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mining, customer profiling, sales force
automation, channel management, call
centre management, segmentation
algorithm and other software that
extends beyond the enterprise and
designed to optimise revenue,
profitability, and customer loyalty.
CRM has rapidly matured in the last
few years and integration between
CRM systems and ERP applications are
becoming more common, if not
commonplace in enterprises. The focus
has been on implementing CRM for
traditional front office suites
supporting marketing, sales and
service automation. CRM is a
technological strategy that focuses on
customer service, sales, marketing and
support communications, processes
and practices. New customers are
gained, and existing customers are
getained and purchase more in greater
quantity or more frequently. End
consumers benefit by receiving
superior service and getting the
products and services they want, when
they want them.

Internet and wireless technology has
put the customer at the centre of an
enterprise. By implementing CRM,
organisations are enjoying measurable
improvements in their business
reflexes, better and faster strategic
thinking capability and closer, better
and life-time relationship with the

customer. The internet has changed the

balance of power between businesses
and consumers, giving consumers
access to more purchasing information,
channels and choices. The watchword

“In today’s cyber
age, to truly prosper,
enterprises must
develop an integrated
digital nervous system
of vrelationships
encompassing
customers, pariners,
suppliers and their
internal systems and
become an extended

enterprise.”

today is, dragging your feet on service
and delivery is likely to make the
consumer drag in a new competitor
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(supplier) with the click of a mouse.
With the proliferation of the internet,
CRM has advanced to e-CRM. Some
have claimed electronic CRM (e-CRM)
ag the "killer app” for enterprises in an
increasingly competitive market place.
Proponents say that companies will
benefit from huge cost savings and
increased revenues while consumers
will benefit from on-demand access to
products and services, less hassles with
better and swift support, and less
expensive services.

E-CRM solutions are generally
grouped into two categories, web-
based solutions and web-extended
solutions. Web-based CRM solutions
are designed from the ground-up for
the internet and focused on sales (e-
commerce) functions. Leading
vendors in this category include
Netgain, Upshot, Firstwave and Sales
Vision. Web extended CRM are
originally designed for enterprise
users with extensions to include
interfaces for the web. Some leading
vendors in this category include SAP,
Clarify, ONYX, Trilogy, Oracle and
Siebel Systems.

E-CRM is by far the biggest and most
nture in the history of IT,
: than the ERP of the
previous era. Datamonitor reported
that almost four times as many web-
based transactions are abandoned than
completed. They also estimated that
“an average online company could
have improved its online sales revenue
by almost 35% last year if it has
provided better online customer
service for potential customers.
However, any e-CRM software is not
the panacea as most of them were born

out of the mini crisis that companies
ound

faced when flooded with inb
emails. To be effective, CRM
applications must integrate seamlessly
with all corporate applications and
systems internal and external to the
enterprise. This includes ERP,
legacy data

complex ve
even bigge

transactional applications,

sources, third party applications as
well as e-commerce applications.
Unless disparate systems are
interconnected, the information they
contain cannot be leveraged to their
best advantage. E-CRM is an outward
Jooking system that integrates front
and back office systems into a format
that is acceptable to the outside world.
The challenge is to ensure that these
applications are integrated seamlessly
into a scalable, secure, clean and
manageable environment. Secondly,
the organisations must recognise that
CRM, whether “e” or not, is a starting
point not the end result. The
implementation strategy must start
with the customer and be based on his
or her requirements and expectations.
These requirements drive the
consumer behaviour, the functions and
processes deployed, and, the CRM
technology to support the desired
outcomes. Thirdly, recognition that a
consumer based strategy cannot be
developed overnight; it evolves over a
period of time.

Few years from now and beyond,
most of the customers will still prefer
the face-to-face communication, on
top of email, web-chat, VoIF, Web call
and collaborative browsing. CRM,
however, will be a lot more routine
and pervasive in enterprises.
Customers will continue to use
multiple points of contact including
internet, call centres, sales
representatives, and new media may
emerge. The key to success is
integration with the different points
of contact and blended media will be
the true “killer app”. How this is
achieved will continue to evolve and
change, but the, core concept will
always remain the same.

For more information, contact Anton
Ravindran at anton@genovate.com
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