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Bilgi Caginin Pazarlama Anlayisi
Olan lliskisel Pazarlamanin Rekabet
Stratejisi: Misteri lliskileri Yonetimi

Ozet

GunUmuzde, iletisim ve bilisim teknolojilerindeki gelismeler, misterilerin Grtin ve hiz-
metlerle ilgili beklentilerini ylkseltmis, misteriler daha bilingli ve daha segici davran-
maya baglamistir. Uriinlerin kisisellestiriimesi, (iriin yasam siirelerini kisaltrms, {riin
cesitlerini de artirmistir. Kiresel rekabet, misterilerin 6nemini artirmis, isletmelerin
musterilerle iligki kurmasini ve kurulan iligkinin de surekli olmasini gerekli kilmigtir.
lliskisel pazarlama da mevcut ve potansiyel misterilerle uzun dénemli iliski kurulma-
sini amagclayan, misteri merkezli bir yaklagimdir. lliskisel pazarlama, bilgi caginin
pazarlama felsefesidir. iliskisel pazarlamanin uygulama yéntemlerinden biri de miig-
teri iligkileri yonetimi (CRM)'dir. CRM’de farkl musterilere farkli davranilir, musteriler-
le birebir ilgilenilir. Tim stratejilerin pazar ve tiketicilerden baslayarak olusturuldugu,
her muisteriyi taniyip bireysellestiriimis ¢ézimlerin sunuldugu ve bunu yapabilmek
icin Urlinden ziyade musterinin disundldugu stratejik bir anlayis olan CRM’in énemi
gelecekte daha da artacaktir.
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Relationship Marketing which is the Marketing
Intelligence of the Knowledge Era and it’s
Competition Strategy: Customer Relationship
Marketing (CRM)

Abstract

Nowadays, devolopments of the communication systems and the progress of the
technology have increased expactations of the customers about the products and
the services. Customers have become more selective and more concious than ever,
because of these changes. Personify the products, decrease the life of products and
increase the assortment. Global competition has also increased the importance of
the customers. So, the firms should have gotten in touch with the customers and es-
tablish permanent relations with the consumers. Relationship marketing is customer
focused approach and it's goal is to get in touch with the existing and the potential
customers in a long period. Relationship marketing is also marketing philosophy of
contemporary era. One of the implementation of the relationship marketing is the
customer relationship management (CRM). Application of the CRM has required
different interests to different customers and also has required to contact with them
personally. The importance of the CRM will increase in the future, because CRM is
a strategic approach that requires knowing each customer personally and it focuses
on the customers rather than products.
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