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Abstract: The last several years saw the rise of Customer Relationship
Management (CRM) as an important business approach. Customer Relationship
Management is a comprehensive business and marketing strategy that integrates
technology, process, and people. The objective of CRM is to increase the firm's profit
as well as customer loyalty and customer satisfaction. The paper describes a research
methods focused on diagnostics of the level of Slovak companies in the CRM area.
In order to achieve reliability and information value of the research, medium and
large businesses were addressed. The paper presents all results of the questionnaire
research used and focuses on base results that diagnose the level of Slovak companies
in the CRM area.

Key words: CRM, CRM process, customer, relations, research, implementation

JEL: M 15

Uvod

V stcasnosti zohrava Coraz vyznamnejsiu tlohu poskytovanie nadstandardnych
sluzieb a rychla reakcia prakticky na kazdu podstatni poziadavku zakaznika bez
ohl'adu na to, ¢i prichddza telefonicky, prostrednictvom internetu alebo vo forme
osobného kontaktu. Samozrejmostou sa stdva poskytovanie komplexného zakaznic-
keho servisu umoznujiceho efektivne pracovat’ s informaciami o zakaznikoch, o ich
poziadavkach a poskytnutych sluzbach. Aby spolo¢nosti mohli dosahovat’ vyssiu
ziskovost’, musia zabezpecit' dosledné poskytovanie sluzieb a podporit’ vernost’
svojich zdkaznikov. To je mozné len na zéklade dlhodobého, obojstranne vyhodného
(ziskového) vztahu. Jednym z kI"a¢ovych nastrojov starostlivosti o svojich zakazni-
kov a ziskavania ich vernosti je riadenie vztahov so zdakaznikmi.

' Customer relationship management — riadenie vztahov so zdkaznikmi.
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