BA3T3- Customer Relationship Management

Unit 1-Introduction to Customer Relationship Management: Concepts and context of relationship
management - Evolution and growth of CRM - Transactional vs relationship approach - CRM in
marketing & IT- CRM significance to the stakeholders-School of thoughts of CRM.

Unit 2-Understanding Customer: Customer information database - Customer profile analysis - Customer
perception, Expectations analysis - Customer behavior in telationship perspectives- Individual and group
customer's - Selection of profitable Customer Segments.

Unit 3-CRM Planning and Implementation: Strategic CRM planning process - Implementation issues - CRM
tools -Managing customer life cycle-. Strategies for customer acquisition- Building capabilities through
Internal Marketing- customer retention plans.

Unit 4-Creating Value for Customers: Introduction-understanding the value-source of customer value-value
from the products -value from service -value from process-value from people -Value from physical
evidence -Value from customer communication -value from channels or Value from seven P’s of
marketing

Unit 5-Trends in CRM: CRM in services product markets, B2B market, Call center management- Team
selling- Person to person contacts; Customer related database management system.

Relevant cases have to be discussed in each unit.
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