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Transition of Application of CRM in Implementation Cases
and its Future Prospects
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Abstract A call center is a part of customer-related channel in the customer relationship management
0 CRMU system, a good deal of which have been built recently. Nihon Unisys, Ltd. has built a lot of call cen-
ter systems over the past five years, by applying a CRM package Vantive to the system implementation.
This paper discusses what purpose the whole CRM call center have been opened for, and analyzes how
the expectation, circumstances and effectiveness of installation[] or details of realization and application(] of
the call center system have changed with the lapse of time, as well as develops the future prospects on

CRM, focusing on implementation cases which the author has experienced in CRM solution over the past

five years.
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