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L ym 1.To describe elements of Customer Relationship Management as they relate to marketing strategy
2 (Obj :&%e) and to information technology 2.To explore the practical idea that information about pass, present,
- and future customers should come from the heart of strategy plans.
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% 1.The nature of CRM 2.Understanding customer differences 3.Information technology and collecting
& (Outlﬁz!; customer data 4.The CRM data warehouse 5.Customer loyalty 6.Customer retention strategies
7.Winback and acquisition strategies 8.Sales force automation
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