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Module 1: Introduction to Customer Relationship Management (CRM)
e Understanding the concept of CRM
¢ Importance of CRM in modern business
e Evolution of CRM technologies and practices

Module 2: Customer Data Management
e Collecting and storing customer data
e Data organization and segmentation
e Data privacy and security considerations

Module 3: CRM Software Solutions
e Overview of CRM software platforms
e Comparison of different CRM tools and their features
e Selecting the right CRM solution for business needs

Module 4: Building Customer Profiles
e Creating comprehensive customer profiles
e Utilizing demographic, behavioral, and psychographic data
e Personalization strategies based on customer profiles

Module 5: Customer Engagement Strategies
¢ Understanding customer touchpoints
e Designing effective communication channels
¢ Implementing omnichannel customer engagement strategies

Module 6: Customer Service and Support
e Providing exceptional customer service
¢ Handling customer inquiries and complaints
¢ Implementing service-level agreements (SLAs)
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Module 7: Sales and Marketing Integration
e Aligning sales and marketing efforts with CRM
¢ Lead generation and management
e Sales pipeline management and forecasting

Module 8: Analyzing Customer Data
¢ Introduction to CRM analytics
e Key performance indicators (KPIs) for measuring customer
relationships
e Utilizing data insights to improve CRM strategies

Module 9: Customer Loyalty and Retention
e Building customer loyalty programs
¢ Implementing retention strategies
¢ Managing customer churn and attrition

Module 10: CRM Implementation and Adoption
e Planning and executing CRM implementation
e Training employees on CRM usage
e Overcoming common challenges in CRM adoption

Module 11: CRM Best Practices and Case Studies
e Examining successful CRM implementations
e Best practices for optimizing CRM performance
e Case studies showcasing effective CRM strategies

Module 12: Future Trends in CRM
e Emerging technologies in CRM
e Predictive analytics and Al-driven CRM solutions
e Anticipating future challenges and opportunities in CRM

Customer Relationship Management
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Assessment:

e Quizzes at the end of each module to assess understanding
e Practical assignments and case studies

Final project: Developing a CRM strategy for a hypothetical business
scenario



