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Customer Relationship Management: a modern Marketing Gateway
in contemporary business organisations
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Abstract :

The recent business environment changes have led to the emergence of the one to one
customer interaction concept. Hence, the customer became the driving force behind
marketing activity. Organizations’ success is measured by the extent of customer satisfaction.
And so requiring the adoption of contemporary marketing approaches namely the shift
towards relationship marketing and customer relationship management. Analysis of shopping
patterns and the most profitable and loyal customers allows for the provision of better offers
and privileges than the competitors. Organizations succeed in keeping many advantages and
benefits that enable it to have a sustainable and non-replicable competitive edge.

Keywords: customer relationship management, satisfaction, loyalty, competitive advantage,
customer retention.
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