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INTRODUCTION

 The aim of this paper is to support optimal 
contact with the customer through better CRM 
(Customer Relationship Management) 
implementation in a global society.

 The introduction is devoted to the importance of 
information technology (IT) with amazing skills 
to connect people on a global scale.
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INTRODUCTION

 The same situation is in the area of contacts with 
customers. It is a CRM (Customer Relationship 
Management).

 For enterprises, CRM creates a basis for 
communication with customer, offers marketing 
presentations, stores the necessary data for 
further processing, and, of course, big data 
analytics .
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INTERNATIONAL RELATIONSHIPS

 International relationships create an area that 
has great potential to influence the positive 
growth of the volume of customers regardless of 
age.

 There is a special interest in long-term contacts 
with customers and their loyalty to support 
repetitive purchases. 
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CUSTOMER RELATIONSHIP MANAGEMENT
(CRM)
 The success of CRM affects the multidimensional 

links between the adopted strategy and the 
organizational culture with an impact on the 
effect of customer orientation.

 To develop international relationships, CRM uses 
social networks to build general brand awareness 
through information sharing, and to attract and 
maintain customers. In these relationships, 
marketers and sales people very often care about 
social mission to stay in touch with customers 
and potential customers.
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EXISTING PROBLEM

 Many enterprises rely on CRM systems to have 
the benefits of supporting long-term customer 
relationships. The situation is difficult for small 
business.

 These businessmen have doubts about the use of 
modern information technologies with regard to 
digital transformation and sustainability.
The existing controversy is visible is the IT 
capabilities and unnecessary doubts of small 
business about IT innovation. 
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EXISTING PROBLEM

This paper shows that the optimal choice of CRM 
system is not so difficult
if it is based on appropriate metrics for 
evaluating the selected CRM system
according to business preferences
and options with sufficient sensitivity
to customers and international relationships
in a global society.
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METHOD SOLUTION

 The method solution is based on multi-criteria 
managerial decision-making. 

 Fuller's method was used and the necessary 
metrics (from a small business perspective) were 
determined as:

automation, cloud, free access, mobile access, 
segmentation, social media integration, and templates

 For selected CRM systems, the necessary data 
were collected to demonstrate the expected 
benefits of their implementation to improve low-
interest (weighted) metrics.
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RESULTS

10



RESULTS

 Based on these results from a CRM perspective, 
the metrics are sorted from free access (weight 
0.286), mobile access and templates (weight 
0.190), segmentation (weight 0.143), automation 
and social media integration (weight 0.095), and 
cloud (weight 0.000).

 This assessment reflects the pragmatic reality of 
this small business, and request zero-cost CRM 
implementation to support international 
relationships. Great preferences are for free and 
mobile access, because the future CRM 
implementation must be based on minimal or 
zero costs.
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RESULTS

 Another great interest is in templates. The 
reason is that templates are well known for this 
business and IT user remember them very well. 

 Metrics that are not used are low, and there is 
doubt about their successful implementation in 
the business. It is about segmentation, 
automation, social media integration. At the 
bottom of the list is the interest in the cloud 
solution and this metric has zero preferences.

12



THE DISCUSSION ABOUT A SUITABLE CRM 
SUPPORT

 The discussion is about a suitable vision for the 
future development of such business in a global 
society. 

 In this example, the weakness is understanding 
the importance of automating and integrating 
social media. In particular, automation has a 
strong power to promote optimal segmentation, 
which is also of little interest in developing better 
international relationship with customers. 
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THE DISCUSSION ABOUT A SUITABLE CRM 
SUPPORT

For this small business, it is not about robust CRM systems. 
In references to results based on the Fuller's method, it is good 
to think about user-friendly and small CRM solutions, such as 
Amo CRM, eWay-CRM, or Zoho CRM:

 Amo CRM offers a wide range of options to support customer 
communication, and optimal care is also provided for 
automated procedures. Social network integration is not as 
detailed and also lack various templates to guide IT user at 
work. For the future, it is one of the top CRM systems.

 eWay CRM has very well implemented automatic procedures 
and templates. There is also room for various customer 
communication. Social media is not so widely implemented. 
For the future, it is one of the most affordable CRM systems.

 Zoho CRM is a system with very good support for automated 
procedures, and good integration of social networks. Working 
with key performance indicators is optimal and IT users 
choose from various cannels for customer communication. For 
the future, it is one of the most popular CRM systems. 14



CONCLUSIONS

 The optimal choice of CRM system according to preferences 
from the point of view of a small business is addressed by 
Fuller's triangle. 

 According to the calculated weights, determined metrics 
were sorted from the largest weight (free access) to the 
smallest (cloud). In the middle are mobile access and 
templates. There is a lack of interest in segmentation and 
automation with the social media integration.

 This is due to the hard pressure for zero cost on future 
CRM implementation and low CRM knowledge.

 For future support of international relationships, it is 
recommended to focus on simpler solutions, such as e-Way 
CRM or Zoho CRM, which are the most affordable and the 
most popular, but also offer good support for automated 
procedures, templates, or basic integration of social 
network. The reason is that these issues are a weakness in 
this small business and need to be improved.
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