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that turn the data that is found in the CRM system into valuable information. Hence,
according to Stanley (2000: 8), CRM is intended to serve to understand, anticipate,
and manage the needs of an organization’s current and potential customers and
other various end-users. Furthermore, it is the process of acquiring, enhancing, and
retaining profitable customers by continuously processing up-to-date customer data

to specifically retain the value-adding customers.

Handen as quoted by Stanley (2000: 7) stresses that organizations can no
longer expect results from broad advertising and marketing campaigns aimed at the
broad mass of customers. The reason could be that the basic tenet of CRM strategy
is to improve revenues through customer satisfaction and retention by understanding
of customer segments (Stanley 2000, 2000: 17; Zikmund et al, 2003: 15; Russell-
Jones, 2002; 27-29) and their needs aligned with the products and services. This
means that the underlying importance of CRM projects involves the strategic
segmentation of customers according to their various characteristics in order to tailor
organizational solutions that will add pecuniary and non-pecuniary values both to

customers and to the organization.

Hence, as Stanley (2000: 7, 34) and Russell-Jones (2002: 10-11) suggest,
organizations are increasingly using more select methods to reach those vowed

customer segments.

Besides, CRM incorporates as many channels as possible in order to reach as
many segmented customers as possible through the medium they want to
communicate or transact (Stanley, 2000:7, 34; Russell-Jones, 2002, 9-10, 16;
Robert-Phelps, 2001:28). In other words, the best CRM projects see ICTs such as
the Internet as but one of the media channels rather than the only one that could
radically change the complete architecture of CRM systems. According to Kalakota
and Robinson (2001: 56-57), this concept is now known as multi-channel service

integration.
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