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A study on the CRM strategy for medium

and small industry of distribution
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Abstract

CRM refers to the operating activities that always maintain and
promote good relationship with customers to ultimately maximize the
company's profits by understanding the value of customers to meet
their demands, establishing a strategy which may maximize the Life
Time Value and successfully operating the business by integrating the
customer management processes.

In our country, many big businesses are introducing CRM
initiatively to use it in marketing strategy however, most medium and
small sized companies do not understand CRM clearly or they feel
difficult to introduce it due to huge investment needed.

This study is intended to present CRM promotion strategy and
activities plan fit for the medium and small sized companies by
analyzing the success factors of the leading companies those have
already executed CRM by surveying the precedents to make the
distributors out of the industries have close relation with consumers
to overcome their weakness in scale and strengthen their
competitiveness in such a rapidly changing and fiercely competing
market.

There are 5 stages to build CRM such as the recognition of the
needs of CRM establishment, the establishment of CRM integrated
database, the establishment of customer analysis and marketing
strategy through data mining, the practical use of customer analysis
through data mining and the implementation of response analysis and
close loop process.

Through the case study of leading companies, CRM is needed in
types of businesses where the companies constantly contact their
customers. To meet their needs, they assertively analyze their
customer information. Through this, they develop their own CRM
programs personalized for their customers to provide high quality
service products. For customers helping them make profits, the VIP
marketing strategy is conducted to keep the customers from breaking
Through
management, CRM should be executed. In other words, through

their  relationships ~with the companies. continuous
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customer segmentation, the profitability for the customers should be
maximized. The maximization of the profitability for the customers is
the key to CRM.

These are the success factors of the CRM of the distributors in
Korea. Firstly, the top management's will power for CS management
is needed. Secondly, the culture across the company should be made
to respect the customers. Thirdly, specialized customer management
and CRM workers should be trained. Fourthly, CRM behaviors should
be developed for the whole staff members. Fifthly, CRM should be
between related
departments. To make use of the case study for CRM, the company

carried out through systematic cooperation
should understand the customer and establish customer management
programs to set the optimal CRM strategy and continuously pursue it
according to a long-term plan. For this, according to collected
information and customer data, customers should be segmented and
the responsive customer system should be designed according to the
differentiated strategy according to the class of the customers.

In terms of the future CRM, integrated CRM is essential where
the customer information gathers together in one place. As the degree
of customers' expectation increases a lot, the effective way to meet
the customers' expectation should be pursued. As the IT technology
improved rapidly, RFID (Radio Frequency Identification) appears. On
a real-time basis, information about products and customers is
obtained massively in a very short time.

A strategy for successful CRM promotion should be improving the
organizations in charge of contacting customers, re-planning the
customer management processes and establishing the integrated system
with the marketing strategy to keep good relation with the customers
according to a long-term plan and a proper method suitable to the
market conditions and run a company-wide program. In addition, a
CRM program should be continuously improved and complemented to
meet the company's characteristics.

Especially, a strategy for successful CRM for the medium and
small sized distributors should be as follows. First, they should
change their existing recognition in CRM and keep in-depth care for
the customers. Second, they should benchmark the techniques of
CRM from the leading companies and find out success points to use.
Third, they should seek some methods best suited for their particular
conditions by achieving the ideas combining their own strong points
with marketing. Fourth, a CRM model should be developed that will
promote relationship with individual customers just like the precedents
of small sized businesses in Switzerland through small but noticeable
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