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This definitive textbook explains what CRM is, the benefits it delivers, the
contexts in which it is used, how it can be implemented and how CRM
technologies can be deployed to support customer management strategies and
objectives. It also looks comprehensively at how CRM can be used throughout
the customer life-cycle stages of customer acquisition, retention and development
and how the management disciplines- marketing, sales, IT, change management,
human resource, customer service, accounting, and strategic management are
implicated in this. This completely revised edition also includes:

· A Tutor Resource pack available to instructors who adopt this text

· Case examples illustrating CRM in practice

· Screenshots of CRM software applications and reviews of technology
applications deployed in marketing, sales and customer service

Student readers will enjoy the logical structure, easy accessibility and case
illustrations. Managers will appreciate the book's freedom from CRM vendor and
consultant bias and the independent guidance it provides to those involved in
CRM programs and system implementations. This second edition has been
completely revised and updated with eight new chapters.
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This definitive textbook explains what CRM is, the benefits it delivers, the contexts in which it is used, how
it can be implemented and how CRM technologies can be deployed to support customer management
strategies and objectives. It also looks comprehensively at how CRM can be used throughout the customer
life-cycle stages of customer acquisition, retention and development and how the management disciplines-
marketing, sales, IT, change management, human resource, customer service, accounting, and strategic
management are implicated in this. This completely revised edition also includes:

· A Tutor Resource pack available to instructors who adopt this text

· Case examples illustrating CRM in practice

· Screenshots of CRM software applications and reviews of technology applications deployed in marketing,
sales and customer service

Student readers will enjoy the logical structure, easy accessibility and case illustrations. Managers will
appreciate the book's freedom from CRM vendor and consultant bias and the independent guidance it
provides to those involved in CRM programs and system implementations. This second edition has been
completely revised and updated with eight new chapters.
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Editorial Review

Review
Praise for the previous edition:
"Absolutely the best exposition of Customer Relationship Management. I can't think of a better guide to
increasing your performance and profits."
- Philip Kotler, S. C. Johnson Distinguished Professor of International Marketing, Kellogg School of
Management, USA.

From the Back Cover
This book provides a comprehensive and balanced review of Customer Relationship Management. It
explains what CRM is, the benefits it delivers, the contexts in which it is used, the technologies that are
deployed, and how it can be implemented. Rather than being tied to any single perspective, the book
identifies and explores four different forms of CRM - strategic, operational, analytical and collaborative.
Technology is a key attribute of CRM, but this book puts that technology into a managerial and operational
context. Although a number of chapters are dedicated to technology issues, and technology is considered
throughout the book, the book is not about technology, per se. Rather it is about how CRM technologies can
be used to enhance the achievement of marketing, sales, and service objectives, and support broader
organizational goals.

To ensure it is both theoretically sound and managerially relevant, the book draws on academic and
independent research. Findings from a wide range of academic disciplines contribute to the book, including
marketing, sales, customer service, human resources, technology management, strategy, change
management, project management, leadership, operations, management accounting, finance, and
organisational behaviour. Supplementing these academic credentials, the book also makes use of research
conducted by independent analysts such as Gartner and Forrester, two organizations that conduct leading-
edge, state-of-the-art research into CRM and related areas.

The book explains how CRM can be used throughout the customer life-cycle stages of customer acquisition,
retention and development. It is liberally illustrated both with screenshots from CRM software applications,
and case illustrations of CRM in practice.

Ideal for use as a core textbook by students on CRM or related courses such as relationship marketing,
database marketing or key account management, the book is equally valuable for industry professionals. This
includes those pursuing professional qualifications or accreditation in marketing, sales or service
management, and mid-level to senior managers who are involved in CRM programs and system
implementations, whether in a marketing department, the sales force or the service centre.

About the Author
Francis Buttle, PhD, is founder and principal consultant of Francis Buttle & Associates,a Sydney, Australia-
based business that helps organizations become more skilled and successful at customer acquisition,
retention and development. Francis has spent most of the last 30 years in various academic roles around the
world. He has been a Professor of Customer Relationship Management, Professor of Marketing,Professor of
Relationship Marketing, and Professor of Management at a number of leading graduate schools of
management, including Manchester Business School (UK), Cranfield School of Management (UK) and
Macquarie Graduate School of Management (Australia). He was appointed as the world's first Professor of
CRM in 1995, and remains an Adjunct Professor at MGSM. Francis has authored, co-authored or edited 7
books, and over 100 peer-reviewed academic journal articles or conference papers. In addition, he is a
frequent contributor to practitioner magazines, presenter at business conferences, and a serial blogger.



Francis has developed, run or contributed to many management development programs, and has advised or
consulted to numerous for-profit and not-for-profit organizations in the UK, Australia, USA, Hong Kong,
Singapore and New Zealand. Although he quit full-time academic life in 2006, he still supervises doctoral
candidates, and conducts customer-related research. Francis lives on Sydney's North Shore, is a qualified but
reluctantly retired rugby union referee, enjoys cycling and kayaking, and rides a Suzuki. Francis has degrees
in management science, marketing and communication. His PhD was earned at the University of
Massachusetts. He is an elected Fellow of the Chartered Institute of Marketing. He can be contacted at
francis@buttleassociates.com. Find out more at www.buttleassociates.com

Users Review

From reader reviews:

Eloisa Hurd:

This Customer Relationship Management book is absolutely not ordinary book, you have it then the world is
in your hands. The benefit you have by reading this book is information inside this publication incredible
fresh, you will get facts which is getting deeper a person read a lot of information you will get. This
particular Customer Relationship Management without we know teach the one who studying it become
critical in pondering and analyzing. Don't become worry Customer Relationship Management can bring once
you are and not make your handbag space or bookshelves' grow to be full because you can have it within
your lovely laptop even cellphone. This Customer Relationship Management having fine arrangement in
word in addition to layout, so you will not sense uninterested in reading.

Jenny Davis:

The actual book Customer Relationship Management will bring one to the new experience of reading a book.
The author style to clarify the idea is very unique. Should you try to find new book you just read, this book
very appropriate to you. The book Customer Relationship Management is much recommended to you to
learn. You can also get the e-book through the official web site, so you can more readily to read the book.

Bettie Hentges:

Does one one of the book lovers? If so, do you ever feeling doubt if you find yourself in the book store? Try
to pick one book that you just dont know the inside because don't evaluate book by its deal with may doesn't
work the following is difficult job because you are frightened that the inside maybe not because fantastic as
in the outside appearance likes. Maybe you answer might be Customer Relationship Management why
because the amazing cover that make you consider with regards to the content will not disappoint an
individual. The inside or content is usually fantastic as the outside or perhaps cover. Your reading sixth sense
will directly make suggestions to pick up this book.

Patricia Rivera:

You are able to spend your free time to see this book this guide. This Customer Relationship Management is
simple to deliver you can read it in the park, in the beach, train in addition to soon. If you did not get much
space to bring the particular printed book, you can buy the e-book. It is make you better to read it. You can



save the book in your smart phone. Thus there are a lot of benefits that you will get when one buys this book.
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