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This qualitative research aims at studying the Development Plan to Customer Relationship
Management (CRM) in view of large sales agents under Bravo Electronics Co., Ltd. The issues taken
into consideration are expectation and satisfaction in terms of products, technical service, information
service, staff service, after sales service and sales promotion. Results of the interview are presented in
terms of products, price, sales distribution and sale promotion, as categorized by population science
such as sex, education level, present address and experience in business and trade.

The samples in this qualitative rescarch are 10 large sales agents that are in the top 10
maximum sale records of Bravo Electronics Co., Ltd. The survey is conducted using questionnaire
and the results are processed by SPSS program.

The results of the research are as follows:

The study reveals that levels of expectanion of the sales agents are as follows:

Most of the agents have the expectation in other issues (products) in the highest level.

Most of the agents have the expectation in product compatibility in the highest level.

Most of the agents have the expectation in praduct guarantee in the highest level.

Most of the agents have the expectation n product logistics in the highest level.

Most of the agents have the expectation in staft’s care in the highest level.

Most of the agents have the expectation in souvenirs such as glass saucers and cloth bags in

the highest level.

The study reveals that levels of satisfaction of the sales agents are as follows:

Most of the agents have the satisfaction in other issues (products) in the highest level.

Most of the agents have the satisfaction in product sage recommendation in the high level.

Most of the agents have the satisfaction in introduction to product use in the high level.

Most of the agents have the satisfaction in convenience in product purchase on telephone in

the high level.

Most of the agents have the satisfaction 1 staff’s care in the high level,

Most of the agents have the satisfaction in reduction coupons in the moderate level.



It is found from the interview of the sales agents as follows:

1. Product : The vendors are not satistied with the introduction of new products because the
inkjet refill and equivalent ink packs of Bravo Electronics Co., Ltd. is delayed after other brands thus
they are delivered not on time of the customers. Therefore, the products cannot meet the customers’

demand in time.

Claims to replace the problem products are time-consuming due to complicated steps in the
Bravo office. The stock of Bravo products of the large sales agents is therefore decreasing and they

tend to sell other brands in the stock instead.

2. Price : Inkjet refills and equivalent ink packs of Brave Electronics Co., Ltd. are more

expensive than other brands and thus the customers decide to select other brands.

3. Place / Distribution : The distribution of inkjet refills and equivalent ink packs (under
Commy Brand) of Bravo Electronics Co., Ltd. are more delayed than other brands in the market. The

sales agents want Bravo Electronics Co., Ltd. to distribute the products faster than other brands.

4. Promotion : The sales agents arc satisfied with the events that Bravo Electronics Co., Ltd.
organized at department stores and IT centers. This is considered as the promotion to increase the

sales target and brand recognition for the products of Bravo Electronics Co., Lid.

The vendors and end customers are satisfied with the bonus program of inkjet refills and
equivalent ink packs for domestic and international travels or gold products for the products of Bravo
Electronics Co., Ltd. under Commy Brand. This is because they have opportunity to involve in

activities and look forward to prizes from the company. The response in this part is considered good.



A Development Plan to CRM ( Customer Retationship Management )
Prior to the application and evaluation of the development plan to CRM, the marketing plan
for the CRM program was established. In each period, there were 8 steps for strategic planning as

follows:

1. Executive Summary
This is the first section of the marketing plan to give an overall picture of the marketing plan by
briefly explaining the target and objectives of the marketing plan including the recommendation on

marketing strategy and caution in applying the marketing plan.

2. Analysis of Present Market Situation

The good and complete marketing plan to the CRM program may not be effective for This is
to present the marketing information which is crucial to decision making of the management. The
information includes external and internal information. The present information to be presented in the
plan are market structure, market share, sales, cost, profit, competition status, pattern, characteristic
and specification of the inkjet refills and equivalent ink packs in the market, price structure,

distribution structure and market communication in the present situation, ete.

3. Analysis of Opportunity and Importance of related Issues
This is to analyze strength, weakness, opportunity and threats of products and accessories of
inkjet refills and equivalent ink packs in comparison to those of the competitors. Other related issues

were also considered.

4. Objectives

This is divided into financial objectives such as targeting the 10% increase in income of
Bravo Electronics Co., Ltd. at the end of the year and marketing objectives such as acquiring 10 new
customers within 2005 or retaining customers. The objective also extends to increasing of sales of
products and accessories of inkjet refills and equivalent ink packs through present sales agents and

department stores and retail distributors by 5%, 7% and 2%. respectively, in 2005,



5. Marketing Strategies

This is to identify the marketing activities to implement the CRM Program to each group of
the customers such as sales promotion events in department stores and IT centers, product display,
store decoration by accessories, staff training with large sales agents : emphasis on price reduction,
sales accumulation. meetings/seminars/thank you parties in each region, support of center set-up with
large sales agents : emphasis on special events for customers using the database from guarantee cards
and establishment of call centers that the customers can comment on products or service of the

company.

6. Action Plans
This is to identify the description of the marketing activities for the application of the CRM
program in the year round. This aims at giving the detail of responsible person in each sub-campaign,

starting and ending period of each sub-campaign, tools/activities, budget, etc.

7. Profit / Deficit Prediction
Once the action plans has defined by the management, they will be turned into the financial
plan and predicted for profit/deficit in order to ascertain that the marketing program, selected for the

CRM program, can meet bath the integrated marketing and financial objectives.

8. Controls

This is the last part of the marketing plan which is the control and evaluation of the outcome
of the development of the CRM program. Normally, the target and prediction of the profit/deficit is
prepared in monthly or quarterly basis so the management can compare the actual outcome with that
in the plan. In this section, the contingency plan should be prepared as the procedure for the

management when the actuat outcome does not meet the expected plan.

The practical success for example major changes in market environment thus making the plan
outdated. The application of the CRM program is both science and arts therefore that the management

rust study and understand in detail.
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