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T o= T4 vV DOEFRGFFSLIT LOBEDH 23— T4 7, DED, T—FN—
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7= Bl 50 CRM (BEBIRERD 0% GiEp) 91

CRM 3T 5 T & THAK i S &, e L2 BiE 2R L7 5 2 BRIz n LS
WEI—T T4 Y IIETH DI LW B. DX S, CRM Efin & ks HEED M ET)
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TV eHDHEEZEZTODB IR S,

3 CRMicba7r—s&,5—9~4 =07
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D OBAR T, AR OXKEHK L TN T NOIFAFTHEEL TEH, THICIE U THEDEX
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BIEWMAEEHL, ThZ2 b LIl icx 3k 51c L,
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EREBEENS, FOFRELTTF—IR—R =74 YT EVSTEEH VS, Z LT,
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5T TV o] [Maf&—#ic ] EENICMA T, T[Hick - T BEIWZLRSh 5
LI s F = %ET, 2D, POSF—4 LTINETOF— ¥ EKFEREMOT S
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CRM reconsidered from data perspective

Shota Yabuno

Summary

In recent years, marketing strategies focusing on the building of relationships
with customers have attracted the attention of both business and the literature.
This study focuses on the marketing strategy called customer relationship man-
agement (CRM). The strategy distinguishes customers using various data and
tries to retain them through different customer satisfaction methods. In CRM,
continuous purchasing by customers is called a relationship with customers, and
building this relationship improves customer lifetime value. However, although
many companies pay attention to CRM, only a few succeed. One reason for this
is that CRM cannot handle a variety of data.

This study systematically rebuilds CRM through a data analysis process based
on a review of the conventional CRM studies, to make three contributions to the
literature. First, the study shows that the final CRM form involves approaching
each small segment and individualizing each customer. Second, I organize the
data as well as data analysis methods applied in CRM. The data used for CRM
are classified into three groups: customer information, achievement information,
and behavior history information. The data analysis methods are classified by
purpose. Third, the study finds that the same analysis method can be used for
multiple purposes, even if the purpose is same, instead of one type of analysis
method. However, some challenges remain. The current CRM has no analytical
method that takes a different approach for each customer. A future study needs
to take up this point and also consider the development of new analytical

methods.



