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Title of Thesis: A Study of Implementing Customer Relationship Management

Key word: CRM, Customer Relationship Management

Abstract:
Customers are company's assets and also sources of revenue. Many companies

implement Customer Relationship Management (CRM) to find the most profitable customers
and improve customers' satisfaction. However, the failure rate of CRM implementations is
estimated to be greater than 65%. Most previous research in the area has focused on
identifying factors such as critical success factors (CSFs) that are correlated with Information
Systems (IS) success. There has been little research on how IS implementation may encounter
problems.

This research is going to do questionnaire surveys and interviews from the experience of
implementing CRM of case of company S to discuss the key problems might encounter when
implementing CRM. The research's result shows the three most possible problems are
inadequate user participation, inadequate resource investment and inadequate change
management. We hope companies which are going to implement CRM can refer to this

research to lower their possible to fail.



