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	Details of CRM success factors and potential risks of failure

	Fjermestad and Romano (2003)
	Usability

	
	Resistance

	
	

	Rigby, Reichheld and Schefter (2002)
	Implementing of CRM system before a business strategy has been created

	
	Rolling out CRM before changing the company’s organization

	
	Assuming that more CRM technology is better
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	Corner and Hinton (2002)
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	Inadequate funding
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	Importance of internal marketing

	
	Employee empowerment

	
	Profitable target segments

	
	Business strategy emphasizing service

	
	Sufficient levels of involvement

	
	High experience or credence qualities

	
	Ability to calculate relationship performance

	
	

	Plakoyiannaki and Tzokas 2002
	Lack of learning and market orientation capabilities

	
	Lack of integration capabilities

	
	Lack of analytical capabilities

	
	Lack of operational capabilities

	
	Lack of direction capabilities

	
	


Table 1. CRM success factors and potential risks of failure
	Environmental
	Organizational
	Individual 

	Change event
	E=emergent

P=planned
	Change event
	E=emergent

P=planned
	Change event
	E=emergent

P=planned

	Year 2000 phenomenon
	E
	Firm mergers and merging of different company cultures
	P
	Change in job descriptions
	P

	Finland joining EMU caused increase in demand for IT services
	E
	Change of business strategy to become customer-focused
	P
	New division of tasks
	P

	Intensified competition by foreign companies 
	E
	New product/service portfolio was developed
	P
	Increase in turnover of salespeople 
	E

	
	New incentive program was introduced
	P
	Demand for new competencies
	E

	
	Turnover of members of top management 
	E
	

	
	CRM implementation
	P
	


Table 2. Change events on different observational levels
	Paper
	Details of CRM success factors and potential risks of failure
	Relation to success factors at Tieto-X: 

S=strongly related, 

M=moderately related,  

- =not related

	Fjermestad and Romano (2003)
	Usability
	M

	
	Resistance
	S

	
	
	

	Rigby, Reichheld and Schefter (2002)
	Implementing of CRM system before a business strategy has been created
	S

	
	Rolling out CRM before changing the company’s organization
	S

	
	Assuming that more CRM technology is better
	-

	
	Relationships are two-way streets
	-

	
	
	

	Corner and Hinton (2002)
	Politics and vested interests
	-

	
	Need for mobility
	-

	
	Inadequate funding
	-

	
	
	

	Colgate and Danaher (2000)
	Importance of internal marketing
	M

	
	Employee empowerment
	M

	
	Profitable target segments
	-

	
	Business strategy emphasizing service
	M

	
	Sufficient levels of involvement
	M

	
	High experience or credence qualities
	-

	
	Ability to calculate relationship performance
	-

	
	
	

	Plakoyiannaki and Tzokas 2002
	Lack of learning and market orientation capabilities
	S

	
	Lack of integration capabilities
	M

	
	Lack of analytical capabilities
	-

	
	Lack of operational capabilities
	-

	
	Lack of direction capabilities
	-


Table 3.
 CRM success factors and potential risks of failure in relation to the findings at Tieto-X
