
Task	  
A	   well	   established	   German	  milling	   company	   in	   the	   bakery	   and	   confec8onery	  
industry	   wants	   to	   enter	   new	   markets	   through	   a	   new	   business	   unit.	   With	  
expansion,	   a	   new	   customer	   rela8onship	   management	   system	   should	   be	   in-‐
stalled	  to	  support	  the	  sales,	  product	  development	  and	  contract	  manufacturing	  
in	  the	  best	  possible	  way.	  
	  	  
Objec*ve	  
Crea8on	   and	   implementa8on	   of	   a	   CRM	   system	   to	   support	   the	   opera8onal	  
ac8vi8es	   of	   sales,	   product	   development,	   contract	   manufacturing	   and	  
processing	  .	  	  The	  system	  should	  also	  be	  able	  to	  manage	  customer	  complaint.	  
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Methods	  
w  Design	  a	  system	  that	  takes	  into	  considera8on	  both	  the	  strategic	  orienta8on	  

of	  the	  unit	  and	  the	  intended	  use	  of	  this	  system.	  
w  Select	  an	  appropriate	  CRM	  system	  based	  on	  the	  predefined	  criteria.	  
w  Structure,	  revise	  and	  convert	  the	  exis8ng	  data	  to	  a	  useable	  form.	  
w  Implement	  the	  system	  and	  train	  the	  staff.	  
	  
Result	  
A	   fully	   func8oning	   CRM	   system	   for	   immediate	   use	   by	   the	   company	   for	   the	  
systema8c	  recording	  of	  projects,	  complaints,	  follow-‐ups,	  etc.	  was	  installed	  and	  
implemented.	   	   The	   system	   is	   currently	   in	   use	   and	   accepted	   by	   the	   company	  
employees.	  	  
As	   a	   result	   complaints	   have	   been	   minimized	   and	   addressed	   through	   the	  
system.	  	  
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