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Guess the Topic!!!

Exploring the L
Components and

Architecture of h
Customer
Relationship
Management
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Recap
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""'/, Touch Point Analysis involves

' ‘/ . identifying and evaluating the

'\/p  various interactions a customer
has with a company across
different channels and stages of
their journey. These touch points
include customer service calls,
website visits, social media
nteractions, and in-store

xperiences.
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Qe Discussion about....

Information
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~/ The Database Management

System (DBMS) in a CRM system
is crucial for storing, organizing,
and managing all customer data

fficiently.
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Technology
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‘o L Exploring the Components and Architecture

) e | P — DATA SOURCE

ENTERPRISE CORPORATE NEWS
CONTENT AND EVENTS

EMPLOYEES CUSTOMERS AND

PARTNER
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Key components of CRM

Components of
Customer Relationship Management
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Layers of CRM security

CRM SECURITY LAYERS

Database/File System
CRM Application

End User Computer/Mobile Phone
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Future Trends in CRM
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T Knowledge Check
'a
J\l' " Which component of a CRM system is primarily responsible for
"‘5'\ storing and managing customer data?
>3 User Interface (Ul)

Application Logic
Database Management System (DBMS)
Analytics and Reporting

C) Database Management System (DBMS)
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Summary

In conclusion, Customer Relationship
Management is a vital component of modern
business strategy. By understanding its
components and architecture, organizations
can effectively manage customer relationships,
overcome challenges, and leverage future
trends to foster lasting connections with their

customers.
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