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CRM for Customer Success: Amway CRM i-focus case

Park, Se-Joon*
Lee, Mee-Hye**

Abstract

This study presents how the sharing of values and philosophies in Customer Relationship
Management (CRM) links the customer with the enterprise, thereby enhancing its
performance. Using channel integration, customer experience management, and partner
relationship management, this i-focus case suggests a number of improvements for local
corporations that have adopted CRM, but have not succeeded in enterprise-wide integration.
Successful execution of CRM strategy is found to require the sharing of values and
philosophies not only within the organization, but also with its customers. Furthermore, the
study concludes that CRM is an ongoing process which requires continuous evolution through
reflection of past activities and dynamic adjustment of objectives in order to reach customer

centricity.

% Key Words: i-focus, Customer Relationship Management (CRM), Customer Success

* President, Amway Korea Ltd.
** Manager, Amway Korea Ltd.
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