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Editorial

Global inequality, after widening for decades, has stabilized. The share of theworld'sincome
captured by thetop 1 percent has shrunk sinceits peak on the eve of thefinancial crisis. The bottom
half of the population isreaping its biggest share of the global pie since Ronald Reagan was el ected
president of the United States. But here's the bad news: The respite probably won't last. Despite
rapid strides among devel oping economieslike Chinaand India, which have been closing theincome
gap with theworld'sricher nations, growing inequality within almost every country will driveafurther

concentration of income around the globe.

Examining the"World Inequality Report” published by the creators of the World Wealth and
Income Database, who include the economists Thomas Piketty and Emmanuel Saez it istempting to
seetherising concentration of incomes as some sort of unstoppabl e force of nature, an economic
inevitability driven by globalization and technol ogy. Thereport findsthat therichest 1 percent of
humanity reaped 27 percent of the world'sincome between 1980 and 2016. The bottom 50 percent,
by contrast, got only 12 percent. Nowhere has the distribution of the pie become more equitable. In
China, 15 percent of theincome growth since 1980 flowed to therichest 1 percent of Chinesewhile
13 percent flowed to the bottom half. Even in egalitarian, social-democratic Europe, 1-percenters
got 18 percent of the growth in the period. The bottom half got 14 percent. And among the more
unequal regionsof theworld the United States, say, or Russiaincome disparitiesarereaching levels
not before seen in modern history: The bottom half of Americans.

Oxfam'sreport outlinesthe key factorsdriving up rewards for sharehol ders and corporate
bosses at the expense of workers' pay and conditions. Theseinclude the erosion of workers rights;
the excessiveinfluence of big businessover government policy-making; and therelentless corporate
driveto minimize costsin order to maximizereturnsto shareholders.

Winnie Byanyima, Executive Director of Oxfam International said: "Thebillionaireboomis
not asign of athriving economy but asymptom of afailing economic system. The people who make
our clothes, assembl e our phonesand grow our food are being exploited to ensure asteady supply of
cheap goods, and swell the profits of corporationsand billionaireinvestors." Women workers often
find themsel ves off at the bottom of the heap. A crossthe world, women consistently earn lessthan
men and are usually in the lowest paid and |east secure forms of work. By comparison, 9 out of 10

billionairesaremen.

Results of anew global survey commissioned by Oxfam demonstratesagroundswell of support
for action on inequality. Of the 70,000 people surveyed in 10 countries, nearly two-thirds of all
respondents think the gap between the rich and the poor needsto be urgently addressed. Thistype of



unequal world surly take to new type of war between rich and poor if it isnot addressed properly on
theground level.

In the present issue, we express extreme gratitude to Dr. Purusottam Lal Vijay, Dr. Anoop
Kumar, Dr. Rgjiv Tripathi, Dr. Sanjay Kumar Tiwari, Dr. Praveen Kumar Tiwari, Dr. Abhay Singh, Mr.
Kamlesh Goya, Mr. Manjul Trivedi, Mr. Pankg Singh, Miss. Romee Mauryaand all other contributors
who have contributed and devoted their essentia insights and came up with their manuscriptsfor this
issuewhich directly aswell asindirectly isthe contribution to the society.

Last but not least we are very thank-full to all the researcher and reader. We will be very
happy if you give us or write up your val uable comments and suggestion.

Editor in Chief
Anish Kumar Verma
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CRM- A Paradigm for Business
Anjani Kumar*

Abstract : Presently managing relationship with the customers is the focal point of all marketing activitiesin an
organization. Customer relationship management is more focused and conceptualized now. The principles that
underlie it represent the essence of marketing with its focus on concepts like trust and commitment. It predates the
mid century view of marketing as a set of tools pertaining to product, price, distribution, and promotion. If we accept
that the ultimate goal of marketing activities is customer satisfaction, and that this satisfaction is achieved through
the creation of value for the customer, then many small firms have been practicing "relationship marketing" for
centuries without realizing what they were doing.

Customer rel ationship management (CRM) isatermwhichisnot only used by business organizations
today to maintain such good rel ationshipswith their present and old clients and associates but the terminology
isnow being used by almost any type of organization to create a beneficial environment for themand all in
today's eraof competition. CRM has played an ever increasing and important rolein the growth of all such
organizationsthose have devel oped a sense of understanding towards customer service and satisfaction and
implementing CRM.

CRM helps business to use people, process and technology to gain insights in to the value and
behavior of the customers. Thisinsight bringsin improved customer service, increased call centre efficiency,
added cross sells, improved closure rates, streamlined sales and marketing process, improved customer
profiling and targeting, reduced costs, increased market share and profitability. To be successful inthelong
run, an organization must devel op acompetitive advantage. Thebest strategy to pursue acompetitive advantage
is the customer strategy. But still many organizations do not know how to maintain a relation with their
customers, especially those organi zationswhich have unintentional ly distanced themsalvesfrom their customers
through extensive dependence on the distribution channel.

Customer isthe King : As people are very much aware that there are whole variety of products and
services available in the market but how many of them do really buy them even though they are of top
quality, with marvel ousfeatures and at affordable prices. Managersat middlelevel and supervisory levels of

Indian corporate are not ready to treat customers equally. Unless the attitude of the managers changes
towards customers problems pertaining to service will always exist. In today's scenario, it's a very well

known fact to everyone. Thisisalso one of thereasonsthat thelevel of difficulty isincreasing day by day to
retain customers. With the advancement in IT sector, customers are becoming more and more informed
about their purchases. Mediais educating them and they scout around for best product, brand name, product
quality, operation and service support. In al these customer support isvery essential. Organizations aim at
satisfying customer's needs and desires. Traditional Customer Relationship Management used to face problems
like delay in attending the customer query and delay in extending the timely service support due to manual

operations. Thiscan be achieved only with the best practices of E-CRM, asit hel psorganization provide high
quality, interactive multimedia customer support and aims to improve customer acquisition, retention and
transactions.

Today with the emergence of powerful info-tech tools, CRM has shifted to E-CRM. Due to which
customer service/ support is becoming quick, timely and business- oriented. Customer Relationship
Management aims at exploring the future customers, building the existing customer database, purchasing
patterns of existing and future customers and purchasing process like time of purchase, place of purchase,
periodicity of purchase of customersetc. CRM Focusis on Customer Touch Point (CTP). It's about way of
handling customer queriesthrough electronic communicationslike e-mail, phone and fax for effective one-
to-one communication. It aims at good and effective customer satisfaction through online and real-time

*Assistant Development Officer (Stat.) Department of Rural Development Govt., Uttar Pradesh.
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