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	COURSE OBJECTIVES 
	The goal of the course is to provide students with a comprehensive understanding of the principles, strategies and best practices of managing a sales team using CRM systems. By exploring various CRM tools, systems and techniques, students will learn how to effectively manage and optimize customer interactions, increasing customer satisfaction, loyalty and value.

	COURSE CONTENT

(Division into contact hours and e-learning))


	Content delivered in a face-to-face format: 
In this class, students will explore a wide range of topics related to Customer Relationship Management (CRM), such as CRM theory, different types of CRM systems (operational, analytical and collaborative), practical application of CRM tools, CRM strategies and processes, and CRM effectiveness analysis. The class also includes practical exercises using popular CRM tools such as Salesforce, HubSpot, Microsoft Dynamics 365, Zoho CRM and SuiteCRM. 

Content delivered via e-learning: not applicable.

	LITERATURE

(compulsory reading)
	1. Mandal P., Marketing Information and Marketing Intelligence: Linkages With Customer Relationship Management, International Journal of Business Strategy and Automation (IJBSA) 2022, 3(1).

2. Bhatti H., Cause-related marketing: a systematic review of the literature, International Review On Public And Nonprofit Marketing 2023, 20, 25–64.
Literature available in WSB University Library:

Manser Martin H, Barry Norma (1947- ), Cumberland Nigel, Kamp Di (1949- ), The ultimate management book : motivate people, manage your time, build a winning team, John Murray (Londyn). Pbl, 2018

	OPTIONAL LITERATURE (including at least two items in English, either books or articles)
	Dejnaka A., CRM. Zarządzanie kontaktami z klientami, Onepress, Gliwice 2002.

John B Ford, Earl Honeycutt, Antonis Simintiras. Sales Management: A Global Perspective, Taylor & Francis, 2003


