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Effect of Customer Relationship Management on

Customer Satisfaction
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7. Recommendations

The analysis of the findings demonstrate that CRM play role, in increasing the satisfaction level of the customers
and it also increase the profitability by reducing the cost of approaching the customers, at the same time, increase
their size of customers and on the other hand increase profits and it will also help in attaining the competitive
advantage. CRM react as, to reach the right customer with right message at the right time through the right channel.

If we calculate the percentage of the customers who are satisfied from the delivery and quality of the products/
services then 70% customer are satisfied that’s why Shell should make its CRM much effective that make and
identify best customers and treat them differently, is also result in understanding the current value of individual
customer and their potential.

Shell’s management believes that CRM is important for their field which is more than a half of the other
techniques and strategies, and that earn the highest possible return from all sales channels and CRM also helps in
improving marketing effectiveness.
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