customer relationship management
education

customer relationship management education plays a pivotal role in equipping
professionals and students with the necessary skills and knowledge to
effectively manage interactions between businesses and their customers. As
customer-centric strategies become increasingly important in today’s
competitive marketplace, understanding the principles and applications of
customer relationship management (CRM) is essential for driving customer
satisfaction, loyalty, and business growth. This article explores the
significance of customer relationship management education, the various
learning pathways available, and the core competencies that such education
aims to develop. Additionally, it delves into the integration of technology,
best practices for implementation, and the career opportunities that arise
from gaining expertise in CRM. Through a detailed examination, readers will
gain insight into how structured education in this field can enhance
organizational success and professional development.
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Importance of Customer Relationship Management
Education

Customer relationship management education is fundamental for understanding
how businesses can foster strong, long-lasting relationships with their
customers. It emphasizes the strategic use of data, communication, and
technology to enhance customer experiences and optimize business outcomes. In
a marketplace where customer expectations are constantly evolving, education
in CRM helps organizations stay competitive by teaching effective customer
engagement techniques and data-driven decision-making. Moreover, it
contributes to reducing customer churn, increasing customer lifetime value,
and improving overall brand reputation. By learning about CRM frameworks,
companies can tailor their marketing, sales, and service efforts to meet the
unique needs of their customer base.



Role in Business Success

Customer relationship management education equips individuals with the
ability to analyze customer behavior, segment audiences, and develop
personalized marketing campaigns. This education supports the alignment of
business processes and customer needs, which is vital for achieving
sustainable business growth. Organizations that invest in CRM education often
report higher customer satisfaction rates and increased revenue generation.
Furthermore, employees trained in CRM principles can better collaborate
across departments to ensure a seamless customer journey.

Enhancing Customer Experience

One of the primary outcomes of customer relationship management education is
the enhancement of customer experience. Understanding customer preferences
and feedback allows businesses to create tailored solutions, improve service
delivery, and respond proactively to customer issues. Education in CRM also
fosters skills in communication and empathy, which are crucial for
maintaining positive interactions and building trust with customers.

Educational Pathways and Programs

Various educational pathways are available for individuals seeking to gain
expertise in customer relationship management. These programs range from
certificate courses and workshops to undergraduate and graduate degrees
specializing in CRM or related fields such as marketing, business
administration, and information technology. Many institutions offer
practical, hands-on learning experiences that incorporate real-world CRM
software and case studies to bridge theory and application.

Certificate and Diploma Programs

Certificate and diploma programs in customer relationship management
education are designed to provide focused training on CRM tools, strategies,
and analytics. These short-term courses are ideal for working professionals
who wish to enhance their CRM skills without committing to a full degree
program. Topics typically covered include customer data management, CRM
software proficiency, and customer retention techniques.

Undergraduate and Graduate Degrees

Degree programs in business administration, marketing, or information systems
often include CRM-focused courses as part of their curriculum. Graduate
programs such as MBAs may offer specialized tracks or concentrations in CRM,
enabling students to explore advanced concepts such as customer analytics,
strategic relationship management, and digital marketing integration.



Core Competencies in Customer Relationship
Management

Customer relationship management education aims to develop a comprehensive
set of competencies that are essential for managing customer interactions
effectively. These core skills encompass both technical and interpersonal
abilities, ensuring that CRM professionals can leverage technology while
maintaining strong customer connections.

Data Analysis and Interpretation

Analyzing customer data to extract actionable insights is a fundamental
competency in CRM education. Students learn to use analytical tools and
software to identify trends, segment customers, and forecast behavior. This
data-driven approach enables personalized marketing and service strategies
that improve customer engagement.

Communication and Interpersonal Skills

Effective communication is crucial for building and maintaining customer
relationships. CRM education emphasizes the development of interpersonal
skills, including active listening, empathy, and conflict resolution, to
ensure positive customer interactions and long-term loyalty.

Technical Proficiency

Proficiency with CRM software platforms such as Salesforce, HubSpot, or
Microsoft Dynamics is a critical component of CRM education. Familiarity with
these tools enables professionals to efficiently manage customer information,
automate marketing campaigns, and track sales performance.

Technology and Tools in CRM Education

Technology plays a central role in modern customer relationship management
education. Learning to navigate and utilize various CRM platforms equips
students with practical skills that are immediately applicable in the
workplace. These tools facilitate data collection, customer segmentation, and
relationship tracking.

Popular CRM Software

Educational programs often incorporate training on leading CRM software
solutions to provide hands-on experience. This includes understanding user



interfaces, configuring workflows, and generating reports to monitor customer
engagement and sales metrics.

Integration with Other Technologies

CRM systems frequently integrate with other business technologies such as
marketing automation, customer support, and social media platforms. Education
in CRM covers these integrations to provide a holistic understanding of how
technology can enhance customer management processes.

Best Practices for Implementing CRM Strategies

Effective implementation of CRM strategies is critical for realizing the
benefits of customer relationship management education. Best practices focus
on aligning CRM initiatives with organizational goals, ensuring data quality,
and fostering a customer-centric culture.

Strategic Planning and Goal Setting

Setting clear objectives and defining key performance indicators (KPIs) are
essential steps in CRM implementation. Education programs teach how to
develop strategies that align with business goals and customer expectations.

Data Management and Privacy

Maintaining accurate and secure customer data is a priority in CRM. Best
practices include regular data cleansing, adherence to privacy regulations,
and transparent communication with customers about data usage.

Cross-Departmental Collaboration

Successful CRM requires collaboration among marketing, sales, customer
service, and IT teams. Education emphasizes the importance of breaking down
silos and fostering communication to deliver a seamless customer experience.

Career Opportunities in Customer Relationship
Management

Customer relationship management education opens the door to a wide range of
career opportunities across various industries. Professionals with CRM
expertise are in high demand due to the growing emphasis on customer-centric
business models.



Roles in CRM

e CRM Analyst: Focuses on data analysis to improve customer engagement
strategies.

e CRM Manager: Oversees CRM system implementation and manages customer
relationship initiatives.

e Customer Experience Specialist: Enhances customer satisfaction and
loyalty through targeted service improvements.

e Sales and Marketing Coordinator: Utilizes CRM tools to support lead
generation and campaign management.

* Business Development Manager: Uses CRM insights to identify growth
opportunities and build partnerships.

Industry Demand and Growth

With the increasing reliance on digital platforms and data analytics, demand
for CRM professionals continues to grow. Industries such as retail, finance,
healthcare, and technology actively seek individuals skilled in customer
relationship management to drive competitive advantage and customer
retention.

Frequently Asked Questions

What is customer relationship management (CRM)
education?

Customer relationship management education involves teaching individuals and
businesses how to effectively use CRM systems and strategies to manage
interactions with customers, improve customer satisfaction, and drive sales
growth.

Why is CRM education important for businesses?

CRM education is important because it helps businesses understand how to
leverage CRM tools to build stronger customer relationships, enhance customer
retention, streamline sales processes, and gain valuable insights from
customer data.



What are the key topics covered in CRM education
programs?

Key topics typically include CRM software training, customer data management,
sales automation, marketing strategies, customer service best practices, data
analytics, and integration of CRM with other business systems.

Are there certifications available for CRM
education?

Yes, there are several CRM certifications available, such as Salesforce
Certified Administrator, HubSpot CRM Certification, Microsoft Dynamics 365
Certifications, and others that validate proficiency in using popular CRM
platforms.

How can CRM education benefit marketing
professionals?

CRM education equips marketing professionals with skills to segment
customers, personalize marketing campaigns, track customer engagement, and
measure campaign effectiveness, leading to more targeted and successful
marketing efforts.

What role does technology play in customer
relationship management education?

Technology plays a central role by providing hands-on training with CRM
software, enabling learners to understand automation, data analytics, and
integration capabilities that are essential for modern customer relationship
management.

Can CRM education improve customer service quality?

Yes, CRM education teaches how to use CRM tools to track customer
interactions, manage support tickets, and provide personalized service, which
collectively improve the overall customer service quality and satisfaction.

How is CRM education delivered?

CRM education is delivered through various formats including online courses,
webinars, workshops, corporate training programs, and degree or certificate
programs offered by universities and professional organizations.

Additional Resources

1. Customer Relationship Management: Concepts and Technologies



This book offers a comprehensive overview of CRM fundamentals, combining
theoretical concepts with practical applications. It covers the latest
technologies used in CRM systems, including data mining and analytics.
Readers will gain insights into how businesses can leverage CRM to improve
customer satisfaction and loyalty.

2. CRM at the Speed of Light: Social CRM Strategies, Tools, and Techniques
Focusing on the integration of social media with traditional CRM practices,
this book explores how companies can engage customers in real-time. It
provides case studies and actionable strategies for implementing social CRM
platforms. The author discusses the impact of digital communication channels
on customer relationship management.

3. Managing Customer Relationships: A Strategic Framework

This text delves into strategic approaches to building and maintaining
customer relationships. It emphasizes customer lifetime value and
segmentation techniques to optimize marketing efforts. The book is ideal for
students and professionals looking to align CRM strategies with overall
business goals.

4. Data-Driven Customer Relationship Management

Highlighting the importance of data analytics in CRM, this book guides
readers through collecting, analyzing, and utilizing customer data
effectively. It presents methodologies for predictive modeling and customer
behavior analysis. The content is particularly useful for those interested in
the technical and analytical side of CRM.

5. Customer Relationship Management: A Databased Approach

Focusing on database management for CRM, this book explains how to design and
maintain customer databases to enhance business relationships. It covers data
quality, integration, and security issues relevant to CRM systems. The book
integrates theory with practical examples and software tools.

6. Customer Experience Management: How to Design, Integrate, and Deliver
Winning Customer Experiences

This book explores the broader concept of customer experience as a key
component of CRM. It offers frameworks for designing customer interactions
that foster loyalty and advocacy. Readers will learn how to align CRM efforts
with customer journey mapping and service design principles.

7. Salesforce CRM: The Definitive Admin Handbook

A practical guide focused on mastering Salesforce, one of the leading CRM
platforms. It covers configuration, customization, and administration
essentials for managing customer relationships effectively. This book is
perfect for students and professionals seeking hands-on CRM system expertise.

8. Customer Relationship Management: Integrating Marketing Strategy and
Information Technology

This book bridges the gap between marketing strategy and IT in CRM
implementations. It discusses how to create synergy between customer-focused
marketing initiatives and technological infrastructure. The author provides



insights into project management and change management within CRM projects.

9. Building Customer Relationships: A Guide to Customer Relationship
Management Education

Designed as an educational resource, this book introduces foundational CRM
concepts and educational methodologies. It includes pedagogical approaches
for teaching CRM in academic and corporate training settings. The text is
enriched with exercises, case studies, and assessment tools to facilitate
learning.
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customer relationship management education: Customer Relationship Management SCN
Education, 2013-11-11 The rules change when the tools change Generating traffic to a website and
catching the interest of the visitor, in order to make him buy a product or a service, is within
everyone's reach today. Intensive research, try outs and the learning experience of E-Commerce
pioneers have helped to uncover the marketing & sales possibilities of the Internet. But now that we
have customers visiting our site, how do we keep them coming back? How to get a clear profile of
each customer, so we can give him (or her!) the service he's looking for? And offer him other
products he could also be interested in? To achieve this, companies are increasingly turning to
Customer Relationship Management: the concentration of sales, marketing and service forces by
integrating all dataflows into one data warehouse, thus blending internal processes with technology.
The right way to market, sell and service customers requires a different CRM strategy for every
company. Some organizations that reengineered their CRM processes are reporting revenue
increases of up to 50%, whereas others have had obtained minimal gains or no improvement at all.
The difference between the success or failure of a CRM project lies in the knowledge and ability that
an organization brings to its efforts. This Hon Guide defines CRM from different points of view:
sales, marketing, customer support and technology.

customer relationship management education: Customer Relationship Management
(CRM) Fady Michel Hocheimy, American University of Beirut. School of Business, 2003

customer relationship management education: Customer Relationship Management Mr.
Rohit Manglik, 2024-07-06 EduGorilla Publication is a trusted name in the education sector,
committed to empowering learners with high-quality study materials and resources. Specializing in
competitive exams and academic support, EduGorilla provides comprehensive and well-structured
content tailored to meet the needs of students across various streams and levels.

customer relationship management education: Customer Relationship Management
Francis Buttle, 2004 Customer Relationship Management: Concepts and Tools is a breakthrough
book that makes transparent the complexities of customer relationship management. The book views
customer relationship management as the core business strategy that integrates internal processes
and functions, and external networks, to create and deliver value to targeted customers at a profit.
Customer relationship management is grounded on high quality customer data and enabled by
information technology. The book is a comprehensive and fully developed textbook on customer
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customer relationship management education: Study Guide to Customer Relationship
Management Cybellium, 2024-10-26 Designed for professionals, students, and enthusiasts alike,
our comprehensive books empower you to stay ahead in a rapidly evolving digital world. * Expert
Insights: Our books provide deep, actionable insights that bridge the gap between theory and
practical application. * Up-to-Date Content: Stay current with the latest advancements, trends, and
best practices in IT, Al, Cybersecurity, Business, Economics and Science. Each guide is regularly
updated to reflect the newest developments and challenges. * Comprehensive Coverage: Whether
you're a beginner or an advanced learner, Cybellium books cover a wide range of topics, from
foundational principles to specialized knowledge, tailored to your level of expertise. Become part of
a global network of learners and professionals who trust Cybellium to guide their educational
journey. www.cybellium.com

customer relationship management education: Customer Relationship Management
Gerhard Raab, 2008 Customer Relationship Management is the first book to explore the benefits to
the firm of a globally integrated approach to the management philosophy of Customer Relationship
Management (CRM). The best hope for achieving a sustainable competitive advantage in a global
marketplace is by means of better understanding which customers are in the best position to
experience long-term, profitable relationships for the globally oriented firm. This book offers both an
academic and a practical viewpoint of the importance of CRM in a global framework. It integrates
the topics of knowledge management, total quality management, and relationship marketing with
the goal of explaining the benefits of CRM for internationally active firms. The authors have included
six case studies which allow the reader to undertake the role of CRM consultant in a 'learning by
doing' approach. The book should be required reading for all business executives who desire a
customer-oriented approach to success, and for all students of business who desire to gain insight
into a relationship management approach which will become ever-more important in the years
ahead.

customer relationship management education: Customer Relationship Management
MICHAEL. PEARCE, 2021-02-23 The subject of the book is Customer Relationship Management
(CRM). The target audience is multi-layered: * Businesses of all types and sizes from SME's
upwards. Board Directors, Senior Managers and middle managers in CRM related functions: IT,
Marketing, Sales, Customer Service etc. * MBA and masters' students and upper level graduates
studying business related degrees. * Students or independent learners seeking CRM education or
certification through organisations such as AARM (Association for the Advancement of Relationship
Marketing). * Those pursuing professional qualifications in marketing through international
organisations such as the Chartered Institute of Marketing. CRM first entered the business
vocabulary in the early 90's; initially as a systems driven technical solution. It has since escalated in
importance as system providers increased their market penetration of the business market and, in
parallel, CRM's strategic importance gained more traction as it was recognised that CRM was, at its
heart, a business model in the pursuit of sustainable profit. This was accentuated by the academic
community starting to address the subject in the early 2000's.To-day, it is a universal business topic
which has been re-engineered by the online shopping revolution in which the customer is firmly
placed at the centre of the business. The current reality, however, is that, for the vast majority of
businesses, CRM has not been adopted as a business philosophy and practicing business model. It
has not been fully understood and therefore fully embraced and properly implemented. This book is
designed to help the reader by stripping CRM down into its component parts under the umbrella of
developing and executing a CRM strategy. It delves into and explains the role and relevance of the
C, Rand M in CRM. It is a practical guide but set within a strategic framework. The outage is clear
actionable insights and how to go about converting them into delivery. It is written in an easily
digestible, non-academic style. It is intended that the reader can relate to the subject as part of real
business whilst treating the subject with the utmost respect. In so doing, really engaging and
involving the reader.



customer relationship management education: Customer Relationship Management Ed
Peelen, Rob Beltman, 2013 This text gives a well-balanced coverage of strategy and organisation,
marketing aspects, analytical CRM, operational CRM, CRM systems and their implementation. It is
the only comprehensive academic text to cover the entire scope of CRM from a marketing
management angle. It contains case studies and questions at the end of each chapter to test
understanding. It has coverage of the strategic, organisational, commercial and technological
aspects of CRM. It also contains discussion of buyer-seller relations from a social psychology
perspective.

customer relationship management education: CUSTOMER RELATIONSHIP
MANAGEMENT S. SHANMUGASUNDARAM, 2008-04-15 Customer Relationship Management
(CRM) is a modern approach to marketing. It focuses on the individual consumer. Customer is the
‘king’, therefore, the products and services have to be offered in such a way that they suit the needs
and preferences of the customer. This comprehensive and easy-to-read text deals with the
formulation of methodologies and tools that help business organizations to manage critical customer
relationships by supporting all customer-centric processes within an enterprise, including
marketing, sales and customer support. In addition, the book emphasizes managing opportunity for
optimum productivity, coordinating the specialized activities of multi-functional teams, developing
and retaining corporate knowledge and completing complex multi-step processes in a timely and
efficient manner. This text is intended for the students of masters in business administration (MBA)
and those pursuing postgraduate diploma in marketing management (PGDMM). Besides, the book
should prove to be a useful reference for marketing professionals. KEY FEATURES [] Covers various
dimensions of CRM with several case studies. [] Includes the modern concept—e-CRM. []
Incorporates deep study of research oriented topics.

customer relationship management education: Mastering Customer Relationship
Management Cybellium Ltd, 2024-10-26 Designed for professionals, students, and enthusiasts alike,
our comprehensive books empower you to stay ahead in a rapidly evolving digital world. * Expert
Insights: Our books provide deep, actionable insights that bridge the gap between theory and
practical application. * Up-to-Date Content: Stay current with the latest advancements, trends, and
best practices in IT, Al, Cybersecurity, Business, Economics and Science. Each guide is regularly
updated to reflect the newest developments and challenges. * Comprehensive Coverage: Whether
you're a beginner or an advanced learner, Cybellium books cover a wide range of topics, from
foundational principles to specialized knowledge, tailored to your level of expertise. Become part of
a global network of learners and professionals who trust Cybellium to guide their educational
journey. www.cybellium.com

customer relationship management education: Customer Relationship Management
Lakshman Jha, 2008 A managers, whether brand-new to their postions or well established in the
corporate hirearchy, can use a little brushing-up now and then. As customer loyalty increasingly
becomes a thing of the past, customer relationship management (CRM) has become one today's
hottest topics. Customer relationships management: A strategic approach supplies easy-to-apply
sloutions to common CRM problems, including how to maximize impact from CRM technology,
which data warehousing techniques are most effective and how to create and manage both short-and
long -term relationships.This book acquaints student focuses on the strategic side of customer
relationship management.The text provides students with and understanding of customer
relationship management and its applications in the business fields of marketing and sales.

customer relationship management education: Customer Relationship Management
Dr.B.KAVITHA, 2020-08-25 This book covers the basic introduction about the CRM and the how it
relates to relationship Marketing .It provides readers with strategies for engaging with customers
and expert guidance on how your organization can adopt the newest CRM trends and innovations.
This book introduces its audience to marketing concepts such as optimum resource allocation and
explains the relationship between database CRM and maximizing overall profitability. It gives a
comprehensive look at how the different elements in a good CRM program can be used to forecast



profitability among new clients. It is also cover the new concept of eCRM also.

customer relationship management education: Mastering Customer Relationship
Management (CRM) Cybellium Ltd, 2024-10-26 Designed for professionals, students, and
enthusiasts alike, our comprehensive books empower you to stay ahead in a rapidly evolving digital
world. * Expert Insights: Our books provide deep, actionable insights that bridge the gap between
theory and practical application. * Up-to-Date Content: Stay current with the latest advancements,
trends, and best practices in IT, Al, Cybersecurity, Business, Economics and Science. Each guide is
regularly updated to reflect the newest developments and challenges. * Comprehensive Coverage:
Whether you're a beginner or an advanced learner, Cybellium books cover a wide range of topics,
from foundational principles to specialized knowledge, tailored to your level of expertise. Become
part of a global network of learners and professionals who trust Cybellium to guide their educational
journey. www.cybellium.com

customer relationship management education: Customer Relationship Management Judith
W. Kincaid, 2003 An ETHS graduate of 1962 provides a blueprint for customer relationship
management in business and technical organizations.

customer relationship management education: Customer Relationship Management in
Sales Exam Prep Cybellium, 2024-10-26 Designed for professionals, students, and enthusiasts
alike, our comprehensive books empower you to stay ahead in a rapidly evolving digital world. *
Expert Insights: Our books provide deep, actionable insights that bridge the gap between theory and
practical application. * Up-to-Date Content: Stay current with the latest advancements, trends, and
best practices in IT, Al, Cybersecurity, Business, Economics and Science. Each guide is regularly
updated to reflect the newest developments and challenges. * Comprehensive Coverage: Whether
you're a beginner or an advanced learner, Cybellium books cover a wide range of topics, from
foundational principles to specialized knowledge, tailored to your level of expertise. Become part of
a global network of learners and professionals who trust Cybellium to guide their educational
journey. www.cybellium.com

customer relationship management education: Customer Relationship Management
Essentials Harendra Phadke, 2025-02-20 Customer Relationship Management Essentials explores
the evolution of CRM strategies and technologies, taking a holistic approach to provide concepts,
tools, and strategies. We introduce key concepts and metrics necessary to understand and
implement CRM strategies, describe a successful CRM implementation process, and discuss
techniques for making strategic marketing decisions using customer lifetime value. Given the
ongoing digital transformation, CRM has become a crucial strategy encompassing various tactics
essential in today's economy. Our book offers a comprehensive overview of CRM and database
marketing, along with approaches to strategic CRM, CRM strategy implementation, and customer
value metrics. We cover the steps needed to manage profitable customer relationships, emphasizing
the importance of understanding customer value and measuring customer lifetime value.
Additionally, we analyze the application of CRM strategies in loyalty programs, marketing
campaigns, and channel management. This book is an invaluable study companion for students,
teachers, and CRM practitioners. It helps readers gain a comprehensive understanding of CRM
strategy, use practical cases to apply concepts, and explore the latest developments in CRM and
social media.

customer relationship management education: Customer Relationship Management Daniel
D. Prior, Francis Buttle, Stan Maklan, 2024-01-23 This highly regarded textbook provides the
definitive account of Customer Relationship Management (CRM) concepts, applications, and
technologies, focusing on how companies can create and maintain mutually beneficial relationships
with customers. Readers will gain a thorough understanding of the conceptual foundations of CRM,
see CRM in practice through illustrative case examples and exercises, and understand how to
organise customer data gathering, analysis, and presentation for decision making. The book
achieves these outcomes by first considering strategic CRM before moving into operational CRM
and, finally, onto analytical aspects of CRM. The fifth edition has been fully updated to include: A



series of new case examples to illustrate CRM within various regional and industrial contexts,
including those relevant to large, medium, and small enterprises A series of new exercises and
discussion questions to help readers understand CRM concepts and to support pedagogical
processes, particularly in higher education environments A greater emphasis on managerial
applications of CRM through new content to help guide managers An updated account of new and
emerging technologies relevant to CRM Expanded coverage of customer experience (CX), customer
engagement (CE), and customer journey management (CJM) Customer Relationship Management is
essential reading for advanced undergraduate and postgraduate students studying CRM, Sales
Management, Customer Experience Management, and Relationship Marketing, as well as executives
who oversee CRM functions. Online resources include an Instructor’s Manual, chapter-by-chapter
PowerPoint slides, and a bank of exam questions.

customer relationship management education: Customer Relationship Management in
Services Focus Mritunjay Kumar, 2008 Investing in a Customer Relationship Management (CRM)
application is no different than any other business management software investment - whether one
is looking for an enterprise level software application or a department level solution, one expects a
quick and measurable return on the investment. Before investing in a CRM application, several
aspects of the application including its features, support for existing and emerging technologies,
initial cost, ease of use, integration with other applications, and many more need due consideration.
One of the most important aspects of a business management application, including a CRM
application, is its underlying architecture. A well-designed architecture will accommodate future
growth and adapt to business changes without affecting the performance of the application or
requiring an exhaustive re-implementation. An application's customizability, adaptability, portability,
scalability and extensibility are all functions of its architecture. But that is the functional aspect.
CRM goes way beyond a software solution. In real terms CRM is a philosophy and the software
solution part is a mere tool to aid better implementation of the philosophy. CRM has existed since
ages. Be it the corner betel shop owner who recognizes a regular customer and offers him his
regular betel or a technologically advanced Call Center's executive who addresses a customer by his
name when he makes a call by looking up in his database for the customer's detail. This paper tries
to understand this philosophy and its uses in the high customer churn vulnerable service sector. One
of the industries in this sector is the educational industry. IT solutions presently represent a critical
success factor for numerous organizations. Higher educational institutions fall into this category and
have sought the status of first movers in relation to the development and implementation of
information technology throughout the areas of academia. However, In comparison, little research
has been published with regard to using Internet technology to aid in administrative academic issues
in higher education (Bitler, 2000). This paper will try to find the uses of a CRM solution in aiding the
educational institutions improve the customer satisfaction levels and for this purpose development of
a better CRM or SRM (Student Relationship Management) framework.

customer relationship management education: CUSTOMER RELATIONSHIP
MANAGEMENT ALOK KUMAR RAI, 2012-12-05 This thoroughly revised and enlarged edition brings
to light the latest developments taking place in the area of Customer Relationship Management
(CRM), and focuses on current CRM practices of various service industries. This edition is organised
into five parts containing 19 chapters. Part I focuses on making the readers aware of the conceptual
and literary developments, and also on the strategic implementation of the concepts. Part II
discusses the research aspects of CRM. Part III deals with the applications of information
technologies in CRM. Part IV provides the various newer and emerging concepts in CRM. Finally,
Part V analyses the CRM applications in various sectors, industries and companies. Primarily
intended as a textbook for the students of Management, the book would prove to be an invaluable
asset for professionals in service industries. New to This Edition Includes five new chapters, namely
Research Techniques and Methods in Customer Relationship Management; Customer Satisfaction;
Customer Loyalty; Service Quality; and Service Recovery Management, along with several additions
of new text and revisions of the existing text. Provides latest advancements in CRM to keep the



students abreast of these developments. Gives as many as 16 Case Studies with critical analysis of
different industries to help the readers understand the subject. Covers a number of illustrations to
elucidate the concepts discussed. Gives Project Assignment in each chapter.

customer relationship management education: Customer Relationship Management Roger
J. Baran, Robert J. Galka, 2016-12-08 This book balances the behavioral and database aspects of
customer relationship management, providing students with a comprehensive introduction to an
often overlooked, but important aspect of marketing strategy. Baran and Galka deliver a book that
helps students understand how an enhanced customer relationship strategy can differentiate an
organization in a highly competitive marketplace. This edition has several new features: Updates
that take into account the latest research and changes in organizational dynamics,
business-to-business relationships, social media, database management, and technology advances
that impact CRM New material on big data and the use of mobile technology An overhaul of the
social networking chapter, reflecting the true state of this dynamic aspect of customer relationship
management today A broader discussion of the relationship between CRM and the marketing
function, as well as its implications for the organization as a whole Cutting edge examples and
images to keep readers engaged and interested A complete typology of marketing strategies to be
used in the CRM strategy cycle: acquisition, retention, and win-back of customers With chapter
summaries, key terms, questions, exercises, and cases, this book will truly appeal to upper-level
students of customer relationship management. Online resources, including PowerPoint slides, an
instructor’s manual, and test bank, provide instructors with everything they need for a
comprehensive course in customer relationship management.
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