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GENEL TANIM / GENERAL DESCRIPTION

Ders Adi / Course Name

CUSTOMER RELATIONSHIP MANAGEMENT / CUSTOMER RELATIONSHIP MANAGEMENT

Ders Kodu / Course Code

HITP116201291200

Ders Tirii / Course Type

Ders Seviyesi / Course Level

Associate / Associate

Ders Akts Kredi / ECTS 2.00
Haftalik Ders Saati (Kuramsal) / 2.00
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

Formal Education / Formal Education

Egitim Dili / Education Language

Turkish / Turkish

On Kosulu Olan Ders(ler) /
Precondition Courses

Yok

Amaci / Purpose

Bu dersin genel amaci; 6grencilere, misteriyi tanima, onunla iliski kurma, gelistirme
musteriyi tutma ve kaybedilen misteriyi kazanma programlarini kavrayabilme, misteri
iligkileri 6lgme tekniklerini kavrayabilme, musteri odakli kiiltiiriin olusturulmasi ve
yonetilmesini saglamaya yardimci olmaktir.

The aim of the course is

+to teach customer relationship management

+to equip students with the knowledge and skills of the basic laws of Customer
relationship management

+to provide the basic knowledge about Customer relationship management

igerigi / Content

Miisteri iligkileri Yonetimi’nin teorik gergevesi, miisteri iliskilerini gelistirme ve etkin bir
musteri iligkileri kurma, musgterilerle iletisim ve musteri hizmeti ile musteri hizmet sistemi ve
musteriyi kazanma ve tutma ile birlikte musteri iligkilerini 6lgmek, 6rgutsel kultir ve
degisim

the basic Customer relationship management

Onerilen Diger Hususlar / Yok
Recommended Other

Considerations

Staj Durumu / Internship Status Yok

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

Yrd. Dog. Dr. Cemalettin Aktepe / Yrd. Dog. Dr. Mehmet Bas / Dr. Metehan Tolon-Msteri
lligkileri Yonetimi

TASKIN., E., “Miisteri iligkileri Egitimi”, Papatya Yay., 2000, istanbul, Tiirkiye
Handouts

Ogretim Uyesi (Uyeleri) / Faculty
Member (Members)

Ogr.Gér.Mehmet YALCINKAYA




OGRENME GIKTILARI / LEARNING OUTCOMES

Musteri sikayetleri ydnetimini tanima, Organize Customer Relation Management process
Musteriyi tutma ve kaybedilen musteriyi kazanma programlarini kavrayabilme, Categorize consumer behaviours and types of Customers
Tiketici davraniglarini bilme, musteri tiplerini tanima ve uygun yaklasimlar gelistirebilme Describe Customer Retention and regaining programs

HAFTALIK DERS iGERIGi / DETAILED COURSE OUTLINE

217




Hafta / Week

. . Ogretim Yont - I
Teorik Dersler / Theoretical Uygulama Lab Tglz(neill(rlgri/(?rr;a?gi\r/]z Methods On Hazirlik / Preliminary
] Techniques
Misteri lligkilerinin Teorik Cergevesi
1
Introduction to Customer Relationship Management
. . gretim Yont .. _—
Teorik Dersler / Theoretical Uygulama Lab '(I:')gl:ﬁi;(?;ri/(?l'r;:cmi\rgz Methods On Hazirlik / Preliminary
Techniques
5 Misteri iligkileri ile ilgili Kavramlar
Relational marketing approach
. . Ogretim Yontem ve - -
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
3 Miisteri iligkileri Yonetiminin Temel Kavramlari
Customer concept, requirements and needs
. . Ogretim Yont - _
Teorik Dersler / Theoretical Uygulama Lab Tgl:ﬁill(rlgri/?rgsgig Methods On Hazirlik / Preliminary
Techniques
4 Msteri iligkilerini Gelistirme
Economy of Customer Relationship Management
. . Ogretim Yontem ve = _
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
5 Satis ve Pazarlamada Toplam Kalite Yoénetimi
CRM components
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
6 Msterilerle iletisim ve Miisteri Hizmeti
Types of relationship
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
7 Miisterilerle iletisim ve Miisteri Hizmeti
Customer retention
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
8 Arasinav
Midterm Exam
gretim YO "
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
Musteri Hizmet Sistemi
9
Customer complain management
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
10 Msteri iliskileri Yonetimi Uygulamalan
Customer pyramid and customer information
. . gretim Yont .. -
Teorik Dersler / Theoretical Uygulama Lab '?eglzﬁill(r;;ri/(?rr;aeg;i\r/\z Methods On Hazirlik / Preliminary
Techniques
11 Musteriyi Kazanma Ve Tutma

Customer Value Management
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Ogretim Yontem ve

Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
12 Msteri iligkilerini Olgme ve Olgmede Kullanilan Teknikler
CRM Measurement
. . Ogretim Yontem ve = .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Technigues
13 Orgut Kaltara
Evaluation of CRM techology and systems
. . Ogretim Yoéntem ve . o
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
14 Orgiit Kiiltiriiniin Gelistiriimesi
Reasons of failure on CRM
gretim YO .
Teorik Dersler / Theoretical Uygulama Lab 'Cl')glzﬁmqeri/(')l'gt:cr:?\i\r,lz Methods On Hazirlik / Preliminary
Technigues
15 Orglitsel Degisim
Critics and Future of CRM
. . Ogretim Yoéntem ve x .
Teorik Dersler / Theoretical Uygulama Lab Teknikleri/Teaching Methods On Hazirlik / Preliminary
Techniques
16 Ddénem sonu sinavi

Final Exam
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DEGERLENDIRME / EVALUATION

Savi/ Katki Yuzdesi /
Nun}llber Percentage of
Contribution (%)
Ara Sinav / Midterm Examination 1 100
Toplam / Total: 1 100
Basar Notuna Katki Yiizdesi / Contribution to Success Grade(%): 40
Katki Yuzdesi /
Sayi /
Percentage of
e 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 1.00 1.00
Final Sinavi / Final Examination 1 1.00 1.00
Butlinleme Sinavi / Makeup Examination 1 1.00 1.00
Derse Katilim / Attending Lectures 14 2.00 28.00
Ornek Vaka incelemesi / Case Study 14 1.00 14.00
Ara Sinav igin Bireysel Calisma / Individual Study for Mid term Examination 1 6.00 6.00
Final Sinavi igiin Bireysel Calisma / Individual Study for Final Examination 1 9.00 9.00
Toplam / Total: 33 21.00 60.00
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Dersin AKTS Kredisi = Toplam is Yiikii (Saat) / 30.00 (Saat/AKTS) = 60.00/30.00 = 2.00 ~ 2.00 / Course ECTS Credit = Total Workload (Hour) / 30.00 (Hour / ECTS) = 60.00 / 30.00 = 2.00 ~ 2.00

PROGRAM VE OGRENME CIKTISI / PROGRAM LEARNING OUTCOMES

Ogrenme Ciktilari /
Learning Outcomes

Program Ciktilarn / Program Outcomes

1.1.2

211

212 (3.1.1(31.2|321|322|33.1|34.1

1.Misteri sikayetleri yénetimini
tanima, / Organize Customer
Relation Management process

2.Misteriyi tutma ve
kaybedilen musteriyi kazanma
programlarini kavrayabilme, /
Categorize consumer
behaviours and types of
Customers

3.Tuketici davraniglarini bilme,
musteri tiplerini tanima ve
uygun yaklagimlar
gelistirebilme / Describe
Customer Retention and
regaining programs

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