Understanding and Engaging in the customer experience  
	Weekly Schedule
	Topics to be covered
	Activities to be undertaken

	1 commencing on 12th June 2023
	Introduction to CRM – Unit Content and structure 

 
	Student to share workplace experience on customer services

	2 commencing on 19th June 2023
	CRM in Corporations  
	Work on Barclays Case studies 

	3 commencing on 26th June 2023
	Customer expectations, perceptions and requirements
	Student are encouraged share good and bad customer service experience  

	4 commencing on 
3rd July 2023
	Consumer Decision making process
TQM and Servqual 
	Starbucks case study 

	5 commencing on 10th July 2023
	Relationship Marketing  
	Assessment discussion 

	6 Commencing 17th July 2023
	Product and service strategies
	Case study Nivea

	7 commencing on 24th July 2023
	Managing customer Experience and AI
	In class discussion on new capabilities, new audiences and new opportunities 

	8 commencing on 31st July 2023
	CRM in practice 
	Assignment workshop

	9 commencing on 
7th August 2023
	Ethical buying proess
	Encourage Questions

	10 commencing on 14th August 2023
	Assignment Support and Revision of UEC
	

	11
	Please Refer to Moodle for Assessment submission date 

	12
	Please Refer to Moodle for Assessment submission date

	Recommended Text books – Please check the Reading list as well 

	Berguson, B. P. (2002): Essentials of CRM: a guide to ☒ customer relationship management. (Online) New York: Wiley. https://www-dawsoneracom.ezproxy.uwtsd.ac.uk/abstract/9780471268109
Gummesson, E. (2002). Total Relationship Marketing: ☐ Marketing Strategy Moving from the 4Ps product, Price, Promotion, Place of Traditional Marketing Management to the 30Rs the Thirty Relationships of a New Marketing Paradigm. 2nd ed. Oxford: Butterworth-Heinemann.
Goodman, J. A. (2009). Strategic customer service : ☒ managing the customer experience to increase positive word of mouth, build loyalty and maximize profits. (Online) New York: AMACOM. https://www-dawsoneracom.ezproxy.uwtsd.ac.uk/abstract/9780814413340
Leppard, J. and Molyneux, L. (1994). Auditing Your ☐ Customer Service: The Foundation for Success. London: Routledge



