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Course Learning Outcomes (CLO):
At the end of the course, the students will be able to:

1. Analyze the need for CRM as a business strategy and its benefits
2. Develop customized CRM strategy for a firm and work out its economics

3. Appraise performance outcomes and metrics for CRM projects

Syllabus

Teaching Hours

Unit I: Foundation of CRM 04

value

Relationship marketing and CRM
Behavioral foundations: Satisfaction, Loyalty and the Perception of

Unit I1: Strategic CRM 08

Customer lifecycle management
Customer lifetime value

Customer experience management
Developing CRM strategy

Unit I11: Operational CRM 08

CRM applications: sales force automation, campaign management,
marketing and service support automation

Collaborative CRM

E-CRM

Unit IV: Analytical CRM 05

CRM and Business intelligence
CRM tools and techniques

Unit V: CRM Implementation 05

Building the relationship driven enterprise

Integrating the information technology, people and process
components

CRM deployment in different sectors
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edition
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