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Abstract

It is far more expensive for companies to acquire new customers than it is to retain customers, As a
result, companies are turning to Customer Relationship Management (CRM) in order to make
decisions about managing the relationship and the profitability of those customer relationships., CRM
is a strategy that integrates the concepts of Knowledge Management, Data Mining and Data
Warehousing in order to support the organization's decision—making process to retain long—term and
profitable relationships with its customers. This paper examines the design implications that CRM
poses to data warehousing. We then present a robust data warehouse schema to support CRM
analyses and decisions. For example, the proposed schema could be used to calculate customer
profitability and to identify social networks of influence between customers. The paper also discusses

future areas for research pertaining to CRM data warehousing and data mining.
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IV. Challenges For CRM Technologies
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V. Conclusions and Future Areas For Research
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