INSTITUTE OF BUSINESS AND INFORMATION TECHNOLOGY
Course Name: Emerging Trends in IT

Course Description
Due to dynamic change in business landscapes, people’s thinking, and involvement of high tech equipments, it is the need to know about emerging trends in IT. We live in a world that changes by the minute. Change often moves organizations and advances people’s intellect. For change to be effective, organizations as well as people must change. For competitive advantage, we need to know about our customers strongly and for this purpose CRM is playing a major role.
Text Books

· [1] William G. Zikmund, Raymond McLeod, Jr., and Faye W. Gilbert, “Customer Relationship Management Integrating Marketing Strategy and Information Technology”, John Wiley & Sons, Inc., 2003.

· [2] C.S.R.Prabhu, “Data Warehousing-Concepts, Techniques, Products and Applications”,Prentice-Hall of India, 2nd Ed., 2002.

· [3] Olivia Parr Rud,“Data Mining: Modeling Data for Marketing, Risk and CRM.”, John Wiley & Sons, Inc., 2003.
Reference:
· [1] Kristin Anderson and Carol Kerr, “Customer Relationship Management”, McGrawHill, 2002.

· [2] Michael J. Berry, Gordon Linoff, “Data Mining Techniques for Marketing Sales, and  Customer Support”, John Wiley & Sons, New York, 1997.

· [3] Alex Berson, Stephen J. Smith, “Data Warehousing Data Mining, & OLAP”, McGraw-          Hill, International Edition, New York, 2000.

· [4] Paul Greenberg, “CRM at the Speed of Light”, McGraw-Hill, Second Edition, New York, 2002.

· [5] Richard J. Roiger, and Michael W. Geatz, “Data Mining: A Tutorial-based Primer”, Pearson Education, 2003.
Report Detail/ Project (10%)
· 4-5 persons per group 

· Send Proposal for CRM (Subject, Objective, Problem statement, Gantt Chart )  

· Send Feasibility study and proposed Solution (Tools & Techniques) 

· Send Project Result Report 
Presentation time :10 minutes , QA : 5 minutes

· CRM (International Business)

· Each group picks different company

· CRM Problem & Solution

· Complete References of your research  (additional journal references will be a plus from regular web references)

· Random group will be chosen to present.  

· Evaluation : Presentation 30 %,  Content 40 %, QA 20 %, Document 10 %
	Weeks
	Topics
	Assignments/Quizzes

	1
	· Define CRM as process and as hub of learning for the organization
· Outlines costs and benefits of the CRM system for organization and customers
	

	2
	· Begins with a basic view of market segmentation and concludes with aspects of using CRM systems in B2B markets
	Assignment 1

	3
	· Information Technology and collecting customer data
· CRM Architecture
	Quiz 1

	4
	· Computer Architecture 

· Client/Server Architecture

· Database Structures

· Closed-loop Marketing

· Sources for Collecting customer data
	

	5
	· What is data warehouses
· Data Warehouses Architecture

· Identifies the components of the warehouse data repository
	Assignment 2

	6
	· Meta data repository 

· Types of meta data 

· Information on navigation and security
	

	7
	· Perspective of Brand Loyalty

· Factors That Affect Customer Loyalty

· Attitudinal and Behavioral Components of Loyalty


	Quiz 2

	8
	· The Evolution of relationship marketing programs
· The Complete CRM for Retaining Customers

· Problem Identification and management

· Conflicts and Customer Complaint Management
	

	9
	· Winback Strategies
· Mid term
	

	10
	· Acquisition
	

	11
	· Sales Force Automation 
	

	12
	· Automated Customer Service Centers
	Quiz 3

	13
	· Data Mining
	

	14
	· Online Analytic Processing and Information Presentation
	

	15
	· The value of measuring customer satisfaction

· Satisfaction and Quality Measures

· Measurement of Brand Loyalty

· Measurement of Employee Satisfaction and loyalty
	Assignment 3

	16
	· Issues for Implementing CRM Systems
	Quiz 4

	17
	· Project Presentation
	

	18
	· Project Presentation 

· Final Term
	


