
 

M. Com. Part I (Semester II) 

Group H (Advanced Marketing) - Special Paper III 

Subject: Customer Relationship Management & Retailing Course Code -: 117-II 

 
Objectives of the course 

1 To understand the importance of CRM 

2 To make students aware of the latest development in CRM 

3 To get students acquainted about eCRM and its tools 

4. To help students understand various issues related with CRM implementation 

 
Depth of the program – Detail Knowledge 

Objective of the Program 

a. To equip and train Post Graduate students to accept the challenges in the field of marketing by providing 

opportunities to study and analyze advanced marketing techniques. 

b. To develop students’ independent logical thinking and facilitate personality development. 

c. To prepare the students for seeking suitable careers in the field of marketing. 

d. To impart the knowledge about how to collect the data and interpret it. 

e. To develop among students Communication and Analytical skills 



 

Unit 

No 

Unit Title Contents Purpose Skills to be developed 

01 Emerging 

CRM 

Introduction: Evolution of Relationship as a Marketing tool, Emergence of 

CRM Practice/ Factors responsible for the growth of CRM. 

CRM Cycle, Importance of CRM 

Emerging CRM 

Introduction, Customer Development Process, customer Retention, 

Customer Retention Management, Reasons for Customer Switching and 

Strategies for Retention, Importance of customer retention, 

Customer Recall Management, Customer Recall Strategies 

CRM a Cost benefit analysis. 

To identify CRM factors which are responsible for the 

growth of CRM and also emerging trends in CRM 

02 CRM and I.T eCRMan I.T Tool, e CRM in Business, Features of e- CRM, Technologies 

of E CRM, Important CRM Softwares—Oracle, Clarify, People Soft and 

My Sap CRM. Applications of e CRM, 

To enable the students about eCRM and IT 

03 Latest 

Development 

in CRM 

Changing Roles of CRM , Customer Experience Management, Customer 

Profitability, Customer Classification based on Profitability, Customer 

Profitability as a strategic Management Tool, Customer Profitability and 

company Value, Customer Experience Management and Customer 

Profitability Management, Customer Lifetime Value 

To get familiar withthe latest development in CRM 

04 CRM 

Implementation 

Issues & People 

factor 

CRM Implementation Issues : 

Challenges of CRM Implementation, Essentials of CRM Principle, 

Customer Satisfaction, Importance of Customer Satisfaction, Customer 

Expectation, Customer Perception. 

People factor in CRM— 

Customer Centric Organisational Structure, Employee Organisation 

Relationship, Employee Customer Orientation 

To get acquainted about CRM implementation issues. 
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