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3.CRM

4. Customer Relationship Management (CRM)
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5. Sales force automation
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7. People come first
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9. Regain management
10. Hernon & Whitman
11. Relationship marketing

12. Berry
13. Brown
14. Shani
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24. Back office
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28. User to user
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30. Computer-Telephony-Integration (CTI)
31. E-mail response management system
32. O'Leary

33. Server log data

34. Cookies

35. Search log data
36. Data warehouse
37. Data mining
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38. Bergeron

39. Wang
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