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1. DOWNLOAD EBOOK WITH NOTESCHAPER WISE

PREVIEW OF CHAPTERS SYLLABUS
Customer Relationship Management

Unit - |

CRM concepts - Acquiring customers, - Customer loyalty and optimizing customer
relationships - CRM defined - successfactors, the threelevels of Service/ Sales
Profiling -Service Level Agreements (SLAS), creating and managing effective SLAs.
Unit - 11

CRM in Marketing - One-to-one Relationship Marketing - Cross Selling & Up
Selling - Customer Retention, Behaviour Prediction - Customer Profitability &
Value Modeling, - Channel Optimization - Event-based marketing. - CRM and
Customer Service- The Call Centre, Call Scripting - Customer Satisfaction

M easur ement.

Unit - 111

Sales For ce Automation - Sales Process, Activity, Contact- L ead and Knowledge
Management - Field For ce Automation. - CRM linksin e-Business - E-Commer ce
and Customer Relationshipson the Internet - Enterprise Resour ce Planning (ERP),
- Supply Chain Management (SCM), - Supplier Relationship Management (SRM), -
Partner relationship Management (PRM).

Unit - 1V

Analytical CRM - Managing and sharing customer data - Customer

information databases - Ethics and legalities of data use - Data War ehousing and
Data Mining concepts - Data analysis- Market Basket Analysis (MBA), Click
stream Analysis, Personalization and Collabor ative Filtering.

Unit -V

CRM Implementation - Defining success factors - Preparing a business plan
requirements, justification and processes. - Choosing CRM tools - Defining
functionalities - Homegr own ver sus out-sour ced approaches - M anaging customer
relationships - conflict, complacency, Resetting the CRM strategy. Selling CRM
internally - CRM development Team - Scoping and prioritizing - Development and
delivery - Measurement.

Details



1. Pdf book chapter wise

2. Detail chapter wise quality notes
3. Ready to print

4. Download in few hrsor 24 hrs

5. Huge sdling


http://www.tcpdf.org

