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[0 OO While companies are often farther removed from their customers these days - mainly interacting in a virtual
way —— customer service is still as important as it ever was, if not still more so. If customers arent satisfied with
service, there are plenty of other places they can go and word of mouth spreads faster through email. Theres a need
for the more in-depth customer service provided through customer relationship management [0 CRMO .[J

[0 Beyond simple access through email, call centers, faxes, and web sites, CRM allows companies to collect
information about customers in order to better anticipate what they want. Experts consider the best form of CRM
to be that which utilizes multichannel. In other words, it is not simply a transaction or communication that starts
and ends with a website visit, for example, but something like a site visit that continues to a phone conversation
with a customer service representative. Multichannel CRM involves an interaction in one medium, or channel,
being seamlessly integrated with other mediums.
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