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Framework of CRM Customer Center

* CRM Goals: 4A ( Any Time, Any Place, Any Form, At No Cost )

3C ( Consistent, Complete, Concise)

4A Goalss

3C Goals

CRM Results

’ Seamless Customer Contacts ‘ - ’ Satisfactory Responses ‘ _” Loyalty & Sales Creation

l ! !
Telephone ’ Well trained & knowledged CSR k‘ Customer Will :
e-Mail 1. Buy again
FAX 2. Buy more
Website Well-Managed Customer DBM System 3. Encourage others to
buy your products

{

’Collect Data on Each Customer Contact ‘

|

’ Identify Sources of Process Problems ‘

4. Buy your other
products and services

5. Make you their
preferred vendor

|

Benchmark Best Practices

Discover Contact

Avoidance Initiatives /

Discover Intuitive
Self-Service Alternatives

|

Conduct Statistical Root
Cause Analysis

|

Other Departmental Support
Systems
ex) AS field system
delivery system

Discover Customer Contact
Workflow Efficiencies

!

Discover Customer-Driven
Product Improvement Ideas

Discover Cost
Containment Strategies







