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Course Name in Customer Relationship Management

English
PR b2 g5
Course Code FIN_B0170 Degree Bachelor’ s
i3 g A g5k 30 'S 3.0
Type Program Credit(s) ’ Hour(s) :
A 13 AT
Prerequisite
AT PR

Course Objectives

Help students to know about what i1s CRM? How does CRM implement? Why do firms need

CRM? And the future of CRM.
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Cultivate talents with a skill of financial management.
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Cultivate talents with a skill of investment and manage finances.
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Trains the talents needed for our nation’ s economic and business environment.
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Basic Learning Outcomes

between Course
Objectives and
Dept.” s Education
Objectives
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A Ba51c knowledge of the financial theory Economics,
accounting, statistical and mathematical ability.
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B Understanding of the development of the financial disciplinal.
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Basic knowledge of financial theory analysis.
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Basic knowledge of documentation and presentation skills.
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Capabilities for financial analysis of current affairs
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Ability of computer programs, algorithms and applications
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English reading ability of communication and coordination
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W1. Course Introduction

W2. Introduction to Customer Relationship Management

W3. Understanding Relationships

W4. Planning and Implementing Customer Relationship Management Project
W5. Developing, Managing and Using Customer-related Databases

W6. Customer Portfolio Management

W7. Customer Relationship Management and Customer Experience

W8. Creating Value for Customers

V9. Mid-term

W10. Managing the Customer Lifecycle: Customer Acquisition

W1l. Managing the Customer Lifecycle: Customer Retention and Development
W12. Managing Networks for Customer Relationship Management Performance
W13. Information Technology for Customer Relationship Management

W14. Sales-Force Automation

W15. Marketing Automation

W16. Service Automation

W17. The Future of CRM

W18. Final-term
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Resources Required (e.g. qualifications and expertise, instrument and equipment, etc.)

Course Requirements and Suggested Teaching Methods

Presentation and Report
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Miscellaneous

1.F. Buttle, 2009, Customer Relationship Management: Concept and Technologies,
2ed. Elsevier Ltd.

2.G. Raab, RA. Ajami, VB. Gargeya and GJ. Goddard, Customer Relationship
Management: A Global Perspective, Gower Applied Business Research.

3.D. Taber, 2009, Salesforce.com Secrets of Success: Best Practices for Growth
and Profitability, Prentice Hall




