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OZET

I¢inde bulundugumuz bilgi ¢aginda isletmeler ve tiiketiciler i¢in hizla sekillerden ekonomik
ortam, sirketlerin sergiledigi geleneksel pazarlana anlayisi ve uygulamalarini pazar paylarini
korumak, giiglenmek ve diger rakipleri ile rekabet etme gabalarini neredeyse imkansiz hale
gelmistir. Gilinlimiizde miisteriler bilgi cagmin etkisi ile daha bilingli hale gelmistir.
Miisteriler; ihtiyag, istek ve beklentilerinin degisik sekilde karsilanmasi beklentisi igine
girmislerdir. Isletmelerin bu beklentileri miisterinin istedigi sekilde karsilamas1 durumunda
kazangli ¢ikmalar1 kaginilmaz olacaktir.

Sirketlerin miisteriler ile iligkilerini gelistirmeleri, miisterilerin istek ve ihtiyaclarina en
dogru sekilde cevap verebilmeleri icin CRM ve CRM uygulamalarina duyduklari ihtiyag
g0zle gorullr bir sekilde artis gostermistir. Bulut bilisim gelisen teknoloji ile birlikte bilisim
sektoriinde adi sik¢a duyulmaya baslayan yeni bir kavram olarak ortaya ¢ikmistir. Bulut
bilisimin temelinde sanallastirilma yatmaktadir. Bu sanallastirilma ile gerek biiyiik 6lgekli
firmalar gerek gelismekte olan firmalar ve gerekse son kullanicilar; yer, isletim sistemi, BT
gibi kaynaklarina bilgisayardan bagimsiz ulasabilme ve istedigi zaman erisebilme imkan
yakalamistir. Bu kolaylik firmalarin ig faaliyetlerini daha hizli ve daha az maliyetler altinda
gergeklestirmesine imkan saglamistir. Bulut bilisim telekomiinikasyon, bankacilik, saglik
gibi miisteri akis1 fazla olan sektorlerde 6ncelik verilmesi gereken teknolojik bir yaklasimdir.

Bu arastirmanin amaci, yeni gelisen teknoloji ve iletisim ¢aginda is diinyasinda kritik dnem
tastyan misteri iliskileri yonetimini her yoniiyle inceleme ve hali hazirda gelismekte olan
crm ve bulut biligim is birligini hakkinda bilgi vermektir.
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ABSTRACT

The economic environment that take shape quickly for businesses and consumers in this
information era we live in, made competition efforts of businesses with their other
competitors, to grow stronger, keeping their market shares and their understanding of
traditional marketing and applications impossible for them. Today customers are more
conscious and selective thanks to the advancing era of information. Customers today are in
an expectation of satisfaction of their requests and needs. Businesses will make a profit as
soon as they satisfy client's needs as they wanted. The need of businesses for CRM and
applications of CRM has increased perceptibly, to build and improve relationships with their
clients, satisfying their needs and answering their needs appropriately. Cloud computing
emerged alongside the advancing technology, as a new concept in the IT sector. Virtualizing
underlying term below cloud computing. Thanks to this virtualization process, big scale and
flourishing firms and end users had the chance of accessing their sources as operating
systems, BT, domain independently from their computers anytime and anywhere. This ease
made businesses to operate faster and for lower costs, thus, permitting companies to operate
efficiently. Cloud computing is a technological approach that must be priorities in those
areas in which customer flow is high, as banking, telecommunications, and healthcare
industries. The aim of this paper is to provide information regarding the cloud computing
co-operation and CRM that develops constantly and to investigate in every sense the
customer relationship management that has a critical role in the business world, in this era
of constantly advancing technology and telecommunications.
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