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management (CRM), as a part of strategic marketing, can be seen as the emerging management paradigm,
with which companies seek to respond to these changing market conditions. Through the adoption of a CRM
system, companies are able to collect and evaluate specific knowledge about their customers in a systematic
way, hence primarily improving customer service and customer loyalty. Until recently, companies ignored the
importance of this, which lead to a loss of customers and thus a decrease in profitability. Beyond that, the fact
that companies neglect their customers is oDentimes intensified by a lack of appropriate equipment, tools or
project management methods. Estimates by some market observers even state that nearly 70 - 80% of all CRM
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