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Nowadays, in the business world, the customer has been company’s strategic
resource, so it is very important for the company’s successful business to get valuable
new customers, maintain old customers and develop the long term, profitable
relationship with the customers. This course researches on the whole process and
disciplines of that how the company knows and develops the customer demands,
defines valuable customer, interacts with its customers, supplies value for itg
customers based on customer-orientation and CRM technologic system in order to
satisfy its customers and develop loyal customers. This course will introduce and
analyze the whole process, basic theory, analysis tools and methods of Customer

Relationship Management under the environment of (mobile) internet, big data . Al

R . . . L
. and social media, as well as consumption upgrade for customers. It mainly includes the
(]()ifrzi;tio following contents: the core concepts and kinds of ideas of CRM: customer
satisfaction and management, customer loyalty and management, customer’s value and
" management; CRM technology system and its implementation; the data (big data) and
its management and the tactics of CRM, and social CRM. It is a scientific, artistic and
strongly practical course.
Course Purpose & Objectives
Through the teaching of this course, the teacher expects to help students grasp the
basic theory and method of CRM, understand the latest trend of CRM, and analyze and
solve practical marketing problems adroitly with these theories and methods. It is also
the objective of this course to foster their CRM’s consciousness and kinds of ideas tq
create value for customers, strengthen their capacity of linking theory with practice ag
well as keeping on exploring and innovating.
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