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I.K. International Publishing House Pvt. Ltd., 2011. Paperback. Book Condition: New. 16cm x 24cm. Most
corporate CEOs in their hearts would be thanking their competitors, as it is the competition that brings about
the best in companies. Market share of companies are by far the most prized asset of any company. To keep
market share on ever increasing path in the face of tough competition requires continuous uncompromising
onslaught on the psyche of the customers, prospective customers of brand fitness to their needs and the Top of
the mind recall. The CRM, Customer Relationship Management, which forms the bedrock of the book has been
in existence for centuries and yet with severe and chaotic at times, unprincipled competition CRM has become
the focus of marketers around the world and it has taken the cecntre-stage in the marketing of most
companies. Even the monopoly companies have realized the importance of CRM as they could land up in
severe competitive arena if they did not hold their customers firmly by hand with no chance of letting it go.
Increase in market share comes mainly by, taking business from competition, selling more to existing buyers,
persuading non-buyers to start buying their brand and expanding their geographic coverage of sales. These
must include ôCustomer interactionö and eEorts of winning them over. The book covers in great detail these
areas with emphasis on the diEerent levels of customers, including the first level customers the Distribution
Channel members. The area of customer communications forms a significant part of CRM and therefore, has
found the pride of place in the book, including, personal communication, advertising, sales promotion,
publicity and Public Relations. CRM has somehow got mixed with unethical practices that certain marketers
have been using to pull the customers by unprincipled means. These have, fortunately backfired on...
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