
analysis, inferential statistics and multivariate statistical tools brought in use.

customer retention management definition: Customer Relationship Management
Lieutenant. Dr. J. Ashok Kumar, Dr. Kota Sreenivasa Murthy, 2021-11-01 This book is designed for a
one-semester BBA course although under no circumstance is it imagined that the entire book be
covered. For undergraduate students just learning about Consumer Relationship Management or
graduate students advancing their CRM, this book is delivered not only a teachable textbook but a
valued reference for the future Purposes. You'll also find Unit Description, Learning Objectives,
Outcomes, cases, Multiple Choice Questions, and some reference book materials for each unit under
four Modules along with the content of this book. With all this chapter summaries, key terms,
questions, and exercises this book will truly appeal to upper-level students of customer relationship
management. Because of customer relationship management is a core business strategy this book
demonstrates how it has influence across the entire business, in areas such as Consumer Life style,
CRM strategy and its implementation, CRM process, Effective Management of CRM, Influence of
Technology in CRM, operational CRM, Operational analytics in CRM, E-CRM, IT implications in CRM
and its Corporate applications. Book Chapter structure: This book comprises of four modules, each
with three units. Thus you can find a total of 12 units in analogous with CRM key concepts. Case
Section: In this book each unit is assigned with a case section, to make the book more user friendly
yet give faculty members tremendous flexibility in choosing case materials for use in class
discussions or testing. Thus this book will be crisp, practical and stimulating with practical examples
and provides a step-by-step pragmatic approach to the application of CRM in business. The coverage
of CRM technology is an enhancing feature of this book. Well-grounded academically, this book is
equally beneficial for management students. Overall, it sets out a comprehensive reference guide to
business success

customer retention management definition: “A Text Book on Customer Relationship
Management (CRM)- A Journey from Suspect to Advocate” Prof. (Dr.) Moloy Ghoshal,
2025-06-18 This text book on, ‘Customer Relationship Management (CRM)- A Journey from Suspect
to Advocate’ has been designed according to the latest syllabus prescribed by different Universities
of Delhi, Bhubaneswar, Kolkata and Chennai for MBA, BBA, B.Com.(H) and BCA students. The
contents in this book have been incorporated in such a manner to provide maximum flexibility to
both teachers and students on this subject. The learning materials have been in scripted based on
more than 25 years of teaching experience of the Author. The Author has ensured to cover all topics
with latest examples where applicable. Students deserved the best; in keeping with this spirit, care
has been taken to provide best material to enlighten them on this subject. Some of the Special
Features of this Book are: [] Written in lucid and simple language. [] Extensive coverage of the
syllabus as demanded. [] Presentation of text is clear and precise. [] Review questions are given at
the end of each chapter along with some previous years questions of different Universities. [] Few




case studies have been discussed at the end of the book.

customer retention management definition: Customer Relationship Management in Sales
Exam Prep Cybellium, 2024-10-26 Designed for professionals, students, and enthusiasts alike, our
comprehensive books empower you to stay ahead in a rapidly evolving digital world. * Expert
Insights: Our books provide deep, actionable insights that bridge the gap between theory and
practical application. * Up-to-Date Content: Stay current with the latest advancements, trends, and
best practices in IT, Al, Cybersecurity, Business, Economics and Science. Each guide is regularly
updated to reflect the newest developments and challenges. * Comprehensive Coverage: Whether
you're a beginner or an advanced learner, Cybellium books cover a wide range of topics, from
foundational principles to specialized knowledge, tailored to your level of expertise. Become part of
a global network of learners and professionals who trust Cybellium to guide their educational
journey. www.cybellium.com

customer retention management definition: Customer Relationship Management Srivastava
Mallika, With the aim of developing a successful CRM program this book begins with defining CRM
and describing the elements of total customer experience, focusing on the front-end organizations
that directly touch the customer. The book further discusses dynamics in CRM in services, business
market, human resource and rural market. It also discusses the technology aspects of CRM like data
mining, technological tools and most importantly social CRM. The book can serve as a guide for
deploying CRM in an organization stating the critical success factors. KEY FEATURES ¢ Basic
concepts of CRM and environmental changes that lead to CRM adoption * Technological
advancements that have served as catalyst for managing relationships ¢ Customer strategy as a
necessary and important element for managing every successful organization « CRM is not about
developing a friendly relationship with the customers but involves developing strategies for
retention, and using them for achieving very high levels of customer satisfaction ¢ The concept of
customer loyalty management as an important business strategy ¢ The role of CRM in business
market ¢ The importance of people factor for the organization from the customer's perspective ¢
Central role of customer related databases to successfully deliver CRM objectives ¢ Data, people,
infrastructure, and budget are the four main areas that support the desired CRM strategy

customer retention management definition: Customer Relationship Management Daniel D.
Prior, Francis Buttle, Stan Maklan, 2024-01-23 This highly regarded textbook provides the definitive
account of Customer Relationship Management (CRM) concepts, applications, and technologies,
focusing on how companies can create and maintain mutually beneficial relationships with
customers. Readers will gain a thorough understanding of the conceptual foundations of CRM, see
CRM in practice through illustrative case examples and exercises, and understand how to organise
customer data gathering, analysis, and presentation for decision making. The book achieves these
outcomes by first considering strategic CRM before moving into operational CRM and, finally, onto
analytical aspects of CRM. The fifth edition has been fully updated to include: A series of new case
examples to illustrate CRM within various regional and industrial contexts, including those relevant
to large, medium, and small enterprises A series of new exercises and discussion questions to help
readers understand CRM concepts and to support pedagogical processes, particularly in higher
education environments A greater emphasis on managerial applications of CRM through new
content to help guide managers An updated account of new and emerging technologies relevant to
CRM Expanded coverage of customer experience (CX), customer engagement (CE), and customer
journey management (CJM) Customer Relationship Management is essential reading for advanced
undergraduate and postgraduate students studying CRM, Sales Management, Customer Experience
Management, and Relationship Marketing, as well as executives who oversee CRM functions. Online
resources include an Instructor’s Manual, chapter-by-chapter PowerPoint slides, and a bank of exam
questions.

customer retention management definition: Relationship Marketing and Customer
Relationship Management Annekie Brink, Adele Berndt, 2008 Presenting a dramatic shift in the way
marketing is viewed and how its value is determined, this diverse resource focuses on the retention




of customers through excellent customer service. Attending to the “4 Ps” of marketing, the
guidebook addresses the ways in which a marketer can make decisions with the customer’s
perspective as the priority. With strategies both for one-to-one marketing and for mass
customization, this critical handbook offers information for today’s ever-adapting business
environment.

customer retention management definition: CUSTOMER RELATIONSHIP MANAGEMENT
S. SHANMUGASUNDARAM, 2008-04-15 Customer Relationship Management (CRM) is a modern
approach to marketing. It focuses on the individual consumer. Customer is the ‘king’, therefore, the
products and services have to be offered in such a way that they suit the needs and preferences of
the customer. This comprehensive and easy-to-read text deals with the formulation of methodologies
and tools that help business organizations to manage critical customer relationships by supporting
all customer-centric processes within an enterprise, including marketing, sales and customer
support. In addition, the book emphasizes managing opportunity for optimum productivity,
coordinating the specialized activities of multi-functional teams, developing and retaining corporate
knowledge and completing complex multi-step processes in a timely and efficient manner. This text
is intended for the students of masters in business administration (MBA) and those pursuing
postgraduate diploma in marketing management (PGDMM). Besides, the book should prove to be a
useful reference for marketing professionals. KEY FEATURES [] Covers various dimensions of CRM
with several case studies. [] Includes the modern concept—e-CRM. [] Incorporates deep study of
research oriented topics.
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Comparateur d'hotels : recherchez, trouvez, réservez ! | Opodo Centraliser votre vol, votre
réservation hotel, la location de voiture et les transferts sur Opodo vous fait gagner un temps fou et



simplifie la gestion de votre voyage
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