*Qvde unesite naziv Vase Skole , na primer Elektrotehni¢ka Skola Nikola Tesla, Zrenjanin

DIPLOMSKI RAD

Tema :
CRM poslovna strategija u savremenom poslovanju

Profesor-mentor: Student:
*Ime mentora *Vase ime, razred

2010.



UVOD.......aeeeeeieecieeiereiiesiiseseisiesensessessssessessessssesssssnssessessssnssassnnsns Error! Bookmark not defined.
1.1.Definicija i zablude 0 CRM .......ccciiriimuniiiiiniinennniiiinniineeneesss Error! Bookmark not defined.
111 St JE CRM? ettt sttt ettt esana st es st sessasanena Error! Bookmark not defined.

1.1.2  Istorijska PerspeKLiVa........ccccuieieiiie ettt e Error! Bookmark not defined.

1.1.3  Ignorisanje CRM tehNOIOZIJE ....cccvveiiuriieeiiiieeeee e Error! Bookmark not defined.

1.1.4  Predrasude 0 CRM .......ccoceiiiiinieeniieesite ettt ettt e sane e e Error! Bookmark not defined.

1.1.5  Staje Cilj CRIM Strateije? ......cceeueueeeeeeeeeeeeseeeeeeeeeeee e en ettt Error! Bookmark not defined.

1.1.6  Klju€ne tacke CRM Strategije ......ccoveeruiiriiiiieeiieeiee et Error! Bookmark not defined.

1.2 Principi na kojima se bazira CRM........cccceceeeeremmmmeeeenrecssssnnnneeeeeenns Error! Bookmark not defined.
1.2.1  Pojam korisnicki orijentisan (Customer Centric) ........cccecvevervrereerreereeenenne Error! Bookmark not defined.

1.3 .Startegije na koje se oslanja CRM........ccccccccerriiinnnnnisicnnininnnnnnssenns Error! Bookmark not defined.
1.3.1  Korisnicka strategija (Customer Strategy) .....ceceeveervereeneeriereneresereeeeeenes Error! Bookmark not defined.

1.3.2  Kanal startegija (Channel Strategy) ......cccecveeeeciei e Error! Bookmark not defined.

1.3.3  Strategja robne marke (Brand Strategy).........cceevevvevrerrereseseseseereseeseenens Error! Bookmark not defined.

14 LCRIM PIOCESI cuvrerreernrersserseneeseessnnessssssnnessessanessssssnsesssssansesssssnnessass Error! Bookmark not defined.
1.5 OpPSti MOdel CRM .......ceuueeereeeiiiiicssrnnnereesesscsssssnnneessssssssssssnnnnensssss Error! Bookmark not defined.
1.5.1  (CRM ) BUSINESS STFAtEEY ..veevveereereetiereiteecteesteeteeresteesteesteeneeneesaeeeseenneenns Error! Bookmark not defined.

1.5.2  Kontakt menadZment ......ccoceecrieiiieiiicieceecteee ettt Error! Bookmark not defined.

1.5.3 Kanal menadiment (Channel Management)......c.cccceevevreecreneenreesieeinecenene Error! Bookmark not defined.

1.6 TIPOVI CRM ittt ssse s ssssessaeeses Error! Bookmark not defined.
1.6.1  Operativii CRM .....o.ooiiiiiiiciee ettt Error! Bookmark not defined.

1.6.2  SEratedki CRM ....oiuiciiieiciieeieicteetete ettt et b et st be s beete e esaenaens Error! Bookmark not defined.

1.6.3  ANalItiCki CRM ....iiiiiiiciiciicieect ettt ettt st s bt reeaaesnens Error! Bookmark not defined.

1.6.4  Kolaborativni CRIM .......cccceiiiiiniieiieerite ettt sttt Error! Bookmark not defined.

2  Model CRM koji treba slediti.........cuuuueeeeeeeereereeneeeeerennesseeeennnnenns Error! Bookmark not defined.
2.1 Fukcionalni model........cccceeeeiiiiiiiiniiniiinnninininnnisnnnnnnnnninnnnn. Error! Bookmark not defined.
2.1.1  Krelranje baze podataka.......cccoeeereeerieieieieriere e Error! Bookmark not defined.
2.1.2  Analiza POdataka ...cccceeeeieieierierere e Error! Bookmark not defined.
2.1.3  Selekcija KOriSNIKa......occuiecuieieeiieieeteeec et e Error! Bookmark not defined.
2.1.4 Usmeravanje na ciljnog korisnika ........c.cccceevueieevieie e Error! Bookmark not defined.
2.1.5 Program gradenja odnosa sa ciljnim korisnikom..........cccccevveeevverneeneeenenne. Error! Bookmark not defined.
2.1.6  Tajnost POdataka ......ccccceeceieriieriirieiececceeetecte ettt e Error! Bookmark not defined.
2.1.7  Sistem merenja uspeha CRM reSenja.....cccccueveeireenreenreeeeireeeteeereereeseeereenns Error! Bookmark not defined.

2.2 Organ1zacloni MOdel ......ceeeeeieieeiirrreeeteeieneiceirrneeeeeeeeesesssssnneseeeeees Error! Bookmark not defined.
2.3 Tehnoloski MOdel.......c.cceeiieiiinirncieeeicerecceesscee e s sne s sne e s nees Error! Bookmark not defined.

I B (o | {7 o I Error! Bookmark not defined.
B (1 Ts EOOOSUSPPPRt Error! Bookmark not defined.
4.1 Uzorak upitnika koristenog u istraZivanju.......cccccceeeceeerrrnenennnnnens Error! Bookmark not defined.
4.2 Glavne kompamje prisutne na CRM trZIStu ........ccccevverieervenerrenanns Error! Bookmark not defined.

I N =] ' 1 {1 ] ¢+ (RSOOSRt Error! Bookmark not defined.

SADRZAJ



http://www.maturskiradovi.net/eshop/

POGLEDAJTE VIDEO UPUTSTVO SA TE STRANICE | PORUCITE RAD
PUTEM ESHOPA , REGISTRACIJA JE OBAVEZNA.

MOZETE NAS KONTAKTIRATI NA E-MAIL: maturskiradovi.net@gmail.com



http://www.maturskiradovi.net/eshop/
mailto:maturskiradovi.net@gmail.com

