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4 Conclusions 

In this paper we have dealt with the question of where and how the critical factors in organization affect the use 
of CRM solutions. We have found that researchers studied a number of critical factors of organizations that are 
associated with the use of CRM solutions, but at the same time they are not sufficiently comprehensive about the 
organization and its orientation, in particular what regards the process, innovative and technology, that are 
representing a prerequisite for the effective use of CRM solutions. In the context of innovation, researchers examine 
factors as a result of the use of CRM solutions, although it should be pointed out that the organization with its 
innovative attitude expresses interest in introduction and efficient application of CRM solutions, with which it 
would acquire useful information for the development of new products/services as a result of the use of CRM 
solutions. We therefore believe that the results of the effective use of CRM solutions are conditioned with the 
orientation of the organization.  
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