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顧客關係管理是當代管理重要議題之一，其主目的在於維繫良好顧客關係、產生
顧客價值，進而創造企業競爭力與利益。本課程期望對修課學生提供顧客關係管
理相關的理論，並針對實務相關議題進行分析與討論。學習本課程後，學生亦將
瞭解如何運用資訊科技來達成顧客關係管理。

   本課程包含有顧客關係管理的基礎概念、電子化顧客關係建構、顧客策略發
展，顧客關係與行銷策略、顧客生命週期管理、資訊科技與顧客關係、協同顧客
關係管理、顧客關係分析與專案管理等議題。課程將透過課堂講解與實務個案來
培養學生對顧客關係管理的知識與觀念，並了解資訊科技對於顧客關係管理之影
響與如何發展成的顧客關係管理策略。
CRM is the process of activities conducted by enterprises aiming to 
identify, select, acquire, develop, and retain increasingly loyal and 
profitable customers. This course deals directly with managerial 
issues 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 
illustrate each topic.
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