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Eben Miller, Worldwide Director of CEM, Interwoven,
explains the dynamics behind Customer Experience Management
to Sujay Nair in a freewheeling interview

OCRM is essential for managing the transactional
aspects of the customer relationship, but more and
more organizations are claiming the just CRM may
not be enough. Can you elaborate on why this is so?

Customer Relationship Management (CRM) is
the term for methodologies and solutions that help
a company manage customer relationships in an
organized way. The focus of customer relationship
management is the optimization of transactions
and business processes. The aim is o manage a rela-
tionship with the customer.

In today's competitive, customer-driven markets,
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a more holistic strategy - Customer Experience
Management (CEM) - is needed.

Organizations across all industries will face new
pressures to deliver a relevant, personalized, and
consistent experience across all customer touch-
points and geographies. Due to commoditization and
increasing competition, more and more organiza-
tions recognized that. using experience-based differ-
entiation help them gain competitive advantage.

As organizations increasingly shift their focus
from cost-cutting measures to uncovering new
revenue-generating opportunities, effective






