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MBA/570 – Concept Outline

Week Five – Alternative Solutions to Sustain Customer Relationships
1.  Identify best practices in customer relationship management

a) How consumers purchase services

· The purchase process

· Assessing service quality

· Customer contact and relationship marketing

2.  Propose customer acquisition and retention initiatives

a) Setting strategic directions

· Where are we now

· Where do we want to go

3.  Evaluate customer risk

a) Managing the marketing of services

· Product/Service

· Pricing

· Place/Distribution

· Promotion

b) The four I’s of services

· Intangibility

· Inconsistency

· Inseparability

· Inventory

4.  Align customer relationship initiatives and organizational goals

a) Strategic marketing process

· Planning phase

· Implementation phase
· Control phase
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