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Methodology of CRM Implementation Based on Best Practices

CHEN Peng, XUE Heng-xin
(School of BEconomic & Management , Nanjing Universty of Science & Technology , Nanjing 210094 , China)

Abstract : Conddering the success rate of current CRM implementation not high, the thinking of best practicesis applied to the whole processimple-
mentation of CRM. On the bassof current research , we propose the connotation of CRM implementation method based on best practices, and the pro-
cess model isbuild. Then the whole processimprovement method of CRM based on best practiceis discussed through three aspectsinduding sdes, mar-
keting, service and support. This method can concretely guide enterprises to implement CRM , and improve the success rate.

Key wor ds :customer relationship management ;implementation method ;best practices;process i mprovement

8 , , ) [J1. (1) :175- 203.
,2005 ,26(2) :29 - 34. 10 , .
9 Keuschnigg C, Nidsen SB. Tax policy , venture capitd , and [J1. ,2004(3) .
entrepreneurship [J]. Journd of Public Economics, 2003 ,87

A Sudy on Assembling Resourcesfor Emergence of New Technology-based Firms

CUI Qi-gw', CAILi', LIU Qing®, QUAN Zhe xi?
(1. Management school of Jilin Univerdty , Changchun 130022, China;
2. Entrepreneurship Research Centre of Jilin University , Changchun 130022 , China)

Abstract : Initid resourcesfor emergence of new technology-based firms (N TBFs) indude technology resource, capita resources and human resource
and  on. Conddering the limitation of extra reurces in firm, whether firm obtain key resurces from externd environment or not determines
whether new technology-based firms can create success ully or not. Actorsof environment establish the* bridge” between technology-based firms and
the externa environment. These actorsinclude research and educationd organizations, related companies, financing organizations, bridging organizar
tions, government. The approaches of assembling resources for emergence of N TBFs are different between firms and different actors.  The approaches
include price mechanism , competition and cooperation, spillover and diffusng effect , instruction mechanism.

Key wor ds: emergence of firm;assembling resources;environmenta actor



