
 

Issues: Data Collection, Privacy, Data Mining, Money and Apps, Security, Spam. Growth Areas. 

 
Unit 4: Managing Digital Marketing (12 Hours) 
Content Production; Video based marketing; Credibility and Digital Marketing; IoT; User 
Experience; Future of Digital Marketing. 

 
Essential/recommended Readings (latest editions of readings to be used) 
1. Dodson, Ian. (2016). The Art of Digital Marketing - The Definitive Guide to Creating 

Strategic, Targeted, and Measurable Online Campaigns. Wiley. 
2. Ryan, Damien.(2008). Understanding Digital Marketing - Marketing Strategies for Engaging 

the Digital Generation. Kogan Page Limited. 

Suggestive Readings (latest editions of readings to be used) 
1. Gupta, Sunil. (2018). Driving Digital Strategy. Harvard Business Review Press. 
2. Tuten, Tracy L. and Solomon, Michael R. (2020 ). Social Media Marketing. (3 edition). Sage. 
3. Bhatia, Puneet S. (2019). Fundamentals of Digital Marketing. (2 edition). Pearson. 
4. Kotler, Philip. (2017). Marketing 4.0: Moving from Traditional to Digital. (1 edition). Wiley. 

 
Note: Examination scheme and mode shall be as prescribed by the Examination Branch, 

University of Delhi, from time to time 
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Learning Objectives 
● To explore the concept of Customer Relationship Management (CRM), the benefits delivered 

by CRM, the contexts in which it is used, the technologies that are deployed. 
● To familiarize the concept of CRM as a Business Strategy. 
● To equip the learners with CRM practices and technologies that enhance the achievement of 

marketing objectives. 

Learning Outcomes 
On successful completion of the course the learner will be able to:



 

● Explore the concept of CRM, the benefits delivered by CRM to achieve marketing 
objectives, CRM strategies and obstacles. 

● Develop an understanding of the CRM through Customer Knowledge Management , the 
value pyramid, CRM solutions map, CRM myths. 

● Analyse tools for CRM and various tools for data mining and also successful 
implementation of CRM in the organisation. 

● Create an understanding of the CRM in service industry in India, the Past Present and Future 
of CRM. 

SYLLABUS OF DSE 9 
Unit 1: Introduction to Customer Relation Management (CRM) (12 Hours) 
CRM Definition, Need and Importance : Conceptual Framework of Customer Relationship 
Management ; The Value Pyramid , Customer Interaction Cycle , Customer Profiling and Total 
Customer Experience, Goals of a CRM Strategy and Obstacles, CRM Solutions Map, Discussing 
People, Processes and Technology, CRM myths. 

 
Unit 2: CRM as a Business Strategy (12 Hours) 
CRM – Issues and Strategies; Winning Markets through Effective CRM; CRM as a business 
strategy, CRM Process, Effective Customer Relation Management through Customer Knowledge 
Management; Customer Interaction Management, Call Centre management in CRM. Customer 
Centricity in CRM-Concept of Customer centricity, Customer touch points, Customer Service, 
Measuring Customer life time value-. Customer life cycle Management. 

 
Unit 3: Technological Tools for CRM and Implementation (12 Hours) 
Data Mining for CRM – Some Relevant Issues ; Changing Patterns of e-CRM Solutions in the 
Future; Structuring a Customer Focused IT Organization to Support CRM; Organizational 
Framework for Deploying Customer Relationship; measuring profitability CRM implementation – 
step by step process. 

 
Unit 4: CRM in Services (9 Hours) 

Status of Customer Relationship Management in service industry in India; Relevance of CRM for 
Hospital Services; Customer Relationship Management in Banking and Financial Services; CRM in 
Insurance Sector, Supply-Demand Mismatches and their impact on CRM; The Past, Presen Future 
of CRM. 

 
Essential/recommended Readings (latest edition of readings to be used) 

1. Sheth, N.J., Atul,P&Shainesh, G,. (2017). Customer Relationship Management: Emerging 
Concepts, Tools and Applications. (Standard ed). Tata McGraw Hill. 

Suggestive Readings (latest edition of readings to be used) 
1. Kincaid,W.J., (2003). Customer Relationship Management Getting it Right, Prentice Hall 

Professional.. 

2. Mohamed,P.H.&Sagadevan,A.,(2021). Customer Relationship Management, A Step-by-Step


