Customer Relationship Management

 September 2021 Examination

1. The quality of customer data can be visualized from many angles and viewpoints. It is, therefore, said that the intrinsic quality of data depends more on the requirement of companies and their objectives to excel in specific markets. Explain this aspect in detail with the help of examples. 

Ans 1.

Introduction

Data quality is used to assess elements in the workplace such as dependability, competence, accuracy, and consistency, among others. Similarly, upgrading these elements is also measured by data quality, and today's time data is a vital component because everyone is experimenting with data in their respective businesses today. Nevertheless, monitoring the level of data quality allows for the identification of organizational problems quite fast. It contributes to the resolution of data accessibility issues in information technology systems used for intended business goals. 
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2. The traditional groceries store owner maintains personal contact with his customers and has more knowledge about them than a CRM manager trying to enhance his knowledge about his customers with the help of expensive software and databases that are at his disposal in the organization.' Do you agree with this statement? Substantiate your viewpoints with examples. – 

Ans 2.

Introduction

CRM managers are in charge of managing customer interactions, maintaining information, and developing relationships with customers. Besides that, it operates with a team meeting and creates powerful workflows that assist in developing strong ties between employees and clients in the business world. In a similar vein, this remark is advantageous to businesses because the software facilitates communication with customers in any situation and is critical in the fight 

3. SDM Global Mail is a world leader in the logistics sector. It needed a solution like CRM for catering to its growing global network. The staff in different offices around the globe needed to commit, understand, and fulfil the needs of customers by providing innovative and cost-effective solutions. SDM Global Mail conducted many workshops and assessed the feedback received across continents like Europe and Asia. A solution that could reduce cost in its operations and flexibility in solution was what they had in mind. Thus, they opted for Salesforce.com, which had lot of benefits and advantages for its global operation. SDM opted for Salesforce.com as its CRM platform for all its dispatches, delivery of parcels, and its business posts. Salesforce.com created an advantage to the company by customizing SDM solutions by taking care of its customer needs. Its adoption and implementation was done in minimum time due to which it became a success story of SDM. The CRM solution was installed across all branches simultaneously and was also integrated with the existing system within a span of six months. This created a centralized data at one place integrating all the systems together, and Salesforce.com was accepted widely by all its employees. It also provided a single view to all its customers resulting in it becoming a leader in mail solutions around the world as it focused basically on the Inherent needs of the customers. As a result, implementation time of CRM also reduced. Today, Salesforce.com has developed a profitable relationship with the SDM Global Mail taking care of all its needs consistently.

a. How did SDM Global Mail enhance their customers' delight? 

Ans 3a.

Introduction

Customers' feelings are measured and analyzed using a customer delight index, determining how consumers' feelings affect the services, goods, and company perspectives in this highly competitive environment. In a similar vein, corporations use customer feedback software and tools to determine the extent of business competitiveness in their industry. Furthermore, 
b. Why did SDM Global Mail opted for Salesforce.com and what was the benefit involved through its adoption as a software for its CRM implementation. 

Ans 3b.

Introduction

In a similar vein, CRM solutions assist businesses in directing vast audiences toward their products and services, hence increasing their scorecards. However, the different components of the company are measured, recorded, and handled more readily with the use of this software in the business world. Furthermore, saleforces.com provides significant benefits to businesses 
