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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Customer Relations Management / Customer Relations Management

Ders Kodu / Course Code

EBUS334

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Bachelor / Bachelor

Ders Akts Kredi / ECTS 6.00
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

English / English

On Kosulu Olan Ders(ler) /
Precondition Courses

Bu ders icin 6nceden temel igsletmecilik ve temel pazarlama derslerinden en az birinin
alinmasi onerilir.

It is recommended to have previously taken at least one introductory business
management or basic marketing course before enrolling in this course.

Amaci / Purpose

Bu ders, 6grencilerin pazarlama prensiplerini ve pazarlamanin evrimini anlamalarina
yardimei olmayi hedeflerken tiiketici odakli yaklasimlarn vurgular. Ogrenciler, Miisteri
iligkileri Yénetimi (CRM) temel bilegenlerini 6grenirken miisteri iligkilerini kurma ve
surdurme stratejilerindeki stratejik dnemlerini anlarlar. Ayrica, ders, 6grencilerin stratejik
pazarlama doénisumlerini uygulama yeteneklerini gelistirmeyi ve farkli is baglamlarinda
CRM uygulamalari igin teknolojiyi etkili bir sekilde kullanmalarini amaclar. Vaka calismalari
ve pratik uygulamalar araciligiyla, 6grenciler gergek diinya senaryolarinda CRM
stratejilerini 6nerme ve degerlendirme becerilerini gelistirirler.

This course aims to help students understand marketing principles and the evolution
of marketing while emphasizing consumer-centric approaches. Students will learn the
fundamental components of Customer Relationship Management (CRM) and
understand their strategic importance in building and sustaining customer
relationships. Additionally, the course aims to develop students' ability to apply
strategic marketing transformations and use technology effectively for CRM
applications in different business contexts. Through case studies and practical
exercises, students will enhance their skills in proposing and evaluating CRM
strategies in real-world scenarios.

igerigi / Content

Ders icerigi, yonlendirme ve mifredat genel bakisi ile baslayan bir tanitim ve tartisma
bdéliminu igerir. Bu bdlimi, isletmelerde pazarlamanin rolund vurgulayarak ve tiketici
odakl pazarlama yaklasimlarini ele alarak, pazarlama ve CRM kavramlarina yonelik bir
giris izler. Temel pazarlama siirecinin yani sira, Maslow'un ihtiyaclar Hiyerarsisi'ne dayali
olarak tliketici ihtiyaclarini anlama ve pazarlamayi 4C gergevesine dénistirme konularina
odaklanir; burada musteri degeri, maliyet, kolaylik ve iletisim 6n plandadir. CRM'in temel
bilesenleri ve baglami yani sira demografik, psikografik ve davranigsal segmentasyonlari
kullanarak muisteri segmentasyonu ve hedefleme de ele alinir. Ders ayrica, kolaylik
Uranleri, aligveris Urlinleri ve 6zel Uriinler icin CRM stratejilerini iceren urin tirleri ile Griin
yasam donglisi ve misteri Omir boyu degeri stratejilerini de kapsar. Ayrica, CRM
uygulamalari, araclan ve teknolojinin misteri iligkileri ydnetimindeki roli de incelenir.

The course content includes an introduction and discussion covering the orientation
and syllabus overview, followed by an exploration of marketing and CRM concepts,
emphasizing the role of marketing in businesses and consumer-centric marketing
approaches. It delves into the basics of the marketing process, understanding
consumer needs based on Maslow’s Hierarchy of Needs, and the transformation of
marketing to the 4C framework focusing on customer value, cost, convenience, and
communication. The key components and context of CRM are discussed, along with
customer segmentation and targeting using demographic, psychographic, and
behavioral segmentation. The course also covers product types and CRM strategies
for convenience goods, shopping products, and specialty products, as well as the
product life cycle and customer lifetime value strategies. Additionally, it examines
CRM applications, tools, and the role of technology in customer relationship
management.




Onerilen Diger Hususlar /
Recommended Other
Considerations

Bu ders icin 6nceden temel isletmecilik ve temel pazarlama derslerinden en az birinin
alinmasi onerilir

It is recommended to have previously taken at least one introductory business
management or basic marketing course before enrolling in this course.

Staj Durumu / Internship Status

Yoktur

None

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

Ogretim Uyesi Karma PDF Ders Notlari

Managing Customer Experience and relationship, Daon Peppers and Martha Rogers,
Ph.D,John Wiley & Sons, Inc., Hoboken, New Jersey.,2017

Buttle, Francis. (2009). Customer Relationship Management, Elsevier Publishing

* Odabasl, Y. (2015). Misteri iliskileri Yoéetimi-CRM, Aura, is Diinyasi Dizisi

Kotler, P. and K. L. Keller (2006). Marketing Management 12e, Pearson. Prentice Hall.

Marketing Magazines - (MediaCat, Digital Age, Advertising Age, Harvard Business
Review)

Lecturer PDF Notes

Managing Customer Experience and relationship, Daon Peppers and Martha Rogers,
Ph.D,John Wiley & Sons, Inc., Hoboken, New Jersey.,2017

Buttle, Francis. (2009). Customer Relationship Management, Elsevier Publishing

* Odabasl, Y. (2015). Misteri iliskileri Yetimi-CRM, Aura, is Diinyasi Dizisi

Kotler, P. and K. L. Keller (2006). Marketing Management 12e, Pearson. Prentice Hall.
Marketing Magazines - (MediaCat, Digital Age, Advertising Age, Harvard Business
Review)

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

Dr. Ogr. Uyesi Begiim Maral

Dr. Ogr. Uyesi Begiim Maral

OGRENME GIKTILARI / LEARNING OUTCOMES

1 Ogrencilerin, pazarlama prensiplerini anlamalan ve tiilketici merkezli yaklasimlar vurgulamalari

hedeflenmektedir.

The course aims for students to understand marketing principles and emphasize consumer-centric
approaches.

2 Miisteri iligkileri Yonetimi (CRM) temel bilesenlerini 6grenip, miisteri iliskilerini stratejik olarak insa
etme ve siirdirme becerileri kazanmalarn hedeflenmektedir.

It aims for students to learn the fundamental components of Customer Relationship Management
(CRM) and gain skills in strategically building and sustaining customer relationships.

3 Stratejik pazarlama doniigsiimlerini uygulama ve CRM uygulamalarinda teknolojiyi etkili bir sekilde
kullanma yeteneklerini gelistirmeleri hedeflenmektedir.

It aims for students to develop the ability to apply strategic marketing transformations and use
technology effectively for CRM applications.

4 Gercek dunya senaryolarinda CRM stratejilerini 5nerme ve degerlendirme becerilerini gelistirmeleri

hedeflenmektedir.

It aims for students to enhance their skills in proposing and evaluating CRM strategies in real-world
scenarios.

HAFTALIK DERS iGCERIGi / 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 Eerse C_iiri§ ve Misteri iliskilerini anlama,Oryantasyon Ve Ders Tanim PDF-Ders anlatim Crm Temelleri
ormu inceleme
Introduction and Discussion about Customer Relationship,Orientation PDF-LECTURE Basics of CRM
and Syllabus Overview
. . Ogretim Y6ntem ve x -
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
ilgili Konu ile ilgili yiklenen PDF
2 Introduction to Marketing and CRM Concept PDF-Ders anlatim notu veya llgili Konunun Kitap
Bolimi
Uploaded PDF notes related to
Pazarlama ve CRM Kavramina Giris PDF-LECTURE the relevant topic or the relevant
chapter of the book
Teorik Dersler / Theoretical Uygulama Lab ?g;ﬁiﬁ:ﬁgtsgig Methods On Hazirlik / Preliminary
Techniques
ilgili Konu ile ilgili yiiklenen PDF
3 Pazarlama: Pazarlama ve Pazarlama Surecinin Tanimlanmasi PDF-Ders anlatim notu veya llgili Konunun Kitap
Bolimii
Uploaded PDF notes related to
Marketing: Defining Marketing and the Marketing Process PDF-LECTURE the relevant topic or the relevant
chapter of the book
Teorik Dersler / Theoretical Uygulama Lab ?g&ﬁ;g;:{ﬁg:&ig Methods On Hazirlik / Preliminary
Techniques
ilgili Konu ile ilgili yiikklenen PDF
4 Misteri icin Deger Yaratma,CRM'nin Ana Bilesenleri ve Baglami PDF-Ders anlatim notu veya llgili Konunun Kitap
Bolimi
Uploaded PDF notes related to
Creating Value for Customers,Key Components and Context of CRM PDF-LECTURE the relevant topic or the relevant
chapter of the book
Teorik Dersler / Theoretical Uygulama Lab Ogretim Yontem ve On Hazirlik / Preliminary

Teknikleri/Teaching Methods
Technigues

5 Musteri Elde Etme ve Yonetimi, Musteri Yagsam Boyu Degeri anlayisi

PDF-Ders anlatim

ilgili Konu ile ilgili yiiklenen PDF
notu veya llgili Konunun Kitap
Boluimii

Customer Acquisition and Management, Customer Long-Life Value
Concept

PDF-LECTURE

Uploaded PDF notes related to
the relevant topic or the relevant
chapter of the book
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
ilgili Konu ile ilgili yiikklenen PDF
6 Pazarlamanin 4C'ye Dénlsumi, Musteri Odaklilik PDF- Ders Anlatim notu veya llgili Konunun Kitap
Bolimi
Uploaded PDF notes related to
Marketing Transformation to 4C, Consumer-Oriented Marketing PDF-LECTURE the relevant topic or the relevant
chapter of the book
Teorik Dersler / Theoretical Uygulama Lab ?g{ﬁ;;{g:{ﬁz:ggi\éz Methods On Hazirlik / Preliminary
Technigues
ilgili Konu ile ilgili yiiklenen PDF
7 4C (Musteri Degerinin Donuistimi), Musteri Deneyimi PDF-Ders anlatim notu veya llgili Konunun Kitap
Bolimi
Uploaded PDF notes related to
4C (Transformation of Customer Value),Customer Experience PDF-LECTURE the relevant topic or the relevant
chapter of the book
Teorik Dersler / Theoretical Uygulama Lab ?g&ﬁ;;&gﬁgﬁ&iﬁz Methods On Hazirlik / Preliminary
Techniques
8 VIZE SINAVI
MIDTERM EXAM
Teorik Dersler / Theoretical Uygulama Lab ?g{ﬁh‘:};:{ﬁgggﬂ\r/‘z Methods On Hazirlik / Preliminary
Technigues
iigili Konu ile ilgili yiiklenen PDF
9 Misteri Segmentasyonu ve Hedefleme- CRM ile ilgili Ornek Vakalar PDF-Ders anlatim notu veya llgili Konunun Kitap
Bolimi
Uploaded PDF notes related to
Customer Segmentation and Targeting- Cases related with CRM PDF-LECTURE the relevant topic or the relevant
chapter of the book
Teorik Dersler / Theoretical Uygulama Lab ?g&ﬁ:ﬁ;gﬁgt:g;“\r/‘z Methods On Hazirlik / Preliminary
Techniques
ilgili Konu ile ilgili yiiklenen PDF
10 Musteri Deneyimleri ve Hizmet Gelistirme PDF- Ders Anlatim notu veya llgili Konunun Kitap
Bolimi
Uploaded PDF notes related to
Customer Experiences and Designing Services PDF-LECTURE the relevant topic or the relevant
chapter of the book
Teorik Dersler / Theoretical Uygulama Lab '?egjlzﬁgll(T;rT/(?rgt:&i\;\Z Methods On Hazirlik / Preliminary
Techniques
11 Urlin Yagam Dongust ve Masteri Omiir Boyu Degeri (CLV), PDF-Ders anlatim Ir:?)ltlllj 52?/; E:Zi::glélgldlrilf:?(?tngF

Organizasyonel Sorunlar ve Musteri lligkileri Yonetimi

Bolimi

Product Life Cycle and Customer Lifetime Value
(CLV),Organizational Issues and CRM,

PDF-LECTURE

Uploaded PDF notes related to
the relevant topic or the relevant
chapter of the book
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques _
llgili Konu ile ilgili yiklenen PDF
12 CRM VE Teknoloji, CRM Uygulamalari, Araglari ve Teknolojinin Roli PDF- Ders Anlatim notu veya llgili Konunun Kitap
Bolimi
Uploaded PDF notes related to
CRM ve Teknoloji,CRM Applications, Tools, and Role of Technology PDF-LECTURE the relevant topic or the relevant
chapter of the book
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁ;LT;ri/%Zt:g;li\éz Methods On Hazirlik / Preliminary
Technigues
) ilgili Konu ile ilgili yiiklenen PDF
13 CRM MODELLERI PDF-Ders anlatim notu veya llgili Konunun Kitap
Bolimi
Uploaded PDF notes related to
CRM MODELS PDF-LECTURE the relevant topic or the relevant
chapter of the book
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlrt\eri/s)l'r;sgiﬁge; Methods On Hazirlik / Preliminary
Techniques
14 Final sinavi
Final exam

517




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 / Midterm Examination 1 50.00 50.00
Final Sinavi / Final Examination 1 100.00 100.00
Toplam / Total: 2 150.00 150.00

Dersin AKTS Kredisi = Toplam Is Yiikii (Saat) / 25.00 (Saat/AKTS) = 150.00/25.00 = 6.00 ~ 6.00 / Course ECTS Credit = Total Workload (Hour) / 25.00 (Hour / ECTS) = 150.00 / 25.00 = 6.00 ~ 6.00
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PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktilari / Program Ciktilar / Program Outcomes
Hzailifg QUERES 111 (112113 (114|115 [1.16 [ 117 [ 1.1.8 [ 1.1.9 [1.1.101.1.11{1.1.12(1.1.13[1.1.14 [1.1.15

1.0grencilerin, pazarlama
prensiplerini anlamalari ve
tiiketici merkezli yaklasimlar
vurgulamalari
hedeflenmektedir. / The course 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5
aims for students to understand
marketing principles and
emphasize consumer-centric
approaches.

2 Miisteri lliskileri Yénetimi
(CRM) temel bilesenlerini
6grenip, musteri iligkilerini
stratejik olarak insa etme ve
surdirme becerileri
kazanmalan
hedeflenmektedir. / It aims for
students to learn the
fundamental components of
Customer Relationship
Management (CRM) and gain
skills in strategically building
and sustaining customer
relationships.

3.Stratejik pazarlama
dénusumlerini uygulama ve
CRM uygulamalarinda
teknolojiyi etkili bir sekilde
kullanma yeteneklerini
gelistirmeleri

hedeflenmektedir. / It aims for 5 5 4 5 5 5 5 5 5 5 5 5 5 5 5
students to develop the ability
to apply strategic marketing
transformations and use
technology effectively for CRM
applications.

4.Gergek dunya senaryolarinda
CRM stratejilerini 6nerme ve
degerlendirme becerilerini
gelistirmeleri

hedeflenmektedir. / It aims for 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5
students to enhance their skills
in proposing and evaluating
CRM strategies in real-world
scenarios.

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