Customer management assignment two
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Instructions to Students

This is an individual report of 1,500 words plus references, tables, graphs and
appendices (if applicable), which is to be submitted via Turnitin.

Having designed a sustainable customer management strategy for the organisation
(Coursework 1), you are asked to apply digital and social CRM to enhance the
organisation’s relationships with its customers.

You are required to structure your report around the following headings:

1) Title Page (title of the report, student number, module name & code, tutor name,
submission date, word count) (Title page is not weighted.)

2) Digital and social CRM literature review (750 words; max. 50 points)

In this literature review, you are expected to demonstrate your engagement with the
module materials and an understanding of developing & enhancing customer
relationships through digital and social CRM. The following questions may be helpful
in structuring this section:

a) Defining digital and social CRM
b) Comparing and contrasting digital and social CRM with traditional CRM

c) Benefits and challenges of digital and social CRM from the perspectives of
organisations and customers

3) Recommending a digital and social CRM strategy (750 words; max. 50 points)

This section should be informed by your discussion in Coursework 1 and the literature
review above. Based on this analysis and knowledge, recommend a digital CRM
strategy and a social CRM strategy to the organisation in light of a particular
(individual or business) customer segment (if applicable). Your discussion can
include the management of customers on social media, the use of automation to
enhance organisation-customer interactions or customer value, experience, and the
concepts such as data warehousing and data mining.
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7) Reference List (not weighted)

A full list of references of all sources (whether academic or industry-based) must
appear at the end of your assignment, written in DMU Harvard Referencing Style.
Further information can be found here: https:/library.dmu.ac.uk/harvardguide

Sources must also be indicated clearly in the main text, as they arise. You must not
copy material directly from any source word for word without acknowledgement, and
neither must you paraphrase material from any source (academic or business)
without acknowledgment. To do so is ‘plagiarism’, which is a serious academic
offence.

Very important: this report must be entirely your own work and no-one else’s.

8) Appendices (not weighted)

You should enclose the Organisation Summary that you submitted along with your
Coursework 1.

Organisation Summary is not weighted; yet if the table is not provided with the
required information your coursework is likely to fail. This is because the information
in the table is crucial to evaluate the soundness of your report.

Other Guidance Notes

We are looking for evidence that you have understood and integrated the module
content and are able to apply that knowledge to the construction of coherent
arguments in the analysis of the organisation you have chosen to focus upon.

» Please use ‘1.15 lines’ spacing and 11-point Calibri.

» Report needs to be structured well, professional looking, clearly expressed
points in English, adopt careful punctuation and appropriate use of paragraphs
(including the choice of terminology, spelling and grammar).

» The appendices you include in the report should be relevant. Materials that
appear in the appendices must be referred to and commented upon in the
main text, otherwise they will not be counted towards your grade. Appendices
should not be treated as an extension of the main report.




