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AR FEEHNE T HReEESAA The purpose of this cause is to
BHRR% Z HE) > STREBEBEENRE understand how the business interact
BUEERIE FET B A A B EE - TR with their customers. The
HAZEIER] - SEREBEZHNE effectiveness of customer interaction
B FEARFEE - WE - 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,
A FEEBEERET]) - service, tools, and, service encounter.
The planning and design of these
components will be discussed in our
course.
TRIXHR(ER96) > BRERRIREE - = Shyu, Maw-Liann(2007), Customer
Bt B > St 2 EREE - Teaching Relationship Management, 3rd ed,
CRM#ER6%= Materials OpenTech (in Chinese)
6 CRM Literatures
R ETEN30% > Discussion topics: 30%,
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components of customer relationship
management(CRM) include objective,
service, tools, and, service encounter.
The planning and design of these
components eill be discussed in our
course.
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