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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Customer relations management / Customer relations management

Ders Kodu / Course Code

BY119B2

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Pre-Bachelor / Pre-Bachelor

Ders Akts Kredi / ECTS 3.00
Haftalik Ders Saati (Kuramsal) / 2.00
Course Hours For Week

(Theoretical)

Haftalik Uygulama Saati / Course 0.00
Hours For Week (Objected)

Haftalik Laboratuar Saati / Course 0.00

Hours For Week (Laboratory)

Dersin Verildigi Yl / Year

1

Ogretim Sistemi / Teaching System

Normal Education / Normal Education

Egitim Dili / Education Language

Turkish / Turkish

On Kosulu Olan Ders(ler) /
Precondition Courses

Yok

None

Amaci / Purpose

Musteri iligkileri yonetimi kavramina hakim, musteri ihtiyac ve gereksinimlerini taniyan,
musteri iliskileri ydnetimi sirecini uygulayan, misteri deger yonetimi ve siniflandirmasini
bilen, misteri kazanma kavramlarini taniyan, miisteri sadakatinde uzmanlagan ve musteri
sikayetleri y6netimini taniyan bireyler yetistirmek.

To train individuals who have mastered the concept of customer relationship
management, recognize customer needs and requirements, implement customer
relationship management process, know customer value management and customer
classification, recognize customer win-keeping concepts, master customer loyalty and
recognize customer complaints management.

igerigi / Content

Musteri iligkileri yonetiminin tanimi ve kapsami, misteri baghhg: ve kalitesi, musteri
iliskilerinin planlanmasi ve uygulanmasi

The definition and scope of customer relationship management, customer loyalty and
quality, planning and implementation of customer relationships,

Onerilen Diger Hususlar / Yok None
Recommended Other

Considerations

Staj Durumu / Internship Status Yok None

Kitabi / Malzemesi / Onerilen
Kaynaklar / Books / Materials /
Recommended Reading

Anadolu Universitesi Miisteri iliskileri Yénetimi Ders Kitabi (2019), Dog.Dr. Hiilya
BAKIRTAS, Prof.Dr. Rasime Ayhan YILMAZ, Dog.Dr. Mijdat OZMEN, Prof.Dr. Giilfidan
BARIS. E-ISBN:978-975-06-3342-3, Eskisehir.

Anadolu University Customer Relationship Management Textbook (2019),
Assoc.Prof.Dr. Hilya BAKIRTAS, Prof.Dr. Rasime Ayhan YILMAZ, Assoc.Prof.Dr.
Mijdat OZMEN, Prof.Dr. Gilfidan BARIS. E-ISBN:978-975-06-3342-3, Eskisehir.

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

Ogr. Gér. Hiiseyin COSKUN

Ogr. Gér. Hiiseyin COSKUN




OGRENME GIKTILARI / LEARNING OUTCOMES

Miisteri iliskileri Y6netimi siireci ve kavramlarina hakim olma. Mastering the Customer Relationship Management process and concepts.

Tuketici davranislarini bilme, musteri tiplerini tanima ve uygun yaklasimlar gelistirebilme Knowing consumer behaviors, knowing customer types and developing appropriate approaches
Misteriyi tutma ve kaybedilen musteriyi kazanma programlarini kavrayabilme Understand customer retention and lost customer acquisition programs

Musteri deger yonetim siirecini tanima Recognizing the customer value management process

Musteri sadakat programlarini tanima Recognizing customer loyalty programs

HAFTALIK DERS iGERIGi / DETAILED COURSE OUTLINE
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Hafta / Week

Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
1 Musteri iligkileri Yénetimi: Tanimi
Customer Relationship Management: Definition
. . gretim Yont .. _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 Miisteri lliskileri Y6netimi: Kapsami, Onemi
Customer Relationship Management: Scope, Priority
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary
Techniques
3 Miisterilerle iletisim ve Boyutlar
Communication and Dimensions with Customers
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
4 Hizmetlerde Misteri Baghihg
Customer Loyalty in Services
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab Ogretim Yontem ve On Hazirlik / Preliminary

Teknikleri/Teaching Methods
Technigues

5 Hizmetlerde Kalite

Quality in Services
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Misteri iligkilerinde Stratejik Yaklasim
Strategic Approach to Customer Relations
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Musteri iligkilerinin Planlanmasi
Customer Relations Planning
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Ara Sinav
Midterm Exam
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 Musteri iligkilerinin Uygulama Siireci
Application Process of Customer Relationships
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Miisteri Iliskilerinin Uygulama Siireci
Implementation Process of Customer Relations
. . gretim Yont .. -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 |Orgiit Killtiiri ve Misteri iliskileri

Organizational Culture and Customer Relations
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 Msteri iliskileri Yonetimi Uygulamalan
Customer Relations Management Applications
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁgll(rlnerils)l'gt:é?]i\rgz Methods On Hazirlik / Preliminary
Technigues
13 Miisteri iligkileri Yénetimi Uygulamalarn
Customer Relations and Solutions
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(l?;ri/s)rgsgiﬁz Methods On Hazirlik / Preliminary
Techniques
14 Msteri iliskilerinde Karsilagilan Sorunlar ve Céziimleri
Problems and Solutions Encountered in Customer Relations
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
15 Genel Degerlendirme

general evaluation

517




DEGERLENDIRME / EVALUATION

. Savi/ Katki Yuzdesi /
Yanyil (Yil) Ii Etkinlikleri / Term (or Year) Learning Activities y Percentage of
Number - A
Contribution (%)
Ara Sinav / Midterm Examination 1 100
Toplam / Total: 1 100
Basar Notuna Katki Yiizdesi / Contribution to Success Grade(%): 40
Savi/ Katki Yuzdesi /
Yanyil (Yil) Sonu Etkinlikleri / End Of Term (or Year) Learning Activities y Percentage of
Number o s
Contribution (%)
Final Sinavi / Final Examination 1 100
Toplam / Total: 1 100
Basari Notuna Katki Yiizdesi / Contribution to Success Grade(%): 60
Etkinliklerinin Basar Notuna Katki Yiizdesi(%) Toplami / Total Percentage of Contribution (%) to Success Grade: 100
Degerlendirme Tipi / Evaluation Type:
iS YUKU / WORKLOADS
Siiresi | Toplam Is Yiikii
. Sayi/ (Saat) / (Saat) / Total
SR Er e e Number | Duration Work Load
(Hours) (Hour)
Ara Sinav / Midterm Examination 1 1.00 1.00
Final Sinavi / Final Examination 1 2.00 2.00
Derse Katilim / Attending Lectures 14 2.00 28.00
Bireysel Calisma / Self Study 14 2.00 28.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 10 1.00 10.00
Final Sinavi igin Bireysel Calisma / Individual Study for Final Examination 10 2.00 20.00
Toplam / Total: 50 10.00 89.00

Dersin AKTS Kredisi = Toplam is Yiikii (Saat) / 30.00 (Saat/AKTS) = 89.00/30.00 = 2.97 ~ / Course ECTS Credit = Total Workload (Hour) / 30.00 (Hour / ECTS) = 89.00 / 30.00 = 2.97 ~
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PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktllan / Program Ciktilari / Program Outcomes
Learning Outcomes 1111211 (212|311 3.12 (321|331 (332 |34.1|342

1.Miisteri iligkileri Yénetimi
sureci ve kavramlarina hakim
olma. / Mastering the Customer 2 2 1 2 2 1 1 1 2 2
Relationship Management
process and concepts.

2.Tuketici davraniglarini bilme,
musteri tiplerini tanima ve
uygun yaklagimlar
gelistirebilme / Knowing 2 2 2 2 3 1 1 1 2 1
consumer behaviors, knowing
customer types and developing
appropriate approaches

3. Musteriyi tutma ve
kaybedilen musteriyi kazanma
programlarini kavrayabilme /
Understand customer retention
and lost customer acquisition
programs

4. Musteri deder yonetim
surecini tanima / Recognizing
the customer value
management process

5. Musteri sadakat
programlarini tanima /
Recognizing customer loyalty
programs

Katki Dlizeyi / Contribution Level : 1-Cok Duisiik / Very low, 2-Diisiik / Low, 3-Orta / Moderate, 4-Yiksek / High, 5-Cok Yiiksek / Very high
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