CUSTOMER RELATIONSHIP MANAGEMENT AGREEMENT

The Customer Relationship Management Agreement (“the Agreement”) is entered into as of ……………………….(“Effective date”) by and between:
………………………………. a company incorporated under Companies Act 2013, having registered office at ……………………………..
Hereinafter referred as “the Customer” (which term shall unless repugnant to the context or the context otherwise requires mean and include his administrators, assignees, attorney holders, executors) the FIRST PART.
And
…………………………… a Partnership firm incorporated under Partnership Act, 1932, having it’s place of business at ……………………..
Hereinafter referred as “the Service Provider” (which term shall unless repugnant to the context or the context otherwise requires mean and include his administrators, assignees, attorney holders, executors) the SECOND PART.
WHEREAS, the Customer desires to engage the services of the Service Provider to provide Customer Relationship Management Services.
WHEREAS, The Customer is into business of ……………………………..
WHEREAS, the Service Provider represents that it has the expertise and capability to provide such services;
NOW, THEREFORE, in consideration of the mutual covenants contained herein and for other good and valuable consideration, the receipt and sufficiency of which are hereby acknowledged, the parties agree as follows:

1. OBJECTIVE:
The primary purpose of this Agreement is to establish the framework for the provision and utilization of Customer Relationship Management services to enhance and streamline the customer relationship process of the Customer through the Service Provider. The parties acknowledges that the objective of this Agreement is to improve customer satisfaction, optimize communication channels, and achieve greater operational efficiency in managing customer interactions.

2. SCOPE OF SERVICES:
The Service Provider shall be responsible for following work while performing his Customer Relationship Management Agreement.
1) User Access and Training: The Service Provider shall be responsible to create accounts of designated individual of the Customer with specified roles and permissions. The Service Provider shall also conduct training sessions for Customer’s users to effectively utilize the Customer Relationship Management Platform(“CRM”)

2) Data Migration: The Service Provider shall be responsible for migration of existing customer data from Customer’s legacy system to the CRM platform.
3) Customization and Configuration: The Service Provider shall configure the system setting of the Customer to align with business process. The Service Provider shall also provide customization of forms, fields, and workflows based on Customer’s requirement.
4) Technical Support: The Service provider during the term of this agreement shall provide timely response to support queries of the Customer, which may arise during regular business hour.
5) Updates and Upgrades: The Service Provider shall regularly update and upgrade the CRM Platform to ensure access to the latest features and security enhancements.
6) Data Security: The Service Provider shall implement security measures to safeguard customer data in accordance with industry best practices and applicable regulations.

3. TERM:
This agreement begins on ………………. and continues for an initial terms of ……………………. After the initial term, the agreement will automatically renew for successive …………………years, unless either party provides written notice of termination at least ………………..days prior to the expiration of the current term.

4. PAYMENT OF SERVICES:
In consideration for the services provided by the Service Provider, the Customer agrees to pay the Service Provider following fees and payment for the performing Customer Relationship Management Services:
	Service Type
	Rate (Per hour/Day/Project)
	Payment Schedule(Monthly/Quarterly/Yearly)

	
	
	

	
	
	

	
	
	



5. CUSTOMER’S RESPONSIBILITIES: 
1) Data Accuracy: The Customer shall be responsible for the accuracy and completeness of the data entered into the CRM System and will promptly correct any error or discrepancies.
2) Compliance: The Customer agrees to comply with all applicable laws and regulations related to the use of the CRM system, including data protection and privacy laws.

3) Communication of queries: The Customer shall promptly communicate any issues or concerns related to the CRM system to the service provider and cooperate in resolving such issues.

6.  COLLABORATION AND COMMUNICATION:
Both parties agree to participate in regular meetings to discuss the performance of the CRM system, address concerns, and plan for any necessary adjustments or improvements.

The Customer agrees to provide feedback on the CRM system's functionality, usability, and performance, and the service provider will consider such feedback for future enhancements.

7. DATA OWNERSHIP AND CONFIDENTIALITY:
The Customer grants the service provider a limited, non-exclusive license to use, process, and store the Customer’s data solely for the purpose of providing the CRM services as outlined in the agreement. All data entered into the CRM system by the Customer remains the exclusive property of the client and the Service Provider acknowledges that it has no ownership rights over Customer’s data.

Both parties agree to keep the other party's Confidential Information confidential and to take all reasonable measures to prevent unauthorized disclosure or use. But The service provider may disclose Confidential Information to its employees, agents, or subcontractors only to the extent necessary for the provision of CRM services, and such parties must be bound by confidentiality obligations.

8. TERMINATION:
This agreement shall be presumed to be dissolved if any of the following event occurs:
1) Breach of Contract: If one party fails to fulfil its obligations, the other party shall have the right to terminate this agreement.
2) Mutual Agreement: Both parties may agree to terminate the agreement by mutual consent.
3) Insolvency or Bankruptcy: If one of the parties becomes insolvent or declares bankruptcy, then this agreement will be presumed to be terminated.
4) Force Majeure: Unforeseen events beyond the control of the parties that make it impossible to fulfill the agreement, then this agreement may be terminated by both parties upon giving evidence of unforeseen event from proper authority.

9. INDEMNIFICATION:
The Service Provider shall at its own expenses, defend, indemnify and hold harmless the Customer ,its officer, employees, representatives and agents, from and against any loss, liability, damages, costs or expenses (including attorney’s fees) of any nature whatsoever arising from any claim or action, including any claim or action against the Customer for infringement of any patent, copyright, trade, secret or other intellectual property, related to the Service Provider’s provision of the Services contemplated by this Agreement or breach of any obligation set forth in this agreement. The Service Provider shall have the right to conduct the defence of any claim or action and all negotiations for its settlement. The Customer may participate in any such defence and negotiations to protect its interest.

10. DISPUTE RESOLUTION MECHANISM:
All or any disputes arising out of this Agreement shall at the first instance be referred to an Arbitrator to be mutually appointed by the Parties and the seat of Arbitration shall be ……………..with the language of Arbitration as English and any failure to arrive at a resolution thereof shall entail invocation of civil or criminal proceedings in the appropriate Courts of Law and the jurisdictional Court in such cases shall be the one vested with powers of trial under the Law applicable to the cause of action. Costs of legal proceedings shall be as directed by the Arbitrator or the Court as the case may be.

11. GOVERNING LAW:
This Agreement shall be governed by and construed in accordance with the extant laws of India.

IN WITNESS WHEREOF, the parties hereto have hereunto set their hands and seals thereto as on the date first above written.

	Party of the First Part
	…………………………….






	Witness;

	Party of the Second Part
	………………………….



	Witness;
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