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R es um o 

Ex i s t e  na  l i t e r a tu r a  um se n t i men t o  co m um de  i n su ce s so  da s  

i m p l e men ta ç õe s  de  e s t r a t é g i a s  C u s t om e r  R e l a t i o n s h i p  Ma na g em en t  

( C RM )  n a s  d i f e r e n t e s  e mp re sa s .  A  l i t e r a tu r a  t am bé m  ap re s e n t a  

t r ê s  f a t o re s  p r in c ipa i s  q ue  i n f l uenc i a m a  im p l e me n ta ç ão  de  uma  

e s t r a t é g i a  C R M :  a )  a  nec e s s i d ade  de  ex i s t i r  u ma  cu l t u r a  foca da  

n o  c l i e n t e  c om uma  a b or dage m mu l t i fu nc io na l  no  p r oce s s o  e  

c on s t ruçã o  da  e s t r a t é g i a ,  b )  um  com p r ome t i me n t o  to t a l  d a  

g e s t ã o  de  t op o  e  d o s  r e s t a n t e s  t r a ba l ha do re s  da  e mp re s a  na  

i m p l e men ta ç ã o  e  u t i l i z a ç ão  da  e s t r a t é g i a  e ,  c )  a  t e c no l og i a  

a do t ad a  de  s up o r t e  à  e s t r a t é g i a  de ve  a j u s t a r - s e  a o s  o b j e t i vo s  da  

e mp re sa .  

E s t e  e s tu do  de  c a so  p re t en de  e s t uda r  a  im p l e me n ta ç ão  de  uma  

e s t r a t é g i a  C u s t om e r  R e l a t i o n s h i p  Mana g e m e n t  n uma  e mp r e sa  da  

i nd ú s t r i a  da  co r t i ç a  p a r a  c om p ree nde r  qu a l  o  i mpac t o  de s t e s  t r ê s  

f a to re s  n o  p roce s s o  de  i mp l em en ta ç ã o .  

O  q ue  se  c o nc l u i  é  que  a s  e mp re sa s  deve m ga ra n t i r  qu e  a  

e s t r a t é g i a  é  co mu n i c a da  a  to da s  a s  á r e a s  e nv o lv ida s  n o  p r oce s s o .  

U ma  e s t r a t é g i a  b em  pe rc e b i da  i r á  r e fo r ç a r  a  c u l tu r a  o r i e n t a da  

p a r a  o  c l i e n t e ,  fo r t a l e c e r  o  c o mp r ome t im en to  e  pa r t i c i pa ç ão  d o s  

t r aba lha do re s  e  pe rm i t i r  a  c o r r e t a  cu s to m izaç ã o  da  f e r r a me n ta  

t e cn o l óg i c a  de  su por t e  à  e s t r a t é g i a .  

A s  e mp re s a s  que  com p ree nde m  os  f a to re s  c r í t i co s  de  suce s s o  da  

i m p l e men ta ç ã o  de  u ma  e s t r a t é g i a  C RM ,  e s t ão  a  au me n t a r  a  

p r ob ab i l i d ad e  de  su ce s so  n o  f i na l .  E ,  e s t a r ão  ma i s  pe r to  d o  

o b j e t i v o  da  e s t r a t é g i a  C R M  d e  m e l ho ra r  a s  r e l a ç õe s  c o m o s  s e u s  

c l i e n t e s ,  co n seg u i nd o  r e sp on de r  de  fo r m a  r á p i da  e  co r r e t a  à s  

s u a s  nece s s i da de s .   

 

P a la v ras -c ha ve :  C u s t ome r  R e l a t i o n sh i p  Mana gaem en t  (C R M ) ;  

c om un i c a ç ã o ;  e s t r a t é g i a ;  c om p ro me t im en t o ;   a dap t a ç ã o ;  c u l t u r a



 

A bs t rac t  

S eve ra l  s t ud i e s  r e f l e c t  t he  c om mo n f e e l i ng  o f  f a i l u r e  i n  t he  

i m p l e men ta t i on  o f  C us t ome r  R e l a t i o n sh ip  Ma nage me n t  (C R M )  

s t r a t e g i e s  i n  d i f f e r e n t  f i r m s .  L i t e r a tu re  a l so  po i n t ed  ou t  t h re e  

m a j o r  f a c to r s  t ha t  i n f l ue nce  a  C R M s t r a t egy  i mp l em en ta t i on :  a )  

t he  nee d  o f  a  c u s to me r -b a sed  cu l t u re  w i t h  a  c ro s s - fu nc t i on a l  

a pp r oach  i n  p roc e s s  a na l y s i s  an d  con s t ru c t i o n ,  b )  t he  f u l l  

c om mi t men t  o f  the  t o p  ma nage me n t  a nd  the  w o rke r s  i n  t he  

s y s t e m s ’  im p l e me n t a t i o n  a nd  u sag e  a nd ,  c )  the  t e c hno lo gy  

a do p t ed  nee d s  t o  f i t  to  t he  f i rm ’ s  ob j e c t i v e .  

T h i s  c a se  s t udy  a i ms  to  s t udy  an  im p l em en ta t i on  o f  a  C u s to me r  

R e l a t i o n sh ip  Mana ge men t  s t r a t e gy  i n  a  co mpa ny  o f  t he  c o rk  

i nd u s t r y  t o  u nde r s t a nd  w ha t  t he  i m pac t  o f  th e  t h re e  f a c t o r s  

d u r i ng  t he  p roc e s s  o f  i mp l e men ta t i on  wa s / i s .  

W ha t  c a n  be  c o nc l ud ed  i s  tha t  c om pan i e s  sh ou ld  g ua ra n te e  t ha t  

t he  s t r a t e g y  i s  co m mu n i c a t e d  th r ou gh  a l l  a r e a s  t ha t  a r e  

i m p l i c a t e d  i n t o  the  p r oce s s .  A  we l l  pe rc e i v e d  s t r a t e gy  w i l l  

c on s o l i d a t e  a  c u l t u re  cu s to me r  o r i en t ed ,  r e i n f o r c e  t he  

c om mi t men t  a nd  pa r t i c i pa t i on  o f  a l l  e mp loy ee s  a nd  e nab l e  a  

c o r r e c t  cu s t om iza t i o n  o f  t he  t e c hn o l og i c a l  t oo l .  

C om pan i e s  tha t  u nde r s t an d  t he  c r i t i c a l  s u cce s s  f a c to r s  o f  a  C R M  

s t r a t e gy  i mp l eme n ta t i on  w i l l  i n c re a se  the  p r oba b i l i t y  o f  succe s s  

i n  t he  en d .  An d  w i l l  g e t  c l o se r  t o  t he  f i n a l  C R M  s t r a t egy  

o b j e c t i v e  t ha t  i s  im p r ove  the  r e l a t i on s h i p  w i t h  t he  c u s t o me r s  

w i t h  a  f a s t  a nd  co r r e c t  r e s p on se  t o  t he i r  nee d s .   

 

K ey  w o rds :  C u s to me r  R e l a t i o n sh ip  M ana gem en t  (C R M ) ;  

c om mu n i c a t i o n ;  s t r a t e gy ;  c o mm i t men t ;  ada p t a t i o n ;  cu l t u re  
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1 Introduction 

 

T h e  b u s i ne s s  wo r ld  i s  bec om in g  m or e  com pe t i t i v e  o ve r  t he  y e a r s .  

N owa day s ,  r e g a rd l e s s  o f  t he  i nd u s t r y  i n  wh i ch  t hey  ope ra t e ,  a l l  

b u s i ne s se s  f a c e  an  i nc re a s in g l y  f i e r c e  c o mpe t i t i on ,  w i th  f u l l  

a c c e s s  t o  i t s  cu s to me r s  (F o s s  e t  a l . ,  200 8 ) .  C us t ome r s  have  a c ce s s  

t o  an  i n f i n i t e  nu m be r  o f  o f f e r s  f ro m  a  l o t  o f  p l a y e r s ,  th a t  o f f e r  

t he  s a me  p r od uc t  a t  d i f f e r e n t  p r i c e s ,  o r  s im i l a r  p r od uc t s  w i t h  

d i f f e r en t  c ha ra c t e r i s t i c s ,  o r  cu s to miz ed  p r od uc t s ,  e t c . ,  t he  l i s t  

o f  op t i on s  i s  en d l e s s .  Th i s  co n tex t  e x p l a in s  why  bu s i ne s s  

b eha v i ou r  i s  cha ng i ng .  Fo r  the  pa s t  y e a r s  t he  b u s i ne s s  w o r ld  

c han ged  i t s  f ocu s  on  p r od uc t  to  b e  fo cu s ed  o n  c u s t o me r s .  

C om pan i e s  a r e  f oc us e d  o n  r e a l i z i n g  wha t  t he i r  c u s t om er s '  n e ed s  

a nd  de s i r e s  a r e  a nd  a dap t i ng  the i r  p ro ce s se s  to  r e s po nd ing  w i t h  

t he  r i g h t  p ro duc t s  a t  t he  r i gh t  t i me  to  th o se  r e qu i r eme n t s .  E ven  

m o re  t ha n  r e s po nd  t o  cu r r en t  nec e s s i t i e s ,  c om pa n i e s  a r e  a l s o  

w o rk i ng ,  mo re  a nd  m o re ,  to  an t i c i p a t e  fu tu re  n eed s  a nd  t hu s  

e n su re  t ha t  the y  a r e  ahea d  o f  th e  c om pe t i t i on .  

W i t h  C u s to me r  R e l a t i o n sh ip  Ma nage men t  (C R M )  s t r a t e g i e s  

c om pan i e s  s e e k  t o  a l i g n  t he i r  c u l tu re  w i t h  th e  go a l  o f  s a t i s f y ing  

a nd  r e t a i n i ng  th e i r  c u s t om er s  ( Pay ne  an d  F row ,  2 006 ) ,  boo s t i ng  

t he i r  c apac i t y  to  r e s po nd  t o  t he i r  n eed s .  Ho weve r ,  C R M 

s t r a t e g i e s  u s ua l l y  r eq u i r e  ma j o r  cha nge s  i n  s eve ra l  a r e a s  o f  t he  

b u s i ne s s .  T he se  s t r a t e g i e s  w i l l  b e  s ucce s s f u l  i f  co mpa n i e s  e ns u re  

t ha t  c u l tu re  an d  p r oce s se s  a r e  c u s t om er  f ocu se d ,  t ha t  pe op l e  a r e  

c om mi t t ed  t o  t he  goa l  o f  t he  s t r a t e g y  a nd  tha t  co mm un i c a t i o n  i s  

c l e a r l y  an d  e a s i l y  u se d  by  t ho se  wh o  nee d  i t .  

C om pan i e s  t ha t  dec id e  t o  s t a r t  a  p r oce s s  o f  i mp l em en t i ng  a  C R M  

s t r a t e gy  m u s t  be  awa re  tha t  o f t en  i n vo lve s  a  s t ruc tu ra l  ch ang e  

o f  b u s i ne s s ,  r eq u i r i n g ,  t he re fo re ,  a  s t r on g  i n t e r c on nec t i on  o f  t he  

m a i n  f a c to r s  t ha t  co n t r i bu t e  to  i t s  s ucce s s .  
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1.1 Objective and Study Relevance 

G iv en  t he  l ow  s ucce s s  r a t e  o f  C R M  s t r a t eg i e s  im p l e me n ta t i on s  

i n  th e  r e a l  w or ld  and  the  d i f f i cu l t i e s  tha t  c om pa n i e s  f a c e  du r in g  

i m p l e men ta t i on s  (F i nne gan  a nd  C u r r i e ,  2 01 0 ) ,  be co me s  

f u nda me nta l  to  s tu dy  th e  r e l e van t  f a c to r s  tha t  c on t r i bu t e  to  t he  

s u cce s s  o f  C R M  s t r a t egy  i mp l e men ta t i on .  

T h e  p re se n t  s t udy  a im s  to  exp lo re  i n f l ue nce  o f  t h re e  m o s t  

i m po r t an t  f a c t o r s ,  p o i n t ed  by  l i t e r a t u re  a s  fu nda me nt a l  to  the  

s u cce s s  o f  a  C R M s t r a t egy  im p l e men ta t i on :  the  co mpa ny ’ s  

c u l tu re  an d  p r oce s se s ,  t he  pe op l e  c omm i tme n t  a nd  i n vo lve men t  

a nd  th e  t e ch no lo gy  a do p t ed  to  ena b l e  t he  s ha re  a nd  s t o rage  o f  

c u s t om er  i n fo r ma t io n .  

U n t i l  no w ,  nu me ro us  s tu d i e s  we re  p re sen te d  tha t  t r i ed  t o  f i n d  a  

p a t h  o r  a  p l a n  to  a  C R M s t r a t e gy  i mp l em en ta t i on  th a t  w on ’ t  l e a d  

t o  i t s  f a i l u r e ,  a l t hou gh  the re  i s  no t  o ne  s i ng l e  f o rm u l a  tha t  c an  

b e  ap p l i ed  to  e a c h  c a se .  Th i s  c a se  s t ud y  h ope s  to  d i s c ove r  t he  

i n f l uenc e  o f  t he  f a c to r s :  c u l tu re  an d  p ro ce s se s ,  pe op l e  an d  

t e ch n o lo gy ,  ha ve  i n  a  r e a l  p r o j e c t  o f  i mp l eme n t in g  th e  C R M 

s t r a t e gy  tha t  i s  un de r  deve lo pm en t ,  to  u n de r s t a nd  i f  t he  p ro j e c t  

i s  m ov in g  tow a r d s  to  i t s  succe s s  o r  f a i l u r e .  

1.2 Study Structure  

T h e  s tu dy  ha s  4  c hap te r s  bey on d  in t r od uc t io n .  C ha p te r  2  

p r e sen t s  the  l i t e r a tu re  r e v i e w ,  w he r e  th e  o b j e c t i v e  i s  t o  

c on tex t ua l i z e  t he  s t u dy  an d  i de n t i f y  t he  ma i n  f a c to r s  t ha t  

i n f l uenc e  th e  s ucce s s  o f  a  C R M  s t r a t e gy  i m p l e men ta t i on .  C ha p te r  

3  p re sen t s  the  s tu dy  o b j e c t i v e s  a nd  the  m e t ho d o lo gy  ad op ted  f o r  

t he  da t a  co l l e c t i on  a nd  i t s  s ub se que n t  a na l y s i s .  C ha p t e r  4  

a na l y se s  a nd  d i s cu s se s  t he  da t a  o b t a in ed .  A nd ,  f i n a l l y ,  a t  chap te r  

5  the  c onc lu s io n s  a r e  d r aw n  a lo ng  w i th  the  l im i t a t i o n s  o f  t he  

s t u dy  an d  a r e  p re sen te d  sug ge s t i o n s  fo r  f u tu re  a r e a s  o f  r e se a rc h .  
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2 Literature Review 

 

2.1 Introduction 

I n  th i s  w o rk  s e c t i o n ,  the  p u rp o se  i s  t o  un de r s t an d  w ha t  a  

C us t ome r  R e l a t i on sh ip  Ma nag eme n t  s t r a t e gy  i s  an d  w ha t  i t s  

i m p l e men ta t i on  i m p l i e s  i n  a  c om pa ny ,  ba se d  o n  p rev i ew s  s tu d i e s  

o n  th i s  ma t t e r .  B y  th e  e nd  o f  l i t e r a tu re  r e v i ew  t he  i n f l u ence  o f  

t he  r e l eva n t  f a c to r s  –  c u l tu re  a nd  p r oce s se s  c u s t om er - o r i en t e d ;  

t he  co m mi tme n t  o f  em p l oyee s  an d  top  mana geme n t ,  an d  t he  

i n fo r ma t io n  sy s t em  t o o l s ,  h a ve  o n  t he  su cce s s  o f  a  C R M s t r a t egy  

i m p l e men ta t i on  w i l l  b e  c l e a r  a nd  i d en t i f i e d .  

T h e  de f i n i t i on  o f  C R M  s t r a t egy  a nd  the  i den t i f i c a t i o n  o f  f a c to r s  

w i l l  b e  c r i t i c a l  t o  t he  cha p te r  3  -  th e  me th od o l ogy .    

I n  the  c a se  s tu dy ,  th e  ob j e c t i v e  i s  to  s t u dy  t he  im po r t a nce  o f  a  

C R M s t r a t e gy  i n  t he  bu s i ne s s  a nd  how  th e  f a c t o r s  i n f l u enced /a re  

i n f l uenc in g  t he  su cce s s  o r  f a i l u r e  o f  a  C R M s t r a t egy  

i m p l e men ta t i on  i n  a  Po r tu gue se  c o mpa ny  i n  t he  c o r k  i ndu s t r y .  

T h e  r ev i ew  o f  th e  l i t e r a tu re  w i l l  p r ov id e  t he  g u i de l i ne s  fo r  t he  

e l ab o ra t i o n  o f  t he  i n t e r v i ew s  tha t  w i l l  l e a d  t o  th e  a n swe r  o f  t h i s  

c a se  s tu dy  que s t i ons .  

 

2.2 Customer Relationship Management (CRM) 

T o  u nd e r s t a nd  t he  i n f l ue nce r s  o f  C R M s t r a t e gy  im p l e me n ta t i on ,  

i t  i s  f un da men ta l  to  u nde r s t an d  w ha t  a  C R M s t r a t egy  an d  i t s  

r e l eva nce  i n  the  c u r r e n t  bu s ine s s  w o r l d  i s .  W ha t  i s  C R M  an d  w hy  

d o  co mpa n i e s  f e e l  th e  nee d  to  i mp l em en t  i t ?  

T h e  cu r r en t  b u s i ne s s  en v i r on men t  tha t  co m pan i e s  a r e  f a c in g  i s  

v e r y  c om pe t i t i v e  a nd  c om pan i e s  nee d  to  c l e a r l y  u nde r s t a nd  the  

n eed s  o f  the i r  cu s to me r s  a nd  o f f e r  p r o du c t s  a nd /o r  s e rv i c e s  

a c c o rd in g  to  t ho se  n eed s .  T he  c on t i nu i t y  o f  a  b u s i ne s s  l a r g e l y  

d epe nd s  on  i t s  c u s to me r s .  An d ,  i t  i s  no t  r e l a t e d  t o  the  t yp e  o f  

b u s i ne s s  bec au se  ev e r y  bu s ine s s  f a c e s  n owad ay s  a  c om pe t i t i v e  
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e nv i r on me nt  w he re  o th e r  c om pa n i e s  t r y  t o  p ro v i de  t he  s a me  

c u s t om er s .  T he  c ha l l en ge  no w  i s  t o  o f f e r  a  s e t  o f  p r od uc t s  an d  

s e rv i c e s  th a t  p ro v id e  g r e a t e r  v a l ue  tha n  th o se  o f f e r e d  by  t he  

c om pe t i t i on  (C am b ra - F i e r ro  e t  a l . ,  201 7 ;  Ga r r i do - Mo re no  e t  a l . ,  

2 01 4 ) .   

C om pan i e s  c an  o n l y  gu a r an te e  t he i r  co m pe t i t i v e  a dva n t age  i f  

t hey  c an  a dap t  a nd  cha nge  the i r  b us i ne s s  o ve rv i ew  to  t he  

v a r i a t i o n s  i n  t he  ma r ke t  a nd /o r  en v i ro nm en t  w he re  th ey  ope ra t e  

( C ha ng ,  2 00 7 ) .  Hav in g  the  a b i l i t y  o f  s e l l i ng  a c c o rd ing  t o  

c u s t om er s ’  i n d i v idu a l  p re f e r en ce s  an d  nee d s  a nd  ma rk e t  

v a r i a t i o n s ,  w i l l  i n c r e a se  c u s t om er  r e t en t io n  a nd ,  co n seq ue n t l y ,  

b u s i ne s s  p ro f i t a b i l i t y  (Y im  e t  a l . ,  20 04 ) .  

T h e  a b i l i t y  o f  ma tch in g  e f f i c i en t l y  c u s to me r s ’  ne ed s  w i l l  a l s o  t o  

e n su re  a  l a s t i ng  an d  fu tu re  r e l a t i o n sh ip  w i th  the  c u s t om e r s  

( C ha ng ,  2 007 ) .  S o ,  t he  fo cu s  o f  bus i ne s se s  s h ou l d  be  t he  

d eve lo pme n t  an d  m ana geme n t  o f  p r od uc t s  a n d  se rv i c e s  

a c c o rd in g  to  t he  cu s t o me r s ’  spec i f i c a t i o n s  (Y im  e t  a l . ,  2004 ) .   

T h e re  a r e  mu l t i p l e  de f i n i t i on s  f o r  C R M a nd  C R M  can  be  

a pp re hen d  d i f f e r en t l y  b y  e a c h  co mpa ny ,  s o  i t  i s  d i f f i cu l t  t o  h ave  

a  s i ng l e  d e f i n i t i o n  (T r i z n ova  e t  a l . ,  2 015 ) .   

A hea rn e  e t  a l .  ( 20 12 ) ,  i d e n t i f i e d  45  d i f f e r en t  de f i n i t i o n s ,  s o me  

o f  th e  au th o r s  de f ine  C R M  a s  a  s t r a t e gy ,  o the r s  a s  a  t e c hn o l ogy ,  

s o me  a s  a  p r oce s s ,  a mo ng  o t he r s .  A l tho ug h  the  h i gh  nu mb e r  o f  

d e f in i t i o n s  o f  C R M,  m o s t  au th o r s  s ha re  t he  de f in i t i o n  o f  C R M 

a s  a  s t r a t e gy  t ha t  im p l i e s  p ro ce s se s ,  pe op l e  a nd  t e ch no lo gy .  

O ne  o f  the  d e f in i t i o n s  o f  C R M i s  th a t  i t  mu s t  be  c on s ide r e d  a s  

a  s t r a t e gy  t ha t  a gg reg a t e s  d i f f e r en t  a r e a s  a nd  t oo l s  a s  p ro ce s se s ,  

p eo p l e  an d  t e ch n o lo gy ,  w i th in  an  o rgan i s a t i ona l  s t r uc tu re  a nd  

c u l tu re ,  th a t  w i l l  m a i n t a in  a nd  r e t a in  l o ng - t e r m  re l a t i on s h i p s  

w i t h  c u s to me r s  ( Men d oza  e t  a l . ,  2 006 ) .  

P ay ne  a n d  F row  (200 6 )  c on s ide r  t ha t  a  C R M  s t r a t egy  i s  a  way  o f  

c r e a t i ng  v a l ue  f o r  th e  cu s to me r  an d  f o r  t he  co m pany  ba sed  i n  a  
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r e l a t i o n sh ip  w he re  t hey  s ha re  i n f o rm a t io n ,  tha t  i s  u se d  an d  

m ana ged  by  the  c o mp any  i n  a  t e c hn o l og i c a l  way  tha t  a l l o w s  i t  t o  

b e  s p r e ad  t h ro ugho u t  a r e a s  an d  p ro ce s se s  r e s po n s i b l e  f o r  

s t r eng t hen in g  th i s  r e l a t i o n sh ip .  

S o ,  C R M  sh ou ld  b e  c on s ide re d  a s  a  ho l i s t i c  s t r a t e gy  t ha t  a im s  t o  

c r e a t e  dua l -v a l ue ,  en gag ing  t he  a b i l i t y  o f  t he  bu s ine s s  t o  su r v i v e  

i n  t he  c u r r en t  h i gh l y  co mp e t i t i v e  b us i ne s s  wo r ld  ( B ha t  an d  

D a rz i ,  2 01 8 ) .  

F o r  t h i s  w o rk  t he  de f i n i t i on  o f  C R M f ro m B ou ld in g  e t  a l .  ( 2 00 5 )  

i s  co n s i de red  t he  mo s t  c o mp l e t e  o ne ,  bec a u se  i t  c o mb ine s  a l l  t he  

d e f in i t i o n s  me n t i on ed  a bo ve :  “C R M r e l a t e s  to  s t r a t e gy ,  th e  

m ana gem en t  o f  d ua l  c r e a t i on  o f  v a l ue ,  th e  i n t e l l i g e n t  u se  o f  d a t a  

a nd  t e ch n o lo gy ,  the  a c qu i s i t i o n  o f  c u s to me r  k no w le dge  a nd  t he  

d i f f u s i on  o f  t h i s  k no w le dge  to  th e  ap p ro p r i a t e  s t ak eh o ld e r s ,  th e  

d eve lo pme n t  o f  ap p ro p r i a t e  ( l o ng - t e r m)  r e l a t i o n sh ip s  w i th  

s p ec i f i c  c u s t om er s  a nd /o r  cu s to me r  g ro u p s ,  an d  the  i n t eg r a t i on  

o f  p r oce s se s  a c r o s s  th e  many  a r e a s  o f  th e  f i r m  an d  a c r o s s  th e  

n e tw o rk  o f  f i rm s  t ha t  c o l l ab o ra t e  to  g en e ra t e  c u s t om er  v a l u e” .  

S o ,  i t  c a n  b e  c on s i de r e d  a s  the  ma in  p u rpo s e  o f  C R M  t he  i nc re a se  

o f  c u s t o me r  r e t e n t i on  th a t  c on t r i bu t e  t o  h i g he r  p ro f i t a b i l i t y ,  

e ngag in g  the  r e l a t i o n s h i p  b e tw een  t ho s e  c u s t om er s  an d  t he  

c om pan y  ( Payn e  a nd  F row ,  200 6 ) .  R e t en t io n  a nd  l oy a l t y  a r e  ke y  

f e a tu re s  f o r  h i g he r  p r o f i t ab i l i t y ,  c u s t om e r s  tha t  a r e  l oy a l  t o  t he  

c om pan y ,  co n t r i b u t e  to  b e t t e r  pe r f o r ma nce ,  i . e .  h ave  th e  r i gh t  

p r od uc t ,  a t  t he  r i gh t  t i me  a nd  p l a c e  a t  t he  r i g h t  p r i c e  ( Men d oza  

e t  a l . ,  20 06 ) .  

T o  g ua ran te e  t he  m ax i m um  e f f i c i e ncy  an d  e f f e c t i v ene s s  o f  

c om pan i e s ’  cu s to mer  r e l a t i o n sh ip s ,  com pa n i e s  m us t  be  ab l e  to  

i de n t i f y  g r ou p  o f  cu s t ome r s ,  t a rg e t i ng  t he  c u s t om er s  t ha t  a r e  

m o re  p ro f i t a b l e  t o  th e  b u s i ne s s  ( r e l a t i on s h i p  c u s t o me r s )  th an  

o t he r s  ( t r an sa c t i on a l  c u s t ome r s )  an d  d i s t i ngu i sh  t he m a t  t he  t ime  

o f  o f f e r i ng  p r od uc t s  an d  se r v i c e s  ( B u l l ,  2 003 ) .  
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T h e re f o re ,  C R M i s  v i e wed  a s  a  fun da men ta l  to o l  t o  he lp  

b u s i ne s se s  i n  d i f f e r e n t i a t e  cu s to me r s  an d  i nc re a se  o r gan i s a t i ona l  

p r o f i t ab i l i t y .  I t  w i l l  l e a d  t o  h i g he r  cu s t o me r  s a t i s f a c t i on  a nd  

r e t en t i on ,  due  t o  a n  e f f e c t i v e  c u s to me r  m ana gem en t  ( Bu l l ,  2 00 3 )  

a nd  t o  a n  e f f i c i en t  d e l i v e r y  o f  v a l u e  p ro p o s i t i on s  t o  e a c h  o ne  o f  

t he  cu s t ome r s  ( Payn e  a nd  Fr ow ,  2 00 6 ) .   

C R M  en ab l e  co mpan i e s  to  mana ge  t he  c om mu n i c a t i o n  r ega r d in g  

c u s t om er  ex pe r i e nce  a nd  nee d s ,  ena b l i n g  c om pan i e s  to  r e s p o nd  

w i t h  p ro duc t s  a n d  o f f e r s  tha t  f i t  cu s t om e r s ’  e xp ec t a t i o n s .  W hen  

t he  c u s to me r  pe rc e i v e s  the  a dd  va lu e  o f  a  co m pany  t ha t  

i m p l e men t s  C R M s t r a t egy ,  he / sh e  w i l l  b e co me  a  s a t i s f i e d  a nd  

l oy a l  cu s to me r ,  i . e .  t he  C R M  s t r a t egy  i mp l em en ta t i on  c an  be  

m ea su re d  by  the  c u s t o me r  s a t i s f a c t i o n  an d  l oy a l t y  r a t e s  (C am b ra -

F i e r r o  e t  a l . ,  20 17 ) .  

B e t t e r  e f f i c i e ncy  an d  e f f e c t i v ene s s  i n  o f f e r i ng  p r od uc t s  a nd  

s e rv i c e s ,  l e ad s  c omp an i e s  t o  f i n a nc i a l  g a in ,  w h i ch  i n  th e  en d  i s  

w ha t  m o t i v a t e s  t he  i m p l e men ta t i on  o f  a  C R M  s t r a t eg y  ( i nc r e a se  

o n  ma rke t  sha re ,  i n c re a se  i n  s a l e s  an d  p r o f i t ab i l i t y ,  am o ng  o t he r  

i nd i c a to r s ) ,  ( Ahea r ne  e t  a l . ,  2 01 2 ;  S e n  an d  S i nh a ,  20 11 ) .  

T h e  B ou ld in g  e t  a l .  ( 20 05 )  de f i n i t i on  o f  C u s to me r  R e l a t i on s h i p  

M a nage men t  (C R M )  a n d  the  be ne f i t s  t ha t  i t  h a s  o n  bu s i ne s s  

p r o f i t ab i l i t y  e xp l a in s  t he  i n c r e a s i ng  C R M  t oo l s  an d  s t r a t e g i e s  

s i nce  t he  l a t e  1 99 0 ’ s  ( Mac mi l l a n ,  20 08 ) .  The  i de a  t ha t  C R M  i s  

t he  o n l y  way  t o  su r v i ve  i n  t h i s  en v i ro n men t  beca me  a  t r e nd  

( M en doz a  e t  a l . ,  20 06 ) .   

T h e  i nd u s t r y  o f  c ons u l t an t  c om pa n i e s  an d  i n f o r ma t i c  t oo l s  th a t  

h e l p  c om pan i e s  to  im p l eme n t  C R M s t r a t egy  ha s  bee n  g r ow in g  fo r  

t he  pa s t  1 0  y e a r s ,  p r e sen te d  b y  G a tn e r  s t a t e d  by  Sc hae f f e r  

( 20 17 ) ,  i t  wa s  ex pec t ed  tha t  by  the  e nd  o f  2 01 7  th e  C R M  i nd u s t r y  

w ou ld  r e a ch  $ 36 . 5  b i l l i on .  I t  i s  a  f a s t  a nd  s t r ong  g r owt h  w hen  

c om pa red  w i th  200 7 ,  w he re  the  C R M  i nd u s t r y  v a l ue d  $ 8 . 1  

b i l l i on ,  4  t i me s  mo re  i n  1 0  y e a r s .   



 7

A t  the  s am e  t im e ,  i n  t he  a c a de mic  f i e l d ,  the  i mp o r t a nce  o f  

s t u d i e s  r e g a r d i ng  C R M  i mp l em en ta t i on  s t r a t e g i e s  i s  i n c re a s ing  

o ve r  t he  l a s t  y e a r s  (E lm uba s he r ,  20 17 ) .  

I t  i s  un den i ab l e  the  h i g h  i m po r t anc e  t ha t  C R M s t r a t e g i e s  a nd ,  

t he  t e c hn o l og i c a l  to o l s  t ha t  a r e  i nhe r e n t  to  i t ,  h ave  i n  the  

b u s i ne s s  wo r l d .   

H owe ve r ,  the re  a r e  s t ud i e s  t ha t  co nc lu de  tha t  n o t  a lway s  t he  

i m p l e men ta t i on  o f  t he  C R M  s t r a t e gy  i n  a  co m pany  l e ad s  to  

s u cce s s  an d  t o  t he  i n c re a se  o f  i t s  e f f i c i e ncy  a nd  e f f e c t i v e ne s s  i n  

r e l a t i o n s  w i t h  i t s  c u s t om er s .  An d  c om pa n i e s  f i nd  t he  C R M 

i m p l e men ta t i on  a  v e ry  ha rd  p r oce s s  to  c om p le t e  a nd  i n  the  e nd ,  

u n de r s t a nd  t he  be ne f i t s  o f  i t .  Th e  s t a t i s t i c s  s how n  th a t  o n l y  2 5 % 

o f  C R M p r o j e c t s  i m p l e men ta t i on  had  c r e a t e  v a l ue  to  t he  

c om pan y  an d  the  o th e r s  75 % o f  t he  c omp an i e s  we re  d i s a pp o i n t ed  

w i t h  t he  r e s u l t s  (R am an  e t  a l . ,  2 006 ;  S t e e l  e t  a l . ,  201 3 ;  Fo s s  e t  a l . ,  

2 00 8 ;  F in nega n  and  C u r r i e ,  201 0 ) .  A dd i t i o na l l y ,  t he  f e e l i ng  

a mo ng  co mpa n i e s  i s  t ha t  a  C R M  im p l eme n ta t i o n  i s  a  b i g  

i nve s t men t  w i th  a  r ed uce d  pay back  fo r  th e  bu s ine s s  ( Va ra j ão  a nd  

C ru z -C un ha ,  2 016 ) .  

U nd e r s t a nd  t he  f a c to r s  t ha t  c o n t r i b u t e  t o  h i g h  r a t e  o f  

d i s a pp o i n t men t  w i th  C R M s t r a t eg i e s  r e s u l t s  i s  fu nda me nta l .  

 

2.3 The determinants of success 

C on s i de r i ng  the  de f i n i t i on  o f  C R M,  th i s  s e c t i on  ex p l a in s  t he  

r e l eva nce  o f  a  cu s t ome r - o r i en t e d  c u l tu re  an d  p roce s se s ,  

e mp loy ee s  an d  to p  m ana gem en t  co mm i t me n t  a nd  th e  t e c hno lo gy  

p u t  i n  p l a c e  i n  t he  succe s s  o r  f a i l u r e  o f  th e  C R M s t r a t egy  

i m p l e men ta t i on .  

A  l o t  o f  s t ud i e s  we r e  d eve l o ped  r ega rd in g  t he  suc ce s s  and / or  

u n su cce s s  o f  C R M s t r a t eg i e s  im p l e me n ta t i o n s  i n  co mpa n i e s ,  

a bo u t  wh a t  a r e  the  m a i n  r e a s on s  t ha t  co m pan i e s  mu s t  be  awa re  

o f  a nd  h ow  a  co mpan y  c an  p l an  a  C R M im p l eme n ta t i o n  w i th  l e s s  
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r i s k  o f  f a i l u r e .  A  s t r a t e gy  im p l e me n ta t i o n  d oe s n ’ t  h a ve  a  s i ng l e  

f o r mu l a  an d  c an  b e  pe rc e i v ed  d i f f e r e n t l y  f ro m  o ne  b u s i ne s s  t o  

a no th e r ,  w h i c h  mea n s  tha t  o the r  f a c t o r s  may  i n f l ue nce  t he  

i m p l e men ta t i on  o f  C R M i n  e a c h  c a se  (D o na l d so n ,  199 6 ;  Tr i z n ova  

e t  a l . ,  20 15 ) .   

C om pan i e s  m u s t  be  awa re  th a t  the  imp l e men ta t i on  o f  a  C R M  

s t r a t e gy  do e s  no t  de pen d  o f  one  f a c to r ,  b u t  i t  i s  t he  r e s u l t  o f  

s e ve ra l  f a c t o r s  t ha t  i n t e r a c t  w i t h  e a c h  o t he r  a nd  gua ra n te e  i t s  

s u cce s s  ( Becke r  e t  a l . ,  200 9 ) .  N on e t he l e s s ,  t he  t h re e  i n f l uen ce r s  

i n  t he  cu r r en t  s t udy  a r e  a lway s  p r e sen t ed  a s  t he  m o s t  r e l e van t  

o ne s   i n  t he  l i t e r a tu re  tha t  f ocu s  t h i s  ma t t e r  (M en doz a  e t  a l . ,  

2 00 6 ;  R a ma n  e t  a l . ,  20 06 ;  Payn e  a nd  F r ow ,  200 6 ;  F o s s  e t  a l . ,  

2 00 8 ) .  

A  C R M  s t r a t eg y  c an n o t  be  o ne  s i ng l e  p r oce s s  i n s i de  a  bus i ne s s  

s t r uc tu re .  I t  i s  a  c om b i na t i o n  o f  s ev e r a l  i n t e r co nn ec t ed  

p r oce s se s  th a t  i n f l u ence  d i f f e r e n t  a r e a s  w i t h i n  i t s  s t r uc tu re  

( P ayne  an d  F r ow ,  20 06 ) .  I t  c a n  be  c o ns i de re d  a  m ix  o f  cu l t u r e  

a nd  p r oce s s  c han ge ,  ba se d  o n  m ot i v a t ed  a nd  t r a i ne d  pe op l e ,  

s u p po r t ed  by  t e ch no lo gy  th a t  w i l l  a gg reg a t e ,  a na l y s e  a nd  en ab l e  

c u s t om er  i n f o r ma t i on ,  w or k i ng  o n  l on g  t e r m  a nd  s t r o ng  

r e l a t i o n sh ip s  w i th  cu s t ome r s  ( Me nd oza  e t  a l . ,  20 06 ) .  

I t  i s  e xpec t e d  th a t  c om pan i e s  w i l l  b e  ab l e  t o  r e a l i z e  th e  f a c to r s  

t ha t  t hey  mu s t  t a ke  i n to  c on s i de r a t i on  b e f o re  s t a r t i ng  a  p ro ce s s  

o f  im p l eme n t a t i o n  o f  t he  C R M s t r a t egy .  Th i s  k no w le dge  w i l l  

a l l o w  the  p r o j e c t  no t  to  be  pa r t  o f  t he  h i gh  pe rc e n t age  o f  f a i l u r e  

o f  t he se  s t r a t e g i e s  a s  p re se n te d  i n  the  p r ev io u s  s e c t i o n .  

W ha t  S t e e l  e t  a l .  ( 20 13 )  co n s i de r  i s  t ha t  C R M s t r a t eg i e s  u su a l l y  

f a i l ed  to  m ee t  the  ex pec t a t i on s .  T he  exp ec t a t i o n s  l i nke d  t o  t he  

i m p l e men ta t i on  o f  a  C R M  s t r a t e gy  a r e ,  f ro m  a  g lo ba l  bu s i ne s s  

p e r spec t i v e ,  i n c re a s e  cu s to me r  l oy a l t y ,  i mp r ove  cu s tom e r  

s a t i s f a c t i on  a nd  c us t o me r  r e t e n t io n  th a t  w i l l  l e ad  to  imp r ove  

p r o f i t ab i l i t y  a nd  r ev en ue  (S t e e l  e t  a l . ,  2 01 3 ) .  
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P r ev i ew  s tu d i e s  sho wed  t ha t  c om pa n i e s  nee d  he l p  i n  s e t t i n g  

o b j e c t i v e s  fo r  C R M  s t r a t e g i e s  a nd  a  p l an  th a t  w i l l  g ua r a n t e e  tha t  

t h o se  o b j e c t i v e s  a r e  a c h i e ved  by  the  e nd  o f  t he  i m p l e men ta t i on .  

T h e  l a ck  o f  a  c o r r e c t  de s i g n  o f  the  C R M im p l eme n t a t i o n  p ro j e c t  

i s  o ne  o f  t he  p re se n te d  r e a s on s  o f  f a i l u r e  ( Pay ne  an d  F r ow ,  

2 00 6 ) .  

I n  t he  fo l l ow i ng  s ub s ec t i o n s  we  w i l l  e x p l o re  the  f a c t o r s  ch o se n  

i n  t h i s  s t udy .  I t  i s  f un da men ta l  tha t  c om pan i e s  r e a l i z e  w ha t  

s h o u ld  be  de ve l op ed  i n  th e i r  bu s ine s s  be fo re  s t a r t i ng  a  C R M 

i m p l e men ta t i on  p ro ce s s  a nd ,  by  do i ng  t ha t ,  i n c re a se  t he  

l i k e l i ho od  o f  be ing  s u cce s s fu l  i n  t h i s  p ro ce s s .  

 

2.3.1 Culture and Processes 

I n  a  co mpa ny ,  cu l t u r e  i s  w ha t  de f i n e s  the  be hav io u r s  a nd  t he  way  

o f  d o i ng  th in g s ,  th ro ug h  ru l e s  no t  im pos e d ,  th e  sh a r in g  o f  so c i a l  

b eha v i ou r s  a nd  the  s h a r in g  o f  a  c om mon  goa l  ( Vaz i f e hd u s t  e t  a l . ,  

2 01 2 ) .  

Ac co rd in g  to  Fo s s  e t  a l .  ( 20 08 ) ,  t he  f a i l u r e  o f  a  C R M  s t r a t egy  

i m p l e men ta t i on  w i l l  b e  p r oba b l y  h i gh  i f  c om pa n i e s  do n ’ t  h av e  a  

c l e a r  p l an ,  d on ’ t  de f i ne  the  ob j e c t i v e s  fo r  t he  s t r a t e g y  an d  d o n ’ t  

r e a l i z e  tha t  a  C R M  s t r a t egy  i mp l e me n ta t i o n  w i l l  i m p l i c a t e  a  

c han ge  i n  b u s i ne s s  c u l tu re  an d  s t ruc t u re .  

T h e  k now led ge  o f  th e  ex i s t i n g  o rga n i z a t i ona l  cu l t u re  a nd  a  c l e a r  

u n de r s t a nd in g  o f  th e  bu s i ne s s  p roc e s s e s  a r e  c r i t i c a l  to  th e  

i m p l e men ta t i on  o f  a  C R M  s t r a t eg y  a l l o w i ng  u s  to  u nd e r s t an d  

w ha t  a r e  t he  f a c t o r s  t ha t  m u s t  be  c han ged  an d  whe re  w e  m u s t  

a c t  to  en s u r e  a l i g nme n t  o f  p r oce s se s  an d  peo p l e  w i th  t he  s t r a t e gy  

( C ha ng ,  2 00 7 ) .  

T ak in g  i n to  co n s i de r a t i on  t he  cu r r e n t  bu s in e s s  c on tex t ,  i t  i s  

u n de r s t a nda b l e  t ha t  c om pan i e s  a r e  ad o p t ing  an d  a dap t in g  to  

t he i r  bu s i ne s s  a  c u s t o me r - c en t r i c  s t r a t e gy  (S mi l an sk y ,  20 16 ) .  
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Ac co rd in g  to  Bo b  Az ma n ,  ch i e f  e x pe r i e nce  o f f i c e r  a t  A tve z  

C on s u l t i ng  So lu t i ons ,  i n  S mi l a n sk y  ( 2 01 6 ) ,  a l l  t he  a c t i v i t i e s  i n  

a n  o r gan i z a t i on  sho u l d  be  dec ide d  an d  mea s u red  ba sed  o n  

c u s t om er  e xpe r i ence .  I n  t he  s am e  a r t i c l e ,  O ren  me n t io ne d  a  

s t u dy  f r o m Ha rv a rd  B u s i ne s s  R ev i ew  A na l y t i c  S e rv i c e s  a nd  

S t r a t i v i t y  G ro up ,  w he re  t hey  co nc lu de  t ha t  75 % o f  t he  

c om pan i e s ,  i n  a  su rv ey  mad e  to  31 5  bu s i ne s s  exec u t i v e s ,  w an t  t o  

p l a c e  the  c u s t ome r - c e n t r i c  s t r a t e gy  i n  a  f ew  y e a r s .  Ad o p t in g  a  

c u s t om er - c e n t r i c  s t r a t e gy  w i l l  r eq u i r e  a n  a l i g n men t  o f  cu l t u r e  

a nd  p roc e s se s  to  t he  new  o b j e c t i v e ,  o r  i f  i s  no t  c om p le t e l y  new ,  

a t  l e a s t  g ua r a n t e e  t ha t  a l l  c om pan y  u n de r s t a nd  t he  b u s i ne s s  

f oc u s ,  i . e .  t he  f ocu s  i s  on  c u s t om er s .  

W hen  a  c om pan y  d ec ide s  t o  i m p l e men t  a  C R M  s t r a t eg y ,  th e  f oc u s  

o f  i t s  o pe ra t i on s  and  p roce s s e s  mu s t  be  o n  wha t  cu s t ome rs  an d  

t he  ma rke t  i n t en d s  to  bu y  an d  no t  the  p r o du c t s  a nd  se rv i c e s  t ha t  

t he  c om pan y  w an t s  t o  s e l l .  I t  i s  the  o n l y  way  fo r  t he  co mp an y  to  

s u r v i v e  i n  t he  bu s ine s s  wo r ld  ( B ou ld ing  e t  a l . ,  2 005 ) .   

C om pan i e s  nee d  to  en s u r e  tha t  a l l  i n t e r a c t i on s  w i t h  c u s to me r s  

m u s t  be  d e t a i l e d  an d  pe rc e i v ed  t o  c r e a t e  t he  b e s t  c u s to me r  

e xpe r i ence .  A t  a l l  l e v e l s  i n  a  c om pa ny ,  th e  ma in  p u rp o se  sho u l d  

b e  wo r k i ng  to  im p ro ve  the  cu s to me r  ex pe r i e nce  (R a man  e t  a l . ,  

2 00 6 ) .  

A  C R M  im p l e men ta t i on  im p l i e s  a  ch ange  i n  t he  way  tha t  th in g s  

a r e  do ne  i n  a  c om pa ny ,  s pec i a l l y ,  i n  th e  p r oce s se s  a nd  pe op l e  

r e l a t e d  t o  c u s to mer  exp e r i e nce  an d  c om mu n i c a t i o n  a s  s a l e s  

t e a m s ,  c u s t om er  s e rv i c e ,  ma r ke t i n g ,  a mo ng  o the r s  -  e a c h  on e  o f  

t he m w i l l  b e  r e s pon s ib l e  f o r  the  a c qu i s i t i o n  a n d  c on s o l i d a t i o n  

o f  cu s t ome r  i n f o rma t i on  (C ha ng ,  2 007 ) .   

S t r a t e g i c a l l y ,  c om pan i e s  mu s t  be  a b l e  to  de s i gn  th e  s t ru c t u r e  o f  

t he  m o s t  r e l eva n t  p r o ce s se s  a nd  the  mo s t  im po r t an t  f a c to r s  o f  

t he se  p roc e s s e s  t ha t  w i l l  b e  fu nd ame n ta l  i n  the  im p l e me n ta t i on  
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o f  t he  C R M s t r a t egy  a nd  h ow  th ey  w i l l  a f f e c t  an d  be  a f f e c t ed  by  

t h i s  i m p l e men ta t i on  ( Pay ne  an d  F row ,  20 06 ) .   

T o  co nc lu de ,  co mpa n i e s  nee d  to  c a r e  a bo u t  sha r ing  t he  cu l tu re  

t ha t  w i l l  m a tc h  w i th  a  C R M  s t r a t eg y  th r ou gh ou t  a l l  e m p lo yee s  

a nd  p ro ce s se s  o f  th e i r  bu s ine s s  ( F inn ega n  a nd  C u r r i e ,  2 01 0 ;  

Va z i f eh du s t  e t  a l . ,  20 12 ) .  

 

2.3.2 People 

I n s ide  o f  a n  o rga n i z a t i o n  eve ry th in g  h ap pen s  due  t o  h um an  

r e s ou rce s .  T he  e m p l oyee s  a t  a l l  l e ve l s  a r e  t he  o ne s  r e s po ns i b l e  

f o r  b u s i ne s s  de ve l op me nt  (R e i che r  e t  a l . ,  2 015 ) .  T he  p roc e s s  o f  

i m p l e men ta t i on  m us t  be  c l e a r  f o r  eve ry one  i n  t he  c om pa ny  a nd  

i t  i s  fu nda men ta l  t ha t  the  f i n a l  p u rp o se  i s  k now n ,  a nd  wh i c h  i s  

t he  p a t h  to  a c h i e ve  i t  ( Pay ne  an d  F row ,  20 06 ) .   

T h i s  c l e a r  v i s i on  o f  th e  o b j e c t i v e  o f  the  C R M  s t r a t egy  an d  th e  

d e s i g n  o f  t he  p r o j e c t  t ha t  w i l l  l e a d  t o  the  im p l e me n ta t i o n  p ro ce s s  

s u cce s s  r eq u i r e s  th e  p a r t i c i pa t i o n  o f  the  e mp lo yee s  a t  a l l  l e ve l s  

o f  t he  co mp any .  

P eo p l e  a r e  a  ma jo r  f a c to r  o f  t he  s ucce s s  o r  f a i l u r e  o f  a  s t r a t e gy  

i m p l e men ta t i on  an d  i t  may  be  c ru c i a l  to  ex p l o r e  tw o  d i f f e r e n t  

p e r spec t i v e s  i n  t h i s  m a t t e r  1 )  t he  ro l e  o f  ma nage me n t  a nd  2 )  t he  

i m po r t anc e  o f  mo t i v a t ed  an d  t r a in ed  e m p lo yee s .  I t  i s  

f u nda me nta l  the  f u l l  co mm i tme n t  o f  man age r s  a nd  em p l oyee s  t o  

e n su re  tha t  they  a c h i e ve  p o s i t i v e  pe r f o r man ce  r e su l t s  i n  t he  

f u tu re .  Th e  co m mi tm en t  w i l l  b e  enga ge d  i f  the  o rga n i z a t i o na l  

s t r uc tu re  i s  b u i l t  t o  i n t eg r a t e  t he  new  s t r a t e gy  a nd  i f  i t  i s  m ade  

t he  i nv e s t men t  i n  t r a i n i ng  a nd  m o t i v a t i o n  o f  t he  e mp loye e s  t ha t  

w i l l  b e  key  f e a t u r e s  i n  C R M.  Fo r  t he  e mp loy ee s ’  co mm i tm en t ,  

m ana gem en t  s up po r t  i s  c r uc i a l  ( Beck e r  e t  a l . ,  20 09 ) .   

T h e re  a r e  d i f f e r e n t  a pp ro ache s  o f  how  to  i m p l e men t  the  C R M  

s t r a t e gy :  to p -d own  a pp r oach  o r  b o t t om- u p  ap p roa ch  (Ah ea r n e  e t  

a l . ,  2 01 2 ) .  A s  any  o t he r  s t r a t e gy ,  th e  d i s cu s s i on  o f  w h i c h  
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a pp r oach  i s  be t t e r  i s  r e l e van t  f o r  C R M  s t r a t e gy  i mp l eme n ta t i on .  

C om pan i e s  sh ou ld  c on s ide r  th e  p r os  a nd  c o n s  o f  the  tw o  

a pp r oach e s  a nd  c hoo s e  on e  a c co r d i ng  to  th e  bu s ine s s  s t r uc tu re  

a nd  t he  t y pe  o f  c u s to me r  i n t e r a c t i o n .   

A hea rn e  e t  a l .  ( 201 2 )  s ugge s t  t ha t  th e  bo t to m -u p  a p pro ach  

i n t eg r a t e s  bo t h  man age r i a l  an d  ope ra t i ona l  peo p l e  i n to  t he  

p r oce s s ,  wh i ch  l e ad s  t o  a  c om p le t e  o ve rv i ew  f ro m d i f f e r e n t  

s o u rce s  o f  cu s to mer  i n f o rma t i on .  T he  c u s t om er  i n fo r ma t io n  i s  

g a t he red  a nd  s p re a d  t h ro ug ho u t  a l l  l e ve l s  o f  f r on t l i ne  

i n t e r a c t i o n ,  w h i c h  g i v e s  m o re  f l e x ib i l i t y  t o  a n swe r  t o  cu s t o me r  

n eed s .  Fo r  a  bo t to m -u p  a pp r oac h  co m pan i e s  s ho u l d  c r e a t e  

p r o j e c t  t e a m s  c om po s ed  by  the  r e p re sen t a t i v e s  o f  a l l  s e c t o r s  tha t  

a r e  pa r t  o f  t he  p roce s s  gu a ra n te e i ng  th a t  a l l  d epa r tm en t s  a r e  

i nv o l ved  an d  u nde r s t o od  t he  C R M i mp l e men ta t i on  ob j e c t i v e s  

( P ayne  a nd  F r ow ,  20 06 ) .  

A  qua l i f i e d  p r o j e c t  t e a m  w i l l  h e l p  t o  s o l v e  t he  o b s t a c l e s  tha t  w i l l  

o c cu r  w i t h  th e  c u l t u r a l  c han ge  t ha t  i s  c au s ed  by  th e  C R M  s t r a t egy  

i m p l e men ta t i on  ( B ec ke r  e t  a l . ,  20 09 ) .  

I n  t he  to p -d own  pe r s p ec t i v e ,  the  t op  m ana gem en t  i s  co mm i t t e d  

t o  t he  s t r a t e gy  i mp l e men ta t i on ,  bu t  t he r e  i s  a  l a ck  o f  kn ow l edge  

f r o m th e  f ro n t l i ne  cu s to me r  i n t e r a c t i o n ,  w h i c h  l e a ds  to  l e s s  

c a pac i t y  t o  p ro v i de  p r op e r  s o l u t i o n s  to  cu s to me r  need s .   A l so ,  

t he  r e a c t i o n  o f  emp lo yee s  to  s om e t h in g  tha t  i t  i s  i mp o se d  by  

m ana gem en t  i s  u su a l l y  a n  o b s t a c l e  t o  t he  im p l eme n t a t i o n  

s u cce s s .  I t  i s  e a s i e r  t o  e ngag e  the m in  t he  s t r a t e gy  i f  they  a r e  

i nv o l ved  i n  t he  p ro ce s s  an d  i f  the  i n d i v i dua l  co n t r i b u t e  i s  

a l l o wed .  F o r  t r an s a c t i ona l  en v i ro n ment s ,  t ha t  do n ’ t  r eq u i r e  a  

r e l a t i o n sh ip  w i th  c u s t o me r s ,  t he  to p - dow n  s t r a t e gy  may  beco me  

a  s ucce s s fu l  way  t o  im p l e me n t  a  s t r a t e gy ,  b u t  i f  the  b u s ine s s  i s  

m o re  co mp lex  an d  r e qu i r e s  f ro m a  s a l e s  p e r s pec t i v e ,  a  h i gh  

c a pac i t y  t o  u nde r s t an d  a nd  p r ed i c t  cu s to me r s ’  n eed s ,  the  

b o t t o m- up  ap p roa ch  i s  t he  be s t  op t i on ,  o t he rw i se  C R M s t r a t egy  

i m p l e men ta t i on  m ay  f a i l  ( Ahea r ne  e t  a l . ,  20 12 ) .  
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T h e  on l y  way  f o r  a  c om pa ny  to  de ve l op  t he  s t r a t e gy  

i m p l e men ta t i on  s ucce s s f u l l y  i s  g ua r an t e e in g  t he  co m mi tme n t  o f  

t o p  ma nag eme n t  f ro m  the  beg in n i ng .  W i t ho u t  th e  ap p ro va l  an d  

u n de r s t a nd in g  f r om to p  mana gem en t  o f  the  new  cu l t u re  a nd  new  

p r oce s se s ,  i t  i s  imp o s s i b l e  to  be  succe s s f u l  ( Me nd oza  e t  a l . ,  

2 00 6 ) .  I n  mo s t  o f  the  p r o j e c t s  s t ud i ed  by  P ayne  a nd  F r ow  (20 06 )  

t he  l a ck  o f  u nd e r s t a nd ing  o f  man age me n t  a bo u t  the  pu r po s e  o f  

t he  C R M  im p l e me n t a t i o n ,  w a s  a  m ot i f  f o r  the  im p l e me n ta t i on  

f a i l u r e .  S e n i o r  manag eme n t  w i l l  h av e  to  be  e f f e c t i v e  o n  l e a d i ng  

t he  e m p lo yee s  t h rou gh  a l l  t he  c ha nge s  t ha t  p r oce s se s  w i l l  f a c e  

( M en doz a  e t  a l . ,  200 6 ) ,  p r om ot in g  t r a i n in g  f o r  em p l oyee s  an d  

w o rk i ng  f o r  mo t i v a t e d  t e a m s  ( Payn e  a nd  F row ,  200 6 ) .   

A  s t r a t e gy  o f  C R M  i m p l e men ta t i on  w i l l  h a ve  h i ghe r  p r obab i l i t y  

o f  s uccee d  i f  manage me n t  w o rk s  a s  a  s p o n so r  o f  the  p ro j e c t ,  

e ngag in g  t he  i n vo lve men t  o f  e mp l oyee s  i n to  t he  s t r a t e gy  (Pay ne  

a nd  F r ow ,  2 006 ) .  

K o tha nda ra ma n  e t  a l .  ( 2 011 )  em pha s i z e d  th e  i m po r t ance  o f  

s a l e spe op l e  ab ov e  a l l  p e o p l e  i n  a  C R M  s t r a t eg y .  The  a u t h o r s  

c on s ide re d  t ha t  a  c om pan y  sh ou ld  no t  fo r ge t  t ha t  t he  m o s t  

i m po r t an t  so u rce  o f  cu s to me r  i n fo r ma t i on  a nd  i n t e r a c t i on  a r e  

s a l e s  r e p re sen t a t i v e s  an d  t hey  s h ou l d  n o t  b e  un de re s t im a t ed  

d u r i ng  t he  p roc e s s  o f  C R M s t r a t egy  i mp l e men ta t i on .   

I n  t h i s  s e n se ,  e mp lo yee s  h ave  a  ma jo r  ro l e  i n  t he  C R M 

i m p l e men ta t i on .  T he n  co mpa n i e s  s ho u ld  be  ab l e  t o  r e c r u i t  an d  

t r a i n  t he  be s t  wo rke r s  tha t  w i l l  b e  mot i v a t e d  a nd  w i l l  p ro v i de  

t he  be s t  cu s to me r  e xpe r i ence ,  l e ad i ng  to  a  g r e a t e r  b u s i ne s s  

p e r f o rma nce  ( Pay ne  an d  F row ,  200 6 ) .   

T h e  a u t h or s ,  Be cke r  e t  a l .  ( 200 9 ) ,  co nc lu ded  t ha t  c o mp an i e s  

“ s ho u l d  ne i the r  u nd e re s t ima te  t he  i n f l ue nce  o f  e mp loye e  a n d  

m ana gem en t  su pp o r t  o n  C R M pe r f o r man ce  n o r  o ve re s t i ma te  th e  

p o ten t i a l  o f  C R M im p l eme n ta t i o n s” .  Th e  foc u s  mu s t  b e  i n  we l l  

p r epa re d  a nd  t r a ined  p eo p l e  t owa rd s  C R M ob j e c t i v e s ,  be c a u se  
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p eo p l e  i s  wha t  r e a l l y  de f i ne s  t he  i n t e r a c t i on  an d  c om m un i c a t i on  

i n  a  bu s i ne s s  s t r uc tu re  (C am b ra -F i e r ro  e t  a l . ,  20 17 ) .  

R e t a i n  t he  be s t  hu ma n  r e s ou rce s  a nd  k eep  t he m mo t i v a t e d  

s h o u ld  be  a n  i n t e r na l  s t r a t e gy  o f  eve ry  c om pan y  ( Men do za  e t  a l . ,  

2 00 6 ) .  S a t i s f i ed  em p loye e s  w i l l  b e  m o re  co mm i t t e d  to  C R M 

s t r a t e gy  i mp l em en ta t i on  a nd  mo re  f ocu s ed  on  ge t t i ng  t he  f i n a l  

o b j e c t i v e s  (M en doza  e t  a l . ,  200 6 ) .  Ev e r y  c om pa ny  th a t  w i l l  

i m p l e men t  a  C R M s t r a t eg y  m u s t  b e  awa re  tha t  e mp lo yee  

e ngag eme n t  i s  a  ma jo r  f a c t o r  i n  th e  i m p l e men ta t i on  succe s s ,  

b e c au s e  t he  e mp loyee ’ s  ro l e  sh ou ld  n eve r  be  u na pp rec i a t e d  

( P ayne  a nd  F r ow ,  20 06 ) .  

 

2.3.3 Technology 

T h e  i mp l em en ta t i on  o f  the  C R M  s t r a t eg y  i s  f o l l owe d ,  mo s t  o f  

t he  t i me ,  by  t he  i mp l e men ta t i on  o f  a  new  in fo r ma t i on  sy s t e m ,  a  

d i f f e r en t  s o f tw a r e  f r o m t he  on e  i s  b e i ng  u se d  ( B u l l ,  200 3 ) .  

A  t e ch no lo g i c a l  t oo l  t ha t  s up po r t s  a  C R M  s t r a t egy  i s  nee ded  

b ecau s e  t he  co mpe t i t i v e  e nv i r on me nt  tha t  bu s i ne s se s  l i v e  

n owa day s  r eq u i r e s  t ha t  t hey  w o rk  c on s t an t l y  t o  en s u re  

c om pe t i t i v e  ad van t age  ov e r  t he  c om pe t i t i on .  The n  i t  i s  nece s s a r y  

t o  co n t in uo u s l y  co l l e c t  i n f o r ma t i on  o n  m a rke t  e xpec t a t i on s  a nd  

t r en d s  a nd  u se  t ha t  i n f o rma t i o n  to  p r ov id e  p ro duc t s  an d  s e rv i c e s  

a c c o rd in g  to  t he m (R a man  e t  a l . ,  200 6 ;  C han g ,  20 07 ) .  

C R M s t r a t eg i e s  a r e  c l o se l y  l i nke d  to  t e ch n o l og i c a l  p ro g ra ms  an d  

s o f twa re  tha t  f a c i l i t a t e  t he  co l l e c t i o n ,  p r o ce s s i ng  an d  s t o r age  o f  

i n fo r ma t io n  a bo u t  cu s t ome r s ,  i n  a n  o r ga n i z e d  a nd  e f f i c i e n t  w ay  

a nd  tha t  w i l l  f a c i l i t a t e  t he  o f f e r  o f  p e r s o na l i z e d  p ro du c t s  an d  

s e rv i c e s  (L ev i ne ,  20 00  i n  Bu l l ,  20 03 ) .  H owe ve r ,  c ho o s i ng  th e  

b e s t  to o l  i s  no t  an  e a sy  t a sk  bec au se  th e re  a r e  many  o p t io n s  i n  

t he  m a r ke t  ( Payne  an d  F r ow ,  20 06 ) .  

W i t h  a  C R M  s y s t e m t o o l ,  th e  r e l a t i on sh ip s  w i th  c u s t om ers  w i l l  

b e  e nga ged  a nd  t he  to o l  w i l l  a c t  a s  a  f a c i l i t a to r  o f  s a l e s  m anage r s ’  
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w o rk ,  em pow er in g  t he m to  an swe r  mo r e  e f f e c t i v e l y  to  t he i r  

c u s t om er s  (Y im  e t  a l . ,  20 04 ) ,  mee t  th e i r  c u s to me r s ’  e xp ec t a t i on s  

a nd  c on se qu en t l y  en ha nce  the  c u s to mer  l oy a l t y  a nd  s a t i s f a c t i on  

( A l i  e t  a l . ,  20 15 ;  K ot ha nda ra ma n  e t  a l . ,  2 01 1 ) .  

S inc e  th e  i n fo r ma t io n  co l l e c t e d  w i l l  b e  u se d  a t  ev e r y  l e ve l  o f  

i n t e r a c t i o n  w i t h  cu s t ome r s ,  t he  v a l u e  pe rc e i v e d  by  t h o se  

c u s t om er s  w i l l  b e  h i ghe r  an d  the y  w i l l  mee t  th e i r  e xpe c t a t i on s  

r ega r d l e s s  o f  th e  dep a r t men t  i n s i de  o f  th e  co mpa ny  tha t  t hey  a r e  

i n t e r a c t i n g  w i t h  (C am b ra - F i e r ro  e t  a l . ,  20 17 ) .  

S o ,  the  a b i l i t y  o f  t he  c om pany  to  i n t eg r a t e  i t s  bu s ine s s  p r oce s se s  

b e f o re  t he  s o f tw a r e  i m p l e men ta t i on  w i l l  h a ve  a  m a jo r  ro l e ,  b e i ng  

o ne  o f  the  ma j o r  f a c to r s  o f  su cce s s  o f  the  i m p l e men ta t i on  

( C am b ra -F i e r ro  e t  a l . ,  201 7 ) .  

G o ing  f u r t he r  i n  t he  de f in i t i o n  o f  t e c hn o l ogy  f o r  C R M 

s t r a t e g i e s ,  th e  l i t e r a tu re  sh owe d  a  co nce p t  o f  t e c hn o lo g i c a l  

s t r uc tu re  –  i n f o rma t i on  a nd  co mm un i c a t i on  t e ch no lo g i e s  ( IC T s ) .  

I C T s  a r e  c om b i na t i o n s  o f  d i f f e r en t  so f t wa re  a nd  c om mu n i c a t i on  

t o o l s  p ro v i d i ng  i n fo r ma t i on  t h ro ugh  on e  c han ne l ,  i . e .  d i f f e r e n t  

s o u rce s  o f  c o s tum e r  i n fo r ma t io n  a r e  a g g rega t e  i n  on  

t e ch n o lo g i c a l  to o l  th a t  w i l l  b e  s ha red  b y  ev e r y  p a r t  i n s i de  o f  a  

c om pan y  (Vaz i f eh du s t  e t  a l . ,  201 2 ;  A l s haw i  e t  a l . ,  2 011 ) .  I t  i s  a l s o  

i m po r t an t  to  r e f e r  t ha t  t he  C R M te c hn o l ogy  ha s  t o  be  ab l e  t o  

i n t eg r a t e  w i t h  o t he r  s o f twa re  an d  ha rd wa re  so lu t i on s  t ha t  

c om pan i e s  u s e s  i n  th e i r  p r oce s se s .   T he  l a ck  o f  i n t eg r a t i on  w i l l  

b e  an  ob s t a c l e  t o  t he  mana gem en t  o f  cu s t o me r  i n f o rma t io n  a nd  

t o  t he  f i n a l  o b j e c t i v e  o f  C R M,  w h i c h  i s  t a ke  t he  i n f o rma t io n  a t  

t he  r i g h t  peo p l e  a t  t he  r i g h t  t i me  ( F i nn ega n  a nd  C u r r i e ,  20 10 ) .  

A n  i mp o r t an t  po i n t  on  t h i s  i s s ue  i s  t ha t  t he  i n f o r ma t i on  s y s t em 

t e ch n o lo gy  i s  co n s id e red  a  r e l e van t  f a c t o r  f o r  t he  s ucce s s ,  b u t  i t  

i s  c r uc i a l  th a t  the  t e ch n o lo gy  f i t s  t he  o r gan i z a t i ona l  s t r uc tu re  

a nd  c o mpa ny  p r oce s se s ,  be c au se  t he  to o l  m i sa l i gn men t  w i t h  

t he se  f a c to r s  c a n  l e a d  t o  f a i l u r e  o f  s t r a t e gy  i m p l e men ta t i on  (A l i  

e t  a l . ,  20 15 ) .   
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T h e  e vo lu t i on  o f  i n f o r ma t io n  t e ch no log i e s  i n  the  o r gan i z a t i ona l  

s t r uc tu re  c an  be  ana l y z ed  i n  two  d i f f e r en t  ap p roac he s :  s t a t i c  an d  

d yna mic .  A  s t a t i c  a pp r oac h  c on s ide r s  a  f i x e d  mo de l  o f  

t e ch n o lo g i c a l  s t r a t e gy  o ve r  t i me ,  tha t  fo l l ow  a  s e t  o f  r u l e s  an d  

p r oce s se s .  O n  t he  o t he r  han d ,  a  d yna mic  a pp r oach  c on s id e r s  t ha t  

t he  c ha nge s  o n  the  e nv i r on me nt  a nd  t he  e vo lu t i on  on  bu s in e s s  

c on tex t  sh ou ld  i n f l u ence  th e  t e c hn o l ogy  s t r a t e gy  o f  a  c om pa ny  

( Se n  an d  S in ha ,  2 01 1 ) .  C o n s i de r i ng  t ha t  co m pan i e s  a r e  f a c ing  

n owa day s  a  h i gh l y  d yna mic  b u s i ne s s  en v i r on me nt ,  w i th  h i gh l y  

c om pe t i t i v e  co n tex t ,  the  dy na mic  a pp r oac h  ap pea r s  a s  the  

s o lu t i o n  t o  av o i d  bec om in g  o b so l e t e s  b u s i ne s se s ,  t ha t  a r e  n o t  

a b l e  t o  r e s po nd  to  m a rke t  de man d  (Sen  a nd  S in ha ,  20 11 ) .  

O ne  o f  the  r e a son s  f o r  the  d i s ap po in t men t  o f  co m pa n i e s  

r e g a r d i ng  t he  r e s u l t s  o f  th e  C R M  s t r a t eg y  i s  to  co n s i de r  i n  the  

b eg i nn in g  th a t  a  C R M  in f o rma t i on  sy s t em  i s  a  so lu t i on  t o  a l l  

p r ob l e m s  ( Men doz a  e t  a l . ,  200 6 )  an d  t he re fo re  a  l o t  o f  c om pan i e s  

d ec i de  t o  a cq u i r e  a  t e ch n o lo g i c a l  s o f t wa re  t ha t  w i l l  b e  e s sen t i a l  

t o  ma nag e  the  i n fo rm a t io n .   

C om pan i e s  mu s t  un de r s t an d  tha t  th e  ben e f i t s  o f  C R M w on ’ t  

s h ow  up  a s  s oo n  a s  th ey  buy  t he  s o f twa re  s o l u t i o n ,  bec au se  t he re  

a r e  o the r  f a c t o r s  t ha t  w i l l  i n f l uen ce  the  C R M  re su l t s  ( Pay ne  an d  

F r ow ,  200 6 ) .  

A  t e c hn o l og i c a l  s o lu t i o n  sh ou ld  a lway s  be  c on s i de re d  a s  pa r t  o f  

t he  C R M s t r a t egy ,  an d  n o t  t he  s t r a t e gy  i t s e l f  (F o s s  e t  a l . ,  20 08 ) .  

 

2.4 Conclusion 

T h e  l i t e r a tu re  sh owe d  t ha t  C R M  i s  a  ho l i s t i c  s t r a t e gy  t ha t  c an n o t  

b e  f ocu s ed  i n  j u s t  o ne  pa r t  o f  a l l  i mp l e men ta t i on  p r oce s s .  A  

C R M s t r a t egy  i mp l e men ta t i on  w i l l  r eq u i r e  a  bu s ine s s  cu l tu re  

f oc u se d  o n  co s tu mer s  w i t h  th e  p r oce s se s  an d  peo p l e  a l i gne d  to  

t he  c o mm on  ob j e c t i v e  o f  r e sp on d  w i t h  th e  r i g h t  p ro duc t s ,  a t  t he  

r i gh t  t i me ,  to  t he  r i g h t  c u s t om er s .  
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T h u s ,  t he  e m p l oyee s  w i l l  h ave  a  ma j o r  r o l e  i n  wo rk in g  to  de f i ne  

t he  p r oce s se s  tha t  pe r mi t  t o  deve lo p  and  s ucce s s fu l l y  i m p l em en t  

t he  C R M s t r a t e gy .  T he  im po r t an ce  o f  t op  ma nage me n t  i n  

g ua ran te e in g  t ha t  t he  new  s t r a t e gy  i s  we l l  pe rc e i v e d  by  a l l  

c om pan y  an d  t ha t  e mp loye e s  a r e  t r a i ne d  an d  m ot i v a t e d  t o  

a c h i e ve  t he  goa l  o f  t he  C R M s t r a t egy  sh o u ld n ’ t  be  f o rg o t t e n .  

L a s t l y  b u t  no t  l e s s  i mp o r t an t ,  the  i n f o rma t i o n  s y s t e m .  T he  

t e ch n o lo g i c a l  p a r t  o f  t he  s t r a t e g y  t ha t  i s  r equ i r ed  t o  ena b l e  t he  

c a pac i t y  o f  the  c om pa ny  t o  co l l e c t ,  s t o re ,  p r epa re  a nd  s ha re  

c u s t om er  i n fo r ma t io n  i n  a n  e f f i c i en t  an d  e f f e c t i v e  way  t h r o ug h  

e ve ry  dep a r t men t s .   

C on s i de r i ng  t h i s  l i t e r a tu re  r ev i ew ,  t he  p u rp o se  o f  t h i s  wo rk  i s  t o  

s t u dy ,  t he  i n f l ue nce  o f  t he  cu l t u r a l  a nd  p r oce s s ua l  f a c t o r ,  pe op l e  

f a c to r  a n d  t he  t e ch n o l og i c a l  f a c to r .  T h o se  a r e  t he  r e l ev an t  

f a c to r s  t ha t  th i s  w or k  a i m s  t o  s tu dy  i n  a  r e a l  c a se  s t udy  tha t  i s  

c u r r e n t l y  im p l e me n t i ng  a  C R M  s t r a t egy .  T o  d o  tha t  t he  s t u dy  

a do p t s  a  c a se  s t udy  me t ho do logy  tha t  fo cu s  t he  i mp l em en ta t i on  

o f  a  C R M  s t r a t egy  i n   a  P o r t ugu e se  c om pa ny  o f  the  co r k  i nd us t r y .  

I n  c hap te r  3  t he  de t a i l s  o f  me th od o l ogy  a r e  p re sen te d .  
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3 Research and Methodology 

T h i s  c ha p te r  p re se n t s  the  r e se a rch  q ue s t i on s  an d  de t a i l s  t he  c a se  

s t u dy  a nd  me t ho do l ogy  u s ed  i n  th i s  s t u dy ,  f o l l ow ed  by  t he  

t e ch n i c s  o f  c o l l e c t i n g  a nd  a na l y z in g  da t a .  

 

3.1 Research Questions 

T h e  pu r po se  o f  th i s  c a se  s tu dy  i s  t o  u nde r s t an d  i f  t he  t h re e  m a j o r  

f a c to r s  i d en t i f i ed  i n  t he  l i t e r a t u r e  r e v i ew  -  bu s in e s s  c u l tu re  an d  

p r oce s se s ,  t he  peop l e  i n  the  c o mpa ny  a nd  the  t e c h no l ogy  a r e  

r e l eva n t  f o r  t he  su cce s s  o f  a  C R M s t r a t eg y  i mp l eme n ta t i o n  a nd  

i f  a r e  p re se n t  i n  th e  cu r r e n t  C R M  i m p l e men ta t i on  a t  a  

P o r tu gue se  c o rk  co m pany  i n  c o rk  i n d us t r y  -  C o r k  Su p p l y  

P o r tu ga l .  T o  do  th i s ,  we  ne ed  to  a n swe r  t he  f o l l ow ing  qu e s t i o n s :  

1 .  H ow  d oe s  t he  c u l tu re  an d  p ro ce s se s  a f f e c t  th i s  

i m p l e men ta t i on ?  

2 .  H ow co mm i t t e d  a r e  t he  e mp loye e s  and  t op  ma nage me n t  

w i t h  th i s  im p l e me n ta t i on ?  

3 .  H ow  doe s  t e ch n o logy  a f f e c t  t he  i mp l e men ta t i on  o f  th e  

C R M an d  i t s  succ e s s ?  

 

3.2 Model of Analysis 

T h e  m ode l  d ep i c t e d  i n  F i g u re  1  p re sen t s  t he  th re e  f a c t o r s  t ha t  

a r e  de t e r m i na n t  i n  t he  s ucce s s  o f  a  C R M  s t r a t e gy  

i m p l e men ta t i on .  Ta k in g  i n to  c on s id e r a t i o n  th e  r e se a rc h  

q ue s t i on s  a n d  t he  o b j e c t i v e  o f  th i s  c a se  s t udy  t he  m o de l  w i l l  

w o rk  a s  a  gu ide l i ne  o f  t h i s  a na l y s i s .  
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Figure 1 - Model of Analysis 

T h e  m ode l  o f  a na l y s i s  s ugg e s t s  th a t  th e  t h re e  f a c t o r s  a r e  r e l a t ed  

t o  t he  s ucce s s  o f  t he  C R M  s t r a t egy .  A s  p r e sen te d  by  Bo u l d in g  e t  

a l .  ( 2 005 ) ,  a  C R M s t r a t e gy  i m p l e men ta t i on  i s  r e s po n s i b l e  f o r  

c r e a t i ng  v a l u e  f o r  b o th  c u s t om er s  a nd  c om pan i e s ,  u s in g  

t e ch n o lo gy  to  ma nage  i n f o rma t i on  a nd  sp re a d i ng  th a t  

i n fo r ma t io n  th ro ugh  a l l  t he  r i g h t  u se r s ,  a t  the  r i gh t  t i me .  T o  

a c h i e ve  th i s  o b j e c t i v e ,  the  c u l t u r e  an d  p r oce s se s ,  t he  peo p l e  an d  

t he  t e ch no lo gy  mu s t  be  a l i gne d  w i t h  t he  s t r a t e g y .   

 

3.3 Research Methodology 

T h e  r e se a r ch  me t hod o l ogy  mu s t  gua ra n t e e  t ha t  the  i nve s t i g a t i on  

q ue s t i on s  a r e  an swe r e d ,  a nd  th a t  th e  f i n a l  o b j e c t i v e  o f  t h i s  s t u dy  

i s  a c h i e ved .  I n  th i s  s t udy  t he  ad op te d  m e t ho d o lo gy  i s  qua l i t i v e  

r e se a rc h ,  spe c i f i c a l l y  t he  c a se  s t udy  me t h od .  

T h e  c a se  s t ud y  me th o d ,  a c co r d i ng  to  Y in  i n  B ru n s  ( 19 89 ) ,  i s  a  

u s e f u l  me th od  whe n  the  o b j e c t  i s  a  co n te mp o ra ry  to p i c  th a t  w i l l  

Technology 

- ICT’s 

- Dynamic technology strategy 

- Suitability 

People 

- Bottom-up approach 

- Employees commitment and 

participation 

- Top management support 

Culture and Processes 

- Customer-oriented 

- Cultural and Processual 

adaptation 

CRM STRATEGY 
IMPLEMENTATION 

SUCCESS 
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b e  s tu d i e d  i n  a  r e a l  bu s ine s s  co n t ex t .  In  t h i s  c a se  t he  ob j e c t i v e  

i s  to  u nde r s t an d  ho w  th e  i de n t i f i e d  f a c to r s ,  th a t  im pac t  th e  

s u cce s s  o f  a  C R M i m p l e men ta t i on ,  a r e  i n f l ue nc ing  o r  n o t  th e  

C R M  s t r a t e gy  i mp l eme n ta t i o n  i n  C or k  Su pp l y  P o r t uga l ,  a  

P o r tu gue se  c om pany  i n  the  c o r k  i n du s t r y .  

W hen  a  de epe r  un de r s t an d i ng  o f  o rga n i z a t i o n s  a nd  pe op l e  a r e  

n eede d ,  a s  t he  u nde r s t an d i ng  o f  un iq ue  c onc ep t i on s  an d  i de a s  o f  

t h o se  o rg an i z a t i o ns  a nd  p eo p l e ,  t he  q ua l i t a t i v e  r e se a rc h  i s  

c on s ide re d  t he  be s t  m e t ho do lo gy  ( Be rg  a nd  S t ruw ig ,  201 7 ) .  I n  a  

s p ec i f i c  co n tex t ,  the  i n t e r a c t i on  be twee n  t he  i n ve s t i g a to r  a nd  

t he  ob j e c t  i n  s tu dy  have  a  h i gh  i mpo r t a nce .  T he  r e se a r c he r  

s h o u ld  i n t e r p r e t  the  r e a l i t y  i n  wh i ch  t he  ob j e c t  o f  s tud y  i s  

i n se r t ed  ( A i r e s ,  2 015 ) .  

T o  co l l e c t  da t a ,  the  s tu dy  u s ed  se mi - s t ru c t u red  i n t e rv i ew s  m ade  

t o  e mp loye e s  o f  t he  co m pany  tha t  a r e  r e l a t ed  t o  t he  

i m p l e men ta t i on  o f  t he  C R M s t r a t egy .  Th e  se mi - s t r uc t u re d  

i n t e rv i ew s  p r ov ide  t he  a b i l i t y  to  c on d uc t  an  o pe n  i n t e rv i ew  

w he re  the  i nve s t i g a to r  c a n  g e t  de t a i l ed  i n t e r p re t a t i o n  o f  ma t t e r s  

t ha t  c an no t  e a s i l y  be  p re se n ted  i n  a  q ue s t i o nn a i r e  o r  i n  a  

s t r uc tu re d  i n t e r v i ew .  A l s o ,  t he  i n t e r v i ew  c a n  be  a dap te d  

a c c o rd in g  t o  t he  r e s po n se s  o f  t he  i n t e rv i ewe r ,  th e  

c om mu n i c a t i o n  be t wee n  t he  pa r t i c i p an t s  i s  e a s i e r ,  t h u s  

i nc re a s ing  t he  e xc ha nge  o f  pe rc ep t i on s  ( Be rg  an d  S t ru w ig ,  2 01 7 ;  

A i r e s ,  20 15 ) .  

Ac co rd in g  t o  the  l i t e r a tu re  t he  q ua l i t a t i v e  r e se a rc h  ba s ed  i n  

s e mi - s t r uc tu re d  i n t e rv i ew s  ap pea r s  t o  b e  th e  be s t  me t ho do lo gy  

f o r  th i s  s tu dy .  T h i s  me th od o l ogy  w i l l  h e l p  t he  s tu dy  to  c a p t u re  

t he  p e r s on a l  an d  o rga n i z a t i o na l  e x pe r i e nce  o f  e a ch  p a r t i c i pa n t  

i n  t he  i mp l eme n ta t i on  o f  the  C R M  s t r a t egy ,  he lp in g  t o  

u n de r s t a nd  t he  p o s i t i v e  a nd  ne ga t i v e  f a c to r s  o f  t h i s  e x pe r i e nce .  
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3.4 Sample Selection 

C or k  Su pp l y  Po r tuga l  wa s  t he  ch o sen  o b j e c t  f o r  th i s  s t u dy  

b ecau s e  i t  i s  a  r e a l  e x am p l e  o f  a  C R M  s t r a t e gy  i mp l eme n ta t i on  

a nd  th e  i n s i g h t s  t ha t  w i l l  b e  sha re d  i n  th e  en d  o f  th i s  s tud y  c a n  

b e  ve ry  he lp f u l  to  th e  c om pan y ’ s  C R M p roce s s .  A l so ,  th e  

i n t e rv i ewe r  ha d  e a sy  a c c e s s  t o  the  pa r t i c i p an t s  w h i c h  f a c i l i t a t ed  

t he  da t a  c o l l e c t i o n .  T h i s  c a s e  s t udy  we  w i l l  b e  f ocu s ed  on  t he  

c om pan y  pe r spec t i v e  o f  t he  C R M  s t r a t egy  i mp l e men ta t i on .  

T h e  se l e c t i o n  o f  t he  i n t e rv i ewee s  wa s  mad e  ba se d  o n  the  

f o l l ow i ng  c r i t e r i a :  ( 1 )  t he  i n t e r v i ewee s  have  co n ta c t  w i th  

c u s t om er s  i n  the i r  d a i l y  w o rk ,  ( 2 )  the  i n t e rv i ewee s  a r e  f r o m 

d i f f e r en t  a r e a s  o f  th e  c om pa ny  a nd  ( 3 )  the  i n t e r v i e wee s  h ave  

d i f f e r en t  h i e r a r c h i c a l  l e ve l s .  W i th  t he  f i r s t  c r i t e r i a  the  ob j e c t i v e  

i s  t o  u nde r s t a nd  how  th e  i n f o rm a t io n  i s  be i ng  c a p tu re d  and  i f  

t he  i n f o r ma t i on  i s  a v a i l ab l e  eve ry  t im e  t ha t  i s  n eede d .  T h e  

e mp loy ee s  s ho u l d  be  c a pab l e  t o  hav e  a l l  cu s to me r  i n f o rma t i on  

w hen  th ey  ha ve  t o  i n t e r a c t  w i t h  t he  cu s t ome r .  T he  se c on d  

c r i t e r i a  w i l l  h e l p  to  o b t a in  a  h o l i s t i c  v i ew  o f  the  C R M  p ro ce s s  

i m p l e men ta t i on .  D ur i ng  th e  C R M s t r a t eg y  i mp l em en ta t i o n ,  t he  

i m po r t anc e  o f  ha v in g  a  p r o j e c t  t e am  w i t h  d i f f e r e n t  i n pu t s  f r o m 

d i f f e r en t  a r e a s  i s  o ne  o f  the  po i n t ed  s ucce s s  f a c t o r s .  

I n t e rv i ew ing  d i f f e r en t  e m p lo yee s  f ro m d i f f e r en t  a r e a s  w i l l  g i v e  

t he  f u l l  p i c tu re  ho w  in vo lve d  a r e  th e  dep a r t men t s  i n  t he  p ro ce s s .  

T h e  l a s t  c r i t e r i a  w i l l  en ab l e  to  ha ve  th e  exp e r i e nce  o f  e mp lo yee s  

i n  d i f f e r en t  h i e r a r c h i c a l  l e ve l s .  A  C R M s t r a t e gy  s ho u ld  be  

p e rc e i v ed  by  eve ry on e  i n s i de  o f  t he  c om pa ny ,  i n de pen de n t l y  o f  

t he  l e ve l  i n  t he  h i e r a r c h i c a l  s t ruc tu re .  O ne  o f  th e  m a jo r  f a c to r s  

o f  suc ce s s  i s  h av i ng  a  c u s t om er - o r i e n t ed  c u l tu re  an d  th e  c u l t u r e  

s h o u ld  b e  im p regn a t ed  a t  e ve ry  c o mpa ny  s t r uc t u re  l a y e r .  

T a b l e  1  a r e  p re se n te d  by  i n t e rv i ewee  th e  ro l e  t ha t  ha s  i n s i de  o f  

t he  c om pany .  
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Table 1 - Interviewees role in the company 

R O L E  N º  I N T E R V I W E E S  

C E O  1  

O P E R A T I O N S  M A N A G E R  1  

Q U A L I T Y  C O N T R O L  M A N A G E R  1  

P R O D U C T  M A N A G E R  1  

S U P P O R T  M A R K E T  M A N A G E R  1  

C U S T O M E R  S E R V I C E  1  

S A M P L I N G  D E P A R T M E N T  1  

S A L E S  C O U N T R Y  M A N A G E R  2  

S A L E S  R E P R E S E N T A T I V E  2  

M A R K E T I N G  M A N A G E R  1  

I T  S U P E R V I S O R  1  

 

T h e  d epa r tm en t s  ch o se n  to  be  i n t e rv i ewe d  a r e  i mp o r t a n t ,  i n  a  

c u s t om er  pe r spe c t i v e ,  f o r  C o rk  S up p l y  P o r tu ga l .  A l th oug h  t hey  

m ig h t  n o t  have  t he  s a me  im po r t a nce  f o r  o t he r  t y pe  o f  i nd u s t r i e s ,  

a t e  t he  co rk  b u s i ne s s e s  t ho s e  depa r t men t s  p l a y  ma j o r  ro l e s ,  w i t h  

d i f f e r en t  way s  o f  i n t e r a c t i o n ,  to  cu s t o me r  s a t i s f a c t i o n  an d  

r e t en t i on .  T he  s a mp l e  i s  co m po se d  by  em p l oyee s  tha t  wor k  i n  

d i f f e r en t  c ou n t r i e s ,  t e n  o f  t he  pa r t i c i p an t s  w o rk  a nd  l i v e  i n  

P o r tu ga l  an d  th e  o th e r  th re e  w or k  a nd  l i v e  i n  Spa in .  

 

3.5 Data Collection 

T h e  s tu dy  i nc l ud e s  s e mi - s t ruc tu re d  i n t e rv i ew  o f  13  s t a f f  a nd  

m ana ge r s .  N i ne  i n t e rv i ew s  we re  c on du c te d  i n  pe r s on  and  the  

o t he r  fo u r  we re  mad e  by  p ho ne ;  a l l  o f  the m we re  r e co r ded  an d  

a f t e r  t r a n sc r ib ed  i n .  The  i n t e rv i ew s  we re  mad e  i n  th e  n a t i v e  

l ang uage  o f  e a c h  p a r t i c i pan t ,  w h i c h  mea n s  t ha t  t en  o f  t he  

i n t e rv i ew s  a r e  i n  Po r t ugue s e  a nd  t h re e  o f  th e  i n t e rv i ew s  a r e  i n  

S pa n i s h .  

T h e  que s t i on s  fo r  t he  i n t e r v i e w  we re  r e l a t e d  t o  the  l i t e r a tu re  

r ev i ew  p re sen te d  i n  c ha p te r  2  a nd  w i t h  th e  ana l y s i s  m ode l  ( s e e  

f i g u re  1 ) ,  t he se  r e l a t i on s  a r e  i n  t he  t a b l e  2 .  
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Table 2 - Interview script and variable/codes 

 

T o  e a ch  p a r t i c i pan t  wa s  ex p l a ine d  t he  p u rp o se  o f  t he  s t udy  a nd  

t ha t  the  da t a  w ou l d  be  d i sp l a y e d  i n  an  a no nym ou s  way  a nd  u sed  

o n l y  i n  t h i s  a c ad em ic  s t udy .  T he  i n t e r v i ew s  we re  ba sed  o n  an  

i n t e rv i ew  sc r i p t  ba se d  on  t he  l i t e r a tu re  r ev i ew .   

 

3.6 Data Analysis 

A f te r  t he  da t a  co l l e c t i on  th e  i n f o r ma t i on  f ro m  t he  i n t e rv i ew s  

m u s t  be  p rep a r ed  to  b e  d i s cu s se d  i n  t he  n ex t  cha p te r .  A s  Ba rd in  

( 20 09 ,  pp .  10 3 )  s t a t ed ,  “ t r e a t i ng  th e  ma te r i a l  i s  c od i ng  i t ” .  

C od i ng  t he  da t a ,  b a s e d  on  se t t l ed  ru l e s ,  e nab l e  t he  i n ve s t i g a t o r  

t o  a gg rega t e  d i f f e r e n t  i n t e r p r e t a t i on s  a nd  pe rc e p t io n s  o f  the  

c on tex t  i n  s t ud y ,  ma k in g  t he  d a t a  a na l y s i s  e a s i e r  (B a r d i n ,  20 09 ) .  

T h e  c od i f i c a t i on  ob j e c t i v e  i s  to  b l en d  d i f f e r e n t  p e r s pec t i v e s  an d  

Interview Script Question References

Q1: The culture of the company is customer-oriented?

Q2: All processes are design with the objective of increase customer 

satisfaction?

Q3: The CRM strategy had changed the processes and way of doing 

things?

Q4: The necessary changes were easy to implement? 

Q6: The CRM strategy was design and implement by top 

management?

Q10: Was created a project team with different people involved?

Q5: You were involved in the project development?

Q11: Dou you think that CRM strategy will engage customer 

Q12: Dou you think that CRM strategy will facilitate the information 

flow?

Q13: Do you believe that CRM strategy will improve your work? So 

you think you will be able to perform better your activities?

Q7: Top management worked as sponsor of the project, being 

involved from the beginning?

Q14: The employees had access to training programs for the new 

processes of CRM strategy?

Q8: The CRM strategy was explained and presented to all company?

Q15: The CRM strategy implicated an implementation of a new 

technological tool?

Q16: The company current processes were implemented in the new 

Q19: The technology of CRM is adapted to business changes?

Q20: During the process of implementation the technology was able 

to adapt when something changed in the process?

Q17: This tool is able to aggregate different sources of customer 

information?

Q18: This tool is capable to integrate with other technological systems 

that are used by the company?

Top 

management 

support

People

Payne and Frow, 2006; 

Mendoza et al. , 2006; 

Becker et al. , 2009

ICT'sTechnology

Vazifehdust et al. , 2012; 

Alshawi et al. , 2011; 

Finnegan and Currie , 

2009

SuitabilityTechnology
Cambra-Fierro et al. , 

2017; Ali et al. , 2015

Technology

Dynamic 

technology 

approach

Ali et al. , 2015; Sen and 

Sinha, 2011

People
Bottom-up 

approach

Ahearne et al. , 2012; 

Payne and Frow, 2006

Employees 

commitment 

and 

participation

People

Payne and Frow, 2006; 

Becker et al. , 2009; 

Cambra-Fierro et al. , 

2017

Boulding et al. , 2005; 

Raman et al. , 2006; 

Smilansky, 2016

Culture and 

Processes

Customer-

oriented

Analysis Dimension

Payne and Frow, 2006; 

Chang, 2007

Culture and 

Processes

Cultural and 

Processual 

adaptation
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f i nd  co m mo n e l e men t s  be twe en  t he m (B a rd in ,  200 9 ) .  T he  n ame  

o f  t he  ro l e  o f  e a c h  i n t e r v i ewe e  wa s  su b s t i t u t e d  by  a  c ode .   

T a b l e  2  p re se n t s  th e  s c r i p t  qu e s t i o n s ,  an d  t he  c o r r e sp on d i ng  

s o u rce s ,  v a r i ab l e s  a  co d i ng  t hem e  ( su b - va r i ab l e s ) .  T he  ana l y s i s  

r eq u i r e d  the  c r e a t i o n  o f  s ub s ec t i o n s  tha t  a l l owed  a  c l e a r e r  

a na l y s i s  o f  th e  an swe r s .  F o r  e a ch  d ime n s i on  we re  a l s o  

t r an sc r ibe d  pa r t s  o f  i n t e r v i ew s  t ha t  he l p  t o  h ave  a  d eepe r  

a na l y s i s  o f  t he  c on te n t  i d e n t i f i e d  by  the  c ode  a t t r i b u t ed  to  t he  

i n t e rv i ewed .  

I n  co nc l u s i on ,  t he  da t a  a na l y s i s  p re se n t s  a  s y s t e ma t i c  fo r ma t  tha t  

f a c i l i t a t e s  t he  r e a d in g  o f  the  c on te n t  a nd ,  fo r  a  c om p le t e  a na l y s i s  

o f  t he  an sw e r s ,  w e re  w r i t t en  t he  i n t e rv i ew s  t r a n sc r i p t i o n s .  

 

3.7 Summary 

T h i s  c hap te r  de f i ne s  a nd  ex p l a in s  the  r e se a r ch  que s t i ons  a nd  

i n t eg r a t e s  t hem  in  th e  m ode l  o f  ana l y s i s  t ha t  w i l l  l e a d  t h i s  c a se  

s t u dy .  The  n ex t  p r e s e n t s  an d  d i s cu s se s  t he  s t ud y  r e s u l t s .  
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4 Results Presentation and Discussion 

T h i s  cha p te r  beg in s  by  i n t ro duc ing  th e  s t udy  o b j e c t  -  t he  

c om pan y  C o rk  S upp l y  Po r tuga l .  T hen  f o l l ow s  p re se n t a t i on  a nd  

d i s c u s s io n  o f  th e  r e s u l t s  i n  t he  l i g h t  o f  t he  l i t e r a tu re  r ev i ew ,  

o r gan i z e d  i n  s ubc hap te r s ,  a c c o rd ing  t o   e a ch  o f  th e  d im en s i on s  

p r e sen te d  i n  t he  a na l y s i s  m ode l  ( s e e  f i g u re  1 ) .  

 

4.1 Study Object – Cork Supply Portugal 

T o  be t t e r  u nd e r s t an d  t he  c on tex t  o f  th e  an swe r s  g i v e n  by  the  

i n t e rv i ewee s ,  a  b r i e f  i n t r od uc t i on  w i l l  b e  ma de  to  t he  o b j e c t  o f  

t h i s  c a se  s t udy  -  C o r k  Su pp l y  P o r t uga l ,  a  P o r t ugu e s e  com pa ny  

t ha t  o pe ra t e s  i n  t he  co rk  i nd u s t r y .  

C or k  S up p l y  Gr ou p  ( C S G)  wa s  f ou nded  by  Joc he n  M ich a l s k i  i n  

1 98 1 .  H i s  v i s i on  wa s  t o  p ro v i de  t he  g row in g  bo u t i q ue  w i ne  

i nd u s t r y  w i th  p rem iu m na t u ra l  co rk s .  S t a r t e d  i n  N o r t he r n  

C a l i fo r n i a ,  C S G had  e a sy  a c c e s s  an d  v i s i b i l i t y  t o  o ne  o f  the  

b i gg e s t  w ine - p r od uc ing  r eg io n s  i n  t he  w or ld .  Un l i k e  o t he r  

c om pan i e s ,  J och en  M ic ha l s k i  wa n ted  to  f ocu s  on l y  o n  na t u ra l  

c o rk s .  T h i s  way ,  he  c ou ld  f ocu s  a l l  h i s  t i me  on  a  s i ng l e  p ro d uc t  

i n s t e ad  o f  ba l an c in g  m u l t i p l e  p r od uc t s  a t  on ce .  Na r r ow i ng  C or k  

S up p l y  Gr ou p ’ s  focu s  to  na tu ra l  c o rk s  i n  A me r i c a ,  a l l owed  the  

c om pan y  t o  deve lo p  a  r ep u t a t i o n  bu i l t  o n  i n t eg r i t y  an d  su pe r i o r  

s e rv i c e .  W i t h  ong o in g  s ucce s s ,  C SG  wa s  ex pan ded  g lo ba l l y  to  

b r in g  th e  v i s i o n  o f  p ro v i d i ng  h i gh  qu a l i t y  w ine  c l o su re s  t o  

i n t e rna t i on a l  ma rk e t s .   

A s  t he  c l o su re s  b us i ne s s  ex pan ded ,  th e  g r ou p  f o rm ed  se ve ra l  

s t r a t e g i c  pa r tn e r s h ip s  to  b r ing  ev en  m o re  h i gh - qua l i t y  w ine  

p acka g i ng  o p t i on s  t o  i t s  cu s to me r s .  Th r ou gh  i t s  pa r tne r sh ip s ,  

C S G  ha s  p o s i t i oned  i t s e l f  t o  b e  a  f u l l - s e r v i c e  w ine  pac kag in g  

c om pan y .  To day ,  C o r k  Su p p l y  G r ou p  sp ec i a l i z e s  i n  the  p rem iu m 

w ine  pac kag ing  b u s in e s s  w i t h  s e ve ra l  d i f f e r en t  bu s ine s s  g rou p s ,  
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l on g - t e r m s t r a t eg i c  p a r t ne r sh ip s ,  a nd  a  m u l t i t ude  o f  h i g h - qu a l i t y  

p r od uc t  o f f e r i n g s .  

A s  a  g lo ba l  i nd u s t r y  l e a de r ,  C o rk  S up p l y  fo cu s  on  l on g - t e r m 

b u s i ne s s  su cce s s  th r ou gh  the  p ro duc t i on  a nd  d i s t r i b u t i o n  o f  

p r em iu m w ine  p ackag in g  a nd  su pp l y  p ro d uc t s  an d  s e r v i c e s .  

C or k  S up p l y  Po r tu ga l  i s  p a r t  o f  th i s  g ro u p ,  be in g  t he  o n l y  o ne  

c om pan y  r e sp on s ib l e  to  p ro duc e  co rk  s t o ppe r s  a nd  s up p l y  the  

r e s t  o f  t he  g r ou p .  A s  a  me mbe r  o f  C SG ,  C o r k  Su p p l y  Po r t ug a l  

s h a r e  th e  s a me  v i s i o n ,  m i s s i on  a nd  va lu e s ,  t ha t  a r e  r e f l e c t e d  i n  

e ve ry  s t r a t e gy  de ve lo pe d  a nd ,  i n  eve ry  p r oce s s ,  i m p l e men te d .   

F i g u re  2  de p i c t s  th e  p re se nce  o f  t he  g r ou p  wo r l dw ide .  

 

Figure 2 - Cork Supply Group Worldwide 

F r o m a  f e w  y e a r s  n ow ,  the  co mp any  i s  i mp l em en t i ng  a  C R M 

s t r a t e gy .  A  p r o j e c t  t ha t  em b race s  a l l  t h e  g ro up  c om pan i e s  w i th  

t he  s am e  p r oce s s  bu t  c on s ide r ing  d i f f e r e n t  ap p roa che s  a c c o r d in g  

t o  e a ch  co mp any  ch a ra c t e r i s t i c s .  S o ,  t he  g ro up  ha s  d i f f e r e n t  

r h y t hm s  on  i t s  C R M  s t r a t eg i e s  i mp l em en ta t i on s  a nd  th i s  c a se  

s t u dy  w i l l  b e  f ocu sed  i n  t he  P or t ugue s e  exa mp l e .  
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4.2 Culture and Processes 

T h e  im p l e me n ta t i on  o f  a  C R M s t r a t egy  im p l i c a t e s ,  m o s t  o f  th e  

t i me s ,  a  “n ew  c u l tu r e”  ( Me nd oza  e t  a l . ,  200 6 ) ,  w h i c h  m eans  the  

b u s i ne s s  a tm o sp he re  ha s  t o  be  fo cu se d  o n  c u s t ome r s ,  a s  t he  way  

t h ing s  a r e  d one ,  i . e .  a l l  t he  p r oce s se s  i mp l em en ted  i n  t he  

c om pan y .  T h i s  s e c t i on  a na l y se s  t he  a n swe r s  g i v en  i n  t he  

i n t e rv i ew s  r eg a r d i ng  t h i s  su b j e c t  a t  C or k  S up p l y .  

 

4.2.1 Customer-oriented 

Table 3 - Customer-oriented culture and processes answers 

 

T h r ou gh  Tab l e  3  we  c an  c onc lu de  t ha t  C o rk  S up p l y ' s  c u l tu re  i s  

u n do ub ted l y  cu s to me r  foc u sed .  O f  t he  1 3  i n t e rv i ew s  c on duc ted ,  

o n l y  o ne  pa r t i c i pan t  r e s po nd ed  nega t i v e l y  t o  t h i s  q ue s t i on .  

R e in fo rc in g  the  i d e a  ab ove ,  2  o f  the  i n t e r v i ewe e s  ( I 9  a nd  I 12 )  

s t a t ed  tha t  i n  s ome  s i t u a t i o n s  t he  fo cu s  i s  on  t he  cu s t ome r  r a the r  

t ha n  the  p ro f i t ,  wh i c h  h i g h l i gh t s  t he  imp o r t anc e  o f  the  cu s to me r  

f o r  ma nag eme n t  s t r a t e gy .  Ab ou t  th i s  th e  f o l l ow i ng  s t a t em en t s  

a r e  t r a n sc r i bed :  

“ I  t h i nk  t h e  c om pan y  i s  v e r y  f o c u s e d  o n  c u s t o m e r  s e r v i c e ,  t h i nk  m o r e  

a b ou t  t h e  c u s t om e r  t h a n  t h e  s a l e . ”  ( I 9 )  

“W e  p u t  t h e  c u s t om e r  f i r s t  i n  e v e r y t h i n g  ( …)  t o  t h e  p o i n t  o f  p r o b a b l y  

d o i n g  b u s i n e s s  o n l y  f o r  t h e  c l i e n t  a n d  n o t  t h i nk i n g  p r o p e r l y  a b ou t  

o u r s e l v e s ,  t h a t  i s ,  d i s c o v e r i n g  l a t e r  t h a t  t h e  b u s i n e s s  w e  d o ,  m an y  o f  

Customer-Oriented Interviewed 

Focus on Customer

Focus on Customer
I1, I2, I3, I4, I5, I6, I7, I8, 

I11,I13

Focus on Customer more than on profit I9,  I12

Non Costumer Oriented I10

Processes Design

Focus on customer satisfaction
I1, I2, I3, I4, I5, I6, I7, I8, I9, 

I11, I12, I13

Customer satisfaction is the goal but it doesn't 

happen in reality
I10
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t h em  a r e  n o t  e v e n  p r o f i t a b l e  f o r  u s ,  b u t  a s  w e  d o  n o t  wa n t  t o  l e a v e  a  

c u s t om e r  l o o k  b a d  o r  s a y  n o ,  w e  a c c e p t  i t . ”  ( I 1 2 )  

S t i l l  o n  t he  c u s t o me r - foc u sed  cu l t u re ,  s o me  o f  the  r e s p ond en t s  

r e po r t ed  th a t  C o rk  S up p l y  P o r t uga l  ha s  i t s  g ene s i s  i n  t h i s  v e c to r .  

S inc e  i t s  c r e a t i o n  th e  cu s to me r  i s  the  f oc u s  o f  t he  d eve lop me nt  

o f  i t s  a c t i v i t y  an d  i t s  p o s i t i on  i n  the  m a r ke t ,  a s  s t a t e d  be l ow :  

“C o rk  Sup p l y  h a s  a l wa y s  h a d  a  c u l t u r e  f o c u s e d  o n  t h e  c u s t om e r .  S i n c e  

i t s  b e g i n n i n g  i n  19 81 . ”  ( I 1 )  

“ Th e  c om pan y  wa s  b o r n  f o r  t h a t  p u r p o s e  ( c u s t om e r  s a t i s f a c t i o n )  a n d  

w a s  b o r n  a s  a  t r a d i n g  c ompan y ,  p e r i o d .  W e  d i d  n o t  h a v e  t h e  

p r o d u c t i o n  p a r t ,  s o  o u r  f o c u s  wa s  " wha t  d o e s  m y  c l i e n t  wa n t ? "  a n d  

" wh e r e  c a n  I  f i n d  t h i s ? "  And  t h a t ,  a l t h o u g h  t h e  s t r u c t u r e  h a s  a l r e a d y  

c h a n g e d ,  a n d  w e  a l r e a d y  p r o d u c e  s t o p p e r s  a n d  h a v e  a  c omp l e t e l y  

d i f f e r e n t  d im en s i o n ,  t h i s  o r i e n t a t i o n  h a s  n o t  c h a n g e d . ”  ( I 1 2 )  

T h e  r e su l t s  sug ge s t  t ha t  th a t  cu s to me r  s a t i s f a c t i on  i s  on e  o f  th e  

f u nda me nta l  v a l ue s  o f  t he  co mp any ,  a s  s t a t ed  by  t he  i n t e r v i ewe e  

4 :  

“O n e  o f  C o r k  Sup p l y ' s  m a i n  v a l u e s  i s  c u s t om e r  s e r v i c e  a n d  s o ,  a l l  

t h e  d e c i s i o n s  t h a t  a r e  m ad e ,  a n d  m o r e  i n  m y  b u s i n e s s  a r e a  ( s a l e s ) ,  

a r e  g i v e n  m u c h  f o c u s  o n  t h e  imp o r t a n c e  o f  w h a t  t h e  c u s t om e r  wan t s  

a n d  a n t i c i p a t e  a  l i t t l e  b i t  h i s  n e e d s . ”  ( I 4 )  

T h e  c u l tu re  i n  a  c om pa ny  i s  w ha t  e x p l a in s  t he  way  t h i ng s  a r e  

d o ne ,  i t  i s  so me th in g  no t  ph y s i c a l  tha t  i s  sh a r ed  by  eve ry one  

( Vaz i f eh du s t  e t  a l . ,  2 01 2 ) .  I t  i s  c ruc i a l  t o  u nde r s t a nd  i f  the  

p r oce s se s  o f  C o rk  S up p l y  have  a n  i n t r i n s i c  ob j e c t i v e  cu s to me r  

s a t i s f a c t i on .  T he  answe r s  t o  q ue s t i o n  2  ( s e e  t a b l e  2 )  su gge s t  t ha t ,  

i n  m o s t  o f  the  c a s e s ,  c u s t om er  s a t i s f a c t i on  i s  p re s en t  i n  ev e r y  

p r oce s s  r e g a rd l e s s  th e  a r e a  o f  the  c o mpa ny .  O f  the  13  

i n t e rv i ewed ,  12  an swe re d  po s i t i v e l y  t o  t h i s  que s t i on .   
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4.2.2 Cultural and Processual Adaptation 

Table 4 – Cultural and Processual adaptation answers 

 

A s  C ha ng  (20 07 )  r e f e r r ed  a  C R M im p l eme n ta t i o n  i m p l i e s  a  

c han ge  i n  t he  way  th in g s  a r e  d one  i n  a  c om pan y .  Ta b l e  4  sh ow s  

t ha t  t he  i s sue  s t ud i e d  i n  t h i s  s ub s ec t i on  i s  n o t  c l e a r  a mo ng  t he  

s a mp l e  g r ou p .  F ro m 13  i n t e rv i ewed ,  a pp r ox ima te l y  h a l f  o f  t he m 

c on s ide r s  t ha t  the  C R M s t r a t egy  ch ange d  th e  p r oce s se s  o f  C o rk  

S up p l y .  The  o t he r  h a l f  o f  t he  pa r t i c i p an t s  d oe sn ’ t  a g r e e  a nd  

s t a t ed  t ha t  th ey  d i dn ’ t  f i nd  a ny  cha nge s  o n  th e  p roce s s e s  an d  i n  

t he  w ay  o f  d o i ng  t h ing s .  The  f o l l ow in g  exc e r p t s  p ro v i de  a n  

e xam p l e  t o  e a ch  o f  t he  c a se s .  

“ (… )  wh en  I  c am e  h e r e  t o  w o rk  a l r e a d y  e x i s t e d ,  wh i c h  I  wa s  

a c c omp an i e d  I  t h i nk  i t  w a s  a  n a t u r a l  e v o l u t i o n  o f  t h e  C R M p r o c e s s  

i t s e l f  a n d  y e s ,  i t  h a s  e v o l v e d  a  l o t  o v e r  t h e  y e a r s ,  w i t h ou t  a  d ou b t . ”  

( I 2 )  

“ S t i l l  n o t  m u c h .  E sp e c i a l l y  a t  t h e  l e v e l  o f  c o m m e r c i a l s ,  I  d o  n o t  s e e  

t h i s  b i g  c h a n g e . ”  ( I 8 )  

A dd i t i o na l l y ,  2  i n t e rv i ewee s  ex p re s se d  t he i r  t o t a l  l a ck  o f  

k no w le dge  a bo u t  t he  p roce s se s  an d  t he  c han ge s  i nv o lv ed  i n  t he  

i m p l e men ta t i on  o f  the  s t r a t e gy ,  w h i c h  r e in fo rc e s  th e  

i nc on s i s t e ncy  a t  t h i s  l e ve l .  In  t he  c a s e  o f  i n t e rv i ewee  I 13 ,  h i s  

r o l e  i n  t he  c om pan y  i s  t e ch n i c a l  s up p or t .  A s  a  r e su l t ,  t he  

i n t e rv i ewee  r e vea l ed  a  l a ck  o f  kn ow led ge  a bo u t  c han ge s  t o  t he  

Cultural and Processual adaptation Interviewed 

Changes on current processes

CRM strategy changed processes and the way of 

doing things
I2, I4, I5, I7, I10, I11

Didn't have any changes during implementation I1, I3, I6, I8, I9

Unawareness of changes that have occurred I12, I13

Ease of deployment

No changes were made to the processes I3, I9

The changes were difficult to implement I1, I2, I4, I5, I6, I8

The new processes were easy to implement I7, I11, I13

Not aware of processes and the need to implement 

changes
I12
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p r oce s se s  r e l a t e d  to  the  C R M s t r a t e gy ,  b u t ,  co n s id e r in g  t he  

s c ope  o f  h i s  fu nc t i o n s ,  th e  t e c hn i c a l  ch ang e s  i n  s o f twa re  t o o l s  

t ha t  we re  r e qu i r ed ,  we re  e a sy  t o  im p l em en t .  

T h e  e a s in e s s  o f  i m p l e men t i ng  ch ange s  o n  C o rk  S upp l y ’ s  

p r oce s se s  e qua l l y  sh ow s  d i v e r gen t  a n swe r s ,  co n f i rm in g  t he  i de a  

t ha t  th i s  t heme  i s  n o t  c l e a r  a nd  c om p reh en d ib l e  b y  t he  

p a r t i c i pan t s .  S i x  o f  th e  pa r t i c i pan t s  co n s i de red  t ha t  t he se  

c han ge s  we re  d i f f i cu l t  t o  i mp l e men t  b eca u se  o f  s e ve ra l  f a c t o r s ,  

w i t h  ma i n  on e  be i ng  t he  l a c k  o f  c om mu n i c a t i o n .  

“ I  t h i n k  t h e  s t r a t e g y  t h a t  wa s  o u t l i n e d  wa s  p r e t t y  c l e a r ,  b u t  I  t h i n k  

i t  w a s  n o t  p a s s e d  o n  v e r y  c l e a r l y  t o  e v e r y o n e .  Th e r e f o r e ,  a n s w e r i n g  

f o r  m e ,  y e s ;  r e s p o n d i n g  i n  g e n e r a l  I  t h i n k  n o t ,  n o t  i n  a  10 0%  c l e a r  

a n d  e q u a l  wa y  f o r  a l l . ”  ( I 4 )  

I n t e r e s t i ng l y ,  1  o f  t he  3  r e sp on den t s  w ho  co n s i de red  t ha t  the  

p r oce s s  c hang e s ,  t ha t  a r e  i n he ren t  t o  th e  im p l e me n t a t i o n  o f  the  

s t r a t e gy ,  we re  e a s y  t o  im p l e me n t  wa s  due  t o  a  go od  

c om mu n i c a t i o n  o f  t h o se  c ha nge s ,  a s  t he  f o l l o w in g  t r an sc r i p t  

s h ow s :  

“ I  b e l i e v e  t h a t  m o s t  o f  t h e  c h a n g e s ,  o r  p r a c t i c a l l y  a l l  h a v e  b e e n  

e xp l a i n e d  i n  t h e  c om m e r c i a l  m e e t i n g s ,  n o t  e v e n  b y  em a i l .  W h en e v e r  

a n  imp o r t a n t  c h a n g e  h a s  b e e n  imp l em e n t e d ,  i t  h a s  b e e n  c om m u n i c a t e d  

i n  m e e t i n g s ,  a l wa y s  i n  p e r s o n . ”  ( I 11 )  

T h e  a n swe r s ’  i n c oh e renc e  sh ow s  a  l a ck  o f  c l a r i t y  i n  th e  

p r e sen t a t i on  o f  t he  s t r a t e gy  wh i ch  d i f f i c u l t  t he  p roce s s u a l  

a dap t a t i on  t o  t he  C R M s t r a t egy .  

 

4.3 People 

T h e  succ e s s  o f  C R M  s t r a t e gy  i mp l e men ta t i on  i s  s t r i c t l y  r e l a t e d  

w i t h  th e  c om mi tm en t  o f  th e  c omp any ’ s  peo p l e .  T he  t op  

m ana gem en t  an d  t he  em p l oyee s  a r e  r e s po n s i b l e  f o r  the  

d eve lo pme n t  a nd  im p l eme n ta t i o n  o f  th e  s t r a t e gy .  Th i s  s e c t i on  

a na l y se s  t he  i nv o l vem en t  o f  C o rk  S up p l y  wo rke r s  an d  m anage r s .  
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4.3.1 Bottom-up approach 

Table 5 - Bottom-up approach answers 

 

I n  a  b o t to m -u p  a p pr o ach  t he  p ro ce s s  o f  im p l e me n t in g  a  s t r a t e gy  

i s  sh a r ed  by  mana gem en t  an d  op e r a t i o na l  w o rke r s ,  i n  a  c om b ine  

p r o j e c t  tha t  i n t e g r a t e s  d i f f e r e n t  po in t  o f  v i ew s  ( Ahe ra ne  e t  a l . ,  

2 01 2 ) .  In  t h i s  s en se  co mp an i e s  sh o u ld  c r e a t e  mu l t i  t a sk  t e a m s  

g a t he r i ng  t he  i de a s  a nd  nece s s i t i e s  o f  e a c h  de pa r tme n t  i n to  t he  

s t r a t e gy  ( Pay ne  a nd  F r ow ,  2 006 ) .  Ta b l e  5  s ho ws  t ha t  t o p  

m ana gem en t  pa r t i c i pa t ed  i n  t he  C R M  s t r a t egy  de s i g n  an d  

i m p l e men ta t i on  a t  C or k  Su pp l y .  11  i n t e rv i ewee s   we re  p os i t i v e  

o n  t h i s  i s su e ,  a s  s om e  o f  the i r  s t a t em en t s  d i sp l a y :  

“ I  kn o w  y ou  a r e  i n v o l v e d  a n d  h a v e  t r i e d  f o r  s o m e  y e a r s  t o  e f f e c t i v e l y  

im p l em en t  t h i s  t o o l . ”  ( I 3 )  

“ I  t h i n k  i t  c om e s  f r om  t h e  a dm i n i s t r a t i o n .  I  t h i n k  t h a t ,  i f  n o t ,  y o u  

c o u l d  n o t  imp l em en t  s om e t h i n g  l i k e  t h a t . ”  ( I 1 1 )  

O n ly  pa r t i c i pa n t s  I1 0  an d  I 12  we re  no t  f am i l i a r i z e d  w i th  th e  

i nv o l vem en t  o f  t op  m ana gem en t  i n  th i s  s t r a t e gy .  Fo r  the  o th e r s ,  

i t  wa s  c l e a r  tha t  t he  t o p  man age men t  s e t t l e d  th e  ob j e c t i v e s  f o r  

t he  C R M  s t r a t egy  a nd  pa s se d  t he  p r o j e c t  d eve lo pme n t  t o  t he  r e s t  

o f  t he  t e am s :  

“ (… )  t h e  t o p  m ana g em en t  g i v e s  t h e  m a c r o  o b j e c t i v e s .  And  t h e r e  i s  a  

m a c r o  p l a n  t h a t  w e  m u s t  c a r r y  o u t  a n d  t h e  o b j e c t i v e s  w e  m u s t  a c h i e v e ,  

Bottom-up Approach Interviewed 

Top Management Involvement

Top Management was involved
I1, I2, I3, I4, I5, I6, I7, I8, I9, 

I11, I13

Unawareness regarding Top Management 

Involvement
I10, I12

Multi-disciplined project team

Project team with representatives from different 

areas

I2, I4, I5, I6, I7, I9, I11, I12, 

I13

Project team didn't include representatives from 

different areas
I1, I3, I8, I10
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t h e n  t h e  o p e r a t i o n a l i z a t i o n ,  t h e  d e t a i l  o f  t h e  p r o c e s s ,  o f  c o u r s e  i t  i s  

n o t  s o  i n v o l v e d  (… )”  ( I 2 )  

“ Th e  g o a l s  w e r e  o u t l i n e d  b y  t h e  t o p  m ana g e m e n t  a n d  imp l em en t e d  

l a t e r  wa s  b y  t h e  m o r e  t e am s  o n  t h e  g r o u n d . ”  ( I 7 )  

9  o f  t he  pa r t i c i pa n t s  co n f i r med  tha t  i n  C or k  Su p p l y  wa s  c r e a t e d  

a  mu l t i  t a sk  p ro j e c t  t e am  w i t h  r ep re se n t a t i v e s  o f  the  m a i n  

d epa r tm en t s  i nv o l ve d  i n  the  s t r a t e g y .  F ro m th e  n on - pos i t i v e  

a n swe r s  t o  the  c r e a t i on  o f  a  p ro j e c t  t e a m i t  i s  i mp o r t an t  t o  

a na l y se  i n  de t a i l  3  o f  t he  i n t e rv i ewe d  s t a t eme n t s ,  th ey  hav e  a  

c om mo n  j u s t i f i c a t i o n  ex p l a in in g  th e  d i s a g re e me n t  w i th  th i s  

q ue s t i on .  D ur in g  th e  C R M  s t r a t egy  im p l eme n ta t i o n  a t  C or k  

S up p l y ,  t he se  3  pa r t i c i pa n t s  c on s ide re d  t ha t  the  p r o j e c t  w a s  

c onc en t r a t e d  i n  one  pe r so n  ( a  s a l e s  m ana ge r  t ha t  n o  l o nge r  

w o rk s  i n  t he  c o mpa ny ) ,  a nd  t h i s  c e n t r a l i z a t i on  f r u s t r a t ed  the  

o p po r tu n i t y  o f  b r i ng ing  o t he r  a r e a s  i n to  th e  p ro j e c t .  T hey  a l s o  

c on s ide re d  tha t  th i s  w a s  an  e r ro r  a nd  a  f a c t o r  fo r  t he  p r o j e c t  

d e l a y :  

“ (… )  t h i s  wa s  o u r  m i s t a k e .  Th e  p r o j e c t  w a s  d e l i v e r e d  t o  t h e  s a l e s  

d i r e c t o r ,  wh o  e v e n t u a l l y  l e f t ,  a n d  h a d  o n e  m o r e  p e r s o n  w o rk i n g  w i t h  

h im ,  a n d  i t  wa s  a l l  v e r y  c e n t r a l i z e d  i n  h i s  h a n d ,  a n d  t h e r e f o r e  wa s  

m i s c om m un i c a t e d  a n d  w r on g . ”  ( I 1 )  

“ N o ,  t h e r e  wa s  n o t .  T h e r e  w a s  n e i t h e r  t e am  n o r  r e p r e s e n t a t i v e s .  

P a r t i c u l a r l y  o f  t h e  a r e a s  i n v o l v e d .  Th e r e  i s  t h e  f i n g e r  o n  t h e  w oun d 1 

t h a t  I  p u t  i n  r e l a t i o n  t o  t h e  p r e v i o u s  c om m e r c i a l  d i r e c t i o n . ”  ( I 8 )  

I t  i s  p os s ib l e  to  co nc lu de  tha t  C o rk  Su pp l y  ha s  a  b o t t om -u p  v i ew  

o f  the  C R M s t r a t egy .  T op  mana gem en t  wa s  i nvo lve d  i n  t he  

p r o j e c t ,  bu t  d i d  no t  i mp o se  t he  new  s t r a t eg y ,  a l l owed  i t s  

i m p l e men ta t i on  a n d  de s i g n  to  be  d eve l op ed  by  the  c o mpa ny ' s  

e mp loy ee s .  

 

                                                
1 It’s a Portuguese expression “colocar o dedo na ferida” that means refer to a delicate subject, 
touching a weak point of someone. 
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4.3.2 Employees commitment and participation 

Table 6 - Employees commitment and participation answers 

 

E mp loy ee s  a r e  r e spo n s i b l e  fo r  t he  im p l e men ta t i on  o f  eve ry t h ing  

t ha t  i s  dev e l ope d  i n  a  co m pany .  T he i r  i nv o l vem en t  i s  a  k e y  f a c to r  

w hen  we  a r e  t a l k i ng  ab ou t  a  C R M s t r a t eg y  im p l e men ta t i on .  Th e  

r e su l t s  d ep i c t ed  i n  T a b l e  6  sh ow  th a t  C or k  Su pp l y  e nc ou rag ed  

t he  pa r t i c i p a t i o n  o f  e m p l oyee s  i n t e rv i ewe d  in  t he  

i m p l e men ta t i on  o f  t he  C R M  s t r a t egy .  10  o f  t he  i n t e rv i ewe e s  

c on f i r me d  th a t  they  we re  i nv o lve d  i n  th e  im p l e me n t a t i o n ,  w h i l e  

t he  r ema in in g  3  we re  a l s o  pa r t  o f  t he  p r o ce s s  i n  a  c e r t a i n  l e ve l ,  

a l t ho ug h  no t  d i r e c t l y  i nv o lve d , .  

Ac co rd in g  t o  Bec ke r  e t  a l .  ( 200 9 )  th e  c om mi tm en t  o f  th e  

e mp loy ee s  w i th  t he  s t r a t e gy  i n  i mp l em en ta t i on  i s  a  f a c to r  o f  

s u cce s s .  Acc o rd ing  t o  Tab l e  6 ,  t he  co mm i tme n t  i n  C o rk  S up p l y  

i s  g e ne ra l .  A l l  t he  p a r t i c i pan t s  an swe re d  tha t  t hey  be l i e ve  an d  

a r e  co n f id en t  tha t  th e  s t r a t e gy  w i l l  i n c re a se  cu s t o me r  

s a t i s f a c t i on ,  t he  f l ow  o f  i n f o rma t i on  be twee n  t he  dep a r t me n t s  

w i l l  b e  e a s i e r  an d ,  i n  g e ne ra l ,  t he y  b e l i e v e  tha t  th ey  w i l l  p e r f o r m 

b e t t e r  t he i r  j ob  a c t i v i t i e s ,  a s  t he  e xce r p t s  be l ow  s ho w :  

Employees commitment and participation Interviewed 

Involvement on the project development

Interviewed was involved
I1, I2, I4, I5, I6, I7, I8, I9, 

I11, I13

Interviewed was involved but not directly I3, I10, I12

Believe that CRM strategy will engage customer 

satisfaction

Full agreement
I1, I2, I3, I4, I5, I6, I7, I8, I9, 

I10, I11, I12, I13

CRM strategy facilitate the information flow

Full agreement
I1, I2, I3, I4, I5, I6, I7, I8, I9, 

I10, I11, I12, I13

CRM strategy can improve employees work

Full agreement
I1, I2, I3, I4, I5, I6, I7, I9, 

I10, I11, I12

Don't agree I13
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“ (… )  i f  w e  h a v e  a  wa y  o f  m ana g i n g  t h e  i n f o r m a t i o n  w e  r e c e i v e  f r om  

t h e  m a r k e t ,  wh e t h e r  i t  i s  f r om  c u s t om e r s  o r  f r o m  p o t e n t i a l  c u s t om e r s  

a n d  w e  a r e  a b l e  t o  p r o a c t i v e l y  w o rk  o n  t h a t  i n f o rm a t i o n  a n d  r e s p on d  

t o  t h e  m a rk e t ,  i n  a d d i t i o n  t o  i n c r e a s i n g  c u s t om e r  s a t i s f a c t i o n ,  w e  w i l l  

b e  a b l e  t o  i n c r e a s e  m a r k e t  s h a r e  a n d  g e t  n e w  c u s t om e r s . ”  ( I 4 )  

“ I  t h i n k  s o  b e c a u s e  i t  f i r s t  a l l o w s  t h e  e n t i r e  t e am  t h a t  r e l a t e s  t o  t h e  

c l i e n t  t o  h a v e  a c c e s s  t o  t h e  s am e  i n f o rm a t i o n  a n d  t h i s  w i l l  f a c i l i t a t e  

( … )  I  t h i n k  i t  w i l l  imp r o v e  t h e  r e l a t i o n s h i p  w i t h  t h e  c l i e n t  s o o n  

i n c r e a s e s  s a t i s f a c t i o n . ”  ( I 7 )  

N ex t  a r e  a l s o  p re se n te d  so me  t r an sc r i p t i on s  c on f i r m i ng  t ha t  

C or k  S up p l y  e mp lo yee s  be l i e ve  t ha t  th e  C R M s t r a t e gy  w i l l  

f a c i l i t a t e  t he  f l o w  o f  i n f o rma t i o n  a nd  im p r ove  t he  p e r f o rm anc e  

o f  t he i r  ro l e s :  

“C omp l e t e l y .  E sp e c i a l l y  a t  t h e  l e v e l  o f  t h e  a c t i v i t y  o f  t h e  s a l e s  

r e p r e s e n t a t i v e s  i t s e l f ,  b e c a u s e  w e  s a l e s  r e p r e s e n t a t i v e s  a r e  q u i t e  

d i s o r g a n i z e d  b y  n a t u r e ,  e s p e c i a l l y  wh e n  e a c h  o n e  o f  u s  w o r k s  i n  h i s  

o w n  wa y ,  a n d  t h e r e f o r e  t h e r e  i s  a  l o t  o f  i n f o rm a t i o n  t h a t  i s  l o s t .  And  

t h i s  c a n  s om e t im e s  l e a d  t o  c u s t om e r  d i s s a t i s f a c t i o n .  O r  a t  l e a s t ,  n o  

c u s t om e r  s a t i s f a c t i o n . ”  ( I 8 )  

“ I t  i s  imp o r t a n t  t h a t  i n f o rm a t i o n  a b o u t  e a c h  c l i e n t  l o w e d  am on g  

s e v e r a l  d e p a r tm en t s ,  t h i s  i s  v e r y  im p o r t a n t .  I f  t h e  i n f o rm a t i o n  d o e s n ’ t  

f l ow  b e t w e e n  t h e  c ompan y ’ s  d e p a r tm en t s ,  i t ’ s  d i f f i c u l t  t o  c o o r d i n a t e  

a l l  t h i s  w e l l . ”  ( I 1 0 )  

T o  c l a r i f y  I1 3 ’ s  a n swe r ,  he  co n s i de r s  th a t  t he  C R M s t r a t egy  

w on ’ t  be  v e r y  he l p f u l  i n  h i s  w o rk  beca u se  he  ha s  a  t e ch n i c a l  

s u p po r t  ro l e  t ha t  i s  n o t  d i r e c t l y  r e l a t e d  t o  t he  f i n a l  c u s to mer .  

I n  co nc l u s i on  t he  em p loye e s  o f  C o rk  Su p p l y  a r e  co mm i t t ed  t o  

t he  C R M  s t r a t eg y  i n  t he  s e n se  t ha t  th ey  b e l i e ve  tha t  t h i s  s t r a t e gy  

w i l l  b e ne f i t  t o  c u s to me r  r e t e n t io n  a n d  sa t i s f a c t i o n  e nab l i n g  a n  

i m pr ove  o n  t he  de s i g n  p roc e s s e s  fo r  e a c h  a r e a .  
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4.3.3 Top management support 

Table 7 - Top Management support answers 

 

T o p  ma nage me nt  s ho u l d  wo rk  a s  a  f a c i l i t a to r  an d  a  p ro mo te r  o f  

t he  C R M s t r a t egy  a t  a l l  l e ve l s ,  en s u r i ng  th a t  e mp lo yee s  a r e  

p r op e r l y  t r a i ne d  and  mo t i v a t ed  to  i mp l eme n t  a nd  deve lo p  t he  

s t r a t e gy .  Ta b l e  7  p re se n t s  t he  i n t e rv i ewee s '  pe r spec t i v e s  

r e ga r d i ng  C o rk  Sup p l y ' s  to p  ma nagem en t  s up po r t .  F r om  the  

b eg i nn in g  o f  t he  im p l eme n ta t i o n  p roce s s ,  C or k  Su pp l y ' s  t op  

m ana gem en t  s po n so r s  t he  s t r a t e gy ,  c o n f i rme d  by  th e  1 1  

r e s po nde n t s '  po s i t i v e  r e s po n se s .  

A l t ho ug h  the  p r oce s s  o f  i m p l e men ta t i on  o f  t he  C R M  s t r a t egy  i s  

s t i l l  on go ing  i n  t he  co mp any  t he re  ha ve  a l r e ady  been  so me  

t r a i n i ng  p r og ra m s .  H owe ve r ,  t he  i de a  th a t  t he re  i s  s t i l l  t he  nee d  

o f  m o re  t r a i n i ng  i s  r e i n fo rc e d  by  t he  r e s p o nde n t  I3 :  

“ Th e r e  a r e  t r a i n i n g  p l a n s  (… )  a t  t h i s  t im e  t h e r e  i s  a  p a r t i a l  

im p l em en t a t i o n  i n  s om e  m a r k e t s ,  i f  i t  i s  s u c c e s s f u l  i t  w i l l  b e  e x t e n d e d  

t o  a l l  a n d  t h e r e  w i l l  b e  d e f i n e d  a  t r a i n i n g  p l a n  f o r  a l l  wh o  a r e  

i n v o l v e d . ”  ( I 3 )  

T h r ee  o f  t he  i n t e r v i ewee s  d id n ’ t  con s id e r  tha t  u n t i l  t o day  

t r a i n i ng  p l a n s  hav e  e x i s t ed :  

Top Management support Interviewed 

Top Management as a sponsor since the beginning

Top Management was an active sponsor of the 

strategy

I1, I2, I3, I4, I5, I6, I7, I8, I9, 

I11, I13

Unawareness of Top Management sponsorship I2, I10

Occurrence of training programs 

Training programs were planned
I2, I4, I5, I6, I7, I9, I11, I12, 

I13

Need of training programs I3

Unawareness of training programs I1, I8, I10

CRM Strategy presented/explained to all company

CRM Strategy was explained I2, I6, I7, I9, I11, I13

CRM Strategy was explained but not in the same way 

to all the departments
I4, I5

CRM Strategy was not explained I1, I3, I8, I10
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“ N o ,  t h e r e  h a s  n o t  b e e n  a n y t h i n g  y e t  ( t r a i n i n g  p r o g r am s ) ,  b u t  i t  w i l l  

h a v e  t o  e x i s t  ( …)  w e  a r e  b a s i c a l l y  s t a r t i n g  a lm o s t  f r om  t h e  b e g i n n i n g ,  

I  d o  n o t  s a y  s t a r t  f r om  z e r o  b e c a u s e  p a r t  o f  t h e  S a l e s f o r c e  i s  a l r e a d y  

v e r y  c u s t om i z e d ,  w i t h  im p o r t a n t  t h i n g s  t o  c o n t r o l  o u r  s a l e s  p r o c e s s ,  

b u t  i n  a n y  wa y ,  i n  t e rm s  o f  t r a i n i n g ,  i n  t e rm s  o f  c om m un i c a t i o n  w a s  

v e r y ,  v e r y  b a d . ”  ( I 1 )  

T h e  fo l l ow i ng  pa rag ra ph s  f oc u s  o n  the  co mm un i c a t i on  o f  the  

C R M s t r a t egy  t o  the  co mpa ny ' s  em p l oyee s .  T h i s  l a s t  i s s ue  wa s  

p o i n t ed  ou t  by  som e  i n t e r v i e wee s  a s  one  o f  t he  f l a w s  o f  t he  

p r oce s s .  6  o f  the  13  i n t e r v i ew ee s  c on s i de re d  tha t  the  s t r a t e gy  

wa s  n o t  exp l a i ne d  to  C o r k  S up p l y  em p lo yee s  o r  t ha t  i t  wa s  no t  

c om mu n i c a t e d  i n  the  s am e  way  to  t he  em p loye e s .  

“ S o ,  i t  wa s  n o t  w e l l  c o m m un i c a t e d ,  i t  wa s  n o t  w e l l  m ana g e d ,  t h e r e ’ s  

a  l o t  h e r e  t o  c om m un i c a t e  f r om  C o r k  Sup p l y  r e g a r d i n g  t h e  

im p l em en t a t i o n  o f  S a l e s f o r c e . ”  ( I 1 )  

“ (… )  I  t h i n k  t h e  s t r a t e g y  wa s  w e l l  d e f i n e d ,  b u t  l a t e r  i t  wa s  n o t  w e l l  

f o l l o w e d ,  i t  wa s  n o t  w e l l  c om m un i c a t e d ;  t h e  t r a i n i n g  wa s  n o t  w e l l  

p l a n n e d ,  a n d  I  t h i nk  t h a t  i n  t h i s  a s p e c t  t h e  s y s t em  d i d  n o t  f o l l ow  t h e  

d e v e l o pm e n t  t h a t  wa s  e xp e c t e d  (… )”  ( I5 )  

I n  m o s t  c a se s ,  i t  wa s  c o n s id e r ed  t ha t  e mp lo yee s  w ho  de a l  d i r e c t l y  

w i t h  t he  c u s t om er  a r e  awa re  o f  t he  C R M  s t r a t eg y  an d  wh a t  t he  

s t r a t e gy  im p l i e s ,  bu t  i n  a r e a s  tha t  do n ’ t  wo r k  d i r e c t l y  w i th  

c u s t om er s  th i s  awa re ne s s  i s  no t  c l e a r .  

 

4.4 Technology 

T ec hn o l ogy  p l a y s  an  im po r t a n t  ro l e  con ce rn ing  C R M  s t r a t eg i e s .  

T o  ha ve  a l l  t he  i n f o rma t i o n  ab ou t  c u s t om er s  an d  m a r ke t s  

c om pan i e s  f e e l  the  n eed  to  have  su pp o r t  i n  a  s o f twa re  t o o l  

c a pab l e  o f  g a t he r  an d  s to ra ge  i n f o r m a t io n  f ro m d i f f e r e n t  

s o u rce s .  Hav ing  a va i l a b l e  t he  i n fo r ma t i on  a t  th e  r i gh t  t im e  i s  

c ru c i a l  t o  g i v e  the  p ro pe r  an sw e r  to  cu s to me r  n eed s  a nd  

q ue s t i on s .  T he  f o l l ow ing  su b sec t i on s  de t a i l  t h i s  i s sue .  
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4.4.1 Suitability 

Table 8 – Suitability answers 

 

C R M  t oo l s  a r e  pa r t  o f  t he  t e ch n o lo g i c a l  t oo l s  t ha t  a l l ow  the  

c om pan y  t o  s t o r e  an d  sha re  c u s tom e r  i n f o rma t i on  i n  a  

s y s t e ma t i c ,  c l e a r  a nd  up - to -d a t e  way .  In  th e  c a se  o f  C o rk  Su p p l y  

t he  t e c hn o l og i c a l  t oo l  t o  s up p or t  t he  C R M  s t r a t egy  wa s  a c qu i r ed  

d u r i ng  the  p roce s s .  P r e sen te d  i n  g en e r a l  by  the  i n t e rv i ewee s ,  

e xcep t i ng  t he  i n t e rv i ewee  I1 0 ,  t he  t oo l  a do p t ed  i s  t he  

S a l e s fo rc e 2:  T he  de s i gn  o f  th i s  to o l  wa s  ba se d  on  cu r r e n t  C or k  

S up p l y  p r oce s se s  a s  r ep or t e d  by  12  o f  th e  i n t e rv i ewee s .  

D u r i ng  the  i n t e rv i ew s  i t  wa s  eve n  r e f e r r e d  a  s a l e s  p roce s s  sh a red  

b y  a l l  t he  co mp an i e s  o f  t he  g r ou p  t ha t  s e rve d  a s  ba s i s  f o r  t he  

c on s t ruc t i on  o f  t he  C R M  s t r a t eg y .  Th e  seve ra l  t e c hn o lo g i c a l  

t o o l s  a do p t ed  b y  t he  c om pa n i e s  we re  ba se d  o n  t he  p r inc ip l e  o f  

a do p t io n  t h i s  p r oce s s  an d ,  l i k e  o t he r  c om pan i e s ,  C o rk  Su p p l y  

P o r tu ga l  a do p te d  t he  s a me  p l an  i n  t he  d eve lo pmen t  o f  

S a l e s fo rc e :  

“ t h e  s y s t em  i s  b e i n g  d o n e ,  a n d  wa s  d o n e  t o  r e f l e c t  t h e  p r o c e s s ,  

o t h e r w i s e  w ou l d n ’ t  m ak e  s e n s e ,  b e c a u s e  t h e  p r o c e s s  a n d  s t r a t e g y  w e r e  

p a s s e d  o n  t o  t h e  s a l e s  t e am s ,  t h e y  w o r k  k n ow i n g  t h a t  t h e r e  i s  a  s a l e s  

p r o c e s s  t h a t  t h e y  h a v e  t o  f o l l ow  a n d  t h a t  t h e  g o a l  i s  t h a t  t h e  c l i e n t  

                                                
2 Source Salesforce website: “Salesforce is the world’s #1 Customer Relationship Management 
(CRM) platform. Our cloud-based applications for sales, service, marketing, and more don’t require 
IT experts to set up or manage — simply log in and start connecting to customers in a whole new 
way.”. 

Suitability Interviewed 

CRM Strategy required a new technological tool

Required a new technological tool
I1, I2, I3, I4, I5, I6, I7, I8, I9, 

I11, I12, I13

Didn't need a new technological tool I10

Implementation of current processes on the new CRM 

tool

Implementation of current processes
I1, I2, I3, I4, I5, I6, I7, I8, 

I11, I12, I13

No implementation of current processes I9
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f e e l s  t h i s  a n d  t h a t  a n d  t h a t  r e s p on d s  i n  t h i s  wa y  (… )  t h e r e f o r e  t h e  

s y s t em  i s  d e s i g n e d  t o  g i v e  u s  t h e  a n sw e r s . ”  ( I 5 )  

O ne  o f  th e  p a r t i c i pa n t s  eve n  c om me nte d  tha t  a t  t h i s  t i me  t he  

t o o l  i s  t oo  cu s t om ize d :  

“ Sa l e s f o r c e  i s  c u s t om i z e d ,  a n d  w e  c o n c l u d e d  t h a t  i s  p e r h a p s  t o o  

c u s t om i z e d ,  a n d  t h i s  i s  wh a t  i s  g o i n g  t o  t r y  t o  f i x  n o w .  A nd  m ak e  

t h e  t o o l  a t t r a c t i v e  i n  a  w a y  t h a t  m a k e s  s a l e s  r e p r e s e n t a t i v e s ’ ’  l i f e  

e a s i e r ,  wh i c h  i s  t h e  o n l y  wa y  f o r  t h em  t o  b u y  t h e  p r o c e s s  a n d  s t a r t  

u s i n g  i t  w i t h  g o o d  w i l l . ”  ( I 1 )  

T h i s  l a s t  co mm en t  wa s  s up p or t e d  b y  t he  s t a t e men t s  o f  I8  an d  I 9  

t ha t  co n s id e r  the  t oo l  de s i gne d  w i t h ou t  kn ow i ng  t he  pe r sp ec t i v e  

o f  th e  f i n a l  u se r ,  i . e .  t h e  p ro ce s se s  a r e  im p l eme n ted  bu t  n o t  i n  a  

way  tha t ,  i n s t e a d  o f  f a c i l i t a t i ng  th e  wo r k  o f  t he  en d  u se r ,  i s  

m ak ing  t he i r  w or k  m o re  d i f f i cu l t :  

“ s om e o n e  f r om  t h e  s a l e s  d e p a r tm en t  t h a t  i s  o n  t h e  m a r k e t  a n d  w i l l  

g o i n g  t o  u s e  i t  ( t h e  t o o l ) .  B e c a u s e  I  t h i nk  i t  h a s  t u r n e d  i n t o  s om e t h i n g  

j u s t  t o  f i l l  u p  w i t h  n o  o b j e c t i v e  . . . ”  ( I 8 )  

“ I t  w ou l d  b e  e a s i e r  t o  h a v e  a l l  t h i s  i n f o rm a t i o n :  h a v e  a  h i s t o r y  o f  

o r d e r s ,  c omp l a i n t s ,  t h e  wh o l e  h i s t o r y  o f  t h e  c l i e n t .  I  d o  n o t  k n ow  

h o w ,  b u t  I  t h i nk  i t  h a s  t o  b e  s om e t h i n g  m o r e  p r a c t i c a l  o r  f a s t e r  (… )  

S a l e s f o r c e ,  I  f i n d  a  t o o l  t o o  h e a v y  t o  w o r k . ”  ( I 9 )  

T o  su m up ,  t he  to o l  w a s  de s i g ned  co n s id e r in g  the  nee d s  o f  C or k  

S up p l y  bu t  s ho u ld  b e  ada p ted  t ak in g  i n to  a c co un t  t he  u s e r s ’  

n e ed s  an d  t he  r e qu i r e men t s  t ha t  e a c h  on e  ha s  i n  i t s  r o l e .  

 



 39

4.4.2 Dynamic Technology Approach 

Table 9 - Dynamic technology approach answers 

 

T h e  o b j e c t i v e  i n  t h i s  s u b sec t i on  i s  t o  con f i rm  i f  the  t oo l  a do p ted  

i s  dy nam ic  w he n  f a c e s  th e  spe c i f i c  cha ra c t e r i s t i c s  o f  the  b u s i ne s s  

a nd  t he  c han ge s  th a t  may  oc cu r .  The  im p l eme n t a t i o n  o f  t he  

s t r a t e gy  i s  s t i l l  on go in g  s o  no t  a l l  r e s po n den t s  have  ha d  a  u se r  

e xpe r i ence  w i t h  t he  t oo l ,  h owev e r ,  i t  i s  co n sen s ua l  the  i de a  t ha t  

S a l e s fo rc e  i s  a b l e  t o  ada p t  to  b u s i ne s s  ch ang e s .  

I n t e rv i ewee s  I5  a nd  I1 2  r e po r t  t ha t  the  s a me  t oo l  i s  c u r r e n t l y  

b e i ng  u s ed  i n  a no the r  c om pa ny  i n  t he  g r ou p  an d  h a s  bee n  a b l e  

t o  ada p t .  I n  t he  f i r s t  p l a c e  b ecau s e  the  c om pan y  i n  qu e s t i on  ha s  

d i f f e r en t  bu s i ne s s  un i t s  w i t h  sp ec i f i c  cha ra c t e r i s t i c s  t ha t  r eq u i r e  

d i f f e r en t  nee d s  t o  th e  p ro g r am ;  i n  the  s e c on d  p l a c e ,  bec au se  they  

a r e  c u r r en t l y  ma k in g  c hang e s  t o  t he  c u r r e n t  s t r uc t u re  o f  t he  

p r og ra m a nd  th e  p r og ra m h a s  be en  a b l e  t o  i n t eg r a t e  th o se  

c han ge s .  Th u s ,  by  c om pa r i s on  w i th  an o the r  s i m i l a r  s i t u a t i on ,  

t hey  c on s id e r  tha t  th e  t oo l  a t  C o r k  s upp l y  Po r tug a l  i s  c a pab l e  to  

a dap t :  

“ (… ) i n  t h e  U S  w e  u s e  t h e  s a l e s f o r c e ,  a n d  w e  o n l y  s e l l  c o r k  s t o p p e r s  

h e r e  ( i n  C o rk  S up p l y  P o r t u g a l ) ,  b u t  t h e y  s e l l  b a r r e l s ,  c o rk s ,  c a p s u l e s ,  

s y n t h e t i c  c o r k s ,  a n d  t h e  s y s t em  i s  p r e p a r e d  f o r  a l l  d i f f e r e n t  p r o d u c t  

t y p e s ;  a n d  o n e  t h i n g  i s  t o  s e l l  a  c o r k ,  a n o t h e r  i s  t o  s e l l  a  b a r r e l  -  a r e  

d i f f e r e n t  p r o d u c t s ,  t h e  p r o c e s s  i s  c omp l e t e l y  d i f f e r e n t  a n d  t h e  s y s t em  

Dynamic technology approach Interviewed 

CRM technology adaptation to business changes

CRM technology can adapt
I1, I2, I3, I4, I5, I6, I7, I11, 

I13

Unawareness of this capability I8, I9, I12

CRM technology adaptation to changes on company's 

processes

CRM technology can adapt I2, I3, I4, I5, I6, I7, I11, I13

Unawareness of this capability but believe can be 

possible
I1

Unawareness of this capability I8, I9
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i s  w o rk i n g  w e l l  f o r  b o t h ,  s o  I  b e l i e v e  i t  i s  m o r e  t h a n  p o s s i b l e  t o  b e  

c h a n g e d  a n d  f o l l o w  t h e  e v o l u t i o n  o f  t h e  b u s i n e s s . ”  ( I 5 )  

“ I  c a n n o t  e v a l u a t e  i f  i t ’ s  e a s y ,  I  c a n  s a y  t h a t  i t  i s  p o s s i b l e  b e c a u s e  I  

k n ow ,  f o r  e x amp l e ,  t h e  c omp an y  w e  h a v e  i n  t h e  Un i t e d  S t a t e s  i s  

c u r r e n t l y  i n  a  s i t u a t i o n  wh e r e  t h e y  t h i nk  t h a t  S a l e s f o r c e  wa s  n o t  

d e s i g n e d  f o r  t h e  c u r r e n t  s i t u a t i o n  a n d  t h e y  wan t  t o  c h a n g e  t h e i r  e n t i r e  

s t r u c t u r e . ”  ( I 12 )  

D u r i ng  t he  i m p l e me n ta t i o n  p r oce s s  i t  w a s  i n t en ded  t o  s e e  i f  

t he re  h ad  a l r e a dy  bee n  cha nge s  i n  th e  p r oce s se s  a nd  i f  t he  t oo l  

wa s  dy na mic  en oug h  to  e a s i l y  ada p t .  To  t h i s  q ue s t i on  t he  

r e s po nde n t s  a s s um ed  an  e qua l l y  the o re t i c a l  an sw e r .  W i th ou t  a  

r o bu s t  kn ow le dge  a bo u t  t he  c a pa b i l i t i e s  o f  the  t oo l ,  t hey  

g e ne ra l l y  co n s i de r  th a t  i t  wa s  ab l e  t o  c ha nge  i t s  s t r uc tu re  f o r  th e  

s p ec i f i c  r e que s t s  o f  t he  c o mpa ny .  

 

4.4.3 ICT’s 

Table 10 - ICT's answers 

 

O ne  o f  t he  m o s t  i mp o r t an t  ob j e c t i v e s  o f  a  t e c hn o l og i c a l  to o l  i s  

t o  a gg re ga t e  c u s t om e r  i n fo r ma t i on  i n  a  s i ng l e  p l a t f o rm  c ap ab l e  

o f  be in g  s ha red  an d  co n su l t e d  by  an y  u se r  w ho  n eeds  t he  

i n fo r ma t io n .  F o r  th i s ,  i t  i s  i mp o r t an t  tha t  th e  to o l  c an  a gg reg a t e  

d i f f e r en t  so u r ce s  o f  i n fo r ma t i on  ( Vaz i f eh du s t  e t  a l . ,  2 01 2 ;  

ICTs Interviewed 

Aggregation of different sources of customer 

information

Capability of aggregation
I1, I2, I4, I5, I7, I8, I9, I11, 

I12

Capability of aggregation but not completely I6

Unawareness of that capability I3

Aggregation with other company technological systems

Capability of aggregation I1, I2, I4, I5, I6, I7, I11, I12

Capability of aggregation but not completely I8, I9

Capability of aggregation on theory but not in 

practice
I3
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A l shaw i  e t  a l . ,  201 1 )  a nd  to  i n t eg r a t e  i n f o rma t i o n  sy s t e m s  t ha t  

a r e  pa r t  o f  the  com pa ny ' s  t e ch no log i c a l  s t ruc tu re  ( A l i  e t  a l . ,  

2 01 5 ) .  

T h e  r e su l t s  o b t a ined  i n  Tab l e  1 0  on  th i s  s ub j e c t  co n f i rm tha t  

S a l e s fo rc e  i s ,  fo r  t he  s a mp l e  i n t e r v i ewe d ,  c on s ide re d  a  t o o l  

c a pab l e  o f  a gg re ga t i ng  d i f f e r e n t  s ou rce s  o f  i n f o rm a t io n  f r o m  

d i f f e r en t  t ype s  o f  i n f o rma t i o n  p l a t f o rm s  suc h  a s  mo b i l e  p h one ,  

i n t e rne t ,  co m pu te r ,  e t c .  

I t  i s  a l so  ab l e  to  i n t e g r a t e  w i t h  t he  co mp any ' s  cu r r en t  

i n fo r ma t io n  sy s t em s ,  the  mo s t  i mp o r t a n t  on e s  po in t e d  ou t  by  the  

i n t e rv i ewee s :  the  i n t eg r a t ed  m ana gemen t  s y s t em  an d  Ou t lo ok .  

 

4.5 Conclusion 

I n  t h i s  cha p te r  we  p r e sen t  th e  r e su l t s  o b t a i ned  i n  t ab l e s  fo r  an  

e a s i e r  u nd e r s t a nd ing  an d  the  r e su l t s  a r e  j u s t i f i ed  w i th  i n t e r v i ew  

t r an sc r ip t s .  

F o r  a  s y s t e ma t i z e d  a na l y s i s  o f  t he  r e s u l t s ,  t o  e a c h  se c t i o n  ( s t u dy  

d i men s io n )  we re  ad de d  s ub se c t i o n s  th a t  a r e  r e l a t ed  to  t he  

l i t e r a t u re  r e v i ew  p re se n t ed  i n  c hap te r  2 .  

T h e  nex t  cha p te r  p re se n t s  the  c onc lu s io n s  o f  t h i s  c a se  s t ud y ,  a s  

we l l  a s  the  l i m i t a t i o n s  o f  the  s tu dy  an d  o t he r  s ug ge s t i on s  f o r  

f u tu re  i nve s t i g a t i o ns .  
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5 Conclusions 

T h e  pu r po se  o f  th i s  c a s e  s tu dy  wa s  t o  a n swe r  t he  r e se a rc h  

q ue s t i on s  an d  u nd e r s t an d  w ha t  i t  i s  t he  im pac t  th a t  cu l t u re  an d  

p r oce s se s ,  pe op l e  a nd  t e ch n o lo gy  hav e  i n  the  C R M  s t r a t egy  

i m p l e men ta t i on  o f  C or k  Su pp l y  P or t uga l .  

I t  wa s  i m po r t an t  und e r s t a nd  i f  C o rk  S up p l y  ha s  a  c u l tu re  foc u sed  

o n  c u s t o me r s  an d  co n s i de r i ng  th e  r e su l t s ,  i t  c an  be  c on c lu de d  

t ha t  t he  co m pany  ha s  i t .  T h i s  f oc u s  on  cu s t ome r  c a n  be  f e l t  i n  

t he  i n t e rv i ewee s '  sp eec he s  t ha t  s eve ra l  t i me s  men t i o ned  t he  

i m po r t anc e  tha t  t he  c l i en t  ha s  i n  the  pe r f o r ma nce  o f  t he i r  

f u nc t i on s  a nd  p roce s se s .  Acc o rd in g  to  l i t e r a tu re  r e v i ew  a  

c u s t om er - fo cu se d  c u l tu re  w i l l  b ene f i t  the  C R M  s t r a t egy  

i m p l e men ta t i on  beca u se  i t  i s  r e sp ons i b l e  t o  s p r e ad  t h r o ug h  

p r oce s se s  an d  peop l e  t he  ob j e c t i v e  o f  s a t i s f y  an d  r e t a i n  

c u s t om er s .  

I n  a  C R M s t r a t egy  i m p l e men ta t i on  co m pan i e s  mu s t  o r i e n t a t e  

t he i r  cu l t u re  a nd  op e ra t i o n s  t owa r d s  t he  bu y in g  i n t en t i on  o f  

c u s t om er s  a nd  ma r ke t s  ( Bo u l d i ng  e t  a l ,  2 00 5 ) .   

R eg a r d i ng  p ro ce s se s  t he  r e s u l t s  s hown  a  f l aw  in  t he  s t r a t e gy  

i m p l e men ta t i on  p roce s s .  T he  m i sc om mu n i c a t i o n  o f  t he  s t r a t e gy  

o b j e c t i v e s  an d  p l an  wa s  i den t i f i ed  w hen  t he  i n t e r v i ewee s  

r ev ea l e d  a  l a ck  o f  k no w le dge  ab ou t  new  p r oce s se s  de s i gn  a nd  

i m p l e men ta t i on  r ega rd in g  C R M s t r a t egy .  W h i c h  r e s u l t ed  i n  a  

d i f f i c u l t  im p l eme n ta t i on  o f  th e  new  p r oce s se s .  O ne  o f  t he  

f a c to r s  t ha t  c o n t r i bu t e  to  t he  f a i l u r e  o f  a  C R M  s t r a t egy  

i m p l e men ta t i on  i s  th e  l a c k  o f  c l e a r  o b j e c t i v e s  ( Men do za  e t  a l . ,  

2 00 6 ) .   

R eg a r d i ng  t he  b o t t om - up  a pp r oach  tha t  i s  i mp o r t a n t  to  i nvo lve  

a l l  t h e  e mp loye e s  o f  t he  c o mpa ny  i n to  t he  s t r a t e gy  t he  C or k  

S up p l y  th e  r e s u l t s  s t a t ed  tha t  t he  s t r a t e gy  wa s  de s i gne d  an d  

s t a r t e d  by  t op  man age men t  b u t  the n ,  the  r e sp on s ib i l i t y  o f  

i m p l e men t  t he  s t r a t e g y  pa s sed  to  o pe ra t i ona l  a r e a s .  
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A  C R M  s t r a t egy  i mp l i e s  t he  pa r t i c i pa t i o n  o f  d i f f e r e n t  a r e a s  i n  

o ne  p ro j e c t  t e am ,  i n su r ing  t ha t  t he  s t r a t e gy  i s  b u i l t  a ro u nd  

d i f f e r en t  pe r sp ec t i v e s  ( Ahea r ne  e t  a l . ,  2 01 2 ) .  In  th i s  c a s e  s t u dy  

i t  i s  v e r i f i ed  t ha t  t he  c r e a t i on  o f  a  mu l t i  t a sk  t e am  i s  i mp o r t an t  

f o r  the  C R M  s t r a t egy  i mp l e men ta t i on .  Th e  im p l eme n ta t i o n  m ade  

w i t ho u t  c on s ide r in g  d i f f e r e n t  a r e a s  t ha t  a r e  r e l a t e d  t o  cu s to me r  

i n t e r a c t i o n  c an  l e ad  to  p r o j e c t  de l a y s  an d  d i f f i c u l t i e s  i n  i t s  

i m p l e men ta t i on .  

T h e  co m mi tme n t  an d  pa r t i c i pa t i o n  o f  t he  e m p lo yee s  i n  t he  

i m p l e men ta t i on  i s  po in t e d  a s  c ruc i a l .  I t  e na b l e s  t he  dep lo ym en t  

o f  t he  s t r a t e gy  i n  a  s m ot he r  w ay .  U sua l l y  em p l oyee s  d on ’ t  a r e  

o pe n  to  t he  c ha nge s  th a t  a  C R M s t r a t eg y  i mp l i c a t e s  ( Be ck e r  e t  

a l . ,  20 09 ) .  In  t h i s  s tu dy  we  c an ’ t  co n f i rm  w ha t  l i t e r a t u r e  p re se n t s  

b ec au s e ,  a l th ou gh  th e  kn ow le dge  a bo u t  t he  C R M  s t r a t e gy  i s  n o t  

e qua l  th ro ug h  a l l  t he  i n t e rv i ewe d ,  t hey  a l l  s up po r t  th i s  s t r a t e gy .  

S o ,  we  c an no t  co nc lu de  t ha t  a  C R M s t r a t egy  i mp l em en ta t i on  w i l l  

b e  suc ce s s f u l  o r  no t  beca u se  o f  e m p lo yee s ’  co mm i t me n t .  T he  

c a se  s t udy  sh own  th a t ,  e ve n  w i t hou t  a  we l l  c om mu n i c a t e d  

s t r a t e gy  a nd  w i th ou t  th e  i n t eg r a t i o n  o f  a l l  t he  a r e a s ,  the  

e mp loy ee s  a r e  c omm i t t e d  w i t h  the  s t r a t e gy .  In  g ene ra l ,  a l l  t he  

p a r t i c i pan t s  co n s i de r e d  th a t  th i s  im p l em en ta t i on  w ou l d  mea n  an  

i m pr ove me nt  o n  t he i r  pe r fo r man ce  a nd ,  c e r t a i n l y ,  w i l l  p ro m ote  

a  be t t e r  r e l a t i o n sh ip  w i th  cu s to me r ,  a s  i t  w i l l  a l s o  i nc re a se  t he i r  

k no w le dge  ab ou t  t he  ma r ke t s  w he re  th e  co mpa ny  o pe ra t e s .   

T h e  to p  ma nage men t  su pp o r t  t u r ned  o u t  to  be  an  i mp or t an t  

f a c to r .  T he  da t a  s u gge s t  t ha t  i s  f u nda me nta l  t ha t  t op  

m ana gem en t  gu a r an t e e s  the  c om m un i c a t i on  o f  th e  s t r a t e gy  p l a n  

a nd  o b j e c t i v e s .  T he  c om mu n i c a t i o n  o f  th e  C R M  s t r a t eg y  wa s  n o t  

we l l  pe rc e i v ed  an d  e x i s t s ,  a mo ng  the  pa r t i c i pan t s ,  i n c oh e ren t  

k no w le dge  ab ou t  th e  ob j e c t i v e s  a nd  t he  i mp l i c a t i o n s  o f  t he  

s t r a t e gy  i n  t he  c o mp any  cu l t u re  a nd  i n  t he  bu s ine s s  p r oce s s e s .  

T h e  s t udy  r ev ea l s  th a t  to p  ma nage me nt  s up p or t  ha s  im pac t  i n  

t he  C R M im p l em en ta t i on .  T he  t o p  man age men t  m u s t  
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c om mu n i c a t e  t he  ob j e c t i v e s  o f  the  s t r a t e gy  ( Men do za  e t  a l . ,  

2 00 6 )  an d  c r e a t e  t r a i n i ng  p l an s  to  kee p  t he  e mp loye e s  mo t i v a t e d  

d u r i ng  t he  p roc e s s  im p l eme n ta t i o n  ( Payn e  a nd  Fr ow ,  2 00 6 ) .  

A  t e ch no lo g i c a l  t oo l  w i l l  b e  he lp fu l  i f  i t  i s  ab l e  t o  f l ow  c u s to me r  

i n fo r ma t io n  i n  o ne  p l a t f o rm  t ha t  i t  i s  a c c e s s ib l e  b y  any  u se r  b y  

t he  t ime  t hey  nee d  th e  i n fo r ma t io n ,  i n  a  c l e a r  a nd  sy s t ema t i c  way  

( L ev i ne ,  2 000  i n  B u l l ,  20 03 ) .   

I t  i s  a l so  fu nda ment a l  g ua r an te e  t ha t  th e  t e c hn o l og i c a l  t oo l  c an  

a g g rega t e  th e  b u s i ne s s  p roc e s se s  an d ,  eq ua l l y ,  i t  c an  b e  

i n t eg r a t ed  i n  th e  i n f o r ma t io n  s y s t e m s  co m pany ’ s  s t ruc t u r e .  

Ac co rd in g  t o  t he  s tu dy  r e su l t s ,  t he  l a ck  o f  d i f f e r en t  pe r s pec t i v e s  

o f  d i f f e r en t  a r e a s  i n t o  t he  s t r a t e gy  de s i gn ,  l e d  to  a  t oo l  

c u s t om iza t i on  t ha t  d oe s n ’ t  fu l f i l  t he  u s e r s ’  ne ed s .  A s  F inn ega n  

a nd  C u r r i e  ( 2 010 )  s a i d  t he  l a ck  o f  p r oce s s  i n t e g r a t i o n  i n  

t e ch n o lo g i c a l  to o l s  c an  be  a  r e a s o n  f o r  the  s t r a t e gy  

i m p l e men ta t i on  f a i l u r e .  

T o  co nc l ude ,  i t  c an  b e  co n f i rme d  t he  i m po r t anc e  o f  a  cu l t u r e  

c u s t om er - o r i e n t e d  t ha t  w i l l  ena b l e  th e  de s i gn  o f  p ro ce s se s  

a c c o rd in g  to  t he  C R M s t r a t egy  ob j e c t i v e s .  I t  i s  a l s o  s ugge s t ed  

t ha t  t op  man age men t  h a s  a  c r uc i a l  ro l e  o f  c om mu n i c a t e  the  

s t r a t e gy  ob j e c t i v e s  to  p r om o te  the  pa r t i c i pa t i on  o f  a l l  a r e a s .  The  

c r e a t i on  o f  a  m u l t i - t a sk  p r o j e c t  t e a m s  w i l l  e nab l e  a  C R M  s t r a t egy  

w i t h  th e  s e ve ra l  a r e a s  t ha t  i n f l uen ce  c u s t om er  ex pe r i e nce  an d  

w i l l  b e  im po r t a n t ,  a l s o ,  i n  t he  i n t e g r a t i o n  o f  b u s i ne s s  p roce s se s  

i n to  th e  t e ch no log i c a l  to o .  Av o id in g  the  cu s to mi za t i o n  o f  a  

h e avy  a nd  co mp l i c a t ed  t o o l .  

 

5.1 Theorical and management contributions 

T h e re  a r e  n um er ou s  s tu d i e s  a bo u t  t he  f a c to r s  th a t  de t e rm ine  th e  

s u cce s s  o f  a  C R M im p l e me n ta t i o n ,  an d  s pec i a l l y  ab ou t  th e  

f a c to r s  tha t  we re  p r ev io u s l y  a na l y sed .  H owe ve r ,  f ew  a r e  th o se  

t ha t ,  i n  t he  co nc re t e  c a se  o f  an  ex i s t i ng  c om pany  p re se n t  
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e mp i r i c a l  d a t a  o n  th e  im pac t  tha t  t he  f a c to r s  u nde r  ana l y s i s  c an  

h ave  ove ra l l .  Th u s ,  th i s  s t udy  ha s  th i s  po s s i b l e  me r i t :  p ro v i de  

r e l eva n t  da t a  o n  t he  im pac t  o f  t he se  f a c t o r s  i n  t he  

i m p l e men ta t i on  o f  a  C R M  sy s t em ,  i n  a  m o re  r e a l  co n tex t .  

A t  t he  man age r i a l  l e v e l ,  t he  r e su l t s  c an  c om mo n to  o t he r  

c om pan i e s  tha t  c a n  bene f i t  f ro m th i s  s t u dy .  Fo r  e xa mp l e ,  t he  

r e su l t s  sh ow  t ha t  t he  c o mm un i c a t i o n  f ro m th e  t op  ma nagem en t  

t o  t he  c om pa ny ,  e xp l a i n i ng  wha t  a  C R M  sy s t e m i s ,  w ha t  a r e  t he  

p o s s i b l e  c ha nge s  i n  t he  co m pany  o r  wh a t  i s  the  a dde d  va l ue  i t  

c a n  b r i ng ,  wa s  c on s id e red  ve ry  r e l eva n t  t o  t he  l a c k  o f  kn ow le dge  

a bo u t  so me  i s s ue s  r e l a t e d  to  t he  C R M s t r a t e gy  a t  C o rk  Sup p l y .  

A t  the  s a me  t i me ,  ano t he r  r e l e van t  r e l a t e s  to  th e  i mp o r t a nce  t ha t  

t he  p l an n i ng  a nd  t he  de s i gn  o f  the  t oo l  may  hav e .  I n  t h i s  c a se  i t  

wa s  exc lu s i v e l y  un de r  t he  co n t r o l  o f  on e  pe r so n ,  wh o  l a t e r  l e f t  

t he  o rga n i z a t i o n ,  wh i c h  r ep re se n t ed  a  m a j o r  s e t back  f o r  C or k  

S up p l y  i n  i t s  i m p l em en ta t i on  o f  t he  s t r a t e gy .  

I n  th i s  wa y ,  t h i s  s tu dy  sh ow s  t ha t  the s e  a sp ec t s  a r e  ex t r e me l y  

i m po r t an t  an d  t ha t  t hey  c a n ’ t  an d  sho u l dn ’ t  be  ne g l e c t ed  ,  i n  

f u tu re  i m p l e men ta t i o n  p r o j e c t s .  C om mu n i c a t i o n  s h ou l d  be  c l e a r  

a nd  c ro s s - c u t t i ng ,  s o  tha t  a l l  e m p l oyee s  a r e  o n  th e  s a me  pa ge  

a nd  p l an n i ng  s ho u ld n ’ t  be  u nde r  t he  r e s po n s i b i l i t y  o f  j u s t  one  

p e r so n .  

F i na l l y ,  th i s  s tu dy  a l s o  s howe d  tha t  bu i l d i ng  mu l t i v a l en t  t e a m s ,  

w h i c h  w i l l  b e  t he  b a s i s  o f  a  C R M  imp l e men ta t i on ,  i nvo lv in g  

p eo p l e  f r o m d i f f e r en t  a r e a s ,  s e e m s  to  b e  ve ry  r e l eva n t  i n  t h i s  

b u s i ne s s  co n t ex t .  

 

5.2 Limitations of the study and suggestions for future research 

A s  o t he r  s tu d i e s ,  th e  p re se n t  s t udy  ha s  s o me  f l aw s .  F i r s t ,  t h i s  

s t u dy  wa s  pe r fo r med  ba se d  on  a  qua l i t a t i v e  me t ho do log y  u se d  t o  

c o l l e c t  an d  a na l y s ed  t he  s a mp l e  da t a ,  w h i c h  i n  i t s e l f  co u ld  be  a  

l im i t a t i o n .  I t  may  be  i n t e r e s t i ng  t o  u se  o the r  t y pe s  o f  r e se a rc h  
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m e t ho d o lo gy ,  suc h  a s  que s t i on na i r e  s u rve y s ,  i n  o r de r  t o  

c om p le t e  the  da t a  ob t a ine d ,  ob t a i n i ng  a  m o re  s i g n i f i c an t  s am p l e .  

S e co nd l y ,  t he  c om pa ny  i s  spe c i f i c  t o  on e  se c to r  o f  a c t i v i t y  an d  

r e su l t s  may  n o t  ho ld  i n  o th e r  c omp an i e s  an d/ or  i n  o t he r  

i nd u s t r i e s .  C o rk  Sup p l y  ha s  i t s  ow n  s pec i f i c i t i e s  an d  i s  f r om  t he  

c o rk  Po r tu gue se  s e c to r .  The  13  i n t e rv i ewee s  a r e  em p l oyee s  o f  

t h i s  c om pan y  w h i ch  m ean s  a l s o  the  s a mp l e  ha s  l im i t a t i o n s ,  

d e sp i t e  r ep re s en t i ng  t he  " ge ne ra l  f e e l i n g"  o f  th e  c om pa ny .  

A no th e r  g a p  tha t  c an  b e  p o i n t ed  o u t  i s  d ue  t o  the  f a c t  t ha t  t h i s  

p r e sen t  s t udy  a na l y se s  t he  m o s t  c on s en su a l  an d  d i s cu s se d  f a c to r s  

i n  t he  l i t e r a t u re  b u t  l e f t  a s i de  o th e r  f a c t o r s  tha t  ma y  exp l a in  t he  

s u cce s s  i n  t he  imp l e men ta t i on  o f  a  C R M  sy s t em .  In  f u tu re  

s t u d i e s ,  i t  may  co n t r i bu t e  t o  th e  l i t e r a t u r e  un de r s t an d  th e  im pac t  

o f  o t he r  f a c t o r s ,  t o  ha ve  an  ev en  m o re  c om p le t e  an d  va lu ab l e  

a na l y s i s .  

A no th e r  l im i t a t i on  i s  t he  l a ck  o f  c u s t om e r  v i ew  in to  t he  s t u dy .  

I t  w ou ld  be  i n t e r e s t i ng  to  s t ud y  th e  imp ac t  o f  th e  C R M  s t r a t egy  

i n to  t he  cu s to me r  ex pe r i e nce .  

F i na l l y ,  i t  may  be  i n t e r e s t i ng  t o  e xp l o re  t he  i m pac t  o f  

c om mu n i c a t i o n  i n  a n  o rga n i z a t i o n  o f  th e  C R M  s t r a t egy  

i m p l e men ta t i on ,  s i n ce  i t  wa s  o ne  o f  t he  su b j e c t s  q u i t e  o f t e n  

a pp r oach ed  d u r in g  th e  i n t e rv i ew s .  
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