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This much-anticipated new edition of the bestseller Customer Relationship Management: Concepts and
Technologies provides a comprehensive and balanced review of CRM, now completely revised to reflect
recent changesin CRM practice. The book explains what CRM is, the benefitsit delivers, the contextsin
which it is used, the technol ogies that are deployed, and how it can be implemented.

Both theoretically sound and managerially relevant, the book draws on academic and independent research
from awide range of disciplinesincluding IS, HR, project management, finance, strategy and more. Buttle
and Maklan, clearly and without jargon, explain how CRM is used throughout the customer life cycle stages
of customer acquisition, retention and development. The book isillustrated liberally with screenshots from
CRM software applications and case illustrations of CRM in practice.

NEW TO THISEDITION:

- Updated instructor support materials online

- Full colour interior

- Brand new international case illustrations from many industry settings
- Substantial revisions throughout, including new content on:

Social media and social CRM

Big data and unstructured data

Recent advancesin analytical CRM including next best action solutions
Marketing, sales and service automation

Customer self-service technologies

Making the business case and realising the benefits of investment in CRM
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Ideal as acore textbook for students on CRM or related courses such as relationship marketing, database
marketing or key account management, the book is equally valuable to industry professionals, managers
involved in CRM programs and those pursuing professional qualifications or accreditation in marketing,
sales or service management.
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From reader reviews:
Jaleesa Greenwood:

This Customer Relationship Management: Concepts and Technologies are reliable for you who want to
certainly be a successful person, why. The reason why of this Customer Relationship Management: Concepts
and Technologies can be one of many great books you must have is actually giving you more than just
simple studying food but feed anyone with information that maybe will shock your previous knowledge.
This book will be handy, you can bring it everywhere and whenever your conditions throughout the e-book
and printed kinds. Beside that this Customer Relationship Management: Concepts and Technologies forcing
you to have an enormous of experience for instance rich vocabulary, giving you test of critical thinking that
we know it useful in your day exercise. So, let'shaveit and revel in reading.

David Binkley:

Why? Because this Customer Relationship Management: Concepts and Technologies is an unordinary book
that the inside of the book waiting for you to snap it but latter it will jolt you with the secret it inside.
Reading this book next to it was fantastic author who else write the book in such incredible way makes the
content inside easier to understand, entertaining method but still convey the meaning entirely. So, it is good
for you because of not hesitating having this nowadays or you going to regret it. This phenomenal book will
give you alot of rewards than the other book have such as help improving your talent and your critical
thinking method. So , still want to postpone having that book? If | ended up you | will go to the publication
store hurriedly.

Wilbert Westerfield:

Do you one of the book lovers? If so, do you ever fegling doubt when you are in the book store? Try and
pick one book that you just dont know the inside because don't evaluate book by its cover may doesn't work
the following is difficult job because you are scared that the inside maybe not seeing that fantastic asin the
outside look likes. Maybe you answer may be Customer Relationship Management: Concepts and
Technologies why because the fantastic cover that make you consider in regards to the content will not
disappoint a person. The inside or content is usually fantastic as the outside or perhaps cover. Y our reading
sixth sense will directly show you to pick up this book.

William Culley:

Areyou kind of hectic person, only have 10 or 15 minute in your time to upgrading your mind expertise or
thinking skill actually analytical thinking? Then you are having problem with the book compared to can
satisfy your short time to read it because all this time you only find publication that need more time to be
read. Customer Relationship Management: Concepts and Technologies can be your answer because it can be
read by anyone who have those short extratime problems.
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