An Excellent Addition to Your Library!

Released: March 2012

Successful Customer Relationship Management
Programs and Technologies: Issues and Trends

Riyad Eid (UAE University, UAE)
PREMIER REFERENCE SOURCE

The field of Customer Relationship Management (CRM) has broadened greatly in recent years as

technological applications have expanded.
Successful Customer

Relmionship Manqgement Successful Customer Relationship Management Programs and Technologies: Issues and
Fmgmms and Technologies Tr.ends ?ﬁers the latest research and.developments fc.)r researchers, practitione.rs, and academics
alike. This volume contains case studies, methodologies, frameworks, and architectures, and gener-
Issues and Trends ally the cutting edge in research within the field of customer relationship management. In order to stay

abreast of the latest updates in the field, a volume like this serves as a reference book and handbook

for semantics and follow-through for managers and decision-makers.

Topics Covered:

* Marketing * Business relationship management
» Customer service * Database marketing

* Analytics ¢ Data mining

* Social media * Supplier relationship management
* Business intelligence * Sales intelligence

Riynd Ebd

ISBN: 9781466602885; © 2012; 358 pp.
Print: US $185.00 | Perpetual: US $280.00 | Print + Perpetual: US $370.00

Market: This premier publication is essential for all academic and research library reference collections.
It is a crucial tool for academicians, researchers, and practitioners and is ideal for classroom use.

Riyad Eid is an Associate Professor of Marketing and a member of the Faculty of Business and Economics at the United Arab Emirates University. Dr. Eid received a BSc (Hons)
in Business administration from Tanta University (Egypt), an MSc in business administration from Tanta University (Egypt), PGDip (2002), and a PhD in marketing from Bradford
University (UK). Dr. Eid’s main area of marketing expertise and interest is in the domain of Internet matketing and customer relationship management. He has acted as a consultant
to a number of organizations in Egypt, Saudi Arabia, United Arab Emirates, and the UK. Dr. Eid has published in several international refereed journals such as the Journal of Interna-

tional Marketing, the Service Industries Journal, the Journal of Euro-Marketing, the Journal of Marketing Intelligence and Planning, the Jonrnal of Industrial Management and Data Systems, the Benchmarking

International Journal, the Journal of Internet Research, the International Journal of E-Business Research, and the Journal of Manufacturing Technology M. He also has attended numerous inter-

national refereed conferences worldwide. He is a subject matter expert (marketing) for the E-TQM College in (Dubai, Unaited Arab Emirates) and Umm Al-Qura University (Saudi

Arabia). Dr. Eid was presented with Emerald Best Paper Award for one of his publications. He is also a member of editorial review boards for a number of international journals.

Publishing Academic Excellence

DISSEMINATOR oF KNOWLEDGE

at the Pace of Technology Since 1988

www.igi-global.com




Chapter 1

Effective Implementation of Sales-Based CRM Systems:

Avlonitis George J. (Athens University of Economics and Business, Greece)
Panagopoulos Nikolaos G. (Athens University of Economics and Business, Greece)

Chapter 2
The Goals of Customer Relationship Management
Goldsmith Ronald E. (Florida State University, USA)

Chapter 3

Global Acconnt Management (GAM):

Hollensen Svend (University of Southern Denmark, Denmark)
Wulff Vlad Stefan (University of Southern Denmark, Denmark)

Chapter 4
Can Firms Develop a Service-Dominant Organisational Culture to Improve CRM?
Burton Jamie (Manchester Business School, UK)

Chapter 5

Ldentifying the Determinants of Customer Retention in a Developing Conntry Context
Kassim Norizan Mohd (University of Qatar, Qatar)

Ismail Salaheldin (University of Qatar, Qatar)

Abdullah Nor Asiah (Multimedia University, Malaysia)

Chapter 6

Customer Relationship Management in Social and Semantic Web Environments
Garcia-Crespo Angel (Universidad Carlos ITI de Madrid, Spain)
Colomo-Palacios Ricardo (Universidad Carlos IIT de Madrid, Spain)
Gomez-Berbis Juan Miguel (Universidad Carlos IIT de Madrid, Spain)
Martin Fernando Paniagua (Universidad Carlos III de Madrid, Spain)

Chapter 7

CRM in the Context of Airline Industry:

Eid Riyad (Wolverhampton University, UK)

Zaidi Mustafa (University of Veterinary & Animal Sciences, Pakistan)

Chapter 8

Role of Time in Development of Trust within Hi-Tech SME Business Relationships
Sharif Khurram (Qatar University, Qatar)

Salaheldin Salaheldin Ismail (Helwan University, Egypt)

Chapter 9
A Conceptunal Model of Customer Innovation Centric
Shaqrah Amin A. (Alzaytoonah University, Jordan)

Chapter 10

Customers Knowledge and Relational Marketi

Del Vecchio Pasquale (University of Salento, Italy)
Ndou Valentina (University of Salento, Italy)

Chapter 11
Customer Relationship Manag throngh Cq jcation Strategy:
Ahmed Abdel Moneim M. B. (Abu Dhabi University, UAE)

Chapter 12
Media Richness Theory and the Intention to Use Online Stores
Brunelle Eric (HEC Montreal, Canada)

Chapter 13

Do Managerial Strategies Influence Service Behaviours?
Ackfeldt Anna-Lena (Aston University, UK)
Malhotra Neeru (Aston University, UK)

Chapter 14

Applications of Customer Relationship Marketing in the UK Hospitality Industry
Lancaster Geoff (London School of Commerce, UK)

Luck Diana (London Metropolitan University, UK)

Chapter 15

Determinants and Antecedents of Relationship Marketing Ori
Abdelkader Ahmed (Mansoura University, Egypt)
Jackson Howard (Huddersfield University, UK)

Cook John (Huddersfield University, UK)

Chapter 16
Consumer Demand in the Egyptian Market of University Education:
Shahin Amany 1. (Helwan University, Egypt)

Chapter 17

A Cluster Analysis of Physician’s Values, Prescribing Bebavionr and Attitudes towards Firms’
Marketing Communications

Karayanni Despina (University of Patras, Greece)

Chapter 18

Adoption of Electronic Payment Services by Iranian Customers

Keramati Abbas (University of Tehran, Iran)

Hadjiha Bahar (Tarbiat Modares University, Iran and Lulea University of Technology, Sweden)
Taeb Rose (Lulea University of Technology, Sweden)

Mojir Navid (University of Tehran, Iran)

Order Your Copy Today!

Name:

Organization:

Address:

City, State, Zip:

Country:

Tel:

Fax:

E-mail:

L] Enclosed is check payable to IGI Global in
US Dollars, drawn on a US-based bank

[ credit card [ Mastercard [ visa [] Am. Express

3 or 4 Digit Security Code:

Name on Card:

Account #:

Expiration Date:




