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Customer Relationship Management (CRM) ist ein ganzheitlicher Ansatz zur Unternehmensführung. Er
versucht durch integrierte und individuelle Marketing-, Vertriebsund Servicekonzepte einen Mehrwert
sowohl für den Kunden, als auch für das Unternehmen zu schaffen.(1)

CRM hat zum einen eine unternehmensstrategische und zum anderen eine informationssystembezogene
Perspektive. Der unternehmensstrategische Bereich umfasst die Ausrichtung aller Geschäftsprozesse auf den
Kunden. Die informationssystembezogene Perspektive beinhaltet die Zusammenführung aller
kundenbezogenen Informationen und die Synchronisation der Kommunikationskanäle.(2) Wie lässt sich nun
das Multi Channel Management (MCM) in den CRM Prozess einordnen? Aufbauend auf softwaregestützte
Informationssysteme werden die Kanäle den Kundenwünschen optimal angepasst.
Dabei sollen sowohl der Kunden- als auch der Unternehmensnutzen optimiert werden. Das MCM tangiert
deshalb beide Bereiche des CRM.
In dieser Arbeit werden unter dem Stichwort Kanäle nicht die Vertriebskanäle subsumiert, sondern sämtliche
Channels über die das Unternehmen mit den Konsumenten, von der Vor-Konsumphase über die
Konsumphase bis zur Nach-Konsumphase, in Kontakt tritt.
In der folgenden Arbeit wird zuerst eine Einführung in verschiedene Aspekte des MCM gegeben.
Anschließend wird auf den Aufbau eines MCM-Systems näher eingegangen. Zuletzt werden kurz mögliche
Probleme bei der Einführung eines MCM-Systems diskutiert.
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From reader reviews:

David Barthel:

Reading a e-book can be one of a lot of activity that everyone in the world enjoys. Do you like reading book
so. There are a lot of reasons why people like it. First reading a publication will give you a lot of new facts.
When you read a guide you will get new information because book is one of numerous ways to share the
information or even their idea. Second, studying a book will make anyone more imaginative. When you
looking at a book especially fictional works book the author will bring one to imagine the story how the
personas do it anything. Third, you are able to share your knowledge to others. When you read this Multi
Channel Management (German Edition), you are able to tells your family, friends along with soon about
yours e-book. Your knowledge can inspire the others, make them reading a reserve.

Josefina Roundtree:

The guide untitled Multi Channel Management (German Edition) is the reserve that recommended to you to
read. You can see the quality of the reserve content that will be shown to anyone. The language that writer
use to explained their way of doing something is easily to understand. The writer was did a lot of research
when write the book, and so the information that they share to you personally is absolutely accurate. You
also could get the e-book of Multi Channel Management (German Edition) from the publisher to make you
much more enjoy free time.

Irving Tarkington:

That e-book can make you to feel relax. This particular book Multi Channel Management (German Edition)
was multi-colored and of course has pictures on the website. As we know that book Multi Channel
Management (German Edition) has many kinds or variety. Start from kids until teenagers. For example
Naruto or Investigator Conan you can read and think that you are the character on there. Therefore not at all
of book tend to be make you bored, any it offers you feel happy, fun and loosen up. Try to choose the best
book in your case and try to like reading that.

Tammy Dorris:

Reading a publication make you to get more knowledge from that. You can take knowledge and information
originating from a book. Book is created or printed or illustrated from each source this filled update of news.
Within this modern era like now, many ways to get information are available for an individual. From media
social just like newspaper, magazines, science e-book, encyclopedia, reference book, fresh and comic. You
can add your understanding by that book. Are you ready to spend your spare time to spread out your book?
Or just looking for the Multi Channel Management (German Edition) when you necessary it?
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