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Operational CRM

Analytical CRM
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Analytical CRM

-

"

A process of assembling disparate data from
all over the company transforming it to a
consistent state for business decision making
and empowering users by providing them with
access to this information from multiple
applications

The process of extracting and presenting new
Knowledge, previously unpredictable, selected
from databases for actionable decisions.

The process of analyzing detailed data, to
extract and present actionable, implicit and
novel information to solve a business problem
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Overview of the components of
CRM technologies

Customer

Mail/ Web/WAP

Face-to-face Phone E-mail

Fax kiosk
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Sales force Place Customer service
automation order call centre
knowledge base

Customer service

Databases channels

Employee channels

Employee applications - Customer applications

Figure 9.13 An overview of the components of CRM technologies
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