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	Lecture

No.
	Unit

No.
	Details of Lecture
	Reference for Lecture
	Lecture taken on
	Status
	Remarks,
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	Date
	Hour
	
	

	1
	I
	Focus on customer relationship
	Customer Relationship management – H. Peeru Mohamed & A. Sagadevan
	02/12/2009
	3
	
	

	2
	I
	Building customer relationship


	,,
	04/12/2009
	1
	
	

	3
	I
	Customer acquisition – input/ requisites
	,,
	22/12/2009
	3
	
	

	4
	I
	Attention of adoption process
	,,
	23/12/2009
	3
	
	

	5
	I
	Customer interaction management
	,,
	29/12/2009
	1
	
	

	6
	I
	Stages of retention in customer life cycle
	,,
	31/12/2009
	3
	
	

	7
	I
	Perceptual gaps and retention
	,,
	04/01/2010
	3
	
	

	8
	I
	Retention centered organisations
	,,
	06/01/2010
	1
	
	

	9
	I
	Recovery of lapsed customers
	,,
	08/01/2010
	3
	
	

	10
	I
	Customers defect
	,,
	11/01/2010
	3
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	11
	I
	Strategies to prevent defection and recover lapsed customers
	Customer Relationship management – H. Peeru Mohamed & A. Sagadevan
	13/01/2010
	1
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	12
	II
	Evolving to CRM
	Customer Relationship management – H. Peeru Mohamed & A. Sagadevan
	19/01/2010
	3
	
	

	13
	II
	CRM and e-CRM
	,,
	20/01/2010
	3
	
	

	14
	II
	Modules in CRM
	,,
	22/01/2010
	1
	
	

	15
	II
	CRM applications and objectives
	,,
	27/01/2010
	3
	
	

	16
	II
	Market dynamics relating to CRM
	,,
	03/02/2010
	3
	
	

	17
	II
	Problems with e-CRM solutions
	,,
	05/02/2010
	1
	
	

	18
	II
	Introduction and objectives of CRM process
	,,
	09/02/2010
	3
	
	

	19
	II
	CRM business transformation
	,,
	10/02/2010
	3
	
	

	20
	II
	Four C’s of CRM process
	,,
	12/02/2010
	1
	
	

	21
	II
	A comparison with CMM levels
	,,
	15/02/2010
	3
	
	

	22
	II
	Defined, Managed, and optimized level
	,,
	16/02/2010
	3
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	23
	V
	Meaning and objectives of call centre
	Customer Relationship management – H. Peeru Mohamed & A. Sagadevan
	18/02/2010
	1
	
	

	24
	V
	Features and their functionalities
	,,
	20/02/2010
	3
	
	

	25
	V
	Call centre architecture
	,,
	22/02/2010
	3
	
	

	26
	V
	Computer telephony integration
	,,
	24/02/2010
	1
	
	

	27
	V
	Advantages of CTI
	,,
	05/03/2010
	3
	
	

	28
	V
	Pc – based telephony
	,,
	08/03/2010
	3
	
	

	29
	V
	e-media solutions
	,,
	10/03/2010
	1
	
	

	30
	V
	Integrations of CRM with data warehouse
	,,
	12/03/2010
	3
	
	

	31
	V
	Data mining
	,,
	13/03/2010
	3
	
	

	32
	V
	Customer – centricity information and application system
	,,
	16/03/2010
	1
	
	

	33
	V
	Data mining process
	,,
	18/03/2010
	3
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No.
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	Reference for Lecture
	Lecture taken on
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if any

	
	
	
	
	Date
	Hour
	
	

	1
	III
	CRM Introduction
	Customer Relationship Management – A Step by Step Approach
	21-12-09
	1
	
	

	2
	III
	CRM Introduction            cntd….
	Peeru Md. H

Sagadevan A
	22-12-09
	5
	
	

	3
	III
	Choosing CRM
	Customer Relationship Management – A Strategic Approach to Marketing
	30-12-09
	1
	
	

	4
	III
	Choosing CRM                cntd…
	Kaushik Mukerjee
	31-12-09
	5
	
	

	5
	III
	Warnings & Ad-hoc
	Customer Relationship Management
	07-01-10
	1
	
	

	6
	III
	Implementing CRM     
	Subhasish Das
	08-01-10
	5
	
	

	7
	I
	Implementing CRM        cntd…
	Customer Relationship Management 
	18-01-10
	1
	
	

	8
	III
	Implementing CRM        cntd…
	Ventaka Ramana V

Somayajulu G
	19-01-10
	5
	
	

	9
	III
	Implementing CRM        cntd…
	The Ultimate CRM Handbook
	25-01-10
	1
	
	

	10
	III
	Implementing CRM        cntd…
	John G Freeland
	27-01-10
	5
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	Date
	Hour
	
	

	11
	IV
	ERP – An Introduction
	Customer Relationship Management – A Step by Step Approach
	08-02-10
	1
	
	

	12
	IV
	ERP – An Introduction       cntd…
	Peeru Md. H

Sagadevan A
	09-02-10
	5
	
	

	13
	IV
	ERP – An Introduction       cntd…
	Customer Relationship Management – A Strategic Approach to Marketing
	13-02-10
	1
	
	

	14
	IV
	Developing ERP Systems
	Kaushik Mukerjee
	15-02-10
	5
	
	

	15
	IV
	Developing ERP Systems    cntd…
	Customer Relationship Management
	19-02-10
	1
	
	

	16
	IV
	Developing ERP Systems    cntd…
	Subhasish Das
	20-02-10
	5
	
	

	17
	IV
	Integration of CRM with ERP  
	Customer Relationship Management 
	05-03-10
	5
	
	

	18
	II
	Integration of CRM with ERP    cntd…
	Ventaka Ramana V

Somayajulu G
	11-03-10
	1
	
	

	19
	II
	Integration of CRM with ERP    cntd…
	The Ultimate CRM Handbook
	12-03-10
	5
	
	

	20
	II
	Integration of CRM with ERP    cntd…
	John G Freeland
	17-03-10
	1
	
	

	21
	IV
	CRM integration attributes
	-do-
	18-03-10
	5
	
	

	22
	IV
	CRM integration attributes
	-do-
	23-03-10
	1
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