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SPECIFICITIES OF CUSTOMER 
RELATIONSHIP MARKETING

Chief assist. prof. Tsanko Stefanov

Abstract

Relationship marketing aims at forming a strong customer loyalty to the 
company. It affects every aspect of everyday lives of costumers, gives them the 
opportunity to make the right product choice, stimulates their new ideas and is 
characterized by certain specificities that provoke scientific interest.

Key words: customer relationships, marketing, specificities.

382



1.

-

1

-

-

1

383



2

3

1.1.

1.2.

2 -

3

384



1.3.

-

-

CRM)

385



. 1).

2.

2.1.

4

- 15% 

5

2.2.

4 . CRM ( )

5 -

- 239.

386



6

-

2.3.

-

2.4.

7

6 Aaker, D., Managing Brand Equity Capitalizing on the Value of a Brand Name. New 
York: Free Press, 1991, p. 45.

7

387



-

2.5.
-

8

2.6.

2.7.

(

8

69.

388



)9.
2.8.

2.9.

-

-

9 Pavlova, D. Customer Equity Management through Customer Engagement: a critical 
review, CKS 2018 Challenges of the Knowledge Society, Bucharest, 2018, 1, 900-
906.

389



-

;
-

239;

2013;

7. Aaker, D., Managing Brand Equity Capitalizing on the Value of
a Brand Name. New York: Free Press, 1991;

8. Pavlova, D., Customer Equity Management through Customer 

Engagement: a critical review, CKS 2018 Challenges of the 
Knowledge Society, Bucharest, 2018, 1, 900-906.

E-mail: cankostefanov@abv.bg

390


