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	Chapter Name

	
	Unit  - 1
	INTRODUCTION

	
	Unit – 2
	CRM IN MARKETING

	
	Unit – 3
	CUSTOMER MANAGEMENT

	
	Unit – 4
	ANALYTICAL CRM

	
	Unit – 5
	CRM IMPLEMENTATION


CUSTOMER RELATIONSHIP MANAGEMENT

UNIT-01 INTRODUCTION

· Evaluation of CRM

· Schools of thought in CRM

· Benefits of CRM

· Customer Loyalty

· Success Factors

· Service Levels

· Service Level Agreements
UNIT-02 CRM IN MARKETING

· Define Customer Relationship Management

· Understand the importance of one to one marketing

· Understand business objectives of CRM

· Analyze customer profitability and value Modeling

· Analyze CRM and customer service

· Understand Call Centre and customer satisfaction measurement
UNIT-03 CUSTOMER MANAGEMENT 

· Understand the Sales Force process and activities

· Appreciate the Knowledge Management Practices in Customer Relationship

· Management

· Understand importance of Enterprises Resource Planning

· Understand Supplier Relationship Management

· Understand Partner Relationship Management
UNIT-04 ANALYTICAL CRM

· Analytical CRM

· Benefits of Analytical CRM

· Managing and sharing customer data

· Use of customer database

· Ethics and legalities of data use

· Data Warehousing

· Data Mining

· Market Basket Analysis (MBA)

· Click stream Analysis

· Personalisation

· Collaborative filtering
UNIT-05 CRM IMPLEMENTATION
· Define success factors of CRM,

· Understand CRM tools

· Manage customer strategies

· Understand CRM development team
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