	Course Title
	Customer Relationship Management

	Lecturer
	dr Anetta Pukas

	Level
	bachelor

	Length
	30 / L: 15, W: 15

	Type
	major course 

	Form
	lecture and workshop 

	Content
	1. Customer Relationship Management. Introduction. From mass marketing to “one-to-one” marketing.

	
	2. The key principles of relationship marketing as a  new approach to company’s competitive advantage.

	
	3. The concept of customer value. The concept and goals of Customer Relationship Management.

	
	4. The Customer Relationship Management value chain.  The stages and conditions of the CRM value chain.

	
	5. Types of CRM: strategic, operational and analytical. The value creation process.

	
	6. The nature of CRM segmentation. B2B and B2C matrix as a tool for customer categorization.

	
	7. Analytics for CRM strategy and tactics. Deploying IT to maximize the value of information.

	
	8. The evaluation of customer value. The CRM measures: RFM, CLV, NPS, CSI. Case study.

	
	9. CRM strategy development. The benefits of CRM orientation. Key account management.

	
	10. The CRM software applications. CRM architecture. Building a customer database.

	
	11. The value for customers. The another perspective of CRM.

	
	12. Customer satisfaction and loyalty and business performance.

	
	13. Loyalty programs – planning and implementing. Case study.

	
	14. Deployment of operational and analytical outputs to improve marketing decision and customer relationship.

	
	15. Efficient CRM implementation – examples of best practices on the market.

	
	16. The future of CRM – using CRM in territorial marketing and non for profit organizations.

	Prerequisites
	· English language proficiency

· completing courses “principles of management” and “principles of marketing”

	Learning outcomes
	Knowledge: Student has the knowledge of the concept and tools of customer relationship management.

	
	Skills: Student has the ability to identify key customer category and to assess its value.

	
	Competences: Student is prepared for communication and information exchange in  decision-making teams.

	Selected literature
	1. Buttle F., Maklan S., Customer Relationship Management: Concepts and Technologies, Routledge, 2015 

	
	2. Kumar V., Reinartz W., Customer Relationship Management. Concept, Strategy, and Tools, Springer, 2012

	
	3. Payne A., Handbook of CRM. Achieving Excellence in Customer Management, BH, 2005

	
	4. Kumar V.,  Customer Relationship Management: A Databased Approach,  Wiley India Pvt. Limited, 2009

	Teaching tools
	lecture, case studies, group discussions

	Form of examination
	individual project work and written test 


