2023 - 2024 / RMI509 - Advertising and Customer Relationship Management / Advertising and Customer Relationship Management

GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Advertising and Customer Relationship Management / Advertising and Customer Relationship Management

Ders Kodu / Course Code

RMI509

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Master without Thesis / Master without Thesis

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

1

Ogretim Sistemi / Teaching System

Daytime Class / Daytime Class

Egitim Dili / Education Language

On Kosulu Olan Ders(ler) /
Precondition Courses

Yok

None

Amaci / Purpose

Bu dersin amaci, musteri iligkileri yonetimi ve iletisimin anlam ve 6nemini kavramak,
musteri iligkileri, iletisim ve musteri kavramlarini anlamak ve kurumlarini, musterileri
tanimak, musterilerin istek ve ihtiyaglarini anlamaya y6nelik adimlarin nasil atilacagini
kavranmasini saglamaktir.

The aim of this course is to understand the meaning and importance of customer
relationship management and communication, to understand the concepts of customer
relations, communication and customers, to recognize their institutions, to understand
the steps to be taken to understand the wishes and needs of customers.

igerigi / Content

Bu dersi basariyla tamamlayabilen 6grenciler, musteri iligkileri ydnetiminin anlam ve
o6nemini kavramak, Musteri iliskileri ydnetimi kavramini anlamak ve hem kurumu, hem de
musteriyi tanimak, musterilerin istek ve ihtiyaclarini anlamaya ydénelik adimlarn nasil
atilacagini kavranmasi konusunda bilgi sahibi olurlar.

The aim of this course is to understand the meaning and importance of customer
relationship management and communication, to understand the concepts of customer
relations, communication and customers, to recognize their institutions, to understand
the steps to be taken to understand the wishes and needs of customers.

Onerilen Diger Hususlar / Yok None
Recommended Other

Considerations

Staj Durumu / Internship Status Yok None

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

Bu ders icin gesitli kaynaklardan yararlanilarak hazirlanmis 6zel bir der sunumu mevcuttur.

A special course presentation prepared using various resources is available for this
course.

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

Dr. Ogr. Uyesi Serhat Dagh

Dr. Ogr. Uyesi Serhat Dagh




OGRENME GIKTILARI / LEARNING OUTCOMES

Musteri iliskileri ydnetiminin anlam ve énemini kavranmasi Understanding the meaning and importance of customer relationship management

Musteri iligkileri yénetimi kavramini anlamak Understanding the concept of customer relationship management

Hem kurumlarini, hem de musteriyi taninmasi Recognition of both their institutions and the customer

Ogrenciler, reklamciligi ve miisteri iliskileri yénetimini is hedeflerine ulasmak igin nasil Students will learn how to use advertising and customer relationship management to achieve
kullanabileceklerini 6greneceklerdir. business objectives.

HAFTALIK DERS iGERIGi / DETAILED COURSE OUTLINE
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Hafta / Week

. . Ogretim Yont - I
Teorik Dersler / Theoretical Uygulama Lab Tglz(neill(rlgri/(?rr;a?gi\r/]z Methods On Hazirlik / Preliminary
Techniques
Miisteri ve Miisteri iliskileri Kavrami -Miisteri iligkileri Y&netiminin
ot
animi
Customer and Customer Relationship Concept - Definition of
Customer Relationship Management
. . gretim Yont N _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
2 Miisteri iliskileri Yénetiminin Ortaya Gikisinda Etkili Olan Faktorler ve
Ozellikleri
Factors and characteristics that are effective in the emergence 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
Basic Elements and Types of Customer Relationship Management
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
4 Musteri ilikileri ile iigili Gelismeler ve iliskili Kavramlar
Developments and Related Concepts in Customer Relationships
. . Ogretim Yontem ve = _
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
5 Miisteri Memnuniyeti ve Miisteri iligkileri Yénetimi
Customer Satisfaction and Customer Relationship Management
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Misteri Memnuniyeti ve Miisteri iligkileri Yénetimi
Miisteri Memnuniyeti ve Miisteri iligkileri Yénetimi
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Musteri Sadakati ve Misteri iliskileri Yonetimi
Customer Loyalty and Customer Relationship Management
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Vize
Midterm
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 iletisim ve Misteri iligkileri Yénetimi
Communication and Customer Relationship Management
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Geri Bildirimin Miisteri iligkileri Yénetimi Agisindan Onemi ve
Kullanim Sekli
Importance and Usage of Feedback in Customer Relationship
Management
. . Ogretim Yoéntem ve - o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
11 Kurumsal imaj ve Musteri iligkileri Yonetimi

Corporate Image and Customer Relationship Management
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 |Kurumsal itibar ve Misteri iligkileri Yonetimi
Corporate Reputation and Customer Relationship Management
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁ;LT;ri/%Zt:g;li\éz Methods On Hazirlik / Preliminary
Technigues
13 Sosyal Medya ve Miisteri iligkileri Yénetimi
Social Media and Customer Relationship Management
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlrt\eri/s)l'r;sgiﬁge; Methods On Hazirlik / Preliminary
Techniques
14  |Ogrenci Sunumlan ve tarisma

Student Presentations and Discussion
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DEGERLENDIRME / EVALUATION

. Savi/ Katki Yuzdesi /
Yanyil (Yil) Ii Etkinlikleri / Term (or Year) Learning Activities y Percentage of
Number L
Contribution (%)
Takim/Grup Calismasi / Team/Group Work 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)
Final Sinavi / Final Examination 1 2.00 2.00
Takim/Grup Calismasi / Team/Group Work 1 148.00 148.00
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 [ 116 | 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.Misteri iliskileri ydnetiminin
anlam ve énemini kavranmasi /
Understanding the meaning 5 5 5 5 5 5 5 5 5 5 5 5 5 5 4
and importance of customer
relationship management

2.Musteri iligkileri yonetimi
kavramini anlamak /
Understanding the concept of 5 5 5 5 5 5 5 5 5 5 5 5 5 5 4
customer relationship
management

3.Hem kurumlarini, hem de
musteriyi taninmasi /
Recognition of both their
institutions and the customer

4.Ogrenciler, reklamciligi ve
musteri iliskileri yonetimini is
hedeflerine ulasmak igin nasil
kullanabileceklerini
o6greneceklerdir. / Students will 5 5 5 5 5 5 5 5 5 5 5 5 5 5 5
learn how to use advertising
and customer relationship
management to achieve
business objectives.

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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