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Objectives  

 To understand the nuances of customer relationship management;  

 To familiarize with the issues of service management and global context; and  

 To be able to manage a market oriented service organization.  

 

Learning Outcome: 

 Cultivate effective and efficient customer relationship ability. 

Pedagogy: Assignment, Cases and Seminars, Lecture-cum-discussions  

 

Unit I Customer Relationship Management in Tourism – Customer Acquisition and Retention – 

Customer Loyalty - Customer Profitability and value Modelling – Customer Satisfaction 

Measurement - Customer Feedback and Service Recovery.  

 

Unit II Managing and Sharing Customer data - Customer Information Databases – Ethics and 

Legalities of data use – Data Warehousing and Data Mining – Data Analysis – Market Basket 

Analysis (MBA) – Click Stream Analysis - Personalization and Collaborative Filtering.  

 

Unit III Marketing of Services – Tourism as a Service industry- Characteristics of Services – 

Classification of Services – Building Service Aspirations - Consumer Behaviour in Service 

Encounters.  

 

Unit IV Tourism as a major component of Service Sector – Service Design and Development – 

Technology as an enabler of Service. Technology based customer relationship management.  

 

Unit V Service Delivery – Types and Causes of Service Quality Gaps – Measuring and Improving 

service Quality - Strategies to resolve the gaps.  
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