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E-CRM

“The ultimate use of IT to serve the people”

Sometimes eternal truths are forgotten, and then rediscovered by later generation, that thinks it has received a blinding flash of inspiration. Many 

banks and shopping establishments in India, which carry a quotation from Mahatma Gandhi which stresses that the customer is the key to business. 
You need the customer more than the customer needs your service 
The Internet, the Web, and E-Commerce have changed the very nature of business. Even if your company doesn't do all its business over the Internet, customers want to contact you now by e-mail and the Web. And if Web-based E-Commerce is your business, live intervention at the right moment can dramatically reduce abandoned transactions and make the E-Commerce model more profitable. 

Traditional businesses and dot-coms alike win by combining eCommerce and the contact center. Giving offline customers more ways to get in touch increases business and customer loyalty. And giving online customers live service and guidance can make them buy more, and buy more often. 

The Fulfillment Direct Customer Relationship Portal gives you a solid foundation for a complete E-Business system. How? It integrates front-office, back-office, E-Commerce, and media applications, and lets you 

manage them from one central point. The results? Success in the E-Business age 

So a whole new science has sufared aimed at helping businesses to hang on to their customers. Only, it is a very old truth which was instinctively practiced in an earlier more honest age a truth which can be encapsulated in three word: respect the customer but this is the era of fancy jargon: so it is known as Electronic Customer Relations Management(eCRM). 
Customer Relationship Management is a comprehensive approach which provides seamless integration of every area of business that touches the customer - namely marketing, sales, customer service, and field support - through the integration of people, process and technology, taking advantage of the revolutionary impact of the Internet. CRM creates a mutually beneficial relationship with your customers. 
What is E-CRM ? 
E-CRM is E Customer Relationship Management, a series of coordinated steps that help you boost sales revenue and strengthen interactive relationships between you and your customers by zeroing in on your most valuable customers and tailoring communications to their individual preferences. By following these steps, you ensure that your outbound communications are relevant, timely, and coordinated across online and offline channels while abiding by the best practices in consumer privacy protection. 
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Historically, the first wave of CRM lapped on the shores of big biz around 1990, which is practically the Jurassic age of the Internet. In those innocent days, pioneer CRM vendors like siebel system, oracale, etc sold the idea of automating the internal processes of grabbing customers, serving them and retaining their loyalty in the faces of predatory competitors it straddled areas like canvassing, sale and after sale service. But when the internet bomb exploded in the mid to late 1990,it gave rise to anew breed of customer relations gurus who put the ‘e’ into CRM. The term now meant: the management of all electronic interactions between a company and its 

customers. 
The key advantages of CRM 
· Customer retention, · Increase of revenue · Improvement of customer loyalty and satisfaction · Decrease of general sales, marketing and operational costs · Improvement of the business processes and more efficiency within the evaluation of the results · Global access to the customer and its database 
E-CRM Overview 
E-CRM — Internet customer relationship management — is an extension of activity we refer to today as customer service. If you are in business, any type of business, you are already involved in customer service. 

You're engaged in customer service, for example, if customers or constituents contact you by any means to ask questions. You provide customer service by giving them the answers they need. Another side of the industry is technical support, where customers contact a company to get technical information about using a product or service. 

In this section of the Right Now Web site, you can learn about Web-based or online customer service E-CRM and why Right Now is positioned in the industry for superior service. When you go online, customer service becomes a whole new animal. If you understand the what’s and whys of the industry, you can make better business decisions and appropriate E-CRM product purchases. 

Working on E-CRM solutions companies should looks, recommend ate, and provide the following technology. 

Search Engine 

Live Help 

E-mail management 

News feeds/content management 

Multi-language support 

Free download computer utilities 

Personal feed back and etc. 

The steps you need to build a successful E-CRM initiative are: 
Step 1: Identify your most profitable customers
Step 2: Personalize your marketing efforts through technology.
Step 3: Evaluate the results of your strategies.
Step 1: Identify your most profitable customers. 
For any company, it simply isn't enough to know "who buys what" in order to build a successful, profitable marketing campaign. You need to know who your customers are, and how much you should invest in them. 
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Step 2: Personalize your marketing efforts through technology.
 In today's world, consumers are in control. They dictate how, when, and through what channels your company will communicate with them. That's why developing a personal dialogue with your customers is more critical than ever, but in doing so you must abide by your customers' right to opt-in and opt-out of this communication, and you must respect their privacy. 

Technology has helped all kinds of companies rapidly build permission-based customer databases; identify customers' preferences for communications content, frequency and channel delivery; execute those communications and maximize response rates and return on investment, while building goodwill among customers and prospects. 
Step 3: Evaluate the results of your strategies 
Once you've invested in a campaign to communicate with your customers, you need to step back, take a deep breath, and evaluate the results of your venture. Who responded and why? And should you invest in these customers again? 
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