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barriers in the attitude of involved employees are analyzed for each implementation phase. The foundation of an accurate CRM implementation is
the adoption of a firm s strategy that should be designed to optimize both profitability and customer satisfaction. Many organisations today have
discovered it is a mistake to think about CustomerRelationship Management (CRM) systems exclusively in technological terms. Acustomer focus
without accurate information is similar to attempting to circumnavigatethe planet without a map.1 Investing in information technology without
relevantquestions or a plan for application can lead to the development of a very expensive toythat offers no return on investment. While the
planning and implementation of the CRMprojects are examined in this work, potential organisational problems and barriers in theattitude of
involved employees are analyzed for each implementation phase. Thefoundation of an accurate CRM implementation is the adoption of a firm s
strategy thatshould be designed to optimize both profitability and customer satisfaction.To realize CRM, organisations must foster behaviours and
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