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applied resecarch. CRM is often associated with customer satisfaction and loyalty as a form of
consequence, Customer satisfaction is feeling happy or disappointed someone who is the result of a
comparison of perceptions of product performance and expectations (Kotler, 2010). Customer
satisfaction anises when a customer interacts with the company. In the context of a company engaged in
the service of customer satisfaction occurs after the product is delivered services. Satisfied customers tend
to be loyal customers. Customer loyalty is a form of customer behavior in the activity of purchasing
goods or services over and over, buying products other products offered the same manufacturer and
recommend goods or services to others consistently (Tjiptono and Chandra, 2011). Companies that
implement the CRM can address the customer in the context of the customer (end-user) or supplier. The
relationship between CRM with customer satisfaction and loyalty can apply in the context of the customer
(end-user) or supplier.

Buttle (2004) states that there are four conditions in the development and implementation of CRM
strategy at the company, among other things: leadersh# and corporate culture, information technology
and data, human resources and business processes. Coltman, Devinney and Midgley (2009) in Ersi and
Samuel (2014) expressed the same thing that the IT infrastructure, knowledge of HR and business
architecture can support the company's CRM. Measurement of CRM can be summed up in three main
points namely processes, human resources and technology. The process includes the systems and
procedures used to identify and establish a relationship with the customer. HR aspect explains the
company's employees as a CRM implementer. In the service business, employees determine the success
of the business. Technology used to help accelerate and optimize processes and employees in CRM
activity. Technology is a tool ‘supporting -the complementary value-added CRM and enterprise

Qeﬁnitions o_.f CRM

: ‘Definition of CRM

1 |CRM is an mformatlon mdustry term for methodologies, software and usually internet
capablhtles that: ‘help an enterpnse manage customer relationships in an organized way.

2 | €RM is the process of managing all aspects of interaction a company has with its customers,
- | including prospecting, sales and setvice. CRM applications attempt to provide insight
= linto and improve - the ¢ompany/customer relationship by combining all these views of
customer interaction into one picture.

3 |CRM is an integrated approach to identifying, acquiring and retaining customers. By
enabling organizations to manage and coordinate customer interactions across multiple
channels, departments, lines of business and geographies, CRM helps organizations maximize
the value of every customer interaction and drive superior corporate performance.

4 | CRM is an integrated information system that is used to plan, schedule and control the pre-
sales and post-sales activities in an organizations. CRM embraces all aspects of dealing with
prospects and customers, including the call center, sales force, marketing, technical support
and field service. The primary goal of CRM is to improve long-term growth and profitability
through a better understanding of customer behavior. CRM aims to provide more effective
feedback and improved integration to better gouge the return on investment (ROI) in these
areas.

5 | CRM is business strategy that maximizes profitability, revenue and customer satisfaction by
organizing around customer segments, fostering behavior that satisfaction customers,
and implementing customer-centric processes.

Source: Buttle and Maklan (2015)
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