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CRM 1s the process of act1v1tles conducted by enterprises aiming to
identify, select, acquire, develop, and retain increasingly loyal and
profitable customers. This course deals directly with managerial
1ssues of CRM in terms of both technological and social perspectives
by case studies. Topics include foundations of relationship
management, CRM strategy, call center management and CRM outsourcing
decisions, and CRM system development policy. The course has included
examples and selected papers from the business area in order to
11lustrate each topic.
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