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Electronic Customer Relationship Management

Revisiting the General Principles of Usability and Resistance:

An Integrative Implementation Framework

Abstract

Electronic Customer Relationship Management (eCRM) has become the latest paradigm in the world of Customer Relationship Management. Recent business surveys suggest that up to 50% of such implementations do not yield measurable returns on investment. A secondary analysis of 13 case studies suggests that many of these limited success implementations can be attributed to usability and resistance factors.  The objective of this paper is to review the general usability and resistance principles in order to build an integrative framework for analyzing eCRM case studies. The conclusions suggest that if organizations want to get the most from their eCRM implementations they need to revisit the general principles of usability and resistance and apply them thoroughly and consistently.

E-Commerce Marketing Strategies: An Integrated Framework 

And Case Analysis

Abstract

This paper will demonstrate the usefulness of the traditional marketing model in developing e-commerce marketing strategies. Four e-commerce frameworks are discussed and integrated with the traditional marking model (product, price, promotion, and distribution) to develop a complete framework. Finally, the paper will discuss how the e-commerce strategies could be applied to a real company using the integrated model. 

