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Customer relationship management (CRM) as a strategy and as a technology has
gone through an amazing evolutionary journey. The initial technological
approach was followed by many disappointing initiatives only to see the
maturing of the underlying concepts and applications in recent years. Today,
CRM represents a strategy, a set of tactics, and a technology that have become
indispensible in the modern economy.

This book presents an extensive treatment of the strategic and tactical aspects of
customer relationship management as we know it today. It stresses developing an
understanding of economic customer value as the guiding concept for marketing
decisions. The goal of the book is to serve as a comprehensive and up-to-date
learning companion for advanced undergraduate students, master's degree
students, and executives who want a detailed and conceptually sound insight into
the field of CRM.
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Editorial Review

Review

From the reviews of the second edition:

“I highly recommend this book, for everyone that works or study marketing, business strategy or is interested
in CRM, it’s a must have! The book provides a nice integration of academic thinking and practical CRM
strategy and implementation. On the end of each chapter the authors included a Reference list, which is great
specially if you are using the book for research and also on chapter 4 they have some exercises questions.”
(inspireandaction.wordpress.com, 2013)

Review

"This is the book that the marketing field has been waiting for. Kumar and Reinartz have taken the confusion
out of CRM. Their exposition of CRM theory and practice is definitive, original and illustrated with actual
cases. This is the kind of book that belongs in the training of every professional marketer." - Philip Kotler,
Kellogg School of Management

"A very comprehensive textbook on CRM and database analytics and written by a pair of top academic
authorities in marketing. What I really liked about this textbook was its student friendly style with lots of real
world examples and strong analytics!" - Jagdish N. Sheth, Charles H. Kellstadt, Professor of Marketing,
Goizueta Business School, Emory University, Atlanta, GA

"[The authors'] key concern is the management of profitable customer relationships. This book provides a
nice integration of cutting edge academic thinking and practical CRM strategy and implementation. As such,
it provides rigor with relevance..." - Michael Braekler, Head of Customer Relationship Management, BMW
Group Germany

"This book provides an insightful roadmap to make your CRM strategy successful. It will be an
indispensable reference for those seeking transformational changes within a more efficient customer centric
approach in their business strategy." - Jean-Christophe Tellier, CEO Novartis Pharma Belgium

From the Back Cover

Customer relationship management (CRM) as a strategy and as a technology has gone through an amazing
evolutionary journey. The initial technological approach was followed by many disappointing initiatives only
to see the maturing of the underlying concepts and applications in recent years. Today, CRM represents a
strategy, a set of tactics, and a technology that have become indispensible in the modern economy.

This book presents an extensive treatment of the strategic and tactical aspects of customer relationship
management as we know it today. It stresses developing an understanding of economic customer value as the
guiding concept for marketing decisions. The goal of the book is to serve as a comprehensive and up-to-date
learning companion for advanced undergraduate students, master's degree students, and executives who want
a detailed and conceptually sound insight into the field of CRM.



Users Review

From reader reviews:

Patricia Spear:

Hey guys, do you wants to finds a new book to see? May be the book with the headline Customer
Relationship Management: Concept, Strategy, and Tools suitable to you? Typically the book was written by
famous writer in this era. The book untitled Customer Relationship Management: Concept, Strategy, and
Toolsis the main of several books that will everyone read now. This book was inspired many men and
women in the world. When you read this publication you will enter the new way of measuring that you ever
know before. The author explained their idea in the simple way, and so all of people can easily to
comprehend the core of this publication. This book will give you a large amount of information about this
world now. So you can see the represented of the world on this book.

Tony You:

Reading can called head hangout, why? Because when you find yourself reading a book specially book
entitled Customer Relationship Management: Concept, Strategy, and Tools your thoughts will drift away
trough every dimension, wandering in each and every aspect that maybe not known for but surely can be
your mind friends. Imaging every single word written in a reserve then become one form conclusion and
explanation that maybe you never get ahead of. The Customer Relationship Management: Concept, Strategy,
and Tools giving you another experience more than blown away the mind but also giving you useful data for
your better life in this era. So now let us teach you the relaxing pattern this is your body and mind will
probably be pleased when you are finished examining it, like winning a. Do you want to try this
extraordinary investing spare time activity?

Gavin Wilkins:

That guide can make you to feel relax. This book Customer Relationship Management: Concept, Strategy,
and Tools was vibrant and of course has pictures around. As we know that book Customer Relationship
Management: Concept, Strategy, and Tools has many kinds or variety. Start from kids until youngsters. For
example Naruto or Private eye Conan you can read and believe that you are the character on there. Therefore
not at all of book tend to be make you bored, any it can make you feel happy, fun and relax. Try to choose
the best book to suit your needs and try to like reading this.

Patrick Oneil:

A lot of e-book has printed but it differs. You can get it by online on social media. You can choose the top
book for you, science, comedy, novel, or whatever through searching from it. It is identified as of book
Customer Relationship Management: Concept, Strategy, and Tools. Contain your knowledge by it. Without
making the printed book, it could add your knowledge and make a person happier to read. It is most
important that, you must aware about reserve. It can bring you from one spot to other place.
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