9820000 UL

godd

gooo gooooon oooo/s00 1692 / IMM3049
gooo gooooo o0 /00 gooob4din
gooo ERERN goon EEN
ooo/000 oo /3 ooo/0000 (00O
ooog /00 ()4 /B201 ()56 /B201 (DOOOO g

gooo

AD00OO0O0OO@OD)O0OO00O O

00O0@)oo0oo0oo0o0oooon

1000000000000 O

2000000000000 O

3.000000000000 O

40000e000000 O

B.OODOODM@OD)ODOOD0OODO

1.000000 00 know how

2000000000000
3.0000000000000000000000000000
c.00000o@Oon)ooooooono

O

1.000000000000000000

(Wooooo

O0000000000000000000000000000

@OOoooood
2.000000@0000000000)00000000000@CO0000)d O
3.0000(@000000000)000000000000000000000000 0
4.000@00000000000000)0

oooooO
1.0000000000000000000000(AL0A20A30C10C2)0
2.00000000000000000000000(ALDA20A30A40B10C10C3)0
3.00000000000000000000000000000000000000000(ALDA2
0 A30 A40 B1O C10 €20 C3)O

gooo

1. The Nature of Customer Relationship Management[]

2. Understanding Customer Differencest]

3. Information Technology and Collecting Customer Datal]
4. The CRM Data Warehouse[

5. Customer Loyalty[]

pagel



6. Customer Retention Strategies(]

oood

7. Winback and Acquisition Strategies(]

8. Sales Force Automation and Automated Customer Service Centers[]

9. The Basics of Data Mining, Online Analytical Processing, and Information Presentation]
10. Measuring Customer Satisfaction and Loyalty[

11. Issues for Implementing CRM Systems[]
12.0000000000BMCOCRMODDOCRMOOOOO

13.0000000 0

oood

guoooooood

guooobbgoogoooood

godd

~
poorusvsEOeEOOCl ]
ppow.......@@}. .. |

O00@COo0000o0ob0oobooooboooooooboon)

gooooo

OOoo0d00ob0ob0obo@Eobobooboooooooboboboboboooboon)

gooboboobbododd

niafuln 0000 (%)

oo joooo 00 |00 00 00 00 |

The Nature of Customer Relationship Management
Understanding Customer Differences
Understanding Customer Differences

Information Technology and Collecting Customer Data
The CRM Data Warehouse

The CRM Data Warehouse

Customer Loyalty

Customer Loyalty

000

Customer Retention Strategies

11 Winback and Acquisition Strategies

© 00 N O O & W DN -

(SN
o

page2



12
13

14

15

16

17
18

Winback and Acquisition Strategies

Sales Force Automation and Automated Customer Service
Centers

The Basics of Data Mining, Online Analytical Processing, and
Information Presentation

The Basics of Data Mining, Online Analytical Processing, and
Information Presentation

Measuring Customer Satisfaction and Loyalty

Measuring Customer Satisfaction and Loyalty

Issues for Implementing CRM Systems

100

page3



