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ABSTRACT

Electronic customer relationship management (E-CRM) is the application of Internet-based
communication technologies and platforms to achieve CRM objectives. Businesses see
opportunities for better, faster, and cheaper communications with customers and potential for
improved customized service. This research examines the influence of e-CRM on the CRM
objectives by analyzing the e-CRM initiatives at a Fortune-500 company in the US. The
objective is to identify the chronological adaptation in CRM approach with technology and
identify major influencers of e-CRM which help organizations formulate better CRM strategies
for their customers.
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