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management and employees. Companies are driven by the pursuit for growth, and profitability. The increasing
globalization process is creating fierce competition. The need for a clear strategy, a guideline is essential to
succeed permanently. This means to shiG the concentration from short term objectives to long term ones,
based on the main determents of success the customer. The purpose is to find out whether companies are
putting strategic emphasis on Customer Relationship Management (CRM), that is, if companies perceive CRM as
an important part of their strategy in general or if CRM is an unused tool and is given less intention. Two parts a
theoretical and an empirical one are the main components of this thesis. The theoretical part covers three
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