
 

 
 

47. 

Course title Customer Relationship Management  

Course code MRKT407 

Course type Theoretical, Elective Course 

Level Undergraduate 

Year / Semester Year 4 Semester 8 

Teacher’s name Kyrillou Sophia  

ECTS 6 Lectures / week 3 Laboratories / week  

Course purpose and 
objectives 

The purpose of the course is to teach students the role and utility of CRM in 
maintaining and optimising customer relationships. 

Learning outcomes 

After the completion of the course students are expected to: 

•  Understand why companies and customers are motivated to create and 
maintain relationships with each other 

• Recognise the different stages of the customer life 
• Know the key role and analysis of the customer portfolio 
• Understand the most important features of an effective technology 

architecture for Customer Relationship Management 
• Be able to manage customer relationships for a business. 
• Highlight the issues to consider when developing a customer database. 
• Make decisions regarding various strategies for customer retention 

Prerequisites MRKT217 Principles of Marketing Required None 

Course content 

• Understanding of Customer Relations 

• Introduction to CRM 
• Understanding Relationships 
• Customer Lifecycle Management – Customer Acquisition 
• Customer Lifecycle Management – Customer Management and 

Development 

• Strategic CRM 

• Client Portfolio Management 
• Offering Experiential Value to Customers 
• Managing Customer Experiences 

• Functional CRM 

• Automation of Sales Force Functions 
• Marketing Operations Automation 
• Automation of Service Operations 

• Analytics CRM 
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• Development and Management of customer-centric data 
• Use of customer-centric data 

• Effective CRM Program 

• Planning 
• Application 

Teaching 
methodology 

The course content will be taught using: 
• Power Point presentations 
• Guided discussions with the active participation of students 
• Examples and case studies that relate to the content of the course 
• Question and answer section 
• Use of internet and related IT infrastructure 
• Use of video projector and whiteboard 
• Assignment 
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Assessment 
• Attendance and Class Participation:             10% 
• Assignments:                                               40% 
• Final Written Examination:                          50% 

Language English or Greek 
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