CRM Applications - Channel Management

CRM.GOV - David Myron: This article talks about recognizing the necessity and
opportunities of the government agencies to implement CRM.
(http://www.destinationcrm.com/articles/default.asp? ArticlelD=4187, July, 2004)

All for One View - Alice Dragoon: This article is about how Vanguard tackled channel
inequality by usage of same web interface for its customers and thereby saved itself time,
money and the hassles that arose.

(http://www.cio.com/archive/070103/integration.html, July 1, 2003)

Avis UK eliminates the paperwork so customers aren’t kept on hold : Learn how the
car rental company, Avis eliminated paperwork for its customers.
(http://www.cw360.com/articles/article.asp?liArticleID=112250&liFlavourl D=1, May 8,
2002)

Sytner Group drives up sales: Learn about how Sytner, one of the UK's leading retailers
of prestige and specialist cars, connected all of its dealerships to share vital information
and offer better service to its customers.
(http://www.cw360.com/articles/article.asp?liArticlelD=112254&IiFlavourl D=1, May 8,
2002)

HSBC Bank saves by opening up the e-mail channel: This article is about how HSBC
wanted to have an e-mail based customer support channel.
(http://www.cw360.com/articles/article.asp?liArticleID=112255&liFlavourlD=1, May 8,
2002)

SEC Faces Compliance Costs, Too - Debra D'Agostino: The Securities and Exchange
Commission (SEC) in the US becomes IT complaint to serve the companies better.
(http://www.cioinsight.com/article2/0,1397,1785539,00.asp, April 5, 2005)

Duke Health Uses IT to Get Beyond Doctors' Handwriting - M.L. Baker: Learn about
how Duke University Health System implemented a system to cover patients in 350 beds,
improve workflow and avoid errors based on bad handwriting or misplaced bits of paper.

(http://www.cioinsight.com/article2/0,1397,1778917,00.asp, March 23, 2005)

Striking a Balance : This article is about how Staples works to identify its costly
customers without losing its profitable ones.
(http://www.cioinsight.com/article2/0,1397,1743131,00.asp, December 1, 2004)

To Hell and Back: MCI - Elizabeth Wasserman: This story is about the IT execs who
led the Herculean effort to integrate the 1,000 IT systems WorldCom (now MCI)
accumulated during its glory years and will that streamlining help it to stay competitive.
(http://www.cioinsight.com/article2/0,1397,1569262,00.asp, April 1, 2004)

How Kraft ‘Primed the Pump® for Alignment - Ann Therese Palmer: This is about
how North America's Kraft Foods uses inspiration and information to nudge it and
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business executives toward alignment.
(http://www.cioinsight.com/article2/0,1397,285090,00.asp, July 1, 2002)
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