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Forma zaje¢ Liczba godzin w semestrze Liczba godzin w tygodniu Liczba godzin w semestrze Liczba godzin w tygodniu Forma zaliczenia
(stacjonarne) (stacjonarne) (niestacjonarne) (niestacjonarne)
Wyktad 15 1 - - Egzamin
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ocene

Cel przedmiotu

Familiarize students with issues related to customer relationship management.
Educate students in understanding the benefits of customer relationship management in electronic business.

Presentation of basic information technologies used in customer relationship management.

Wymagania wstepne

Knowledge of enterprise resource management systems and corporate systems architecture.

Zakres tematyczny
Architecture of CRM systems. Functionalities of CRM systems. Front-office and back-office CRM systems. Business and technical project of the CRM system. Implementation
options of CRM systems.

Operational CRM (front-office). Automation of basic business processes, i.e. sales, service, marketing, IT services management, mobile sales.

Analytical CRM (back-office). Preparation, support and optimization of internal and external customer-oriented decision-making processes. SAP BW data warehouse and its
analytical functions using Business Content structures. Planning, optimization and simulation of CRM processes supported by SAP SEM (Strategic company management).
Customer data analysis, i.e. multidimensional customer segmentation, customer value analysis, loyalty analysis, basket analysis. Customer contact analysis. Analysis of
structure and dynamics of the customer. Sales Analysis. Evaluation of the work of traders. Analysis of the effectiveness of commercial and marketing activities. Comparative
analysis of competition. Complaints and costs analysis. RFM analysis. LTV analysis. Matrix of achievable POC profit. Profitability analysis of the customer - product relationship.

Marketing CRM. Marketing planning. Management and automation of advertising campaigns. Marketing Analytics. CRM Middleware. Customer profiling and target marketing.
Segmentation and filtering of business partners and target groups. Customer Information. Create personalized emails. Marketing product suggestions. Customer loyalty
management. Impact on the customer through various communication channels.

Communication CRM. Supporting activities leading to closer cooperation with customers, suppliers and business partners. Management of direct interaction with clients. Multi-
channel communication with clients, with particular emphasis on Internet channels (E-commerce). CRM in social media.

Metody ksztatcenia

Lecture - conventional lecture using a video projector.
Laboratory - laboratory classes using CRM software.

Efekty uczenia sie i metody weryfikacji osiggania efektéw uczenia sie

Opis efektu Symbole efektéw Metody weryfikacji Forma zaje¢
Knows the methods of analyzing the effectiveness of commercial ® sprawdzian z progami punktowymi ¢ Wyktad
and marketing activities ® test egzaminacyjny z progami punktowymi
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Opis efektu Symbole efektéw Metody weryfikacji Forma zaje¢
Knows the methods used to analyze customer data ® sprawdzian z progami punktowymi ® Wyktad

test egzaminacyjny z progami punktowymi

Can plan, optimize and simulate CRM processes ® biezaca kontrola na zajeciach ¢ Laboratorium
® obserwacje i ocena umiejetnosci
praktycznych studenta
® sprawdzian z progami punktowymi
* wykonanie sprawozdan laboratoryjnych
Knows the architecture and functionality of modern CRM systems ® sprawdzian z progami punktowymi ® Wyktad
® test egzaminacyjny z progami punktowymi
Can automate basic business processes ¢ aktywnos$¢ w trakcie zajeé ¢ Laboratorium
® obserwacja i ocena aktywnosci na zajeciach
® sprawdzian z progami punktowymi
* wykonanie sprawozdan laboratoryjnych
Can make a comparative analysis of competitors ® test egzaminacyjny z progami punktowymi ® Wyktad
Is aware of the need to support activities leading to closer ® biezaca kontrola na zajeciach ® Laboratorium
interaction with customers, suppliers and business partners ® sprawdzian z progami punktowymi
® wykonanie sprawozdan laboratoryjnych
Understands the need to manage customer loyalty ® biezaca kontrola na zajeciach ¢ Laboratorium
® sprawdzian z progami punktowymi
® wykonanie sprawozdar laboratoryjnych
Knows the basic decision-making processes in the enterprise ® sprawdzian z progami punktowymi ® Wyktad
oriented to the client's needs ® test egzaminacyjny z progami punktowymi

Warunki zaliczenia
Lecture - written exam carried out in the exam session.
Laboratory - the final grade is the arithmetic average of the grades obtained during written tests taking place during classes and reports.

Final grade = 50% of the grade in the form of classes lecture + 50% of the grade in the form of laboratory classes.
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