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Introduction

1.Makes the student to understand the maximization customer valueand does have concentrates systematically the

focal point on the essential customer body,accumlates individual exclusive knowledge,and full utilization.�

2.Provides complete and rich experience,enables the reader to appraise the customer value effectively reasonably,the

strengthened enterprise profit.�

3.Makes the reader to understand that CRM to importance of the modern enterprise management,how is familiar

maintains the good customer to relate,has the customer value,then ｃｒｅａｔｅion enterprise competitive and

benefit.

Outline

ch1 Customer relationship Management introduction�

ch2 Customer relationship Management Strategy Management�

ch3 Customer relationship Management of flow and key step�

ch4 Customer relationship Management system of establishment�

ch5 CRM the core subject and ERP/SCM and BI of apply the conformity�

ch6 Consomer behavior�

ch7 Marketing of the customer relationship�

ch8 Network Marketing,Electronic Businesses and customer relationship management�

ch9 Movement Businesses and customer relationship management�

ch10 Data warehouse and customer relationship management�

ch11 Data mining and customer relationship management�

ch12Customer satisfaction,service quality and self-service technologies�

ch13Brand and customer relationship management�

ch14Customer complain and customer loyalty management�

ch15Customer life cycle and customer value management

Prerequisite

Marketing Management
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