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Basic Concept of CRM

The Customer Service/Sales
Profile

Customer Relationship

Planning and implementing
CRM projects

Developing, managing and
using customer-related
databases

Managing and Sharing
Customer Data
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Tools for Capturing
Customer Information

E-Commerce: Customer
Relationships on the Internet

Information technology for
CRM

Sales-force automation
Marketing automation
Service automation
Presentations

Exams
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Sources

= blog.binadarma.ac.id/mleonaa >
Teaching | Customer Relationships Management

= elearning.binadarma.ac.id

= |eonabdillah.wordpress.com | Teaching | Customer
Relationhips Management

= Facebook - Customer Relationsips Management
2017-2018
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Komponen penilaian

» Class activities  15% [Questionaire + Attendance]
» Middle exam 20% [MidTest]

®» Reports 25% [Assignments + Presentation]
» Final exam 40% [FinalTest]
» Total 100%
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Rules

» FEvery student must enroll or register, shown by KRS
» Attendance >= 80% of 16weeks
» | ate folerance /meeting = 15 minutes

» Keep your mobile devices silent all the time in the class

» Keep your volume silent all the time in the class
» Casual uniform for daily class

» At final exam, each student must wear white shirt and
black

17/04/2018
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Skor penilaian R
Score Penilaian
Total Score MNilai Bobot
| 083 — 100 A 4
2 070 - 084 B 3
3 033 — 060 C 2
4 040 — 0354 D 1
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What Is a CRM? R

Goal is to improve relationship management with
customers and supply chain partners

A business strategy to learn more about customers’ needs
?hnd behavior to develop stronger relationships with
em
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®» |ncreased customer safisfaction
» Cross-selling products efficiently
» Making call centers more efficient

» Simplifying marketing and sales processes

» Discovering new customers
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Critical Operational
Components for CRM

» Personalization services
» Secure services to enforce security rules

» Publishing services to document location and
meaning of business content

®» Access services to help users find and access portal
content

» Subscription services to deliver business content via e-
mail, fax, or other media

17/04/2018
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Critical Analytical
Components for CRM

» Capture very large volume of data and fransform it
into analysis formats to support enterprise-wide
analytical requirements

» Process and deploy quickly the intelligence gathered
from analytical environments

17/04/2018
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Typical CRM Network

Customer

Q Telephone
Call

Call
Center

Corporate

I ’_ Web-Based
—;,.-li_ Portal
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Supply Chain
Partners

Purchase
Order

Returns

Customer
Information
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Homework

1. Prepare your SocialMedia ID (FaceBook)

2. Set a group discussion consist of 2-4 students for small
class (<=20), 5-6 students for medium class (21-35), or 7-8
students for large class (>36)

3. Create an account in CloudPrepare your blog using
WordPress, create a PAGE/laman "CRM” or “Customer
Relationship Management”.

4. Create a cloudrepository (DropBox)

5. Develop your team project theme based on the
information given from several sources (journals,
conference proceedings, books, or master theses). You
may use one of these sources: a) GOOGLE SCHOLAR
(http://scholar.google.com/) or b) MICROSOFT
ACADEMIC SEARCH
(http://academic.research.microsoft.com/)

Leon Abdillah - CRM - 01 Introduction ]7/04/]210.;8



http://scholar.google.com/
http://academic.research.microsoft.com/

RELATIONSHIP.

31 MPLEMENTATION =

SUPPORT SOFTWARE—-
2 =
mé

il
ss iz

= "f{\!ANAGEMEN'!"
T e I

e CUSTOMER

References

Abdillah, L. A. (2003). Sistem Basis Data Lanjut I: Membangun Sistem Basis
Data. Palembang: Pusat Penerbitan dan Percetakan Universitas Bina
Darma.

Abdillah, L. A. (2013). Enterprise Application Integration. Retrieved from
hitp://blog.binadarma.ac.id/mleonaa/wp-
content/uploads/2013/10/LeonAbdillah_EAI 01-Introduction.pdf

Abdillah, L. A. (2014). Knowledge Management Systems. Retrieved from
hitp://blog.binadarma.ac.id/mleonaa/teaching/information-
systems/knowledge-management-systems

Abdillah, L. A. (2015). Database. Retrieved from
hitp://blog.binadarma.ac.id/mleonaa/teaching/database/

Abdillah, L. A. (2016). Corporate Information Systems Management Lanjut.
Computer Science for Education, from
http://blog.binadarma.ac.id/mleonaa/teaching/information-
systems/corporate-information-systems-management-lanjut/

Abdillah, L. A. (2017). Business Modeling - Supply Chain Management.
Retrieved from
hitp://blog.binadarma.ac.id/mleonaa/teaching/business-modeling-
supply-chain-management/

Leon Abdillah - CRM - 07 Managing and Sharing Customer Data



http://blog.binadarma.ac.id/mleonaa/wp-content/uploads/2013/10/LeonAbdillah_EAI_01-Introduction.pdf
http://blog.binadarma.ac.id/mleonaa/wp-content/uploads/2013/10/LeonAbdillah_EAI_01-Introduction.pdf
http://blog.binadarma.ac.id/mleonaa/wp-content/uploads/2013/10/LeonAbdillah_EAI_01-Introduction.pdf
http://blog.binadarma.ac.id/mleonaa/wp-content/uploads/2013/10/LeonAbdillah_EAI_01-Introduction.pdf
http://blog.binadarma.ac.id/mleonaa/wp-content/uploads/2013/10/LeonAbdillah_EAI_01-Introduction.pdf
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/knowledge-management-systems
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/knowledge-management-systems
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/knowledge-management-systems
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/knowledge-management-systems
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/knowledge-management-systems
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/knowledge-management-systems
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/knowledge-management-systems
http://blog.binadarma.ac.id/mleonaa/teaching/database/
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/corporate-information-systems-management-lanjut/
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/corporate-information-systems-management-lanjut/
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/corporate-information-systems-management-lanjut/
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/corporate-information-systems-management-lanjut/
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/corporate-information-systems-management-lanjut/
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/corporate-information-systems-management-lanjut/
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/corporate-information-systems-management-lanjut/
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/corporate-information-systems-management-lanjut/
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/corporate-information-systems-management-lanjut/
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/corporate-information-systems-management-lanjut/
http://blog.binadarma.ac.id/mleonaa/teaching/information-systems/corporate-information-systems-management-lanjut/
http://blog.binadarma.ac.id/mleonaa/teaching/business-modeling-supply-chain-management/
http://blog.binadarma.ac.id/mleonaa/teaching/business-modeling-supply-chain-management/
http://blog.binadarma.ac.id/mleonaa/teaching/business-modeling-supply-chain-management/
http://blog.binadarma.ac.id/mleonaa/teaching/business-modeling-supply-chain-management/
http://blog.binadarma.ac.id/mleonaa/teaching/business-modeling-supply-chain-management/
http://blog.binadarma.ac.id/mleonaa/teaching/business-modeling-supply-chain-management/
http://blog.binadarma.ac.id/mleonaa/teaching/business-modeling-supply-chain-management/
http://blog.binadarma.ac.id/mleonaa/teaching/business-modeling-supply-chain-management/
http://blog.binadarma.ac.id/mleonaa/teaching/business-modeling-supply-chain-management/

RELATIONSHIP.
_ g reort SOFTWARE .

ey = =5 d = ; ¥ ?33;155

SEBVSE\‘V Q“}B‘ V! ,A‘—&,,-'-:_;N

" MANAGEMENT!
STEM "

S TCUSTOMER
S

Abdillah, L. A. (2018). Customer Relationship Management. Retrieved
from https://leonabdillah.wordpress.com/teaching/customer-
relationship-management/

Anderson, Kristin, & Kerr, Carol. (2002). Customer Relationship
Management: McGraw-Hill.

Buttle, F. A., & Biggemann, S. A. (2003). Modelling business-to-business
relationship quality.

Buttle, F. (2009). Customer relationship management: concepts and
fechnologies: Routledge.

Dwyer, F. R., Schurr, P. H., & Oh, S. (1987). Developing buyer-seller
relationships. The Journal of Marketing, 11-27.

Harris, S., & Dibben, M. (1999). Trust and co-operation in business
relationship development: exploring the influence of national values.
Journal of Marketing Management, 15(6), 463-483.

Leon Abdillah - CRM - 07 Managing and Sharing Customer Data



https://leonabdillah.wordpress.com/teaching/customer-relationship-management/
https://leonabdillah.wordpress.com/teaching/customer-relationship-management/
https://leonabdillah.wordpress.com/teaching/customer-relationship-management/
https://leonabdillah.wordpress.com/teaching/customer-relationship-management/
https://leonabdillah.wordpress.com/teaching/customer-relationship-management/

RELATIONSHIP-
suvvonr| SOFTWARE —._

=

NAGEMENT!
=5 112 SYSTEM 5
wii - - CUSTOMER

Gebert, H., Geib, M., Kolbe, L., & Brenner, W. (2003). Knowledge-enabled
customer relationship management: integrating customer relationship
management and knowledge management concepts. Journal of
knowledge management, 7(5), 107-123.

Kotler, P., & L., K. K. (2013). Marketing Management (14th ed.). New Jersey:
Pearson.

Lindstrand, Angelika, Johanson, Jan, & Sharma, D Deo. (2006). Managing
customer relationships on the Internet. International Business &
Management: Series editor Pervez N. Ghauri(18).

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of
relationship marketing. The Journal of Marketing, 20-38.

Peelen, Ed, & Beltman, Rob. (2013). Customer Relationship Management.
Harlow, United Kingdom: Pearson.

Wilson, D. T., & Mummalaneni, V. (1986). Bonding and commitment in
buyer-seller relationships: a preliminary conceptualisation. Industrial
Marketing and Purchasing, 1(3), 44-58.

Leon Abdillah - CRM - 01 Introduction ]7/04/]210.;2




