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(Sektionen for Ekonomi och Teknik), language: English, abstract: Inhaltsangabe:Abstract: Doing business is
easy. Doing business successfully is difficult. Doing business successfully in the long run is a real challenge to
management and employees. Companies are driven by the pursuit for growth, and profitability. The increasing
globalization process is creating fierce competition. The need for a clear strategy, a guideline is essential to
succeed permanently. This means to shift the concentration from short term objectives to long term ones,
based on the main determents of success the customer. The purpose is to find out whether companies are
putting strategic emphasis on Customer Relationship Management (CRM), that is, if companies perceive CRM as
an important part of their strategy in general or if CRM is an unused tool and is given less intention. Two parts a
theoretical and an empirical one are the main components of this thesis. The theoretical part covers three
important issues strategy, CRM and the combined view on both single parts. The empirical study is based on a
quantitative method a questionnaire containing 10 general questions regarding CRM and strategy which
includes the response of 106 companies mainly from Sweden and Germany. Stating to be customer oriented is
only one thing of the medal. To obtain and to maintain customer focus when doing business is far more
difficult. It demands understanding of the complexity, commitment, expertise and time. Obstacles derive from a
false interpretation of what customer-led means, from reluctance to change, a lack of communication, and
eagerness. Without having a...
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