
Customer Relationship 
Management 



CRM as an Integral 
Business Strategy



Instructional 
Outcomes:



Operational 
excellence



Product Leadership



Customer 
Intimacy

The company considers a customer's 
"lifetime value," rather than just the profit 

or loss of individual transactions.

There is much emphasis on:

Who do we want as a customer, and who do we 
not want?

Customer relationships



Conclusion



Conclusion

Combining the three value disciplines is 
not advisable.

Even an organization that aims for 
operational excellence will need to 
maintain a minimal degree of innovation 
and provide each individual customer the 
attention and care they expect.
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