Part A Introduction

Program: Gestifieste / Diploma / Regree | Class: . _ . ".2"Year Session :2022-2023

Course Code V2- COM- SALT
Course Title Customer Relationship Management
Course Type Vocational

Pre-requisite (if any)

Certificate course

Course Learning
outcomes (CLO)

After completion of course, students will be able to-

e FEnable the students to understand the fundamentals of Customer
Relationship Management.
Enable the students to understand the concepts of CRM
Enable the students to know CRM practices in different sectors like
manufacturing, Services, Call Centers, etc.

e Acquaint the students with the process of CRM strategy
development.

e Implement various technological tools for data mining and
also successful implementation of CRM in the Organizations.

e Disseminate knowledge regarding the concept of e-CRM and e-
CRM technologies.

e Enable the students understand the technological and human issues

relating to implementation of Customer Relationship Management
in the organizations

Expected Job Role /
career opportunities

Opportunities in the domains like banking, finance. accounting, insurance,
legal, sales, marketing, IT. manufacturing, management consulting, public
sector, research and consulting in India or globally.

Credit Value

2 (Theory) + 2 (Practical) =

Part B Content of the Course

Total No. of Lectures + Practical (in hours per week): L-1 Hr / P-1 Lab Hr (-'2 H rs)

Total No. of Lectures/ Practical: L-30 /P-30 (60 Hrs)

Modul Topics' - =1 Doof
e e lectures
: ~ (Total
30)

Cycle

Emerging Concepts in Customer Relationship Management: CRM
Definition, Need and Importance : Conceptual Framework of Customer
Relationship Management ; The Value Pyramid . Customer I[nteraction 6
, Customer Profiling and Total Customer Experience. Goals of a

CRM Strategy and Obstacles, CRM Solutions Map, Discussing People,
Processes and Technology, CRM myths.

I

CRM as a Business Strategy :CRM - Issues and Strategies; Winning
Markets through Effective CRM:; CRM as a business strategy, CRM
Process, Effective Customer Relation Management through Customer




Knowledge Management; Customer Interaction Management, Call Centre
management in CRM. Customer Centricity in CRM-Concept of Customer
centricity, Customer touch points, Customer Service, Measuring
Customer life time value-. Customer life cycle Management.

M1

Technological Tools for CRM and Implementation :Data Mining for
CRM — Some Relevant Issues ; Changing Patterns of e-CRM Solutions in
the Future; Structuring a Customer Focused IT Organization to Support
CRM: Organizational Framework for Deploying Customer Relationship;
measuring profitability CRM implementation —set by step process.

v CRM in Services :Status of Customer Relationship Management in service
industry in India; Relevance of CRM for Hospital Services: Customer
Relationship Management in Banking and Financial Services; CRM in
Insurance Sector, Supply-Demand Mismatches and their impact on CRM;
The Past, Present and Future of CRM;
e . Practical Total No.
- Gk . ; of lectures
1. Sales role-playing exercises
2. An effective active listening exercise.
3. Store and manage contact data with ease and interact with contacts
(send emails, record phone calls, take notes, log sales activities, and
schedule meetings) 30
4. Report on, forecast, and analyze data.
5. Make a plan of Customer service representatives
6. ldentification and Implementation of best practices for CRM
7. Determine Training technique for different sales team
8. Communication skills training exercises.
9. Develop CRM Strategy
10. “Evaluate competitor customer service” exercise
Part C-Learning Resources
Text Books, Reference Books, Other resources
1. Chaturvedi&Chaturvedi, Customer Relationship Management, Excel Books, New Delhi.
2. H. Peeru and A Sagadevan, Customer Relationship Management, Vikas Publishing House, New Delhi.
3. Paul Greenberge, CRM — Essential Customer Strategies for the 21st Century, Tata McGraw Hill.

4.

William, G. Zikmund, Raymund McLeod Jr.; Faye W. Gilbert, Customer Relationships Management,Wiley.

Suggested equivalent online courses: e-reading:

1

PR

http://business.bt.com/assets/pdfs/CRM-best-practices-adoption-paper.pdf
http://crm.dynamics.com/docs/CRM Investment in a Down Economy FINAL.pdf

http://www.tsgonestop.com/sfdcvssiebel.pdf

https://mmimert.edu.in/images/digital-library/customer-relationship-management.pdf

http:/siput.in/pdf/markiv_crm.pdf
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1. https://hi.wikipedia.org/ wiki/JTg=_ LEEINEEE]
2. https://ncert.nic.in/textbook/pdf/lhbs203.pdf

3. https: //www.hmoob.in /wiki/Customer-relationship management

4. https: //www.taxmann.com /bookstore /bookshop /bookfiles /9789389368031 content.pdf
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