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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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1 |Cultivating management professionals with outstanding ability in quantitative
analysis.
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Cultivating professionals with finance-specific knowledge.
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3 |Cultivating professionals with a global vision and the ability in foreign-language
communication.
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4 |Cultivating management professionals with knowledge and skills in decision
analysis and problem solving.
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Using quantitative methods to analyze and solve problems.
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Equipped with the ability to analyze finance.
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C |Using information technology to analyze, integrate, and present ®
data.
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D [Equipped with a global vision and specialized foreign language o
proficiency.

SR EHEMASHEREE FY M AR L 4 o
Equipped with the ability to master topics of finance and
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economy, and other current news, and to diagnose financial and
economic tendencies.
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Equipped with basic knowledge of management in general.

Bl 3P [1lustration : @ & R Apk Highly correlated O B 4p# Moderately correlated

AT
Course Outline

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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