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Customer Relationship Management (CRM) ist ein ganzheitlicher Ansatz zur Unternehmensführung. Er
versucht durch integrierte und individuelle Marketing-, Vertriebsund Servicekonzepte einen Mehrwert
sowohl für den Kunden, als auch für das Unternehmen zu schaffen.(1)

CRM hat zum einen eine unternehmensstrategische und zum anderen eine informationssystembezogene
Perspektive. Der unternehmensstrategische Bereich umfasst die Ausrichtung aller Geschäftsprozesse auf den
Kunden. Die informationssystembezogene Perspektive beinhaltet die Zusammenführung aller
kundenbezogenen Informationen und die Synchronisation der Kommunikationskanäle.(2) Wie lässt sich nun
das Multi Channel Management (MCM) in den CRM Prozess einordnen? Aufbauend auf softwaregestützte
Informationssysteme werden die Kanäle den Kundenwünschen optimal angepasst.
Dabei sollen sowohl der Kunden- als auch der Unternehmensnutzen optimiert werden. Das MCM tangiert
deshalb beide Bereiche des CRM.
In dieser Arbeit werden unter dem Stichwort Kanäle nicht die Vertriebskanäle subsumiert, sondern sämtliche
Channels über die das Unternehmen mit den Konsumenten, von der Vor-Konsumphase über die
Konsumphase bis zur Nach-Konsumphase, in Kontakt tritt.
In der folgenden Arbeit wird zuerst eine Einführung in verschiedene Aspekte des MCM gegeben.
Anschließend wird auf den Aufbau eines MCM-Systems näher eingegangen. Zuletzt werden kurz mögliche
Probleme bei der Einführung eines MCM-Systems diskutiert.
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From reader reviews:

David Busby:

Throughout other case, little men and women like to read book Multi Channel Management (German
Edition). You can choose the best book if you love reading a book. As long as we know about how is
important the book Multi Channel Management (German Edition). You can add know-how and of course
you can around the world by the book. Absolutely right, mainly because from book you can understand
everything! From your country until foreign or abroad you will find yourself known. About simple point
until wonderful thing you may know that. In this era, we can easily open a book or searching by internet
device. It is called e-book. You may use it when you feel bored to go to the library. Let's examine.

Molly Marquis:

Exactly why? Because this Multi Channel Management (German Edition) is an unordinary book that the
inside of the guide waiting for you to snap the idea but latter it will shock you with the secret it inside.
Reading this book alongside it was fantastic author who also write the book in such awesome way makes the
content interior easier to understand, entertaining way but still convey the meaning completely. So , it is
good for you because of not hesitating having this any more or you going to regret it. This book will give
you a lot of positive aspects than the other book have such as help improving your expertise and your critical
thinking way. So , still want to postpone having that book? If I have been you I will go to the e-book store
hurriedly.

Virginia Carter:

Playing with family in the park, coming to see the sea world or hanging out with friends is thing that usually
you will have done when you have spare time, after that why you don't try thing that really opposite from
that. A single activity that make you not sensation tired but still relaxing, trilling like on roller coaster you
are ride on and with addition info. Even you love Multi Channel Management (German Edition), you can
enjoy both. It is excellent combination right, you still desire to miss it? What kind of hangout type is it? Oh
can happen its mind hangout fellas. What? Still don't have it, oh come on its called reading friends.

Nicol Thomas:

Many people spending their period by playing outside together with friends, fun activity using family or just
watching TV all day every day. You can have new activity to shell out your whole day by looking at a book.
Ugh, do you consider reading a book can definitely hard because you have to accept the book everywhere? It
okay you can have the e-book, delivering everywhere you want in your Mobile phone. Like Multi Channel
Management (German Edition) which is obtaining the e-book version. So , why not try out this book? Let's
find.
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