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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

Customer Relationship Management / Customer Relationship Management

Ders Kodu / Course Code

IST514

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Master with Thesis / Master with 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.

Amaci / Purpose

Bu dersin amaci, 6grencilere musteri iliskileri yonetimi kavramlarini, stratejilerini ve
uygulamalarini anlatmak ve 6grencileri musteri odakh dislince ve yénetim becerileri
kazandirmaktir. Ders, musteri iligkileri ydnetiminin 6nemini vurgulayarak, misteri edinme,
musteri memnuniyeti, misteri sadakati, misteri geri kazanimi gibi konulari ele almaktadir.

The objective of this course is to introduce students to the concepts, strategies, and
practices of customer relationship management (CRM) and equip students with
customer-centric thinking and management skills. The course emphasizes the
importance of customer relationship management and covers topics such as customer
acquisition, customer satisfaction, customer loyalty, and customer winback.

igerigi / Content

Onerilen Diger Hususlar /
Recommended Other
Considerations

Staj Durumu / Internship Status

Yok.

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

1Payne, A., & Frow, P. (2013). Strategic Customer Management: Integrating Relationship
Marketing and CRM. Cambridge University Press.

2Peppers, D., & Rogers, M. (2016). Managing Customer Relationships: A Strategic
Framework. John Wiley & Sons.

3Buttle, F. (2018). Customer Relationship Management: Concepts and Technologies.
Routledge.

4Sheth, J. N., & Sisodia, R. S. (2015). Does Marketing Need Reform?: Fresh Perspectives
on the Future. Routledge.

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)




OGRENME GIKTILARI / LEARNING OUTCOMES

Musteri iliskileri yonetiminin anlam ve 6nemini kavranmasi

Musteri iligkileri yénetimi kavramini anlamak

Hem kurumlarini, hem de musteriyi taninmasi

Musterilerin istek ve ihtiyaglarini anlamaya yonelik adimlarin nasil atilacagini kavranmasi

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 iligkileri Yénetimine Girig

Introduction to Customer Relationship Management

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

Techniques

2 Musteri Odakl Pazarlama

Customer-Centric Marketing

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

Techniques

3 Musteri Degerinin Belirlenmesi ve Analizi

Determining and Analyzing Customer Value

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

Techniques

4 Misteri Edinme Stratejileri

Customer Acquisition Strategies

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

Technigues

5 Musteri Memnuniyeti Yénetimi

Customer Satisfaction Management
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Misteri Sadakati ve Musteri Baglihg
Customer Loyalty and Retention
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Misteri Deneyimi Y6netimi
Customer Experience Management
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Miisteri lliskileri Yénetiminde Teknoloji Kullanimi
Technology Usage in Customer Relationship Management
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
9 Sosyal Medya ve Miisteri iligkileri
Social Media and Customer Relationships
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Veri Tabanh Miisteri iligkileri Yonetimi
Database-Driven Customer Relationship Management
. . gretim Yont .. -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Misteri Geri Kazanimi ve Misteri Sikayetleri Yonetimi

Customer Winback and Complaint Management
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 Msteri iliskileri Yonetiminde Etik ve Sirdiiriilebilirlik
Ethics and Sustainability in Customer Relationship Management
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab '?glzﬁgll(rlnerils)l'gt:é?]i\rgz Methods On Hazirlik / Preliminary
Technigues
13 Kiiresel Miisteri iliskileri Y6netimi
Global Customer Relationship Management
. . Ogretim Yont - .
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(l?;ri/s)rgsgiﬁz Methods On Hazirlik / Preliminary
Techniques
14 Msteri iligkileri Yonetimi Uygulamalarn
Customer Relationship Management Applications
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
15 Final Sinavi
Final Exam
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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 [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.Misteri iliskileri ydnetiminin
anlam ve 6nemini kavranmasi /

2.Musteri iligkileri yonetimi
kavramini anlamak /

3.Hem kurumlarini, hem de
musteriyi taninmasi /

4.Musterilerin istek ve
ihtiyaglarini anlamaya yénelik
adimlarin nasil atilacagini
kavranmasi /

Katki Dlzeyi / 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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