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Gerade in wirtschaftlich schwierigen Zeiten ist es sehr wichtig die Kundenbeziehung zu pflegen und zu
erhalten. Das Wissen über die Kunden ist essentiell, um ihre individuellen Bedürfnisse zu befriedigen und
eine profitable Beziehung aufzubauen (vgl. Faase et al. 2011, S. 2). Wissenschaft als auch Praxis haben die
Wichtigkeit der Kundenbeziehung erkannt und einen Wandel weg von der produkt- und
transaktionsorientierten Sichtweise vollzogen (vgl. Elmuti et al. 2009, S. 75; Reinartz et al. 2004, S. 293).
Das Customer Relationship Management (CRM) hat sich als ein wichtiges Forschungsfeld im Bereich
Wirtschaftsinformatik und Marketing etabliert (Gneiser 2010, S.95). Hier wird CRM, wie folgt, definiert:
„Customer Relationship Management umfasst den Aufbau und die Festigung langfristig profitabler
Kundenbeziehungen durch abgestimmte und kundenindividuelle Marketing-, Sales- und Servicekonzepte mit
Hilfe moderner Informations- und Kommunikationstechnologien.“
(Leußer et al. 2011, S.18)
In Zukunft wird sich das klassische CRM verändern, denn „…consumers are becoming more powerful.“
(Woodcock et al. 2011, S. 51). Grund ist der stärker werdende Social Media-„Hype“ in den letzten Jahren
(vgl. Ang 2011, S. 31). Aus Sicht des CRM wandelt sich der mittelbare Kundenkontakt über Call-Center-
Agenten und Außendienstmitarbeiter hin zu einem unmittelbaren mit den Kunden (vgl. Alt/Reinhold 2012,
S. 281). Haben die Kunden früher die Hotline angerufen, fragen sie heute in den Sozialen Medien ihre
Freunde. Immer mehr Menschen nutzen ihre PC´s, Smartphones und Tablet PC´s um über zahlreiche Social
Media Kanäle zu kommunizieren. Sie sammeln Informationen über Produkte und Dienstleistungen, geben
Feedback und lesen Empfehlungen von anderen Nutzern (vgl. Hart/Kassem 2012, S. 75; Greve 2011a, S. 16;
Woodstock et al. 2011, S.51).
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From reader reviews:

Richard Dunn:

Now a day people who Living in the era wherever everything reachable by talk with the internet and the
resources included can be true or not need people to be aware of each information they get. How a lot more
to be smart in acquiring any information nowadays? Of course the answer then is reading a book. Looking at
a book can help individuals out of this uncertainty Information mainly this Social Customer Relationsship
Management (German Edition) book since this book offers you rich facts and knowledge. Of course the
information in this book hundred percent guarantees there is no doubt in it as you know.

Myrta Bundy:

People live in this new moment of lifestyle always make an effort to and must have the free time or they will
get lot of stress from both day to day life and work. So , whenever we ask do people have free time, we will
say absolutely without a doubt. People is human not really a robot. Then we inquire again, what kind of
activity do you possess when the spare time coming to you actually of course your answer will unlimited
right. Then do you try this one, reading publications. It can be your alternative within spending your spare
time, often the book you have read is actually Social Customer Relationsship Management (German
Edition).

Elda Baggett:

In this era which is the greater man or woman or who has ability to do something more are more precious
than other. Do you want to become one among it? It is just simple method to have that. What you have to do
is just spending your time almost no but quite enough to experience a look at some books. One of many
books in the top collection in your reading list is usually Social Customer Relationsship Management
(German Edition). This book that is certainly qualified as The Hungry Hills can get you closer in getting
precious person. By looking up and review this book you can get many advantages.

Antonio Sisson:

Reserve is one of source of know-how. We can add our expertise from it. Not only for students and also
native or citizen have to have book to know the up-date information of year to be able to year. As we know
those ebooks have many advantages. Beside many of us add our knowledge, also can bring us to around the
world. With the book Social Customer Relationsship Management (German Edition) we can get more
advantage. Don't you to definitely be creative people? To be creative person must like to read a book. Just
choose the best book that acceptable with your aim. Don't possibly be doubt to change your life by this book
Social Customer Relationsship Management (German Edition). You can more pleasing than now.
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