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AR FEEHNE T HReEESAA The purpose of this cause is to
MR < B &) > FREESEENWE understand how the business interact
KEBEEMEERSEE > Emi with their customers. The
H N - PERHEBEREERL effectiveness of customer interaction
g TEERIFWEE - WEE - TR can make the customer satisfied and
BRI ETTS » AREERT R loyal, and established life cycle
FEEE | ESORE RS E®TTH:  LUE Objectives  |relationship with the business. The
HIFBEZRREE (CRM) - (A5R12 components of customer relationship
BRAMEEEIFIE > FEBEESE management(CRM) include objective,
RAFERERS) - service, tools, and, service encounter.
The planning and design of these
components will be discussed in our
course.
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¥ 0 2004 FEEEEHM Materials
THIEAE (SRESHENIEEEE) Class Participation & Individual
20% Assignments 20%
BREAE AR |5HEEE 20% Grading Group Project and Presentation 20%
Hih%Z 30% Midterm Exam. 30%
HAZRZE 30% Final Exam. 30%
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R E T B T B E R R R components of CRM development of
g F EERFEERRE BERREE Syllabus CRM development process of CRM
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implementation of CRM case study of
CRM
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