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The contribution of CRMs to the ability of market

segmentation: The case of the VIPS group
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5. Conclusions
After the analysis of the case presented and the review of the literature, the following conclusions are offered:
Considering the information provided in the interviews, the main factors that have been considered having a
positive impact in the final information system are:

e The aggregation of the CRM that has enabled the creation of a CLUB VIPS: the brand has increased its
recognition. Besides the club is a source of information since it was born to feed the system.

e To be closer to customers’ expectations: The CRM can help performing a more personalized management
to customers, in such a way that they feel that they are part not only of the company, but of the
distinguished club plenty of advantages.

e To centralize the information related to customers and be able to obtain information of consumption. It can
help them go wherever they want to be driven to and by properly using the CRM system the firm can make
decisions on the available information from customers, where they buy, what they buy, about the
timetables, etc.
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