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Electronic customer relationship management

Abstract:

The heart of all business activities in organizations are the organization's customers, and in this
regard, a technique called customer relationship management is called, which in short, is the
strategies determined to select, maintain, and manage customers in order to create value. Of
course, today, given the emergence of the Internet and the development of business in an
electronic context, this technique is called electronic customer relationship management in the
electronic field. Also, given the constant changes in the environment of organizations and their
activities, organizations always need to use new management methods. Reengineering is one of
the techniques that, by effectively adapting organizations and new conditions, provides managers
with a lot of help in meeting new customer needs. In this research, considering the dynamics of
organizations and customer-oriented markets, the review of the organization's work processes is
considered in order to adapt customer demands to the organization's capabilities. The goal is to
provide a reengineering mechanism in an electronic customer relationship system that, in
addition to the aforementioned adaptation to gain financial benefits, also affects a larger market.

Keywords: Electronic Customer Relationship Management, Marketing, Marketing Strategies,
Business Process Reengineering, Customer Relationship Management Reengineering



