2023 - 2024 / EYON314 - Customer Relations Management / Customer Relations Management

GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Customer Relations Management / Customer Relations Management

Ders Kodu / Course Code

EYON314

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Bachelor / Bachelor

Ders Akts Kredi / ECTS 5.00
Haftalik Ders Saati (Kuramsal) / 3.00
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

Daytime Class / Daytime Class

Egitim Dili / Education Language

Turkish / Turkish

On Kosulu Olan Ders(ler) /
Precondition Courses

Bulunmamaktadir.

None.

Amaci / Purpose

Ogrencinin, isletmenin hedef ve stratejilerine gére misteriler ile iletisim kurabilmesini ve
musterilerin 6zelliklerine gore siniflandinimasina yardimci olabilmesini, online aligveris
sisteminin 6zelliklerine gore online tiiketici davraniglarini, musterilerin satin alma yéntem
ve sikliklarina gére geleneksel tiiketici davraniglarini yorumlayabilmesini saglamak.
Randevu alma ve verme kurallarina gére randevu diizenleyebilmesini ve izleyebilmesini,
agirlama tekniklerine gére musteriyi agirlayabilmesini, musteriyi elde tutma ve yeni musteri
elde etme stratejilerine gore miusteri degeri olusturma ve miisteri memnuniyeti dlgme
tekniklerine gére misteri memnuniyeti 6lgimu konularinda yardimci olmayi saglamaktir.

To enable the student to communicate with customers according to the goals and
strategies of the company and to help classify customers according to their
characteristics, to interpret online consumer behavior according to the characteristics
of the online shopping system, traditional consumer behavior according to the
purchasing methods and frequencies of customers. To ensure that it can arrange and
track appointments according to the rules of appointment and appointment making, to
accommodate customers according to hospitality techniques, to assist in customer
value creation according to customer retention and new customer acquisition
strategies, and customer satisfaction measurement according to customer satisfaction
measurement techniques.

igerigi / Content

Msteri ve tiiketici kavramlari, miisteri iligkileri yonetimi (MiY) kavrami, MiY
organizasyonu, MiY stratejileri ve gesitleri , MiY in tarihsel gelisimi, MiY programlan ve bu
programlarin nasil/hangi sartlarda uygulanmasi gerektigiyle ilgili konulara yer
verilmektedir.

The concepts of customer and consumer, customer relationship management (CRM),
CRM organization, CRM strategies and types, historical development of CRM, CRM
programs and how/under what conditions these programs should be implemented are
covered.

Onerilen Diger Hususlar / Bulunmamaktadir. None.
Recommended Other

Considerations

Staj Durumu / Internship Status Bulunmamaktadir. None.




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

- Ogretim elemaninin hazirlayacag Misteri iliskileri Yonetimi igerikleri

- Musteri lligkileri Yénetimi - Kavramlar, Modeller, Stratejiler ve Teknolojiler, Prof. Dr.

Hulya Bakirtas, Ekin Basim Yayin, 2. Baski, Aralik 2021.

- Satista ve Pazarlamada Misteri iliskileri Yénetimi (CRM), Prof. Dr. Yavuz Odabasi,

AURA KITAPLARI, 9. Baski, 2015.

- Customer Relationship Management contents to be prepared by the instructor

- Msteri lligkileri Yonetimi - Kavramlar, Modeller, Stratejiler ve Teknolojiler, Prof. Dr.
Hilya Bakirtag, Ekin Basim Yayin, 2. Baski, Aralik 2021.

- Satista ve Pazarlamada Misteri iliskileri Yénetimi (CRM), Prof. Dr. Yavuz Odabasi,
AURA KITAPLARI, 9. Baski, 2015.

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

Dr. Ogr. Uyesi Ahmet AYDIN

OGRENME GIKTILARI / LEARNING OUTCOMES

Bu dersi alan égrenciler; miisteri ve tiiketici kavramlar, misteri iligkileri yénetimi nedir, MiY
organizasyonu, MiY stratejileri ve MiY cesitleri, MiY in tarihsel gelisimi ve MiY programlari, bu
programlarin nasil ve hangi sartlarda uygulanmasi gerektigi ile ilgili kavramlar hakkinda yeterli
diizeyde bilgi sahibi olmaktadir.

HAFTALIK DERS ICERIGi / 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 Miisteri ve Tiiketici Nedir-Farklar, Miisteri iliskileri: Tanim ve lliskilere
Dair
What is Customer and Consumer-Differences, Customer Relations:
About Definition and Relationships
. . gretim Yont N _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 Misteri iligkileri Yénetiminin Onemi, Tiirleri ve Unsurlar
The Importance, Types and Elements of Customer Relationship
Management
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary
Techniques
3 Miisteri iligkileri Yénetiminin Temel Unsurlan ve Tirleri
Communication and Customer Relationship Management
(Communication Concept, Types and Verbal Communication)
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
4 iletisim ve Musteri iliskileri Yonetimi (Yazil iletisim, Sézsiiz iletisim ve
Etkili Dinleme)
Communication and Customer Relationship Management (Written
Communication, Nonverbal Communication and Effective Listening)
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab Ogretim Yontem ve On Hazirlik / Preliminary

Teknikleri/Teaching Methods
Technigues

5 Miisteri iligkileri Yénetiminde Hizmet Kalitesi Modeli (Bosluk Modeli)

Service Quality Model in Customer Relationship Management (Gap
Model)
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
Msteri iliskileri Yonetiminde Hizmetlerde Miisteri Baghhgi ve Miisteri
6 Tatmini
atmini
Customer Loyalty and Customer Satisfaction in Services in Customer
Relationship Management
Teorik Dersler / Theoretical Uygulama Lab ?g{ﬁ;;{g:{ﬁg:ggi\;z Methods On Hazirlik / Preliminary
Technigues
7 Genel Degerlendirme ve vizeye hazirlik
General Evaluation and visa preparation
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Ara sinav / Vize
Midterm / Visa
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 Musteri iligkilerinde Stratejik Yaklagim
Strategic Approach in Customer Relations
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Miisteri lliskilerinin Planlamasi ve Uygulama Siireci
Customer Relationship Planning and Implementation Process
. . 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 Musteri iligkileri Yonetimi Uygulamalan (Pazarlama Kampanyalari)
Customer Relationship Management Applications (Marketing
Campaigns)
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁgll(rlnerils)l'gt:é?]i\rgz Methods On Hazirlik / Preliminary
Technigues
13 Miisteri iligkileri Yénetimi Uygulamalar (Sadakat Programlar)
Customer Relationship Management Applications (Loyalty Programs)
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(l?;ri/s)rgsgiﬁz Methods On Hazirlik / Preliminary
] ] Techniques
Misteri lliskileri Yonetimi Uygulamalari (Misteri lligkilerinde Satis
14 Oncesi, Esnasi ve
Sonrasi Yasanabilecek Sorunlar, Sikayet Yénetimi)
Customer Relationship Management Practices (Pre-Sales, In-Sales
and Customer Relationships)
Problems to be Experienced After, Complaint Management)
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
15 Final Sinavi

Final Examination
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DEGERLENDIRME / EVALUATION

Katki Yiizdesi /

Yariyil (Yil) igi Etkinlikleri / Term (or Year) Learning Activities ] Percentage of
Number - A
Contribution (%)

Ara Sinav / Midterm Examination 1 70
Proje Hazirlama / Project Preparation 1 30
Toplam / Total: 2 100
Basari Notuna Katki Yiizdesi / Contribution to Success Grade(%): 40

Savi/ Katki Yuzdesi /

Yanyil (Yil) Sonu Etkinlikleri / End Of Term (or Year) Learning Activities Nurr¥ber Percentage of

Contribution (%)

Final Sinavi / Final Examination 1 100
Toplam / Total: 1 100
Basari Notuna Katki Y{izdesi / Contribution to Success Grade(%): 60

Etkinliklerinin Basari Notuna Katki Ylizdesi(%) Toplami / Total Percentage of Contribution (%) to Success Grade: 100

Degerlendirme Tipi / Evaluation Type:
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IS YUKU / WORKLOADS

Siiresi | Toplam Is Yiikii
- Sayi/ (Saat) / (Saat) / Total

S e et eEes Number | Duration Work Load

(Hours) (Hour)
Ara Sinav / Midterm Examination 1 1.00 1.00
Butlinleme Sinavi / Makeup Examination 1 35.00 35.00
Derse Katilim / Attending Lectures 3 9.00 27.00
Final Sinavi / Final Examination 1 1.00 1.00
Proje Hazirlama / Project Preparation 1 15.00 15.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 1 20.00 20.00
Final Sinavi igiin Bireysel Calisma / Individual Study for Final Examination 1 30.00 30.00

9 111.00 129.00

Toplam / Total:

Dersin AKTS Kredisi = Toplam g Yiikii (Saat) / 25.00 (Saat/AKTS) = 129.00/25.00 = 5.16 ~ / Course ECTS Credit = Total Workload (Hour) / 25.00 (Hour / ECTS) = 129.00 / 25.00 = 5.16 ~

PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktilari /

Program Ciktilar / Program Outcomes

Learning Outcomes

1.1.2

1.1.3

1.1.4

1.1.5

1.1.6

1.1.7

1.1.8

1.1.9 {1.1.10(1.1.11|1.1.12|1.1.13

1.1.14

1.1.15

1.Bu dersi alan 6grenciler;
musteri ve tuketici kavramlari,
musteri iligkileri ydnetimi nedir,
MIY organizasyonu, MiY
stratejileri ve MIY gesitleri, MiY
in tarihsel gelisimi ve MiY
programlari, bu programlarin
nasil ve hangi sartlarda
uygulanmasi gerektigi ile ilgili
kavramlar hakkinda yeterli
dizeyde bilgi sahibi
olmaktadir. /

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