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CUSTOMER RELATIONSHIP
MANAGEMENT

VALUE ADDED COURSE

Value added courses are offered to students outside the curriculum to enhance
their employability skills. These courses instill a spirit of Entrepreneurship and also serve

as a motivation to progress towards higher education.
OBJECTIVES

> To initiate students into learning beyond the boundaries of their chosen programmes.

> To expose students to industry requirements.

> To improve employability skills and make students industry ready.
» To provide holistic education to help students emerge as skilled and confident

personalities.
COURSE CONTENT

Evolution of Customer Relationship and Process
Customer Profitability and Relationship Marketing
Customer Expectation and Satisfaction Analysis
Web based Customer Support

Implementation and Measuring Performance

E-CRM and Information Technology.
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Units Content Hrs
Evolution of Customer Relationship- CRM-Definition-Emergence of  CRM
Practice- Factors responsible for CRM growth-CRM process-framework of CRM-
Unit1 | Benefits of CRM-Types of CRM-Scope of CRM- Significance of CRM-CRM | 10
Strategy-Customer Profitability-Features - CRM and Cost Benefit Analysis-CRM and
Relationship Marketing.
CRM Concepts- Customer Value-Customer Expectation-Customer  Satisfaction-
Valt 11 Customer Centricity- Customer Acquisition-Customer Retention-Customer Loyalty-
Customer Lifetime Value-Customer Experience Management- Enterprise Marketing 9
Management- Customer Satisfaction Measurements- Web based Customer Support.
Trends and Issues in CRM-Measuring the Effectiveness of CRM-Factors
Influencing the Future of CRM- lIssues and Problems in Implementing CRM-
Unicii] Challenges of CRM Implementation-Performance- Measuring CRM Performance
CRM in e-Business (B2B and B2C)-Information Technology Tools in CRM-CRM 10
Metrics-E-CRM in Business-CRM- A Changing Perspective, Features of ¢-CRM,
Advantages of e-CRM.
Total Contact Hrs 30
Pedagogy
[ Direct Instruction, Digital Presentation, Flipped Class |
Assessment Methods:
[ Test, Seminar, Quiz, Assignments, Group Task.(GD/ Roll Play /APS) |
Text Book
S.NO AUTHOR TITLE OF THE PUBLISHERS \ YEAR OF
BOOK EDITION PUBLICATION
Laxmi Publications
1 G.Shainesh Jagdish | Customer Relationship 2020
and N. Sheth ~ | Management:
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Reference Books

22UCIKOVA

TPUBLISHERS\ |

YEAR OF

. AUTHOR TITLE OF TIHE BOOK | I O
EDITION PUBLICATION
1 Brian liunma and Erie Customer Relationship | Resonnect 2020
Klauss A
RS Management Systems: How
to Next-Level
2 Francis Buttle Customer Relationship | Routledge 2019
Management
Stan Maklan Concepts and Technologies
3 V. Kumar, Customer Relationship | Springer Berlin, | 2018
Management Heidelberg
Werner Reinartz Concept, Strategy, and Tools
4 S.Shanmugasundaram Customer Relationship | PHI Learning Private | 2010
Management: Modern Trends | Ltd
and Perspectives
5 Sugandhi, R.K. Customer Relationship | New Age 2010
International (P)
Manggeont Ltd., Publishers
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