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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Customer Relations Management / Customer Relations Management

Ders Kodu / Course Code

ELJS306

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

On Kosulu Olan Ders(ler) /
Precondition Courses

Amaci / Purpose

Ogrencilerin misteri iliskileri ydnetim siirecini 6grenmelerini saglamak

To ensure that students learn the customer relationship management process

igerigi / Content

Onerilen Diger Hususlar /
Recommended Other
Considerations

Staj Durumu / Internship Status

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

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)




OGRENME GIKTILARI / LEARNING OUTCOMES

Ogrenciler musteri iligkileri yonetiminin pazarlamanin tarihsel gelisimindeki yerini dgrenirler.

Students learn the place of customer relationship management in the historical development of
marketing

Ogrenciler miisteri iliskileri ydnetiminin unsurlarini bilirler

Students know the elements of customer relationship management

Ogrenciler miisteri iliskileri ydnetim siirecinin tiim basamaklarini 6grenirler.

Students learn all the steps of the customer relationship management process.

HAFTALIK DERS iCERIiGi / 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 Tuketici-musteri kavrami Hoca anlatimi
Consumer-customer concept
. . gretim Yont .. _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 Misteri iliskileri yonetiminin gelismesini saglayan etmenler
Factors that enable the improvement of customer relationship
management
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary
Techniques
3 Pazarlamanin tarihsel gelisimi
Historical development of marketing
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Haazirlik / Preliminary
Techniques
4 Pazarlamada 4P-4C
4P-4C in marketing
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab Ogretim Yontem ve On Hazirlik / Preliminary

Teknikleri/Teaching Methods
Technigues

5 Pazarlamada 7P-7C Hoca anlatimi

7P-7C in marketing
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Msteri iligkileri Yénetiminin Unsurlar
Elements of Customer Relationship Management
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Musteri iligkileri Yénetiminde Deger Yaratma Siireci
Value Creation Process in Customer Relationship Management
. . 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 Musteri Tatmini
Customer Satisfaction
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Musteri Sadakati
Customer loyalty
. . gretim Yont .. -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Misteri tatmini saglanmasinda kalitenin 6nemi

The importance of quality in ensuring customer satisfaction
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 Miisteri Degeri Yaratmada Onemli Unsurlar
Important Factors in Creating Customer Value
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁ;LT;ri/%Zt:g;li\éz Methods On Hazirlik / Preliminary
Technigues
13 |Musteri iligkileri Yénetiminde iletisim
Communication in Customer Relationship Management
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlrt\eri/s)l'r;sgiﬁge; Methods On Hazirlik / Preliminary
Techniques
14 Misteri Sikayet Yonetimi

Customer Complaint Management
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DEGERLENDIRME / EVALUATION

. Savi/ Katki Yuzdesi /
Yanyil (Yil) Ii Etkinlikleri / Term (or Year) Learning Activities Nun}llber 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 Nurr¥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:
iS YUKU / WORKLOADS
Siiresi | Toplam Is Yiikii
. Sayi/ (Saat) / (Saat) / Total
SR Er e e Number | Duration Work Load
(Hours) (Hour)
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 10 5.00 50.00
Final Sinavi igiin Bireysel Calisma / Individual Study for Final Examination 20 2.00 40.00
Okuma / Reading 5 5.00 25.00
Tartisma / Discussion 7 3.00 21.00
Toplam / Total: 42 15.00 136.00

Dersin AKTS Kredisi = Toplam Is Yiikii (Saat) / 25.00 (Saat/AKTS) = 136.00/25.00 = 5.44 ~ / Course ECTS Credit = Total Workload (Hour) / 25.00 (Hour / ECTS) = 136.00 / 25.00 = 5.44 ~
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PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktilari / Program Ciktilari / Program Outcomes
Hzailifg QUERES 111112113 [ 114 [ 115 [ 116 [ 1.1.7 | 1.1.8 | 1.1.9 [1.1.10[1.1.11 1.1.12

1.0grenciler misteri iligkileri
yOnetiminin pazarlamanin
tarihsel gelisimindeki yerini
ogrenirler. / Students learn the 4
place of customer relationship
management in the historical
development of

marketing

2.0grenciler miisteri iligkileri
yoénetiminin unsurlarini bilirler /
Students know the elements of 3
customer relationship
management

3.0grenciler misteri iligkileri
yonetim slirecinin tim
basamaklarini 6grenirler. / 9
Students learn all the steps of
the customer relationship
management process.

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

717




