

CUSTOMER RELATIONSHIP MANAGEMENT

INTRODUCTION
A large portion of the world population is slowly resorting to business enterprises as way of earning livelihood. In truth, any business with proper management and in the right environment has a great chance of turning profits and eventually growing to success status.  However, with emergence of businesses that provide the same products and services, competition has become stiff and every business owner is trying new ideas in order to get ahead. In recent years most businesses have adopted the use of computers to simplify operations.With the evolution of technology especially since the inception of computers, it has become increasingly common for large and medium businesses to rely on computer software as a means of improving their businesses. Most of these software applications offer solutions to complex logistic operations or improve customer experience thus proving to be instrumental in improving the quality of business enterprises.
It is no wonder that today most business owners are resorting to software applications as a means of boosting their business growth and a way of solving accounting as well as logistic problems
Although the software applications may cover a wide range of utilities in business setups, the most common applications are;
· Enterprise Resource Planning
· Customer Relationship Management and
· Supply Chain Management
This document focuses on the Customer Relationship Management software application and its influence on a business setup.
WHAT IS CUSTOMER RELATIONSHIP MANAGEMENT?
Customer relationship management is a platform through which a business enterprise is able to monitor, analyze and improve the needs of their customers or people who are interested in buying whatever services of products that are being offered. 
Customer relationship management revolves around the ideologies of recency, frequency and monetary value (Kumar, V.  2010)
With the emergence of several medium and large businesses in recent years, competition has become stiff and in order to stay ahead of the competition it has become fundamental for enterprises to learn and understand their market. It has also become equally important that these businesses offer the best customer experience to lure and maintain their targeted consumers. 
The need to offer the best customer experience has pushed most businesses to extensive research on what their consumers want and subsequent inroads in the use of computer software applications in the analysis of customer related data. 
In some cases these applications have been directly linked to the overall improvement of customer experience and the ease of customer related tasks and operations within the business premises.
PURPOSE OF CUSTOMER RELATIONSHIP MANAGEMENT SOFTWARE
Customer Relationship Management Software applications (CRM) have a wide range of applications in a business setting that prove beneficial to the enterprises. The main purpose for the use of these applications is to combine the analytical capabilities of computers with crucial customer information to come up with solutions that improve service delivery and guarantee customer satisfaction for business enterprises. 
CRM applications help business firms to study their frequent customers by analyzing available data to come up with patterns and trends that generally affect purchases and the marketability of the business setup (Mithas et al., 2005)
Due to the complex nature of customer relationship management, applications developed may vary depending on what their use is in a particular enterprise. For example in a bank a CRM application may be used for ticketing. Due to the huge number of customers visiting a bank every day, it has become essential for the banks to devise ways of managing these huge turnouts and ensure that every customer gets proper attention hence the introduction of a software application that can manage the ticketing procedure for each customer.
WHAT BUSINESS VALUE DOES THE SOFTWARE BRING TO THE ORGANIZATION?
For the CRM software to prove efficient it has to positively influence the value of the business enterprise where it is applicable. The ticketing application can prove useful in many business settings especially where customers have to wait for service delivery in queues. 
In a bank setting where a large number of customers have to wait in long queues before they are served by a handful of employees, the influence of a ticketing software application can be tremendous. The ticketing services will likely increase the amount of customer satisfaction, prevent conflicts and confusion and ease the overwhelming work load burdened on the bank employees. This in turn increases the amount of customers, increases the level of competence among the employees and subsequently increases the amount of revenue that the bank rakes in.
CRM applications can also promote quality service delivery by offering self-service platforms and interfaces through which customers can evaluate service delivery. By discovering hidden trends, the CRM applications are also able to offer consumers services they never knew they needed (Mithas et al., 2005)
[bookmark: _GoBack]HOW THE SOFTWARE CAN BE USED TO GENERATE VALUE
For the software to be beneficial to the enterprise where it is used, it has to be applied under the right circumstances and in the right setting (Soh et al., 1995). In a banking enterprise, the ticketing application can be used to vend out tickets to the large number of clientele based on their arrival times. 
This is bound to ease congestion and confusion by providing precise timing for ticket holders to receive services and also ensure that customers know from what tellers to get the particular services they are seeking from the bank. This saves on time and cuts on subsequent losses that would be experienced
The ticketing software can also be used for analysis by providing information on customer time arrivals, customer peak hours and the amount of customers that visit the bank in a certain time frame. This information is important in determining customer preferences, reducing waiting time, streamlining service delivery and generally improving customer experience.
Management can also get feedback on the productivity of their employees and make the necessary adjustments to address important issues facing the establishment. For example, mobile ticketing software was used to analyze banking data in a few countries such as Oman and the evidence suggested that those enterprises that used software applications had an upper hand as compared to those that didn’t. (Sadi et al., 2010). 
CONCLUSION
With the tremendous rate at which businesses are growing all across the world, technology in terms of software applications is fast becoming a means through which business owners can have an upper hand over the competition. These applications are becoming especially favorable due to the flexibility of their usage and their wide range of benefits. 
As far as customer relationship management goes software applications can offer viable solutions to everyday problems in businesses that offer customer related products and services. With the current innovation and surge in computer literacy, CRM software is applicable in fields such as banking, healthcare services, transport systems, education as well as government institutions.
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