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abstract: Introduction With the dynamic nature of the global business environment and increasing
competitive pressure, organizations are shifting from product-focused strategy to consumer-focused strategy.
With the advent of internet, consumers are becoming more knowledgeable and more aware of the various
opportunities available to them. The internet has provided easy access to new products and access to more
options leading to an expanded competitive advantage for the consumers, greatly enhancing their choices,
value and pricing flexibilities in many cases. Customer retention and loyalty has become a nightmare to
many organizations, and organizations are now involved in what can be termed "a relationship competition"
between organizations and their clients, as customers can switch from one product to the other at the click of
the computer mouse. In order to counter this phenomenon organizations are investing heavily in technologies
enabling a customer-focused relationship marketing strategy. With tremendous growth in e-business and
web-based services, organizations are therefore shifting to an internet based customer relationship
management, hence the birth of electronic customer relationship management (E-CRM). In this report a
comprehensive analysis of how IBM uses electronic customer relationship management (ECRM) to gain
insight and understanding of their customer's needs and want is carried out and also how to improve
customer's relationship by satisfying those needs. [...]
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From reader reviews:

Johnny Powers:

The publication with title The IBM Model of Electronic Customer Relationship Management has a lot of
information that you can find out it. You can get a lot of profit after read this book. This book exist new
understanding the information that exist in this guide represented the condition of the world today. That is
important to yo7u to understand how the improvement of the world. This book will bring you inside new era
of the syndication. You can read the e-book on the smart phone, so you can read this anywhere you want.

Jodie Kahl:

People live in this new day time of lifestyle always attempt to and must have the extra time or they will get
lot of stress from both day to day life and work. So , if we ask do people have spare time, we will say
absolutely yes. People is human not really a robot. Then we ask again, what kind of activity are you
experiencing when the spare time coming to anyone of course your answer may unlimited right. Then do you
try this one, reading books. It can be your alternative within spending your spare time, often the book you
have read is The IBM Model of Electronic Customer Relationship Management.

Hattie Robb:

In this period of time globalization it is important to someone to receive information. The information will
make anyone to understand the condition of the world. The fitness of the world makes the information
quicker to share. You can find a lot of sources to get information example: internet, magazine, book, and
soon. You will see that now, a lot of publisher which print many kinds of book. The particular book that
recommended to you personally is The IBM Model of Electronic Customer Relationship Management this
publication consist a lot of the information on the condition of this world now. This particular book was
represented so why is the world has grown up. The terminology styles that writer make usage of to explain it
is easy to understand. The actual writer made some analysis when he makes this book. Honestly, that is why
this book suited all of you.

Barry Whitfield:

A lot of guide has printed but it is different. You can get it by web on social media. You can choose the very
best book for you, science, comic, novel, or whatever by searching from it. It is named of book The IBM
Model of Electronic Customer Relationship Management. Contain your knowledge by it. Without leaving
behind the printed book, it can add your knowledge and make you actually happier to read. It is most
essential that, you must aware about e-book. It can bring you from one destination to other place.
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