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Abstract:

The research discusses customer relationship management as an organizational
culture and strategy based on customer orientation, considering the customer as one of
the most important assets of the organization. This concept is implemented through
operational strategies. The modern strategic vision aims to achieve customer satisfaction
and loyalty. Achieving these goals implicitly guarantees the fulfillment of the
organization's other objectives, such as profitability, growth, and sustainability. In the
end, it is a process of maximizing value for both the organization and the customer.

The study concludes that the transition of customer relationship management from
theoretical, cultural, and strategic domains to practical implementation requires a set of
integrated marketing activities centered around the customer. These activities primarily
include understanding the customer, customer segmentation, listening to the customer,
complaint management, customer service, and monitoring satisfaction and loyalty rates.

The case study of the company "Mobilis" indicates that the implementation of
customer relationship management activities at the company level remains partial. The
company does not rely on this modern approach as a strategic choice, necessitating a
redefinition of the company's marketing strategy.

Keywords: Customer Relationship Management, Customer Relationship Management
Activities, Mobilis Company.
Jel Classification Codes : L53 ; L78 ; MOO.
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