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“CRM in retail - Success factors of a CRM tool implementation”

CRM tools (e.g., Salesforce, Microsoft Dynamics) have achieved a relevant market penetration in various industries.
Despite the various benefits of such tools, enabling to establish sustainable relationships with their customers,
many companies are not able to exploit their full potential due to inadequate implementation conditions.

The aim of this master thesis is therefore to identify company success factors that need to be fulfilled
prior to be able to beneficially implement a CRM tool.

Key questions:

= How can retailers use CRM tools to gain competitive advantage and create added value for their customers?
= What are the critical success factors retailers need to consider prior to a CRM tool implementation?

= How can the readiness of a company striving to implement a CRM tool be assessed?

= What are potential benefits and risks retailers have to expect implementing a CR

Exploring this topic has the aim to raise awareness and call for action fo
further research. i
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