Here are the four component of Analytical CRM in a CCE…
In one of my articles, I have talked about the three branches of customer relationship
management. We have Operational, Collaborative and Analytical CRM. I have deﬁned
Analytical CRM as applications and processes that are been used to analyse all the data that
you have about your customers in order to make business decisions. In this article, I want to
look at the four processes involved in Analytical CRM. Let us look at this together.
#1 Capturing data
The ﬁrst thing to do is to capture the data from the Operational Data Store. That means
you are capturing raw data as they are coming in from the front oﬃces.
The data are captured from the operational data store. When we talk of the Operational Data
Store, we mean the front oﬃce staﬀs who relates directly with customers. It is from there
that they are been transferred to the data mart and data warehouse.

#2 Analysing data
After we might have captured the data, the organisation must have machinery in place that
will remove junk data that are replicated or not needed for decision making.

That is when analysis of the data can come in. You will want to know the pattern of
interaction that is common to your customers. You are trying to see those patterns that are
common to all your customers. This will help you to know the next best product to oﬀer to
customers.
#3 Planning
After you might have analysed data, the pattern of interaction that is common to all your
customers need to be analysed. You need to use the knowledge you have gained to aﬀect
customer interaction. The result of your analysis must be a basis for all business decisions
you are going to make.
#4 Interaction
After you might have planned based on the result of your analysis, you need to now plan your
interaction with your customers. This is when you now introduce changes to all your touch
points based on the result of the analysis. You want to see how customers will react to the
new changes that you have introduced.
Action Point
You need to conﬁrm your subscription by clicking on the link sent to you. You can check the
spam folder for it. Add us to your mailing list to receive directly from us.
PS: Click on the link below to sign up for my Online E-Course CRM Training. Make sure you
conﬁrm your subscription by clicking on the link sent to you. Thanks.
PS: Do you want to learn Digital marketing or Microsoft Excel? Youu can subscribe to my
Youtube channel to learn for free.
Click here.
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