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Abstract: In this paper, we aim to highlight the contribution of Customer Relationship Management
(CRM) in enhancing the value of the organization , through the study of HILTL.We aim to clarify
some concepts such as Enterprise value, value creation, CRM.And how it is applied in HILTI
company. In addition ; to highlighting the role of CRM in the differentiation of HILTI and thus
enhance its value.
Through this study, we found that HILTI implements customer relationship management (CRM)
steps in its dealings with clients.And it employs them to promote value. Therefore, the activities and
processes of customer relationship management must be applied in the proper scientific manner,

because the Enterprise value is achieved by paying attention to the value of its customers.
Keywords : Customer Relationship Management(CRM), Enterprise Value(EV), HILTI company.
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1Jeffrey M. Risius ,Business Valuation: A Primer for the Legal Profession, , The American Bar Association ,

USA, 2007, p23.
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3Jean-Et enne Palard, Franck Imbert, Guide pratique D’évaluation d’entreprise, Groupe Eyrolles,France,
2013, p20.
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5Steve Brown and others, Strategic Operations Management, Flsevier Butterworth-Heinemann, Second
edition, great Britain, 2005, p14.
6Jean-Et enne Palard , Franck Imbert,Op.cit., p21.
7Cafa Financement Corporatif publication, Montréal, Québec, p1, disponible sur www.cafa.ca.
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10Alain Fernandez Nodeswat, Le bon usage des technologies expliqué au manager, Eyrollres, France, 2001,
P2.
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12Customer Relationship Management, a booklet which is part of a series on advanced e-business (How You
Can Profit from E-Business), available on Innovation PEI website at www.innovationpei.com/ebusiness, p 1.
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