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7.. onclusions

This paper discussed the connections between IT systems and B2B marketing processes by analyzing 

two cases of companies that have implemented CRM tools. A first conclusion from the case studies is 

that CRM can possibly support all marketing sub-processes, from market opportunity recognition and 

new customer identification to contact management, key account management and all the way to 

complaint management and after-sales activity management. In particular, in the two cases CRM 

seems particularly well suited to support contact management. There are however at least a couple of 

processes which CRM has troubles in fully supporting, namely “understanding customer needs” and 

“enhancing trust”: we suggest the hypothesis that for these two tasks IT may lack both the advanced 

cognitive human abilities of pattern recognition necessary to identify needs and the personal touch 

necessary to build trust.  
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