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GLOSSARY 

Term Definition 

CRM Customer Relationship Management 
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INTRODUCTION 

Customer relationship management (CRM) is a term that refers to practices, strategies and 

technologies that firms always use to manage and analyse customer interactions and data throughout 

the customer experience, with the goal of improving business relationships with customers, assisting 

in customer retention and driving sales growth (Anon., 2014). The purpose of this report will examine 

CRM and develop the strategy that taken by Barry’s Beans to overcome the problem that the company 

faced. Moreover, this report will give an explanation about the usefulness, benefit as well as the issue 

connected by using CRM system. 

 

Firstly, there will be a briefly summary about the background of the case study and give the main 

problem of the case to be identified. Next, there will be a shot explanation of CRM in terms of 

meaning, issue, benefits and the current trends will be future describe as a part of CRM analysis and 

the recommendation will be emphasized all the part of CRM and other suggestion for Barry’s Beans. 

The relationship between CRM and information systems which are data and people will be exemplify 

in system specification. In conclusion, there will be a conclude at the final of the report. 

 

BACKGROUND 

Barry’s Beans Company is a small company that produce their own coffee beans, selling and 

distribution of coffee blends. Barry’s Beans also have one Coffee house rental outlets in the suburb of 

Mascot in Sydney, along with its bean blending and packaging facilities and as well as in the CBD of 

the other Australian Capitals, Melbourne, Canberra, Hobart, Brisbane, Perth, Adelaide and Darwin. 

According to Barry’s Beans business expansion, Barry’s Beans company has known that they need to 

be more competitive by require a system to improve customer and members information experience to 

become better than before. 
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 CUSTOMER RELATIONSHIP MANAGEMENT SYSTEMS 

 

 

Customer relationship management is a strategy used by companies to better manage 

customer relationships. CRM is defined very broadly because it includes many facets of 

business-to-customer relationships. But the following might be considered the primary focus 

of any CRM system: 

• acquisition—obtaining new customers 

• retention—retaining current customers 

• loyalty—developing customer loyalty to the company and/or product 

• profitability—increasing company profits by serving the customer 

• service—addressing customer inquiries and resolving issues 

 

THE MEANING OF CRM 

The full meaning of CRM is Customer Relationship Management. CRM is a strategy of managing the 

organization’s relationship with their customer. CRM system are also focus organization’s 

relationship with suppliers, service, user and colleagues and also the key to buzz works with trust, 

satisfaction, commitment and loyalty have been recognized as success keys to maintain a long-lasting 

relationship with the customers (VENUGOPAL, 2015). 
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ISSUES 

A need of change in providing better services and products is clear to Barry’s Beans owner and 

employees and so are a few challenges.  

 First, a plan in CRM implementation needs to be properly in the establishment. Objectives 

and goals should be discussed in advance so that everyone is prepared for the forthcoming change. On 

top of that, the owner needs to illustrate the criteria for CRM implementation in their establishments. 

For instance, creating a suitable hardware or a secure networking platform is necessary given the fact 

that a lot of customer’s data and integrity need to be stored confidentially. Therefore, the owner must 

be fully prepared for that. 

 Second, employees’ resistance to change is expected. On the condition that first-line 

managers do not clearly discuss the plan as in how CRM is going to be implemented, the employees 

will fail to understand the motives of the new implementation; hence, feeling intimidated by the new 

job and responsibilities bestowed upon them. Also, employees who are not trained properly will strive 

with the handling of CRM database and consequently making costly mistakes.  

 Lastly, preparation for the new establishment may interrupt the working hours. Training, 

setting up the new system and keying in the data can be time-consuming due to the broad base of 

Barry’s Beans customers. This will likely to disrupt the operating hours of the Barry’s Beans. 

 

BENEFITS 

However, these challenges are not the only things Barry’s Beans will face; they will also gain from 

CRM in the following ways. Furthermore, (Chang, 2007) also explains that, In consumers market 

competition where the building and maintaining a good relationship with customers is vital to long-

term business existence. Currently, firms are applying Customer Relationship Management (CRM) to 

facilitate the maintenance of this relationship. 

 First, CRM is an efficacious method of enlarging target market in the industry. CRM will 

allow for worldwide accessibility, which increases the brand popularity and entices more business 

opportunities. CRM will advance online supports and services. Customers can learn more about 

Barry’s Beans from the website as they can view the products and their details available on the 

website. Also, common enquiries such shipping process and product authenticity can also be found in 

FAQs. Moreover, with CRM, the advertisement of products and services will be made easy through 

attractive and creative advertising. Also, record of customer’s data will be orderly organized and 

benefit the business in the way that it helps in terms of forming customer loyalty. Through this, 

Barry’s Beans can study its customer’s preferences and buying patterns and develop new products 

accordingly. 

 

 

 



   

Project Brief <Project Title>  Page 6 

RECOMMENDATIONS 

The relevant CRM’s implementation given the structure of Barry’s Bean is the Operational CRM. 

Operational CRM is the adaption utilised by a business to become closely related and more informed 

regarding the clients, thus creating more holistic and cohesive marketing strategy. The formats of the 

business, associated with Operational CRM, can widely use in formulating promotional materials 

such as discount methods, advertising strategy and other incentives. The ramification of Operational 

CRM further branches to customers’ contact details, preferred methods of contact, relevant record of 

information, structure of frameworks and processes.  

The recommendation made to Barry’s Bean, in term of Operation CRM, can increase productivity in 

term of creating accessible data for customers and users in searching and accessing simply and 

conveniently within the database and mainframe. The accessibility and availability of the data create 

ease of use for customers in searching and comparing products of different ranges in shorter 

timeframe, thus shorten accessing period and create more menu options. The menu, as created by 

Operation CRM, given both the business and customers, can create customised and tailored-made 

experiences for customers hence creating higher preference and satisfaction.  

The utilization of Operational CRM, can be further used to create an inclusive community and 

cohesive system. The formulation of such processes can be used to check and predict product trend 

and future preferences given immense collection of feedbacks and purchases records. The 

recommendation, based on Operation CRM, can be used to increase the overall experiences for 

customers and ease the accessibility and inventory issue for the business. The additional benefit of 

Operation CRM can be used to create a relevant loyalty programme and identification of returning 

customers, thus increase sale and deploy the most effective marketing strategy. 
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SYSTEM SPECIFICATIONS 

People 

 The human resource involved with Operational Customer Relationship Management System 

(CRM) include top-tier managers, department of marketing and department of production in Barry’s 

Bean. The top managerial structure and managers of Barry’s Bean must ensure effective overall 

business strategies and objectives that enable the sustainability and survivability of the business. 

Furthermore, the department of marketing must innovate marketing strategy, in line with organization 

objectives and strategies, to increase the business’s attractiveness and reputation within the industry. 

A clear example of marketing strategy is to maintain and improve customers’ relationships. The 

effectiveness of this strategy can be maintained through promotional methods such as regular 

customer’s discount and coupons, which can be utilised to ensure the loyalty of customers as well as 

favourable reputation of the business.  

Furthermore, project managers of the department of production are tasked with the design and 

implementation of CRM. The relationship between department of production and department of 

customer services must be closely monitored and intertwined, therefore monitoring the product trends 

and ensuring the demand of relevant products from customers. The record of customers’ purchases 

and transactions can be effectively and efficiently stored into the CRM’s database and software; thus, 

they can be later used for different functions of the business such as production, promotion of 

customer services and communication. 

Data 

 Data is information collected from a variety of methods and scenarios, thus are raw and 

unfiltered information input. The examples of raw data are new thoughts and ideas, or many different 

flows of information that are collectively collected. In line with CRM, the collected data stored within 

the system are contact details, transactions and product purchases. These data can be broken down 

into customer identifications such as names, addresses, and telephone numbers. Furthermore, 

transactions and purchases data can be categorised into the details of the products, prices and number 

of product purchases. Conclusively, the transactions and purchases records can be simply accessed, 

viewed and retrieved quickly if the CRM software and system are in-placed. Therefore, the 

convenience of CRM can assist both the business and customers 
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CONCLUSION 

In brief, the operation of CRM will benefit Barry’s Beans business in the future. In general, it brings 

suitability to both the customers and their member by saving their time by online support and services 

that customers can learn more about Barry’s Beans from the website as they can view the products 

and their details available on the website. Through applying the CRM system, the margin profits will 

tend to be increase since it lowers the start-up costs and operating costs. Although there are some 

issues that we need to look up to, but Barry’s Beans company is still strongly advised to expand her 

business through CRM system. 
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