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Executive Summary

Progress in agricultural sector is a priority not only for ascertaining the
availability of food in food in future but also new generation need sin future but also
new generation need display the mental strength to accept challenge in agricultural
industry,

Sugar industry is most important industry among the various agro-based
industries in Maharashtra approximately 2.5 core of people in rural area is dependent
on this industry, Almost Rs.2200 core worth revenue is collected from the sugar
industry alone.

Hence selected topics customer relationship management in new Phaltan sugar
works .Ltd secreted area customer relationship in between farmer and company the
customer retention processé& its efficiency in between customer and company this
ohjectives of project after projects started new Phaltan sugar works .Ltd this directly
sale sugar customer and trader this area company work Phaltan taluka this sample
location projects written questionnaires asking question in surveying rescarch in
eompany area work in after my area is new Phaltan sugar works .Lid

few suggestion given in project based research works the mostly important
customer feedback better way the company can communication & develop stronger
customer bonding by providing social & financial benefits the company should be

flexible to bond it's rules & produces in the client’s favors

After complete researcher CRM vast topics which topics which having so
much Importance Company paint of view,
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Chapter-1
INTRODUCTION

1.1 INTRODUCTION TO CRM:-

All the organization goals can be achieved through systematic study of markets
and appraisals of customer centric process. The company needs to establish effective
CRM strategies. The business can't control pace of technology economy its
competitions but it can surely control the way it manages interaction with its
customers.

In the contemporary business environment of ever increases competition and
higher cost of acquiring new customers. The business strategy has shifted to customer
retention with this shifi; a new emphasis is being place in order to ensure that the

customers satisfied with the past performance of the supplier will be able to meet his
future requirement.

The more comfort and confidence a supplier is able to provide 1o the customer,
the higher will be the chances of customer, the higher will be charices of customer
retention with no adverse effect on business and profitability. This is essentially
guiding principle of customer relation management. The conceplt of CRM 1is still

evolving and there is need for focused and properly structured course material on the
subject.

The concept of CRM beings with understanding the needs and behavior of the
customers. Until they are known, the supplier cannot make focused efforts to fulfill
them. A little more appreciation of customer behavior and of his needs by the supplier
would have ensured that these customers would have remained loyal.

Customer satisfaction, loyalty, service, and complaint management and the
essential facet of CRM. In order to manage this factor it

is necessary to device
suitable strategy to measure them

5]

NNIOMS, PHALTAN 1
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1.2 Management Problem: —

CRM is strategy that focus on building strong relationships’ with customers &
potential customer for creating & maintain a loyal customer base customer
relationship management (CRM)work across all departments to farmer size customer

centric thinking customer relationship management reducing costs. Increasing
efficiency &improve customer satisfaction,

1) Sugar business sale aspects cover all Govt, Control, The protection to farmer
& consumer has been Consistency.

2) Newphaltansugarworks.pviltd Customer more demanding on quality &
Service,

1.3 Statement Research Problems—

“To study customer relationship management with reference to new Phaltan
sugar works. Ltd" (Sakharwadi, Phaltan)

1.4 IMPORANCE OF CRM -

Customer Relationship management is the strongest and the most efficient
approach in maintaining and creating relationships with customers. Customer
relationship management is not only pure business but also ideate strong personal
bonding within people. Development of this type of bonding drives the business 1o

new levels of success.

Looking at some broader perspectives given as below we can easily determine
why a CRM System is always important for un organization.

1. A CRM system consists of a historical view and analysis of all the gequired or
to be acquired customers, This helps in reduced searching and correlating
customers and lo foresee customer needs effectively and increase business,

2. CRM contains each and every bit of details of a customer, hence it is very easy
for track a customer accordingly and can be used to determine which customer
can be profitable and which not,

SINNIOMS, PHALTAN 9
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3. In CRM system, customers are grouped according to different aspects
according to the type of business they do or according to physical location and
are allocated to different customer managers often called as account Managers.

This helps in focusing and concentrating on each and every customer

separately.

A CRM system is not only used to deal with the existing customers but is also

useful in acquiring new customers, The process first starts with identifying a

customer and maintaining all the corresponding details into the CRM system

which is also called an *Opportunity of Business’. The Sales and Field
representatives then try getting business out of these customers by
sophistically following up with them and converting them into a winning deal.

All this is very easily and efficiently done by an integrated CRM system.

3. The strongest aspeet of Customer Relationship Management is that it is very
cost-effective. The advantage of decently implemented CRM system is that
there is very less need of paper and manual work which requires lesser staff 1o
manage and lesser resources to deal with. The technologies used in
implementing a CRM system arc also very cheap and smooth as compared to
the traditional way of business,

6. All the details in CRM system is kept centralized which is availahle anytime
on fingertips. This reduces the process time and increases productivity.

7. Efficiently dealing with all the customers and providing them what they
actually need increases the customer satisfaction. This increases the chance of
getting more business which ultimately enhances tumover and profit,

8. If the customer is satisfied they will always be loyal to vou and will remain in
business forever resulting in increasing customer base and ultimately
enhancing net growth of business.

e e ————
SINNIOMS, PHALTAN 3
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1.5 Scope of study: -

Today the customers are very important to every organization & they always
try to keep them, for this customer relationship management can help us.

1. Target your direct marketing efforts.
2. To develop new pricing models.
3. To mange logistics & supply chain more efficiency.

4. Capture relevant product & service behavior data.

3. Taking into consideration all this customer relationship management strategies the
researcher has recommended the valuable suggestions which would be more helpful
to new Phaltan sugar.ltd for their developing business.

“
SINNIOMS, PHALTAN 4
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CHAPTER-2
COMPANY PROFILE

2.1 Name of company:-

New Phaltan Sugar works.Ltd. Sakharwadi

Z.1.1Address of the company
New Phaltan sugar works .Ltd, Sakharwadi
Tal- Phaltan Dist- Satara
Pin- 415523
Ph. office (02160)254142

Website: - www.newphaltansugar.com

Email: - newphaltan@gmail.com

Today with the constant impact of technology, social political & economic
change an organization is required to achieve Flespbipty in using human resources
effectively.

New Phaltan sugar works was established 1974 in Phaltan,

This company has developed strong relationship with customers who required
an understanding of the capabilitics & resource of different groups as well as needs,
goals & desires.

S|NNIOMS, PHALTAN 3
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3.1 AIM OF CRM:-

“To study customer relationship management with to reference new Phaltan
sugar works.Ltd" (Sakharwadi, Phaltan)

3.2 OBJECTIVES OF STUDY:-

1) To study customer relationship Management with reference New Phaltan
sugarworks. ltd

2) To study the customer satisfaction level.

3) To provide better customer loyalty programmed

4) To study the customer retention process & its efficiency

3) To study customer behavior when special offers are provided,

M
SINNIOMS, PHALTAN 15
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CHAPTER 6
DATA

INTRODUCTION:-

. It gives the information about the framework adopted for the study of the
project undertaken. It includes need, objective,

. scope and sample design methodology
and limitation of study of the project.

A) Need:-

The subject like customer relationship management gives prime attention towards
effective management.

B) Statement of The Problem:

The present information gives detailed information the sugar industry is basically

Important Customer relationship management, In New phaltan sugar works. Lid
though this study we are poing to identify the importance of CRM in sugar industry
how 1t is benefit from CRM is there any relevance of implementing CRM:; these for
statement of problem is CRM with special defense to New Phaltan sugar works. Ltd,

S|NNIOMS, PHALTAN 29
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DATA INTERFRETATION

TABLE NO.6.2.1 Table showing responses of customers about new Phaltan sugar.

Lid ¢
Response Respondents | Percentage
Excellent 16 32
Good 28 56
Occasionally good Fl
Mot so good 3
Bad 0 0

(Source Primary Data)

Graphical Representation:-

os Respondents

From pie chart 6.2.1

Interference:-

Pie showing the customer’s responses about the company 32%
customer’s response was very good 56% customer response was good, 8%
customer's response was occasionally good, and response of 4 % customers

was not so good towards the company,

e eeee————— e,

SINNIOMS, PHALTAN 40
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T,#BLE NO.6.2.2
gable showing the New Phaltan Sugar works.Ltd.

Non business relationship with customers (Like Greeting card on special occasion).

Responses of customers about new Phaltan sugar works.Lid.

[ Relationship Respondents Percentage
[Regularly kT] 76

 Some time 10 20

Newver 2 4

(Source: Primary Data)

Graphical representation:-

o Respondents

e

For pie chart 6.2.2

IIJ'I"“"h"‘l:llvr:lz:i

New Phaltan sugar works.Ltd, Maintains satisfactory non business relationship

Wi -
" their customers,

TABLE No.6.2.3
INNIOMS, PRALTAN 41
| -
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CHAPTER-7
FINDINGS

Employees of company seem to be committed & interested in their work, there
is proper division of work. Authority & the responsibilities.

ﬁ

Company is having good relationship with the customer.

Company adopting the new and innovative technology in every aspect.
The needs of the customer are dearly defined

Customer’s comments & complaints are welcomed resolved quickly &
positively.

Increasing efficiency of emplover

SINNIOMS, PHALTAN 52
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¢ Customer’s feedback should be taken in better way.

» Offers which are provided by company to the customers should be
same for everyone,

® There should be more & more emphasis given by the company for
satisfying the customers up to an apex limit by providing the utility of
every penny of his money.

 The company can communicate & develop stronger customer
bonding by providing social & financial benefits.

¢ The company should be flexible to bend its rules & procedures in the
client's favors.

o Should increase the strength of customer relationship management
department by hiring the competent employees.

e There should be more & more emphasis given by me company for
satisfying the customer up to a apex limit by providing the utility of
every penny of his money

&E Scanned with OKEN Scanner



CHAPTER-9

CONCLUSION

At last researcher found that idea conclude that majority of the of the
respondents which is having so much importance from the company point of view, it
IS very important to company to keep or to retain the customers or to keep the loyalty
of the customers to the company. To study research indicates about the gap between
potential and actual CRM benefits, about CRM success and failure, minus both the
positive and negative spin sometimes promoted by customer, trader, and the media

SIHH]ﬂM S PHAITam

&-ﬁ Scanned with OKEN Scanner



SHIVAJI UNIVESITY
—

Reference books:-

& Curry, Jay Customer Marketing Method How To Implement and Profit From

Customer Relationship Management: The Free Press. 2000. ‘
& McKenzie, Ray, ‘Relationship Based Enterprise Powering Business Success

Through Customer Relationship Management: McGraw Hill., iﬂlﬂ'l, |
& Sheath, Jadish N. Customer Relationship Management Emerging Cnnun:pﬁ.

Tools and Applications: Tata McGraw Hill Publishing Compary Ltd 200 ;
& Gooney, John W. Customer Relationship Management Essentials: Prentice

of India. Ltd., 2001 1 |

- :::rl:;m Bryan Essential of CRM - A Guide to Customer Relationship .
& Research methodology —R.M kothari L1987

Wehsites:-

& www.newphaltansuger, com
[Access on 29/8/2011 time 2.30 pm]
& Www. google.co.in
[Access on 15/9/2011 time 12.30 pm |
& www.yshoo.com .
[Access on 10/10/2011 time 2.00pm)
% Stanford Encyclopedias of Philosophy (Google search)
[ Access on 20/8/2011 time 11.30 pm)]

h
SINNIOMS, PHALTAN -~

(¥ Scanned with OKEN Scanner



QUESTIONNAIRE
STUDY OF CUSTOMER RELATIONSHIP MANAGEMENT:-

1) MName of the company :-
2) Address :-
3) How many years you are in this business?
4) How many years you are in this business with Sugar Karkhana.
5) How New Phaltan sugar,Ltd. Sakharwadi treats your company7

a) Excellent

b) Good

¢) Occasionally good.

d) Mot so pood.

¢) Bad

6) How often New Phaltan sugar works .Ltd. Sakharwadi keeps non business
relationship with you?

(Like, Greeting on special occasions)
a) Regularly
b) Some times

¢) Never

7) How do you contact with New Phaltan sugar works..Ltd. Sakharwadi

representatives?

a) Personally
b) Intemet
¢) By Phone
d) Others.

8) How do you place the order to the New Phaltan sugar works .Lid. Sakharwadi?

a) By Phone.
b) By E-mail
c) Personally
d) By letter

#

SNNIOMS, PHALTAN

ANNEXURE-I/
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B) By E-mail

a) Excellent.
b) Good

<) Occasionally good.

d) Not 5o Good
c) Bad.

C) Personally pood

a) Excellent.
b Good

¢) Occasionally good.

d) Not so Good
e) Bad.

1)) By better:-

a) Excellent

b Good

¢) Oocasionally good.
d) ot so Good

o) Had

10) Dioes New Pl sugat works. Lid Seblsarsud soprescnlalive hasiindles yur

problem (I Auy™)

Regarding the order quickly and satistactony

SINNIOMS, PHALTAN

ANNEXURE-IN
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____-__—'“___ 1

a) Every time
b) Most of the time
¢} Mever.

11) Value of services compared with the price paid is?
a) Excellent
b) Good
¢) Poor
12} Why do you prefer Mew Phaltan sugar works? Ltd. Sakharwadi?
a) Friendly relation.
b) On time delivery.
¢) Competitive rates.
d) Safety of material,
e} Credit policy.
f) All of the above.

13) Rate your satisfaction level about New Phaltan sugar works.Ltd. Sakharwadi

sServices.
Highest Lowe rest
5 4 3 2 1

14) What is your opinion with respect to following?
Highest Lowe rest
5 4 3 2 1

) Relation

g) Communication

h) Response o queries
1) Information

SJNNIOMS, PHALTAN ANNEXURE-I/1
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115 I'rl‘.‘ldllﬂ of the E"“lp‘"“:‘.: =2

|} Supar 1) L-30
2) M-30

3) 5-30
4y L-31,
2y M-31,
6) 5-31
2) Bagasse
3) Molasses
4) Rectified spint

5) Ethanol
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