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Figure 1. CRM technical architecture



[image: image2.emf]CRM 

value

Deliver

Relationship

Marketing 

Strategy

Individuals

Transformation

of CoreMktg, 

Salesand 

Service 

Processes

CRM System

Emergentchangeevents

Plannedchangeevents

Defines

Defines

Enables

Deliver

Affect

Utilize

Customer

Time

Figure 2. A framework for studying organizational change and CRM success
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