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6. Conclusions

This paper examined empirically a few selected factors and processes in order to
improve the current under-standing of the role of BI in CRM. The research
model proposed on the basis of prior literature review is fully confirmed by
empirical evidence.

The current research contributes two important find-ings. First, the study
provides empirical evidence of a dual process of organisational CRM strategy
formulation in-volving the development of business strategy first, fol-lowed by
the development of its customer strategy. Second, the study stresses that BI
initiatives implemented by an organisation and the pressure felt from its compe-
titors’ approaches represent key contributors to the im-proved processes of the
organisation’s CRM strategy development.
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