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the task of marketing to be close to the customer and to know how to reach him in order to ultimately increase sales of the company's product or
service. This focus on customer acquisition is widespread among companies, and many companies consider this to be suFicient in order to survive
in the business world. Nonetheless, a vital flaw of this common view is that there is more than just focusing all eForts on acquiring new customers -
That is, convincing the customer that it pays for him/her to continue doing business with the provider, which is called customer retention. Enter
Customer Relationship Management (CRM). Throughout this paper, the definition of a CRM will be equivalent to the interpretation by Payne and
Frow (2005), who state that CRM is a strategic approach that is concerned with creating improved shareholder value through the development of
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