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ABSTRACT

This study will use an analytic hierarchy approach toward the evaluation of a suitable
CRM system.  Although the  evaluation  will  be  done  within  the  context  of  a  specific
business, the analysis will be done in a way that this model and our cost-benefit analysis
can be useful as a learning and reference tool for other CRM decision-makers. 
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1. Introduction
The  motivation  for  this  study  is  based  on  the  need  to  decide  whether  a  specific
organization should replace its existing CRM system. On of the co-authors is personally
involved with the decision and suggested the application of an AHP approach for this. 

2. Literature Review
We will  first  review  key literature  on  CRMs  and  based  on  this  we  will  perform a
preliminary identification of the benefits and costs to be considered. In addition, expert
opinion from the client organization will be also gathered.

3. Hypotheses/Objectives
This study intends to identify the key factors to take into consideration when performing
a CRM evaluation as well  as to show how to use AHP cost  benefit  analysis for this
purpose. 

4. Research Design/Methodology
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The methodology will consist in first, to identify decision factors for CRM evaluation
based on information from extant literature, next to gather requirements from the client
organization and based on these two sources we will identify the costs and benefits and
will develop the respective decision models (a different hierarchy for each type of factor).
Criteria weighting will be done by a key representative(s) from the client in a face-to-face
environment and the cost-benefit evaluation will be done by the authors. 

5. Data/Model Analysis

In principle,  a  specific  hierarchy for  benefits  and  costs  will  be  developed.  However,
inclusion of opportunities and risks is also possible.

6. Limitations 
Given  that  this  project  is  still  currently  under  development,  we  cannot  identify  any
limitations  yet;  however,  case-based  decisions  are  usually  questioned  in  terms  of
generalizability.

7. Conclusions
What we expect to conclude from this study is first, learning the key factors in adopting a
CRM system; second, understanding and also providing a cost-benefit analysis that can
serve as a reference and best practice for AHP practitioners. 
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