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Opening Discussion 
The New Game Rule for Global Business
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CRM is a business process in which an organization
manages its interactions with customers, with the use
of data analytics to study a large amount of information.

CRM systems compile and analyze data from different
customer contact points, including website, telephone,
email, live chat, social media, search engine, etc.

Provide insights about target audiences, predict their
behaviors, and decide how to best cater for their needs,
thus retaining customers and driving sales growth.

What is Customer Relationship 
Management (CRM)?
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Big Data from Website, Telephone, 
Email, Live Chat, Social Media, Search 

Engine, Targeted Ad, etc. 
Data Analytics Platform

Insights and 
Recommendations 

for Business Strategy 
and Decision Making

Flow of CRM Process
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Customer-
Centric 

Business 
Strategy

Operational Excellence

Sales Force 
Automation

Marketing 
Automation

Service 
Automation

Business 
Analytics 
Platform

Core Components of CRM
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Enhance customer 
knowledge: connect 

customers and all 
channels on a single 

platform

Multichannel 
integration: 

integrated assistance 
across channels

Enhance ability 
to target profitable 

customers via 
customer 

segmentation

Become more 
responsive to 

customer's needs

Increase personalized 
service or one-to-one 

service

Improve 
customization of 

marketing

Improve sales 
force efficiency and 

effectiveness

Improve customer 
service quality, 
efficiency and 
effectiveness

Business Objectives of Deploying 
CRM in a Corporation

6

Achieve Competitive Customer Profiling
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Customer Segmentation 
Strategy

Review of Two Important Concepts 
within CRM
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Customer Decision Process
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Customer Segmentation Strategy

Geographic Demographic

Psychographic Behavioral
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Customer Decision Process

NEED 
RECOGNITION

INFORMATION 
SEARCH

EVALUATION OF 
ALTERNATIVES

PURCHASE 
DECISION

POSTPURCHASE 
BEHAVIOUR
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Case Sharing: Ginza West
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Company Background
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Ginza West Company History 
• First café restaurant at Tokyo opened in year 1947 soon 

after World War 2 
– Inviting a chef from Yusen, a luxury cruise liner during the peak 

of sailing days
– Featuring “Evening with Classical Music” started in 1948
– West became a well-known place where “sophisticated  people“ 

gathered together, instead of being just a parlor which served 
expensive coffee

• Selling of biscuits1 at the Ginza store of Tokyo since year 
1962 

• One of the most reputable café and biscuits chain 
outlets in Tokyo area

1 Assorted Butter Cookies
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Ginza Parlor
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Ginza Parlor



1616Customer Relationship Management - Frameworks and Applications

Aoyama Garden
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Aoyama Garden
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Biscuits Product Lines
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Leaf Pie
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Victoria
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Gift Boxes E and F
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Retail Outlet at Lee Tung Avenue
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Business Analytics
Flow and Components
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Business Analytics Flow

Consumer 
Behavior

Product 
Purchase

Cloud 
Based CRM 

System

Data 
Analytics 
Platforms 

Real-time 
Business 
Decision

Digital and Offline  
Marketing Strategies

Sales Team Mgmt; 
Product Mix, Channel 
& Pricing Strategies
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Business 
Analytics and 

Decision 
Making

Pricing

ChannelsSales Staffs 
Performance

Business Analytics Components

Promotion

Social Media 
Monitoring, 

e.g. FB, Forum, 
Discuss.com

Search 
Monitoring, 
e.g. Google, 

Yahoo

Social Media 
Analysis, e.g. 

FB, IG

Targeted 
Advertising 

Analysis, e.g. 
SEM, 

Displayed Ad

Email 
Promotion 

Analysis

Web Chain 
Analysis
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Tableau

Alteryx

Sisense

QlikView

Examples of Data Blending, Data Analysis, 
Predictive Analysis and Visual Display Tools
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Cluster 1 – core products, majority is sold
on regular sales, from all clusters has
lowest promotion and VIP sales ratio, e.g.
Leaf Pie

Cluster 2 – more promotional products
than cluster 1

Cluster 3 – most promotional products,
not planned, impulsive purchases driven
by promotion, frequently bought, e.g.
Victoria

Cluster 4 – products not purchased
frequently, expensive and planned
expenses (low ratio of regular sales), e.g.
Gift Boxes E and F

RFM Customer / Product Clustering Analysis
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Business Analytics Flow and Tools             
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• Logistic Regression
• Linear Regression
• Decision Tree
• Boosted Model
• Forest Model
• Neural Network
• Time Series ARIMA
• K-Centroid Cluster
• Market Basket
• AB Testing
• And others

Examples of Predictive Tools - Alteryx
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End of Presentation


