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Abstract

Purpose: The study has performed with an objective to determine the influence of CRM on 

customer retention of local pizza chains operating in Karachi city.

Research Methodology: This research study is explanatory in nature employing primary 

quantitative data. The targeted population of current research study is employees at managerial 

positions of different local pizza chains which include Pizza Max, Pizza Point, and Broadway 

Pizza, 14th Street Pizza, New York Pizza, Pizza Inc. and California Pizza. This research study 

followed non-probabilistic convenient sampling technique. A total of 384 employees including 

managers and lower managers, both males and females, are targeted among them 250 were the 

respondents.

Findings of the Research: This study used survey technique as data collection process. The 

results of study revealed that there is positive and significant impact of referral management, 

target management and termination management on CRM performance of pizza chain operating 

in Karachi city. In this context, the marginal impact of targeting management is relatively more 

significant in comparison of other factors.

Practical Implications: this study helps to highlight key areas of improvement such as in win 

back management, expansion management customer’s information management and production 

or service management to explore it positive contribution in CRM performance of firm.

Keywords: Target management, production or service management, expansion management, 

referrals management, termination management, win back management.

viii



Contents

Chapter 1 

Introduction

1.1 Background of the Research................................................................................................1

1.2 Research Context of the Study............................................................................................3

1.3 Problem Statement of the Research...................................................................................5

1.4 Objective of the Research................................................................................................... 6

1.5 Research Questions.............................................................................................................. 6

1.6 Introduction to the Organization........................................................................................ 7

1.7 Significance of the Research............................................................................................... 8

1.8 Research Ethics..................................................................................................................... 9

1.9 Organization of Research.....................................................................................................9

Chapter 2

Literature Review

2.1 Customer Relationship Management (CRM)..................................................................... 11

2.2 Implementation of CRM.........................................................................................................12

2.3 Components of CRM Functions.............................................................................................13

2.3.1 Targeting Management...................................................................................  '3

2.3.2 Customer’s Information Management........................................................................... 14

2.3.3 Production or Service Customization............................................................................ 14

ix



2.3.4 Expansion Management 15

2.3.5 Referrals Management..................................................................................................... 16

2.3.6 Termination Management............................................................................................... 16

2.3.7 Win-Back Management...................................................................................................17

2.4 Conceptual Framework...........................................................................................................18

2.5 Research Hypotheses.............................................................................................................. 20

Chapter 3

Research Methodology

3.1 Nature of Research..................................................................................................................23

3.2 Type of Research..................................................................................................................... 23

3.3 Targeted Population................................................................................................................23

3.4 Sampling Technique................................................................................................................24

3.5 Sample Size.............................................................................................................................. 24

3.6 Data Collection Process......................................................................................................... 24

3.7 Research Instruments..............................................................................................................24

3.8 Research Model....................................................................................................................... 26

3.8.1 Independent variables......................................................................................................26

3.8.2 Dependent variable.......................................................................................................... 26

3.9 Statistical Technique..............................................................................................................26

Chapter 4

Results

x



4.1 Reliability Test........................................................................................................................ 27

_4.1.1 Cronbach’s Alpha............................................................................................................. 27

4.2 Descriptive Statistics.............................................................................................................. 29

4.3 Pearson Correlation................................................................................................................ 30

4.4 Regression Model & Hypotheses Testing........................................................................... 32

4.5 Hypotheses Assessment Summary....................................................................................... 34

Chapter 5

Discussion.......................................................................................................................................... 36

Chapter 6

Conclusions & Recommendations

6.1 Recommendations................................................................................................................... 38

6.2 Research Limitations...............................................................................................................38

6.3 Future Research........................................................................................................................39

6.4 Conclusion................................................................................................................................ 39

References 41

xi


