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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Customer relations management / Customer relations management

Ders Kodu / Course Code

SY310.1B

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Bachelor Degree / Bachelor Degree

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 3

Ogretim Sistemi / Teaching System

Normal Education / Normal Education

Egitim Dili / Education Language

On Kosulu Olan Ders(ler) /
Precondition Courses

Yok

Amaci / Purpose

MIY’nin etkin iliskisel pazarlama agisindan planlama, uygulama ve kontroldeki rolintin
anlasiimasi. Musterinin hayat boyu degderinin hesaplanmasi ve MIY uygulamalarindaki
kullanim alanlarinin agiklanmasi. MiY’nin misterileri elde etme, bilylitme ve sadik hale
getirmek acisindan roliiniin ortaya konmasi. Basarill MiY uygulamalarinda kritik basar
faktorlerinin tanimlanmasi. MiY uygulamalarinda kullanilan mevcut ve gelismekte olan
teknolojilere iliskin agiklamalar yapiimasi.

Understanding the role of CRM in planning, implementing and controlling effective
relational marketing. Calculation of the lifetime value of the customer and explain the
usage areas in CRM applications. Demonstrate the role of CRM in acquiring, growing
and loyal to customers. Identification of critical success factors in successful CRM
applications. Explanation of current and emerging technologies used in CRM
applications.

igerigi / Content

MIY kavraminin strateji, organizasyon ve bilgi teknolojileri temel alinarak agiklanmasi. Ders

MiY’nin pazarlama uygulamalarindaki roliinii ve pazarlama uygulamalari agisindan
6nemini ortaya koymaktadir. Bunun yaninda “mdusteri iligkileri ydnetimi(MIY)”, “musteri
degeri”, “musteri baghligr”, “analitik ve operasyonel CRM” gibi kavramlara iligkin

aciklamalar yapilmaktadir.

Explanation of CRM concept based on strategy, organization and information
technologies. The course demonstrates the role of CRM in marketing practices and its
importance in terms of marketing practices. In addition, explanations are made about
concepts such as “customer relationship management (CRM)”, “customer value”,

n o«

“customer loyalty”, “analytical and operational CRM.

Onerilen Diger Hususlar / YOK NONE
Recommended Other

Considerations

Staj Durumu / Internship Status YOK NONE

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

Customer Relationship Management, Francis Buttle
Musteri lligkileri Yonetimi, Yavuz Odabasi

Customer Relationship Management, Francis Buttle
Musteri lligkileri Yonetimi, Yavuz Odabasi

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

Dr. Ogr. Uyesi Sefa Emre YILMAZEL

Lec. PhD Sefa Emre YILMAZEL




OGRENME GIKTILARI / LEARNING OUTCOMES

Miisteri iligkileri Yénetiminin bir pazarlama stratejisi olarak énemi kavranir. Understanding the importance of Customer Relationship Management as a marketing strategy.
Musteri iligkileri turleri ve stratejileri tanimlanir. Customer relationship types and strategies are defined.

Veritabanina dayali pazarlama uygulamalari incelenir. Database-based marketing practices are examined.

Sadakat programlari incelenir. Loyalty programs are examined.

HAFTALIK DERS ICERIGi / DETAILED COURSE OUTLINE
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Hafta / Week

Ogretim Yontem ve

Teknikleri/Teaching Methods On Hazirlik / Preliminary

Teorik Dersler / Theoretical Uygulama Lab

Techniques

1 Musteri iliskileri yénetimi(MiY)'ne giris

Introduction to customer relationship management (CRM)

Teorik Dersler / Theoretical Uygulama Lab ?g{ﬁ;ﬂ;}ﬁgg&i\éz Methods On Hazirlik / Preliminary

Techniques

2 Misteri iligkilerinin tanimlanmasi

Defining customer relations

Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary

Techniques

3 MIY projelerinin planlamasi ve uygulamasi

Planning and implementation of CRM projects

Teorik Dersler / Theoretical Uygulama Lab ?g&ﬁ;g;:{ﬁg:&ig Methods On Hazirlik / Preliminary

Techniques

4 Musteri verilerinin olusturulmasi, yonetilmesi ve kullanimi

Creation, management and use of customer data

gretim YO "
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁgll(rlnerils)l'gt:é?]i\r’:; Methods On Hazirlik / Preliminary

Technigues

5 Misteri portféyliniin yénetimi

Customer portfolio management
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 MIY ve misteri deneyimi
CRM and customer experience
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Misteri kazanma
Customer acquisition
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Ara Sinav
Midterm
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 Miusteri tutma ve geligtirme stratejileri
Customer retention and development strategies
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 MiY performansinda network yénetimi
Network management in CRM performance
. . gretim Yont .. -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Tedarikci ve ortaklik iligkilerinin yénetimi

Management of supplier and partnership relations
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 Yatinmci ve ¢aligan iligkilerinin yonetimi
Investor and employee relations management
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁgll(rlnerils)l'gt:é?]i\rgz Methods On Hazirlik / Preliminary
Technigues
13 [MIY bilgi teknolojileri
CRM information technology
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(l?;ri/s)rgsgiﬁz Methods On Hazirlik / Preliminary
Techniques
14 MIY bilgi teknolojileri 1l
CRM information technology Il
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
15 MIY Bilgi Teknolojileri Il

CRM information technology Ill
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DEGERLENDIRME / EVALUATION

Katki Yiizdesi /

Yariyil (Yil) igi Etkinlikleri / Term (or Year) Learning Activities Nii)l/tlaér Percentage of
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 Nun¥ber Percentage of

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:
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IS YUKU / WORKLOADS

Siiresi | Toplam Is Yiikii
Son | S | Gaan o
(Hours) (Hour)
Ara Sinav / Midterm Examination 1 1.00 1.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 7 2.00 14.00
Bireysel Calisma / Self Study 10 2.00 20.00
Derse Katilim / Attending Lectures 14 2.00 28.00
Final Sinavi / Final Examination 1 2.00 2.00
Final Sinavi igin Bireysel Calisma / Individual Study for Final Examination 5 2.00 10.00
Soru-Yanit/ Question-Answer 1 1.00 1.00
Soézliu Sinav / Oral Examination 1 1.00 1.00
Takim/Grup Calismasi / Team/Group Work 1 1.00 1.00
41 14.00 78.00

Toplam / Total:

Dersin AKTS Kredisi = Toplam is Yiikii (Saat) / 30.00 (Saat/AKTS) = 78.00/30.00 = 2.60 ~ / Course ECTS Credit = Total Workload (Hour) / 30.00 (Hour / ECTS) = 78.00 / 30.00 = 2.60 ~

718




PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktilari / Program Ciktilar / Program Outcomes
Learning Outcomes 1111112113211 212 (311 (312 (313|314 |321|322 331332341342

1.Miisteri iligkileri Yénetiminin
bir pazarlama stratejisi olarak
6nemi kavranir. /
Understanding the importance 1 2 2 2 2 1 2 1 2 2 1 1 2 2 1
of Customer Relationship
Management as a marketing
strategy.

2.Musteri iliskileri tirleri ve

stratejileri tanimlanir. / 1 2 5 5 5 1 2 1 2 5 1 1 2 2 1
Customer relationship types

and strategies are defined.

3.Veritabanina dayali
pazarlama uygulamalari
incelenir. / Database-based 1 2 2 2 3 1 2 1 2 3 2 1 2 2 1
marketing practices are
examined.

4.Sadakat programlari
incelenir. / Loyalty programs 1 2 2 2 2 1 2 1 2 2 1 1 2 2 1
are examined.

Katki Dlzeyi / Contribution Level : 1-Cok Diistk / Very low, 2-Diistk / Low, 3-Orta / Moderate, 4-Yuksek / High, 5-Cok Yiiksek / Very high
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