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Department of Higher Education, Government of Madhya Pradesh

Under Graduate Annual/Semester Pattern Syllabus
As recommended by Central Board of Studies and approved by the Governor of MP

PART-A:INTRODUCTION
Program | Class Year Semester Session
UG B.Com. I v wef2026-27
Subject: COMMERCE
1 Course Code
Customer Relationship Management
2. Course Title
3. | Course SEC(VOC)
4. Course Type Type - 2
Open for all

3 Pre-Requisite (if any)

6. Learning Outcomes(LO)

After completion of course, students will be able to:

Enable the students to understand the fundamentals of
Customer Relationship Management.

Enable the students to understand the concepts of CRM
Enable the students to know CRM practices in different
sectors like manufacturing, Services, Call Centers, etc.
Acquaint the students with the process of CRM strategy
development.

Implement various technological tools for data mining and
also successful implementation of CRM in the
Organizations.

Disseminate knowledge regarding the concept of e-CRM
and e-CRM technologies.

Enable the students understand the technological and
human issues relating to implementation of Customer

Relationship Management in the organizations

T Credit Value
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PART-B: CONTENT OF THE COURSE

Total Number of Lectures: — 45 = (L30+P15) (7o be filled by CBOS)

Note: 15 hours of teaching for each credit)

Unit /
Module

Topics

No. of
Lectures

|

Concept of customer relations in ancient Bharat in terms of ethical values, Trust
honesty integrity, Quality and social responsibilities

Emerging Concepts in Customer Relationship Management: CRM Definition,
Need and Importance; Conceptual Framework of Customer Relationship
Management; The Value Pyramid, Customer Interaction Cycle., Customer Profiling
and Total Customer Experience, Goals of a CRM Strategy and Obstacles, CRM
Solutions Map. Discussing People, Processes and Technology, CRM myths.

Keywords: CRM, Value Pyramid. Customer Interaction, Customer Profiling

6

11

CRM as a Business Strategy: CRM - [ssues and Strategies; Winning Markets
through Effective CRM; CRM as a business strategy, CRM Process, Effective
Customer Relation Management through Customer Knowledge Management:
Customer Interaction Management, Call Centre management in CRM. Customer
Centricity in CRM-Concept of Customer centricity. Customer touch points,
Customer Service, Measuring Customer life time value-, Customer life cycle
Management.

Keywords: business strategy, Customer Knowledge Management. Customer Service

I11

Technological Tools for CRM and Implementation: Data Mining for CRM —
Some Relevant Issues; Changing Patterns of e-CRM Solutions in the Future;
Structuring a Customer Focused IT Organization to Support CRM; Organizational
Framework for Deploying Customer Relationship; measuring profitability CRM
implementation — step by step process.

Keywords: Data Mining, e-CRM

IV

CRM in Services: Status of Customer Relationship Management in service industry
in India; Relevance of CRM for Hospital Services; Customer Relationship
Management in Banking and Financial Services; CRM in Insurance Sector, Supply-
Demand Mismatches and their impact on CRM:; The Past, Present and Future of
CRM;

Keywords: Services, service industry




Practical (Activities)

Sales role-playing exercises 15
An effective active listening exercise.

Store and manage contact data with ease and interact with contacts (send
emails, record phone calls, take notes, log sales activities, and schedule
meetings)

Report on, forecast, and analyze data.

Make a plan of Customer service representatives

Identification and Implementation of best practices for CRM

Determine Training technique for different sales team

Communication skills training exercises.

Develop CRM Strategy

0. "Evaluate competitor customer service" exercise
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PART-C:LEARNING RESOURCES

Suggested Readings: Textbooks, Reference Books, Other Resources

[

Chaturvedi & Chaturvedi, Customer Relationship Management, Excel Books, New Delhi.
2. H. Peeru and A Sagadevan, Customer Relationship Management, Vikas Publishing House, New
Delhi.

3. Paul Greenberge, CRM — Essential Customer Strategies for the 21st Century, Tata McGraw
Hill.

4. William, G. Zikmund, Raymund McLeod Jr.; Faye W. Gilbert, Customer Relationships
Management, Wiley.

Suggestive digital platform web links:

SN | WebLink

1 1. https://hi.wikipedia. org/wiki/JEghAaIaater
2. https://ncert.nic. in/textbook/pdf/1hbs203. pdf
3. https://www. hmoob. in/wiki/Customer-relationship_management

https://www. taxmann. com/bookstore/bookshop/bookfiles/9789389368031 content. pdf

Suggested equivalent online courses

SWAYAM Course: https://share.coogle/Zm94D25RtkmW5mPxd




PART-D: ASSESSMENT AND EVALUATION(For courses having External theary Examination of 100 marks)

Internal Assessment: External Evaluation:

Continuous Comprehensive Evaluation (CCE): Term-end Examination (EE):100Marks

NIL

Time:2 hours

Section (A): 05 MCQ or very 05x02 = 10 Marks
short question

Section (B): FIVE short 05x 06 = 30 Marks
questions with internal
choice (200 Words Each)

Section (C): FIVE long 05x12 = 60 Marks
questions with internal
choice (500 Words Each)

Total (A+B+C): 100 Marks
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Total Number of Lectures: L — 45 = (L30+P15) (70 be filled by CBOS)

Note: 15 hours of teaching for each credit)
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