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Name of the Program: Bachelor of Commerce (B.Com.) 
Course Code: COM-M 2 (DSE) 

Name of the Course: Customer Relationship Management 
Course Credits No. of Hours per Week Total No. of Teaching Hours 

3 Credits 3 Hrs 45 Hrs 

Pedagogy: Classrooms lecture, Case studies, Tutorial Classes, Group discussion, Seminar & field 
work etc., 
Course Outcomes: On successful completion of the course, the students will be able to 

a) To be aware of the nuances of customer relationship. 
b) To analyze the CRM link with the other aspects of marketing. 
c)  To impart the basic knowledge of the Role of CRM in increasing the sales of the 

company. 
d) To make the students aware of the different CRM models in service industry. 
e) To make the students aware and analyze the different issues in CRM 

Syllabus: Hours 
Module No. 1: Evolution of Customer Relationship 10 
Introduction - CRM- Definition, Emergence of CRM Practice, Factors responsible for CRM 
growth, CRM process, framework of CRM, Benefits of CRM, Types of CRM, Scope of CRM, 
Customer Profitability, Features Trends in CRM , CRM and Cost-Benefit 
Analysis, CRM and Relationship Marketing. 
Module No. 2: CRM Concepts 10 

Introduction - Customer Value, Customer Expectation, Customer Satisfaction, Customer 
Centricity, Customer Acquisition, Customer Retention, Customer Loyalty, Customer Lifetime 
Value. Customer Experience Management, Customer Profitability, Enterprise Marketing 
Management, Customer Satisfaction Measurements, Web based Customer Support. 

Module No. 3: Planning for CRM 08 
Introduction -Steps in Planning-Building Customer Centricity, Setting CRM Objectives, Defining 
Data Requirements, Planning Desired Outputs, Relevant issues while planning the Outputs,
Elements of CRM plan, CRM Strategy: The Strategy Development Process, Customer Strategy 
Grid. 
Module No. 4: CRM and Marketing Strategy 07 
Introduction - CRM Marketing Initiatives, Sales Force Automation, Campaign Management, Call 
Centres. Practice of CRM: CRM in Consumer Markets, CRM in Services Sector, CRM in Mass 
Markets, CRM in Manufacturing Sector. 
Module No. 5: CRM Planning and Implementation 10 
Introduction - Issues and Problems in implementing CRM, Information Technology tools 
in CRM, Challenges of CRM Implementation. CRM Implementation Roadmap, Road Map (RM) 
Performance: Measuring CRM performance, CRM Metrics. 
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Skill Development Activities: 
1. Visit any bank, identify and note customer relationship management by banker. 
2. Conduct online survey on customer satisfaction of insurance products ofany 

company. 
3. Visit any telecommunication retail service outlet, discuss CRM related aspects with 

CRM manager. 
4. Discuss from any five call centre employees on how their work helps to maintain 

customer relationship. 
5. Prepare report how technology impacts on CRM. 
6. Any other activities, which are relevant to the course.

   Books for Reference: 
1. Francis Buttle, Stan Maklan, Customer Relationship Management: Concepts 

and Technologies, 3rd edition, Routledge Publishers, 2015 
2. Kumar, V., Reinartz, Werner Customer Relationship Management 

Concept, Strategy and Tools, 1st edition, Springer Texts, 2014. 
3.  

Concepts, Tools and 
 

4.  Dilip Soman & Sara N-
2014, Cambridge. 

5.  
2008, PHI. 

6.  Ken Burnett, the Ha
2010, PearsonEducation. 

7. - An 
 

Excel Books, 2nd edition 
Note: Latest edition of text books may be used. 

 
 


