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Customer Relationship Management Concept
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Customer Relationship Management
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Pre-Digital Era Database Era Cloud & Social Era Al & Predictive Era
(1950-1970) (1980-1990) (Since 2000) (Present)
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1.0perational CRM

oomsnmssu "Kuruu" (Front-office)
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e ni1saaladaluud (Email/SMS)
e n1syngdaluud (Pipeline n1sung)
e UsNIsoaluua (Call Center)
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2.Analytical CRM

Luﬁauﬁoga (Data) lﬁUﬂD’]U%LlZ_j\)éoﬂ
(Insights)
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Data Mining & Predictive Modeling

Personalized Marketing



Us:inhvov CRM

3.Collaborative CRM
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4.Social CRM
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Business-to-Business
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e UUA Pipeline n1sune

CRM s:qu
B2B ua: B2C

Business-to-Consumer
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® A2SN1 Segmentation

o WUA Big Data lla= Behavioral
Tracking




-l - .
n1swoaulyy 3 uwunKkanuiu CRM

=X
MARKETING SALES SERVICE
3LASIEKWNANSSU AQAUaNIUENIS goglraognanla
K1 Lead was=o1ouwu 19591 LRUUS=IG L ugn Tumoomu
LAV RasvNau AUEUlD wa=ua Jouam FS10n1sE0

LWUNHKUNY n1svrglagrvu 'zj'ﬂuamﬂm






