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Eﬁiﬁ%iﬂi This subject is intended to provide students with an understanding of Customer
Relationship Management (CRM) and its application in marketing and sales. We
use textbook ~ journal papers and case studies to do the assignment and discussion.
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T/ HCEREE A4 | 1.The Concept and Development of CRM
2.Data, Information and Technology of CRM
3.The impact of CRM on Selling and Marketing Strategy
4.Evaluation on CRM Performance
SRR Pedagogy (#E25=,) : This course will be lectured in English. Two chapters or

two journal articles will be lectured each week.

A. Textbook lecturing: occupies about one half semester

1. Chapter 1: Introduction to Customer Relationship Management

2. Chapter 2: Understanding relationships

3. Chapter 3: Managing the customer life cycle: customer acquisition
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4.  Chapter 4: Managing the customer life cycle: customer retention and
development

5. Chapter 5: Customer portfolio management

6. Chapter 6: How to deliver customer-experienced value

7. Chapter 7: Managing customer experience

8. Chapter 8: Sales force automation

9. Chapter 9: Marketing automation

10. Chapter 10: Service automation

11. Chapter 11: Developing and managing customer-related databases
12. Chapter 12: Using customer-related data

13. Chapter 13: Planning to succeed

14. Chapter 14: Implementing CRM

15. Chapter 15: The future
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BRI E A B. Presentation and critique of journal articles: occupies about one half semester.

D. Grading (&5 A=) ¢

Attendance: 15%, Discussion: 15%
Presentation 1: 25%, Presentation 2: 25%
Critique 1: 10%, Critique 2: 10%

The grading of Presentation 1, 2, and Critique 1, 2 will be the same for each
member in the same group, but for those who are absent, the grading will not be
the same.
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